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CAO 
Mission
We serve the House community 
by providing administrative, 
technical, and operational 
solutions so Members can perform 
their Constitutional duties.

CAO
Vision
To be an essential resource for 
every Member of the People’s 
House through outstanding 
customer experiences delivered 
by exceptional employees.
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As Chief Administrative Officer, I am honored to 
manage an office committed to servicing the 
Members and the staff of the U.S. House of 
Representatives. Our team is focused on 
providing expert, professional services to sustain 
the business functions and day-to-day operations 
of the People’s House. 

Our staff is committed to our core strategic 
mission and vision as we work collaboratively 
across our teams as “One CAO” deliberately 
Member Focused and Service Driven. 

The past six months have been particularly successful in delivering new technology products 
to increase service offerings and improving and maintaining existing financial, acquisition, and 
logistics services. 

We continue to mature and grow our training, coaching, counseling, consulting, and wellness 
service options. 

In July 2023, the Human Resources team made substantial improvements to our HR Hub, by 
launching an interactive Career Paths Tool for Member offices, which outlines the unique roles, 
responsibilities, skills, and sample career options in a Member office. These paths include 
those within the administrative, communications, district, and legislative domains of each 
Member office. 

Additionally, we launched the HR Hub Intern Resources webpage, designed specifically to 
support the mandate outlined in Section 1113 of the Consolidated Appropriations Act of 2023, 
which required the CAO to establish a House Intern Resource Office.

The CAO Customer Advocates are a vital link between the House community and the CAO, 
facilitating meetings with Washington, D.C. and district-based staff and managing over 3,500 
cases over the past six months on behalf of Member offices. In addition, the Customer 

Executive Summary

Catherine L. Szpindor, Chief Administrative Officer
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Advocates also conducted eight regional trips to connect with district staff on the array of 
services offered by the CAO.

Our House Recording Studio underwent an extensive renovation to its video studios. This new 
modern and professional setting now better meets the needs of Members whether it ’s 
conducting a satellite TV interview, filming a video for a district event, or recording a podcast. In 
December, Members used the House Recording Studio to deliver annual holiday greeting 
messages that were broadcasted to American Service Personnel stationed overseas. 

The House Digital Service team also continued to prioritize its outreach to staff through its new 
AI Working Group. The team recruited over 200 staffers who were interested in testing and 
evaluating new tools that leverage Large Language Models (LLMs) like OpenAI’s ChatGPT. 
Working as One CAO, the House Digital Service team is also partnering with the Office of 
Cybersecurity to prioritize evaluation, establish governance, and build a roadmap for the future 
of AI services for the enterprise. The team was instrumental in co-hosting the successful fifth 
annual Congressional Hackathon. Additionally, the team is rolling out a new flag order tracking 
application, which is being built in conjunction with House Information Resources Enterprise 
Digital Automation team.

The House Creative Services team worked with the Architect of the Capitol to provide a new, 
refreshed look to the walls of the Longworth Building basement. The Longworth murals feature 
over 200 images of Members, staff, and constituents from across the country. They also created 
murals for the renovated Rayburn Cafeteria. 

Additionally, the House Food Services team continued to provide more enticing dining options 
for Members, staff, and visitors. In September, the team launched Sweetgreen Outposts in the 
Cannon and O’Neill House Office Buildings. This effort has been extremely successful, with over 
7,000 Sweetgreen orders placed since the Sweetgreen Outposts were opened. We look forward 
to providing additional food options in 2024. 

These are only a few of the many efforts the CAO has undertaken in the past six months to 
support the House community. However, I’m confident that as you read our full report you will 
better understand that whatever challenges our CAO staff take on, we always do it with a 
steadfast focus on our Members and staff.

Catherine L. Szpindor
Chief Administrative Officer
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Significant strides were made to improving 
the precision of the MRA rent component, 
which requires unique cost estimates for all 
441 districts throughout the nation. Joining 
forces with the General Services Administration, 
the CAO Strategy Office was able to tailor 
district rent rates to specific commercial 
submarkets within each congressional 
district. The effort resulted in a highly 
accurate determination of GSA rates.

The CAO Strategy Office embarked on a critical 
initiative to systematize the MRA formulation 
process by developing a comprehensive MRA 
Formulation Guide. Designed to codify the 
procedure for crafting the MRA, this guide is 
an important step to ensuring a repeatable 
and sustainable process in support of the 
Committee on House Administration. A pilot 
test using the guide to validate formulations 
requiring advanced database and mapping 
tools was successfully conducted for the 2024 
MRA formulation. The ongoing collaborations 
with teams across the CAO, including 
Enterprise Applications, Financial Counseling, 
Administrative Counsel, and Budget, Planning 
and Analysis was integral to this process 
and their increased involvement is crucial 
as the CAO Strategy Office works to support 
the Committee on House Administration 
with this critical annual process.

CAO Strategy Office

STRATEGY EXECUTION 

Advancing our strategic execution, the CAO 
Strategy Office, in concert with CAO leadership, 
revitalized the structure of the four goal 
sponsor teams, focusing on Customer, Process, 
Stewardship, and Employee objectives. This 
year, a new systematic approach was initiated, 
establishing a quarterly cycle of meetings. These 
sessions, spearheaded by the Strategy Office, 
facilitate in-depth discussions on ongoing and 
forthcoming initiatives under each strategic goal.

Furthering the CAO’s strategy execution, the 
CAO Strategy Office played a key advisory role 
for initiatives like the Continuous Improvement 
and “OneCAO” initiatives, ensuring alignment 
with strategic goals. Efforts also included 
reviewing all current CAO projects to develop a 
visual highlighting the CAO’s current priorities. 
The CAO Strategy Office is also collaborating 
on the CAOnline and HouseNet redesigns 
to enhance our digital footprint, customer 
experience, and operational efficiency.

MRA FORMULATION 

The CAO continued to assist the Committee 
on House Administration with improving the 
calculation of the Members Representation 
Allowance for LY2024. Working with Enterprise 
Applications and the Office of Finance, 
the CAO Strategy Office made important 
improvements to refining the calculation 
of several components of the formula.
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The Business Transformation Office also 
continued to provide recommendations to 
CAO leadership and staff as part of the CAO’s 
Continuous Improvement Program while 
maintaining the enterprise improvement log, 
also known as the Improvement Register. The 
Improvement Register has also incorporated 
additional sources of information, including 
survey data from the most recent congressional 
transition. As a strategic initiative, the program 
is designed to help CAO leadership determine 
which CAO services should be improved 
and why, and to support business units 
with service changes when appropriate.

Business 
Transformation Office
In the last six months, the Business 
Transformation Office continued to improve 
and execute the project portfolio process 
and established a continuous project request 
process. The Business Transformation Office 
partnered with the CAO’s Office of Budget, 
Planning, and Analysis to align the project 
pipeline management processes with budget 
formulation. As a result, a pipeline of potential 
projects will be leveraged for future budget 
formulations, and as priorities change, projects 
will be added, modified, or removed. Similar 
processes have been adopted with the Architect 
of the Capitol CAO Client Project Portfolio. 

ACTIVE HIGH 
PRIORITY CAO 
PROJECTS17

AUTHORIZED 
AOC AND CAO 
CLIENT PROJECTS9

COMPLETED 
HIGH PRIORITY 
CAO PROJECTS2

RECOMMENDED 
CAO SERVICE 
IMPROVEMENTS212
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the resources and information they need to 
maintain their overall well-being all year long. 

In addition to supporting House events, the 
Communications and Marketing team worked 
closely with the Food Services team to build 
anticipation and drive sales for the new 
Sweetgreen Outposts. Through a campaign 
that included targeted emails, frame and 
easel signs, and shelf signage, the team 
ensured Members, staff, and campus visitors 
knew when and how to order their favorite 
Sweetgreen salads. Further, the team worked 
quickly to put together a campaign highlighting 
the refreshed Rayburn Cafeteria, including 
a ribbon cutting ceremony with Committee 
on House Administration leadership.

Communications  
and Marketing
The Communications and Marketing 
team continued to work across the CAO 
and with our legislative partners to create 
eye-catching campaigns and materials that 
ensure Members and staff know about all of 
the CAO services available to them. From July 
to December, the team completed over 762 
project tasks, sent more than 400 individual 
emails and newsletters to House staff, and 
distributed 67 e-Dear Colleague letters. 

The team worked closely with the CAO 
Coach and Customer Advocate teams to 
elevate awareness about the CAO House Staff 
Conferences. Due in part to their efforts, all 
of the conferences were at or near capacity 
– demonstrating the high demand for these 
popular in-person events. In addition, as 
the CAO prepared to officially co-host the 
Congressional Hackathon for the first time, the 
Communications and Marketing team worked 
quickly to create new branded signage and 
event materials. In partnership with the House 
Center for Well-Being, the Communications and 
Marketing team created newsletter and digital 
monitor graphics in support of their inaugural 
annual month-long Winterfest. Building upon 
the high demand for the House Center for Well-
Being calendar, the team added new scannable 
elements so that staff could more easily find 

PROJECT TASKS COMPLETED
762+

E-DEAR COLLEAGUE LETTERS
67

INDIVIDUAL EMAILS 
AND NEWSLETTERS 
SENT TO HOUSE STAFF

403+
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Human Resources

HOUSE HR HUB
Since the launch of the House Human 
Resources Hub in 2021, significant strides 
have been made to further develop the 
central human resources repository to provide 
more comprehensive support for Member 
and Committee office staff. In July 2023, the 
interactive Career Paths tool for Member offices 
was launched to outline the unique roles, 
responsibilities, skills, sample career options, 
and associated training opportunities for 16 
positions within the Member office community 
aligned within one of four main career 
paths. These paths included those within the 
Administrative, Communications, District, and 
Legislative domains. Committee career paths are 
in development and will be added in early 2024. 

This July, the House HR Hub team also 
launched the HR Hub’s Intern Resources 
webpage, designed specifically to support 
the mandate outlined in Section 1113 of the 
Consolidated Appropriations Act of 2023, 
which required the CAO to establish a House 
Intern Resource Office. The webpage not only 
provides interns with the resources they need 
to get the most out of their experiences but 
also serves as the ultimate resource for House 
offices and their intern coordinators for hiring, 
developing, and retaining interns. Immediately 
following the webpage’s launch and subsequent 

communications to promote it, 738 unique 
visitors accessed content 1,706 times. 

Additionally, the House HR Hub team hosted 
ten informational events over the remainder of 
the year with nearly 500 individual participants. 
These events highlighted the resources 

House staff learn about career paths at the House through House HR 
Hub events.
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available on the House HR Hub and included 
resume workshops, networking opportunities, 
and professional development courses.

From July to December, the House Resume 
Bank received 5,855 resumes from 
candidates seeking employment. Additionally, 
214 requests for resumes were received 
from offices and 3,098 resumes were 
provided in response to those requests.

CAO CAREER DEVELOPMENT
Career-specific training and advancement tools 
developed by CAO Human Resources remain 
popular among CAO employees. Building 
on staff engagement, Human Resources 
continues to build on these competency-
based learning and development tools. 

In July, Human Resources completed an 
updated “Leading the Way” training geared 

to supervisors and team leads. Seventeen 
employees participated in this tailored learning 
experience that allowed attendees to journey 
through CAO leadership competencies with 
applicable learning scenarios, leveraging other’s 
perspectives and helping each attendee to 
work through the challenges, opportunities, 
and successes unique to the CAO.

To reinforce and build on this training, Human 
Resources introduced a series of manager 
roundtable discussions. These four sessions, 
offered between June and October, assisted 
54 attendees on navigating a variety of topics 
including career development, performance 
management, and effective documentation. 
By guiding these conversations, Human 
Resources assists managers in understanding 
different ways others may approach a similar 
problem and demonstrates those ideas, 
including reflective listening, leveraging open 
questions, and holding difficult conversations. 
Throughout this process, managers are also 
able to build a new network of peers, who 
are often experiencing the same issues, to 
help further hone their management skills.

To increase engagement and awareness of 
career development resources, tools, and 
approaches for growth, Career Compass Month 
was launched in August. This educational 
campaign included various activities and events 
highlighting the Career Compass, career paths, 
competencies, learning and development, 
individual development roadmaps, and career 
conversations. As a result, the Career Compass 
website saw its highest number of visits – 529 
visits across 153 unique visitors. Between July 
and December, the Career Compass had over 

RESUMES RECEIVED 
THROUGH THE HOUSE 
RESUME BANK

INTERN RESOURCES 
PAGE HITS FROM 738 
UNIQUE VISITORS

RESUMES PROVIDED 
TO 193 HOUSE 
OFFICE REQUESTS

5,855

1,706

3,098
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regarding these important topics, which will 
serve as a tool to develop and implement new 
or enhanced inclusive HR-related programs. 

This project identified measurable insights 
into how the CAO organization is meeting 
strategic goals, understanding employee 
perceptions, and how it’s measured against 
other government organizations. 

These results revealed that the CAO is 
meeting and, on some levels, exceeding 
the CAO’s Strategic Employee Goal to 
recruit, secure, develop, and retain staff.

INTERNAL COMMUNICATIONS
During the second half of 2023, the CAO 
Internal Communications team coordinated 
and produced two CAO All-Staff Meetings. 
In total, CAO staff gathered four times during 
the year to hear from the Chief Administrative 

1,000 total visits and more than 400 unique 
visitors. To further assist CAO staff with their own 
career development journey, Human Resources 
also launched a new self-empowerment tool in 
August that enables staff to rate their abilities 
against the CAO’s competency model. 

In November, Human Resources received 
the unique honor of having its career 
development resources featured as best 
practice case study for Gartner’s hub for human 
resources expertise and industry leaders.

CAO PULSE SURVEY
In June, Human Resources launched its first 
“One CAO” pulse survey, which focused on 
the state of inclusion and culture within the 
organization. After analyzing the feedback of 
over 600 CAO staff, Human Resources distilled 
key insights from a high level of engagement 

OF CAO EMPLOYEES 
AGREED THAT THE CAO 
PROMOTES INCLUSION 
THROUGH ORGANIZATION-
WIDE INITIATIVES.

FEEL A SENSE OF 
CAMARADERIE WITH 
THEIR TEAMS.

OF CAO EMPLOYEES 
FEEL THE ORGANIZATION 
IS TAKING STEPS 
TO BE ACCESSIBLE 
TO EVERYONE.

FELT THAT THEIR 
SUPERVISORS PROVIDE 
EMPLOYEE SUPPORT.

OF CAO EMPLOYEES 
(81 PERCENT) RATED 
THE ORGANIZATION 
MORE FAVORABLY THAN 
EMPLOYEES AT OTHER, 
SIMILARLY-SIZED FEDERAL 
AGENCIES (77 PERCENT).

86%

85%

80% 81%

76%
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along with 25 OEA-led team retreats and 
many more scheduled for the winter of 2024. 

To further expand its reach to House employees, 
the OEA launched a “Mental Health Minute” 
series: professionally produced minute-long 
videos containing practical mental health 
enhancement tips from the OEA’s counseling 
staff. New episodes will continue to be 
regularly released throughout 2024, with the 
new year promising a growing catalog of on-
demand recordings of the OEA’s most popular 
trainings. The OEA counseling team will also 
begin offering in-depth, live workshops on the 
industry-acclaimed GROW Coaching model, 
designed to help managers across the House 
navigate tough conversations more effectively 
and enhance their overall leadership skills.

Officer about a number of topics and issues, 
including her vision for the organization and 
the importance of embracing our mission 
and values. The meetings also give CAO staff 
an opportunity to learn more about services 
available to them. A service fair is conducted 
before and after the meeting to allow staff to 
learn about cybersecurity, privileges at the 
Library, the Office of Employee Assistance, 
career information, and benefits. They can also 
get their picture taken for the CAO’s internal 
website and shop at a House Gift Shop pop-up.

CAOnline, the CAO’s internal website, is 
another resource for staff to learn more 
about the organization and navigate career 
development tools. A refreshed version of this 
website is scheduled to be launched in the 
first quarter of 2024. The site will be easier to 
access and navigate, allow for more account 
personalization, and will provide greater visibility 
into CAO projects, priorities, and customer 
satisfaction. The site redesign is centered upon 
the mission, vision, and strategy of the CAO.

OFFICE OF EMPLOYEE ASSISTANCE 
Between July and December, the Office 
of Employee Assistance team saw high 
and consistent demand for their suite of 
personal and professional support services.

As the House’s essential resource for fostering 
a healthy and productive workforce, the OEA 
conducted 3,350 counseling sessions during 
this period, compared to 3,059 sessions in 
the first half of 2023. The OEA’s retreat and 
training provision also remained vibrant, having 
completed 68 training and outreach events 

Pictured top: The Mental Health Minute podcast provides practical 
mental health tips and strategies for handling stressors.
Pictured bottom: OEA counselors host trainings and team retreats 
for House offices.
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During Open Season, over 500 staffers took 
advantage of the House Center for Well-
Being’s tool to navigate health benefits 
plans. This tool continues to improve health 
literacy, help staff make informed decisions 
regarding their plan selection, and simplify 
the overall process while helping to save 
the employees – and the House – money.

The increasingly popular “Healthy on the Hill” 
podcast delivered another six episodes of 
timely and relevant well-being conversations 
with industry leaders and campus partners. 
This valuable resource has seen its subscriber 
list increase by 25 percent in the past six 
months with nearly 40 percent more episodes 
being downloaded during the same period.

HOUSE CENTER FOR WELL-BEING
During the second half of 2023, the House 
Center for Well-Being offered over forty 
webinars, briefings, and in-person events 
attended by over 3,100 House employees 
to foster and maintain healthy habits and 
behaviors. Their inaugural, three-week Well-
Being Winterfest encompassed many of those 
educational opportunities, and its resulting 
popularity (with over 2,500 participating 
staff) has enshrined Winterfest as a new 
annual holiday tradition to supplement the 
House Well-Being Fair in the summer.

In September, the House Center for Well-Being 
partnered with a new well-being challenge 
platform to deliver high-quality challenges with 
motivational and engaging features, thereby 
enabling Member offices and the greater House 
community to participate with minimal barriers. 
The new platform led to the success of the 
House Center for Well-Being’s most popular 
House-wide well-being challenge in nearly two 
years while simultaneously delivering Member 
office-requested custom challenges. These 
challenges help to boost staffer camaraderie 
while fostering a culture of office well-being.

In November, the House Center for Well-Being 
launched a new tool to support the physical 
well-being of House staff and provides access 
to a globally recognized provider of expert-
led, live-streamed, and on-demand fitness 
classes. With the addition of this new resource 
and the increasing popularity of existing 
well-being apps, total user accounts have 
eclipsed 10,000 with close to 1,800 new user 
accounts created during the second half of 
2023 alone – an increase of over 20 percent.

The House Center for Well-Being supports staff in their personal and 
professional well-being journey through a wide variety of programs, 
services, and tools.
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FELLOWSHIP PROGRAMS
The Green & Gold Congressional Aide 
Program provides 160 employment 
opportunities for veterans, Gold Star family 
members, and active-duty spouses to work 
for Congress. By the end of December, more 
than 70 Aides were employed by Members 
and House Officers in both the D.C. and 
Member offices across the country. Of the 
Aides departing the program this year, more 
than a third continued employment with 
the House of Representatives. Since the 
program’s inception in 2008, more than 500 
Aides have participated in the program.

Recently, the program implemented several 
programmatic changes, including adding 
active-duty spouse participation in the program, 
allowing Members to request up to a six-month 
extension for their Aides after completing two 
years of service, and expanding the eligibility 
for potential Gold Star family participants.

During the first session of the 118th Congress, the 
program continued its outreach efforts through 
an active educational campaign focused on 
its services and their positive impact on the 
House community as well as veterans and their 
families. As a result, more than 145 Members are 
currently in a wait pool hoping to host an Aide. 

The Green & Gold Congressional Aide 
Program continues to provide valuable 
employment and career development 
opportunities for its participants which 
contributes greatly to House operations 
for Members and House Officers alike. 
Moreover, the program continues to support 
the Aides as they transition to civilian life.

JULY - DECEMBER 2023

MEMBER OFFICE-
REQUESTED CUSTOM 
CHALLENGES WITH 
53 PARTICIPANTS

5

TELENUTRITION 
VISITS232
OPEN SEASON 
TOOL USERS508
HEALTHY ON THE 
HILL PODCAST 
SUBSCRIBERS387

WELL COACHING 
SESSIONS119

WELL-BEING OFFICE 
INTERACTIONS WITH 
HOUSE EMPLOYEES3,327 

PODCAST 
DOWNLOADS1,175
CAREER WELL-BEING 
AND TRANSITION 
CONSULTATIONS100+

NEW USER ACCOUNTS 
CREATE FOR NEW 
AND EXISTING APPS1,796

40 WELL-BEING 
WEBINARS AND 

BRIEFINGS 
HOSTED WITH

ATTENDEES
3,121

18 WINTERFEST 
VIRTUAL AND 

IN-PERSON 
EVENTS WITH

ATTENDEES
2,521

The House Center for Well-Being’s office 
continues to be a hub for employee traffic and 
well-being support. The team experienced 
nearly 3,300 storefront interactions with staffers, 
conducted more than 350 wellness coaching 
sessions, and provided career and transition 
services support to over 100 employees.
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The Culture and Inclusion Taskforce, 
formally known as the Diversity Working 
Board, continues its efforts to embrace diverse 
backgrounds, life experiences, individuality and 
celebrates all the unique qualities our employees 
have to offer. The taskforce brings awareness 
to Affinity Months, highlights CAO staff through 
Diversity Spotlight articles, and creates 
opportunities to learn about diverse experiences 
through speaker series and workshops.

RECOGNIZING OUR TALENTED  
AND DIVERSE STAFF
CAO is dedicated to creating a culture 
of inclusion and belonging that inspires 
innovation, and high performance. Our CAO, 
Catherine Szpindor, has created several 
programs and initiatives that allow us to 
recognize, celebrate and incorporate our 
unique perspectives, experiences, and talent.

The House-wide Women As Leaders Program 
created in 2022, has become a staple for women 
across the Hill to frequent. This program offers 
the opportunity for participants to network, 
share strategies, and brainstorm ways to 
improve their professional and personal lives.

The CAO continues to have a major focus on 
developing internal talent and recognizing 
individuals who show strong leadership 
abilities. The Executive Potential Program 
has successfully launched three cohorts 
where participants hone their skills and 
acquire new learnings as they emerge 
in new leadership responsibilities.

The CAO hosts a Veterans Day event to recognize staff. 
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﻿The Congressional Excellence Program is a 
bipartisan senior-level leadership development 
program providing Members of Congress, 
throughout the Member’s time in Congress, 
the services of a Congressional Excellence 
Partner. Staffed by a diverse team of expert 
consultants in leadership and organizational 
development, the Congressional Excellence 
Partners serve as trusted counsel, strategists, 
leadership coaches, facilitators, and educators 
to build and advance a comprehensive roadmap 
for lasting achievement with the Members, 
their Chiefs, and offices who come together 
every day to serve their district and our nation.

Congressional 
Excellence Program

The Congressional Excellence framework 
is a comprehensive, yet radically simple, 
approach for turning vision into reality by 
enhancing a Member’s, and their team’s, ability 
to serve by outlining four ways to succeed in 
achieving Congressional Excellence: Vision, 
Leadership, Significance, and Distinction.

MEMBER OFFICES 
AND COMMITTEES 
PARTICIPATING

40

HOURS OF 
MEETINGS WITH 
MEMBER OFFICES

650+

JULY - DECEMBER 2023 The Congressional Excellence Program supports Members by 
developing visionary leadership to create greater impact.
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classroom, expanding total infant capacity to 
48, and its fifth and final preschool classroom, 
bringing preschool capacity to 88 children. This 
brought the total Child Care Center capacity to 
208 children, the highest it has been to date.

For the first time since 2019, the Child Care 
Center was able to hold the popular Capitol 
Experience Summer Enrichment Program in 
July and August. The Program, which hosted 38 
children this year, ages six through 13, provides 
an enriching educational experience with 
positive learning interactions and opportunities 
for self-discovery, socialization, and team 
building. It also provides an opportunity 
for children to see where members of their 
family work and helps them understand the 
significance of Washington, D.C. as the seat 
of the federal government. Furthermore, 
the Program also provides an opportunity 
for junior counselors to further develop 
their leadership and communication skills 
as well as gain experience in developing 
relationships with, and planning and 
instructing activities for, young children.

To further promote the Child Care Center’s 
activities, programs, and educational philosophy 
as well as provide greater accessibility 
and transparency, the Center launched its 
public-facing website in August. The website 
ensures information is available to current 

Child Care Center

The House Child Care Center provided 
exceptional quality care and developmentally 
appropriate learning experiences to up to 
200 children and their families across 17 
infant, toddler, and preschool classrooms 
in the O’Neill House Office Building.

Between July and December, the House Child 
Care Center continued to work closely with 
CAO Human Resources as part of its new 
recruitment strategy to onboard five new 
employees, including lead teachers, teacher 
aides, and a nurse, and to ensure the best 
optimal learning environment for House families. 
This increase in staffing also allowed the Child 
Care Center to deliver childcare services to 
additional families, enrolling 53 new children 
across all age groups. In September, the Child 
Care Center opened its sixth and final infant 

The Child Care Center builds enriching learning experiences and 
positive learning opportunities into its curriculum.
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and potential families who may not have 
access to the House’s intranet, HouseNet. 

During the August and September In-
Service, the Child Care Center’s faculty 
adopted a new digital curriculum resource 
to more effectively support faculty planning 
initiatives, inform and supplement lessons, 
and provide access to professional 
development opportunities in a variety of 
formats, including tangible connections to 
a professional learning community. These 
digital resources have streamlined planning 
time for classroom teams, enhancing their 
productivity, and have enabled faculty staff to 
ensure that the developmentally appropriate 
learning experiences and environments 
they provide meet individual needs within 
group settings, support content and process 

learning, and promote growth across all 
areas of development (i.e., social, emotional, 
physical, cognitive, and language areas).

In the year ahead, the House Child Care 
Center will continue to identify new 
opportunities to support House families and 
provide enriched learning experiences.

Child Care Center faculty develop fun and engaging educational 
experiences for House staff families.
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continued its efforts to expand awareness 
about timely issues impacting employees. 
When the Pregnant Workers Fairness 
Act (PFWA) went into effect at the end of 
June 2023, through education, advice, and 
counseling, Employee Advocacy focused 
on ensuring employees’ awareness of the 
rights to reasonable accommodations that 
the PWFA grants pregnant workers. 

To further enhance matter tracking capabilities, 
Employee Advocacy contracted with a new 
software provider in September. Employee 
Advocacy worked closely with the provider 
throughout the latter half of 2023 to customize 
the tracking software in order to ensure efficient 
operations and more accurately identify 
House trends in workplace legal issues and 
concerns. This software will allow Employee 
Advocacy to address the issues that are the 
most pressing and most widespread for House 
employees through educational presentations 
and the enhanced and focused professional 
development of Employee Advocacy attorneys. 

HOUSE PARTNERSHIPS

Employee Advocacy continued its role as a 
subject matter expert and consultant to the 
House’s Workplace Rights and Responsibilities 
Education Program developers. Partnering 
with the Office of House Employment Counsel, 

Employee Advocacy

In the latter half of 2023, the Office of 
Employee Advocacy continued to provide 
quality legal services to House employees 
in employment-related issues covered by 
the Congressional Accountability Act of 
1995 and its 2018 Reform Act (“CAA”).

ADVICE AND REPRESENTATION SERVICES

From July to December, Employee Advocacy 
provided counseling, advice, and representation 
to House employees on workplace issues under 
the 15+ laws made applicable to the House by 
the CAA and continued to expand its client base. 
Employee Advocacy assisted a high volume of 
House employees, opening new legal matters 
for almost 220 House employees and covering 
well over 500 legal issues. These issues included 
matters related to overtime compensation, 
equity in pay, parental leave rights, rights for 
nursing mothers, discrimination and harassment 
concerns related to protected categories (e.g., 
race, sex, and age), disability accommodations, 
retaliation concerns, leave for an employee’s 
health condition or to take care of an ill family 
member, issues related to military service and 
veteran status, safety concerns, and labor 
questions related to collective bargaining rights. 

As part of their mission and commitment to 
educating employees about their workplace 
rights under CAA laws, Employee Advocacy 
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Employee Advocacy also met with the House 
Permanent Select Committee on Intelligence 
to serve as a potential model for federal in-
House employee legal services, providing 
insight on the potential establishment of 
employee advocacy legal offices in other 
areas of government. Employee Advocacy 
identified ways that its establishing resolution, 
scope of advice and counseling services, 
representation services, information technology 
and insider-threat security measures, referral 
services, and its contract law firm partners 
(used in instances of conflict or potential 
perceived bias) could be beneficial for 
similar federal in-House legal offices. 

To facilitate advanced education of House 
employees, including as a referral source 
through the Office of Diversity and Inclusion, 
Employee Advocacy provided informational 
briefings upon request to congressional staff 
organizations, Human Resources, Members, 
Member office staff, and Committee staff related 
to multiple CAA issues. Such briefings included 
topics on religious leave, health and religious 
accommodations, workplace issues for women, 
the mechanics of the CAA and its dispute 

Employee Advocacy provided detailed input 
and feedback based on identifiable trends on 
refresher course materials for supervisors and 
non-supervisory staff for the 118th and 119th 
Congresses. Employee Advocacy also proposed 
new areas of focus to guide House employees in 
scenarios that they may encounter but had not 
been recently featured in educational sessions.

In July, Employee Advocacy was invited by 
Member office staff to speak about human 
resources and equal employment opportunity 
practices in the House. Employee Advocacy 
described its mission and role as they relate 
to the Office of House Employment Counsel 
(OHEC) and the Office of Congressional 
Workplace Rights (OCWR), addressed the 
differences between Employee Advocacy 
and OCWR, and clarified the OCWR dispute 
resolution process compared to the U.S. Equal 
Employment Opportunity Commission and 
federal agency processes, a process with which 
Employee Advocacy assists House employees. 

Through additional meetings in July, September, 
and November, Employee Advocacy 
collaborated with other House trainers and 
educators within the Congressional Staff 
Academy’s Learning Committee to facilitate a 
comprehensive training platform. This joint effort 
included representatives from Congressional 
Staff Academy, CAO Communications and 
Marketing, CAO Coach, the Office of Employee 
Assistance, House Center for Well-Being, Human 
Resources, the Office of House Employment 
Counsel, the Whistleblower Ombuds, the 
Office of Diversity and Inclusion, and House 
Information Resources, among others. 

Employee Advocacy partners with the Communications and 
Marketing team to spread awareness about upcoming observances 
and House staff events
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resolution process, CAA issues as ethics issues, 
and the many rights granted by the CAA. 

In November, Employee Advocacy collaborated 
with the CAO’s Chief Information Officer and 
Chief Information Security Officer to clarify 
the retention policy for House electronic mail 
accounts and transfer of employees’ electronic 
mail addresses. These discussions clarified 
House practices and facilitated Employee 
Advocacy’s ability to confirm the value of 
various measures to uphold the interests of 
employees and their potential House employers 
when resolving workplace concerns.

Employee Advocacy’s initiatives for the 
first half of 2024 will include continued 
measures to collaborate with other 
House entities and CAO Offices. 

OUTREACH INITIATIVES

To increase and maintain the House 
community’s awareness of provided services, 
Employee Advocacy joined CAO Customer 
Services in August to identify and connect 
with 118th House Congressional Staff 
Organizations and host pop-up tables at the 

CAO Services Fairs in Seattle, Washington in 
September. As a strong advocate and resource 
for district office staff, Employee Advocacy’s 
participation in Seattle addressed employee 
and stakeholder inquiries about the office’s 
equal application of advocacy efforts for district 
staff. Employee Advocacy will have a physical 
presence when necessary or appropriate 
for legal advocacy (e.g., for hearings or 
mediation) and is dedicated to assisting all 
House employees, regardless of location. 

Employee Advocacy representatives also 
attended the Congressional Staff Associations 
Fair to inform organizations whose missions 
overlap with the Congressional Accountability 
Act (e.g., organizations with membership 
based on race, national origin, religion, gender, 
sexual orientation) about the office’s ability to 
conduct briefings about their services. Similarly, 
in December, Employee Advocacy shared 
information and materials at an Open House 
for district staff sponsored by CAO First Call. 

To expand their reach even further, Employee 
Advocacy joined several CAO-produced 
podcasts. Employee Advocacy’s Director 
appeared on the “Healthy on the Hill” podcast, 
hosted by the Office of Employee Assistance 
and the House Center for Well-Being, to discuss: 
how Employee Advocacy helps employees 
with mental health and other health issues, 
including family member health issues; how 
workplace concerns can be addressed so that 
they are not a cause (or ongoing) of stress and 
anxiety; and the various ways the office can 
assist through litigation and, more commonly, 
through other resolution efforts. In December, 

Employee Advocacy expands awareness about timely issues 
impacting employees through various educational events.
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spotlighting rights related to pay equity, health-
related leave, accommodations for disabilities, 
and protection against disability discrimination. 
Employee Advocacy also used milestone 
statutory anniversaries to highlight the office as 
a resource regarding these rights, and published 
digital monitor and HouseNet signage in 
observance of the 30th anniversary of the Family 
and Medical Leave Act, the 50th anniversary of 
the Rehabilitation Act, and the 60th anniversary 
of the Equal Pay Act. Partnering with House 
Web Services in December, Employee Advocacy 
published updates to its website to enhance 
accessibility and comply with the Rehabilitation 
Act’s Section 508 accessibility requirements. 

In 2024, Employee Advocacy will host additional 
webinars on legal resources related to mental 
health; disability, including discrimination; and 
the reasonable accommodations process.

Employee Advocacy’s. J.D. Paralegal was a 
guest on the “Let’s Talk CAO” podcast. 

Employee Advocacy also conducted a non-
supervisory and supervisory staff webinars 
about workplace rights related to compensation 
and other issues. With 2023 marking the 60th 
anniversary of the Equal Pay Act, the webinar 
included specific information about pay equity, 
addressed common questions about overtime 
compensation under the Fair Labor Standards 
Act, and presented numerous scenarios 
demonstrating instances in which assistance 
is available from the office under CAA laws. 

Between July and December, Employee 
Advocacy also took advantage of digital 
marketing and promotion opportunities. 
Legal developments were highlighted on 
Employee Advocacy’s website, HouseNet, 
and through collaborative projects with CAO 
Communications and Marketing. This included 



SEMIANNUAL REPORT  •  JULY - DECEMBER  2023  
 21    

only affirmed the effectiveness of the CAO’s 
mobile infrastructure but also underscored 
the CAO’s preparedness to respond swiftly 
to unforeseen challenges. A Joint Alternate 
Chamber exercise, the largest of its nature since 
2019, was also conducted in partnership with 
the Senate and other House offices. Its success 
further underscored the CAO’s commitment 
to seamless coordination and cooperation 
across congressional entities during a crisis.

Tangentially, the Business Continuity/
Disaster Recovery team successfully 
transitioned the House of Representatives 
Child Care Center’s emergency notification 
messaging program to the Joint Emergency 
Mass Notification System (JEMNS) to align 
with the widely adopted system across the 
congressional community. This transition 
ensures a unified and efficient emergency 
response and reduces operating expenses 
by eliminating the required maintenance 
associated with the outgoing system. 

During the second half of 2023, Business 
Continuity/Disaster Recovery provided 
contingency support assets to district offices 
across the nation that were impacted by 
tornadoes, hurricanes, and typhoons. In such 
times of crisis, the team diligently implements 
a multi-faceted strategy to ensure Members 
can continue serving their constituents. 

Solutions Support and 
Continuity of Operations
BUSINESS CONTINUITY/ 
DISASTER RECOVERY
The Business Continuity/Disaster 
Recovery team continued to modernize, 
train, equip, and fortify the continuity posture 
for the U.S. House of Representatives. 

To stay at the forefront of technological 
advancements while constantly revalidating 
requirements for optimal use of taxpayer funds, 
the Business Continuity/Disaster Recovery team 
began seamlessly incorporating new mobile 
communications and broadcast platforms into 
the House’s operational environment. This 
integration bolstered the team’s capabilities 
to effectively support the House continuity 
mission. Validating the resiliency of its services, 
and in partnership with House Information 
Resources (HIR), the team also supported 
the migration of select key services from the 
House’s primary data center to its secondary 
data center. In August, the team performed 
key third-party validation of the exercise plans, 
developed after-action reports, and made 
recommendations to HIR for future failovers.

Through a mobile exercise, the Business 
Continuity/Disaster Recovery team 
demonstrated the CAO’s capability to set up 
an alternate House chamber and supporting 
functions anytime, anywhere. This exercise not 
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inventory of all House continuity assets. This 
initiative enabled the team to better identify 
strengths, address potential vulnerabilities, 
and optimize the CAO’s asset management 
strategy for increased efficiency.

For example, following a strong typhoon 
in Guam, the team was able to support the 
territory’s atypical cellular carrier needs 
through a timely procurement of compatible 
communications equipment within 24 hours. 

In its ongoing efforts to ensure operational 
preparedness, Business Continuity/
Disaster Recovery conducted a thorough 
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The House Recording Studio also supported 
the setup of over 383 audiovisual (AV) 
events throughout the House complex. AV 
setups support both the weekly Republican 
Conference and Democratic Caucus meetings, 
along with many Speaker and Member-
sponsored public events and meetings. 

Captioning support along with support for 
the broadcasting, streaming, and lighting of 
several special events was carried out within 
the Capitol complex throughout the second 
half of 2023. These events included the annual 
Capitol Christmas Tree Lighting Ceremony 
and the Larry Doby Gold Medal Ceremony. 
The House Recording Studio also supported 
the Committee on House Administration’s 
Summer Intern Lecture Series, a popular 
event that provides a unique opportunity for 
House interns to hear numerous lectures 
from various inspirational speakers.

During the second half of 2023, the House 
Recording Studio continued to provide support 
for the archival, broadcasting, and webcasting 
of Committee hearings and markups, covering 
a total of 444 events. The House Recording 
Studio also fulfilled 100 MyServiceRequests to 
provide clips of Committee coverage. To make it 
even easier to share coverage online, the House 
Recording Studio implemented a web-based 

House  
Recording Studio
Between July and December, the House 
Recording Studio televised a total of 320 
hours of legislative operations captured on 
the House Floor, including special coverage of 
Israeli President Isaac Herzog’s address to a 
joint session of Congress. Studio engineers also 
fulfilled 42 MyServiceRequests for video clips of 
House Floor coverage. To improve accessibility 
at the House, the House Recording Studio 
implemented, coordinated, and supported 
the use of CaptionCast for all House Floor 
proceedings, enabling Members, staff, and 
visitors to read live captions of spoken audio. 
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COMMITTEE 
HEARINGS AND 
MARKUPS SUPPORTED444

IN-STUDIO SERVICE 
REQUESTS FULFILLED790

CLIPPING SERVICE 
REQUESTS FULFILLED100

FIELD HEARING 
SUPPORTED13

AV REQUESTS FULFILLED383

HOURS OF HOUSE FLOOR 
FOOTAGE BROADCASTED 
AND ARCHIVED320
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clipping tool to enable all House offices to clip 
any Committee hearing video in real time.

Continuing its work to ensure the public is 
connected to the legislative process, the House 
Recording Studio covered 13 field hearings 
in nine different states and one U.S. territory. 
Studio production and engineering teams 
travelled over 110,000 miles to support these 
field hearings, held in various non-traditional, 
non-legislative venues, including National Parks, 
a cattle auction house, a firehouse, museums, 
and a college football stadium. To ensure 
these hearings were successful, the House 
Recording Studio purchased two wireless audio 
systems, thereby ultimately saving Committees 
an average of $3,500 to $5,000 per hearing.

On the House campus itself, the House 
Recording Studio provides in-studio services 
for more personable constituent outreach. 
Throughout 2023, the House Recording Studio 
worked to modernize its television studios 
to keep pace with an ever-evolving media 
landscape. The renovation of these studios 
was completed in August, enabling Members 
to more fully customize their messaging, and 

an Open House was held to encourage staff 
to visit the new space and learn more about 
studio offerings. Since July, the House Recording 
Studio has supported 790 in-studio services, 
including the recording of 117 holiday greeting 
messages that were broadcasted to American 
Service Members stationed overseas.

As part of its efforts to modernize the House, 
the House Recording Studio also continued 
its ongoing work to upgrade audio and video 
systems in Committee hearing rooms. The 
team updated the broadcast equipment in 
the Armed Services Subcommittee room, 
replaced aging video displays in subcommittee 
rooms, and replaced video wall panels in 
five different hearing rooms. In coordination 
with the Architect of the Capitol, the House 
Recording Studio also supported modernization 
efforts for the Committee on Foreign Affairs 
and the Committee on Education and the 
Workforce. Additionally, the House Recording 
Studio continued to work on consolidating 
Committee equipment and completed the 
initial first steps necessary to test the feasibility 
of moving this equipment to a data center.

The House Recording Studio used two new wireless audio support systems to facilitate the successful broadcasting of field hearings, held in 
nine different states and one U.S. territory.



 House Recording Studio

SEMIANNUAL REPORT  •  JULY - DECEMBER  2023  
 25    

The Committee Hearing Room Renovation 
program continues to plan important upgrades. 
The Foreign Affairs hearing room is scheduled 
to be completed in early 2024. Studio 
engineers also provided technical solutions 
for temporary capabilities in the Committee 
on House Administration’s hearing room.

Pictured top: Committee on House Administration Chairman, Bryan 
Steil, tours the newly renovated House Recording Studio.
Pictured bottom: House staff attend the unveiling of the new studios 
during an Open House event.



SEMIANNUAL REPORT  •  JULY - DECEMBER  2023  
 26    

CONGRESSIONAL STAFF ACADEMY
Between July and December, the 
Congressional Staff Academy focused 
on three main categories of course 
development: required House training, 
professional development, and training 
development for House support offices. 

In addition to Cyber and Ethics, in early 2023, 
the Committee on House Administration 
designated the Congressional Staff Academy 
as the steward of the Workplace Rights 
and Responsibilities Education program 
and the training for 2024, including the 
development of four, interactive web-based 
trainings. In 2023, intern guidelines shifted 
from 45 days to 30 days per the Committee 
on House Administration resolution text. 

To support staffers’ professional development, 
the Congressional Staff Academy’s new 
Professional Leadership Development program 
included twelve original courses for two 
development tracks, “Leading Self ” and “Leading 
Teams.” These tracks highlight three major 
House HR HUB core competencies, including 
initiative, teamwork, and communication and 
interpersonal skills. Out of the 100 participating 
district staffers, 70 completed all of the 
track’s live and recorded make-up sessions 
and 41 participants received a certificate of 

Customer  
Experience Center

completion for submitting a final capstone 
project (a program requirement). 100 percent 
of surveyed participants said they would 
recommend the program to other House staff. 
The second track of the program, “Leading 
Teams,” is currently under development and 
scheduled for release in March 2024. 

In tandem to this series, the Congressional 
Staff Academy introduced its “Professional 
Jump Start” series in late October. These 
30-minute sessions offered sneak peeks 
into the Leading Self and Leading Teams 
curricula to expand awareness of and generate 
more interest in the program. As a result, 
278 participants attended the program’s 
four sessions. Based on the success of their 
instructional approach, Congressional Staff 
Academy will create another series in 2024.

The Congressional Staff Academy provides House-specific training 
on a wide variety of topics, including leadership.
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Continuing its partnership with CAO Human 
Resources to improve the onboarding 
experience of new hires, the Congressional 
Staff Academy launched the third phase of its 
“Benita Knows Benefits” video series. Videos 
under development and slated for release in 
2024 will include new topics like retirement and 
taking a position in a different House office.

LinkedIn Learning, which is offered free to all 
House staff, was added to blended learning 
cohorts, weekly Staff Academy course 
highlights, and the CAO HR Hub Competencies 
for Member offices. Between July and December, 
556.75 Continuing Education Units (CEUs) 
were awarded through LinkedIn Learning.

In 2024, the Congressional Staff Academy 
will primarily focus on further building 
out its professional development 
programs and courses, launching new 
mandatory trainings, and supporting 
CAO departments with the launch of 
microlearning series for new House tools.
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PERCENT GROWTH IN 
TRAINING ENGAGEMENT

11

DISTRICT OFFICE STAFF 
PARTICIPATED IN THE 

PROFESSIONAL DEVELOPMENT 
LEADERSHIP PROGRAM

100

HOUSE STAFF PARTICIPATED 
IN THE PROFESSIONAL 

JUMP START SERIES

278

CONGRESSIONAL STAFF ACADEMY WEBSITE

From July-December 2023, the Congressional 
Staff Academy website received more than 
1.1 million page views. Through the recent 
integration of Power BI with Cornerstone, the 
Congressional Staff Academy was able to 
successfully analyze demographic data of staff 
accessing the site without compromising user 
anonymity so they can now more easily measure 
specific variables of interest more accurately 
to better understand and build dynamic data 
reports that are updated in near-real time. 
Over the last six months, the Congressional 
Staff Academy continued its efforts to further 
develop this integration to enable more in-depth, 
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CONGRESSIONAL STAFF 
ACADEMY WEBSITE VIEWS

1.1M

HOUSE STAFF ATTENDED 
A SINGLE SESSION OF THE 
U.S. SERVICE ACADEMY 
NOMINATION Q&A COURSE

196

The Congressional Staff Academy builds its curriculum based on 
feedback from its House partners in the Learning Committee.



Customer Experience Center

SEMIANNUAL REPORT  •  JULY - DECEMBER  2023  
 28    

and Field Representatives respectively in June, 
during which the Coaches taught 13 classes 
to 289 attendees, and additional iterations 
in Seattle, Washington in September, where 
the CAO Coaches taught ten classes to 207 
staff. The team also taught five classes for 
the GOP “Level Up” series and co-hosted 
six New Staff Orientation sessions with 100 
staffers in attendance. In addition to providing 
position-specific support, the CAO Coach 
Program also conducts confidential one-on-
one staff consultations; the team conducted 
877 of these consultations. At the request of 
Member and Leadership offices, the CAO 
Coaches also taught 22 miscellaneous classes 
tailored to meet their respective needs.

In collaboration with the CAO Communications 
and Marketing team, the CAO Coach Program 
beefed up its outreach and engagement efforts 
outside of the classroom and its consultation 
spaces. The team sent out 25 quick-reference 
emails with tips, how-tos, and educational 
materials, which were opened 44,519 times. To 
ensure the CAO Coach website continuously 
provides relevant and relatable content to help 
staff navigate their roles and responsibilities 

demographic comparisons. In addition, new 
process automations in 2023 allowed for custom 
certificates to be generated four times faster and 
by a single team member rather than a full team.

In the months ahead, a new iteration of the 
Congressional Staff Academy website will go 
live with a new look and features based on staff 
feedback, learning trends, and user interests.

CAO COACH PROGRAM
The CAO Coach program focused its efforts 
on providing more in-person opportunities 
to House staff, covering all major Member 
office positions. Between July and December, 
the CAO Coaches taught 44 position-specific 
classes to 1,478 staffers. The CAO Coaches 
also designed and held programs tailored to 
specific Member offices, caucuses, committees, 
and staff associations. This included a variety 
of programs, from sitting on Leadership-
held panels to presentations on “Staffing the 
Member,” “D.C./DO Connection,” and “Casework/
Fieldwork to Policy” to a California office 
during their staff retreat. The team continues to 
work with offices directly and these meetings 
often inspire new, generalized programs.

In the latter half of 2023, the CAO Coach 
program resumed its efforts to expand the 
in-person CAO House Staff Conference 
program, adding a session for Caseworkers 
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HOUSE PERSONNEL TRAINED 
ON WORKPLACE RIGHTS 
AND RESPONSIBILITIES
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as well as House partner offerings, 97 new 
videos were produced and uploaded to create 
a more comprehensive catalogue of digestible 
and shareable content. CAO Coach videos 
have been viewed 14,173 times since June, 
and 8,259 users have visited the website. 

As a part of ongoing efforts to streamline 
staff access to information, the CAO Coach 
web team worked with developers to build 
out, test, and release an updated search 
function that corrects spelling mistakes with 
continued staff use. To make it easier for staff 
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to sift through the expanding catalogue, staff 
can now sort videos by relevancy (i.e., staff 
role) and by type (e.g., panel videos, specific 
videos, and bite-sized videos). Supplementary 
to the website is the CAO Coach podcast 
series, which included two new additions, 
“Lets’ Ask the Chief” and “Leg Edge.”

CUSTOMER ADVOCATES
The Customer Advocates continued to 
serve as a vital link for the House community, 
connecting Member office staff with a 
myriad of CAO administrative, technical, and 
operational support services. Between July 
and December, the Customer Advocates 
facilitated a total of 632 meetings and adeptly 
managed 3,585 cases on behalf of customers. 

The Customer Advocates also conducted 
eight regional trips to brief district office staff 
on a spectrum of services offered by the 
CAO. Spanning coast-to-coast, their travel 
included visits to 81 district offices, engaging 
with over 350 district staff. These briefings 
primarily highlighted popular topics, including 
the discounts and services available to House 

The CAO Coach program and Customer Advocates host 
additional CAO House Staff Conferences for caseworkers and 
field representatives.
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staff. The December Listening Sessions with 
House Creative Services were particularly 
effective at amplifying awareness amongst 
House communications staff. More than 60 
Washington, D.C.-based and district-based staff 
participated in these two virtual sessions. 

Partnering with the CAO Coach Program, the 
Customer Advocates continued to address the 
needs of new and current staff in Washington, 
D.C. and in the districts as co-hosts of the New 
Staff Orientation course and the CAO House 
Staff Conferences. As in past conferences, 
the Advocate Program spearheaded the 
organization of CAO partners for the Caseworker 
and Field Representatives Conferences in 
Seattle and its services fairs. Furthermore, the 
Advocates hosted listening sessions to gather 
direct insight from customers on how the CAO 
can meet the evolving needs of district staff. 

staff through the House Center for Well-
Being and external House partners, House 
Creative Services offerings, HR Hub resources, 
and GPO Express services. To evaluate the 
effectiveness of these one-on-one visits, the 
Customer Advocates distributed a survey to 
district office staff. Following an Advocate’s 
visit, 93 percent of respondents found these 
meeting beneficial and 94 percent indicated 
that they learned something new that would 
be beneficial to themselves of their office. 

Amidst these endeavors, Customer Advocates 
also successfully initiated three new outreach 
programs: “Spill the Beans” on CAO Services, 
virtual “Listening Sessions,” and in response 
to feedback provided during the staff 
conferences, “Virtual Office Hours” for district 
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The Customer Advocates provide in-person administrative, 
technical, and operational support to staff in Washington, D.C. 
and in the districts.
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9,809 customer feedback survey response 
and 125 customer feedback continuous 
improvement opportunities identified

The service partners and CAO leadership 
analyzed and cataloged this feedback in 
the Continuous Improvement Register. This 
feedback serves as the core data source for the 
ongoing mission of the cross-organizational 
Continuous Improvement Program.

CUSTOMER SERVICES
First Call concentrated its efforts on enhancing 
existing products and delivering outstanding 
experiences to CAO customers. Over the last 
six months, First Call supported a record high 
in all avenues of support compared to the same 
reporting period just a year ago. The team 
managed over 14,000 phone calls an 11 percent 
increase); responded to 868 email inquiries 
(a 51 percent increase); and logged 2,001 
support tickets (a 21 percent increase). First 
Call’s passport agents also processed over 1,150 
passport applications, including 822 tourist book 
applications, on behalf of the House community.

In tandem with these efforts, First Call 
continued its efforts to enhance both the 
House Room Reservation System and passport 
database, two significant service platforms that 
launched during the first half of the year. One 
particularly notable improvement included 
the incorporation of a built-in survey feature 
in House Room Reservations, which allowed 
users to provide ratings and comments on 
their booking experience. Customer feedback 
gathered through the survey was instrumental 
in making additional enhancements to the 
platform. Subsequent upgrades to First Call’s 
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CUSTOMER EXPERIENCE MANAGEMENT

HOUSENET

During the second half of 2023, the Customer 
Experience Management team continued 
its HouseNet modernization project to 
provide a more user focused approach 
for accessing needed information.

Replacing HouseNet is a core component 
of the strategic initiative that involves 
migrating to the cloud, changing the content 
management platform, creating a new site 
architecture, reengineering dynamic features, 
and rewriting existing HouseNet content.

Another core component of the HouseNet 
Strategic Initiative involves ensuring the 
website’s long-term success with a newly 
formed HouseNet Project Office. Two key team 
members were hired at the end of 2023 to serve 
as the Content Lead and Product Manager.

SERVICE IMPROVEMENT

In addition, the team continued to use surveys 
to collect feedback from Member, Committee, 
and Leadership staff to identify opportunities 
to improve service. In total there were 
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HOUSE CREATIVE SERVICES
Based on feedback collected from the CAO 
House Staff Conferences and trends identified 
through customer interactions, House Creative 
Services leveraged its partnerships with 
departments like CAO Communications and 
Marketing to promote flagship services, host 
educational workshops and pop-up service 
events, tailor newer services to customer 
needs, and implement additional services that 
provide creative assets for multiple uses. 

passport database involved the introduction of 
a secure file attachment feature, which ensured 
the proper storage of customers’ passport 
documentation for verification purposes.

Established in mid-2021, the District Office 
Photography pilot program was created to 
provide district offices access to photography 
services traditionally offered in Washington, 
D.C. while also collectively supporting the 
promotional needs of both offices. In early 
2022, the pilot program expanded to include 
videography services. During the latter half 
of 2023, House Creative Services dedicated 
more of its resources to promote this program 
through various marketing avenues, resulting 
in a 50 percent increase in district travel 
requests. From July through December, the 
photography and videography teams traveled 
to 17 districts to cover Member events and 
capture district imagery for official use. 

During this time, congressional offices also 
requested more stock photos and videos to 
create more visually engaging and higher-
quality informational campaigns. For the 
services provided within the 17 district offices 
visited, House Creative Services covered 205 
district-based events, captured 6,045 district 
images, and recorded 875 videos for official use. 
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House Creative Services hosted several events, including listening 
sessions, pop-up studios, and educational workshops to empower 
House staff in their creative outreach.
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When Member office communications staff 
aren’t able to fully take advantage of House 
Creative Services offerings, they often take 
on the role of photographer, videographer, or 
graphic designer. To enable staff to produce 
quality products and engaging communications 
during those times, House Creative Services 
developed additional quick reference 
educational materials with tips and tricks on 
photography, video, and printing. These guides 

were included in the House Creative Services’ 
quarterly newsletter and distributed at CAO 
Service Fairs. House Creative Services also 
conducted a “Photography in the District” 
breakout session for the September CAO 
House Staff District Office Conferences to 
further its educational outreach and provide 
updated headshots for conference attendees. 

In partnership with the Customer Advocates, 
House Creative Services also co-hosted 
their first-ever listening session. The session, 
which provided insight into challenges 
experienced by communications staff, enabled 
House Creative Services to provide possible 
solutions, and yielded several follow-up 
inquiries on design and printing services. The 
team also hosted informational booths and 
courses at the CAO House Staff Conferences 
and continued to promote its services and 
offerings through its social media platforms.

As stewards of day-to-day House operations, the 
CAO’s dedicated business units collaboratively 
work together to ensure the continuous 
modernization of the House, from IT solutions 
to administrative tools and the physical spaces 
in which staff frequent. The House Creative 
Services were charged with leading the effort 
to refresh several spaces within the House 
and in district offices by creating and printing 
visually-engaging and relatable murals that 
reflect our diverse community and the unique 
landmarks of the nation’s capital. House Creative 
Services first helped revitalize the Rayburn 
Cafeteria walls with photographic murals 
depicting such landmarks (taken and printed 
by House Creative Services photographers). 
The murals in the Rayburn Cafeteria, part of a 
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larger refresh effort, are a game-changer for 
Members, staff, and visitors alike who have 
long asked for a gathering spot on campus. 
This is a big accomplishment for teams within 
CAO and the Architect of the Capitol (AOC).

Turning their attention to the Longworth 
House Office Building entrance, a hallway 
that experiences heavy foot traffic from staff 
and visitors alike, House Creative Services 
designed, printed, and installed one of the 
largest continuous murals at the House, 
spanning 175 feet long. The mural includes over 
200 images of Members, staff, and constituents 
from all over the country. House Creative 
Services also created two complimentary 
social media walls and provided large decals 
and murals for Member district offices as 
well as the Permanent Select Committee on 
Intelligence. The increased demand for mural 
and wall printing requests represented a small 
portion of the 27 percent increase in photo, 
poster, and other print production services 
compared to the previous reporting period.

House Creative Services also provided 
photographic support for various historical 

events and House traditions and ceremonies, 
including the: Congressional Women’s Softball 
Game; Liberation of Guam and the Battle for 
the Northern Mariana Islands Wreath Laying 
Ceremony; WWII Memorial; Joint Meeting 
Address with the President of the State of 
Israel; Portrait Unveiling Ceremony for Rep. 
Steve Womack (AR-03); Congressional vigil 
and moment of silence for the victims of the 
Hamas attacks on Israel; Speaker of the House 
Special Election; Swearing-In Ceremony of 
Rep. Amo Gabe (RI-01); Capitol Christmas 
Tree Lighting Ceremony; and Congressional 
Gold Medal Ceremony for Larry Doby.

SERVICE CONTRACT MANAGEMENT
In the latter half of 2023, the House Food 
Services team continued to focus on customer 
satisfaction. In coordination with Sodexo, the 
House’s food services vendor, the CAO focused 
on expanding menu options for customers. 
New pop-up vendors in the Rayburn Cafeteria 
were introduced as well as additional rotating 
cuisines in the Longworth Cafeteria. The CAO 
also implemented efforts to cater to customers 
with dietary restrictions by hosting focus 

New murals are installed to refresh the House campus.House Creative Services designed, printed, and installed one of the 
largest continuous murals at the House, spanning 175 feet long.
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groups, introducing alternative proteins, and 
offering healthier foods in all dining facilities. 

In alignment with this initiative, House Food 
Services launched the Sweetgreen Outpost 
program in September in the Cannon and 
O’Neill House Office Buildings. House staff are 
able to opt for healthier salads and bowls and 
have them delivered to campus for pickup 
without the delivery fees. Since the inception 
of the program, 7,392 Sweetgreen orders were 
placed, totaling $102,467 in sales. In October, 
the CAO partnered with the Architect of the 
Capitol to renovate the Rayburn Cafeteria. 
New flooring was installed to brighten the 
space and aid in cleaning, wall murals were 
designed and printed by House Creative 
Services, and new modern furniture was 
added in various configurations to enable large 
group visits and lunch business meetings.

With facilities operating at pre-pandemic levels 
this year, food service saw immense growth in 
sales, with a 54 percent increase from the prior 
year. The extended cafeteria hours enacted 
in the beginning of 2023 have accounted for 
5 percent of daily sales and have proven to 
be well received by congressional staff. 

The House Barber Shop and Salon also 
introduced new service offerings, including 
men and women’s hair styling. Members of 
Congress who need to be on camera can now 
quickly take advantage of these services in-
House, whether they’re in the House Barber 
Shop and Salon, at the House Recording 
Studio, or prepping for an event in their office.

After completing the first phase of its interior 
refresh in early 2023, the House Staff Fitness 
Center is currently working on upgrading 
its facility with new paint and carpet and is 
engaging in ongoing efforts to work closely 
with its new fitness and well-being vendor 
to upgrade locker room amenities and new 
equipment. Through various promotional 
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Pictured top: The House Staff Fitness Center hosts fitness pop-ups.
Pictured bottom: CAO Catherine Szpindor and the House Food 
Services team unveil the newly renovated Rayburn Cafeteria.
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House Postal Operations also tested and 
processed more than 1 million inbound letters 
and 25,000 packages, ensuring safe delivery 
to Hill offices. To date, the House has screened 
more than 5 billion inbound pieces of mail. More 
than 450,000 pieces of mail were digitized and 
electronically loaded into Member constituent 
management systems, and the number of offices 
enrolled in the Digital Mail program rose to 430.

events and marketing initiatives, the House 
Staff Fitness Center also increased its gym 
memberships over the last six months. In 
collaboration with CAO Communications and 
Marketing and House Creative Services, the 
gym participated in several Open House events 
and created a new promotional video to expand 
awareness of the facility and its services.

MAILING SERVICES
Between July and December, Mailing 
Services provided support for all aspects 
of Franked mail, U.S. Postal Service, and 
commercial package delivery to the House 
community, including mail list processing 
and postage accountability services.

Mailing Services processed more than 
75 million records for Member offices 
conducting mass mail campaigns, saving an 
estimated 12.5 million dollars in postage and 
production costs. House Postal Operations 
pre-sorted more than 1.9 million pieces of 
outbound mail, saving House offices an 
estimated $500,000.00 in postage costs.
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From July to December, the Capitol Service 
Center coordinated 1,038 events in Speaker 
and Democratic Leader-controlled rooms. Of 
these events, 715 MyServiceRequests were 
submitted for physical setups with remaining 
requests focused on business meetings that 
required traditional room setup or preset 
rooms in need of refreshing, janitorial services, 
or AV support. A total of 186 support and/or 
renovation MyServiceRequests were submitted 
for Leadership, Officer, and Committee offices.

In preparation for a potential lapse in funding in 
September, the Capitol Service Center focused 
its resources to be on standby throughout 
the month in order to facilitate multiple high-
level meetings requiring multiple room setups. 
The team’s quick response and turnaround 
enabled important, ongoing legislative work 
unencumbered by logistical setup details. 

In October, the Capitol Service Center was once 
again called upon to swiftly provide its services 
in support of the historic House Speaker 
transition. During the House Majority party 
nominations and votes, the team engaged with 
both Majority and Minority Leadership offices to 
support several high-profile meetings. Between 
October 11 and December 20, the team also 
completed a total of 112 MyServiceRequests to 
support both outgoing and incoming Speakers.

Capitol Service Center
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HOUSE DIGITAL SERVICE

EXPLORING ARTIFICIAL 
INTELLIGENCE AT THE HOUSE

In the second half of 2023, the House Digital 
Service team continued to prioritize its 
outreach with staff through its new AI Working 
Group. The team recruited over 200 staffers who 
were interested in testing and evaluating new 
tools that leverage Large Language Models 
(LLMs) like OpenAI’s ChatGPT. This initiative 
will lead to a better understanding of these 
new utilities and the initial House Information 
Resources (HIR) guidelines for safe usage.

Ongoing feedback received thus far from the 
working group has helped identify common use 
cases, prompt best practices, and limitations 
of LLMs. The team is also currently partnering 
with the Office of Cybersecurity to prioritize 
evaluation, establish governance, and build a 
roadmap of future AI services for the enterprise.

5TH ANNUAL CONGRESSIONAL HACKATHON

In September, the House Digital Service 
team, along with other colleagues across 
the CAO and HIR, supported the 5th Annual 
Congressional Hackathon, a jointly hosted 
event with House Republican and Democratic 
Leadership offices. For the first time, the CAO 
was an official co- host, which delivers on a 
House Select Committee on Modernization 

recommendation that the Hackathon be 
institutionalized and expanded. This event 
brought together a bipartisan group of Members 
of Congress, congressional staff, legislative 
branch agency staff, open government and 
transparency advocates, civic hackers, and 
developers from technology companies to 
explore the role of digital platforms in the 
legislative process. Many of the ideas developed 
during previous Congressional Hackathons 
have since been adopted by Congress.

MODERN PRODUCTS AND SERVICES

In the fall, the House Digital Service team 
evolved the Deconflict scheduling tool for 
Committees, which was launched earlier 
this year to ease meeting conflicts with 
interface improvements and new user 
conflict notifications. These enhancements 
continued to bring visibility to a persistent 

House Information 
Resources

The CAO co-hosts the 5th Annual Congressional Hackathon.
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problem for Members of Congress, as 
they are often scheduled to be in more 
than one place at the same time.

Committee clerks and schedulers also used 
this tool to share not-yet publicly noticed 
events with one another, a capability not 
previously available before Deconflict.

The House Digital Service team also initiated 
user research and initial prototyping work 
based on several new priorities set forth by 
the Committee on House Administration’s 
Modernization Subcommittee. This work 
included the creation of a new Flag Order 
Tracking application, which is being built in 
conjunction with HIR’s Enterprise Digital 
Automation team. This application taps 
into existing system data to shed light on the 
movement of every order placed on Member 
websites through the flag order process from 
start to finish enabling offices to better provide 
constituents with status updates on their 
orders. This process includes the facilitation 
and coordination of several House entities, 
including the Office Supply Store, CAO Mailing 
Services, and the AOC Flag Office, before flag 
orders can make their way to Member offices 
for constituent fulfillment. The pilot for the 
new tool is expected to launch in early 2024.

CYBERSECURITY

ARCHITECTURE AND ENGINEERING

Throughout the second half of 2023, the 
Architecture and Engineering team 
continued to enhance and evolve the House’s 
overall cybersecurity posture while providing the 
CAO, and its supporting organizations, access 

to security services and tools needed to identify 
and mitigate potential threats and vulnerabilities. 
The team also supported the House’s technology 
modernization efforts by continuing to build out 
a more resilient infrastructure – from endpoints 
to servers – in support of the House enterprise.

Notable projects from this reporting period 
include the implementation and expansion 
of: perimeter security capabilities; Virtual 
Private Network (VPN) services via 
Content Delivery Network (CDN)/Web 
Application Firewall (WAF) architectures; 
and Identity and Access Management (IAM) 
solutions across House infrastructures.

INFORMATION ASSURANCE

As new technology evolves at an increasing 
pace, there is a continuous need to conduct 
security impact analyses and risk-based 
evaluations that provide leadership with 
information necessary for making timely 
decisions to secure and manage cybersecurity 
risks to House information systems.

As such, Information Assurance continued 
their work to evaluate and adopt best practices 
from the latest National Institute of Standards 
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Administration managed leadership rosters, 
centralized its Identity Hub for new efforts, 
and delivered secure Identity and Access 
Management (IAM). The services are 
provided across disparate on-premises 
and cloud- based environments.

INFORMATION SECURITY

The Information Security team continued 
to strengthen its Security Operations Center 
(SOC) and the operational support it provides 
to the House. By leveraging a 24-hour-a-day, 
seven- days-a-week operating posture and 
a cadre of advanced operations personnel 
who quickly respond to emergent or urgent 
security incidents, the SOC team can handle 
multiple simultaneously occurring investigations 
and resolve them without impacting the 
day-to-day operations and monitoring of 
the House information environment.

Information Security engineers also continued to 
collaborate with industry partners to incorporate 
additional vulnerability management tools 
into its security operations portfolio. By using 
data and information gathered via enterprise-
level data aggregation tools, the team can 
make informed recommendations as to what 
security capabilities and solutions can improve 
the overall security of the House enterprise.

During the past reporting period, the 
team successfully completed a full review 
of external websites using a new web 
vulnerability assessment tool. They are actively 
collaborating with system owners to mitigate 
these findings. This includes the creation 
and refinement of repeatable and ongoing 
processes that allow for timely vulnerability, 

and Technology (NIST) security guidelines for 
evaluating and securing the expanding number 
of cloud and non-cloud-based applications.

Additionally, the team worked to mature 
automated methods for identifying at-risk 
cloud services being utilized at the House. In 
support of National Cybersecurity Awareness 
Month in October, Information Assurance 
hosted several outreach events, including a 
cybersecurity awareness services fair, which 
featured keynote speakers from the Federal 
Bureau of Investigation (FBI), third-party 
vendors, and other House organizations.

To enhance outreach and promote a 
culture of shared responsibility and security 
awareness, Information Assurance hosted 
cybersecurity webinars and pop-ups in 
collaboration from other House stakeholders; 
developed and implemented sophisticated 
phishing simulations; and participated at 
the TechSOS Desk and open houses for 
district staff. The team also conducted three 
separate information sessions geared toward 
highlighting security best practices for Member 
homes, personal devices, and applications.

IDENTITY GOVERNANCE AND ADMINISTRATION

Due to the exceptionally transitory nature of 
the House, the Identity Governance and 
Administration team is tasked with managing 
the onboarding and offboarding of new staff 
identities and accounts. Between July and 
December, the team continued its work to 
ensure the House maintained secure methods 
and processes for network authentication.

Working cross-functionally across HIR 
directorates, Identity Governance and 
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legislative branch but with international 
cyber mission partners where appropriate.

eDISCOVERY 
Working with the Committee on House 
Administration Subcommittee on Modernization, 
the CAO acquired eDiscovery software and 
services for Committees to aid in oversight 
and investigation matters. The first Committee 
enrolled in June 2023 and by the end of the 
year, there were 11 Committees enrolled working 
through approximately 50 unique matters 
reviewing nearly 100 document productions.

Committee feedback has been exceptionally 
positive with Committees noting that the 
eDiscovery tool is “integral to timely and 
efficient reviews of oversight efforts” and is a 
“much more effective way to review data.”

ENTERPRISE SERVICES
Between July and December, the Support 
Systems, Enterprise Applications, and 
PeopleSoft teams collaborated with several 
CAO departments to implement new 
tools, systems, and upgrades to streamline 
administrative operations across the House.

The Support Systems team introduced a new 
case management system to support the Office 
of Employee Assistance with their casework.

The new system, EAP Expert, replaces the 
Premiere application, which reached its end-of- 
life cycle, and is an on-premises implementation, 
as the data is extremely sensitive.

In collaboration with Human Resources, the 
Support Systems team implemented the 

risk, and threat management/mitigation, 
making for a more secure environment for 
the House, its Members, and their staff. 

Information Security also continued to review 
and refine its threat data and intelligence- 
gathering sources and methods to bring 
optimized strategic value to the House and its 
personnel. The Cyber Threat Intelligence 
team steadfastly worked to develop new 
products for various legislative branch 
stakeholders, utilizing intelligence on known 
or predicted threat actors that represent 
significant risk to the House enterprise. This 
type of information is then shared with federal 
cybersecurity partners, not only within the 
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CAO Parking Management System. The new 
application integrates with the Sergeant at Arms’ 
instance of the same parking management 
software and allows CAO employees to make 
parking requests. Human Resources uses 
the software to manage waitlists more easily 
for parking and the workflow for offering and 
granting spaces when they become available.

The Enterprise Applications team successfully 
completed an upgrade of the hardware used 
for its applications. Nearly 60 servers were 
replaced, including those for the MyPayLinks 
self-service application used by House staff and 
Members of Congress. This upgrade will reduce 
costs and the likelihood of failures or outages.

In coordination with the Office of Finance, 
Enterprise Applications developed and 
deployed an eForms application, which 
replaces the previous paper processes and 
enables Member offices to electronically submit 
requests to the Office of Payroll and Benefits. 
eForms is integrated with the payroll system.

Currently, three electronic forms are offered 
through eForms: the Financial Point of Contact 
Designation form (POC), Annual Health 
Designation form (AHD), and the Payroll 
Authorization form (PAF). Approval workflow 
supports online approvals and downloads 
for physical signatures. eForms is also mobile 
compatible to enable users to create forms and 
approvals from email notifications. eForms went 
live in August 2023 to support the Annual Health 
Designation period, and within one month of 
its launch, almost 98 percent of offices had 
used eForms to complete the Annual Health 
Designation form of their staff for 2024. A total 
of 6,039 Payroll Authorization forms were also 

approved and submitted to the Office of Payroll 
and Benefits (by 152 Member offices, eight 
Committees, and three Leadership offices) 
and 261 Financial Point of Contact Designation 
forms were approved and submitted.

The PeopleSoft team partnered with Asset 
Management to configure and enable the 
PeopleSoft Fluid technology to provide a 
real-time status of inventory locations. The 
system is updated as the asset transfers are 
scanned in the field compared to the previous 
process, in which Asset Management staff 
had to scan and then physically upload a 
batch of transfers. This new process provides 
more accurate inventory information and 
streamlines the Asset Management workload.

ENTERPRISE INFRASTRUCTURE  
AND TELECOMMUNICATIONS
The Telecommunications Operations 
team provided daily operational, 
engineering, and administrative support 
to over 12,500 House staff in Washington, 
D.C., and congressional staff in 925 offices 
nationwide during the second half of 2023.

These systems and services enabled 
House staff to effectively communicate with 
constituents and provide the assistance 
and support expected from their elected 
representatives. The team completed over 
2,000 programming and voicemail requests; 
facilitated 13 office reconfigurations while 
upgrading over 100 phones from legacy digital 
sets to IP sets; ordered and coordinated the 
configuration of more than 350 mobile devices 
and completed over 2,200 mobile device 
management requests; and collaborated with 
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several Member and Leadership offices to 
design and configure personalized main line 
features to manage increasing call volume. 

The District Office Telecommunications 
team provided daily support to 925 district 
offices while continuing to migrate offices 
onto the House Voice Over Internet Protocol 
(VoIP) system. This new telecommunications 
platform is expected to save congressional 
offices up to 40 percent compared to 
legacy telecommunications costs.

Since July, approximately 700 technical 
dispatches were deployed throughout the 
country. This involved coordinating and 
scheduling technicians from internet service 
providers and AT&T to respond to trouble calls, 
site surveys, data circuit installations, or phone 
installations. The team resolved 4,500 incident 
tickets and implemented 65 critical system 
upgrades, including FEDRAMP patches and a 
voicemail system upgrade. The team is currently 
working with the Congressional Staff Academy 
to create an on-demand training course for all 
District Office Telecom users (launching in 2024). 

In alignment with the CAO’s commitment 
to providing innovative solutions, the team 
continued to implement wireless VoIP solutions 
in congressional district office locations. 
The team is also researching the viability 
of implementing a complete wireless and 
4G LTE/5G service as a future VoIP option 
to provide congressional voice services. 

The Telecommunications Engineering 
team completed several high-profile 
projects including the new House-to-Senate 
Session Initiated Protocol (SIP) Trunk to 
replace legacy circuits and provide greater 
reliability and improved security features. 
The Cisco ISE port security project and the 
new House eFax service project were also 
completed. In addition, the team supported all 
telecommunications services for over 12,500 
users and many U.S. Capitol Police and Business 
Continuity/Discovery Recovery functions 
and capabilities both on and off the Hill.

HOUSE EMPLOYEES SUPPORTED

MOBILE DEVICE ISSUE 
TICKETS RESOLVED

OFFICE RECONFIGURATIONS 
INVOLVING 100+ VOIP 
PHONE UPGRADES

12,500

4,500

PROGRAMMING AND VOICEMAIL 
REQUESTS COMPLETED

MOBILE DEVICE REQUESTS 
AND 2,200 DEVICE 
MANAGEMENT REQUESTS

TECHNICAL 
DISPATCHES

CRITICAL SYSTEM 
UPGRADES

2,000

350

700 65

13
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ENTERPRISE MESSAGING AND MOBILITY 
The O365/Exchange team successfully 
completed the setup of Microsoft O365 
Dynamics Active application for the Radio/
TV Gallery. This application is used as an 
intake and approval process for media 
corporations. Radio/TV and media users 
need a centralized database to allow them 
to keep track of the approval process for 
providing credentials at the Republican 
and Democratic national conventions. 

The team also began a key initiative to provide 
House staff with guidance for migrating from 
Microsoft Public Folders. This initiative is 
essential due to Microsoft’s continued plan to 
end support for public folders in the future and 
to avoid any potential impact to House staff.

The Mobility team provided essential 
assistance to other important service area 
projects such an Akamai Web Application 
Firewall (WAF) migration. This was a CAO 
Web Services and Cybersecurity-led project to 
move Members, Committees, and Leadership 
websites from Barracudas to Akamai to improve 
the security posture of those websites. 

They also assisted with the Mobile Threat 
Detection (MTD) deployment and Mobile Threat 
Protection (MTP) retirement projects. These 
enabled Cybersecurity to retire the old MTP and 
deploy the newer MTD application to all House 
mobile devices. The newer MTD strengthens 
mobile security for the House community. 

In the latter half of 2023, the Mobility team 
procured a new F5 Application Load Balancer 
hardware replacement. Its migration is expected 
to be completed by the end of year. They also 

assisted the CAO’s Immediate Office (IO) with 
the evaluation, testing, and deployment of 
the Microsoft Surface Hubs initiative, which 
identified the proper method for deploying and 
supporting the devices. This effort enabled the 
IO to modernize conference room spaces into 
a more interactive, collaborative experience. 

SUSPICIOUS EMAILS 
SUBMITTED USING THE 

REPORT SUSPICIOUS BUTTON

OUTBOUND MESSAGES 
SENT FROM ON-PREMISES

FAXES RECEIVED

FAXES SENT

MALICIOUS MESSAGES 
PULLED POST-DELIVERY

EMAIL ADDRESS 
LOOKUPS

USER-SUBMITTED 
SUSPICIOUS EMAILS

19,000

731M

408K
7K

INBOUND MESSAGES

BLOCKED MESSAGES

234M
125M
43K

52M

11K
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seamless activation during local outages and 
avoiding disruptions for office staff. Previously, 
without this service, a local ISP outage would 
isolate office staff from House resources, 
hindering their ability to serve constituents.

NETWORK ACCESS CONTROL 

Network Access Control provides a mechanism 
for controlled internet-only access, specifically 
designed for visitors who require internet 
access while maintaining a secure environment 
within the House enterprise network. With 
assistance from various HIR teams, the 
second phase of Network Access Control 
was successfully completed. Network Access 
Control is a critical aspect of safeguarding 
the House enterprise network that serves 
to mitigate the network’s susceptibility to 
various attacks, particularly those arising 
from insecure or compromised devices.

CAMPUS SWITCH REPLACEMENT INITIATIVE

Progress on the ongoing life cycle replacement 
of more than 1,200 campus data network 
switches continued during the latter half of 
2023. The data switch serves as a central 
hub facilitating the seamless transfer of 
data among diverse devices. These devices 
include computers, printers, servers, and other 
networking equipment, all interconnected to 
enhance communication and data exchange 
within the network. As of December, the 
Campus Data Network team replaced 
916 network switches supporting Member, 
Committee, and Leadership offices. This effort 
involves the coordination of five teams within 
Network Engineering and Operations and 
necessitates numerous document updates.

The Secure Email Routing Gateway/Cloud 
Fax team completed an upgrade to the system 
that pulls email messages identified as malicious 
post-delivery and worked with the Security 
Operations Center to operationalize the handling 
of email submitted with the Report Suspicious 
email add-in. The Report Suspicious button 
has been used by the House community to 
submit over 19,000 suspicious emails since its 
deployment, providing automated analysis and 
response at a scale that would have not been 
possible with the previous manual reporting 
scheme. Since submitted messages are fed back 
into the vendor’s mail filter systems, this tool 
has reduced the impact of cyberattacks on the 
House network. The team is currently analyzing 
options for migrating an inbound mail filtering 
platform to the cloud and is participating in 
efforts to plan for bulk mail moving to the cloud.

NETWORK ENGINEERING  
AND OPERATIONS
During the second half of the year, the 
Network Engineering and Operations 
team continued to evolve and upgrade 
connectivity and network access in ways that 
enhanced network services and security.

WAN UPGRADES

The Wide Area Network team successfully 
completed router upgrades at flagship 
district offices, incorporating a valuable 
4G network service that has enhanced 
operations. This upgrade ensures continuity 
of House services during a primary internet 
service disruption. The WAN team also 
installed new routers with 4G backup at all 
contiguous U.S. flagship offices, ensuring 
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improvements to the product portfolio to 
support Members, Committees, and Leadership 
offices. The Virtual Desktop Infrastructure 
(VDI) was upgraded to enhance memory 
utilization, add support for Windows 11, 
and improve scaling and automation.

The Enterprise Storage and Data Protection 
team migrated over 80 Member office 
Common Office Drive (COD) shares to 
the House Cloud File Services (HCFS) 
platform to enable the decommissioning 
of this retired, legacy storage service.

The Enterprise Storage and Data Protection 
team also successfully migrated the House 
Recording Studio’s House Floor proceedings 
from 2020-2023 onto HIR’s highly available, 
resilient, multi-site file platform. The new 
storage meets the growing capacity and 
performance needs of the House Recording 
Studio’s expanding library and better 
protects it to ensure future access.

IT CUSTOMER SOLUTIONS
The CAO Technology Partner+ Program 
continued to provide Member offices with a 
dedicated in-House service provider option for 
technical support and system administrative 
services for their Washington, D.C. and district 
offices. These offices receive dedicated support 
from an assigned Technology Partner, who 
provides consultative and technical services, 
and resources for procuring/updating office 
technology. Offices that participate in this 
program also have a unique opportunity 
to be the first to hear about and test new 
technology and services offered by the 

HOUSE WI-FI DEPLOYMENT 

The WAN team is currently in the process of 
completing the installation of the new House 
Wi-Fi solution in flagship district offices. The 
team successfully deployed the new service to 
395 offices, achieving an estimated completion 
rate of 91.26 percent. To date, this new offering 
is providing service to 4,000 unique district 
office clients, showcasing its widespread 
impact and reach. When complete, Member 
offices will be able to experience enhanced 
connectivity, streamlined communication, 
and improved productivity, further solidifying 
the efficiency and effectiveness of their 
operations within the House Wi-Fi network.

ENTERPRISE TECHNOLOGY SYSTEMS 
Enterprise Operations and Facilities supplies 
the backbone of IT infrastructure for the House’s 
data centers and in the cloud. The team 
also ensures that IT systems have a proper 
disaster recovery posture to ensure there is 
no disruption to IT systems and services. 

During the second half of 2023, the 
Enterprise Storage and Data Protection 
team completed a series of upgrades and 

FLAGSHIP DISTRICT OFFICES 
NOW HAVE HOUSE WI-FI 

CAMPUS DATA NETWORK 
SWITCHES REPLACED 
(OUT OF 1,200)

395

916
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CAO through pilot rollouts that also provide 
invaluable feedback for IT Customer Solutions.

Technology Partners continued to provide 
Member offices with IT maintenance and 
system administration services via remote and 
onsite support for Washington, D.C. and district 
offices during the second half of the year.

Technology Partners resolved over 12,086 
customer ticket requests and were deployed 
to over six congressional district office 
locations in Virginia, New York, Ohio, Maryland, 
California, and Mississippi to configure 
computers, printers, and mobile devices.

The Technology Service Desk fielded 
and resolved over 13,759 customer 
requests for support via phone, Live Chat, 
and MyServiceRequests. This included 
the processing of 237 Active Directory/
Exchange Mailbox transfer requests 
and 3,603 SecurID/ VPN requests.

As part of the CAO’s commitment to providing 
exceptional customer service, the Technology 
Service Desk helps offices find and procure 
the best equipment needed to conduct official 
business. More than 3,600 equipment purchase 
requests were reviewed to ensure compliance 
with House equipment standards, providing 
seamless access to House resources on 
day one of installation and configuration.

The TechSOS Desk storefront offers 
services ranging from SecurID setups, laptop 
troubleshooting, cellular setups, and the 
decommissioning of cellular phones. Since July, 
570 drop-in customers visited the TechSOS 
Desk. The top five requests for support included 

TECHNOLOGY PARTNER 
VISITS TO DISTRICT OFFICES

6
SUPPORT REQUESTS RECEIVED
12,086

SUPPORT REQUESTS VIA 
PHONE, LIVE CHAT, AND 
MYSERVICEREQUESTS

13,759

3,600+
EQUIPMENT PURCHASES 
REVIEWED TO ENSURE 
HOUSE EQUIPMENT 
STANDARDS COMPLIANCE

PROGRAMMING AND VOICEMAIL 
REQUESTS COMPLETED

2,000

SECURID/VPN REQUESTS
3,603

ACTIVE DIRECTORY/
EXCHANGE MAILBOX 
TRANSFER REQUESTS

237

HIR STAFF COMPUTERS 
UPGRADED TO WINDOWS 

402 

DESKTOP 
AND LAPTOPS 
REFRESHED

TECHSOS DESK 
CUSTOMERS 

96 570
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assistance with SecurIDs, mobile device 
decommissioning, general technology questions, 
and minor laptop troubleshooting requests.

From August 8 to November 30, the 
Technology Solutions Engineering team 
played a pivotal role in a cross-functional 
collaboration with Technology Partners and 
the Office of Cybersecurity. This culminated 
in the successful completion of the second 
phase of the Windows 11 project: The team 
skillfully crafted a specialized enterprise image 
for computers to ensure that the operating 
system meets security specifications and best 
practices for the organization; provided research 
and testing of new Government Publishing 
Office (GPO) settings that enhanced HIR’s 
system management and security protocols; 
and deployed and upgraded 402 HIR staff 
computers to the Windows 11 operating system, 
with new features and enhanced security. 

HIR Vendor Management continued to review 
proposals submitted by vendors interested in 
working under the Technology Services Contract 
and Master Web Service Agreement. The team 
acted as a liaison between House vendors and 
HIR teams for projects and programs for which 
vendors are stakeholders in their success, 
including those like the migration of Office of 
Attending Physician systems to new servers.

During the second half of 2023, the HIR 
Vendor Management team oversaw 
the start and/or completion of 32 cloud 
services and onboarded 31 contractor staff 
and one new vendor for web services.

HOUSE WEB SERVICES
In addition to implementing updates and 
enhancements to the Appropriations 
Submissions system that Member offices 
use to submit over 80,000 appropriations 
requests, House Web Services worked 
with the Appropriations Committee to 
develop a new application for the next phase 
of the appropriations process. The new 
Appropriations Requests application will 
replace what is currently a manual spreadsheet-
based process for reviewing and tracking 
individual appropriations requests and is 
expected to be implemented in early 2024.

House Web Services also continued to 
enhance the Digital Privacy Release Form. 
New fields related to passport inquiries were 
included following several Member office 
requests for improved capabilities to help 
respond to large volumes of these inquiries.

House Web Services continued its work to 
ensure that the Communicating with Congress 
platform operated without interruption, 
processing over 10 million messages between 

House Web Services designs modern, 508-compliant websites for 
Member, Committee, and Leadership offices.
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July and December. The team is currently 
collaborating with Advocacy and CMS vendors 
and other key stakeholders to strengthen 
the value of this platform for Members, 
constituents, and the advocacy community.

In support of the CAO’s modernization initiative, 
House Web Services team continued its work 
to modernize House websites in accordance 
with Section 508 compliance standards. By 
the end of December, House Web Services 
improved the accessibility of nearly 41 House 
office websites, achieving a compliance score 
above 90 percent and thereby bringing the 
total number of compliant sites to over 280.

To help ensure modernized sites remain 
compliant, the team also expanded its 
continuous monitoring program of over 570 
House websites to include the use of the 
House’s third-party accessibility checker.

House Web Services upgraded 275 Member, 
Committee, and Leadership websites, 
including the platform itself, to Drupal 10 
and PHP 8.1. The House Web Services team 
also fixed several issues resulting from 
the upgrades to Drupal 10 and PHP 8.1.

APPROPRIATIONS REQUESTS
80,000

NEW WEB RELEASES, 
PATCHES, AND UPGRADES 

COMPLETED

141

MESSAGES PROCESSED BY 
THE COMMUNICATING WITH 

CONGRESS PLATFORM

10M

MEMBER, COMMITTEE, 
LEADERSHIP WEBSITES 
UPGRADED TO DRUPAL 

10 AND PHP 8.1

275

SECTION 508 WEB 
COMPLIANCE SCORE

90%
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ANTIQUE AND UNIQUE 
FURNITURE ITEMS REFURBISHED 

(AND/OR DELIVERED)

1,075
ANTIQUE AND UNIQUE 

CONSULTATION REQUESTS 

100
JULY - DECEMBER 2023

Logistics and Support

OPERATIONS AND QUALITY ASSURANCE
Between July and December, the Operations 
and Quality Assurance team, through 
its partnership with House Information 
Resources, continued to work on implementing 
customer experience enhancements to the 
purchasing process with the My Delivery 
pilot tool which minimizes paper-based 
documentation and enables House offices to 
authorize equipment payments and initiate 
the CAO inventory process more easily. 

The team also initiated additional efforts 
to improve furniture resource allocation 
through phase two of the Furniture Inventory 
Management project and worked to automate 
some of the business unit’s processes and 
designs. The team’s use of technology and 
constituent use of its performance dashboards 
will enable Logistics and Support to visualize 
critical data points, promote data-driven 

decision-making, enhance accountability, and 
deliver new innovative projects more effectively. 

FURNITURE AND INVENTORY
The Furniture Resource Management 
team expanded its design staff by three 
contractors to support and accelerate the 
completion of projects due to demand for 
Member private office design consultations 
and Finish Schedule requests.

Furniture Resource Management completed 
over 100 Antique and Unique consultation 
requests between July and December and 
accommodated several special requests 
by Members to view and test-fit specific 
pieces from the House’s Antique and 
Unique collection. Approximately 1,075 
of these pieces were refurbished and/
or delivered to fulfill such requests.

Furniture Resource Management also 
supported requests for furniture design, 
delivery, and installation for the Speaker’s 
office and controlled spaces amidst 
changes in House Leadership.

The Design team also created design blocks 
of Antique and Unique furniture in computer-
aided design software (CAD) to facilitate their 
implementation in furniture plans ensuring 
they are more accurate and realistic. 
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Before the end of December, Furniture 
Resource Management completed the physical 
inventory of all Member offices across the 
Cannon, Longworth, and Rayburn House Office 
Buildings, as well as the staff and Leadership 
spaces in the O’Neill House Office Building, the 
U.S. Capitol, and the Capitol Visitors Center.

Additionally, the team also expanded its 
Inventory team with the addition of two 
contractors to handle the increase of onsite 
Antique and Unique furniture arrangements/
warehousing and assist with the care and 
protection of historic assets. With the assistance 
of House Information Resources, the team 
continued to improve the accuracy of condition 
and location reporting. In collaboration 
with House Information Resources, several 
improvements were made to the Antique and 
Unique Furniture website to aid in the speed 
and efficiency of the design process on behalf 
of Member offices. Improvements were also 
made to the Antique and Unique inventory 
storage space to include better lighting and 
a photo studio to capture detailed photos of 
Antique and Unique pieces for use in customer 
presentations and educational materials.

In the coming months, Furniture Resource 
Management will complete an inventory of 
the U.S. Botanic Gardens, Ford House Office 
Building, and the U.S. Capitol Power Plant/
AOC Coal Yard. As departing Members are 
announced, the Inventory team will assist with 
the evaluation of suite furniture in preparation 
for Transition. The Design team will also 
coordinate with CAO shops to identify and 
refurbish A&U pieces in anticipation of greater 
demand for private office design consultations. 

To preserve integrity of furniture collection 
and in turn, reduce offsite storage space 
requirements and associated costs, Furniture 
Resource Management will also turn its 
attention to the curation of Antique and 
Unique furniture inventory to maintain a 
collection of high-quality and/or historic 
pieces original to the House office buildings.

ASSET MANAGEMENT
Asset Management continued its 
work to maintain accurate House office 
inventory records, providing property and 
equipment reports, and to facilitate the 
Lifecycle Compliance program, ensuring the 
accountability of all House equipment assets. 

In partnership with the Office Supply Store, 
Asset Management helped customers procure 
1,873 pieces of equipment at a cost of $1.9 
million through the Equipment Modernization 
program. Since its inception, the program has 
amassed a total sale of $10.6 million. As an in-
House resource for equipment, the two teams 
have ensured all items for sale (i.e., desktops, 
laptops, tablets, printers, and monitors) 
meet House Technical Standards in order to The Furniture Inventory team works to document the condition and 

location of Antique and Unique pieces in Members’ private offices.
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better safeguard the House’s cybersecurity 
infrastructure. Because it leverages the 
bulk purchasing power of the House, the 
program is able to save taxpayer money. 

Through the House TV program, the House is 
also able to save on replacement and labor costs 
related to the deinstallation and reinstallation 
of TVs. As of December, a total of 313 Member 
offices have been outfitted with TVs.

As part of the “One CAO” commitment, 
Asset Management continued to invest in 
its most important asset, its staff. The team 
introduced various initiatives as part of its 
educational development training program 
to maintain a healthy workplace culture.

FURNISHINGS
The Furnishings team continued its work in 
support of House modernization, including the 
renovation of the Foreign Affairs Committee 
hearing room. Each shop within the Furnishings 
team played a vital role in the room’s renovation: 
the Finishing shop stained new portable diases 
built by the AOC Construction Division; the 
Carpet shop installed new carpet; the Drapery/
Upholstery shop manufactured new drapes; and 
the Cabinet shop built escape hood benches.

In support of the CAO’s modernization 
initiative, the Carpet shop purchased a 
new, compact, and mobile Accu-Cut Carpet 
Cutting machine to reduce the time and labor 
involved in large-scale projects. The machine 
helps provide an accurate measurement of 
large rolls of carpet, makes precise cuts, and 
enable the team to re-roll carpet for inspection 
to ensure there are no mill defects. It also 
reduces the risks of injury to carpet installers, 
as it streamlines physical manpower.

The Drapery and Upholstery shop 
supported additional special projects, 
including a Joint Session with the Israeli 
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D.C. EQUIPMENT REMOVALS 
700

D.C. EQUIPMENT RECEIVING 
INCIDENTS COMPLETED

614

COMPUTER HARD 
DRIVES SHREDDED

976

MEMBER OFFICE SUITES 
OUTFITTED WITH TVS

313

SALES GENERATED THROUGH 
THE HOUSE TECH WEBSITE

$1.9M

EQUIPMENT ITEMS 
DISPOSED OF BY GSA

4,650
The Drapery and Upholstery shop provides services for several 
high-profile events.
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President, the Lying in Repose of Associate 
Justice Sandra Day O’Connor, Ukrainian 
President Volodymyr Zelensky’s visit to the 
House, and the installation U.S. flags on 
the House side of the Capitol complex.

The Cabinet and Finishing shop provided 
a House Chamber display, which involved the 
addition of a simulated wood finish to ensure 
the uninterrupted visibility of new electronic 
lighting. To support the makeover of the House 
Gift Shop, the Cabinet shop provided display 
cabinets and cubes with display lighting.

As part of Furnishings’ ongoing effort to hone 
craftsmen skills and ensure the highest quality 
products for House offices, shop employees 

underwent training in woodturning and 
professional locksmithing and attended expos 
to meet with vendors and explore embroidery 
inauguration fabric and thread. To ensure 
the continued safety of the team and their 
working environment, Furnishings partnered 
with CAO Safety to conduct respiratory and 
hearing tests as well as trainings on hazardous 
waste, Lock Out Tag Out, and pathogens. The 
Locksmith, Carpet, and Drapery/Upholstery 
teams all received a Safety Recognition award 
from the Office of Congressional Workplace 
Rights for their exemplary commitment to 
employee safety for the previous Congress.

CABINET AND 
FINISHING 
REQUESTS

DRAPERY AND 
UPHOLSTERY 
REQUESTS

1,614 504

LOCKSMITH AND 
ENGRAVING 
REQUESTS

CONSTRUCTION 
REQUESTS 
COMPLETED

258 140

CARPET 
REQUESTS

FURNITURE 
REFURBISHMENTS

1,051 748

FRAMING
REQUESTS

FRAMES
DELIVERED

667 1,030
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The House Foreign Affairs Committee Room undergoes a renovation 
as part of the CAO’s modernization initiative.
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of Transition. These purchase orders saved 
the House over $186K in Transition costs.

Through the House Refurbishment program, 91 
items of furniture were repaired and restored by 
the CAO’s workshops, including Member desks, 
conference tables, mirrors, mailboxes, and coat 
trees. A total of 946 furniture items were restored 
by outside vendors to supplement the program’s 
sustainability efforts. Over the past six months, 
the program has saved the House $246,740..

OFFICE DESIGN AND MOVE SERVICES
Over the last six months, the Office of Design 
and Move Services team assisted Member, 
Committees, Leadership, and support group 
offices with the planning, project oversight, 
and finalizing of the office setups for the 
remaining 118th Transition-related activities. 

LOGISTICS
Between July and December, the Logistics 
team delivered 13,133 pieces of furniture, picked 
up 5,574 furniture pieces, and supported 1,737 
special events. During the House Speaker 
transition, Logistics provided ongoing support 
for the Speaker’s office breakdown and 
setup, including special furniture moves. In 
collaboration with other Logistics and Support 
teams as well as the Customer Experience 
Center, Logistics provided real-time photos of 
special event setups to be uploaded directly 
into tickets to enhance customer visibility. 
Logistics also carried out work under its 
preventative maintenance program, utilizing 
recess periods to clean special event chairs.

The Warehouse and Receiving team 
continued its work to inspect, prepare, scan, 
and stage every piece of requested furniture 
prior to delivery and as well as facilitate furniture 
disposal and light touch-up requests. After the 
installation of the warehouse’s new rack-n-rail 
system, the Warehousing and Receiving team 
continued to assess and modify its internal 
storage to optimize space and efficiency. 
The West Underground Garage was also 
rearranged to accommodate the storage of 
sofas to be reupholstered by the Drapery/
Upholstery shop for the next Transition period. 

To further accommodate the demand for 
additional office furniture, Logistics and 
Support acquired a new, five-year contract 
for furniture purchasing from six furniture 
companies. Purchase orders were also 
created in advance of anticipated furniture 
price increases to secure lower pricing ahead 

FURNITURE ITEMS DELIVERED 
13,133

FURNITURE ITEMS 
PICKED UP 

5,574

SPECIAL EVENTS SUPPORTED
1,737

SAVINGS FROM TRANSITION 
PURCHASE ORDERS

$186K

SAVINGS FROM THE HOUSE 
REFURBISHMENT PROGRAM

$246K+
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The substantial effort required the maintenance 
of 435 Member offices and 53 Committee 
and Leadership workspace office furnishings. 
In addition, the team continued its work to 
modernize House workspaces, incorporating 
innovative designs and transformative 
furniture options that turn any space into a 
well-equipped working environment. In 2024, 
the Office of Design and Move Services will 
focus its efforts on the Cannon Renewal 
project and other building requirements.

Strategy Advocates from several directorates 
were appointed to establish the Strategy 
Advocate team to help plan, organize, and 
oversee Logistics and Support team building 
activities, event planning, award ceremonies, 
and to better support management in 
understanding, developing, and maintaining 
healthy teams. Several team building activities 
were implemented throughout the last six 
months, including Logistics and Support 
Customer Service Week, National Logistics 
Day, and a Years of Service Award Ceremony.

The Workflow Service team ensured the 
timely delivery of 8,800 customer requests to 

the appropriate Logistics and Support teams for 
the delivery and setup of 20,482 furniture items. 
Workflow also reviewed metrics to communicate 
accurate timelines on the distribution and 
allocation of furniture to House offices.

The Modular Service Unit team supported 
the scheduling, delivery, installation, and 
servicing of 1,607 specialized modular case 
goods of systems furniture throughout the 
House campus. Under the Modular Sustainment 
Lifecycle Program, the team provided 
approximately 499 office updates, modifications, 
or renovations. In addition to repairs of 
modular furniture and sustainment services 
(including replacements and reconfigurations), 

REGULAR FURNITURE 
ITEMS DELIVERED

20,482
SERVICE REQUESTS

8,800

MODULAR FURNITURE 
ITEMS DELIVERED

1,607

D.C. MODULAR
WORKSPACES

311

DESIGN
REQUESTS

325
STAKEHOLDER 

COORDINATION REQUESTS

936
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The West House Underground Garage is cleared to make way for 
furniture slated for reupholstery during the next Transition.
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The Design team provided in-person and 
virtual design consultations for traditional and 
on-trend modular furniture to assist offices with 
customized furniture layouts. Between July 
and December, the team resolved 325 design 
requests consisting of consultations, new office 
setups, office renovations, reconfigurations, 
and floor plan modifications. Additionally, 
Design supported several special projects 
for committees and caucuses. In 2024, the 
team will wrap up its work on updating 
and remodeling spaces for Democratic 
Leadership, the Committee on Intelligence, 
the Executive Liaison Consolidation project, 
the Cannon Collaboration Space Project, and 
the Cannon Pilot Soft Seating Program. 

Over the next six months, the Office Design 
and Move Services team will also continue to 
streamline its approach to design and customer 
service to ascertain new competencies and 
stay on trend with industry standards. The 
team will also continue its efforts related to 
phase four of the Cannon Renewal Project. 
Project management and design for this phase 
will include furniture auditing and order entry, 
the scheduling and tracking of CAO services, 
and modular furniture delivery and installation 
services. Upon its completion, approximately 
215 Member, Committee, and Leadership 
offices will be updated with modular furniture.

they provided modular furniture items to 341 
Member, Committee, and Leadership offices, 
which consists of approximately 6,610 modular 
workspaces across the House campus. 

The Project Specialist Service team, 
which provides project oversight of the 
scheduling and planning of CAO services 
for office renovation and relocation efforts, 
resolved approximately 228 office service 
requests over the last six months. These 
included furniture reconfigurations, special 
election setups, carpet/paint updates, office 
remodels, and staff relocations, resulting 
in 936 stakeholder service requests.

The Office Design and Move Service team installs modular furniture 
in a Member office. House offices can request office setups with 
custom modular furniture configurations.
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CONTRACTS MANAGEMENT
Over the past six months, Acquisitions 
continued to process equipment purchases and 
secure contractor support services. More than 
2,500 contracts and purchase orders totaling 
over $69 million were processed to facilitate and 
improve House operations, including logistics, IT 
hardware and software support, and contractor 
support services for various CAO departments. 

As part of the House Recording Studio 
modernization effort, Acquisitions acquired a 
digital archival storage system for recording, 
storing, retrieving, and assignable access 
to Committee hearings, enabling House 
staff to conveniently find, clip, and export 
recordings. Also, after nearly two years of 
meetings and negotiations, a new lease 
agreement was finalized to provide a more 
secure Mail Operations facility for the safe 
processing and delivery of incoming mail. 

To strengthen the House’s security posture, 
Acquisitions awarded a contract for the 
Office of Cybersecurity to provide additional 
contractor support, thereby saving the House 
approximately $1 million. Acquisitions also 
worked closely with the House Sergeant at Arms 
to procure a mobile duress app. In partnership 
with House Information Resources, Acquisitions 
awarded a contract that enables the CAO 

Acquisitions

Web Systems team to efficiently monitor all 
Member, Committee, and Leadership websites 
to ensure 508 compliance and accessibility.

In addition to awarding contracts, Acquisitions 
also manages Equipment Maintenance 
Agreements for the maintenance of equipment 
in Member offices, CAO offices, and the Clerk. 
Currently, there are 56 active agreements 
and since July, nine new agreements have 
been issued and 38 modifications to existing 
agreements have been processed.

SMALL PURCHASING GROUP
Between July and December, the Small 
Purchasing Group continued to acquire timely, 
essential office equipment for Member offices, 
processing more than 1,067 purchase orders. 

OFFICE SUPPLY STORE
Earlier this year, the Office Supply Store and 
Gift Shop partnered with House Information 
Resources to stand up its new all-in-one Point-
of-Sale (POS) system in lieu of its antiquated 
predecessor. The new system has enabled 
quicker and smoother credit transactions 
through its updated “touch pay” credit card 
readers. In addition to improving overall 
customer experience, the new system has also 
provided a greater level of customization on the 
backend, allowing for “cross-platform” utility.
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HOUSE GIFT SHOP
To provide the best shopping experience for the 
thousands of staffers and visiting constituents 
that grace the House halls, the House Gift Shop 
regularly partners with CAO departments like 
Communications and Marketing and Logistics 
and Support as well as the Architect of the 
Capitol to refresh the storefront and provide 
visually engaging displays and promotions. 
Enhanced LED light fixtures were installed in 
rear-display cabinets over the last six months 
to highlight popular items and in the ceiling 
to create a brighter, more inviting space. CAO 
Cabinet and Finishing shops constructed new 
merchandise display “pedestals” at the front 
of the store along with a new display cabinet. 

Glass shelving was also installed for a cleaner, 
more appealing display of merchandise, along 
with new storefront signage. These storefront 
additions, along with increased marketing for 
the Gift Shop’s annual holiday sale, helped 
solidify the storefront as a premier destination 
for House souvenirs and gifts. As such, the 
House Gift Shop generated over $235,700 
in sales from the holiday sale, an increase 
of more than $41,000 over last year’s sale.
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HOUSE GIFT SHOP 
HOLIDAY SALES

$235,700

Pictured top: New cabinetry and lighting are installed to display 
House Gift Shop merchandise. Pictured bottom: The House Gift 
Shop partners with Communications and Marketing to create 
engaging displays and souvenirs.
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Finance

ACCOUNTING
The House received its 25th consecutive 
unmodified audit opinion and for the fifth 
consecutive year, the opinion came with zero 
significant deficiencies, further demonstrating 
the CAO’s commitment to stewardship of 
taxpayer dollars and operational compliance 
with all government accounting standards 
and applicable laws and regulations.

In an ongoing effort to transition vendors from 
manual check payments to electronic funds 
transfer (EFT), the Accounting team mailed 
W-9 forms to 377 active vendors seeking 
bank information for EFT payments. As a 
result of this outreach, the number of checks 
issued decreased by 561 checks per month.

In the latter half of 2023, Accounting processed 
72,418 payments to vendors via electronic funds 
transfer, which represented 87 percent of the 
transaction volume and 95 percent of the dollar 

amount of payments made to vendors during 
the period. Meeting its target metric of less 
than two days to add new vendors, ensuring 
payments are efficiently and consistently 
processed in accordance with Finance quality 
assurance standards, Accounting added 4,154 
new vendors and updated information on 
another 3,835 existing vendors. Accounting 
also worked closely with the Office of 
Cybersecurity to conduct a self-assessment 
of compliance with the Security Requirements 
as outlined by the Federal Reserve Banks’ 
Security and Resilience Assurance Program. 
The assessment revealed Accounting’s full 
compliance with those requirements.

BUDGET, PLANNING, AND ANALYSIS
The Office of Budget, Planning, and 
Analysis completed the $213.1 million and 
$52.7 million FY25 Budget Request for the 
CAO and CAO managed accounts (i.e., the 
House Recording Studio, Business Continuity 
and Disaster Recovery, Transition Activities, 
and the Green and Gold Congressional Aide 
Program) respectively. The team also kicked 
off FY25 House-wide formulation, conducting 
a comprehensive refresher training for over 
30 House Budget Points of Contact to address 
budget deliverables and new formulation 
requirements in the Budget and Planning Tool. 
As part of the FY25 Budget Request, the Office 

PROCESSED VENDOR 
PAYMENTS VIA ELECTRONIC 
FUNDS TRANSFER

72,418
NEW VENDORS
4,154
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of Budget, Planning, and Analysis arduously 
tested and validated a new major enhancement 
to the tool: the implementation of Narrative 
Reporting, a collaborative and process-driven 
approach to developing the House Budget 
Justification. In the formulation of the FY25 
Budget, the team continued to successfully 
work with an actuarial contractor to formulate 
estimates for Government Contributions, the 
second largest House account. To support 
the development of the Presidents’ FY25 
Budget, the team provided FY23 Actuals 
and FY24 Budget Estimates to the Office of 
Management and Budget’s MAX system and 
provided preliminary updates to the FY25 
Appropriations language for all House accounts.

As part of the fiscal year-end requirements 
for FY23, the Office of Budget, Planning, 
and Analysis opened and closed funds and 
surplused $5.1 million in cancelled funding to 
the U.S. Department of Treasury. As part of the 
execution requirements for FY24, the team 
loaded two continuing resolutions, in the amount 
of $392.4 million and $245.1 million, providing 
funding allocations for all House accounts 
through November 17 and subsequently through 
February 2. In the first three months of the new 
fiscal year, the Office of Budget, Planning, and 
Analysis completed and audited 176 unique 
budget journals (with 1,271 lines of data) and 
processed 98 budget overrides in PeopleSoft.

During this period, the Office of Budget, 
Planning, and Analysis identified funding 
for seven approved CAO projects totaling 
over $4 million to strengthen the House’s 
cybersecurity posture, upgrade House-wide 
enterprise applications, and support the CAO’s 

strategic direction. The team also continued 
to enhance the Budget and Planning Tool 
with improvements to the Budget Transfer 
Request Module. These improvements 
included the implementation of automated 
email notifications to alert all parties of the 
status of a request throughout the review 
and approval process. To improve the journal 
entry process in PeopleSoft, the team also 
partnered with CAO Enterprise Applications 
to overhaul the tool’s Budget Checklist. 

With a goal to revamp the budget formulation 
and execution process for the House, the 
Office of Budget, Planning, and Analysis 
researched new financial software and 
systems and collaborated with the Office of 
Acquisitions Management to issue a Request 
for Information to obtain information regarding 
qualified business solutions. The team also 
collaborated with the Office of Risk Management 
to address 14 external audit requests while 
examining over 6,800 journal lines for FY23. 
Internally, the Office of Budget, Planning, 
and Analysis completed the annual review 
and update to its policies and procedures.
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The House Finance Card Program continued 
to assist offices with obtaining their purchase 
and travel cards. By the end of December, 
133 new accounts were opened, culminating 
in a total of 1,552 open accounts. A total of 
462 Member, Committee, and Leadership 
offices are taking advantage of this program.

To ensure House staff are well-acquainted 
with their financial responsibilities, the 
Financial Counseling team also continued to 
provide customer outreach support through 
their CAO Finance Satellite Office; monthly 
brown bag sessions and newsletters for 
financial administrators; demonstrations, 
trainings, and a quarterly newsletter for 
all My Expenses users; and informational 
booths at the CAO Services Fairs.

FINANCIAL COUNSELING
Between July and December, Financial 
Counseling continued processing vouchers 
in less than four days on average. During 
this period, 83,772 expense payments 
were also processed, representing 
more than 278,586 transactions.

In partnership with Enterprise Applications, 
Financial Counseling continued its phased 
rollout of the updated travel and expense tool, 
My Expenses, to Member, Committee, and 
Leadership offices. As of December 31, over 
71 percent of 485 total offices (i.e., just under 
3,700 users across 343 of these offices) have 
successfully submitted at least one expense 
report in the new tool since it was introduced 
in October 2021. The tool has proven to be 
particularly popular with district office staff. In a 
recent survey of district office staff, 87 percent 
of respondents agreed that My Expenses 
made the reimbursement process easier, 
with only 4 percent in disagreement. In the 
same survey, district office staff also identified 
several favorite features and capabilities, 
including the ability to track and claim official 
mileage; submit their own reports; track the 
progress of the report through the approval 
process; and the availability of a mobile app.

Financial Counseling continued its 
partnership with Enterprise Applications 
and Member Services to implement the 
Member D.C. Reimbursement Program, 
which allows Members to be reimbursed 
for their meals, incidentals, and lodging 
expenses when conducting “official 
business” in Washington, D.C. 
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PAYROLL AND BENEFITS
Between July and December, the Office of 
Payroll and Benefits administered 74,089 
payroll disbursements, with 50,531 Payroll 
Authorization Form transactions submitted 
for processing by Member, Committee, 
Leadership, Officer, and House support offices in 
accordance with House rules and regulations. 

E-FORMS

In 2023, the Office of Payroll and Benefits 
deployed e-Forms to help modernize system 
processes, including the use of e-signatures, 
and the electronic movement and storage 
of payroll and benefit documents. Member, 
Committee, and Leadership offices can 
electronically prepare, approve, and submit 
payroll transactions for staff in their office that 
have been validated against House rules and 
regulations. This year, 267 Financial Point of 
Contact (POC) Designation forms, 475 Annual 
Health Designation forms, and 6,419 Payroll 
Authorization forms (PAFs) were prepared for 
approval and submitted to the Office of Payroll 
and Benefits for processing. Staff who use the 
tool continue to express positive feedback on its 
ease of use, intuitive design, and the flexibility 
to be able to approve documents electronically 
by cell phone, tablet, desktop, or laptop. 

2023 ANNUAL HEALTH DESIGNATION PERIOD

Each year, Members of Congress can designate 
which individuals on their staff will receive 
health benefits through plans offered under 
the Patient Protection and Affordable Care Act 
or through plans offered under the Federal 
Employees Health Benefits Program. Through 
proactive and timely communication, along 

with the rollout of the eForms application, the 
Office of Payroll and Benefits successfully 
received nearly a 100 percent submission 
rate of Annual Health Designation forms from 
Member, Committees, and Leadership offices.

2023 FEDERAL BENEFITS OPEN 
SEASON ENROLLMENT

Between November 13 and December 11, the 
Office of Payroll and Benefits coordinated 
with CAO Communications and Marketing 
to promote awareness of the 2024 Open 
Season. The team hosted two Virtual Health 
Benefits Fairs and DC Health Link info 
sessions, which increased the equity of Open 
Season offerings available to Washington, 
D.C.-based and district office staff. A total of 
206 House employees attended the fairs, 
which will serve as a foundation for future 
iterations. The Office of Payroll and Benefits 
also continued to host monthly in-person 
and virtual seminars on federal benefits, the 
Federal Employment Retirement System 
(FERS), and departing staff briefings.

  FINANCE QUALITY ASSURANCE
To provide objective evaluation of adherence 
to established standards and requirements, 
the Office of Financial Quality Assurance 
completed 33 quality reviews of key Office of 
Finance work products, including eVoucher/
My Expenses payments, payroll adjustments, 
asset capitalization, Statements of Disbursement 
(SODs), and the FY23 financial statements. 
Quality Assurance reported the results of 
these reviews to responsible process owners 
for corrective action and improvement. 
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Quality Assurance regularly engages with 
business unit leadership to assess the health 
of its Quality Management System (QMS) 
and to take appropriate improvement action. 
Quality Assurance conducted two quarterly 
management reviews with the Chief Financial 
Officer, as well as six monthly quality tag-up 
reviews, with each of the directorate heads 
that cover quality issues and risks, KPI metric 
results, compliance, staffing levels and actions, 
the status of and changes to the quality 
environment, and Quality Assurance Support.

Between July and December, Quality 
Assurance managed the review and updates 
of 120 Finance policies, procedures, and 
other controlled artifacts in the CAO business 
unit knowledge repository and reported 
progress toward meeting the business unit’s 
annual review and update requirement. 

To facilitate effective monitoring of Office 
of Finance activities, Quality Assurance 
conducted the collection, analysis, and monthly 
reporting of 22 approved Key Performance 
Indicator metrics (KPIs) to business unit 
leadership. The team also continued to provide 
monthly statistics to Finance leadership 
on the House Finance Card program.
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Budget and 
Staffing Charts
FISCAL YEAR 2023 BUDGET TO ACTUAL REPORT (DATA AS OF 12/31/2023)

Adjusted 
FY 2023 Budget

 YTD  
Actuals 

 Available  
Balance 

% of Budget 
Remaining

 Office of the Chief Administrative Officer   

Annual Funds     

Personnel  $88,719,586.16  $88,673,164.99  $46,421.17 0.05%

Non-Personnel  $100,048,882.51  $100,034,595.32  $14,287.19 0.01%

Total Annual Funds  $188,768,468.67  $188,707,760.31  $60,708.36 0.03%

No Year Funds

Total No Year Funds  $26,115,504.16  $7,483,089.64  $18,632,414.52 71.35%

Total CAO Budget  $214,883,972.83  $196,190,849.95  $18,693,122.88 8.70%

 BC/DR  

Annual Funds

Personnel  $2,925,000.00  $2,909,540.67  $15,459.33 0.53%

Non-Personal  $13,140,000.00  $13,118,252.94  $21,747.06 0.17%

Total Annual Funds  $16,065,000.00  $16,027,793.61  $37,206.39 0.23%

No Year Funds

Total No Year Funds  $17,086,411.54  $3,490,970.24  $13,595,441.30 79.57%

Total BC/DR Budget  $33,151,411.54  $19,518,763.85  $13,632,647.69 41.12%

     

Notes:
1.	 FY23 Adjusted Budget includes funding provided under the Consolidated Appropriations Act, 2023 per P.L. 117-328, transfer of 

cancelled funds to BCDR No Year per 2 U.S.C. 5511 (a), and any IPACs received as of 12/31/23.				  
2.	 YTD Actuals includes expenses, encumbrances, and pre-encumbrances as of 12/31/23.						   
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FISCAL YEAR 2024 BUDGET TO ACTUAL REPORT (DATA AS OF 12/31/2023)

Adjusted 
FY 2024 Budget

 YTD  
Actuals 

 Available  
Balance 

% of Budget 
Remaining

 Office of the Chief Administrative Officer   

Annual Funds     

Personnel  $32,049,051.34  $22,260,626.41  $9,788,424.93 30.54%

Non-Personnel  $32,074,917.91  $12,027,478.73  $20,047,439.18 62.50%

Total Annual Funds  $64,123,969.25  $34,288,105.14  $29,835,864.11 46.53%

No Year Funds

Total No Year Funds  $8,871,145.50  $728,976.38  $8,142,169.12 91.78%

Total CAO Budget  $72,995,114.75  $35,017,081.52  $37,978,033.23 52.03%

 BC/DR

Annual Funds     

Personnel  $1,096,444.30  $770,282.83  $326,161.47 29.75%

Non-Personnel  $4,389,753.20  $1,335,422.98  $3,054,330.22 69.58%

Total Annual Funds  $5,486,197.50  $2,105,705.81  $3,380,491.69 61.62%

No Year Funds

Total No Year Funds  $4,291,882.02  -  $4,291,882.02 100.00%

Total BC/DR Budget  $9,778,079.52  $2,105,705.81  $7,672,373.71 78.47%

     

Notes:
1.	 FY24 Adjusted Budget includes funding provided under the Continuing Appropriations Act, 2024 and Other Extensions Act per P.L. 

118-15, the Further Continuing Appropriations and Other Extensions Act, 2024 per P.L. 118-22, transfer of cancelled funds to BCDR No 
Year per 2 U.S.C. 5511 (a), and any IPACs received as of 12/31/23.

2.	 YTD Actuals includes expenses, encumbrances, and pre-encumbrances as of 12/31/23.						   
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Current FTEs  Total Vacancies Total FTEs 

CAO Positions

Acquisitions 27 3 30

CAO IO and Galleries 58 17 75

Customer Experience Center 53 8 61

Finance 88 9 97

HIR (not including BC/DR) 271 27 298

House Recording Studio 51 2 53

Human Resources 38 11 49

Office of Risk Management 4 1 5

Logistics and Support 123 8 131

Total CAO Positions 713 86 799

BC/DR Positions 20 0 20

Total Positions 733 86 819

    

Notes:
1.	 Personnel Data is as of 12/31/2023.

CAO AND BC/DR STAFFING AS OF 12/31/23
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