
Office of the People’s Counsel
FY 2024 Performance Accountability Report

January 15, 2025



Contents

Contents 2

1 Office of the People’s Counsel 3

2 2024 Objectives 4

3 2024 Operations 5

4 2024 Strategic Initiatives 6

5 2024 Key Performance Indicators andWorkload Measures 9

Page 2 / 11



1 Office of the People’s Counsel

Mission: The mission of the Office of the People’s Counsel (“OPC” or “Office”) is to advocate for the provision of
safe and reliable quality utility service and equitable treatment at rates that are just, reasonable, and
nondiscriminatory.

Services: OPC is a party to all utility-related proceedings before the DC Public Service Commission and
represents the interests of DC ratepayers before local and federal regulatory agencies and courts. The Office
assists individual consumers in disputes with utility companies about billing or services and provides consumer
education and outreach to community groups and associations on emerging issues impacting the quality, reliability
and affordability of their utility services and associated environmental issues. The Office provides technical
assistance to consumers, the Consumer Utility Board (CUB), as well as other D.C. community groups. OPC also
provides legislative analysis for, assistance to and testimony before the D.C. Council on utility matters.
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2 2024 Objectives

Strategic Objective

Provide consumer education, outreach and technical assistance to District ratepayers and consumers on
matters relating to natural gas, electric, telephone and water services.

Ensure effective advocacy on behalf of consumers and ratepayers of natural gas, electric, telephone and
water services in the District.

Enhance agency operational efficiency to improve agency efficiency and productivity, service delivery and
cost reduction.

Create and maintain a highly efficient, transparent, and responsive District government.
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3 2024 Operations

Operation Title Operation Description

Provide consumereducation, outreach and technical assistance toDistrict ratepayers and consumers onmatters
relating to natural gas, electric, telephone and water services.

Daily Consumer Education
Activities: Daily Service

OPC’s consumer services division provides daily consumer education and
outreach activity by attending and conducting various community meetings on a
weekly and monthly basis.

Consumer assistance: Daily
Service

On a daily basis, OPC provides consumers with pertinent information for city
services, not provided by OPC. The agency receives many misdirected calls, and
strives to ensure that residents needing assistance are referred to the correct
city agency for service.

Ensure effective advocacy on behalf of consumers and ratepayers of natural gas, electric, telephone and water
services in the District.

OPC Consumer Advocacy:
Daily Service

This operation describes the mission critical work OPC conducts in advocating
for consumer regulatory issues.

Enhance agency operational efficiency to improve agency efficiency and productivity, service delivery and cost
reduction.

Enhancing Agency
Operational Efficiency: Daily
Service

OPC is working efficiently and effectively to assist District consumers with
individual inquiries and complaints regarding their utility services and billing on
both an informal and formal basis. OPC staff is continuing its comprehensive
consumer education program, which includes outreach to non-English speaking
and senior consumers. OPC has a robust seniors outreach and education
program that is a vital component of its consumer education and outreach
program. OPC has enhanced its partnerships with AARP, the Office on Aging
and Commission on Aging. OPC staff educates seniors through presentations at
community and mini-commission on aging meetings and at senior centers
throughout the District. OPC staff also regularly updates the “Seniors Resource
Guide” about home energy efficiency tips and changes in the District’s utility
markets. OPC’s seniors outreach and education program is designed to assist
seniors in managing their utility services costs.
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4 2024 Strategic Initiatives

In FY 2024, Office of the People’s Counsel had 6 Strategic Initiatives and completed 33.3333333%.

Title Description Update

Consumer
Financial
Assistance
Education
Campaign

OPC will conduct an outreach
campaign to educate utility
consumers on available financial
assistance programs and options to
prevent disconnections. OPC will
host informational sessions in Wards
1, 4, 5, 7, and 8; where
disconnections and consumer
complaints are the highest.

Completed to date: 25-49%
WSD/CSD are planning an informational workshop in
November for representatives from each utility
agency. This was to inform them of some of the
complaints we are receiving from district residents,
and different ways on how we can work together to
better serve them. This will also include an update on
new financial assistance programs that are being
offered by the utility companies in the new fiscal year.
It will also be an educational workshop on how to
read and manage utility bills and identifying any
issues that may occur.
This KPI metric will be completed in November 2024.

Litigation of
Pepco Rate
Case

OPC will litigate the Pepco rate
case, where it will advocate for (1)
review and evaluation of multi-year
rate plan pilot for cost-effectiveness
and impact on residential
ratepayers, (2) appropriate review
and approval of climate change
program costs for only those
programs that have been vetted by
stakeholders and approved by the
PSC regarding benefits to
ratepayers and DC Government, (3)
adequate reliability and resiliency
measures, and (4) ultimately,
affordability.

Completed to date: 25-49%
The parties are waiting for the Commission to issue
an order detailing the procedural schedule.
The parties are waiting for the Commission to issue
an order detailing the procedural schedule.

Net Energy
Metering
Petition

OPC filed a petition requesting the
Commission investigate the status
of Pepco’s compliance with the
Commission rules regarding the
interconnection of individual solar
arrays of consumers’ homes. OPC’s
goal is to have the Commission
require Pepco to be consistent in
complying with the method to
calculate the consumers costs to
install an array and to be
transparent with sharing data with
solar installers.

Completed to date: 25-49%
Today, the parties are holding the first meeting to
discuss procedures for addressing situations where
Pepco cannot access CREF metering data.  We do
not want them to benefit from free clean energy
generation. 
Status Pending
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Community
Renewable
Energy Facility
(CREF) Petition

The Office of the People’s Counsel
and the District of Columbia
Government filed a Joint Complaint
and Petition for an Investigation into
Pepco’s CREF Practices. In the
Petition, the Joint Petitioners allege
Pepco is in violation of numerous
Commission statutes and rules. The
Office will continue to litigate this
case to ensure that Pepco complies
with all of the Commission statutes
and rules and that consumers
receive the full benefit of the CREF
program.

Completed to date: 50-74%
The Commission recently issued three orders.  First,
they found that the information Pepco gave the
auditor was insufficient for the auditor to do a
thorough job; therefore, they directed the Company
to provide the auditor with information that complied
with Order 21600.  Second, they granted the joint
motion of OAG and OPC requesting two things: 1) a
modification to Order 21985  to enable the parties in
this proceeding to negotiate and propose to the
Commission procedures that will address situations
where Pepco is unable to access CREF metering data
necessary to incorporate the CREF into Pepco’s
permanent meter reading solution 2) and a stay of
Pepco’s proposal to disconnect CREFs that did not
sign its agreement (the agreement has been
submitted to the Commission for approval.  The
Commission also stated that the Company was
wrong about not needing the Commission’s
approval.) Finally, the Commission extended the
deadline for the audit to October 31, 2024
Commission extended the deadline for the audit to
October 31, 2024

Climate Change
Conference

OPC will host a community-wide
climate change conference to
educate DC residents, small
businesses, and nonprofits on the
development of renewable energy
in the District, and the actions and
accomplishments of the DC
Government in making energy
efficiency and renewable energy
available to the underserved low-
and moderate-income community.
The conference will educate the
community on the renewable
energy and energy efficiency
programs available from federal
funds provided to the District under
the Inflation Reduction Act (IRA)and
the Infrastructure Investment and
Jobs Act (IIJA), with emphasis on
the opportunities available to
underserved low-income and
environmental justice communities.

Completed to date: Complete
WSD/CSD was a major contributor to the City-Wide
Clean Energy Forum: Programs and Funding that was
held on behalf of OPC on September 25,2024. The
forum had representatives from different agencies
such as the DCSEU, DOEE, and DC Green Bank to
present different programs offered to assist District
residents. This forum emphasized to district
residents that OPC is working closely with
neighboring agencies in the city to come up with
solutions to utility complaints made by district
residents. Also, working together to come up with
different assistance programs to help residents that
are in need.
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Litigation of
Washington Gas
Rate Case

OPC will litigate the Washington
Gas rate case, advocating for (1)
denial of any decoupling
mechanism, (2) costs recovery for
only climate change programs that
have been vetted by stakeholders
and approved by the PSC as
advancing DC’s climate goals and
beneficial to ratepayers, (3) PSC
consideration of the future of
natural gas in DC, (4) accountability
for leak remediation performance,
(5) fundamentally, affordability

Completed to date: Complete
This case was completed with the Commission’s
order on December 22, 2023.
This case was completed with the Commission’s
order on December 22, 2023.
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5 2024 Key Performance Indicators andWorkload Measures
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Provide consumer education, outreach and technical assistance to District ratepayers and consumers on matters relating to natural gas, electric, telephone and water services.
Number of consumer outreach

meetings
Up is
Better

1,632 1,564 273 305 282 311 1,171 400 Met

Number of outreach events or
communications based on consumer
complaint data

Up is
Better

New in
2024

New in
2024

17 48 28 25 118 8 Met N/A

Ensure effective advocacy on behalf of consumers and ratepayers of natural gas, electric, telephone and water services in the District.
Percentage of cases closed that

were open 90 days or less
Up is
Better

New in
2024

New in
2024

Annual
Mea-
sure

Annual
Mea-
sure

Annual
Mea-
sure

Annual
Mea-
sure

Needs
Data
Update

145% No barriers

Create and maintain a highly efficient, transparent, and responsive District government.
Percent of new hires that are

District residents
Up is
Better

New in
2023

55.6% Annual
Mea-
sure

Annual
Mea-
sure

Annual
Mea-
sure

Annual
Mea-
sure

50% - -

Percent of new hires that are
current District residents and
received a high school diploma from a
DCPS or a District Public Charter
School, or received an equivalent
credential from the District of
Columbia

Up is
Better

New in
2023

New in
2023

No data
avail-
able

No data
avail-
able

No data
avail-
able

No data
avail-
able

No data
avail-
able

- -

Percent of employees that are
District residents

Up is
Better

New in
2023

48.9% Annual
Mea-
sure

Annual
Mea-
sure

Annual
Mea-
sure

Annual
Mea-
sure

49% - -

Percent of required contractor
evaluations submitted to the Office of
Contracting and Procurement on
time.

Up is
Better

New in
2023

New in
2023

Annual
Mea-
sure

Annual
Mea-
sure

Annual
Mea-
sure

Annual
Mea-
sure

No ap-
plicable
inci-
dents

- -
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Key Performance Indicators (continued)
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Percent of agency staff who were
employed as Management
Supervisory Service (MSS) employees
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.

Up is
Better

New in
2023

New in
2023

Annual
Mea-
sure

Annual
Mea-
sure

Annual
Mea-
sure

Annual
Mea-
sure

40% 100% Unmet No barriers
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Workload Measures
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Consumer assistance
Number of consumer complaints

received regarding water services
New in 2022 New in 2022 245 313 244 215 1,017

Number of consumer complaints
received regarding electric, gas, or
telephone services

2,512 2,961 540 805 660 1,474 3,479

Number of NEP/LEP persons served by
the agency

3,228 1,802 13 36 22 20 91

Number of general consumer inquiries
regarding, programs, assistance or services

3,626 4,163 35 56 78 40 209

Daily Consumer Education Activities
Number of consumer outreach meetings

for Water Services Division (WSD)
New in 2022 New in 2022 8 18 28 39 93

Number of consumer outreach meetings
for Consumer Services Division (CSD)

New in 2022 New in 2022 20 30 31 35 116

OPC Consumer Advocacy
Number of cases litigated before a DC

Water Hearing Officer
New in 2022 New in 2022 Annual Measure Annual Measure Annual Measure Annual Measure 3

Number of cases litigated before the
Public Services Commission, Federal
Energy Regulatory Commission, Federal
Communications Commission and PJM

70 58 22 10 15 16 63
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