
IndIcator defInItIons | Page 29

Ci v i l i a n Co m p l a i n t Re v i e w Bo a R d

Indicator name: Total civilian complaints against uniformed members of the New York City Police Department
Description: The number of misconduct complaints made by civilians against members of the New York 

City Police Department investigated by the CCRB, for allegations of excessive force, abuse of 
authority, discourtesy and offensive language.

Source: CCRB Complaint Tracking System.

Indicator name: Average age of open docket (days)
Description:  The average age in days, as measured from date the complaint was received by CCRB, for all 

open cases on the docket.
Source: CCRB Complaint Tracking System.

Indicator name: Average time to complete a full investigations (days)
Description:  The average number of days to complete a full investigation, measured from the date CCRB 

received the complaint to the date when Board members render a final decision (i.e. closed 
during the first four months of the fiscal year). The indicator measures the elapsed time from the 
start of the investigation to the closing date for all full investigations closed within the reporting 
period.

Source: CCRB Complaint Tracking System.
 
Indicator name: Full investigations as a percentage of total cases completed (%)
Description:  The percentage of all cases on the Board’s docket that were closed during the reporting period 

after being fully investigated; the remainder were truncated due to a complaint being withdrawn, 
complainant, victim or witness being unable to cooperate or unavailable to aid in the investigation.

Source: CCRB Complaint Tracking System.

Indicator name: Cases closed
Description:  Number of cases in which Board members render a final decision.
Source: CCRB Complaint Tracking System.
 
Indicator name: Closed allegations with findings on the merits (%)
Description:  The percentage of allegations fully investigated and closed as substantiated, exonerated or 

unfounded. The Board renders findings on the merits when sufficient evidence has been gathered 
to allow a factual conclusion to be made.  No findings on the merits are made when allegations 
are unsubstantiated, the subject officer is no longer a member of NYPD, or the subject officer 
could not be identified. 

Source: CCRB Complaint Tracking System.

Indicator name: Average time to complete a substantiated investigation (days)
Description:  The average number of days to complete a substantiated case, as measured from date of report 

to date of final board disposition.
Source: CCRB Complaint Tracking System.

Indicator name: Substantiated cases in which the statute of limitations expired (%)
Description: The percentage of substantiated cases that were completed after the 18 month statute of 

limitations expired.  The statute of limitations is measured from the date of incident.
Source: CCRB Complaint Tracking System.

Indicator name: Officers disciplined (excluding pending and filed cases) (%)
Description:  The percentage of substantiated complaints reviewed by NYPD where the police officer received 

some type of discipline. Excludes pending (awaiting review) and filed cases (those with officers 
no longer employed by NYPD when case is reviewed).

Source: New York City Police Department (NYPD) & CCRB Complaint Tracking System.
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Indicator name: Cases with mutual agreement to mediate
Description:  The number of cases referred and accepted for mediation.
Source: CCRB Complaint Tracking System.

Indicator name: Officers who accepted mediation (%) 
Description:  The percentage of identified subject officers who accepted mediation after the civilian(s) agreed 

to mediate the complaint as an alternative to a full investigation.
Source: CCRB Complaint Tracking System.

Indicator name: Civilians who accepted mediation (%)
Description:  The percentage of civilians who agreed to mediate their complaints when mediation was offered 

by a CCRB investigator.
Source: CCRB Complaint Tracking System.

Indicator name: Cases successfully mediated
Description:  The number of cases where both the civilian(s) and the subject officer(s) participated in a 

successful mediation session at CCRB.  
Source: CCRB Complaint Tracking System.

Indicator name: Average mediation case completion time (days)
Description:  The average number of days required for completion of cases referred to mediation, as measured 

from the date a complaint is received by CCRB to the date a complaint is successfully mediated.
Source: CCRB Complaint Tracking System.

Indicator name: Mediation satisfaction rate (%)
Description:  The percentage of civilians who participated in a successful mediation who asserted their 

satisfaction with the process.
Source: CCRB Complaint Tracking System.

Indicator name: Completed requests for interpretation
Description The sum of all requests for interpretation using a language other than English fulfilled by the 

agency via telephone (including Language Line, call centers, offices/reception desks and 311 
transfer calls) and via face-to-face interaction with bilingual employees or contracted interpreters. 

Source: CCRB.

Indicator name:  Letters responded to in 14 days (%)
Description: The percentage of letters answered in 14 calendar days or less. Responses are substantive and 

adequately address the question/issue raised by the customer.  However, for complex inquiries 
that require research and additional action on the part of the agency, an acknowledgement which 
includes a description of the next step, as well as an estimated time frame for completion, is 
considered acceptable and is also reported as part of the 14 day response. Agencies track the 
additional time until a customer has a complete and full response.

Source: CCRB.

Indicator name: E-mails responded to in 14 days (%)
Description: The percentage of emails answered in 14 calendar days or less. Responses are substantive and 

adequately address the question/issue raised by the customer.  However, for complex inquiries 
that require research and additional action on the part of the agency, an acknowledgement which 
includes a description of the next step, as well as an estimated time frame for completion, is 
considered acceptable and is also reported as part of the 14 day response. Agencies track the 
additional time until a customer has a complete and full response.

Source: CCRB.



IndIcator defInItIons | Page 31

Ci v i l i a n Co m p l a i n t Re v i e w Bo a R d

Indicator name: CORE (Customers Observing and Reporting Experiences) facility rating (0-100)
Description: An average score based on the rating of 15 conditions, including physical conditions (e.g., 

cleanliness, litter, seating) and customer service conditions (e.g. wait time, professionalism), 
for all agency walk-in facilities inspected, divided by the number of walk-in facilities 
inspected. Facilities are rated by trained City inspectors.

Source: Mayor’s Office of Operations.
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