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PERFORMANCE MANAGEMENT IN THE DIS-
TRICT OF COLUMBIA: A PROGRESS REPORT

TUESDAY, MAY 9, 2000

U.S. SENATE,
OVERSIGHT OF GOVERNMENT MANAGEMENT, RESTRUCTURING,
AND THE DISTRICT OF COLUMBIA SUBCOMMITTEE,
OF THE COMMITTEE ON GOVERNMENTAL AFFAIRS,
Washington, DC.

The Subcommittee met, pursuant to notice, at 9:40 a.m., in room
SD-342, Dirksen Senate Office Building, Hon. George V. Voinovich,
Chairman of the Subcommittee, presiding.

Present: Senators Voinovich and Durbin.

OPENING STATEMENT OF SENATOR VOINOVICH

Senator VOINOVICH. The hearing will come to order.

We have a very busy witness with us here this morning. Mayor,
we are very happy to have you come back and visit with us, and
Ms. Norton, we are glad to have you here with us. Welcome.

Today the Subcommittee on Oversight of Government Manage-
ment, Restructuring, and the District of Columbia meets to discuss
performance management in the District of Columbia.

First of all, I would like to congratulate the Mayor on some of
his accomplishments. One of them that we worked together on was
the District of Columbia College Tuition Assistance Act, and I un-
derstand, Mayor, that has now been expanded so that D.C. grad-
uates who aspire can attend universities nationwide, exercising one
of the options that you had in the legislation in terms of whether
there were enough openings at the University of Maryland and at
the University of Virginia, and apparently there were not, so it is
now open around the country.

We are pleased that we were able to work with you on that ini-
tiative, and I was also pleased that the private sector stepped to
the table to be supportive, and they are well on their way to raising
$30 million for a scholarship fund, so that now the residents of the
District have the same opportunities as if they were to live in one
of our States, and the added benefit, of course, with the scholarship
program.

Mayor, you have also engaged the private sector in a broader dis-
cussion of how public-private partnerships can help transform the
District into that “shining city on the hill,” and I want to congratu-
late you on this initiative and again pledge to you publicly that I
am willing to help in any way, and if the business community
focuses in on some things that they think they would like to accom-
plish, I would be more than happy to try to help you market it na-
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tionwide so that you can get more than just the folks who live in
and do business in the District.

Mayor WILLIAMS. That is great.

Senator VOINOVICH. This Subcommittee and Congress as a whole
remain committed to fulfilling our responsibility to exercise over-
sight over governance in our capital city. Congress is responsible
for approving the spending of $1.9 billion in Federal funds in the
District of Columbia, and it is our job to ensure that this money
is spent efficiently and to maximize benefits to D.C. residents.

Just for the record, I asked my staff how much money the Dis-
trict receives from the Federal Government, and it is $1.9 billion,
but it is understood that $1.5 billion in Federal funds is to admin-
ister various Federal grants provided to State, county and local
governments. So those are the kinds of dollars that you would get
just ordinarily because you are performing the functions that coun-
ties, States and municipalities would around the country. Then,
there is an extra $435 million in special Federal payments to the
District of Columbia in regard to court operations, court services,
and offender supervision; and of course, the $17 million in the D.C.
College Access Program.

That gives everyone an idea of just how much money and where
it is coming from, and it should explain why Congress is interested
in reviewing what the District is doing.

In that regard, 1 year ago, this Subcommittee invited Control
Board Chair Rivlin and Council Chair Cropp and you, Mayor Wil-
liams, to share your thoughts on how the District could improve its
performance-based management. As I think about it, that was pret-
ty early on in your term. You were a new Mayor coming in, so you
were still getting your feet wet—and I suspect you probably still
think you are getting your feet wet. It took me about 5 years.

We have invited the Mayor to meet with us again today to report
on the District’s progress since last year. The Mayor has unveiled
some promising proposals at our last meeting, from the short-term
action items, to the D.C. Scorecard, to the polling of District resi-
dents in order to determine their highest priorities for the city ad-
ministration.

I look forward to hearing Mayor Williams’ progress report on
achieving these goals. There is no question that the Mayor has de-
voted considerable time over the past year to determining what the
goals should be for the District by holding neighborhood forums,
compiling the results into comprehensive management strategies
and then establishing goals for the District Government agencies.

On April 20 of this year, the Mayor released the first official set
of Scorecards for the city government. These Scorecards encap-
sulate the top priorities for each deputy mayor and agency head
into simple checklists. They are easy for the public to understand
and are useful, too, for holding government executives accountable
for their results.

I am somewhat concerned, however, that the District may not be
as far along as it should be in terms of establishing performance
expectations. The General Accounting Office released a report last
month that raised some valid concerns about performance manage-
ment in the District, reporting that the city was not able to fully
comply with any aspect of the District of Columbia Financial Re-
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sponsibility and Management Assistance Act of 1994. That law re-
quires annual performance plans which establish goals for the next
year and annual performance reports which evaluate the progress
made in meeting the previous year’s goals.

According to GAO, the Mayor’s performance report does not con-
tain the required information for any of the 542 agency goals iden-
tified in the accountability plan. The report also does not describe
as required the status of the court orders pertaining to the 12 civil
actions concerning activities of the District during FY 99, nor does
it identify who is responsible for seeing that a particular goal is
met.

The District’s failure to report on the goals set in the FY 99 per-
formance accountability plan, Mayor, was of great concern to me.
However, my staff tells me that these goals were set by the Control
Board, not by the Mayor, and that the Mayor is starting fresh with
his own goals for his administration. I understand that expla-
nation, but I hope that next year, we can expect to see the Dis-
trict’s performance accountability plan in full compliance with the
Federal law.

I am also concerned about the status of the District’s most recent
performance accountability measures as included in this year’s
budget request sent to the Council earlier this year. A majority of
the measures had targets that were left to be determined or had
the exact performance goals of last year. On the other hand, I sus-
pect, Mayor, that year after year, you may have the same perform-
ance goals, because it is going to take that long to reach some of
them; they are very ambitious.

Finally, with the performance accountability plans, the D.C.
Scorecards, and other performance monitors like the Neighborhood
Action Plan, I am concerned that the city lacks one comprehensive
plan for holding the agency heads accountable. While all the ingre-
dients seem to be present at this point, they appear to be spread
throughout numerous performance plans.

While I applaud the important steps the Mayor has taken to this
point, I believe that more remains to be done to produce a coher-
ent, easily understood performance plan, and I look forward to
learning about your strategy, Mayor, to meet these challenges.

I appreciate your being here today to report on the District’s
progress and management reform.

When Senator Durbin arrives, I will yield some time to him to
make an opening statement.

Mayor, again, we are glad to have you here. I appreciate the good
relationship that we have and the telephone calls and the occa-
sional meetings.

Please proceed.

TESTIMONY OF HON. ANTHONY A. WILLIAMS,! MAYOR,
DISTRICT OF COLUMBIA

Mayor WILLIAMS. Thank you, Senator, and thank you for your in-
terest in and support for our city, and particularly for your commit-
ment to work with us in broadening our public-private partner-
ships to include the private sector all over our country, because we

1The prepared statement of Mayor Williams appears in the Appendix on page 19.
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are our Nation’s Capital, and we think that businesses all over this
country should have a sense of responsibility and ownership and
commitment to what happens in our city, and we certainly welcome
that, and I want to thank you and Senator Durbin when he gets
here, our congresswoman, Congresswoman Norton, who has joined
me, for the opportunity to testify on what we are doing in perform-
ance management in the District.

In the last 15 months of my administration, the District Govern-
ment has made great strides in instituting a performance manage-
ment system that I believe does introduce accountability for each
and every agency, for every employee and, as we get into this more
extensively, I hope that for our business community, our faith com-
munity and our nonprofits, in order to really transform the way we
do business, making us more responsive to our citizens.

I believe the approach that we have taken, while it leaves much
to be done, and I would readily agree with that, has shown prom-
ising results in our first year, and we are going to continue to drive
change using this system.

When we took office, we found the challenges that we inherited
were quite daunting. For one, accountability for the District work-
force was rare, if nonexistent. We had a deeply-entrenched culture
resistant to change. There was an infrastructure decimated by de-
ferred maintenance and disinvestment; and technology needs that
were grossly inadequate.

I would argue that a year has made a dent in many of these
things, but it has made only a dent.

My first priority to get started was to restore faith in government
by demonstrating rapid, visible improvements in basic services, so
I challenged my cabinet to set an aggressive short-term action
agenda. We set concrete objectives with measurable deadlines rang-
ing from a month to no more than a year, and I am proud to report
that we completed 90 percent of them during 1999.

However, short-term initiatives are only a down payment. To me,
they were there only to build that initial trust and confidence in
the government, to give us a little momentum, but ultimately, the
challenges facing our city are significantly greater, and we recog-
nize that.

I would like to simply submit for the record the full list of the
initiatives, but I want to highlight a few of them and describe how
we are building on these short-term successes.!

For example, we restructured electrical and building permit proc-
esses, eliminating a several-months-long backlog of electrical per-
mits by February and completing 80 percent of complex building
reviews within 30 days through 1999. Today, 80 percent of elec-
trical permits are issued within 48 hours, and 95 percent of com-
plex building plans are reviewed within 30 days, which is a signifi-
cant improvement over the past.

We established a single phone number for residents to call for in-
formation and service requests with the launch of the Citywide
Call Center, 727-1000, in April 1999. Today we average more than
2,000 phone calls per day, and we can track data on frequently-re-
quested services and how long it takes to resolve them. We are

1 Attachment I referred to appears in the Appendix on page 24.
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building a database where our citizens get a case number, and we
hope that in the future—and we are building this process now—we
will be able to actually track where their response is somewhere in
the agencies as we are responding.

There is a lot of work to be done. We have gone from a system
where people rarely answer the phone and were impolite to where
people now answer the phone, are polite, do not always know what
we are talking about, but they are polite, and I think that is
progress.

Welcome, Senator Durbin. I am happy to stop if the Senator
wants to make a statement.

Senator DURBIN. No. Please continue.

Mayor WiLLIAMS. We targeted open-air drug markets in six com-
munities, and arrests increased through stepped-up enforcement.
Now the police department is closely tracking drug activity statis-
tics to document how this short-term action will show reductions
in drug activity over time. This initiative has evolved into the Cap-
ital Communities Program, a comprehensive strategy to focus a
broad spectrum of resources on distressed communities. In some of
these Capital Communities Programs, we have seen some indica-
tors of crime go down by more than 50 percent.

So on the basis of our building this initial confidence in the gov-
ernment with the short-term goals, we decided to do something a
little untraditional. We decided that in order to build a comprehen-
sive performance management system in the government, we need-
ed to empower citizens to set the priorities for our government. I
believe that our citizens have had 20 to 25 years of pent-up civic
pride; they love our city, and they are itching to make a difference
in our individual neighborhoods. For far too long, local government
has not been a reliable partner for our citizens. We wanted to
change that, and we started with what we are calling Neighbor-
hood Action, which I would argue is the broad umbrella that will
bring all these plans ultimately together.

At our first summit in November, more than 3,000 citizens from
all over the city answered the call and spent over 7 hours devel-
oping a plan for the city. And it was not just a chit-chat session.
We compiled these comments and used citizen priorities to put to-
gether the budget for next year. We used them to develop a city-
wide strategic plan with very specific measurable goals for each
agency of government.

The plan is organized around five broad themes that are really
common to many cities and certainly are important to our city. The
first is achieving Unity of Purpose. An example of Unity of Purpose
is building public-private partnerships. Another example is build-
ing partnerships with the faith community; making government
work—answering the phones, paving the streets, managing fiber
optic cuts; promoting economic development—bringing in commer-
cial investment; producing housing; strengthening families, chil-
dren and youth—the tragic story of what happened to Brianna is
an example of the work we need to do in strengthening families
and children; and finally, building and sustaining healthy neigh-
borhoods and public safety is a premier example of the need in that
area.
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Our detailed plan, though, is a great way to keep our govern-
ment focused and to hold agency directors accountable, but by
itself, I believe it is not going to engage our citizens. I want our
citizens to be able to see the progress we are making in achieving
their priorities, and until they have some evidence that our govern-
ment is a reliable partner, I believe they will have less incentive
to invest themselves, their own resources, their own synagogues,
churches, and nonprofits in the interests of our community.

So we have developed a set of Scorecards for myself, for my dep-
uty mayors, and for each of our agency directors, based on the citi-
zens’ goals in this plan, and they are listed on Attachment II,! enti-
tled “Going to Bat for the District,” and they are available at our
website, washingtondc.gov.

We are building a virtual e-government, and I hope citizens will
keep track of our progress this way. Every citizen can see the score
every day; they can see how it changes. And I think that this gov-
ernment in so doing will become more accountable to our public.

Now, issuing a Scorecard is similar to the strategy of last year’s
short-term action agenda in that we define the goals and inform
the public of what they are. We gave agency leadership the re-
sources and support needed to meet their goals, and we established
a system to hold them accountable at the end of the day.

I recognize that many of the goals we set for ourselves are a
stretch, but I would rather have ambitious targets and come close,
rather than meet or exceed timid, weak goals. So this year’s goals,
for example, include some real stretches. One, for example, is 2,000
new and rehabilitated housing units under construction by Decem-
ber 2000. This is well in excess of last year’s production, which is
already significant in and of itself.

Another goal is the reduction of 911 response times to 8 minutes
for 90 percent of critical medical calls for service. Right now, just
to give you a sense of context, only 42 percent of calls meet that
standard. So there is a lot of work to be done to meet that goal.

Another goal is reduced wait times at Department of Motor Vehi-
cles to 30 minutes or less for 80 percent of driver’s license and in-
spection transactions. We had declared that we were meeting a 30-
minute goal until we actually started measuring what was hap-
pening, and then we recognized that, whoops—we were really far
away from that 30-minute goal. To me, the Department of Motor
Vehicles is a great example of where these goals are meaningless,
these Scorecards are meaningless, unless there is some inde-
pendent validation, and I will talk about that in a second.

But the Scorecard is only one element of the broader perform-
ance management system we have in place for evaluation. It is a
public statement of a few commitments we are making, but it is
ntl)t the exhaustive list of everything in our Citywide Strategic
Plan.

To capitalize on short-term successes and to institute long-term
systemic changes, last spring, I instructed agency directors to de-
velop strategic plans evaluating existing practices and proposing
comprehensive improvements for their agencies. Directors were to
make tough assessments of their organizations’ strengths and

1 Attachment II referred to appears in the Appendix on page 31.
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weaknesses and competencies; question what businesses their
agencies were in and what businesses they should get out of; and
identify strategies for change.

I have set up performance contracts based on these agency plans
with my deputy mayors and agency directors so that they know ex-
actly what they are responsible for delivering, and their job secu-
rity depends on their effectiveness. These are attached in Attach-
ment III,! and an example is the DMV performance contract.
Again, this performance contract, like the Scorecard, will be related
to the Citywide Strategic Plan, which will serve as the one single,
unified plan to which you referred, Senator.

However, we are not waiting for mid-year and year-end evalua-
tions to judge agency successes. We are tracking the performance
contract commitments on an ongoing basis. And to give you a flavor
of the types of commitments and results we are seeing this year,
I can talk about DMV, which is one of our highest-profile customer
service operations.

Almost every resident has to register a car, have it inspected,
and get a driver’s license. Sherryl Hobbs Newman set an ambitious
year 2000 goal of 80 percent of license and registration transactions
within 30 minutes as new data system were revealing the extent
of the problem with average process times of 1 hour or more. The
District just announced aggressive strategies to move us toward
the target by December 2000, for example—additional personnel
and additional counter bays at the C Street main facility; we are
going to be open now on weekdays later this month until 10 p.m.,
and we are hoping that by distributing volume overall, those hours
and throughout all those bays, as well as organizing our traffic bet-
ter, we can reach this goal. Also, customer service training will be
developed and provided by USAIR, an example of a public-private
partnership. We have also received from USAIR stress manage-
ment for our employees. If you are an employee sitting at the
counter, and you are dealing with people who have been waiting
for an hour, they are not always in the best mood or temper. This
week, we will announce temporary trailers as we explore sites for
additional facilities. We are building a new satellite to the DMV,
but we are not waiting for that; we are actually going to be putting
up temporary sites to relieve the load down at C Street. And fi-
nally, we will have site designs that address parking needs of resi-
dents visiting DMV, because there is nothing more galling than to
come down to register your car and find no place to park, then you
wait too long, and when you come out, you have a $50 ticket on
your car. That does not put people in a good mood.

On the Office of Contracting and Procurement, our initial anal-
ysis of the agency’s workload there indicated that nearly half of
agency transactions were for less than $2,500, but less than one
percent of the District’s contract dollars were spent on these small
transactions. So we proposed an innovative strategy to establish
purchase cards for those small transactions. This was piloted at our
D.C. Public Library in November, and nine additional agencies will
come on line by July 2000. In addition, Contracting and Procure-
ment is working with the D.C. Public Schools to deploy purchase

1 Attachment III referred to appears in the Appendix on page 33.
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cards there as part of a broader initiative to empower D.C. Public
Schools with its own procurement authority. I also list in my testi-
mony, submitted for the record, the Department of Parks and
Recreation.

But I want to talk briefly about accountability, because with per-
formance contracts in place for directors at mission-critical agen-
cies, the D.C. Office of Personnel is rolling out a comprehensive
performance management program throughout our government in
the summer of 2000. Our agencies are developing performance
agreements for every District employee aligned to the Citywide
Strategic Plan, which again is the unified plan that we are seeking,
and all of our agencies’ goals and objectives. All of these agree-
ments will be in place by October 2000.

This is part of my goal to create a Unity of Purpose in which we
want all of our employees to understand our Citywide Strategic
Plan and accept and adopt a personal role in supporting and exe-
cuting that plan, and then incorporate the goals and objectives of
this plan in their day-to-day work.

How can we be sure that we are meeting these goals? We are not
just taking agency reports on faith. Agencies are required to pro-
vide a clear definition of each Scorecard measure, how the data is
collected, how it is calculated and reported. This approach is based
on the Office of Management and Budget’s guidelines to Federal
agencies for ensuring verifiable and valid performance data. A
great example again is the DMV where, before we had the sche-
matic system where you can actually measure waiting times, we
could tell people that we had 30-minute waiting times, and no one
really knew. Now that we have some measurement device to actu-
ally validate our information, we know that we have work to do.

On remaining work to be done, I believe that my administration
has made significant progress linking strategic planning, budget
formulation, performance expectations and evaluation, but I recog-
nize and certainly acknowledge the need to do much more. Sus-
taining progress, ensuring valid and reliable data, unifying the dif-
ferent plans, and benchmarking progress against other jurisdic-
tions are among our objectives for year 2000.

For us, “performance management” is not just a catch phrase. It
is our way to make sure that our students get the books they need;
it is our way to make sure that our senior citizens get the meals
they need; it is our way to ensure that teachers will be paid on
time, that foster families get the services they need. In short, it is
our way to show that democracy can work in the District of Colum-
{oia and that we can make our way toward the city we all know and
ove.

I thank you very much for the opportunity to testify, and I would
be happy to answer your questions.

Senator VOINOVICH. Thank you, Mayor.

Senator Durbin, we welcome you this morning. I want to publicly
acknowledge the conscientiousness of Senator Durbin. We have
been having lots of meetings, and Senator, I really appreciate that
fact that you are here.

OPENING STATEMENT OF SENATOR DURBIN
Senator DURBIN. Thanks very much, Mr. Chairman.
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I want to apologize for coming in late and also for the fact that
the full Appropriations Committee is meeting as of this moment,
and I will be asked to go there for the markup shortly. I wear two
hats, as the Ranking Democrat on both the authorizing and appro-
priating subcommittees for the District of Columbia, so I will try
to do both duties, and I thank you for your leadership.

We are fortunate to have in the room two men with mayoral ex-
perience on a Capitol Hill which is populated by a lot of people who
apparently want mayoral experience, because they try to run your
city for you, Mr. Mayor. And I am not one of them—I think you
are doing a fine job. I have seen a lot of leaders before you who
have tried, and I think you have achieved more in the 16 or so
months that you have served.

Delegate Norton, of course, fights this battle on a daily basis over
ir}ll the House of Representatives, and I salute her for her leader-
ship.

I think that your reaching out to the neighborhoods to establish
priorities—and it has been recognized nationally—is the kind of
grassroots leadership that the District of Columbia needs so the
government connects with the people who live here.

There was a big controversy last year over the proposed tax cut
that came from the City Council, and as a result of that, I asked
for quarterly reports from your administration about some key in-
dicators that I think really help us to understand whether we are
making progress in the District of Columbia. They run the gamut
from public health concerns, rat eradication, to questions about
public safety, which of course are paramount in the minds of every-
one who visits and lives in the District. But I guess the most im-
portant one in my mind was children and whether the District is
responding, both in the schools and in the city services, to the
needs of the children. This hearing is a good illustration of an ef-
fort to make sure the best management techniques are in place.

My only question to you, if I might, Mr. Chairman, before I have
to leave is whether you feel that the system that you are currently
using to measure standards starts with good baseline data. Of
course, you have to establish that before you can establish whether
or not you are making progress. How do you come up with
verifiable baseline data in terms of performance and services avail-
able to the residents of the District of Columbia?

Mayor WILLIAMS. Senator, one of the reasons why some of the re-
ports that GAO refers to, and the Senator referred to, have infor-
mation left out is not only because in some instances, we inherited
performance plans, in some instances, we do not yet have full au-
thority over parts of the government, part of the reason is because
we do not yet have the information in some of these agencies on
which to build a reliable performance program. We felt it was im-
portant to put in place those operations and processes and systems,
get the data, and then build a plan, as opposed to just putting a
plan out there for plan’s sake.

So we have made a conscious effort to begin with our agencies,
come up with an initial discussion of a Strategic Plan, then go to
our citizens and, working with our citizens, come up with a final
Strategic Plan and then build that out through our budget, build
that out through our agencies.
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We have now, for example, begun a compensation classification
system where every employee will have a sense of ownership of this
plan. And initially, 1,200 employees will be signed on.

To give you an example of agencies outside our control, we have
brought in Grace Lopes, who is our representative with the receiv-
ers in consultation with the different plaintiffs’ groups, in consulta-
tion with the different judges involved. We want to establish stand-
ards and expectations with them and then fold them into our plan.
We are trying to work with the school system to fold it in and,
piece by piece, build one unified, comprehensive whole beginning
with what we can control and then working our way out. And it
is painstaking and laborious.

Senator DURBIN. I think you are on the right track, and I am
really impressed with the job that you have done and hope to help
you in my capacity here on the Hill.

Mr. Chairman, thank you for allowing me to say a few words be-
fore I have to run off.

Mayor WiLLIAMS. Thank you, Senator. I appreciate it.

Senator VOINOVICH. Thank you, Senator.

Mayor, I would like to just focus on a couple of big areas before
we get into some of the details. Did you understand in my opening
statement what I was driving at in terms of coordinating and get-
ting all these plans organized so that it is easy to understand?

Mayor WILLIAMS. Yes.

Senator VOINOVICH. I would be interested in your comments
about how you think that can get done.

Mayor WILLIAMS. As you know, I think it was part of the Appro-
priations Act and maybe the Revitalization Act for the District,
there was a requirement analogous to GPRA that we have a per-
formance plan for the District and then a management report on
the basis of that plan.

As the report indicates—and I make no contest with it—there
were problems in that we inherited a planning structure that had
been started by the Control Board, and everyone knew that we
were going to put in place our own planning and reporting struc-
ture, and we have begun to do that.

It was also mentioned that there were many goals at lower levels
that were left out; there were some agency managers who were left
out. In the case of agency managers, because we are in the process
of working our way into the agencies, creating this Management
Supervisory Service, which I would be happy to talk about and
where in many instances there may be some changes, we want to
wait until new managers were in place who felt sponsorship of the
plan, who accepted the plan, and to put their measures in place as
opposed to again imposing these measures on someone who may
nfgthhave been part of creating them, may not have had ownership
of them.

Finally—and I think this is a big part that really isn’t referred
to in the GAO report—you have receiverships, you have the
schools, you have independent boards and commissions that are not
directly under the authority and in some instances are not at all
under the authority of the Mayor, and here, it is going to take co-
ordination and cooperation of independent entities to work toward
this unified whole.
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I am confident that we can do that, but we wanted to begin ini-
tially with agencies under our own control, because it is my vision
that we not only have receiverships involved in this, the schools in-
volved in this, the boards and commissions involved in this, but I
have taken some initial steps—and again, this is a long road—to
try to get the business community and the faith community in-
volved in this.

To give you an example of the faith community, as an initial
step, in addition to our regular Mayor’s prayer breakfast which the
city has held now for 25 years, we had a National Conference on
the Role of Faith Community and Community-Building, and we
had Reverend Floyd Flake from New York as our keynote speaker,
talking about ways in which the faith community can play a role
in family counseling, crisis intervention, support for children, and
education.

My vision is that ultimately, if you look at a performance plan
for our community, it is not just what we expect the government
to do but what all of us expect one another to do, if that makes
sense.

Senator VOINOVICH. The thing that I am really interested in, in
anticipation, a year from now is that the Neighborhood Action Plan
presents goals for each department and agency, and that is a great
idea to go out to the citizens and ask what they want, talking to
the customers—too often we do not talk to the customers, and we
decide what they want, and then we find out that it is not really
what they want—but you have that.

Then, the performance contract lays out three levels of perform-
ance—below expectations, met expectations, and exceeded expecta-
tions. And then, the performance measures in this year’s budget
proposals appear to identify the responsible manager for each goal.

I guess what I am driving at is that you have your neighborhood
goals, and you have your Scorecard, and to make sure that is all
in the same performance plan so that you do not look at the Score-
card over here and see how you are doing here, and you have your
performance plan over here—because in so many instances, it is
the same stuff. I just think that from a measurement and account-
ability point of view, if you have it in one document——

Mayor WiLLIAMS. Right—and we could go into great detail on
this in September. But we could start with a citywide plan that is
a combination of what we are hearing from our agencies and from
our citizens, and there would be a set of stated goals. Then, from
those goals would come the measures that we are using to put into
performance contracts with the agencies. From those same goals
would come the measures that go into the budget, which really
serves as the performance plan for the District for purposes of this
act. We would like to see the timing change so that when we sub-
mit the performance plan, we are also submitting the budget, be-
cause they really should go together, as you know, and we want
them to go together.

From these same goals would come not only the budget and
these performance contracts, but would come the Scorecard, and
these would be the measures that we are testing in terms of this
evaluation.

So I really see all of it as being connected.



12

Senator VOINOVICH. That does provide a problem, because if I am
not mistaken, I think the law says that the performance plan is
due on March 1. I know that you have decided that you want to
wait until the budget—do you want to go into that? Because we
have had some people look at that, and they have come back, and
they really do not feel it is necessary that the performance plan
and the budget have to be at the same time; that there is no reason
why you cannot put a performance plan in earlier and then submit
your budget to the Council.

Would you like to comment on that?

Mayor WiLLiAMS. Well, I think that to work well, the perform-
ance plan and the budget have to work together and really have
to contain a lot of the same information, because modern budgeting
is performance budgeting, and folks who say that we can do the
performance plan and then do the budget are correct in the ab-
stract, but they have got to be down where we are, trying to do a
budget in the District. We have one of the most complicated budget
processes in the Nation because of the number of people who are
involved. We are doing our budget without the same—even in the
best of circumstances, for example, when we get our audit done in
February, we are doing our budget without the kind of lead time
that other jurisdictions have to properly forecast economic condi-
tions, revenues and expenditures. We have got to go through a very
laborious and painstaking process.

In the best of worlds, I would like to see our city have a biennial
budget process because we spend such an enormous amount of time
on the budget. We finish one budget, and by the time it gets to the
Congress, we have already started another budget.

So in the midst of all this, we have to also give the proper weight
and attention—and I want to give enormous weight and atten-
tion—to performance planning on a different cycle—we are just
adding another cycle to a system that already has a lot of cycles.
And it certainly can be done in the abstract, but it is very difficult.

Senator VOINOVICH. The law is that it has got to be by March
1, and I think if it is possible that you could do that by next year
by March 1, I think it would be well-taken; and maybe you will be
in a much better position to do it after you have put the two of
them together this year.

The other thing is that many people have no comprehension in
terms of the responsibilities you have. You have the typical munic-
ipal responsibilities, you have county responsibilities, and you have
some State responsibilities. How many different budgets do you
have—is the city budget coincidental with the Federal budget?
When I was a county commissioner, we had the county budget
which was on a July cycle, we had the Federal budget which was
on an October cycle, and then we had a city budget that was on
a calendar, and we had to try to keep track of the revenue sources.

Is the city budget based on the same as the Federal budget cycle,
beginning in October?

Mayor WiLLIAMS. Right. Our budget is a Federal budget, and
most State and local jurisdictions that I know of are July 1, and
June 30.

Senator VOINOVICH. So you have one budget calendar—your city
budget then coincides with the Federal budget?
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Mayor WILLIAMS. Right, and we are trying to jam an enormous
amount of processing, planning, coordination—you are trying to
wrap up your audit of 1 year; you are beginning your execution of
another year, and in many instances, you have just started your
execution because the budget did not start until January because
people could not agree on whatever they could not agree on; and
you are also trying to plan another budget.

I do not know what is particularly sacrosanct about March 1.

Senator VOINOVICH. I do not, either, but that is what the law
says.

Mayor WILLIAMS. Yes.

I was also going to mention that most—I am trying to think if
there are some—but from my own experience, I know that the way
the GPRA was established and constructed, the Federal agencies
submit their performance plans with their budget. So just to be
consistent, I think it would make sense for us to do the same. It
is not the end of the world; it is just something that would cer-
tainly allow this planning process to work better and more effi-
ciently for everybody involved.

Senator VOINOVICH. My only comment is that you are going to
do it for the first time this year, and you might give some thought
to doing it in terms of the deadline for next year.

One of the things that has come to the attention of this Sub-
committee is the human capital crisis in the Federal Government.
With the low unemployment, would you like to comment on your
ability to attract talented people to head various city agencies and
how that is coming along?

Mayor WILLIAMS. In every position that I have filled at a high
level in this government, I have worked with the business commu-
nity. In the first instance, as I got started, one of our major compa-
nies here gave us four or five headhunting firms to work with us
on a whole range of different positions, and I expected a long line
of people at my door, ready to come on in. But a tight labor market,
the daunting challenges that confront the city, and frankly, a his-
tory of this city where we have a reputation for bringing everyone
out into the palace courtyard and executing them periodically, just
created a situation where that line was not as long as I would have
liked it to be.

We have continued to work with our business community and the
Federal Government to recruit the very best and most able people,
but I think that our medium- and even long-term salvation is real-
ly to spend a lot of time and attention on this Management Super-
visory Service and groom our own farm team. Looking at your own
city and other cities, one of the things that impressed me was that
for many of these positions, they are hiring people in the city; they
are hiring people who worked in the government or worked in the
private sector in the city. There is this talent pool in the city that
they are drawing from. I think we need to build and maintain that
same talent pool here so that every time there is an opening, we
can readily draw on ready talent that we have already nurtured
and groomed in our own ranks.

I think that having a Management Supervisory Service where ev-
eryone is working at will, in exchange for top-quality pay, is going
to allow us to do that.
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Senator VOINOVICH. Well, I must say, looking at what we are
doing on the Federal level, that we have some major problems, be-
cause by 2004, 31 percent of our people will be leaving, and an-
other 21 percent will be eligible to retire. It might be interesting
for you to get a little snapshot of exactly where your workforce is
in terms of retirement.

The other issue is the competency that you need in your various
departments and getting a handle on it. So often, whether you are
going to be able to perform some of the things that you want to—
not often, but most of the time—has to do with whether you can
get the qualified people to do the work. I think the issue of human
capital—and we will make something available to you—is really an
issue that, in putting together performance plans and other things,
sometimes seems to get the back of the hand; you put it together,
and nobody is thinking about what kind of people are we going to
need in order to achieve these goals that we have set for ourselves.

The other thing I would be interested to know is what you have
done in terms of benchmarking. You mentioned your Department
of Motor Vehicles. Have you examined other departments around
the country in terms of how they handle their situations, so you
could copy those that are working? How are you going about mak-
ing that improvement to reduce it down to that—I think your goal
is a 30-minute waiting period.

Mayor WILLIAMS. At a very broad macro level, as you know, in
my first year, I spent a lot of time in other cities looking at how
they did business and really looking at individual agencies and how
they worked, collecting information, and began benchmarking at a
broad level, a citywide level, if you will.

We have worked with an organization called the ICMA, and my
first budget last year had a lot of benchmarking information; and
we plan a systemic effort now of including this same kind of com-
parative information in the performance plan that we will be doing
in the next year, and in the next budget and the next performance
plan will have a heavy dose of this benchmarking information, be-
cause for one thing, it gives us a way to understand what we need
to do in terms of performance, and it also is data that we need to
understand what right-sizing our government means. Everyone be-
lieves that we can right-size the District Government, that it is still
inefficient and out-of-size in many, many different ways, but to
what level.

To give you an example, in the police department, we have some
benchmarking on the police department. We can use this informa-
tion to determine over the long run where we want our police de-
partment to be, or over the long run, where do we want DMV to
be.

Sometimes, though, you get conflicting information. New York
City has a tremendous drop in crime, has the highest number of
officers per capita in the country, but at the same time, San Diego
had the greatest drop in crime of any of the major cities, and they
have the lowest ratio of police per capita.

Senator VOINOVICH. That is one of the things that we talked
about earlier, and I would love to have you come back in Sep-
tember to talk about how you are going to coordinate all of these
plans so we can get ready for next year, and I would also like to
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go into more detail on the police department. It is an interesting
issue in regard to size. So often, it is not how many you have but
what you do with the ones that you have.

Do you have any idea how many or what percentage of your de-
partment is employed out on the street?

Mayor WiLLIAMS. The chief and I would both agree it is still too
little, but we have made a goal over the next year to get 200 more
police officers out on the street. That is a combination of 150 offi-
cers that we hope to recruit either laterally or through new hires
and 50 that we are going to get from behind desks as part of this
civilianization program.

Having said that, though, I think the chief has done a good job
in two things. He has done something we used to call “Summer
Mobile Force,” and we are now just calling “Mobile Force,” because
we do it all year, where we have a special deployment of police out
on the street at any given time at night. We have also created
something called “Power Shift” that you may have heard some con-
troversy about, where we have tried to align the deployment of our
officers not 9 to 5, but to the time when crime is most likely to
occur, which as you know is not 9 to 5—it happens in the evening.
That has definitely had an effect out there in the neighborhoods.

Senator VOINOVICH. Do you have all two-men cars, or do you
have one-man, or does it vary?

Mayor WILLIAMS. I would say, based on the operation and divi-
sion, it varies.

Senator VOINOVICH. So there is no requirement that you have
two people in each automobile?

Mayor WILLIAMS. On that, I could get back to you on what the
actual requirement is.

Senator VOINOVICH. Yes. As I said, I would really like to get into
some of the detail in terms of deployment and how they are de-
ployed and response time.

You were saying regarding Emergency Medical Services that you
want to get it down below 8 minutes; is that correct?

Mayor WIiLLIAMS. Down below 8 minutes, and it is a combination
of the actual response time of the fire and EMS and the actual
processing in the call center. We are doing our share in terms of
building a cadre of people who are better able to respond to the
calls and answer them effectively and professionally, our own sys-
tem, and working with Bell Atlantic, a private vendor, to see that
we have upgraded their component of the system as well, because
there is a systems component, a people part, and the fire and EMS
part. On the fire and EMS part, we have launched a pilot under
former Chief Tippett to cross-train our fire suppression and EMS
people so that your first-line responder is better able to respond to
that emergency, because what actually happens in many instances
is that you have someone respond, but they are not able or
equipped to respond to that medical emergency. So we are trying
to change that.

Senator VOINOVICH. I know a little something about that, be-
cause last year, we had an emergency in Cleveland, and I was not
aware that they had changed the system, but not only did EMS
show up, but we had a big fire truck come down the street. That
is the new protocol—they send EMS and the fire service. Of course,
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my question was what if a fire occurred at this time, and appar-
ently, they would respond to the fire; but they decided to back up
the EMS. It was amazing to me, because they got there in about
a minute and a half. It was just incredible—and I do not think they
were waiting outside the house.

Mayor WILLIAMS. One thing I have learned as Mayor is that
there are fire suppression personnel, and there are EMS people,
and they are different; and there is a fierce debate around the
country on this whole issue.

Senator VOINOVICH. And that debate is still going on in my home
town.

The interesting thing is to find out how other people are doing
things, because you have to jump-start some things. I was going to
say that best practices in terms of things like procurement, using
the Smart Card and doing some of the lower purchases using the
card instead of the typical paperwork that one has to do in terms
of procurement, is a big issue.

Mayor WiLLIAMS. I blatantly steal from other cities, and they
know I do that.

Senator VOINOVICH. There is nothing wrong with that as long as
they are best practices and they are working.

I just want to emphasize again the importance of the human cap-
ital part of the job in terms of the quality of the people that you
have, the ability to keep those who are quality, the ability to at-
tract new people to come to work for the city, the issue of incentive
programs, the issue of training of your workers, and the issue of
empowering people who work for you, because I really believe that
those of us in government are going to be in a more and more dif-
ficult position in the next couple of years in terms of holding the
people that we have and also trying to encourage them to come to
work for us—particularly people who have special skills. As we
move more toward technology, it is going to be more and more dif-
ficult to attract them, because the private sector is really doing a
job of enticing them to go to work for them. It is a terrible thing
to wake up one day and find out you do not have the folks; or, in
the alternative, I recall when I became Mayor of Cleveland that
one of the problems we had was that our salary schedule was not
competitive. My folks said you cannot go to the council and ask
them for more money, and I said why not. They said, well, you are
asking for more money to hire people. And I said, if they want me
to hire good people, I have to have a salary schedule that is com-
petitive. So I said let us go and talk to them about it. And it was
amazing, after I explained what the situation was and the kind of
people that we wanted to bring to the city and where we were in
terms of our salary schedule, that they got it, and they adjusted
the salary schedule so we could attract those individuals.

Again, so often, there is the reaction that these are “government
workers.” Well, I think government workers are the finest workers
we have in America and are very, very underrated, and I think
that if we are going to keep the good ones and attract the other
ones, we have got to have a really good plan in place that will cre-
ate an environment where they want to stay with us because they
feel they are challenged, and they are being recognized, and also
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have a program where you can encourage new people to come in
and go to work for you.

Mayor WILLIAMS. I know, Senator, in our city—this may hold
true with the Federal Government—as far as our demographics, we
have a huge number of people now who are retiring. So the good
news is that we can use this as an easier way—I will put it that
way—to bring our government to its right size without huge RIF's
or devastation of the work force. But the bad side of it is—you are
right—that if you are not careful—and this has happened to our
city in the past, where we had to make some serious cuts, and we
used early buyouts, for example, early retirement—if you are not
careful, you lose a lot of your institutional knowledge and where-
withal and expertise.

Senator VOINOVICH. You just gave me an idea, Mayor—maybe
that is one reason why we have even more to worry about in the
Federal Government. People reach age 55, and they can retire and
go to work for the D.C. Government—and I know you are not out
recruiting them right now.

Mayor WILLIAMS. It is an interesting thought, though. [Laugh-
ter.]

Senator VOINOVICH. Last but not least, you and I have talked on
several occasions about cooperative agreements, and I called you in
particular about the Hill, and I would like to report to you that we
have had some excellent relations with Gary Albrecht, and from
what I understand there is a good relationship, a cooperative
agreement, between the D.C. Police and the Capitol Police, but that
we have other agencies here on the Hill that should be part of
those cooperative agreements. So I would like to continue to pursue
that with you and would like to talk about that again in September
to see how much cooperation you have been able to get to see if
we cannot enhance the reaction to crime not only on the Hill, but
also to deal with some of the other agencies that we have around
Washington. For example, I know that after the tragedy that oc-
curred at the Zoo, you called and talked about that issue.

So we are going to do everything we can to encourage Federal
agencies that have separate security departments to investigate the
opportunities they may have to work more closely with the District.
I really believe that if those cooperative agreements can be entered
into, and there is more communication back and forth between the
security forces here in the District, that everyone will be a lot
safer, and we will be doing a better job of utilizing the resources
that we currently have.

There is no reason why there cannot be much better communica-
tion and more cooperation among the various police entities that
we have in the District.

Mayor WILLIAMS. I recall, Mr. Chairman, before you were in your
current position and I was Mayor—this was during the height of
our fiscal crisis and our other problems—I was pushing very hard
for cooperation between the different police departments, because
I think a lot of people in our city feel that, for example, the IMF
and the World Bank, in terms of managing traffic and motorcades,
do a great job of cooperating with one another, and we can build
on that.
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I believe there have been gaps sometimes where we can share in-
telligence and know-how and we have not.

Senator VOINOVICH. I would like—and maybe Congresswoman
Norton can help out, too—to encourage those Federal agencies that
have separate security departments to reach out and have a little
better relationship with the D.C. Police Department. Too often, I
think they have an idea that they just have their separate little do-
main and turf, and they do not really need to bother with anyone
else. But if they really think about it, they could enhance their own
capabilities by understanding that they do have a symbiotic rela-
tionship with a lot of the other security forces that you have in the
District.

Mayor WILLIAMS. Yes.

Senator VOINOVICH. Do you have anything else that you would
like to share with me today?

Mayor WiLLiAMS. I think the thing that we are most excited
about is using your good offices to broaden this partnership that
really is emerging between our city and the business community,
and I think the most spectacular example is what the Congress
was able to do and our business leaders, the civic leadership of the
city, with the College Access Program. For the first time, that rep-
resented the regional and District business leadership coming to-
gether with government leaders. If we can use that model to now
expand and include businesses all over the country, I think that
has exciting possibilities.

I have talked with the business community here, and our goal
over the next year is to try to see that every school has a business
sponsor, and in conjunction with that business sponsor, we are get-
ting the very best principals, and we are getting a good business
manager for each school. This is just one example of what that
kind of program can develop and anticipate.

Senator VOINOVICH. I know you have been meeting with the
business community, and I am anxious to hear what they finally
agree to do. As I have told you, I have talked with the Cleveland
Tomorrow people, I have talked with the Cleveland Scholarship
people, and if you are ever interested in having them come in to
sit down with you and your business community, I would be more
than happy to get that done.

Mayor WILLIAMS. Thank you, Mr. Chairman. We appreciate it.

Senator VOINOVICH. Thanks for being here today. We will see you
again.

Mayor WiLLIAMS. Thank you.

Senator VOINOVICH. Our meeting is adjourned.

[Whereupon, at 10:40 a.m., the Subcommittee was adjourned.]
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Introduction

Chairman Voinovich, Senator Durbin, thank you for the opportunity to testify before you
today on performance management in the District of Columbia. In the first fifteen
months of my administration, the District government has made great strides in
instituting a performance management system that introduces accountability for each and
every agency and employee in order to transform the government into one that is
responsive to citizens. This approach has already shown promising results in my first
year in office and will continue to drive change in years to come.

When I took office, the management challenges my administration inherited were

daunting:

1. Accountability for the District workforce was rare, if not non-existent;

2. A deeply entrenched culture resistant to change;

3. An infra-structure decimated by deferred maintenance and disinvestment; and
4. Technology needs that were grossly inadequate.

Attacking these underlying issues is a long-term effort, but we needed immediate
successes.

1999 Short-term Action Agenda

My first priority was to restore faith in government by demonstrating rapid, visible
improvements in basic services. I challenged my cabinet to set an aggressive Short-term
Action agenda. We set concrete objectives with measurable deadlines, ranging from a
month to no more than a year and I am proud to report that we completed 90 percent of
them during 1999.

(19)
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However, short-term initiatives are only a down payment. They built trust and
confidence, and they gave us a little momentum, but ultimately the challenges facing the
District are significantly greater.

I would like to simply submit for the record the full list of the initiatives (Attachment I:
Achieving Our Goals), but I want to highlight a few and describe how we are building
on these short-term successes:

¢ We restructured electrical and building permit processes, eliminating a several
months-long backlog of electrical permits by February and completing 80 percent of
complex building reviews within 30 days throughout 1999.
e Today, eighty percent of electrical permits are issued within 48 hours and 95
percent of complex building plans are reviewed within 30 days.

e We established a single phone number for residents to call for information and
service requests with the Jaunch of the Citywide Call Center (727-1000) in April
1999.

* Today we average more than 2,000 phone calls per day and we can track
performance data on frequently requested services and how long it takes to
resolve them.

e We targeted open-air drug markets in six communities and arrests increased through
stepped-up enforcement. Now, the Police Department is closely tracking drug
activity statistics to document how this short-term action will show reductions in drug
activity over time. Shutting down a drug market is only the first step in reclaiming a
neighborhood for its residents.

o This initiative has evolved into the Capital Communities program, a
comprehensive strategy to focus a broad spectrum of resources on distressed
communities. The name Capital Community signifies the focus on and
involvement of community, the investment of capital resources, the location of
the community in the nation’s capital, and the goal of turning the community into
a first-rate neighborhood.

A Citywide Strategic Plan

In formulating my priorities I decided to do something a little untraditional. I decided to
empower citizens to set priorities for our government. Our citizens have 20 years of pent
up civic pride. They love the city and they’re itching to make a difference in their
neighborhood. For far too long, local government has not been a reliable partner. Sol
held a citizen summit in November. More than 3,000 residents answered the call and
came to help me set priorities for the city and their neighborhood.

This wasn’t just a feel good exercise. We compiled those comments and used citizen
priorities to put together the budget for next year. I also used them to develop a citywide
strategic plan-with a set of very specific, measurable goals for every agency of our
government. The plan is organized around five priority areas:

e Building and Sustaining Healthy Neighborhoods
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e Strengthening Families, Children, Youth

e Promoting Economic Development

¢ Making Government Work

e Enhancing Unity of Purpose
Using the citywide plan as a template, throughout 2000-2001 residents will be engaged in
a Neighborhood Action planning process that provides communities an opportunity to
establish their own unique neighborhood priorities.

2000 Mayor's Scorecard

A detailed plan is a great way to keep our government focused and to hold agency
directors accountable. But by itself, it’s not going to engage the public. I want our
citizens to be able to see the progress we are making on achieving their priorities. Until
they have some evidence that government will be a reliable partner, they’ll have less of
an incentive to invest themselves in their community.

So I've developed a set of “Scorecards” for myself and my agency directors-based on
citizens’ goals from our strategic plan. (Attachment II: Going to Bat for the District).
The scorecards are available on our website, www.washingtondc.gov. We are building a
virtual e-government and I hope citizens will keep track of our progress. If every citizen
can see the score every day, then this government will become more accountable to the
public. It’s a management tool to maintain a sense of urgency in our government.

Issuing a Scorecard is similar to the strategy of last year's Short-term Action Agenda.
The District:

e Defined the goals and informed the public what they are;

e Gave agency leadership the resources and support needed to meet the goals; and
e Established a system to hold them accountable at the end of the day.

I recognize that many of the goals we set for ourselves are a stretch, but [ would rather
have ambitious targets and come close than meet or exceed timid/igoals. This year’s goals
include: Weak.

e 2,000 new and rehabilitated housing units under construction by December 2000 is
well in excess of last year's production.

e Reduction of 911 response times to 8:00 minutes for 90 percent of critical medical
calls for service. Right now, only 42 percent of calls meet that standard.

* Reduced wait-times at Department of Motor Vehicles to 30 minutes or less for 80
percent of drivers license and inspection transactions. With average transaction times
of just under an hour, DMV's recent operational changes have yet to impact overall
performance.

The Scorecard's Place in the Performance Management System

The Scorecard is only one element of the broader performance management system we
have in place to evaluate our Deputy Mayors and our Agency Directors. It is a public
statement of a few commitments we are making, but it is not an exhaustive list of
everything in our Citywide Strategic Plan.
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To capitalize on short-tenm successes and to institute long-term systemic changes, last
spring I instructed agency directors to develop strategic plans evaluating existing
practices and proposing comprehensive improvements. Directors were to make tough
assessments of their organizations' strengths and competencies; question what businesses
their agencies were in and what businesses they should get out of; and identify strategies
for innovation.

I’ve set up performance contracts based on these agency plans with my Deputy Mayors
and Agency Directors so that they know exactly what they are responsible for delivering
and their job security depends on their effectiveness. I'm going to be evaluating their
progress twice a year and after the formal vear-end evaluation, directors will be rated as
meeting, exceeding or below expectations. (Attachment IXI: DMV Performance
Contract)

However, we are not waiting for mid-year and year-end evaluations to judge agency

success. We are tracking the performance contract commitments on an ongoing basis.

Let me give you a flavor of the type of commitments and results we are seeing this year:

* Department of Motor Vehicles: DMV is one of ouré'gighest profile "customer service"
operations. Almost every resident has to register $hese car, have it inspected and geta
driver's license. Sherryl Hobbs Newman set an ambitious year 2000 target of 80
percent of license and registration transactions within 30 minutes as new data systems
were revealing the extent of the problem with average process times of an hour or
more. The District just announced aggressive strategies to move us towards that
target by December 2000: 1) additional personnel and additional counter-bays at the
C Street main facility, 2) customer service training developed and provided by US
Alr, 3) temporary trailers as we explore sites for additional facilities; and 4) site
designs that address parking needs of residents visiting DMV.

e Qffice of Contracting and Procurement: Elliott Branch's initial analysis of his
agency's workload indicated that nearly half of agency transactions were for less than
$2,500, but less than one percent of the District's contract dollars were spent on those
small transactions. He proposed an innovative strategy to establish purchase cards for
those small transactions. Piloted at the DC Public Library in November, nine
additional agencies will come on-line by July 2000. In addition, OCP is working with
the DC Public Schools to deploy purchase cards as part of the broader initiative to
empower DCPS with its own procurement authority. As the Purchase Card program
is expanded, contracting personnel can focus their time and energy on large dollar
countracts.

e Department of Parks and Recreation: Bob Newman recognized the need to improve
program quality and consistency at the Department of Parks and Recreation (DPR).
He committed to achieve national safety stundards at all DPR playgrounds by
December 1999, accredit 50 percent of DPR childcare programs during FY 2000 and
ensure that more than 40 percent of DPR coaches hold professional certification. All
DPR playgrounds met National Consumer Product Safety standards by December.
DPR has completed its daycare center program changes and is awaiting inspections
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by the National Association for the Education of Young Children (NAEYC), but is
ahead of its internal target. And as of March 2000, more than 50 percent of DPR
coaches hold professional certifications.

Creating a Culture of Accountability within the Government

With performance contracts in place for the directors at mission critical agencies, the
D.C. Office of Personnel] is rolling out a comprehensive Performance Management
Program throughout the Summer of 2000. Our agencies are developing performance
agreements for every District employee aligned to the Citywide Strategic Plan and their
agency's goals and objectives. These agreements will be in place by October 2000.

This is part of my goal to create a Unity of Purpose. I want all employees to
» Understand the City-wide Strategic Plan

e Accept and adopt own role in supporting and executing the plan

» Incorporate those goals and objectives into their day to day work

Independent Verification and Validation

How can we be sure we’re mesting our goals? We are not just taking agency reports on
faith. Agencies are required to provide a clear definition of each Scorecard measure, how
the data is collected, calculated and reported. This approach is based on the Office of
Management and Budget's gnidelines to Federal agencies for ensuring verifiable and
valid performance data in their Performance Accountability Plans and Reports. We will
start with the Scorecard commitments and will require similar documentation for each
measure in directors’ FY 2001 performance contracts.

Ultimately, I want this system to stand up to outside verification. I'd like our Inspector
General to provide an audit some of our scorecard items at year-end. Agencies will have
provided documentation of how they present performance data, and the Inspector General
can determine whether they followed their methodology and whether it was a valid
approach.

Remaining Work in Performance Management

My administration has made significant progress in performance management in its first
vear, linking strategic planning, budget formulation, performance expectations and
evaluation. But I recognize the need to do more. Sustaining progress, ensuring valid and
reliable data, and benchmarking progress against other jurisdictions are among the
District's objectives in 2000.

Performance management isn't just a catch phrase. It’s our way to make sure that
students get the books they need. That senior citizens get the meals they need. That
teachers are paid on time. That foster families get the services they need. In short, we’re
talking about restoring faith in government, and being a partner 0 our citizens, our
children, and our families.

Thank you. I will now be glad to answer any questions you might have.
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(GOVERNMENT OF THE DISTRICT OF COLUMBIA

ACHIEVING OUR GOALS

ACTION ITEM PROMISED DELIVERED
Thomas Circle Underpass Reopened Feb.15 | Completed
Feb. 12
Rid-a-Rat Campaign Launched Feb. 28 Underway
March 5
Pothole Blitz Launched: 95% of Reported Feb. 28 Underway
Potholes Filled within 48 Hours ’ March 1
Gateway Beautification Launched along Underwa
Georgia Ave., New York Ave., East Capitol Feb. 28 March 22)/
St., and H St., N.E.
Graffiti Elimination Campaign Launched March 31 U:;i;ir!v\;ay
Public-Private Partnership to Clean Underway
Gateways Launched March 31 March 22
Rat Summit Held to Discuss Best Practices April 17 Completed
for Rat Abatement P April 17

Selected Abandoned Buildings along New
York Avenue Demolished

June 30 NOT MET
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GOVERNMENT OF THE DISTRICT OF COLUMBIA

ACHIEVING OUR GOALS

ACTION ITEM PROMISED DELIVERED

Enhanced Police Service in each . Underway
. N April 15 .

Police District April 12

Reduced Response Time for

Fire/Emergency Medical Services May 15| NOT MET

Crime Information to Officers Enhanced Underway
. . August 31
with Implementation of New Technology August 31
Open-Air Drug Market Abatement for Six Underway
Sites Launched August 31 August 31
Free Fire Inspections to District Homes , Goal Met
Dec. 31

Increased by 10% Dec. 1
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GOVERNMENT OF THE DISTRICT OF COLUMBIA

ACHIEVING OUR GOALS

GOAL: A BUSINESS-FRIENDLY CITY

ACTION ITEM PROMISED DELIVERED
Decreased Waiting Time for Electrical Feb.28 | Completed
Inspections to 48 Hours ’ Feb. 15
Expedited Building Plan Review Feb. 28 Underway
Feb. 28
Decreased Regulatory Hassles with the Feb. 28 Launched
“Development Ambassador Program” ) Feb. 28
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GOVERNMENT OF THE DISTRICT OF COLUMBIA

ACHIEVING OUR GOALS

GOAL: FIRST-CLASS CUSTOMER SERVICE

ACTION ITEM PROMISED DELIVERED
Extended Hours on Wednesdays until 8:00

p-m. at Departments of Human Services,

. . ] Launched

Employment Services, Motor Vehicles, March 17

i . March 17
Consumer and Regulatory Affairs, and

Selected Public Libraries

Enhanced “One Number” for District March 31 Launched
Government Agencies March 31
Improved Customer Service Centers at the Underway
Depatrtments of Human Services, Employment March 31

. : March 31

Services, Consumer and Regulatory Affairs, (except
and Motor Vehicles DMV)
Reduced VYaltmg Time at the Department of March 31 | NOT MET
Motor Vehicles

Neighborhood Drop Boxes for the Department April 30 Completed
of Motor Vehicles placed in Police Stations P April 30
Applications for Licenses and Permits

Available Online through the Department of May 31 NOT MET
Consumer and Regulatory Affairs

Bestsellers Available in Libraries the Same Week June 30 Completed
They're Listed in the Post “Book World” Section June 1
“Answers, Please” Social Service Referral June 30 " Launched
System Established June 30
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GOVERNMENT OF THE DISTRICT OF COLUMBIA

ACHIEVING OUR GOALS

GOAL: INCREASED EMPLOYMENT OPPORTUNITIES

ACTION ITEM PROMISED DELIVERED
Decentralized System for Welfare-to-Work | Feb. 28 .Completed
Job Placement ) Feb. 28
Bilingual Satellite Career Center Opened at March 31 Completed
the Latin American Youth Center March 31
Vocational and Undergraduate Education Combleted
Provided to Qualified Welfare-to-Work April 30 p

- : April 30
Recipients
Rates for Around-the-Clock Child Care for April 30 Completed
Welfare-to-Work Families Established P April 30
6,500 Private and Public Sector Jobs Completed
Secured for the District’s Youth May 31 p

April 30

Summerworks Program
Department of Employment Services
Revamped in Partnership with the Federal | August 31 i(:lmf:f;d
Government and the Private Sector 8
Free Computer Training Program at the
D.C. Public Library Trains over 3,000 Dec. 31 Completed

. Dec. 31
Residents
Two Hundred Seniors Placed in Paid and Dec. 31 Completed
Unpaid Positions ) ) © Dec. 31
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GOVERNMENT OF THE DISTRICT OF COLUMBIA

ACHIEVING OUR GOALS

GOAL: A FAMILY-FRIENDLY, HEALTHY CITY

Healthy Families” Program

ACTION ITEM PROMISED DELIVERED
All City Pools Opened On-Time according June 21 | Completed
to Published Schedule June 21
Food Safety Inspections Increased and
Complian?(; Rat!ze for Food Safety June 30 Completed
Inspections Increased by 40% June 1
' All District Playgrounds Brought Up to Dec. 31 Completed
National Safety Standards ’ Dec. 30
Completed
Over 1,000 Residents Placed in Addiction Dec. 31 Aug. 31;
Treatment Programs ’ 1,250 by
Dec. 31
Thousands of District Families Newly
Enrolled in Medicaid and Private Health Dec. 31 Completed
Insurance Programs Under the “D.C. ’ Dec. 31




* *

II*

GOVERNMENT OF THE DISTRICT OF COLUMBIA

ACHIEVING OUR GOALS

GOAL: ENHANCED NEIGHBORHOODS

ACTION ITEM PROMISED DELVERED
Neighborhood Stabilization Program March 30 Launched
Launched with 32 Neighborhood Inspectors March 30
Thirteen Neighborhood Learning Centers Completed
Opened for After-School Homework and April 30 plete
. May 3
Computer Assistance
Backlog of 75 Home Improvement Loans June 30 Completed
Eliminated June 30
One Hundred Boarded-Up Houses in Underwa
Columbia Heights and Shaw July 31 July 31 Y
Neighborhoods Sold Y
Banneker
Ballfields:
Three Recreation Facilities Developed: Launched 9/30
Banneker Ballfields, “THE ARC”, and Sept. 30 ig:rf::;/
Southeast Tennis and Learning Centers Launched 11/2
THEARC: NOT

MET
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ANTHONY A. WILLIAMS
MAYOR
FY 2000 Performance Contract
Department of Motor Vehicles
October 1, 1999 — September 30, 2000

Introduction: The purpose of this document is to set forth, in clear and unambiguous language,
the performance expectations of the Mayor of the District of Columbia for senior management.
This document, when executed, represents an agreement between the agency director and the
Mayor regarding the performance expectations set forth herein. Agency directors will be
assessed on their achievement of these performance expectations and rated accordingly.

Ratings consist of:

(a) Below Expectations: Did not meet 75% of the expectations (i.e., 75% of the designated
projects were not completed on time or on budget and/or quality or customer service
requirements were not achieved);

(b) Met Expectations: Met 75-90% of the expectations (i.e., 75-90%of the designated
projects were completed on time and on or under budget, and quality and customer
service requirements were achieved); or ’

(c) Exceeded Expectations: Met 90-100% of the expectations or more (i.e., met
expectations, and achieved additional cost savings, added productivity, and/or engaged in
innovative actions that benefited the District government).

1t is understood that extraordinary circumstances that are beyond the direct control of the agency
director may inhibit achievement of the performance expectations. Such circumstances will be
taken into account during the interim and final evaluations.

General Principles: The citizens of the District of Columbia deserve the best city in America.
The very best. That means strong schools, safe streets, affordable housing, and reliable
transportation. It means access to health care. It means quality service for seniors. It means a
rich social and cultural life. It means a vibrant economy. To realize this vision of making our
city the best ciiy, we need to promote good government, efficient and effective government.
Government has to deliver. It has to work. We don't need promises. We don't need excuses. We
need results.
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THE DEPARTMENT OF MOTOR VEHICLES

Agency Mission : . . B

The employees of the Department of Motor Vehicles will fairly and equitably develop,
administer, and enforce the vehicular laws of the District by educating its resident, creating
multiple methods of interaction, and designing a customer.friendly organization while
contributing to the promotion of a safe, environmentally clean, and economically-vibrant
community.

Performance Requirements for District Agency Directors

Performance Requirement 1—Alignment to the Mayor's Strategic Plan: Within 45 days of
thefinalization of the Mayor’s strategic plan, align the agency mission with the Mayor’s
strategic plan. On an ongoing basis, actively participate in implementation of the Mayor’s
strategic plan and ensure the success of those portions where the agency is a direct participant.

Measures:

e Meeting the timetable.

e True alignment of missions.

e Whether the agency delivered what was required to make the strategic initiative
successful.

Performance Requirement 2—Performance Agreements for Senior Managers: Within 30
days of the ratification of this agreement, have in place signed performance requirements for
each senior manager in their current roles to support the realignment of the Department of Motor
Vehicles. Within 30 days of the completion of the DMV realignment, have in place revised
performance requirements for incumbent senior managers in their new roles in the agency that
are aligned with the performance requirements of the agency director. Complete performance
requirements for senior managers new to the agency within 30 days of their hiring.

Performance requirements shall address, at a minimum, the following areas: fiscal control,
implementation of change management practices, customer service improvements, programimatic
efficiencies and productivity improvements, and training and other staff development activities.
Each plan shall also include measures for determining the successful implementation of the
performance expectations of the managers, regular reviews of progress, the types of information
to be collected to determine whether the expectations are being met, the methods that will be
used to coliect the information, the methods that will be used to evaluate the information, and the
timetable for periodic reporting on progress.

Measures:

* Meet the timetable

s Ability to produce verifiable results related to success in meeting the established
expeclations on a quarterly basis.

*  75-90% success rate by managenial staff of established performance expectations.

« Swift implementation of remedial activitics for those managers that are not being
successful. :
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Performance Requirement 3—Competitive Costing Pilots: Within 30 days of the ratification
of this agreement, the Director will propose projects (e.g., programs, activities, or functions) to
the City Administrator those that will be costed using the Office of Competitive Services Cost
Comparison Model during FY 2000. -

Proposed Measures:
* Meeting 30-day timetabie for FY 2000 Cost Comparison Pilot.
* Implementation of accurate, auditable, costing data in the designated projects.

Perioriaace Requirement 4—Responsiveness to Customers: Ensure responses to customer
requests or complaints within 48 hours of the receipt of the request or complaint. Response in
this context, means an written and/or oral contact with the requestor acknowledging receipt of
the request or complaint, and the steps that will be taken to address it, along with a timetable for
completion. This performance requirement does not apply to requests made under the
Freedom of Information Act or other statutory authority that may have different response
requirements.

Proposed Measures:
o 80% of responses complete within 48 hours
* 100% of responses complete within 72 hours.

Performance Requirement 5—Risk Management: Institution of a risk management plan.
Within 30 days of the ratification of this agreement, the Director shall appoint a senior level
person to analyze areas of financial or other risk in agency operations, and propose a plan for
eliminating or reducing the risk areas. The plan shall be completed within 150 days of the
ratification of this agreement, and should include the identification of the risks (including the
identification of other entities that might be required to take action to reduce risk),

the steps needed to eliminate or reduce the risk, budget projections on the costs to implement the
recommendations as well as anticipated cost savings or productivity gains that may resuit from
implementation of the recommendations, and the steps that will be taken in FY 2000 to reduce
identified risks.

Proposed Measures:
* Meeting timetables.
* 5% improvement in risk related expenditures or lack of productivity.
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Department of Motor Vehicles Major Initiatives

Performance Requirement 6—Service Delivery

Reengineer DMV processes including, but not limited to, licensing, exams, registrations and
inspections to provide District residents with a more timely, efficient and customer friendly
experience. Improve access to DMV services for all residents throughi the development of a
variety of off-site service options and satellite locations and for non-English speaking residents,
residents with special needs by modifying facilities, publications and technology systems.
Develop performance measures and measurement systems and customer feedback mechanisms
for all DMV services.

Measures:

e« Meeting service delivery timetables for accessibility improvements and measurement
system development.

e Meeting technology system design and implementation timetables

«  Wait+Service time measures for:
e Drivers license
e Registration
e Automobile Inspections
e Initial adjudication (on-site, mail-in and on-line)

e Decrease in number of customers using central facility/increase in use of off-site and
on-line service options

e Customer satisfaction measures for processes noted above

e Percent of DMV printed and on-line publications translated to Spanish

Performance Requirement 7—Communications

Improve customer knowledge of DMV services and District vehicular regulations and laws
through the expanded use of a variety of media including, but not limited to, radio and television
public service announcements, the Internet, promotional and educational video, and in-person
community outreach events. Enhance employee knowledge of DMV policies and practices by
implementing a comprehensive internal comrmunications strategy.

Proposed Measures:

e Meeting timetables for communications strategy in DMV Major Initiatives Timeline
(Attachment 1)

e Measures of customer knowledge of and satisfaction with DMV services in customer
survey

Performance Requirement 8—Human Resource Development
Ensure that staff with the right skills are in the right jobs by assessing the knowledge, skills and
abilities of DMV personnel and realigning the organization to match the assessment findings.

Measures:

e Meeting human resource assessment and realignment timetables
e Percent of employces matched to appropriate positions

e Recruitment targets for positions that require new hires
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Reporting, Measurement apd Performance

The Director will report monthly on progress against the agency's major initiatives timeline
(Attachment 1) and the FY2000 Performance Measures (Attachment 2). The Director will
develop customer service and outcome measures more closely aligned with the performance
goals and major initiatives for the Department of Motor Vehicles. Within 15 days of ratification
of this agreement, the Director will provide baseline data for new measures identified within this
contract. The Mayor will evaluate the Director's performance on the contract's commitments at
six-mionth (interim) and one-year (final) intervals.

Director's Commitment
By signing below; 1 commi

achieving the goals defined above within the prescribed time

periods. I understand that this performance contract in no way modifies the terms of my at-will
n%mem status. 7 -
7 B LLM
| /f Lo (e G
i erryl qu)%s Newman, Director Anthonv A. Williams -
Departmetit of Department of Motor Vehicles Mayor of the District of Columbia

/2., 3 ey 9 799

Date Date



38

ueld oibelens AWQ 0g

jed & I,.DDM %
Aolueig opfoer oo/Zie |66/22/s T
Halues epjoep | 00/4/S 66/22/6 shoams suoyds|e} ucslad-ul Wopuey ) 24
., 00/v/L | 66/22/6 Asains sswoisnd uBisapey e
| oosels 66/C2/6 SWSIUBYIILL HoB(PaS} S0WOISNO ys|iqeisT (g xﬂ!
00/2/2 66/22/6 1BUIBU| B} UO Bjqe|IBAR UOjIBULIOJUI 8SBRI0U| ) 6t
66/91/L) | 66/2Ti6 SBOL0 PUB 'S|00UOS '$BYOINYD O} YISIA ‘ 8l
w 66/1/01 |66/2Z/6 SiueAo feuciowold [ejoads yonpuod ] L
00/v/1 66/22/6 SJBUJULISS UOBANNC JONPUOD 91
: 00/2/2 66/22/6 UOREINPa Jawoysno asessou) (y ) i
wwzsw apfoer 00//S 66/22/6 SOBPIA [BUOKEONPS pue jeuonowold sjesi) i l«'ﬂ!
Kejueyg apyoep 00/2/Z 66/22/8 Ayoygnd siow Joy Jdulaiul 8Z)1un | T@{
66/L2Y | 66/22/6 10 'sesesal ssald 'sysd ybnoay; uonesnps olgnd esesiou; ( 2
00/¥/S 66/22/6 AB3jel}s SUOIED|UNWWIOD [RUIBIXD 8)R8IS ( ’ I
¢ 66/1/01 66/2T/6 90D AIDSIADY SUSZ ) 04
Rsjuerg spjoer gg 66/1E/ZL | 66/22/6 1$9)u00 Be) [EJUBLLILCIIALS JONPUOD 5 ;
fajuryg opioer [FEREEE 66/L/ZL | 66/22/6 159)u00 By Wnjuus|j 1oNpUCD |m"~
Aajuers oppoer| [ B6/L/LL  |66/226 uohejuswsidull 1juso (1o ezljBuly ] L
foweis oppoer [ B8/L/VL  |B6/2TU6 SO0 UORBULOJU| 21(ANd YS|IGes 3 9
) f 66/LE/Z) | 66/22/6 SJSWOISNIO INO YJIM SUOKBIUNWWOD |{eldA0 aaosdw) (Z ‘ g
Kalueyg eppoer [FHEFE] 66/2/Z1 66/22/6 uejd jo eseyd ysJy Jewadwil . v
Aejuerg opioer| a 66/1/11 66/22/6 sssuled pue s1ewoisno Joj ueld pue ABejels dojeasq ‘ I
66/2/ZL 66/22/6 Buipnjoul ‘ueid suoiedUNWWED jusws|dw) pue dojeasg (| ) 1N|
00/viS |66/TZ/6 Ue|d uoloy m:o_«mo_c:EEo“M |
Uer wo ] B1EQ UORRIdWOD | S1EG DEIS SWeNwse L[ al |
_ R
suejd Lojoy !




39

z ofey

GO/ L MY 3G

: s
>m=2>>wv_u_m 00/2/8 66/2T16 SYS0N jruonoBsURs oor|d pUE dledID ’ TMM{
: UM o1 00/519 _|e6izeis }UN JUSWS0I0JUS J5(EEp RWIoINY ) sﬁ
_ Ao yony 00/5/9 1661226 wawded 1oy Bupied suluQ 1w
- 1072758 BBIEZIH JOPUSA O} UOT mhwmmmk it 14 J0 1515UCD O wesbosd 10iid ! iiﬂ
00/v!L 66/2216 10UIBIUI JeAD UsHEBISIBEI SUINO H M
00/8/8 66/22/6 SaARERIU |BIIUYO8] MBN (€ Ly
\o/Le  |66/e26 SIAW JuBWdwI oue ‘ubisen 'BINovid o
00/%ly 66/¢2/8 soroud Bugsusoy pezbiq e
66/1/2L 16612/ ®8Ig D 18 epribdn ofew-o ot
00/2/2 66/22/6 UONEDULEA 3OUBINSUI DILOLIBID SPIACIY %
86/08/6 66/22/6 wexe a0 pue Buisusd|| slewoiny 9¢
VOILIT 88/2216 SjUBWIBIUERYUD $Sa00ad jeDjuyse ] (7 \Mml
00/v/L 66/C216 feuosiad poddns Homsu saH ) e
BB/GLIOL  166/226 dnosB Bupiom ABajess ABOIRLILDS) 91810 e
00vlL (6612216 ABojens ABojouyoay (| | ze |
LOILIZ  166122/6 uzid uopoy ABoouyse Loe |
e
T
66/9L/LL  [66/22/8 welBold sbueloxe yeis Jusweidwy 9z
B86/LILL 66/22/6 unog diysisuped wswsbeueyy Joqe dofenag ) iﬂi
66/1/0} 66/22/6 JoRBiemBL JRis A{Uol BingIsIg L%
66/L/01  |BB/ZT/6 sBeq umouq sakoldws 1onpuoD o
66/eL/LL  166/Z2/6 SUOHEDIUNWILIOS [euJajuL dA0IdW( (9 .. ¥e
e TGslawog | Sie TEs SR SF5E [ q

SUBj UORDY
ue|d oibejens ANG 0d




40

feg AL K peng

M
; : Lu
UBUIMEN SqUOH |Asiaug §§ 86/Le/eL | e6rzess WUBWSSESSe BoUBWLLLMEd [RuoNRIade ©) ) 69
WeWHMEN SG4OH 1AuTUS | 86/L/0}  166/22/6 UBLUSSISSE YS1! JOJOBILOD e
<l BB/LERZL  66MeEl6 JULLISSISSR S H AoUoBY (¢ 9
: 66/S/2)  186/22/6 SUDIED0) B}1|jies [BUOIPPe J0 AiqIsea) SUIusIE() 99
OH 1y Q0/s/el  166/22/6 UOREO0| 30{AI3S-{IMy MU Auap| 8
66/£/2L  166/28/6 UoEI0} & 9153 M
00/9/z4 | 88/eRls sonsiBo} sujuielag (2 £9
66/2/2) | 86/22i6 sjusunledap mau yess Ayepied pue ojees0 M
66/2ITY | 6672215 BIVIAIUS DAREASIUWPE USaBST (L | 19 |
00/9/Z1 |66/22/6 SuUBld UCHOY SIMONNSRIL | oo |
m " L
9910 Bieqiny 00/5/} | 8B/ZZ/6 JW3/SUCHE|BI JOGET/OT T SPnIoul 01 80O YH JEIS s
00/g/Y  |B6/22I6 901130 Y |euoissojoud ysiqeisy (g 9
|OiEy mivciey 00/s/% G626 $10BHUCD souELLOLad QQ@>&O i l”
S| vIEGITE 00/511 66/22/6 juatubliess jeuopeziueBio Jonpuo) ‘ M
00/5/V 16612248 . JuswuBlest Buiyeis (7 &5
SqHD Loy 00/S/1 66/22/6 SIAqUISL WEB) juswEbeuEW JusuBWIBd Ajusp) ’ |H
65/L1LY [ 66/22/8 TUSUISSISSE SIS 1OAPUOY s
00/5/L | 6B/22i6 suswssesse g (L | o5 |
00/SL | 66/22/6 suEld UoRoy juowdojanag | o |
: 1 er
. T %0 m WAy 8”8 RS " W Heg voReduios | SR TES ETEONEC T T

Stiejd UolOY
ueid oiRens ANQ 90




¥ abeg B6/ZLIV 1\ T pajuld

41

i0oBI sy R 200 uBisBRURY SPIOORY SISl s

yoonusry Ay BT 66/2/LL  |66/22/6 uogouny sishjeuy g Buuued Yuswalieuen sINHSU 1w

‘ 005y |66/zzi6 lojuop pue poddnsg Joy jpuopesedo amisul (z | s

3005UBIT KitsH g% 00/8/1 66/¢2/6 s855800Jd GIAW-UOU Buluiews. ubisepoy 26

¥ . 662 L 66/22/6 MOBIBIUE LISISAS SIAW MOU 10} S9558001d 2100 jie ublisapay 1 8

00/G1 86/22/6 ses59204d AWG 00 ubisapay (1 ] s

00/5/S  166/22/6 ug| UOROY suopelad | o

88

] E

00/ 66/22/6 IDUBLLIONAT JORUOW 0} ABOIOUYCR} QDY PUB JRBW-D) @ 98

00/5/1 66/22/6 19§ JOUIOISNO PUB LAISAS JUBWINSESW poLRWIIONSd 91880 58

66/GLI0L | BB/CTI6 soinseaw spueuopad ysiqrIsy o

Q0/S/ 86/2z/6 JUM) BOUBPLOUSEIIN:) PBIETIPEP YS(IqRIST €9

' 00/51 B6/2T/6 JUBLIBINSES PUB SWSUBYOOW AIBALB( 9jAeg sacsdwWl (g ]
66/2/1} 66/22/6 $I0IUOA JUBLILISAQE 10} weuBoid 9j91yea 1934 JUSWBdW) ) 18
66/€2/6  |66/C2/6 uonels suoiosdsul je welboid Aeql sJojusg Juswo|du) o8

. xwezmi Aausy o0/e/s  |B6/zes Juswpusly BuiaLe ebeuss | sjes Joj weiboid oeug ) 5
,8%: Aot 00/8/9  |66/22/6 A UYM UOREOYRUBPI pliyo Jog sueid juewsdui pue doeASQ e
00/8/9  |6612ZI6 uonesedooy Apuafiesajul eacudwy {z i o
66/€/Z) 66/22/6 ysiuedg Ul se0iA19s AW D() ©) $59008 9|geuT s
00/8/4 66/22i6 uR)d JUBWISINODID MBA BIIGOWN, BNSINd o
86/821 861225 SUCREOO] MeU ) 03 weiBold xoq desp puedxy ~ o
00/9/L _ |66/22/6 AW 0a 01 Aljsse00y paseaioul (| g
00/8/9 |66/2T/6 sueld Uoljoy AleAlaQ evIANG| 4
Ve |10 “ Lol omwm UEF | WO M F " TSEG Uopelawivy | ejed Heis TR ]

sUBjg UONYY
ue|d oiffelens AWG Dd




42

iug

6 kL pRug

Aotpeg urop E& 86/2/2L  |B51ZES Buiures) yuaweJnsesi soupuLoped 1oNpUod pue dojeasg ) m
Aejjeg uvop &% [ AT AN T 4d 3 STHY-MBU I0] BSINOD UOHBIUBLIO JONPUCD pue doprsg’ ’ sit
" 4 66/C/ZL  |66/CT/6 ue|d Bujured] jo uoneuews|dwy (¢ vl
Aeileg ueor J0/viC 86226 seoAodws j[e L0} 95IN00 Jaysayal [enuue dopas( i P
Aaleg usor 00/5/1L BE/ZZI6 wsnbas Builel) WU pue WnnoLuns Buikiely dojaasg 7il
Keyeg veor 00/5fL B6/22I6 $05n00 Bujes uslwelaueiy 1) BURIN0 sULLIBIeQ ’ m
86/2/L1  |8B/22/6 19WdojeAR( SIIMS UNM S8SIN0D Bujulel) [EUISIXe B)EUIRI00D ’ s.mw
[ ABajeng BujutedL (7 601
o0/l |s6rezse usgiBoud Jauled | -ay | -ules ] 1o} seeholdws Ausp) ) 901
B6ITIZL 66/22/8 JUBLISERSSE Spaau Buuey wrpuod ) 11:%1
00/S/L | B6/2T/6 uswissassy Bujuredt (1 30t
00/v/T  |BB/CTIS ueld uonoy Bujuies ]| ¢
” Ol
” £0L
uwéﬁz AiusH 00/5/5  1BBICELE sebueyp JojeinBisl pue eneisiBs) soNpoU] T
100UBIT Auusy 00/5/L 6612216 malnal AojeinBal pue sagelsifis) jonpuon i [
00/51S  |66/22l6 291y feuoesodQ asksiou| 0) SoBUBYY SARRASILIWPY (v H
: 100RUBIT Ao 005/} |serzzse siuawdnbal s 6 66
100ET Ao oorviz |66ies sBopoeq Buy T
100UBIY AausH 00/6/€ 66/22/6 saunpaonad pue ssioljod szipJepuelg ’ 6
0o/eie 66/22/6 sUaWeACIdU PUB SIUSWISSISSY (eUOleIRdO (T 96
[N WO [T [ ey | uer [TBG 17| 516G UoTei0wos | Sied HES Swien ¥ ] [ al
I 0002
suBjd UoNoY

ueig siBeyeng AWG 00




43

Performance Goals and Targets

GOAL

Service Delivery: Reengineer DMV processes including, but not limited to, licensing, exams,
registrations and inspections to provide District residents with a more timely, efficient and customer
friendly experience. Improve access to DMV services for all residents through the development of a
variety of off-site service options and satellite locations and for non-English speaking residents, residents
with special needs by modifying facilities, publications and technology systems. Develop performance
measures and measurement systems and customer feedback mechanisms for all DMV services.

MANAGER: Deputy Director, Customer Service Administration

SUPERVISOR: Sherryl Hobbs Newman, Director, Department of Motor Vehicles

PERFORMANCE MEASURES TARGET
FY00 FY01

Counter Services (Average wait on line + transaction tume in minutes)

First-time registration 80% in 30 min | §0% in 30 min

Renewal registration 80% in 20 min | 80% in 20 min

Drivers license 80% in 30 min | 80% in 30 min
Auto Inspections:

Average service time for inspection (wait time in line not 30 min 20 min

captured)

Cars Per Hour 45 50
Adjudication: Average Service Time

Walk-in Parking Hearing 80% in 60 min | 80% in 60 min

Mail-in Parking Hearing 30 days 30 days
Call Center: Average Time to Answer Incoming Call (minutes) 1:30 min. 1:00 min
Number of internet automobile registrations as a percentage of total 1% 7%

registrations
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