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Good morning, Chairperson Silverman, councilmembers, and staff of the Committee on 

Labor and Workforce Development. I am Dr. Unique Morris-Hughes, Director of the 

Department of Employment Services (DOES). I am here to testify on DOES’ accomplishments 

and performance in Fiscal Year 2019 and Fiscal Year 2020, to date. Under the leadership of 

Mayor Muriel Bowser, DOES has made significant progress over the past year toward the 

Mayor’s goal of providing District residents a fair shot at greater economic opportunity and a 

pathway to the middle class. Along with our fellow education agencies, DOES is committed to 

ensuring that every young person and adult is on a pathway to a sustaining, life-long career. To 

this end, we are working closely with the Deputy Mayor for Education, Paul Kihn and the 

Executive Director of the Workforce Investment Council (WIC), Ahnna Smith, to ensure that the 

District is providing the training and resources to both residents and employers that leads to 

fruitful careers. 

Since my last formal performance oversight hearing, the agency now has a full executive 

team in place. I will demonstrate throughout this testimony how we have maintained our 

commitment to our six Vision Forward goals: 

1. Promoting the District’s human capital; 

2. Aligning workforce and education; 

3. Creating equity and access; 

4. Achieving excellence in service delivery; 

5. Operating smart and effective systems; and  

6. Providing best in class customer service. 
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Promoting the District’s Human Capital 

Since Mayor Bowser came into office, DOES and the District have made impressive 

strides in promoting the District’s human capital. Unemployment has dropped from 7.4 percent 

in January 2015 to 5.3 percent in December 2019, and we have seen a two percent increase in 

private sector employment since January 2018. Just last month, CityLab named DC the best city 

for Black women for educational and economic outcomes.
1
 Furthermore, under the Bowser 

Administration, unemployment in Ward 7 has decreased by 4.3 percent and in Ward 8 it has 

decreased by 4.8 percent.  

Specifically, at DOES, we have served, on average, more than 30,000 participants during 

the last three fiscal years with an average of three different types of services provided per person. 

In FY2019, almost two-thirds of participants served through our workforce development 

programs lived in the highest unemployment areas in the District, specifically Wards 5, 7, and 8. 

I am proud of the return on investment DOES has provided to the District. In FY2019, 

individuals participating in any federal or local training program had a nearly 11 percent higher 

chance of being hired in the quarter after they completed the training than non-participants.  

At DOES, we know that these excellent strides will only continue if we connect District 

businesses to District resident workers. As a result, in fiscal year 2019, we created the Office of 

Talent and Client Services (OTCS), which works closely with both internal and external 

stakeholders to match employers with District residents enrolled in our DOES and WIC training 

and workforce programs. Specifically, OTCS has worked with First Source businesses to connect 

them with residents in our DC Infrastructure Academy and other American Job Centers (AJCs) 

                                                 
1
 https://www.citylab.com/equity/2020/01/best-cities-black-women/604384/ 

https://www.citylab.com/equity/2020/01/best-cities-black-women/604384/
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customers. In 2019 and 2020, OTCS connected District employers with residents through direct 

referrals, one-on-one hiring events, and large hiring or informational fairs. As a result of OTCS 

events, over 450 District residents have been hired. 

In addition to connecting employers to District resident job seekers, DOES is also 

working to train more District residents for high-demand careers. In fiscal year 2019, the DC 

Infrastructure Academy (DCIA) graduated its first cohort of Pepco trainees. Every single one of 

the 22 graduates received a job offer from either Pepco or one of its subcontractors prior to 

graduation. For the upcoming cohort of students, Pepco and its subcontractors have made a 

similar commitment to find places for each student that successfully graduates. In fiscal year 

2020, we are expanding DCIA with new programs through partnerships with Washington Gas 

and DC Water. Our local adult programs are also providing greater opportunities to residents. 

For example, through the FEMS Cadet Program and the MPD cadet program, we are creating 

pathways for District residents to help make the city and wards safer and stronger. 

Even as we create opportunities for residents across the District, DOES is also committed 

to investing in our internal human capital. In 2019, we launched the DOES Innovation Lab to 

encourage staff to develop and present their ideas for how to improve agency programs and 

business practices. As part of the Innovation Lab, participants receive training in business 

writing, software application, creating a work plan, public speaking, and presentation skills.  

 

Aligning Workforce and Education 

To further our second goal, aligning workforce and education, DOES has forged 

important partnerships with fellow District government agencies and external stakeholders. In 

2019, under the guidance of Deputy Mayor Kihn, our Office of Apprenticeship, Information and 
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Training (OAIT) partnered with District of Columbia Public Schools (DCPS) Career Bridge and 

our Office of Youth Programs (OYP) to launch a Youth Apprenticeship program. The new 

program offers DCPS high school seniors participating in the Career Bridge Program an 

opportunity to participate in the Building Trades Pre-Apprenticeship Program. Further, as part of 

our expansion of the Marion S. Barry Summer Youth Employment Program (MBSYEP), we 

partnered with the Office of the Comptroller of the Currency (OCC), a federal government 

agency, to give District youth the opportunity to gain exposure and work experience in the 

financial regulation industry. In 2019, the inaugural OCC partnership program included a total of 

81 youth from five DC high schools. In 2020, MBSYEP will expand to approximately 150 

program slots with four additional federal agency partners: the National Credit Union 

Administration, the Federal Housing Finance Agency, the Consumer Financial Protection 

Bureau, and the Federal Deposit Insurance Corporation. 

We are also working hard to help align our students’ workforce goals with their in-school 

activities. Our OYP partnership with the DC Department of Human Resources (DCHR), the 

High School Leadership Initiative Program, gives participants the opportunity to intern at 

DCHR. During the internship, students are connected with mentors, leadership training, and 

other professional development seminars to support and enhance their student experience. The 

Marion Barry Youth Leadership Institute has also been an impressive success, with 100 percent 

of our student leaders graduating high school and receiving a college acceptance. Through the 

Mayor’s Opportunity Scholarship, MBSYEP also provided 77 youth scholarships totaling over 

$300,000. These scholarships provide financial support to contribute to the successful 

completion of post-secondary education, occupational skills training and/or the military. Students 

are using the scholarships to attend over 48 colleges and universities across the country.  
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Creating Equity and Access 

DOES is committed to providing opportunities to all District residents, leading us to our 

third goal of creating equity and access to all the programs and resources the District has to offer. 

In 2019, we launched our DOES En Español website. Along with the launch, we trained all our 

AJC staff on how to use the new website to better assist our Spanish speaking residents. 

Additionally, during program year 2019, Workforce-on-Wheels (WOW) was deployed over 200 

times and provided employment services, including resume review, interview coaching, and job 

lead assistance, to serve almost 5,000 customers. This quarter, we began work with the DC 

Department of Parks and Recreation and DC Public Libraries to expand the reach of WOW. Our 

WOW services will now include monthly library, park, and recreation center site visits. To 

further expand our service delivery options, we are also providing greater access through our 

AJC Extended Hours Pilot. The new program keeps our AJC headquarter locations open longer, 

from 5:00 pm to 7:00 PM, two nights a week. Additionally, as of this week, we have launched a 

more user-friendly and up-to-date DC Networks website. The new version has been optimized 

for mobile devices and provides more service options up front. I encourage everyone at home to 

go online to dcnetworks.org to explore the new page. 

 In addition to these service extensions, DOES is making our programs more inclusive. 

Specifically, we introduced an Entrepreneurship Program to help residents attain the skills they 

need to start and maintain their own business; as well as, a Pre-Apprenticeship Women in 

Construction Training Program that connects more women to key apprenticeship opportunities 

and provides important pre-apprenticeship skills training. Moreover, DOES is seeking proposals 

as part of our 2020 Think Workforce Initiative to provide 25 adult DC residents with intellectual 

disabilities work-readiness training, job coaching, and wrap-around support services to help them 
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transition into the workforce. In FY2019, we successfully expanded our apprenticeship program 

by registering new sponsors in non-traditional, innovative industries. These apprenticeships will 

expand the access of District resident participants to careers in solar installation, food and 

beverage management, multi-media production, and digital editing. Our Office of Wage and 

Hour also awarded four grants in FY2019 to community groups to provide multi-lingual 

outreach. While two of the grants are still ongoing, the Veterans Enterprise Group and the 

Ethiopian Community Center grantees both exceeded their program requirements. The Veterans 

Enterprise Group reached 379 employers and 770 employees, and the Ethiopian Community 

Center reached 254 employers and 620 employees. Both grantees conducted door-to-door 

business outreach to provide wage law postings, translate wage law posters, and provide 

information to the Amharic and Spanish-speaking communities regarding wage laws. 

We have also made great strides in our efforts to diversify reentry opportunities for 

residents. In fiscal year 2019, our Division of State Initiatives partnered with Georgetown 

University to launch the PIVOT program, a business and entrepreneurial training initiative 

targeting formerly incarcerated individuals. The inaugural cohort of PIVOT fellows graduated in 

June 2019 and have continued to work to launch their business ideas through the Georgetown 

Venture lab or pursued employment through their internship organizations and area businesses. 

DOES is also a key partner in the Department of Corrections’ Resources to Empower and 

Develop You, or READY, Center, providing case management, referral information, and post 

release support to ensure seamless access to services.  
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Achieving Excellence in Service Delivery 

As DOES staff work to provide more equitable access to our services, we remain 

committed to our fourth goal of achieving excellence in service delivery. A prime example is the 

good government work that we have done and are doing with the Paid Family Leave program. In 

July 2019, our Office of Paid Family Leave successfully launched the PFL tax system, on time 

and under budget. Once launched, employers were able to use the same Employer Self-Service 

Portal used to submit wages and pay Unemployment Insurance (UI). In January 2020, a 

representative from the Federal City Council testified before this very Committee that the system 

“exceeded expectations.” Also, a representative from the First Shift Justice Project stated it was 

“very easy” to use. To date, DOES has collected over $220 million in PFL tax contributions or 

approximately 97 percent of all reported wages in the District.  

Our PFL team is in good company. Our UI Benefit Division is ranked number one 

regionally and number nine nationally for the first time ever for first payment promptness. The 

District also maintains the healthiest UI Trust Fund in the program’s history with a 1.13 solvency 

rating, which exceeds the U.S. Department of Labor’s recommended solvency standard of 1.0.  

We are also leading the charge in national coordination. Last year, we hosted the Annual 

Interstate Labor Standards Association (ILSA) 2019 National Conference. Due to the hard work 

of our Office of Wage Hour staff, the ILSA conference had its largest attendance ever in its 55-

year history. In fiscal year 2020, we will be co-hosting the National Association of Government 

Labor Officials (NAGLO) annual conference. The conference provides our Office of Wage Hour 

staff with the opportunity to discuss labor legislation and best practices with colleagues from 

across the country.  
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Operating Smart and Effective Systems 

While improving our service delivery, DOES also maintains a similar commitment to 

operating smart and effective systems. Beginning on October 1, 2019, I issued a directive that 

DC Networks, our Virtual One Stop, is our official system of record. This change has helped to 

ensure that all of our workforce and workforce development customer data is captured 

consistently. DOES is also committed to reporting accurate data and performance measures 

aligned with our strategic goals. Ahead of fiscal year 2020, we added nine new key performance 

indicators to our annual performance plan.  Included are new measures for First Source 

enforcement, customer satisfaction, and occupational skills training programs, to name a few.  

All of our new or revised measures are publicly available online and will help us manage our 

performance and effectively measure our success.   

Accurately reporting DOES performance through appropriate data management and 

analysis is a key priority for the agency, and for me personally. In our prior hearings, I have 

acknowledged the challenges our current data systems present to DOES’ efforts to reflect our 

exceptional staff work and demonstrate the outcomes that we have achieved for District 

residents. This year, we will continue our commitment to accurate and consistent data reporting 

through the launch of a multi-year Enterprise Data Management project. The project will ensure 

that: 

 DOES data management practices are standardized;  

 Our data is used to inform agency decisions around programs, services, and resource 

allocation; and  

 Data is made available to the public to support transparency and instill confidence in 

the agency.  
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During the first phase of the project, we will conduct a data gap analysis and identify 

opportunities to enhance current agency policies and practices, including the creation of a 

comprehensive data governance program. 

 

Providing Best in Class Customer Service 

In fiscal year 2019, we continued to work to provide best in class customer service, 

through the launch of the new DOES Office of Customer Experience (OCE), led by our new 

Customer Service Officer. OCE includes the Customer Navigation Center, Language Access 

Program, DOES Front Desks, our Correspondence unit, and program specific customer 

engagement support. Since OCE was created, the Customer Navigation Center has responded to 

over 190,000 calls. In 2019, we also established the PFL Contact Center to handle all customer 

interactions with the PFL program.  The PFL Contact Center has maintained a 97.3 percent 

answer rate with over 7,000 calls since the start of the program. PFL calls were answered with an 

average speed of only 0:40 seconds. Overall, our Customer Navigation Center continues to 

improve, increasing the percentage of calls answered from 77 in FY 2019 to 84 in FY 2020. We 

also decreased wait time from 20 minutes in FY 2019 to less than 10 minutes in FY 2020. In 

addition to the work of OCE, DOES has made a broader effort to increase outreach. In late 2019, 

we began to hold Quarterly Stakeholder Meetings. Each meeting is open to the public, includes 

presentations on a range of DOES programs and services, and provides an open question and 

answer session for attendees. This allows me and my staff to hear directly from our business and 

community partners on how we can improve our services. 
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In closing, Chairperson Silverman and councilmembers, I appreciate the opportunity to 

share our accomplishments and plans for continuous improvement and look forward to 

continuing to work with the Committee. I am proud of everything our hard-working staff have 

accomplished in the past year under Mayor Bowser and Deputy Mayor Kihn’s leadership. This 

concludes my testimony. I am happy to address any questions at this time. 


