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1 INTRODUCTION

This document is the Fiscal Year 2027 Performance Plan for the The Department of Licensing and Consumer
Protection.

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 “Number of public art
performs. These measures can describe the inputs (e.g., projects 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
standards, specifications, resident needs, or resident issued that were
expectations. These measures can directly describe the appealed”

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
perform its work and the speed with which that work was processed within 10
performed. Efficiency measures can assess the unit cost to business days”

deliver a product or service, but typically these measures
assess describe completion rates, processing times, and
backlog.
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(continued)

Measure Type Measure Description Example
Outcome Outcome measures assess the results or impact of an “Percent of families
agency’s work. These measures describe the intended returning to
ultimate benefits associated with a program or service. homelessness within 6-
12 months”
Context Context measures describe the circumstances or “Recidivism rate for
environment that the agency operates in. These measures 18-24 year-olds”

are typically outside of the agency’s direct control.

District-wide Indicators ~ District-wide indicators describe demographic, economic, “Area median income”
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 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 THEDEPARTMENT OF LICENSING AND CONSUMER PROTECTION OVERVIEW

Mission: The mission of the Department of Licensing and Consumer Protection (DLCP) is to protect the economic
interests of residents, businesses, and visitors in the District of Columbia by licensing, regulating businesses,
investigating and enforcing the Consumer Protection Procedures Act.

Summary of Services: DLCP is responsible for regulating business activity in the District of Columbia. The agency
protects consumers, issues business and professional licenses, registers corporations, inspects weighing and
measuring devices used for monetary profit, and issues special events permits.

Objectives:

1. Enhance Business Development with Efficient Processes
2. Protect Consumers Through Investigation and Enforcement

3. Efficient, Transparent, and Responsive Government
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3 PROPOSED OBJECTIVES

3.1 ENHANCE BUSINESS DEVELOPMENT WITH EFFICIENT PROCESSES

Provide timely and efficient processes to promote and improve the progression and business development in the

District of Columbia.

Measure
Type

Measure

Directionality FY2024

FY2025

FY2026
Target

FY2027
Target

Outcome

Efficiency

Efficiency

Efficiency

Efficiency

Efficiency

Efficiency

Percent of Basic Business
License, Corporation, and
Occupational and Professional
Licensing transactions that are
conducted online

Percent of business license
renewal applications approved
within one (1) business day from
the date of submission of a
complete application.

Percent of corporate
registrations processed online,
meeting the customer’s request
for expedited service of one (1)
or three (3) business days

Percent of new occupational
and professional license
applications reviewed within
three (3) business days from
the date of submission of a
complete application

Percent of new online business
license applications approved
within one (1) business day from
the date of submission of a
complete application

Percent of occupational and
professional license renewal
applications reviewed within
three (3) business days from
the date of submission of a
complete application

Percent of occupational and
professional license transfer
applications reviewed within
three (3) business days from
the date of submission of a
complete application

Up is Better

Up is Better

Up is Better

Up is Better

Up is Better

Up is Better

Up is Better

95.98%

98.79%

91.84%

83.19%

82.21%

New in
2025

New in
2025

95.69%

98.6%

92%

77.46%

91.55%

93.58%

82.29%

80%

80%

85%

60%

80%

60%

60%

80%

80%

85%

60%

80%

60%

60%
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3.2 PROTECT CONSUMERS THROUGH INVESTIGATION AND ENFORCEMENT

Protect consumers through the investigation of unfair or deceptive business practices, and the timely enforcement

of the Consumer Protection Procedures Act.

Measure Measure Directionality FY2024 FY2025 FY2026 FY2027
Type Target Target
Percent of Consumer
Efficienc Protection cases closed within Uo is Better 8708% 04.42% 859% 85%
Y 30 business days from date of P Sl e : °
complaint submission
3.3 EFFICIENT, TRANSPARENT, AND RESPONSIVE GOVERNMENT
Create and maintain a highly efficient, transparent, and responsive District government.
Measure Measure Directionality FY2024 FY2025 FY2026 FY2027
Type Target Target
Percent of agency staff who
were employed as
Management Supervisory
Service (MSS) employees prior
Outcome to 4/1 of the fiscal year that had  Up is Better 80% 70.83% TargeF not Targe!: not
. . required required
completed an Advancing Racial
Equity (AE204) training
facilitated by ORE within the
past two years
Outcome Dt.erct.ent of §mp|oyees that are Up is Better S 476% S0.52% Targe.t not Targe!: not
District residents required required
Percent of new hires that are . Target not Target not
Outcome District residents (Peoplesoft) Upis Better 44-44% S required required
Percent of new hires that are
current District residents and
received a high school diploma
from a DCPS or a District . Target not Target not
Outcome Public Charter School, or Up is Better 38.78% 64.29% required required
received an equivalent
credential from the District of
Columbia (eRecruit)
Percent of required contractor
evaluations submitted to the . Target not Target not
B 679 0,
Outcome Office of Contracting and Up is Better ez 20% required required
Procurement on time
Percent of Customer
Relationship Management
Efficiency (CRM) cases that are resolved Up is Better 99.81% 99.62% 85% 85%

within three (3) business days
from date of receipt by the
agency
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4 PROPOSED ACTIVITIES

4.1 ENFORCEMENT UNIT, CONSUMER PROTECTION, SPECIAL EVENTS AND YENDING ENFORCEMENT

Responsible for processing all civil Infractions with the Office of Administrative Hearings, collecting fines, and
taking other appropriate actions. Pursues business that try to exploit District residents financially and conducts
investigations of unlicensed business activity. Ensures regulatory compliance for special events and vending from
public space such as goods and services sold from street vendors. This includes Program Codes (3001, 3002,
3003).

Measure Measure Directionality FY2024 FY2025 FY2026 FY2027
Type Target Target

Number of Consumer
Quantity Protection Investigations Neutral 2,340 3,461
conducted

Target not Target not
required required

4.2 BUDGET OPERATIONS, ACCOUNTING OPERATIONS, ACFO OPERATIONS

Responsible for providing 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. This includes Program Codes (110F, 120F, 130F).

No Related Measures

4.3 BUSINESS LICENSING AND REGISTRATION AND RENEWAL, BUSINESS SERVICE CENTER, CORPO-
RATION DIVISION, OCCUPATIONAL AND PROFESSIONAL LICENSING, WEIGHTS AND MEASURES

Responsible for the review, issuance, and renewal of business, occupational and professional licenses within the
District. Additional programmatic areas include the Corporations, Business Service Center, Weights and Measures
registrations, and Special Events and Vending. This includes Program Codes (7000, 2065, 2070, 2075, 2080, 2090,
2095, 7085).

Measure Measure Directionality FY2024 FY2025 FY2026 FY2027
Type Target Target

Number of applications Target not Target not

Quantity submitted for new business Up is Better 13,773 12,208 . .
. required required
licenses

Quantity Numbf—:‘r of business Neutral 1,606 1373 Targe.t not Targe!: not
compliance surveys conducted required required

Quantity Number of business licenses Up is Better 34268 20,644 Targe.t not Targef: not
issued required required

Quantity Number of business licenses Up is Better 21534 18723 TargeF not Targe!: not
renewed required required

Quantity Nur.nber of corporate entities Up is Better 20762 21249 Targe.t not Targe!: not
registered required required
Number of customers serviced Tareet not Tareet not

Quantity by the Small Business Resource  Up is Better 3,355 3,102 & 8

required required

Center (SBRC)
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(continued)

Measure Measure Directionality FY2024 FY2025 FY2026 FY2027
Type Target Target
Quantity Number of elevator certificates Up is Better 1526 1,488 Targe.t not Targe!: not
issued required required
Quantity l\.lmeber c?f other corporate Up is Better 85,487 83797 Targe.t not Targe?: not
filings registered required required
Quantity Number'of professional Up is Better e s TargeF not Targe.t not
licenses issued required required
Quantity Number of professional Up is Better 32,457 28,302 Targe.t not Targe!: not
licenses renewed required required
Quantity Number of Short.—Term Rental Up is Better 1814 1086 TargeF not Targe!: not
licenses applications approved required required
Quantity Number of special events Up is Better 80 - TargeF not Targe.t not
issued required required
Quantity Numbe.r of we|.g|'1|ng and Up is Better 14,697 087 Targe.t not Targef: not
measuring devices approved required required

4.4 PERSONNEL, TRAINING AND EMPLOYEE DEVELOPMENT, PROPERTY MANAGEMENT, INFORMA-
TION TECHNOLOGY, RISK MANAGEMENT, LEGAL, FLEET SERVICES, COMMUNICATIONS, CUS-

TOMER SERVICE, PERFORMANCE MANAGEMENT, INTERNAL AUDIT

Responsible for providing administrative support and the required tools to achieve operational and programmatic
results. This includes Program Codes (1010, 1015, 1030, 1040, 1055, 1060, 1070, 1080, 1085, 1090, 1095).

No Related Measures
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