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WHAT WE DO
The Department of Consumer 
Affairs (DCA) empowers consumers 
and businesses to ensure a fair 
and vibrant marketplace. DCA 
licenses and regulates nearly 80,000 
businesses in 55 different industries, 
and enforces the Consumer 
Protection Law and other related 
business laws in New York City. 
The agency educates the public 
and businesses through outreach 
and partnerships with stakeholders 
throughout the City. 

DCA performs onsite inspections 
of businesses to ensure compliance 
with license regulations, weights and 
measures regulations, and the NYC 
Consumer Protection Law, and also 
implements and enforces the new 
Paid Sick Leave Law by educating 
employers and employees about the 
rules and investigating complaints. 
In enforcing its laws, the agency 
provides mediation and restitution 
for consumer complaints. 

DCA’s Office of Financial 
Empowerment (OFE) assists New 
Yorkers with low incomes to build 
assets and make the most of their 
financial resources by providing free 
financial counseling at nearly 30 
Financial Empowerment Centers, 
providing access to mainstream 
banking, and encouraging the use 
of free tax preparation services and 
tax credit utilization.

FOCUS ON EQUITY
DCA’s commitment to a fair and equitable marketplace begins with consumer 
advocacy, business education and transparency. In an effort to create a more 
sensible regulatory environment for New York’s small businesses, DCA exceeded 
the Mayor’s goal of reducing fine revenue by $5 million in Fiscal 2015 through its 
implementation of nearly two-dozen reforms to ease onerous fines on businesses. 
DCA now allows businesses to choose which language inspections are conducted 
in and has introduced internal mapping technology so enforcement efforts are 
distributed equitably throughout the City. In 2016 Mayor de Blasio announced the 
creation of the Office of Labor Policy and Standards (OLPS) at DCA. Through OLPS, 
working families will have a dedicated voice in City government, and OLPS will 
ensure that New York City continues to be at the forefront of new issues impacting 
all workers in today’s economy. The Office will also continue to educate New York 
City employers and employees about the various workplace laws, including Paid 
Sick Leave, designed to ensure workers get the protections to which they are 
entitled. Through the Office of Financial Empowerment, DCA has expanded its 
efforts to promote economic opportunity and help reduce inequality by educating 
consumers about budgeting, debt reduction, safe banking options and free tax 
preparation.

OUR SERVICES AND GOALS
SERVICE 1 Protect and advocate for consumers.

Goal 1a Mediate consumer complaints with businesses to achieve fair and 
timely outcomes.

Goal 1b Ensure all businesses comply with NYC’s Consumer Protection Law 
and related laws.

Goal 1c Negotiate settlements and promptly collect fines.

SERVICE 2 Assist and educate businesses and promote a fair 
marketplace.

Goal 2a Ensure that business licensing is easy.

Goal 2b Educate businesses to help them understand their responsibilities 
toward consumers and their employees.

SERVICE 3 Educate and empower New Yorkers with low incomes.

Goal 3a Help residents with low incomes achieve financial stability.

SERVICE 4 Protect and advocate for workers under the Paid Sick Leave 
Law.

Goal 4a Resolve complaints in a timely manner to ensure employers’ 
compliance with the Paid Sick Leave Law.
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HOW WE PERFORMED
• DCA processed 52 percent of consumer complaints within 28 days compared to 40 percent during the same four-month 

period last year; all complaints continued to be processed within 90 days. The median time to resolve a complaint 
improved by 8 days to 28 days, in line with numbers seen beginning in the second quarter of Fiscal 2016. 

• Beginning in early Fiscal 2017, following the disbandment of its tribunal, DCA began filing its enforcement and 
consumer cases for adjudication at the Office of Administrative Trials and Hearings. Primarily due to the pending 
disbandment, during which time the majority of consumer cases were adjourned, consumer restitution decreased by 
nearly 60 percent, from $1.5 million to $589,000.

• The number of violations issued rose by 12 percent from 4,291 to 4,807. The increase is mainly attributable to 
DCA’s robust enforcement efforts related to the sale of tobacco products to minors, sale of expired over-the-counter 
medications and licensing law infractions.

• DCA’s Licensing Center experienced a 14 percent increase in the number of customers in the first four months of Fiscal 
2017, from 34,185 to 38,934. Despite the higher volume of customers, the average waiting time decreased, from 8 
to 5 minutes.

• DCA closed fewer Paid Sick Leave (PSL) complaints than in the comparable Fiscal 2016 reporting period, reflecting both 
a decrease in the number of complaints received and a change in how the agency quantifies a closed case.  Specifically, 
in the second quarter of Fiscal 2016, the Department began to consolidate multiple PSL complaints filed against a single 
employer into one multiple-complainant case.  Prior to this, DCA reported these as individual complaints or cases. Of 
the 197 complaints closed during the July to October 2015 period, two were large cases that provided monetary relief 
for close to 7,000 workers and involved relatively simpler issues.  In the July to October 2016 period, the 72 closed 
complaints involved fewer employees but more complex factual and legal issues, as the cases were often against 
businesses that failed to comply with the law for multiple years and, consequently, took longer to investigate and 
resolve, an average of 131 days.

SERVICE 1 Protect and advocate for consumers.

Goal 1a Mediate consumer complaints with businesses to achieve fair and timely outcomes.

 Critical Indicator     “NA” - means Not Available in this report      shows desired direction

 
 

Performance Indicators Actual Target 4-Month Actual

FY14 FY15 FY16 FY17 FY18 FY16 FY17

Total docketed complaints 3,853 3,702 3,650 * * 1,237 1,051

Resolved consumer complaints 3,873 3,495 3,691 * * 1,371 1,021

Complaints processed within 0-28 days (%) NA 51% 51% 50% 50% 40% 52%

   - Within 0-50 days (%) NA 83% 85% 85% 85% 73% 88%

   - Within 0-90 days (%) NA 100% 100% 100% 100% 100% 100%

Median complaint processing time (days) 20 27 28 28 28 36 28

Restitution awarded ($000) $3,588 $6,189 $3,472 * * $1,464 $589

Mediated complaints resolved to the satisfaction of the business and consumer 
(%) 62% 62% 64% 62% 62% 63% 65%
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Goal 1b Ensure all businesses comply with NYC’s Consumer Protection Law and related laws.

 Critical Indicator     “NA” - means Not Available in this report      shows desired direction

Goal 1c Negotiate settlements and promptly collect fines.

 Critical Indicator     “NA” - means Not Available in this report      shows desired direction 

 

 

SERVICE 2 Assist and educate businesses and promote a fair marketplace.

Goal 2a Ensure that business licensing is easy.

 Critical Indicator     “NA” - means Not Available in this report      shows desired direction

 

Goal 2b Educate businesses to help them understand their responsibilities toward consumers and their employees.

 Critical Indicator     “NA” - means Not Available in this report      shows desired direction

 

Performance Indicators Actual Target 4-Month Actual

FY14 FY15 FY16 FY17 FY18 FY16 FY17

Total inspections 73,035 65,506 76,996 * * 24,057 25,311

Total violations issued 19,888 11,923 14,291 * * 4,291 4,807

Licensing Law compliance rate (%) 93% 95% 95% 93% 93% 94% 96%

Consumer Protection Law - refund and receipt compliance rate (%) 81% 91% 91% 80% 80% 89% 92%

Weights and Measures Law compliance rate - gasoline pumps (%) 99% 99% 100% 98% 98% 99% 100%

Weights and Measures Law compliance rate - fuel trucks (%) 78% 70% 68% 72% 72% 68% 70%

Inspected stores complying with tobacco regulations (%) 92% 92% 93% 90% 90% 96% 89%

Performance Indicators Actual Target 4-Month Actual

FY14 FY15 FY16 FY17 FY18 FY16 FY17

Total settlements ($000) $9,395 $7,542 $8,324 * * $2,045 $2,015

Number of fines collected within 45 days of assessment (%) 81% 82% 89% 80% 80% 83% 87%

Performance Indicators Actual Target 4-Month Actual

FY14 FY15 FY16 FY17 FY18 FY16 FY17

Basic license application - Average processing time (days) 3 2 2 4 4 2 3

License applications received online (%) 19% 20% 18% * * 19% 22%

Licensing Center wait time (minutes) 16 13 8 15 15 8 5

Performance Indicators Actual Target 4-Month Actual

FY14 FY15 FY16 FY17 FY18 FY16 FY17

Businesses educated through direct outreach 34,865 22,659 17,072 * * NA NA



Page 132  |  PRELIMINARY MAYOR’S MANAGEMENT REPORT

Performance Indicators Actual Target 4-Month Actual

Response to 311 Service Requests (SRs) FY14 FY15 FY16 FY17 FY18 FY16 FY17

Percent meeting time to first action - Consumer Complaint - Ex-
change/Refund/Return (4 days) 70% 83% 93% 85% 85% 85% 98%

Percent meeting time to first action - Consumer Complaint - False 
Advertising (4 days) 69% 84% 91% 85% 85% 81% 96%

Percent meeting time to first action - Consumer Complaint - Non-
Delivery Goods/Services (4 days) 71% 82% 92% 85% 85% 81% 98%

Percent meeting time to first action - Consumer Complaint - Over-
charge (4 days) 71% 82% 93% 85% 85% 82% 97%

Percent meeting time to first action - DCA / DOHMH New License 
Application Request - General Street Vendor License (7 days) 92% 65% 78% 85% 85% 59% 87%

Performance Indicators Actual Target 4-Month Actual

Response to 311 Service Requests (SRs) FY14 FY15 FY16 FY17 FY18 FY16 FY17

Average customer in-person wait time (minutes) 16 13 9 17 17 NA NA

Completed customer requests for interpretation 2,536 3,377 3,861 * * NA NA

CORE customer experience rating (0-100) 94 95 98 83 83 NA NA

SERVICE 3 Educate and empower New Yorkers with low incomes.

Goal 3a Help residents with low incomes achieve financial stability.

 Critical Indicator     “NA” - means Not Available in this report      shows desired direction 

 

 

SERVICE 4 Protect and advocate for workers under the Paid Sick Leave Law.

Goal 4a Resolve complaints in a timely manner to ensure employers’ compliance with the Paid Sick Leave Law. 

 Critical Indicator     “NA” - means Not Available in this report      shows desired direction 

 
 

AGENCY CUSTOMER SERVICE

Performance Indicators Actual Target 4-Month Actual

FY14 FY15 FY16 FY17 FY18 FY16 FY17

Paid Sick Leave (PSL) complaints received NA 583 335 * * 116 96

PSL complaints closed NA 369 403 * * 197 72

Average time to resolve all PSL complaints (calendar days) NA 33 101   85 131

Employees receiving restitution NA 97 13,675 * * 7,939 740

Total amount of employee restitution ($) NA $54,961 $2,123,391 * * $590,556 $384,254

Total amount of PSL fines ($) NA $50,050 $1,201,468 * * $315,377 $167,689

Performance Indicators Actual Target 4-Month Actual

FY14 FY15 FY16 FY17 FY18 FY16 FY17

 Financial Empowerment Center clients  - Percent achieving mea-
surable success (%) NA 34.0% 40.0% * * NA NA

  - Total debt reduced ($000) (cumulative) $23,893 $33,088 $43,125 * * $36,490 $46,167

  - Total savings accumulated ($) (cumulative) $2,987,936 $3,596,836 $4,094,324 * * $4,024,073 $4,142,088

Tax returns filed through citywide Tax Credit Campaign 96,611 153,365 162,583 * * NA NA
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Resource Indicators Actual
Sept. 2016 
MMR Plan

Updated 
Plan Plan 4-Month Actual

FY14 FY15 FY16 FY17 FY171 FY181 FY16 FY17

Expenditures ($000,000)2 $32.5 $37.4 $36.2 $40.6 $40.4 $41.0 $12.9 $12.1

Revenues ($000,000) $38.5 $32.9 $32.0 $27.3 $27.6 $28.0 $8.1 $7.5

Personnel 384 367 360 441 440 439 364 355

Overtime paid ($000) $866 $197 $285 $59 $77 $57 $35 $46

1January 2017 Financial Plan            2Expenditures include all funds            “NA” - Not Available in this report 

AGENCY RESOURCES

NOTEWORTHY CHANGES, ADDITIONS OR DELETIONS !
• DCA removed and will no longer include a target for ‘Restitution awarded ($000)’ as the value of restitution is not 

driven by any performance goal set by DCA but is rather the outcome of negotiated complaints and awards made to 
consumers. 

• The Department corrected four-month Fiscal 2016 data for ‘Licensing Law compliance rate (%),’ from 96% to 94%.

• The indicators that reported on DCA’s administrative tribunal—‘Decisions issued in 30 days or less (%)’ as well as ‘Total 
decisions rendered,’ which appeared in the web-based version of the Mayor’s Management Report (MMR)—were last 
reported in the Fiscal 2016 MMR. DCA is now filing its enforcement and consumer cases for adjudication at the Office 
of Administrative Trials and Hearings.

ADDITIONAL RESOURCES
For additional information on items referenced in the narrative, go to:

• Paid Sick Leave Law:  
http://www.nyc.gov/html/dca/html/law/PaidSickLeave.shtml 

For more information on the agency, please visit: www.nyc.gov/dca.

http://www.nyc.gov/html/dca/html/law/PaidSickLeave.shtml
http://www.nyc.gov/dca
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