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After years of neglect, the New York State Division of Human Rights has overhauled how it
handles housing discrimination complaints, following a damning audit and public criticism.
Under new leadership, the agency has implemented major reforms to ensure greater
accountability and responsiveness to citizens’ concerns.

New York Ends Mishandling of Housing
Complaints Under Reforms

—



A 2023 investigation by CBS News New York revealed that hundreds of tenant complaints
were left unaddressed in a filing cabinet marked the “Twilight Zone,” highlighting the severe
inefficiency and disorganization that afflicted the agency. These complaints, many involving
alleged housing discrimination by landlords or brokers, went unanswered for months or even
years.

New York State Comptroller Thomas DiNapoli later validated the agency’s failures in an
official audit report. The report cited repeated failures to meet the legal requirement of
resolving investigations within 100 days and offered a list of reforms, including increased
staff training and improved tracking systems. “With that kind of a label, it kind of reinforces
what some people’s worst opinion of what government bureaucracy is about,” DiNapoli said
in an interview with CBS News.

After assuming office in March, Denise Miranda, the new Commissioner of the New York
State Division of Human Rights, announced the end of the so-called “Twilight Zone” era. She
immediately implemented the audit’s recommendations, hired 50 new investigators, and
launched a new intake unit. The agency also intends to launch a call center to provide
complainants with direct live support, aiming to streamline a system long criticized for being
inaccessible and inefficient.

Miranda emphasized the importance of restoring public trust in the system. “It is a new day
for the Division of Human Rights,” she said, noting a 70% increase in closed cases, rising
from 222 at this time last year to 379 so far this year.

Advocates have welcomed the changes. George Haddad of the Hudson Valley Justice
Center, which represents clients in housing discrimination cases, expressed optimism. “It
just seems like they’re getting a response quicker… and it looks like the complaints are being
organized in a way where it doesn’t get lost in the Twilight Zone,” Haddad told CBS.

While acknowledging that reform is an ongoing process, Miranda said the agency remains
committed to long-term improvement. “We’re going to continue to prioritize this. This is not
a one-day fix,” she said.

Residents and legal advocates now hope the agency’s renewed focus on efficiency and
transparency will prevent future mishandling of cases and ensure all New Yorkers are
treated fairly under housing law.


