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1 Introduction

This document is the Fiscal Year 2025 Performance Accountability Report (PAR) for the Department of Human Services.

The PAR is the second of two agency performance documents published each year. A Performance Plan is published at
the start of the fiscal year when budget decisions have been finalized. A PAR is published in January following the end of
the fiscal year. Each PAR assesses agency performance relative to its annual Performance Plan.

PAR Structure: PARs are comprised of agency Objectives, Administrative Structures (such as Divisions, Administrations,
and Offices), Activities, Projects, and related Performance Measures. The following describes these plan components,
and the types of performance measures agencies use to assess their performance.

Objectives: Objectives are statements of the desired benefits that are expected from the performance of an agency’s
mission. They describe the goals of the agency.

Administrative Structures: Administrative Structures represent the organizational units of an agency, such as
Departments, Divisions, or Offices.

Activities: Activities represent the programs and services an agency provides. They reflect what an agency does on a
regular basis (e.g., processing permits).

Projects: Projects are planned efforts that end once a particular outcome or goal is achieved.

Measures: Performance Measures may be associated with any plan component, or with the agency overall. Performance
Measures can address questions about an agency’s overall performance, the performance of an organizational unit,
program, or service, or the implementation of a major project. Performance Measures can answer questions like “How
much did we do?”, “How well did we do it?”, “How quickly did we do it?”, and “Is anyone better off?” as described in the
table below.

Measures are printed in the Performance Plan along with the Objective, Administrative Structure, Activity, or Project that
they measure.

Measure Type Measure Description Example

Quantity Quantity measures assess the volume of work an agency
performs. These measures can describe the inputs (e.g.,
requests or cases) that an agency receives or the work that
an agency completes (e.g., licenses issued or cases closed).
Quantity measures often start with the phrase “Number
of…”.

“Number of public art projects
completed”

Quality Quality measures assess how well an agency’s work meets
standards, specifications, resident needs, or resident
expectations. These measures can directly describe the
quality of decisions or products or they can assess resident
feelings, like satisfaction.

”Percent of citations issued that
were appealed”

Efficiency Efficiency measures assess the resources an agency used to
perform its work and the speed with which that work was
performed. Efficiency measures can assess the unit cost to
deliver a product or service, but typically these measures
assess describe completion rates, processing times, and
backlog.

”Percent of claims processed
within 10 business days”

Outcome Outcome measures assess the results or impact of an
agency’s work. These measures describe the intended
ultimate benefits associated with a program or service.

“Percent of families returning to
homelessness within 6- 12
months”
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(continued)

Measure Type Measure Description Example

Context Context measures describe the circumstances or
environment that the agency operates in. These measures
are typically outside of the agency’s direct control.

“Recidivism rate for 18-24
year-olds”

District-wide
Indicators

District-wide indicators describe demographic, economic,
and environmental trends in the District of Columbia that
are relevant to the agency’s work, but are not in the control
of a single agency.

“Area median income”

Targets: Agencies set targets for most Performance Measures before the start of the fiscal year. Targets may represent
goals, requirements, or national standards for a performance measure. Agencies strive to achieve targets each year, and
agencies provide explanations for targets that are not met at the end of the fiscal year in their PAR.

Not all measures are associated with a target. Newly added measures do not require targets for the first year, as agencies
determine a data-informed benchmark. Changes in some measures may not indicate better or worse performance. They
may be “neutral” measures of demand or input or outside of the agency’s direct control. In some cases, the relative
improvement of a measure over a prior period is a more meaningful indicator than meeting or exceeding a particular
numerical goal, so a target is not set.
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2 Department of Human Services Overview

Mission: The mission of the D.C. Department of Human Services is to empower every District resident to reach their full
potential by providing meaningful connections to work opportunities, economic assistance and supportive services.

Summary of Services: The mission of the Department of Human Services (DHS) is achieved through the work of the
Office of the Director, the Family Services Administration, and the Economic Security Administration. The Office of the
Director provides executive management, policy direction, strategic and financial planning, human capital management,
information technology, capital programs, legislative and community relations, and performance management. The Office
of Program Review, Monitoring, and Investigation includes internal affairs/agency risk management, fraud investigation,
homeless shelter monitoring, and a quality control division. The Family Services Administration (FSA) provides an array of
social services and supports for District residents to solve crises, strengthen families and connect to resources and
programs to improve their well-being. FSA manages a system of care to make homelessness rare, brief and
non-reoccurring; administers a system of services and supports for youth a who are at-risk of court-involvement, school
disengagement, homelessness and repeat teen pregnancy, and provides crisis-intervention services for families and
refugees. The Economic Security Administration (ESA) determines and maintains eligibility for cash, food, child care, and
medical benefits. ESA also, through a Two Generational (2Gen) approach, administers the Temporary Assistance for
Needy Families (TANF) and Supplemental Nutritional Assistance Program (SNAP), Employment and Training (SNAP E&T)
programs, which provide employment and training-related activities designed to improve long-term employability and
achieve sustaining income.

Objectives:

1. High quality services

2. Economic mobility initiatives

3. Make homelessness rare, brief, and non-recurring

4. Anti-racist and high performing organization

5. Reliable, thorough, and trauma-informed service

6. Efficient, Transparent, and Responsive Government
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3 2025 Accomplishments

3.1 Resumption of SNAP Interviews
As the SNAP interview waiver ended in November 2024, DHS rapidly rebuilt its interview process from scratch. With
40% of staff hired post-2020 and no prior phone or online interview infrastructure, the agency collaborated across teams
to design new workflows, update eligibility systems, and launch a telework-compatible phone system. Over 500 staff were
trained on new tools and procedures, and laminated quick guides were distributed to support daily operations. The result
was a fully operational, policy-compliant, and customer-focused “on-demand” interview model.

Impact: The transition to mandatory SNAP interviews had no major impact on eligibility, showing the success of DHS’s
new “on-demand” model. Customers could call or visit at their convenience, and staff were trained to conduct interviews
and process cases in real time. Despite increased pressure on frontline and reporting teams, the collaborative effort
ensured continued access to benefits. The model improved flexibility, reduced missed appointments, and maintained
enrollment stability—demonstrating that thoughtful innovation can meet federal requirements without disrupting service.

3.2 Truancy Reduction Pilot Student Success Investment
To address chronic absenteeism in high schools, the Department of Human Services launched the Truancy Reduction Pilot
Program in the 2024–2025 school year. Focused on support over punishment, the program served 480 students with 15 or
more unexcused absences across five high-need schools in Wards 6, 7, and 8. Through close collaboration with school
staff, including attendance counselors and behavioral health teams, and regular meetings with school leadership, the
program showed early success and built a strong foundation for long-term impact and future expansion.

Impact: The Truancy Reduction Pilot Program is already making a difference. Among students who completed case
management, 83% showed improved behavior and nearly half improved attendance—many within just 90 days. Pilot
schools also saw strong academic gains, outperforming similar schools by 15% in English and 12% in Math. Compared to
the previous year, their own scores rose by 24% in English and 36% in Math. These results show how compassionate,
coordinated support helps students overcome barriers, succeed in school, and build stronger futures for families and
communities.

3.3 A Record-Breaking Year for Housing and Stability
This year, the Family Services Administration’s Permanent Housing and Families Divisions, in partnership with
organizations across the District, helped more than 2,200 individuals and families move from homelessness into
permanent homes—the highest number ever in a single year. This achievement reflects the tireless efforts of case
managers, housing navigators, social workers, and frontline staff who supported residents through housing search,
lease-up, and stabilization, helping turn hope into lasting housing.

Impact: Each of these households now has a stable place to call home and the opportunity to build a better future. This
collaboration of our partners has brought us one step closer to making homelessness in the District rare, brief, and
nonrecurring. This achievement reflects the strength of a system that centers on people, reduces barriers, and brings
together agencies and providers to help residents transition from homelessness to stability.Every lease represents more
than a number—it represents safety, stability, and opportunity for a District resident
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4 Objectives

4.1 High quality services
Provide high quality DHS services to individuals, families, and youth using collaborative, person-centered, and
forward-thinking processes.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Number of New Education or Training Placements per 1,000 TANFWork-eligible Customers (Monthly Average)
Outcome Up is Better 4.9 9.4 10.9 10.5 35.7 10

Number of New Employment Placements per 1,000 TANFWork-eligible Customers (Monthly Average)
Outcome Up is Better 3 2.3 2.6 2.4 10.3 18

Percent of TANF Employment Program Participants Who Participated in Eligible Activities
Outcome Up is Better 12% 15% 17% 16% 15% 25%

Percent of teen parents receiving services from the Teen Parent Assessment Program (TPAP) who do not have additional pregnancies
Outcome Up is Better Annual Annual Annual Annual 88% 85%

Percent of teen parents who met the educational component of their Individual Responsibility Plan (IRP)
Outcome Up is Better Annual Annual Annual Annual 81% 75%

Percent of youthwho completedYouth Services Division programswho showed improved functioning at closure as indicated by decline in their Child
and Adolescent Functional Assessment Scale (CAFAS) scores

Outcome Up is Better 91% 91% 90% 85% 89.25% 85%

Percent of youth who completed Youth Services Division programs with improved school attendance when truancy was an issue at referral and/or
at closure

Outcome Up is Better 79% 65% 53% 61% 64.5% 60%

Percent of youth who completed Youth Services Division programs without juvenile justice involvement while they were in the program
Outcome Up is Better 98% 98% 96% 94% 96.5% 85%

Explanation of Missed Targets:

1. Number of New Employment Placements per 1,000 TANF Work-eligible Customers (Monthly Average): The low
number of new employment placements is indicative of Federal job cuts which have accelerated in the D.C. region
since early 2025, outpacing national trends. Also, the budget constraints have reduced local hiring and impacted on
related industries such as hospitality, healthcare, and law and administrative industries. These high growth
industries are usually the ones that hire most TANF Employment and Education Program (TEP) customers. Another
factor is skills mismatch. Most TEP customers struggle to meet the qualifications employers demand.

2. Percent of TANF Employment Program Participants Who Participated in Eligible Activities: The budget constraints,
which resulted in reduction of the number of TANF Employment and Education Program (TEP) service Providers
means that less customers are receiving case management at any given time. The low number of customers
receiving case management means that Providers are assisting less customers to prepare, find and retain
employment. In addition, the new TEP contract, which was implemented on October 1, 2024, lead to large scale
staff turnovers among the Providers. Most of the Providers have had to hire, and train new employees who lack
previous workforce development experiences.

4.2 Economic mobility initiatives
Implement policy initiatives that address structural barriers to economic mobility; integrate learnings to improve DHS
programs and practices so that residents are positioned to grow their economic security.
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Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Percent of Newly Employed Customers Earning a DC Living Wage
Outcome Up is Better 79% 92% 90% 83% 86% 35%

4.3 Make homelessness rare, brief, and non-recurring
Make homelessness rare, brief, and non-recurring in the District through innovative, person-centered and research-based
practices that are considered exemplary throughout the nation.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Average length of time (days) experiencing homelessness (families)

Outcome Neutral 132 days 126 days 131 days 125 days 128.5 days
Target not
required

Average length of time (days) experiencing homelessness (individuals)

Outcome Neutral 242 days 201 days 297 days 285 days 256.25 days
Target not
required

Number of Individuals becoming homeless for the first time

Outcome Neutral 1,567 2,203 180 926 4,876
Target not
required

Number of Families becoming homeless for the first time

Outcome Neutral 142 207 180 131 660
Target not
required

Number of households served (by program if recipient establishes multiple separate household assistance programs) through Emergency Rental
Assistance (ERAP)

Outcome Neutral 33 494 381 115 1,023
Target not
required

Number of workers enrolled in Workforce Development/sectoral job training programs

Outcome Up is Better
No data
available

No data
available

No data
available

No data
available

Pending 18

Number of youth diverted from shelter or time limited housing programs (includes family preservation, reunification with natural supports, and
other exits to permanency)

Outcome Up is Better 13 24 27 9 73 36

Number of youth who exited the youth homelessness system to permanent, stable housing
Outcome Up is Better 16 20 22 15 73 48

Percent of families returning to homelessness within 6- 12 months

Outcome Neutral Annual Annual Annual Annual 3.9%
Target not
required

Percent of individuals returning to homelessness within 6- 12 months

Outcome Neutral Annual Annual Annual Annual 3.3%
Target not
required

4.4 Anti-racist and high performing organization
Become an anti-racist, high performing organization that models inclusion, sustainability, continuous learning, quality, and
effectiveness.

No RelatedMeasures

4.5 Reliable, thorough, and trauma-informed service
District residents will consistently receive reliable, thorough, and trauma-informed service from a well-trained,
well-resourced, and respectful staff.
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Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Call Center: AverageWait Time (Minutes)

Outcome
Down is
Better

18 min 15 min 16 min 25 min 18.5 min 12 min

SNAP Application Timely Processing Rate (applications processed within 7 days for e-SNAP and 30 days for regular SNAP)
Outcome Up is Better 97% 96% 95% 94% 95.5% 95%

SNAP Payment Error Rate

Outcome
Down is
Better

No data
available

No data
available

No data
available

No data
available

Data is pending 10%

Explanation of Missed Targets:

1. Call Center: Average Wait Time (Minutes): To better serve residents applying for SNAP benefits, the Department of
Human Services (DHS) restructured its call center into the Virtual Eligibility Center (VEC). This new model includes
two levels of support: Tier 1 handles general questions and screens callers, while Tier 2 (VEC) conducts interviews
and determines eligibility. While this shift has improved how calls are managed, wait times have remained higher
than expected due to several ongoing challenges. Budget reductions earlier this year limited hiring and overtime,
reducing the number of staff available to take calls—especially during peak periods like lunch hours and late
afternoons. These spikes are also driven by increased call transfers from Tier 1 to Tier 2. To help address this, DHS
has standardized staff lunch schedules and reinforced adherence to the District’s 30-minute lunch policy to improve
coverage. Supervisors—known as “Quarterbacks”—now oversee call flow and staff productivity across service
centers to ensure more balanced support. Importantly, the evolving role of the VEC may mean that the current
12-minute wait time benchmark no longer reflects the reality of service delivery. As responsibilities shift and systems
evolve, the definition of “wait time” itself may need to be re-evaluated. Additionally, discrepancies between
reported wait times and available data suggest a need to review and clarify how this metric is defined and
measured. DHS remains committed to improving service and transparency, and we appreciate the public’s patience
as we continue to adapt and strengthen our support systems.

4.6 Efficient, Transparent, and Responsive Government
Create and maintain a highly efficient, transparent, and responsive District government.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

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

Outcome Up is Better Annual Annual Annual Annual 75.21%
Target not
required

Percent of employees that are District residents

Outcome Up is Better Annual Annual Annual Annual 51.37%
Target not
required

Percent of new hires that are District residents (Peoplesoft)

Outcome Up is Better Annual Annual Annual Annual 60%
Target not
required

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 (eRecruit)

Outcome Up is Better Annual Annual Annual Annual 27.27%
Target not
required

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

Outcome Up is Better Annual Annual Annual Annual 70.21%
Target not
required
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5 Activities

5.1 Youth-Focused Diversion Services
Housed within the DC Department of Human Services (DHS), Family Services Administration (FSA), the Youth Services
Division (YSD) opened its doors in 2010. YSD offers free services and support for youth to strengthen families, mitigate
risks related to housing instability, improve school attendance, stabilize youth in crisis, and decrease court involvement.
YSD includes several flagship programs and engages youth, their families, community-based providers, and District
agencies to address challenging behaviors and circumstances.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Number of teen parents served by the Teen Parent Assessment Program (TPAP)

Outcome Neutral 39 44 44 56 183
Target not
required

Number of youth experiencing homelessness placed into a housing program through the Coordinated Assessment and Housing Placement (CAHP)
system

Outcome Neutral 32 20 11 15 78
Target not
required

Number of youth served by the Parent and Adolescent Support Services Program (PASS)

Outcome Neutral 256 285 302 268 1,111
Target not
required

Number of youth served by the Strengthening Teens Enriching Parents (STEP) program

Outcome Neutral 50 57 49 38 194
Target not
required

Number of youth served in the Alternatives to the Court Experience (ACE) program

Outcome Neutral 161 181 212 239 793
Target not
required

5.2 Homeless Services Continuum - Individuals
The Family Services Administration provides a continuum of services to individuals experiencing homelessness or at risk
of homelessness, so that they can access temporary shelter and obtain and/or maintain sustainable housing. The
continuum of services includes outreach, coordinated entry, low barrier shelter, diversion and rapid exit from shelter,
rapid rehousing, day programs, meal programs, targeted affordable housing and permanent supportive housing. FSA also
provides targeted support for Veterans experiencing homelessness as well as resources and services during hypothermia
and cold emergency alerts.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Average monthly housing placements (Individuals experiencing homelessness)

Outcome Up is Better 50 30 32 41 38.25
Target not
required

Average monthly housing placements (Veterans)

Outcome Up is Better 20 17 10 13 15
Target not
required

Number of homeless Veterans, Point-in-Time (PIT)

Outcome
Down is
Better

Annual Annual Annual Annual 199
Target not
required

Number of individuals experiencing chronic homelessness, Point-in-Time (PIT)

Outcome
Down is
Better

Annual Annual Annual Annual 1,482
Target not
required

Number of individuals experiencing homelessness (annual)
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(continued)

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Outcome
Down is
Better

Annual Annual Annual Annual 8,818
Target not
required

Number of individuals experiencing homelessness, January Point-in-Time (PIT)

Outcome
Down is
Better

Annual Annual Annual Annual 3,782
Target not
required

5.3 Homeless Services Continuum - Families
The Family Services Administration provides a continuum of services to families experiencing homelessness or at risk of
homelessness, so that they can obtain and/or maintain improved housing. The continuum of family services includes
centralized intake and eligibility assessment at the Virginia Williams Family Resource Center, prevention services,
emergency shelter, rapid rehousing, housing navigation and permanent supportive housing.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Average monthly census in family shelter

Outcome
Down is
Better

259 243 190 190 220.5
Target not
required

Number of family households experiencing homelessness (annual)

Outcome
Down is
Better

Annual Annual Annual Annual 1,308
Target not
required

Number of family households experiencing homelessness, January Point-in-Time (PIT)

Outcome
Down is
Better

Annual Annual Annual Annual 440
Target not
required

Number of housing placements annually (family households)

Outcome Up is Better Annual Annual Annual Annual 780
Target not
required

5.4 Homeless Services Continuum - General
The Family Services Administration provides a continuum of services to families, youth and individuals experiencing
homelessness or at risk of homelessness, so that they can obtain and/or maintain improved housing.

No RelatedMeasures

5.5 Eligibility Determination and Enrollment Support
The Economic Security Administration provides eligibility determination and enrollment support for Federal and District
cash, food, child care, and medical benefits. These include: Temporary Assistance for Needy Families (TANF), which
provides temporary income support assistance for low income families while helping them improve their long-term
employability and achieve family-sustaining income; Supplemental Nutrition Assistance Program (SNAP), which is
designed to provide supplemental nutrition assistance to individuals and families in need, and support their return to
long-term employability; District of Columbia Interim Disability Assistance program, which provides assistance to
Supplemental Security Income (SSI) applicants pending SSI determination; District of Columbia’s child care subsidy
program; and Federal and District medical assistance programs, including Medicaid, Children’s Health Insurance Program
(CHIP), and the D.C. Healthcare Alliance Program.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Call Center: Average Number of Calls Received, Includes Served + Abandoned (Per Month)
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(continued)

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Quantity Neutral
No data
available

35,638 32,509 40,644 36,263.67
Target not
required

Medical Assistance: Average Alliance Medical Assistance Program Enrollment (Per Month)

Quantity Neutral 26,218 26,998 26,684 25,260 26,290
Target not
required

Medical Assistance: Average Medicaid (MAGI + Non-MAGI) Enrollment (Per Month)

Quantity Neutral 270,575 277,209 274,728 272,551 273,765.75
Target not
required

Medical Assistance: Number of Medicaid Applications

Quantity Neutral 1,430 1,486 1,329 1,131 5,376
Target not
required

Medical Assistance: Number of Medicaid Applications that are Approved

Quantity Neutral
No data
available

No data
available

1,200
No data
available

1,200
Target not
required

SNAP: Average SNAP Caseload (Per Month)

Quantity Neutral 86,618 86,667 86,674 86,125 86,521
Target not
required

SNAP: Number of Households Re-certified for SNAP Eligibility (Per Month)

Quantity Neutral 6,615 6,989 7,552 7,180 7,084
Target not
required

SNAP: Number of New Households Approved for SNAP and Receiving SNAP Benefits (Per Month)

Quantity Neutral 2,962 2,592 2,493 2,696 2,685.75
Target not
required

SNAP: Number of SNAP Applications (Monthly Average)

Quantity Neutral 3,866 3,925 3,536 3,827 3,788.5
Target not
required

5.6 Agency Management/Performance Management
The Office of the Director provides executive management, policy direction, strategic and financial planning, human
capital management, information technology, capital programs, legislative and community relations, legal guidance, and
performance management. The Office of Program Review, Monitoring, and Investigation includes agency risk
management, fraud investigation, homeless shelter monitoring and a quality control division.

No RelatedMeasures

5.7 TANF and SNAP E&T Case Management and Employment Assistance
The Economic Security Administration provides case management and employment assistance through the Temporary
Assistance for Needy Families (TANF) Education and Employment Program and Supplemental Nutrition Assistance
Program (SNAP) Employment and Training Program, which provide a range of services that are designed to promote
long-term employability and sustainable income.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Average TANF Caseload (Per Month)

Quantity Neutral 14,621 14,875 15,011 15,495 15,000.5
Target not
required

Number of Families Re-certified for TANF Eligibility (Per Month)

Quantity Neutral 978 956 840 824 899.5
Target not
required

Total Number of Adults Receiving TANF Cash Benefits (Monthly Average)
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(continued)

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Quantity Neutral 13,324 13,490 13,736 14,212 13,690.5
Target not
required

Total Number of Children Receiving TANF Cash Benefits (Monthly Average)

Quantity Neutral 26,827 27,181 27,523 28,379 27,477.5
Target not
required

Total Number of Work-Eligible TANF Customers (Monthly Average)

Quantity Neutral 11,325 11,467 11,676 12,080 11,637
Target not
required

Average Number of Families Entering TANF (Per Month)

Outcome Neutral 417 372 404 326 379.75
Target not
required

Average Number of Families Exiting TANF (Per Month)

Outcome Neutral 433 388 375 378 393.5
Target not
required
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6 Projects

6.1 Developand implementanAgingOutPolicyforYouthTransitionalHous-
ingPrograms improve systemflow&youth’s transitioningsuccessfully
out of the homeless services continuum.

Project Description: By the end of FY25, DHS will have clear and established exit procedures from transitional housing in
the youth homeless system.

Start Date: October 1, 2024
Date Completed: September 30, 2025
Current Project Phase: Completed

Project Status: In FY25, DHS finalized and implemented program rules for Youth Transitional Housing, aligning with
Homeless Services Reform Act updates. Rules were translated and shared with providers, who began presenting them to
youth for review and signature. Exit policies and forms were approved, and training was provided to ensure compliance.
DHS identified youth nearing exit and supported housing planning through case conferencing and technical assistance.
Extended Transitional Housing rules are under review, with implementation and continued provider support planned for
FY26.

6.2 DevelopandlaunchtheDHSCustomer InquiryTrackingSystem (DCITS) to
track, report, resolve, and reduce customer inquiries, complaints, and
escalations.

Project Description: The DHS Customer Inquiry Tracking System (DCITS) will capture, process, and track inquiries along
with Service Level Agreements (SLA) to ensure all communication via this portal is responded to in the appropriate time
frame. The portal will capture external inquiries and internal end-to-end tracking. Internal tracking will be by established
SLAs. The portal will be comprised of Web sites in which internal DHS employees can log in create and process inquiries.
Conduct an all-staff awareness, information, and training campaign on the purpose and use of the system.
Link the ‘Ask the Director’ portal of the DHS website to the DCITS system to ensure the DCITS system is the system of
record for customer inquiries, complaints, and escalations.

Start Date: October 1, 2024
Date Completed: September 30, 2025
Current Project Phase: Completed

Project Status: In FY25, DHS developed and launched the Customer Inquiry Tracking System (DCITS) to streamline
resident escalations and improve service response. System requirements were refined for usability, and collaboration with
OIS ensured efficient front-end and back-end design. User testing and stakeholder demos informed final improvements.
DCITS officially launched in September 2025, with early feedback showing smoother triage and routing. While formal
metrics are pending, initial data indicates improved response times and transparency in resolving resident concerns.

6.3 Expand internal capacity for inclusive culture, strategy, and racial eq-
uity

Project Description: DHS will continue to build on efforts to create a culture that promotes employee engagement,
inclusion and equity. The agency will formally launch the DHS Academy designed to support and elevate employees at
every stage of their careers. It will focus on empowering employees, building institutional knowledge, and growing
together. Starting January 2026 DHS will implement the “Deep Roots, Lasting Growth: Transformative Supervision”
training with at least 85% of existing supervisors completing training and 90% of supervisors reporting increased
confidence in applying new supervision practices by the end of FY26. Trainings will be led by 10-15 DHS employees
participating in a new voluntary train-the-trainer initiative aimed at supporting the professional development of
employees. DHS will expand on the value of “prioritizing wellness” by offering nutrition, fitness, meditation, and recovery
activities at all DHS locations through a DC Department of Human Resources pilot partnership. We will monitor each
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offering through a survey, aiming for 75% of attendees to strongly agree or agree that the activities are “enhancing their
mood” and “improving overall wellbeing”.

Start Date: October 1, 2024
Planned Completion Date: September 30, 2026
Current Project Phase: Monitoring

Project Status: In FY25, DHS advanced employee wellness and equity through a 6-month wellness pilot offering fitness,
nutrition, and meditation sessions. The “Values of the Month” program expanded to include team recognition, and a
values-based workshop series is in development. The Brave Team launched its first Capstone Event, and the new Office
of Racial Equity cohort completed internal scans and began drafting a racial equity plan. DHS also joined the Mayor’s
Racial Equity cohort, reinforcing its commitment to workplace healing, inclusive culture, and strategic equity initiatives.

6.4 Improve Outcomes for Families Exiting the Family Rehousing and Stabi-
lization Program (FRSP)

Project Description: This initiative aims to improve outcomes for families exiting the Family Rehousing Stabilization
Program (FRSP) by focusing on increasing family income to improve housing sustainability. Additionally, FRSP will
coordinate with CFSA to develop processes and protocols to leverage the Family First Initiative to reduce local program
costs and create sustainable federal funding. This initiative will be considered successful if 85% of families exiting FRSP to
permanent housing do not reexperience homelessness within in 6-12 months.

Start Date: October 1, 2024
Date Completed: September 30, 2025
Current Project Phase: Completed

Project Status: In FY25, the Family Re-Housing and Stabilization Program strengthened infrastructure, expanded
Standard Operating Procedures, and resumed family exits to improve accountability and housing outcomes. FRSP
partnered with the DC Housing Authority to lease up 891 families through the Housing Choice Voucher Program.
Compliance monitoring advanced, and new policies clarified provider roles and case management expectations. FRSP
also collaborated with ESA and CFSA to align services, support income growth, and prepare for FY26 regulatory changes,
including new eligibility standards and enhanced provider training.

6.5 Improve SNAP timeliness of application processing
Project Description: By the end of FY25, DHS plans to improve timeliness of SNAP application processing by leading
organizational change through technical, professional, and customer service developments. SNAP timeliness is a federal
measure of the time it takes to process an application for SNAP benefits. The federal requirement is that regular
applications are processed within 30 days and expedited applications are processed within 7 days.
This initiative will be accomplished through the following projects:
Improve effectiveness in identifying and queuing/prioritizing case actions through:
Enhancing the current case and workload management system (CURRENT) to prioritize actions based on characteristics
and processing due date.
Ensuring that CURRENT and DC Access System (DCAS) are interfacing and operating optimally so that caseworkers can
process cases timely
Working with the Department of Health Care Finance (DHCF) to complete the expedited SNAP enhancement in DCAS,
to mitigate the need for a manual workaround.
Training staff at identifying when cases meet the requirement for expedited (7day) processing.
Maximizing staff resources.

Start Date: October 1, 2024
Date Completed: September 30, 2025
Current Project Phase: Completed

Project Status: In fiscal year 2025, the Department of Human Services improved the timeliness of Supplemental Nutrition
Assistance Program application processing, increasing from 77.25% to an annual average of 84%. Early gains reflected

Page 15 / 18



strategies such as individualized coaching, hiring efforts, and biweekly performance reviews. Despite third-quarter
setbacks from budget cuts and a hiring freeze, the department remains committed to meeting federal standards through
innovation, flexibility, and the dedication of its workforce.

6.6 Improvethedesignofthe TANF EmploymentandEducationProgram (TEP)
by establishing a new contract structure beginning in FY25.

Project Description: In FY24, DHS developed a new TANF Employment and Education Program (TEP) model, which
includes a new Education, Occupational, and Training (EOT) and Job Placement (JP) activities structure and a Family
Choice Model (a customer self-directed option). DHS awarded the new contract to TEP Providers who understand the
2Generation approach to serving families, are skilled in coaching/case management and connecting customers to
employment and training opportunities and encourage high participation in TEP. In FY25 the key activities to improve the
design of TEP are:
Onboarding and training new TEP providers on the new structure, design, and Family Choice model, and conducting
customer outreach and informational sessions throughout the year.
Implementing the new Family Choice Model so that families are able to choose their level of engagement in the services
offered through TANF, including the TANF Employment and Education Program and assessment and case management
services.

Start Date: October 1, 2024
Date Completed: September 30, 2025
Current Project Phase: Completed

Project Status: In FY25, DHS advanced the TANF Employment and Education Program Redesign by launching the Family
Choice Model, enhancing CATCH 4.0, and expanding provider training and outreach. Over 400 customers were
supported through the Case Coordination Unit. DHS hosted events like the TEP Toy Drive and Backpack Resource Day to
boost engagement. Two providers exited due to budget cuts, with customers reassigned. Refresher training improved
sanction processes and data accuracy. Strategy sessions focused on customer growth, skill-building, income gains, and
family stability, reinforcing DHS’s commitment to economic mobility.

6.7 Improve the experience of residents in the Singles Shelter System
Project Description: This initiative focuses on serving individuals experiencing homelessness by providing new, safe,
service rich, semi-private shelter known as Non-Congregate Bridge Housing. In order to be successful in opening E Street
Non-Congregate Bridge Housing, the District will complete the building purchase and DHS will take building possession
by October 2025. DHS will have the initial program provider and select participants in place by October 2025. Final
building upgrades including security systems will be completed by December 2025. DHS will begin admitting full cohorts
of clients through a coordinated housing entry program by January 2026, with a scale up to full capacity from there. This
project will be successful if the E Street Non-Congregate Bridge Housing is operational by May 2026 at full capacity and
with all client services in place including housing focused case management.

Start Date: October 1, 2024
Planned Completion Date: September 30, 2026
Current Project Phase: Execution

Project Status: The Aston opened in Nov 2024 and has been a success for clients and the community. Good Neighbor
Protocol and Advisory Team were created with support from EOM, DHS, DGS, & Councilmember Pinto. From opening -
Sept 30, 2025, 158 clients were served; 70 exited, with 54% moving to permanent destinations. Average stay: 147 days.
Currently, 87% of residents came from unsheltered homelessness, showing non-congregate housing works. E Street
opened in Sept 2025 with 13 clients. Full use was delayed due to security system installation, which DHS and DGS aim to
complete by winter. A phased move-in will follow, scaling to 190 clients. Together, both sites will support 250+ residents,
easing pressure on shelters and reducing unsheltered homelessness.
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6.8 Track voucher utilization, as well as projections and turnover vouch-
ers, with stakeholders to improve lease up process and accountability
across the system.

Project Description: The locally funded (LRSP) tenant-based vouchers are a critical tool for ending homelessness for
District residents experiencing chronic homelessness. The program more than doubled in size between FY21 and FY23,
and we (DHS and our partners) have been scaling the system to absorb this growth and ensure we are utilizing every
available voucher resource as quickly as possible. Given the ongoing need and significant investment, it is critically
important that as a system, we are able to track and assign vouchers that become available when an individual or family
exits the program.
To measure our success, we aim to have 100% of FY25 tenant-based LRSP vouchers matched by September 2025. For the
TAH program, we target utilizing 75% of FY23-24 vouchers by December 2024 and 98% by March 2025. For PSH-I, our
goal is to utilize 64% of FY22-24 vouchers by December 2024, reaching 80% by September 2025. For PSH-F, we aim to
utilize 27% of FY22-24 vouchers by December 2024 and 54% by September 2025. Additionally, 75% of clients matched in
FY25 should lease up within 120 days of assignment, and we will establish a system to track turnover vouchers to ensure
continuous utilization.

Start Date: October 1, 2024
Date Completed: September 30, 2025
Current Project Phase: Completed

Project Status: In FY25, 1,274 households leased up through Targeted Affordable and Permanent Supportive Housing—the
highest in program history. DHS reduced housing navigation time from 374 to 203 days by streamlining voucher reviews,
sharpening our use of data to drive progress, and enhancing case management. All FY25 PSH vouchers were matched,
and 64% of PSH-I and 71% of PSH-F vouchers were assigned. DHS and DCHA continued working together to improve
data sharing, staff training, and process flows to support faster, more efficient lease-ups and long-term housing stability.
Because of budget constraints, DHS has not assigned turnover vouchers.

6.9 Truancy Pilot
Project Description: In FY25, DHS will serve 1,600 youth who have missed 15 days of school or more with truancy
education, brief or intensive case management services that address and resolve barriers to school attendance – in an
effort to increase baseline attendance.
Additionally, DHS will develop a program that is replicable for the entire District of Columbia as well as a report indicating
goals, process and outcome data, and lessons learned that can provide a roadmap for truancy intervention services
throughout the city.
DHS will measure the effectiveness of the pilot on improving school attendance and use data as a baseline to determine
performance measures for subsequent years. Schools maintain primary responsibility for attendance and fostering
positive relationships with students and their caregivers, with support from DHS as needed.

Start Date: October 1, 2024
Date Completed: September 30, 2025
Current Project Phase: Completed

Project Status: Launched in the 2024–2025 school year, the Truancy Reduction Program received nearly 500 referrals
across five high schools. Over 92% of referred families received truancy education, and 102 students completed case
management. About half improved attendance, and 85% showed gains in functioning. Despite outreach and staffing
challenges, DHS expanded services, launched a Summer Booster, and engaged families through safe, enriching activities.
Year 2 began in August 2025, with expansion to a middle school and continued collaboration with education partners.

6.10 Improve SNAP Payment Accuracy
Project Description: DHS plans to improve SNAP payment accuracy by leading organizational change through technical,
professional, and customer service developments. This includes the following strategies:
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Create a comprehensive, cross-functional strategy to improve SNAP payment accuracy, accounting for constrained and
reallocated resources, while exploring and leveraging emerging technologies to support staff efficiency and service
delivery. Deliverables will include:
Identifying system enhancements to DCAS to enhance system usability for caseworkers, through collaboration with the
Department of Health Care Finance.
Standardizing a training calendar that focuses on trainings targeting top error rates
Conducting regular reviews of quality control and quality assurance findings and implementing recommendations to
address common errors.
Hosting the annual SNAP Payment Accuracy Conference for caseworkers, managers, and staff to come together, share
knowledge, and explore innovative strategies to improve our PER/SNAP payment accuracy.

Start Date: September 1, 2024
Planned Completion Date: September 30, 2026
Current Project Phase: Design

Project Status: In FY25, DHS advanced efforts to improve SNAP payment accuracy through cross-divisional
collaboration, targeted training, and data-driven strategies. Early efforts focused on identifying challenges, establishing
performance baselines, and enhancing staff support. System updates, new tracking tools, and expanded leadership
oversight followed. DHS partnered with Code for America on tech solutions and hosted the SNAP Payment Accuracy
Conference. Despite budget constraints, the agency prioritized innovation, training, and accountability—laying the
groundwork for sustained progress and strengthened public trust.
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