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1 INTRODUCTION

This document is the Fiscal Year 2027 Performance Plan for the Office of the People’s Counsel.

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.

Page 3 /8



(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.

Page 4 /8



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 PROPOSED OBJECTIVES

3.1 PROVIDE CONSUMEREDUCATION, OUTREACH AND TECHNICAL ASSISTANCE TO DISTRICT RATEPAY-
ERS AND CONSUMERS ON MATTERS RELATING TO NATURAL GAS, ELECTRIC, TELEPHONE AND
WATER 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 Measure Directionality FY2024 FY2025 FY2026 FY2027
Type Target Target

Number of outreach events or
communications REQUESTED
by outside entities based on
consumer complaint data

Quantity Up is Better 18 183 10 10

3.2 ENSUREEFFECTIVE ADVOCACY ON BEHALF OF CONSUMERS AND RATEPAYERS OF NATURAL GAS,
ELECTRIC, TELEPHONE AND WATER 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 Measure Directionality FY2024 FY2025 FY2026 FY2027
Type Target Target

Percent of cases closed that

Up is Bett % % % L7
were open 90 days or less p s better 75% 55% 75% U

Outcome

3.3 ENHANCE AGENCY OPERATIONAL EFFICIENCY TO IMPROVE AGENCY EFFICIENCY AND PRO-
DUCTIVITY, 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 Related Measures

3.4 EFFICIENT, TRANSPARENT, AND RESPONSIVE GOVERNMENT
Create and maintain a highly efficient, transparent, and responsive District government.

No Related Measures
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4 PROPOSED ACTIVITIES

4.1 OPC CONSUMER ADVOCACY

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

Measure Measure Directionality FY2024 FY2025 FY2026 FY2027
Type Target Target

Number of cases litigated

Quantity before a DC Water Hearing Neutral 3 4 Targe.t not Targe!: not
Officer required required

Number of cases litigated
before the Public Services
Commission, Federal Energy Target not Target not

Quantity required required

Regulatory Commission, Neutral 63 68

Federal Communications
Commission and PJM

4.2 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 Measure Directionality FY2024 FY2025 FY2026 FY2027
Type Target Target

Number of consumer outreach
Outcome MEETINGS for Consumer Up is Better 199 203 200 200
Services Division (CSD)

Number of consumer outreach
Outcome MEETINGS for Water Services  Up is Better 93 81 100 100
Division (WSD)
Number of OTHER consumer
outreach meetings (SOLAR, Neutral New in New in New in Target not

EXTERNAL AFFAIRS, TECH 2026 2026 2026 required
SERVICES DIVISION)

Quantity

4.3 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.
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No Related Measures

4.4 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 Measure Directionality FY2024 FY2025 FY2026 FY2027
Type Target Target

Number of consumer
COMPLAINTS received
Quantity regarding electric, gas, or Up is Better 3,479 4,324 3,250 3,250
telephone services (CSD
CASES)

Number of consumer

COMPLAINTS received

Quantity regarding water services (WSD Up is Better 1019 774 900 900
CASES)
Number of general consumer

Quantity inquiries regarding, programs, Up is Better 5,065 6,087 4,200 4,200
assistance or services

Quantity Number of NEP/LEP persons Up is Better 5324 202 Target not Target not

served by the agency required required
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