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1 OFFICE OF THE CHIEF TECHNOLOGY OFFICER

Mission: Direct the strategy, deployment, and management of D.C. Government technology with an unwavering
commitment to |T. excellence, efficiency, and value for government, residents, businesses and visitors.

Services: The Office of the Chief Technology Officer (OCTO) is the central technology organization of the District
of Columbia Government. OCTO develops, implements, and maintains the District’s technology infrastructure;
develops and implements major enterprise applications; establishes and oversees technology policies and
standards for the District; provides technology services and support for District agencies, and develops technology
solutions to improve services to residents, businesses, and visitors in all areas of District government. Combining
these services into a customer-centered mission-driven organization is the responsibility of the Office of the Chief
Technology Officer.
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2 2024 ACCOMPLISHMENTS

Accomplishment

Impact on Agency

Impact on Residents

The State Broadband and Digital
Equity Office successfully
completed the Digital Equity
planning activities and received
approval for the final
implementation plan. The Team
reactivated the SBDEO Tech
Together Pledge Partner Meetings,
bringing together leaders from
government, ISPs, non-profits, and
other stakeholders to discuss issues
pertinent to the District’s
broadband landscape. The SBDEO
team has laid the foundation of
building strategic public/private
relationships, designed to help
benefit district residents.

February 2024, Mayor Bowser
signed a Mayor's Order outlining the
district’s Al Values Statement and
Strategic Plan. The order does
three key things: establishes six
core Al values, establishes an Al
public advisory group to increase
accountability, and it establishes an
internal task force led by OCTO.

DC SBDEO team has begun active
strategic planning for the DC
Capital Projects Fund (CPF). The
CPF award will represent the
construction of a fiber-optic middle
mile network in Ward 5, which will
bring connectivity and an
opportunity for growth for
residents.

Mayor’s Order laid out six values

that all Al deployments must follow.

OCTO Launched DC Compass, an
Al tool to help users make sense of
the District's Open Data. OCTO
conducted two trainings for the
members of the Al Values
Alignment group so they would
understand the District's Al values.
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In preparation for the upcoming
NTIA required BEAD Subgrantee
Selection Process, the DC SBDEO
Team has completed its planning
and is nearing completion of its
Subgrantee Selection Portal, which
will receive bids from interested
parties on BEAD and DE
programmatic activities. Through
DC SBDEO’s Tech 101 Digital
Literacy Training Courses the team
has successfully provided basic
digital literacy training to seniors
within the District. These classes
reflect DC SBDEQO’s commitment to
positively impacting and uplifting
the community. The DC SBDEO
Team has launched the DC SBDEO
Outreach Initiative, where the team
has actively participated in public
community events with the goal of
actively interacting with DC
residents. The DC SBDEO Team has
provided valuable assistance and
guidance to DC residents who call
or email seeking guidance on
affordable high-speed internet
options, to other concerns. In the
wake of the departure of the ACP
program, the team remains vigilant
to help assist residents with finding
alternative options, and to be a
source of assistance for any internet
related inquiries.

OCTO hosted several Al public
listening sessions on behalf of the Al
Values Alignment Advisory Group.-
the listening sessions were designed
to hear thoughts and concerns from
the public about Al



(continued)

Accomplishment

Impact on Agency

Impact on Residents

The Innovation Team at OCTO
successfully addressed city
challenges through an innovative
and human centric approach.

Hosted 3 Gratitude Events honoring
the public servants at DPR, MPD,
and education agencies, DCPS, DC
Public Charter Schools, and OSSE.
Successfully prototype tested new
vacancy announcement formats
informed by our guideline
document designed to make job
announcements more compelling,
clear, and inclusive. Gathered full
list of technical requirements
through our collaboration with
DCHR and other agency partners to
inform the improvements to our
current eRecruit system that will
result in enhanced applicant
experience and reduced time to fill.
Through our partnership with FEMS
the Innovation Team is supporting
their efforts to increase the gender
and racial diversity of their
paramedic’s workforce and create a
pipeline to ensure sustainability of a
trained talent pool for their
hard-to-fill positions. Created an Al
tool intake form to support the
Mayor’s new Al initiative.

The |-Team announced the District's
HBCU Public Service Program at
Bloomberg City Lab. In partnership
with DOES, DCHR, Howard
University and UDC we launched an
apprenticeship pipeline program
connecting bachelor’s degree
graduates from the District's HBCUs
to careers in public service.
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3 2024 OBJECTIVES

Strategic Objective

Meet all of our commitments for ongoing maintenance activities and new projects on time and on budget

Keep existing customers and win over new customers with the combined effectiveness and value of our
products and services

Increase the number of customers who are satisfied and would be willing to recommend us to others without
hesitation

Secure our systems and data from all threats
Foster a people-centered work environment where staff are motivated and inspired

Create and maintain a highly efficient, transparent, and responsive District government.

Page 6 / 20



4 2024 OPERATIONS

Operation Title

Operation Description

Meet all of our commitments for ongoing maintenance activities and new projects on time and on budget

Data Transparency and
Accountability: Daily Service

DC Georgraphic Information
Systems - GIS: Daily Service

DMV Application Solutions:
Daily Service

Electronic Document
Management - Filenet: Daily
Service

Agency Management: Daily
Service

Collects, analyzes, and publishes government data for easy consumption for
both the government and general public.

Provides critical georspatial data to District government agency staff within
public safety, economic development, education, transportation, city planning
and operations areas.

DMV Application Solution - Provides system development, maintenance and
new functional enhancements for Department of Motor Vehicles' (DMV)
business applications, which support vehicle registration, driver's
license/identification cards, dealer tags, residential parking permits, insurance
verification, adjudication, law enforcement services with on-site and back-office
services, the DMV web portal, and mobile application development.
Centralizes IT infrastructure support for the various electronic and paper
records throughout the District. It provides system administration, maintenance,
and application support for agencies using Filenet and Kofax applications. It is a
repository for electronic content.

Responsible for critical business issues, organizational development and
workforce management.

Keep existing customers and win over new customers with the combined effectiveness and value of our products

and services

Application Implementation:
Daily Service

Provide project management, application development, application
implementation, technical consultations and application maintenance and
support for District agencies to enhance information flow and responsiveness to
residents and to make government more efficient.

Increase the number of customers who are satisfied and would be willing to recommend us to others without

hesitation

DC Network Operations
Center: Daily Service

DC-NET: Daily Service

Information Security: Daily
Service

Mainframe Operations: Daily
Service

Data Center Facilities: Daily
Service

Identify Management
Systems: Daily Service

Provides around-the-clock monitoring of critical data, wireless and voice
network components, along with server and web applications; also provide
after-hours and weekend call center services that support multiple agencies.
Supplies a fiber-optic telecommunications platform serving as the core
foundation an dprimary backbone conduit of all technology and
telecommunications services used by District employees and manages secure
voice, video and data services.

Manages and maintains an information security architecture that mitigrates
security vulnerabilities with the DC Government's technology infrastructure;
provides a secure applicaiton and network environment for all District
government agency systems.

Provides reliable, secure and efficient computing environments with sufficient
resource capacity to meet the inforamtion processing requirements of the
mainframe applications in OCTO's data centers.

Maintains the premises for OCTO'’s data center sites, including facilities
operations and upgrade, resource allocation and access control, power
management and site security.

Manages the District’s identity and access management systems used in support
employees and District residents, provides PIV-1 (Personal Identity Verification
Interoperability) solutions for DC government agencies seeking to issue and use
highly security PIV-1 credentials, and operates the DC One Card (DC1C) centers
that provide identity cards for citizens.
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(continued)

Operation Title

Operation Description

Secure our systems and data from all threats

Applications Solutions -
DMV: Daily Service

Human Resource Application
Services: Daily Service

Procurement Application
Services: Daily Service

Web Maintenance: Daily
Service

Email (citywide messaging):
Daily Service

OCTO Helps: Daily Service

Provides systems development, maintenance and new functioal enhancement
for Department of Motor Vehicles' (DMV) business application.

Operates the Human Capital Management technology used by all District
employeement and DCHR.

Supports the Office of Contracting and Procurement by maintaining and
enhancing the Procurement Automated Support System (PASS) which enables
purchasing, receiving of goods, and contract compliance for all District agencies;
delivers a centralized workflow for the procurement function of the District
government.

Establishes, maintains, and implements standards, guidelines, policies and
procedures for maintaining DC.GOV web portal, which has over 100 District
agency websits and is visited over 25 million times a year by District residents,
businesses and visitors.

Provides collaborative email services engineering, operations management and
modernization for entirety of the District government; manages mobile
messaging systems engineering and operations.

Provides around-the-clock support of desktop products and services for District
agencies with certified technicians who apply industry best practices with
industry-level software tools, combined with service-level agreements to
provide solutions for all end-user computer needs.

Foster a people-centered work environment where staff are motivated and inspired

Enterprise Cloud and
Infrastructure Services: Daily
Service

Telecommunications
Governance: Daily Service

Strategic Investment
Services: Daily Service

Digital Inclusion Initiative:
Daily Service

Delivers a cost-effective, highly available and scalable cloud computing platform
capable of meeting the District’s current and future demands.

Manages a portfolio of approved vendors and contract vehicles to purchase
telecommunications products and services, complying with procurement
guidelines and works with all District agencies to monitor and certify
telecommunications inventories.

Provides program budget coordination and identifies and monitors the agency’s
ongoing priorities and critical new capital investments.

Leads OCTO efforts to foster technology inclusion throughou outreach and
coordination by developing specialized services, public events, and engagement
campaigns to empower District residents and small businesses to embrace an
expanding digital landscape.

Create and maintain a highly efficient, transparent, and responsive District government.

Application Quality
Assurance: Daily Service

implements industry best practices for independent software and system
testing for DC Government agencies. The team utilizes various testing tools and
provides a wide range of testing services including functional testing, regression
testing, integration testing, and performance and load testing to ensure
application software and systems conform to the required specifications and
business requirements for high quality functionality and performance.
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5 2024 STRATEGIC INITIATIVES

In FY 2024, Office of the Chief Technology Officer had 7 Strategic Initiatives and completed 85.7142857%.

Title

Description

Update

DC.Gov
Redesign

Portal
Development
and

Expansion

OCTO launched the DC.gov
Refresh project in FY 2023 by
collecting feedback from more
than 1,300 businesses and
residents through a digital
survey embedded on all 90
DC.gov websites along with 5
live virtual listening sessions. In
FY 2024 Q1, OCTO plans to
kick off the design phase of the
project and plans to share
those designs by FY 2024 Q2.
In parallel, OCTO plans to
begin the development of a
new single website that will be
closely integrated with the new
DC portal work. We expect to
launch a beta version for public
review by FY 2025 Q1. Once
finalized, we plan to retire the
alphabet soup of agency
websites by FY 2026.

In 2023, OCTO and the
Department of Licensing and
Consumer Protection (DLCP),
with the support of at least five
other agencies, publicly
launched the new DC Business
Portal - https://business.dc.gov
- which streamlines the process
of starting a business in DC and
eases the administrative
burden for existing businesses.
The platform has grown
exponentially with now over
7,000 users logging weekly.

In FY 2024 OCTO will expand
the platform by including
professional licensing
categories, replaform
frontdoor.dc.gov, and pilot
user-friendly and adaptable
portals for District residents.

Completed to date: 50-74%

As of FY24 Q4, the Site Information Architecture (IA) has been
completed, reviewed, and tested. The |A offers a fresh new
design with multiple entry points for users to navigate to desired
resources and improves the path to the resources provided to
District residents, business owners, and visitors. Design approval
is now required before proceeding with the project and remains
on track to be launched in FY26.

Completed to date: Complete

In FY24 Q4, OCTO continues to engage various District
stakeholders across various Deputy Mayor clusters to identify
needs assessments for portal expansions, as a means to provide
transparent, accessible and efficient support for District residents
as they engage with DC Government. In Q4, OCTO collaborated
with the Deputy Mayor for Education to define the requirements
for the FY25, My After School Portal.
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Expand IT
Service
Management
(ITSM)
Platform

OCTO, successfully launched
the IT Service Management
(ITSM) Platform, transforming
how agencies request and
deliver government services.
ITSM has been very successful
in creating a centralized
platform for IT requests,
promoting self-help through
more than 500 articles and
videos, and providing greater
performance metrics that allow
us to better plan for staffing
and the financial impact of
providing services. It provides
a sustainable method to
understand technology
demand, cost drivers, and
consumption trends. In FY24,
we plan to continue the
evolution of the platform by
launching virtual agent chat
features, integrating Al to
minimize time for employees to
get resolution on their
challenges, and more.
Additionally, the platform will
be expanded to include an
employee service center as a
one-stop shop for all District
employees and create a more
intuitive interface by expanding
functionality and is the next
step to creating a fully
functional intranet for DC
Government employees.

Completed to date: Complete

In FY24 Q4, OCTO kicked off an initiative to build out the Agile
2.0 project module along with a project intake method and
backlog tracker, allowing the ServiceNow team to better track
and prioritize projects and initiatives on the platform, along with
offering this module to other teams for them to use to track their
projects as well. In addition, OCTO completed some much
needed maintenance on the platform. In addition, we kicked of
the DCHR Phase 2 project expanding their offerings. We also
started working on a DCPS project to leverage the HR and other
modules, which should be released in FY25. Lastly, several new
initiatives were started in Q4, including building a subscription
management module, implementing changes and fixes to the EDI
module, initial identification of Services that can be built out on
the platform. The document workflow project development was
completed in Q4 and will go live in FY25 Q.
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Establish the
District’s
Avrtificial
Intelligence

Office

Cyber
Security
Initiative -
Core Network
Moderniza-
tion

Digital Equity
Infrastructure
Bill - Year 2

Generative Artificial
Intelligence (Al) has the
potential to be as
transformative to how we work
as email or mobile phones
were. In FY 2023, OCTO
kicked off this initiative by
hosting the City’s first ever Al
Summit to harness the
momentum created by the Al
Community of Interest (AICI)
and launched the District’s
inaugural Artificial Intelligence
(Al) Office with two resources.
In FY 2024 OCTO will expand
the office and coordinate and
support project requests from
agencies, manage newly
created pilots and tools,
mature our existing tools, and
enforce policies.

OCTO will continue
implementing its 10-year
comprehensive strategy to
update legacy core equipment,
that is at the end of life and/or
end of service. These upgrades
completed as a result of this
initiative will substantially
reduce vulnerabilities and
increase reliability in DC's core
network environment. In FY24,
DC-Net will complete critical
core site upgrades and
commence the first phase of
major administrative site
upgrades.

In FY24, the State Broadband
and Digital Equity Office
located in OCTO will work on
developing a comprehensive
State Digital Equity Plan and
the Broadband Equity Access
and Deployment (BEAD) initial
proposal by the end of quarter
3. Additionally, OCTO will
finalize its procurement
strategy to engage Internet
Service Providers for the FY25
BEAD infrastructure work and
will identify a competitive grant
process to support its digital
equity efforts.

Completed to date: Complete

In FY24 Q4, OCTO fulfilled the Mayor’s order for two public Al
values listening session and hosted two Al Values Advisory Group
trainings. In addition, OCTO completed the DC Compass Al
Values Alignment document and is developing the Al project
intake form and will present to CIOs in November 2024. Lastly, in
FY24 Q4 we started establishing guardrails for future use of
Microsoft CoPilot.

Completed to date: Complete

In FY24 Q4,100 % of Critical Core Site Upgrades were deployed.
In addition, upcoming FY’s Major Administrative Sites Upgrades
are in Phase 1, in which their designs are in-progress. Additional,
installation work for the major admin building will be completed
in FY25Qu1. Completed network upgrade at 899 North Capitol
Street NE (2 Floors Upgraded), 100 4th Street SW (3 Floors
Upgraded) and 1101 4th Street SW (4 Floors Upgraded).

Completed to date: Complete

In FY24 Q4, The State Broadband and Digital Equity Office is
actively engaged in the BEAD Challenge Process. During the
Challenge Process, the team continuously reviews all challenges
prior to transitioning to the Rebuttal Phase of the Challenge
Process. In addition, the team started to develop the website and
worked to finalize the up-coming BEAD Sub-grantee process.
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Risk
Management
Framework

OCTO will continue to develop
a security first culture across
agencies, where trust in
government is established and
maintained, while increasing
visibility into technology risk
and the importance of cyber
preparedness. In FY24, OCTO
will assess and refresh existing
policies and procedures,
develop a comprehensive 3
-year cyber security strategic
plan to align with cyber security
grant initiatives and commence
the initial phases of developing
a central risk registry.

Completed to date: Complete

In FY24 Q4, OCTO continued to engage agencies, in an effort to
start and continue dialogue around the importance of proactive
and implementing a holistic cybersecurity strategy. In addition,
this quarter we conducted over 2035 scans and continued to
implement various security solutions for enhanced endpoint
management and standardized a DC Government monthly server
patching schedule.
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6 2024 KEY PERFORMANCE INDICATORS AND WORKLOAD MEASURES

Key Performance Indicators
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Meet all of our commitments for ongoing maintenance activities and new projects on time and on budget
Mean Non-Critical Incident Down is New in 158.3 191 171 90 163 153.8 90 Unmet Based on industry standards, the
Response Time in Minutes Better 2023 target will be revised to 180
minutes, effective FY25.
Percent of abandon rate for IT Downis  13% 8.7% 3.5% 37% 2.2% 2.2% 2.8% 10% Met
Heldesk calls Better
Percent of incidents reported via Neutral New in 4% 311% 31.5% 14% 18% 31.3% 60% Neutral Measure
self-service portal 2023
Average time (days) to resolve Down is New in New in 22 40 281 56 36.5 New in New in 2024
DC-Net Opportunity tickets Better 2024 2024 2024
(Potential Project Requests).
Percent of escalated tickets Down is New in 37.4% 36.5% 37.5% 40.4% 38% 37.9% 25% Unmet In FY 2024, the OCTOHelps Team
Better 2023 provided additional training to
minimize escalation rates, utilizing
industry standards and lessons
learned. The team is committed to
meeting the industry standard
escalation rate of under 10%.
Average Time in Minutes services Down is New in New in 279 510 480 349 404.5 New in New in 2024
were unavailable due to an unplanned ~ Better 2024 2024 2024
event for users
Mean Critical Incident Response Down is New in 63 53 82 Al 59 58.8 60 Met The data has been updated to
Time in Minutes Better 2023 accurately reflect response time in
stead of resolution time, which the
Network Operations Center
acknowledges an incident,
performs Triage, notified
stakeholder, per SOP.
Number of unplanned service Down is New in 431 3 o o 3 6 10 Met
disruptions related to planned Better 2023

changes
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Key Performance Indicators (continued)
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Percent of incidents/issues/tickets Upis New in 70% 77.7% 56.2% 55.9% 56.6% 60.5% 80% Unmet In FY 2024, OCTOHelps
resolved at first contact Better 2023 recognized that tracking call
center First Call Resolution (FCR)
with a locked universe is more
effective for performance
measurement and ensures that
data integrity remains a top
priority.
Percent of IT Helpdesk Tickets Upis 89.4% 50.8% 77.3% 50% 90.1% 66.3% 67.5% 85% Unmet In FY 2024, OCTOHelps faced
resolved within 1 (one) business day Better unprecedented staff issues, with
approximately 9% of the positions
left vacant, creating a significant
capacity challenge. As a result,
Tier 1and Tier 2 tickets, which are
typically resolved within one day,
took 3-4 days to resolve.
Percent of desktop issue tickets Upis 72% 54.7% 69.1% 80.9% 77.6% 77.5% 76.9% 85% In FY 2024, OCTOHelps focused
resolved within 4 (Four) hours Better heavily on CRM training and skills
development for its team. In
addition, we continue to define
the Service Level Agreement and
refine the ticket categories.
Percent of calls resolved in call Upis 58.8% 68.3% 52% 92.7% 96.6% 56.6% 82.9% 80% Met
center on first call Better
Percent of requests completed Upis New in 971% 85.7% 86.4% 89.2% 89.7% 87.7% 80% Met
within SLA timeline Better 2023
Percent of calls answered in 30 Upis 44.2% 80.3% 86.3% 78.3% 87.6% 91.1% 91.1% 80% Met In FY 2024, OCTO continued to
seconds via the call center Better evaluate the data from the CRM
to enhance service level
agreements and ticket categories.
Percent of inquires responded to Upis 97% 95.3% 94.5% 98.6% 97.6% 96.2% 97.2% 92% Met
customers within GIS’s Standard Better
Service Level of Agreement (SLA)
Percent of system uptime ( the Upis New in 99.5% 99.5% 100% 99.6% 99.6% 99.7% 85% Met
amount of time that our machines Better 2023

have been working reliably as part of
your computer network) in Solarwinds
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Key Performance Indicators (continued)
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Keep existing customers and win over new customers with the combined effectiveness and value of our products and services
Percent of tickets with no known Down is New in 2.2% 0.1% 0% 0% 0% 0% 10% Met
resolution Better 2023
Average time (in hours) it takes for Down is New in New in 0.5 0.5 0.8 09 09 New in New in 2024
ECIS to procure services for clients Better 2024 2024 2024
Average time (hours) to resolve Down is New in New in 22 26 143 264 13.8 New in New in 2024
DC-Net Support tickets (Operational Better 2024 2024 2024
Service Requests).
Mean time (in minutes) to Down is New in New in 53 109 105 349 154 New in New in 2024
address/restore services (enterprise, Better 2024 2024 2024
cloud based and infrastructure) upon
notification of a disaster
Percent of customers that are new Upis New in 2.4% 1.2% 1.2% 0% 1.2% 3.6% 2.5% Met
to utilizing OCTO services Better 2023
Percent of routine agency web Upis 93.9% 97.1% 88% 84.3% 88% 99.2% 91.5% 90% Met
update requests fulfilled within 24 Better
hours by Web Maintenance
Percent of Tier 1 tickets resolved Upis 89.9% 89.9% 100% 100% 100% 94.8% 98.2% 90% Met
within 30 minutes by the Networks Better
Operations Center (NOC)
Percent of District agencies Upis New in New in 98% 100% 99.4% 98.5% 99.2% New in New in 2024
leveraging ECIS Better 2024 2024 2024
Percent of returning OCTO Upis New in 97.6% 100% 98.8% 100% 99.4% 99.4% 85% Met
customers Better 2023
Percent of uptime for all Upis 99.5% 99.7% 99.7% 99.9% 99.7% 99.8% 99.8% 99% Met
OCTO-supported infrastructure Better
Increase the number of customers who are satisfied and would be willing to recommend us to others without hesitation
Percent of tickets that are Down is New in o7 15 14 4 o) 8.3 15 Met
re-opened after closure Better 2023

Secure our systems and data from all threats
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Key Performance Indicators (continued)
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Percent of employees completing Upis New in New in Annual Annual Annual Annual 76% 100% Unmet OCTO encourages the District to
annual cybersecurity training Better 2024 2024 Mea- Mea Mea Mea- achieve a 100 % completion rate
sure sure sure sure for FY24's Cybersecurity Training
for all District full time employees
and contractors. Each year,
OCTO campaigns and implores
our employees and contractors to
complete the required cyber
security training.
Foster a people-centered work environment where staff are motivated and inspired
Percent of District with access to Upis 18.4% 18.4% 18.4% 18.4% 18.5% 18.5% 18.4% 17.5% Met
public Wifi system Better
Percent of OCTO Overall Upis New in New in Annual Annual Annual Annual 99.6% New in New in 2024 Data is not available until after
Performance Plans Completed Better 2024 2024 Mea- Mea- Mea- Mea- 2024 annual performance plans close at
sure sure sure sure the end at the end of November
2024.
Utilization rate for the District's Upis New in New in Waiting Nodata Nodata Nodata Nodata Newin New in 2024
free Wi-Fi hotspots Better 2024 2024 on Data avail- avail- avail- avail- 2024
able able able able
Create and maintain a highly efficient, transparent, and responsive District government.
Percent of new hires that are Upis New in 5% Annual Annual Annual Annual 13% -
current District residents and Better 2023 Mea- Mea- Mea- Mea-
received a high school diploma from a sure sure sure sure
DCPS or a District Public Charter
School, or received an equivalent
credential from the District of
Columbia
Percent of required contractor Upis New in 26.8% Annual Annual Annual Annual 27.8% - -
evaluations submitted to the Office of ~ Better 2023 Mea- Mea- Mea- Mea-
Contracting and Procurement on sure sure sure sure
time.
Percent of employees that are Upis New in 23.8% Annual Annual Annual Annual 28.3% -
District residents Better 2023 Mea- Mea- Mea- Mea-
sure sure sure sure
Percent of new hires that are Upis New in 70% Annual Annual Annual Annual 55.6% - -
District residents Better 2023 Mea- Mea- Mea- Mea-
sure sure sure sure
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Key Performance Indicators (continued)
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Percent of agency staff who were Upis New in New in Annual Annual Annual Annual 94.1% -
employed as Management Better 2023 2023 Mea- Mea Mea- Mea
Supervisory Service (MSS) employees sure sure sure sure

prior to 4/1 of the fiscal year that had
completed an Advancing Racial
Equity (AE204) training facilitated by
ORE within the past two years.
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Workload Measures

4
N
Y

‘I\Z

R
7
<

&
R

0

<

>OA)
3
Ky v
<

Agency Management

Number of payments processed by the
DC Department of Motor Vehicles (DMV)
Destiny System

DC Georgraphic Information Systems - GIS

689,295

969,474

209,727

216,223

221,704

240,720

888,374

Number of DC government employees
who have taken a OCTO'’s DC Geographic
Information System (GIS) led classes via
DC Department of Human Resources’
(DCHR’s) Workforce Development
Administration

Number of geospatial dataset
downloads

Data Transparency and Accountability

46

60,763

465

93,137

54

61,255

39

5718

52

46,441

68

46,338

213

21,152

Number of Business Intelligence
dashboards and reporting environments
developed

Number of active dashboard
development projects for Citywide Data
Warehouse

Application Implementation

n2

96

132

75

22

37

21

47

32

44

28

150

98

Number of software applications tested
Number of software development
projects initiated and completed

DC Network Operations Center

94

80
Not Available

24
Annual Measure

25
Annual Measure

20
Annual Measure

18
Annual Measure

87

Number of change request managed by
Change Advisory Board

Number of critical data, wireless and
voice network components, server and
web application being monitored by the
Network Operations Center (NOC)

Number of support calls received by the
NOC to ensure government operations
and continuity

Number of Incidents

Number of Active Tickets

Number of Recategorized Tickets

DC-NET

1,243

89,044

3713

New in 2023
New in 2023
New in 2023

1,759

90,075

3,836

6,048
393
on

280

22,747

570

1,634
79
55

273

22,830

577

1,623
126
109

292

22,845

747

1,772
256
78

354

22,947

686

2,651
205
106

1199

91,369

2,580

7,680
666
348
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Workload Measures (continued)

4
N
Y

‘I\Z

(o]
S
QA

Number of public WiFi hotspots

Information Security

3,230

810

818

818

818

Number of application vulnerability
assessments performed

Applications Solutions - DMV

New in 2024

New in 2024

188

93

n2

2,037

2,430

Number of transactions processed by
the DMV Destiny System

Number of on-time delivery of releases
to Department of Motor Vehicles (DMV)

Email (citywide messaging)

733,371

4

1,058,981

288,596

261,500

292,164

293,350

1,135,610

4

Number of email messages transacted
within Citywide messaging Infrastructure

Number of email messages transacted to
District electronic mailboxes

Human Resource Application Services

601,600,000

86,000,000

602,375,000

84,775,000

152,050,000

22,400,000

153,050,000

22,450,000

152,025,000

21,100,000

150,250,000

21,700,000

607,375,000

87,650,000

Number of federal annuitants supported
by PeopleSoft Human Capital
Management System

Number of District residents supported
by PeopleSoft Human Capital
Management System

Number of timesheets processed by
PeopleSoft Human Capital Management
System

Number of employees supported by
PeopleSoft Human Capital Management
System

Number of transactions processed by
PeopleSoft Human Capital Management
System

OCTO Helps

10,460

5,556

8,201,753

n3,750

12,626,165

3,426

1,494

1,076,396

39,692

12,329,108

3,413

1,472

2,799,462

39,278

3,312,041

3,398

1,494

2,817,694

39178

3,249,634

3,375

2,009

2,895,152

39,740

3,270,169

3,372

2,304

2,569,341

39,450

2,990,373

13,558

7,279

1,081,649

39,450

2,990,373

Number of IT Help Desk Calls

Number of IT Help Desk Tickets
Received

Number of help desk support requests
received

Procurement Application Services

New in 2024
New in 2024

42,736

New in 2024
New in 2024

159,744

23,683
20,273

20,273

17,952
12,275

15,578

18,175
12,447

818

17,80
12,497

7,854

76990
57,492

44,523
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Workload Measures (continued)

N G’\' (}b‘
Q@' o"’q' O.—lf) Oq'b‘ Oq'b‘ Oq'b‘ Oq'b‘ Oq'b‘

e & & Q" & Q7 & Q"

Number of requisitions processed by 23,269 19,647 6,534 5,386 5,335 9,231 26,486
the District Procurement System

Number of transactions processed by 282,192 273,152 66,458 68,663 61,542 86,354 283,017
the District Procurement System
Web Maintenance

Number of after-hours support request 401 276 312 21 23 il 367
of web content and maintenance activities
Digital Inclusion Initiative

Number of District residents engaged at ~ New in 2024 New in 2024 788 o o o 788

Affordable Connectivity Program outreach
events




