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1 INTRODUCTION

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

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 “Number of public art projects
performs. These measures can describe the inputs (e.g., completed”

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..”.
Quality Quality measures assess how well an agency’s work meets "Percent of citations issued that
standards, specifications, resident needs, or resident were appealed”

expectations. These measures can directly describe the
quality of decisions or products or they can assess resident
feelings, like satisfaction.

Efficiency Efficiency measures assess the resources an agency used to ~ "Percent of claims processed
perform its work and the speed with which that work was within 10 business days”
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.

Outcome Outcome measures assess the results or impact of an “Percent of families returning to
agency’s work. These measures describe the intended homelessness within 6-12
ultimate benefits associated with a program or service. months”
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(continued)

Measure Type  Measure Description Example
Context Context measures describe the circumstances or “Recidivism rate for 18-24
environment that the agency operates in. These measures year-olds”
are typically outside of the agency’s direct control.
District-wide District-wide indicators describe demographic, economic, “Area median income”
Indicators 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.

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 THE DEPARTMENT OF BUILDINGS OVERVIEW

Mission: The Department of Buildings (DOB) protects the safety of residents, businesses, and visitors and advance
development of the built environment through permitting, inspections, and code enforcement.

Summary of Services: The Department of Buildings is responsible for regulating construction activity in the District of
Columbia. The agency operates a consolidated permit operations division, reviews all construction documents to ensure
compliance with building codes and zoning regulations. It also has inspection and oversight authority, through which
construction activity, building systems, and rental housing establishments are inspected. Violations are cited, and if
necessary, post citation abatement is pursued within the limits of the law.

Objectives:
1. Provide accurate and timely plan reviews for permit issuance.
2. Enforce vacant property regulations to promote productive use.
3. Provide quality property maintenance and construction inspections to ensure safety.

4. Efficient, Transparent, and Responsive Government

Administrative Structures:
1. Office of the Director
2. Office of Construction and Building Standards
3. Office of Zoning Administration and Office of the Surveyor

4. Office of Strategic Code Enforcement
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3 2025 ACCOMPLISHMENTS

3.1 EFFICIENT PERMITTING FOR ECONOMIC DEVELOPMENT

Successfully coordinated and collaborated with Monumental Sports & Entertainment to deliver Phase 1improvements at
Capital One Arena in time for the start of the NHL season.

Impact: DOB's successful coordination with Monumental Sports & Entertainment enabled the timely delivery of Phase 1
improvements at Capital One Arena ahead of the NHL season. This effort minimized disruptions, enhanced public safety,
and ensured continued access to events and local businesses—supporting downtown vibrancy. Internally, the project
strengthened interagency coordination and demonstrated DOB's ability to efficiently manage high-profile, time-sensitive
permits through a responsive and collaborative approach.

3.2 LAUNCHED FAST TRACK OFFICE-TO-OFFICE

Launched the Fast Track Office-to-Office initiative to expedite the permitting and plan review process for interior
renovations of existing office spaces, enabling quicker occupancy and supporting efficient transitions for tenants.

Impact: The launch of DOB's Fast Track Office-to-Office initiative streamlined the permitting process for interior office
renovations, enabling faster approvals and quicker tenant transitions. By clarifying submission requirements and reducing
rework, the agency approved 162 projects in FY25 with greater speed and efficiency. This initiative supported job
retention, economic activity, and the revitalization of commercial corridors—making it easier for businesses to remain in or
relocate within the District.

3.3 PROACTIVE INSPECTION RATES SOAR

Achieved a record-breaking 20,000+ proactive inspections by strategically targeting known non-compliant properties,
significantly advancing DOB'’s enforcement and compliance objectives.

Impact: DOB conducted over 20,000 proactive inspections in FY25 by strategically targeting known non-compliant
properties. This effort improved housing conditions for residents by identifying critical code violations and placing unsafe
properties into receivership for rehabilitation. Internally, the initiative enhanced DOB's capacity to manage large-scale
inspections efficiently, strengthened enforcement operations, and advanced the agency’s mission to ensure safe,
habitable housing across the District.

3.4 REDUCING PERMIT FRICTION WITH IT UPGRADES

Successfully completed upgrades to Accela (v25.4.2) and ProjectDox (v9.4), including implementation of the Best-in-Class
ProjectFlow engine workflow. These enhancements significantly improved system performance, user experience, and
platform reliability—modernizing the Department of Buildings permitting and plan review processes to better serve
residents, businesses, and internal teams.

Impact: In FY25, DOB completed long-overdue upgrades to Accela (v25.4.2) and ProjectDox (v9.4), resolving a gap left
since 2019 when ProjectDox was upgraded without the planned ProjectFlow engine workflow. This incomplete
implementation caused years of friction, including manual workarounds, inconsistent processes, and delays. The FY25
upgrades modernized permitting operations, improved system performance, and streamlined internal workflows. As a
result, staff now work more efficiently, and residents and businesses benefit from faster, more reliable permitting services.
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4 OBJECTIVES

4.1 PROVIDE ACCURATE AND TIMELY PLAN REVIEWS FOR PERMIT ISSUANCE.

Provide accurate, thorough and efficient plan reviews, within the specified timeframes, to effectively issue permits to the
residents and project developers of the District of Columbia.

No Related Measures

4.2 ENFORCE VACANT PROPERTY REGULATIONS TO PROMOTE PRODUCTIVE USE.

Provide effective enforcement of vacant and blighted properties, thereby encouraging increased housing stock for
productive use, including affordable housing.

Measure

Directionality (e} Q2 Q3 Q4 Annual Target
Type

Number (#) of vacant properties returned to productive use
Outcome Up is Better 227 428 283 305 1,243 150

4.3 PROVIDE QUALITY PROPERTY MAINTENANCE AND CONSTRUCTION INSPECTIONS
TO ENSURE SAFETY.

Provide thorough and efficient property maintenance and construction inspections, within the specified timeframes, to
preserve safety and development in the District of Columbia.

Measure

Directionality (e} Q2 Q3 Q4 Annual Target
Type

Number (#) of housing code violation(s) abated by property owners or DOB

Quantity Up is Better 5,012 4,384 5,010 4941 19,347 4,500
Percent (%) of initial illegal construction inspections that are completed within (34) business days of the original request
Efficiency Up is Better 100% 100% 100% 100% 100% TargeF not
required
4.4 EFFICIENT, TRANSPARENT, AND RESPONSIVE GOVERNMENT
Create and maintain a highly efficient, transparent, and responsive District government.
Measure . . .
Type Directionality Qi 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 51.2% TargeF not
required
Percent of employees that are District residents
T t not
Outcome Up is Better Annual Annual Annual Annual 51% SIBSENO
required
Percent of new hires that are District residents (Peoplesoft)
T t not
Outcome Up is Better Annual Annual Annual Annual 72.7% argetno
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)
Target not

Qutcome Up is Better Annual Annual Annual Annual 37.5% .
required
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(continued)

Measure

Directionality Q1 Q2 Q3 Q4 Annual Target
Type

Percent of required contractor evaluations submitted to the Office of Contracting and Procurement on time
Target not

Outcome Up is Better Annual Annual Annual Annual 22.2% .
required

Percent (%) of Customer Relationship Management (CRM) cases that are resolved within (3) business days from date of receipt by DOB

Efficiency Up is Better 94.41% 94.7% 94.66% 95.66% 94.86% 95%
Percent (%) of abandoned incoming calls
Down is No Target
Effici 15.42% 24.68% 2.74% 2.53% 26.34%
clency Better 5-42% 4:65% 32.74% 32:55% 34% Provided

Explanation of Missed Targets:

1. Percent (%) of Customer Relationship Management (CRM) cases that are resolved within (3) business days from
date of receipt by DOB: DOB strives to increase responsiveness to customers - we will continue to monitor timely
responses as we transition to a new CRM platform in FY26.
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5 ADMINISTRATIVE STRUCTURES

5.1 OFFICE OF THE DIRECTOR

The Office of the Director includes Customer Affairs, Data Analytics, Performance Management, Human Resources,
Support Services, Records Management, Resource Allocation, Communications, the Office of Information Systems (OIS),
General Counsel’s office and the FOIA team.

Activities under Office of the Director:

Resource Allocation

Provides comprehensive and efficient financial management services to, and on behalf of, District agencies so that the
financial integrity of the District of Columbia is maintained. This division is standard for all agencies using
performance-based budgeting.

No Related Measures

Administrative Support
Responsible for providing administrative support and the required tools to achieve operational and programmatic results.

No Related Measures

5.2 OFFICE OF CONSTRUCTION AND BUILDING STANDARDS

Measure

Directionality ()] Q2 Q3 Q4 Annual Target
Type

Percent (%) of ProjectDox permit application re-reviews that are reviewed by the Department of Buildings (DOB) within (15) business days of ac-
ceptance by the agency
Efficiency Up is Better 95.48% 93.48% 93.95% 94% 94.23% 90%

Activities under Office of Construction and Building Standards:

Code Regulation

Manages and coordinates revisions to the District’s building and trade codes. Regulates construction in the District of
Columbia that falls under the regulations of green codes including the Green Building Act, Green Construction Code, and
Energy Conservation Code.

No Related Measures

Construction code inspection contracts
Contracts authorized nongovernmental persons or entities to perform inspections to certify that work complies with the
District of Columbia Construction Codes.

No Related Measures

Inspect buildings and enforce building codes and zoning regulations.

Inspects commercial buildings, manages permit-related inspection requests, issues citations for violations of the District’s
building codes and zoning regulations to correct violations, and conducts building and structure assessments for
emergency and disaster response.
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Measure

Directionality Q1 Q2 Q3 Q4 Annual Target
Type
Percent (%) of construction inspections completed on the original date scheduled
Outcome Up is Better 94.8% 94.07% 93.05% 95.18% 94.27% 90%

Plan review contracts

Contracts authorized nongovernmental persons or entities to perform plan reviews to certify that work complies with the

District of Columbia Construction Codes.

No Related Measures

Permitting and Plan Review
Conducts technical building plan reviews for approval and issues building permits.

M
sasure Directionality (e} Q2 Q3 Q4 Annual Target
Type
Number (#) of Certificates of Occupancy issued
T t not
Outcome Neutral 618 764 626 714 2,722 arge, noe
required
Number (#) of addresses issued
T
Outcome Neutral 150 21 87 141 399 arge,t not
required
Number (#) of conveyances inspections conducted (elevators, man lifts, escalators, and dumbwaiters)
T
Outcome Neutral 28 22 15 15 80 arge.t not
required
Number (#) of illegal constructions inspections conducted
T t not
Outcome Neutral 1,577 1,301 1,503 1,805 6186 arget no
required
Number (#) of permit construction inspections conducted
T t not
Outcome Neutral 6,940 7166 6,920 7,672 28,608 arget no
required
Number (#) of plats prepared
T t not
Outcome Neutral 1,408 1,213 1,398 1,673 5,692 arge. no
required
Number (#) of plats processed with expedited service
T t not
Outcome Neutral 673 584 739 923 2019 arge' no
required
Number (#) of subdivisions processed
T: t not
Outcome Neutral 68 87 54 62 271 arge. ne
required
Number of permits issued
T
Outcome Neutral 14,329 16131 16,714 16,501 63,675 arge? not
required

Percent (%) of Project Dox permit applications that are initially reviewed by the Department of Buildings (DOB) within 30 business days of assign-

ment by a Plan Review Coordinator (PRC) at DOB
Outcome Up is Better 98.72% 98.58% 95.81% 95.3% 971%

Percent (%) of permit applications that are reviewed by PRC within two (2) business days after submission
Outcome Up is Better 92.25% 90.29% 96.38% 86.67% 91.4%

Percent (%) of Solar Plan Reviews that are reviewed within ten (10) business days
Efficiency Up is Better 95.43% 91.73% 58.9% 92.8% 84.71%

90%

90%

90%

Explanation of Missed Targets:
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1. Percent (%) of Solar Plan Reviews that are reviewed within ten (10) business days: Needs Update

5.3 OFFICE OF ZONING ADMINISTRATION AND OFFICE OF THE SURVEYOR
Activities under Office of Zoning Administration and Office of the Surveyor:

Code Enforcement, Civil Infractions and Fine Assessment
Develops and implements enforcement strategies and procedures. Processes all civil infractions with the Office of
Administrative Hearings, collects fines, places property liens on unpaid fines and collects unpaid abatement costs.

Measure

Directionality Q1 Q2 Q3 Q4 Annual Target
Type

Number (#) of Property Maintenance Abatements

T
Quantity Up is Better 102 141 194 102 539 argef( not
required
Number of infraction notices issued
Outcome Neutral 3,291 3,733 4,302 4,912 16,238 Targe.t not
required

Percent (%) of Property Maintenance (Housing) Notices of Infractions (NOls) that are initiated within two (2) business days following inspections
where violations were observed
Efficiency Up is Better 99.81% 99.89% 99.4% 99.9% 99.75% 90%

Zoning compliance
Responsible for administering and determining compliance with the Zoning Regulations.

Measure

Directionality (e} Q2 Q3 Q4 Annual Target
Type

Percent (%) of standard building plat requests completed within three (3) business days
Efficiency Up is Better 95.91% 92.74% 93.75% 86.89% 92.32% 85%

Custodian of legal records for land plats and subdivisions
Produces and maintains legal records of all land plats and subdivisions of private and District government property within
the District of Columbia.

No Related Measures

5.4 OFFICE OF STRATEGIC CODE ENFORCEMENT

Activities under Office of Strategic Code Enforcement:

Residential housing inspections and enforcement
Inspects residential properties and issues citations of housing code violations.

Measure

Directionality Q1 Q2 Q3 Q4 Annual Target
Type

Percent (%) of Property Maintenance (complaint-based) inspections that are completed within 15 business days from the date of request
Efficiency Up is Better 99.53% 99.15% 99.59% 95.55% 98.45% 80%
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DOB abatement
Abates numerous housing and building code violations, and processes abatement contracts.

No Related Measures

Administrator of vacant properties, related tax exemption requests, and inspections.
Registers vacant properties in the District of Columbia, processes requests for vacant property tax exemptions, and
inspects designated vacant and blighted properties.

Measure

Directionality (]} Q2 Q3 Q4 Annual Target
Type

Number (#) of One- and Two-Family Rental Inspections Conducted

T t not
Quantity Neutral 2,Mm 1973 2,048 2,88 8,320 arge, ne
required
Number (#) of Property Maintenance (complaint-based) housing inspections conducted *
T t not
Quantity Neutral 4,485 5,088 5,067 5,787 20,427 arget no
required
Number (#) of Vacant Property Inspections *
T
Quantity Up is Better 2,532 2,675 2,81 2,963 10,981 arge# not
required
Number (#) of inspections conducted
T t not
Quantity Neutral 21,061 22,989 25125 26,580 95,755 arge: no
required
Number (#) of proactive housing inspections conducted *
T t not
Outcome Neutral 3,416 4,786 6,776 6,165 21,143 arget no
required
Percent (%) of construction exempt properties that are re-inspected within (90) calendar days of receiving an 'exempt’ status
Outcome Up is Better 98.81% 99.61% 86.11% 98.73% 95.82% 90%
Percent (%) of initial inspections of vacant properties completed within (30) business days from date of complaint submission
Efficiency Up is Better 99.37% 96.69% 99.38% 99.3% 98.68% 85%

" Since publication of FY24 PAR, the data has been updated to more accurately categorize and document DOB Inspector actions conducted while in the

field.
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6 ADDITIONAL ACTIVITIES

6.1 PERSONNEL, TRAINING AND EMPLOYEE DEVELOPMENT, LABOR RELATIONS, CON-
TRACTING AND PROCUREMENT, PROPERTY MANAGEMENT, INFORMATION TECHNOL-
OGY, RISK MANAGEMENT, LEGAL, LOGISTICS AND FLEET SERVICES, COMMUNICA-
TIONS, CUSTOMER SERVICE AND COMPLAINT RESOLUTION, PERFORMANCE MAN-
AGEMENT, INTERNAL AUDIT

Responsible for providing administrative support and the required tools to achieve operational and programmatic results.

No Related Measures
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7 PROJECTS

71 HOMEOWNER’S RESOURCE CENTER
Related Administrative Structure: Office of Construction and Building Standards
Related Activity Name: Permitting and Plan Review

Project Description: In FY 25, DOB will establish a Homeowner’s Resource Center to help homeowners navigate the
zoning, plan review, permitting process, and inspections process, with the goal of reducing barriers to permit issuance and
inspections compliance.

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

Project Status: In FY25, progress on this initiative was shaped by a combination of planning delays, staffing constraints,
and infrastructure dependencies. Early in the year, critical technology updates were delayed, pushing the anticipated soft
launch to mid-February 2025. Recruitment challenges in Q2 resulted in the loss of a Program Manager position, prompting
a strategic shift toward evaluating and optimizing existing roles within budget limitations. Throughout Q3, the citywide
hiring freeze and fiscal constraints continued to limit workforce development and expansion of services, requiring DOB to
maintain existing service levels. In Q4, two key dependencies emerged: the near-completion of the second-floor
build-out, targeted to open in mid-September, and pending final approval to proceed with hiring. These elements are
essential to fully activating the next phase of work. As FY25 concludes, this initiative will be formally closed out, having
laid the groundwork for future operational enhancements. Smaller, targeted efforts aligned with space utilization and
staffing will continue into FY26 as part of broader strategic planning.

7.2 REDEFINE REVIEW CLASSIFICATION
Related Administrative Structure: Office of Construction and Building Standards
Related Activity Name: Permitting and Plan Review

Project Description: In FY 25 DOB will conduct an analysis to reevaluate the review time for small and mid-level scopes
of work; specifically, residential projects less than 3k sq. ft., and implement a process to review these projects within 15
business days.

Start Date: October1, 2024
Date Completed: September 30, 2025
Current Project Phase: Completed

Project Status: In FY25, the Department of Buildings (DOB) advanced a series of foundational improvements to
streamline job classifications and review timelines, despite early delays tied to the ProjectDox (PD) 9.3 upgrade. Following
the successful upgrade of the permitting and plan review platforms in Q2, DOB launched the “Office to Office, Fast Track”
initiative to accelerate review times for specific project types based on historical trends. The team also focused on
refining classifications for one- and two-family residential scopes, reaching consensus on a new structure that will guide
future implementation. In Q3, coordination began with OIS to schedule the rollout, and stakeholder engagement planning
was initiated. During Q4, our focus was on the transition of all pending permit applications to the new plan review
platform, ProjectDox 9.4, which was completed successfully. Through this transition and outreach, we determined that we
can streamline some of the smaller permitting scopes by eliminating the need for plan review and including them in our
Instant Permits. This will not only allow homeowners to obtain permits faster, which also opens capacity for review of
more complex construction, and allows us to update the current Postcard permits (dating back to 2008) based on the
current common scopes for one and two-family structures. We will be launching the Instant Permit in quarter one of FY26.
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7.3 SMALL BUSINESS RESOURCE CENTER
Related Administrative Structure: Office of Construction and Building Standards
Related Activity Name: Permitting and Plan Review

Project Description: In FY 25, DOB will re-establish its small business resource, that focuses on helping Small Business
Owners (SBOs) navigate the permit and inspection process at DOB. This center will focus on collaboration and
engagement with sister agencies that have a similar existing resource to provide a fully comprehensive resource for SBOs
to successfully operate within the District.

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

Project Status: In FY25, the Department of Buildings (DOB) collaborated closely with the Office of Zoning to improve the
efficiency of Office-to-Office permit approvals. While early progress was delayed due to critical technology updates, the
team remained engaged in planning and coordination. In Q2, stakeholders identified that the existing approval process
took up to 60 days. In response, DOB developed and launched a new expedited permit pathway through the Certificate
of Occupancy (CofO) process, cutting the approval timeline in half and significantly improving responsiveness. Although
budget and hiring constraints limited further progress in Q3, efforts resumed in Q4 with the active recruitment of a
program manager to lead the next phase of the initiative. Interviews are scheduled in September, and the selected
candidate will be responsible for driving execution and cross-team coordination. As FY25 concludes, this project will
transition to the DOB HUB - Helping Uplift Businesses. This will start virtually as a resource for businesses to gain an
understanding of the regulatory process. A team will be dedicated to facilitating the process to walk customers through
the DOB permitting and zoning requirements to acquire, maintain, and support their business in the District. The HUB will
be dependent on filling current vacancies.

7.4 ABATEMENT SERVICES AND PROACTIVE INSPECTIONS
Related Administrative Structure: Office of Strategic Code Enforcement

Related Activity Name: DOB abatement

Project Description: DOB received budget enhancements for Abatement Services and Proactive Inspections. These
enhancements fund Nuisance Abatement efforts which include the purchase and maintenance of the necessary materials
for the DOB Abatement Team and professional services for abatement and proactive inspections. This enhancement also
allows DOB to continue to provide proactive inspections and response to emergencies and complaints efficiently to
address health and safety concerns for both occupied and vacant residential properties impacting the District’s ability to
maintain property value and enable economic development.

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

Project Status: In FY25, the Department of Buildings (DOB) nearly expended the $1,040,050 budget enhancement
allocated for Abatement Services, supporting a wide range of safety and stabilization efforts across the District. These
included emergency demolitions, barricading fire-damaged properties, bulk trash and debris removal, plumbing and
sewage work, pest remediation, graffiti removal, and installation of smoke/carbon monoxide detectors. DOB also
evaluated and assessed property conditions along targeted city corridors identified by the Mayor’s Office as part of the
‘Clean Corridors’ initiative.

7.5 ARTIFICIAL INTELLIGENCE
Related Administrative Structure: Office of the Director

Project Description: In FY 25 DOB will initiate a multi-year approach to implement, utilize and develop a strategic plan
focusing on Artificial Intelligence (Al) to improve operations and boost efficiencies, while streamlining processes to
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increase customer throughput. DOB will specifically focus on pre-screening for plan review; comprehensive property
case summaries; and a large language model (LLM) Chatbot that will provide Al generated responses to user-submitted
inquiries regarding DOB process and building/construction code information.

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

Project Status: In FY25, the Department of Buildings launched a multi-faceted initiative to explore the use of artificial
intelligence (Al) and automation to enhance customer service and internal operations. Initially proposed as a multi-year
effort, the project focused on integrating Al tools into the agency’s CRM system, launching the AskHuman platform, and
evaluating emerging technologies such as a Building Code Chatbot and Meeting Summary tool. DOB was accepted into
the FY26 Al Agencies cohort and convened an internal Al Working Group to guide strategy, user testing, and tool
evaluation. Infrastructure planning began for Al integration into customer survey systems, and an RF| was issued to
explore automation in the Plan Review process. However, as the agency’s digital strategy evolved, it was determined that
future Al and automation efforts would be incorporated into the broader OIS Application Assessment and Modernization
Planning initiative in FY26. This shift will ensure a more coordinated, enterprise-level approach to technology adoption
and long-term sustainability.

7.6 BUSINESS PROCESS RE-ENGINEERING

Project Description: In FY 25, DOB will conduct a radical redesign on its business processes to achieve improvements in
productivity, cycles times, quality and employee and customer satisfaction. During the redesign, DOB will also transform
its paper forms into digital formats for digital data capture and to enhance the customer experience.

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

Project Status: In FY25, the Department of Buildings (DOB) launched what was initially proposed as a multi-year initiative
to modernize operations through business process reengineering (BPR), IT transformation, and strategic alignment across
permitting, zoning, and enforcement. Early efforts focused on foundational planning, including market research, a phased
roadmap, and a three-tier integration model to guide collaboration with external consultants. Business unit leaders were
tasked with identifying Objectives and Key Results (OKRs), many of which centered on streamlining internal processes
and improving customer experience. The Office of Zoning Administration (OZA) was selected as a pilot for a
comprehensive forms overhaul, with planning initiated for vendor-supported process mapping.

As the initiative progressed, DOB reassessed its scope and determined that many of the original goals could be achieved
more efficiently. As a result, the agency made the strategic decision to close out the original multi-year effort by the end
of FY25 and transition to a more streamlined, targeted initiative for FY26. This pivot included reallocating funds toward a
comprehensive IT assessment, aligning with the agency’s broader vision for system integration and Al adoption, as
highlighted during its “Reverse Industry Day.”

To drive execution, DOB launched the cross-functional Process Catalyst Team, which focused on advancing top-priority
OKRs, including the digitization of forms. In Q4, the agency developed a Request for Proposal (RFP) to engage qualified
firms for the IT assessment, with a competitive solicitation scheduled for October and an award expected by
mid-November in 2025. The Process Catalyst initiative delivered tangible results, including simplifying the permitting
process through Instant Permits, improving coordination between the Office of Residential Inspections (ORI) and the
Abatement Team, and clarification of complex zoning requirements tied to Inclusionary Zoning (1Z) Affordability.
Meanwhile, the Agency Performance Team collaborated with business units, such as the Office of Zoning and the Office of
the Surveyor, to identify customer-facing forms to improve the user experience, reinforcing DOB's commitment to
operational efficiency and improved service delivery.

7.7 ENHANCED CUSTOMER SERVICE

Project Description: The Department of Buildings (DOB) is dedicated to delivering an improved customer service
experience for District residents and small business owners. This project aims to build on that commitment with the
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addition of seventeen (17) newly converted Customer Affairs positions. DOB intends to expand customer education
resources and offer services beyond standard business hours.

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

Project Status: In FY25, the Department of Buildings (DOB) made meaningful progress in strengthening its workforce
and enhancing customer service operations. Key accomplishments included the hiring of two new managers, DCHR
approval for five additional positions, completion of career ladder realignment, and the establishment of a Monthly
Customer Affairs Working Group to align service strategies across departments. Despite a citywide hiring freeze, DOB
continued to assess staffing needs and optimize workflows, leading to targeted improvements such as the launch of a call
queue initiative, enhancements to the callback feature, and the development of a post-call tracking form to improve data
collection. Planning also began to revise the phone script and integrate a post-call survey via AskHumans to better
capture customer feedback. With these foundational efforts in place, the project will be formally closed out at the end of
FY25. However, the work has laid the groundwork for long-term service improvements and organizational alignment, and
several smaller, focused initiatives will continue in FY26 to build on this momentum.

7.8 ERECORDS REPLACEMENT
Related Administrative Structure: Office of the Director

Project Description: DOB's eRecords application houses over 16 million records, including issued permits, applications,
invoices, and certificates of occupancy. In FY26, DOB will complete the replacement of its current application with a
more user-friendly experience. This new application will enable customers to perform more refined document searches,
meeting the growing demand of over 5,000 record requests each year, more efficiently.

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

Project Status: In FY25, the DC Department of Buildings advanced a major modernization initiative to replace its legacy
eRecords application and upgrade the underlying FileNet infrastructure. A cross-functional project team was established
to drive strategic planning, engage stakeholders, and assess industry best practices. Following the selection of a vendor
and completion of procurement activities, the project formally launched with the successful provisioning of new
infrastructure to support system migration. Key milestones included the installation and configuration of the new FileNet
server, initiation of document migration, and the start of technical training for OIS staff. Integration planning for SureDocs
and eRecords also progressed, positioning the agency to complete system migration by the end of Q2 of FY26 and deploy
the new eRecords application internally, enhancing operational efficiency and service delivery.
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