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1 Introduction

This document is the Fiscal Year 2027 Performance Plan for the Department of Human Services.

This Performance Plan is the first of two agency performance documents published each year. The Performance
Plan is published twice annually – preliminarily when the Mayor’s budget proposal is delivered, and again at the
start of the fiscal year when budget decisions have been finalized. A companion document, the Performance
Accountability Report (PAR), is published annually in January following the end of the fiscal year. Each PAR
assesses agency performance relative to its annual Performance Plan.

Performance Plan Structure: Performance plans are composed 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 answer broad questions about an agency’s overall performance or the performance of
an organizational unit, a program or service, or the implementation of a major project. 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”
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(continued)

Measure Type Measure Description Example

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”

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 the
subsequent Performance Accountability Report.

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 provide meaningful and equitable services,
supports, and access to resources for District residents to realize their goals.

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 Proposed Objectives

3.1 High quality services

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

Measure
Type Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

Outcome

Number of New Education or
Training Placements per 1,000
TANF Work-eligible Customers
(Monthly Average)

Up is Better 10.9 35.7 10 10

Outcome

Number of New Employment
Placements per 1,000 TANF
Work-eligible Customers
(Monthly Average)

Up is Better 2.7 10.3 18 18

Outcome

Percent of TANF Employment
Program Participants Who
Participated in Eligible
Activities

Up is Better 22% 15% 25% 25%

Outcome

Percent of teen parents
receiving services from the
Teen Parent Assessment
Program (TPAP) who do not
have additional pregnancies

Up is Better 100% 88% 85% 85%

Outcome

Percent of teen parents who
met the educational
component of their Individual
Responsibility Plan (IRP)

Up is Better 88% 81% 75% 75%

Outcome

Percent of youth who
completed Youth Services
Division programs who showed
improved functioning at
closure as indicated by decline
in their Child and Adolescent
Functional Assessment Scale
(CAFAS) scores

Up is Better 87% 89.25% 85% 85%

Outcome

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

Up is Better 55% 64.5% 60% 60%

Outcome

Percent of youth who
completed Youth Services
Division programs without
juvenile justice involvement
while they were in the program

Up is Better 96% 96.5% 85% 85%
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3.2 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.

Measure
Type Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

Outcome
Percent of Newly Employed
Customers Earning a DC Living
Wage

Up is Better 80% 86% 35% 35%

3.3 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 Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

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

Neutral 130 days 128.5 days
Target not
required

Target not
required

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

Neutral 279 days 256.25 days
Target not
required

Target not
required

Outcome
Number of Individuals
becoming homeless for the first
time

Neutral 3,485 4,876
Target not
required

Target not
required

Outcome
Number of Families becoming
homeless for the first time

Neutral 644 660
Target not
required

Target not
required

Outcome

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

Neutral 11,457 1,023
Target not
required

Target not
required

Outcome

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

Up is Better 45 73 36 36

Outcome
Number of youth who exited
the youth homelessness system
to permanent, stable housing

Up is Better 233 73 48 48

Outcome
Percent of families returning to
homelessness within 6- 12
months

Neutral 3.8% 3.9%
Target not
required

Target not
required
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(continued)

Measure
Type Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

Outcome
Percent of individuals returning
to homelessness within 6- 12
months

Neutral 2.6% 3.3%
Target not
required

Target not
required

3.4 Anti-racist and high performing organization

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

No Related Measures

3.5 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.

Measure
Type Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

Outcome
Call Center: Average Wait
Time (Minutes)

Down is
Better

6 min 18.5 min 12 min 12 min

Outcome

SNAP Application Timely
Processing Rate (applications
processed within 7 days for
e-SNAP and 30 days for
regular SNAP)

Up is Better 95% 95.5% 95% 95%

Outcome SNAP Payment Error Rate
Down is
Better

17.38%
Data is
pending

10% 10%

3.6 Efficient, Transparent, and Responsive Government

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

Measure
Type Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

Outcome

Percent of agency staff who
were employed as
Management Supervisory
Service (MSS) employees prior
to 4/1 of the fiscal year that had
completed an Advancing Racial
Equity (AE204) training
facilitated by ORE within the
past two years

Up is Better 74.59% 75.21%
Target not
required

Target not
required
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(continued)

Measure
Type Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

Outcome
Percent of employees that are
District residents

Up is Better 50.34% 51.37%
Target not
required

Target not
required

Outcome
Percent of new hires that are
District residents (Peoplesoft)

Up is Better 66.04% 60%
Target not
required

Target not
required

Outcome

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)

Up is Better 36.51% 27.27%
Target not
required

Target not
required

Outcome

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

Up is Better 53.16% 70.21%
Target not
required

Target not
required
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4 Proposed Activities

4.1 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 Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

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

Neutral 49 183
Target not
required

Target not
required

Outcome

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

Neutral 53 78
Target not
required

Target not
required

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

Neutral 431 1,111
Target not
required

Target not
required

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

Neutral 61 194
Target not
required

Target not
required

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

Neutral 325 793
Target not
required

Target not
required

4.2 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 Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

Outcome
Average monthly housing
placements (Individuals
experiencing homelessness)

Up is Better 46 38.25
Target not
required

Target not
required

Outcome
Average monthly housing
placements (Veterans)

Up is Better 17 15
Target not
required

Target not
required
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(continued)

Measure
Type Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

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

Down is
Better

209 199
Target not
required

Target not
required

Outcome

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

Down is
Better

1,386 1,482
Target not
required

Target not
required

Outcome
Number of individuals
experiencing homelessness
(annual)

Down is
Better

8,768 8,818
Target not
required

Target not
required

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

Down is
Better

3,960 3,782
Target not
required

Target not
required

4.3 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 Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

Outcome
Average monthly census in
family shelter

Down is
Better

250 220.5
Target not
required

Target not
required

Outcome
Number of family households
experiencing homelessness
(annual)

Down is
Better

1,431 1,308
Target not
required

Target not
required

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

Down is
Better

539 440
Target not
required

Target not
required

Outcome
Number of housing placements
annually (family households)

Up is Better 911 780
Target not
required

Target not
required

4.4 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 Related Measures

4.5 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
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(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 Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

Quantity

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

Neutral 55,555 36,263.67
Target not
required

Target not
required

Quantity

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

Neutral 23,001 26,290
Target not
required

Target not
required

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

Neutral 291,376 273,765.75
Target not
required

Target not
required

Quantity
Medical Assistance: Number of
Medicaid Applications

Neutral
No data
available

5,376
Target not
required

Target not
required

Quantity
Medical Assistance: Number of
Medicaid Applications that are
Approved

Neutral
No data
available

1,200
Target not
required

Target not
required

Quantity
SNAP: Average SNAP
Caseload (Per Month)

Neutral 83,717 86,521
Target not
required

Target not
required

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

Neutral 6,616 7,084
Target not
required

Target not
required

Quantity

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

Neutral 3,469 2,685.75
Target not
required

Target not
required

Quantity
SNAP: Number of SNAP
Applications (Monthly Average)

Neutral 4,299 3,788.5
Target not
required

Target not
required

4.6 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 Related Measures
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4.7 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 Measure Directionality FY2024 FY2025 FY2026

Target
FY2027
Target

Outcome
Average Number of Families
Entering TANF (Per Month)

Neutral 362 379.75
Target not
required

Target not
required

Outcome
Average Number of Families
Exiting TANF (Per Month)

Neutral 552 393.5
Target not
required

Target not
required

Quantity
Average TANF Caseload (Per
Month)

Neutral 13,694 15,000.5
Target not
required

Target not
required

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

Neutral 797 899.5
Target not
required

Target not
required

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

Neutral 12,354 13,690.5
Target not
required

Target not
required

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

Neutral 25,112 27,477.5
Target not
required

Target not
required

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

Neutral 10,501 11,637
Target not
required

Target not
required
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