
Office of the People’s Counsel
FY 2025 Performance Plan

November 26, 2024



Contents

Contents 2

1 Introduction 3

2 Office of the People’s Counsel Overview 5

3 Objectives 6
3.1 Provide consumer education, outreach and technical assistance toDistrict ratepayers and consumers

on matters relating to natural gas, electric, telephone and water services. . . . . . . . . . . . . . . . . 6
3.2 Ensure effective advocacy on behalf of consumers and ratepayers of natural gas, electric, telephone

and water services in the District. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 6
3.3 Enhance agency operational efficiency to improve agency efficiency and productivity, service delivery

and cost reduction. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 6
3.4 Efficient, Transparent, and Responsive Government . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 6

4 Activities 8
4.1 Enhancing Agency Operational Efficiency . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 8
4.2 Daily Consumer Education Activities . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 8
4.3 Consumer assistance . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 8
4.4 OPC Consumer Advocacy . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 9

5 Projects 10
5.1 Washington Gas Rate Case . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 10
5.2 Community Renewable Energy Facilities (CREF) Investigation . . . . . . . . . . . . . . . . . . . . . . . 10
5.3 Net Energy Metering Petition . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 10
5.4 Citywide Climate Change Conference . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 10
5.5 Quarterly Consumer Financial Meetings . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 10

Page 2 / 10



1 Introduction

This document presents the Fiscal Year 2025 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 in March 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 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 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 throughout the Performance Plan, as they may be
measuring an objective, an administrative structure, an activity, or be related to the agency performance as a whole.

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”
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(continued)

Measure Type Measure Description Example

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”

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”

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. For example, newly added
measures do not require targets for the first year, as agencies determine a data-informed benchmark. Additionally,
change in some quantity or context measures and District-wide indicators may not indicate better or worse
performance, but are “neutral” measures of demand or input, or are 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 “Office”) is to advocate for the provision of
safe and reliable quality utility service and equitable treatment at rates that are just, reasonable, and
nondiscriminatory.

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

Activities:

1. Enhancing Agency Operational Efficiency

2. Daily Consumer Education Activities

3. Consumer assistance

4. OPC Consumer Advocacy
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3 Objectives

3.1 Provide consumer education, outreachand technical assistance to
District ratepayers and consumers on matters relating to natural
gas, electric, telephone andwater services.

Related Measures Measure
Type

Directionality FY2023 FY2024 FY2025
Target

Number of consumer outreach
meetings

Efficiency Up is Better 1,564 1,171 800

Number of outreach events or
communications based on
consumer complaint data

Quantity Up is Better New in
2024

118 100

3.2 Ensure effective advocacy on behalf of consumers and ratepayers
of natural gas, electric, telephone and water services in the Dis-
trict.

Related Measures Measure
Type

Directionality FY2023 FY2024 FY2025
Target

Percent of cases closed that
were open 90 days or less

Outcome Up is Better New in
2024

72.29% 75%

3.3 Enhanceagencyoperationalefficiencyto improveagencyefficiency
and productivity, service delivery and cost reduction.

No Related Measures

3.4 Efficient, Transparent, and Responsive Government
Create and maintain a highly efficient, transparent, and responsive District government.
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Related Measures Measure
Type

Directionality FY2023 FY2024 FY2025
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 NA 40% 100%

Percent of employees that are
District residents

Outcome Up is Better 48.89% 49.02% *

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

Outcome Up is Better N/A 0% *

Percent of new hires that are
District residents

Outcome Up is Better 55.56% 50% *

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

Outcome Up is Better No
incidents

No
incidents

*

*Specific targets are not set for this measure
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4 Activities

4.1 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

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.

Related Measures Measure
Type

Directionality FY2023 FY2024 FY2025
Target

Number of consumer outreach
meetings for Consumer
Services Division (CSD)

Quantity Neutral 165 199 *

Number of consumer outreach
meetings for Water Services
Division (WSD)

Quantity Neutral 56 93 *

*Specific targets are not set for this measure

4.3 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.

Related Measures Measure
Type

Directionality FY2023 FY2024 FY2025
Target

Number of consumer
complaints received regarding
electric, gas, or telephone
services

Quantity Neutral 2,961 3,479 *

Number of consumer
complaints received regarding
water services

Quantity Neutral 1,172 1,017 *
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(continued)

Related Measures Measure
Type

Directionality FY2023 FY2024 FY2025
Target

Number of general consumer
inquiries regarding, programs,
assistance or services

Quantity Neutral 4,163 209 *

Number of NEP/LEP persons
served by the agency

Quantity Up is Better 1,802 91 *

*Specific targets are not set for this measure

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

Related Measures Measure
Type

Directionality FY2023 FY2024 FY2025
Target

Number of cases litigated
before a DC Water Hearing
Officer

Quantity Neutral 3 3 *

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

Quantity Neutral 58 63 *

*Specific targets are not set for this measure
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5 Projects

5.1 Washington Gas Rate Case
Proposed Completion Date: September 30, 2025

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.

5.2 Community Renewable Energy Facilities (CREF) Investigation
Proposed Completion Date: September 30, 2025

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.

5.3 Net Energy Metering Petition
Proposed Completion Date: September 30, 2025

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.

5.4 Citywide Climate Change Conference
Proposed Completion Date: February 05, 2026

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 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.

5.5 Quarterly Consumer Financial Meetings
Proposed Completion Date: December 19, 2025

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
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