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1 Introduction

This document is the Fiscal Year 2025 Performance Accountability Report (PAR) for the Office of the People’s Counsel.

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 Office of the People’s Counsel Overview

Mission: The mission of the Office of the People’s Counsel (“OPC” or “The Office”) is to: advocate for the provision of
safe and reliable quality utility services and equitable treatment at rates that are just, reasonable, and nondiscriminatory;
advocate for climate change policies that transition the District to a clean energy economy and sustainable environment,
in support of the District’s climate goals, and that benefits District utility consumers; assist individual consumers in
disputes with utility providers; provide technical assistance, education, and outreach to consumers, rate-payers,
community groups, and associations; and provide legislative analysis and information to the Council of the District of
Columbia on matters relating to utilities. The Office’s mission further includes consideration of the District’s economy and
promotion of the environmental sustainability of the District.

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

Objectives:

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

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

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

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

3.1 OPC’s energy affordability Study
The Office of the People’s Counsel completed its Energy Affordability Study in Q3, revealing that many DC those earning
less than 60% of the state median income—face high energy burdens. The report urges the DC Public Service Commission
to adopt proven strategies from Maryland, Illinois, and Massachusetts. Key recommendations include expanding shutoff
protections for all customers in arrears, implementing income-based payment plans, ensuring renters and master-metered
units benefit from energy efficiency programs, and streamlining enrollment in low-income assistance programs.

Impact: Implementing these measures would give policymakers and regulators a consistent, data-driven manner to
evaluate affordability impacts, align clean-energy initiatives with equity goals, and strengthen protections for the District’s
most energy-insecure residents.

3.2 WSD Hosts Water Services Summit
WSD launched the OPC-sponsored Water Services Summit, bringing together residents, utilities, agencies, and nonprofits
to address water, energy, and sustainability challenges. The event featured panels, breakout sessions, and resource tables
to connect consumers with vital services.

Impact: The summit fostered collaboration across sectors, empowered residents with direct access to assistance, and
advanced conversations on affordability and infrastructure. It strengthened community engagement and improved
pathways to essential utility support.

3.3 OPC Litigates Project Pipes Case
Formal Case No. 1179 – OPC continues to litigate Washington Gas Light’s Project Pipes case
In 2025, OPC continued litigating Washington Gas Light’s Project Pipes case, challenging inefficiencies and cost overruns
in its infrastructure replacement projects. OPC urged the PSC to align gas system changes with DC’s clean energy goals.

Impact: OPC’s efforts aim to protect ratepayers from excessive costs while promoting a transition away from fossil fuels.
The case supports long-term environmental sustainability and accountability in utility infrastructure planning.

3.4 OPC Appeals Pepco Rate Plan Approval
Formal Case No. 1176 — OPC’s Appeal of the PSC approval of Pepco Multi-year rate plan
OPC appealed the DC PSC’s approval of Pepco’s multi-year rate plan, arguing it violates due process, lacks measurable
benefits for ratepayers, and contradicts the Commission’s mandate for just and reasonable service. Oral arguments are
set for October 28, 2025.

Impact: This appeal seeks to protect District consumers from unjust rate increases and ensure regulatory decisions align
with legal standards and public interest. A favorable ruling could set a precedent for greater accountability in utility
rate-setting.

3.5 OPC’s PJM Capacity Auction Study
OPC commissioned a study on rising wholesale electricity prices after PJM’s 2025/2026 capacity auction, revealing a
$10/month increase for DC residents. The findings supported a multi-state advocacy effort that led to a formal pleading
before FERC for market reforms and consumer protections.

Impact: This initiative empowered OPC to collaborate with consumer advocates across several states, amplifying the
voice of District residents at the federal level. The resulting FERC pleading aims to reform future capacity auctions,
potentially curbing unjustified price hikes and safeguarding affordability for vulnerable consumers.
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4 Objectives

4.1 Provide consumer education, outreach and technical assistance to Dis-
trictratepayersandconsumersonmattersrelatingtonaturalgas, elec-
tric, telephone andwater services.

Develop and implement programs to educate and inform consumers about their rights, responsibilities, and available
services related to natural gas, electricity, telephone, and water. Offer technical assistance to help consumers understand
and manage their utility services effectively.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Number of outreach events or communications based on consumer complaint data
Quantity Up is Better Annual Annual Annual Annual 183 100

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

Represent and defend the interests of consumers and ratepayers in regulatory and legislative proceedings. Advocate for
fair rates, reliable services, and consumer protections in the areas of natural gas, electricity, telephone, and water services.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Percent of cases closed that were open 90 days or less
Outcome Up is Better Annual Annual Annual Annual 55% 75%

Explanation of Missed Targets:

1. Percent of cases closed that were open 90 days or less: The target for the percentage of cases closed within 90
days was not met due to a combination of complex and compounding factors. A significant number of consumers
had multiple cases, many of which involved high utility bills, financial hardship, and either pending disconnections or
actual service interruptions. These circumstances required our Community Outreach Specialists to provide
intensive support, including identifying financial resources, negotiating payment plans, and conducting detailed bill
investigations to ensure accuracy.

Additionally, utility companies have a standard agreement allowing up to 30 days to respond to our investigation requests.
This delay often necessitated extended communication between the agency, the consumer, and the utility provider,
further prolonging case resolution timelines.
External factors also contributed to the slowdown. Earlier in the year, utility rate changes, a government shutdown later in
the year, and other systemic shifts led to a surge in new cases. This influx created prioritization challenges and increased
caseloads for staff, which impacted the overall pace at which cases could be processed and closed.

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

Streamline internal processes and adopt best practices to boost the agency’s overall efficiency and productivity. Focus on
improving service delivery to consumers while reducing operational costs through innovative solutions and continuous
improvement initiatives.

No RelatedMeasures
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4.4 Efficient, Transparent, and Responsive Government
Create and maintain a highly efficient, transparent, and responsive District government.

No RelatedMeasures
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5 Activities

5.1 Daily Consumer Education Activities
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.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Number of consumer outreach MEETINGS for Consumer Services Division (CSD)
Outcome Up is Better 24 41 51 87 203 200

Number of consumer outreach MEETINGS for Water Services Division (WSD)
Outcome Up is Better 14 12 16 39 81 100

Number of consumer outreach meetings (CSD/WSD)
Outcome Up is Better Annual Annual Annual Annual 284 300

Explanation of Missed Targets:

1. Number of consumer outreach MEETINGS for Water Services Division (WSD): The Water Services Division did not
meet its goal of conducting 100 outreach events during FY25 due to a combination of seasonal, logistical, and
programmatic challenges. While the division successfully hosted a major event—the Water Summit—which
significantly contributed to public engagement, several factors limited the ability to reach the full outreach target.

Many outreach opportunities, such as ANC and district ward meetings, are concentrated in warmer months. However,
summer vacations unavailable by community leaders often result in fewer scheduled meetings during this period.
Similarly, colder months present challenges for outdoor or in-person outreach due to weather-related constraints.
Additionally, the division received fewer agency referrals for water-related events than anticipated.
Despite these challenges, the division made strategic efforts to strengthen partnerships with other agencies and service
providers, laying the groundwork for more collaborative outreach in future fiscal years.

2. Number of consumer outreach meetings (CSD/WSD): The combined outreach total for the Consumer Services
Division and Water Services Division reached 300 events, falling short of the overall goal due to a mix of internal
and external factors. For the Water Services Division, seasonal limitations, reduced agency referrals, and scheduling
gaps during summer and winter months impacted outreach capacity. Although the Water Summit was a major
success, it could not fully offset the reduced number of smaller outreach events. In the Consumer Services Division,
a significant increase in case volume during the summer months required staff to prioritize direct consumer support
over outreach activities. Many cases involved urgent utility issues, including disconnections and high bills, which
demanded intensive case management. Winter months also posed scheduling challenges for outreach events due
to limited community availability and weather constraints. Both divisions worked diligently to manage these
demands while continuing to build relationships with partner agencies to support future outreach expansion.

5.2 Enhancing Agency Operational Efficiency
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.

No RelatedMeasures
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5.3 Consumer assistance
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.

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Number of NEP/LEP persons served by the agency
Quantity Up is Better 173 17 4 8 202 2,500

Number of consumer COMPLAINTS received regarding electric, gas, or telephone services (CSD CASES)
Quantity Up is Better 905 969 1,257 1,193 4,324 3,000

Number of consumer COMPLAINTS received regarding water services (WSD CASES)
Quantity Up is Better 245 286 223 220 974 900

Number of general consumer inquiries regarding, programs, assistance or services
Quantity Up is Better 1,254 1,445 1,681 1,707 6,087 4,000

Explanation of Missed Targets:

1. Number of NEP/LEP persons served by the agency: The agency was unable to meet the target for the number of
NEP/LEP persons served during FY25 due to a significant programmatic change: the position responsible for
outreach and engagement with NEP/LEP communities was vacant for the entirety of the fiscal year. This vacancy
directly impacted our ability to conduct in-person outreach events, which have historically been the primary
method of connecting with and serving NEP/LEP individuals. These events typically involved educating community
members about our services and assisting them with utility-related needs. Without dedicated staff to carry out
these activities, our capacity to serve this population was substantially reduced.

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

Measure
Type

Directionality Q1 Q2 Q3 Q4 Annual Target

Number of cases litigated before a DCWater Hearing Officer
Quantity Neutral Annual Annual Annual Annual 4 2

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

Quantity Neutral 15 18 16 19 68 50
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6 Projects

6.1 Washington Gas Rate Case
Project Description: To protect DC utility consumers by advocating for 1. Denial of any decoupling mechanism. 2. Cost
recovery is limited to construction and climate change programs vetted by stakeholders and approved by the PSC,
ensuring alignment with DC’s climate goals and benefits to ratepayers. 3. Accountability for leak remediation
performance. 4. Promotion of affordability in rate decisions.

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

Project Status: -The Office of the People’s Counsel will submit Direct Testimony and Exhibits on January 24, 2025.
-Community Hearings were held on April 10th, 21st, and 29th and public comments are being submitted to the
Commission. Parties submitted Surrebuttal Testimony on May 2, 2025. This is a very crucial point in the matter as it allows
the community and ratepayers a opportunity to express their concerns in the rate case.
-Testimonies and Material Issues of Fact have been submitted to Commission which lead to needing a evidentiary hearing
which is scheduled for August 14, 2025.
-Post-hearing briefs have been submitted and waiting for the Commission to issue a decision.

6.2 Community Renewable Energy Facilities (CREF) Investigation
Project Description: To advocate for a Commission decision that: 1. Defines the harm done to consumers by Pepco’s rule
violations. 2. Delivers remedies to ensure consumers receive accurate credits for their participation in the CREF program.

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

Project Status: Pepco has failed to provide all data needed to be accurately audited to establish the total CREF credits
that should be credited back to subscribers. Commissioner Beverly sent an inquiry to DDOE requesting their opinion on
a resolution for this matter. DCG responded on behalf of DDOE, who conducted an separate audit to determine the
errors in Pepco’s reporting. DCG stated views on how Pepco should calculate the error rate charged to customers and
how those miscalculated rates should be credited back. OPC is the joint petitioner in this case with DCG. At this time,
OPC does not have any views that differ from what DCG has proposed, so no response from OPC has been filed.

6.3 Net Energy Metering Petition
Project Description: To protect DC consumers by advocating for 1. A comprehensive set of rules for the interconnection
of individual solar arrays on homes. 2. Ensuring consumers pay a fair rate for interconnection.

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

Project Status: There is no Commission action at this time.

6.4 Citywide Climate Change Conference
Related Activity Name: OPC Consumer Advocacy

Project Description: OPC will develop and host a citywide climate change and environmental justice advocacy workshop
for DC youth to empower them to advocate for, organize their communities, and engage government regulators and
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lawmakers in their efforts to halt or mitigate climate change with a focus on the environmental justice, socio-economic and
racial equity implications of environmental policies and actions.

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

Project Status: The adopt-a-school program is scheduled to have its first session the first week in November. The
planning committee and curriculum have been developed. The staff participating in the sessions have all been approved
to present at Anacostia High School.

6.5 Quarterly Consumer Financial Meetings
Related Activity Name: Enhancing Agency Operational Efficiency

Project Description: CSD will hold quarterly Consumer Financial Meetings/Discussions with Social Services Agencies,
Non-profit Organizations, and Public Utilities to assist consumers in learning about how to read their utility bills and
manage their finances

Start Date: October 1, 2024
Date Completed: September 17, 2025
Current Project Phase: Completed

Project Status: -OPC completed the ANC and DC Federation meeting which consisted of the newly appointed
commissioner for each ward. Which was held on 3/20/25. OPC also held the Social Services Submit This event took place
on 3/27/25.
-CSD held their Q3 Social Services Discussion on June 23, 2025.
-CSD held their Q4 Social Services Discussion on September 17, 2025.
-As an agency we have created an extensive planning process to ensure all areas are covered in this event pertaining to
the education, legislative updates, and assistance option.
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