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Program Description
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EAP Internal Controls Framework (ICF)
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Risk Assessment

Control Activities
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Chapter 3: Energy Vendors

Consumption and Cost Information Requirements
Payment Requirements
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Agreement, Internal Controls, Registration and Participation Requirements

Energy Vendor Monitoring and Reporting Requirements
Legal Requirements

EAP Service Delivery

Applications and Application Processing

Chapter 4.

Chapter 5:
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EAP Customer Service and Accessibility Requirements
EAP Applications and Instructions
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Applications from Service Provider Employees
Application Targets
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Primary Heat Benefit Requirements
Benefit Determination

Cost Based Matrix

Backup Matrix
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Chapter 7: Crisis
= Crisis Intentions
Crisis Eligibility Requirements
Crisis Benefit Determination and Distribution
Crisis Implementation
Processing Events by Crisis Reason

Chapter 8: Energy Related Repair

ERR Policies and Procedures

Time Frames for ERR Service

Assistance Limit

Procurement

Mechanical Equipment and Work Standards
Verification, Completion Certificates and Payments
Payments

ERR File Documentation

Walk Away Policy

Chapter 9:  Assurance 16

Assurance 16 Description

A16 in Crisis Management

A16 Policies and Procedures
Reasonable Payment

Other A16 Activities

Outreach, Collaboration and Coordination

Chapter 10: Benefit Payments and Refunds
Payments to Energy Vendors
Payments to Applicants
Ownership of Assistance

Refunds

Clarifying the Refund Process
Processing Refunds in eHEAT
Rebates

Chapter 11: Client and Energy Vendor Notification
= Client Notification
= Energy Vendor Notification
= Providing Private Data to Energy Vendors

Grant Contract Administration

Chapter 12: Incidents and Appeals
= Incidents
= Qverpayments and Recovery of EAP Funds
= Disasters and Emergencies
= Appeals

Chapter 13: Data Practices and Records
= Collection and Maintenance of Private Data
= Application Documentation
= Sharing EAP Private Data

Chapter 14: Communication, Information and Reports
= [nformation and Reporting
= Federal Leveraging Incentive Fund
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= DOC Communication Tools
= Service Provider Communication Requirements

Chapter 15: Grant Contracts

= Definitions
Contract Components
Budget, Manual and Work Plans
Procedure for Completing Grant Contract
Changing Program Providers

Chapter 16: Program Fiscal Management
= Use of Funds

Obligation Authority

Allocations

Requesting Additional Funds

Property Management

Purchase Requests

Out of State Travel

Expenditure Documentation

Cash Management

Electronic Funds Transfer (EFT)

Energy Vendor Payment Information

Audits

Chapter 17: Monitoring and Technical Assistance
= Program Performance Auditors
= Compliance Monitoring
= Technical Assistance

State & Local Website Links

Office of the Minnesota Attorney General: http://www.ag.state.mn.us/
Minnesota Community Action Partnership:_http://www.minncap.org/

Minnesota Office of the Legislative Auditor: http://www.auditor.leg.state.mn.us/
Minnesota Department of Administration: http://www.admin.state.mn.us/
Minnesota Department of Commerce, Division of Energy Resources: http://www.energy.mn.gov
Minnesota Department of Human Services: http://www.dhs.state.mn.us/
Minnesota Management & Budget: http://www.mmb.state.mn.us/

Minnesota Public Utilities Commission: http://www.puc.state.mn.us

Minnesota Unemployment Insurance Program: http://www.uimn.org/

MN.IT Services: http://mn.gov/oet/

Salvation Army’s HeatShare: http://www.thesalarmy.org/serv/heatshare.htm
Stay Warm Minnesota: http://www.staywarm.mn.gov/

Federal Website Links

LIHEAP Clearinghouse: http://liheap.ncat.org/

U.S. Department of Energy:_http://www.energy.gov/

U.S. Department of Health & Human Services: http://www.hhs.gov/
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FFY2014 Policy Manual Changes

Location Chapter or Appendix Page Change
Introduction
EAP Administration
Chapter 1 | Program Control
Environment
Chapter 2 Overview of Service 6 Moved the Coordination information from Chapter
Provider 9 — Assurance 16 to here.
Responsibilities
Appendix 2A | Language Line
Appendix 2B | Statewide Info & Referral
Service
Chapter 3 Enerqgy Vendors 2 New bullet in the Consumption Data
Specifications section regarding consumption
costs for households with voluntary energy service
disconnection.

7 Addition to the Crisis Eligibility section for the
situation of receiving notice of being put on a load
limiter.

7 Additions in the Amount of Crisis Benefit section
regarding rounding up Crisis amount owed to the
nearest dollar, allowable credit of less than $1.00 on
accounts resulting from Crisis payments, and
allowable delivered fuel account credits of $10 or
less in cases of price changes between time of price
verification and fuel delivery.

8 In the Crisis Information Requirements section
minor changes were made to the bullets listing the
types of information energy vendors may need to
provide both pre-delivery and post-delivery.

9 Changes in the Process to Reduce Ineligible
Crisis Delivery section to clarify energy vendor
actions needed when a tank is over 30% fulll.
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Location

Chapter or Appendix

Page

Change

10

10

10

13

Addition in the Early Notification of Payment and
Emergencies section to specify energy vendors
(when possible) should accept eHEAT “Payable”
status for addressing household energy
emergencies.

Addition to the Agreement Between Energy
Vendor and Service Provider section stating that
an agreement must be signed by each energy
vendor for each Service Provider in order to receive
payments on behalf of a household.

Change to the Energy Vendor Internal Controls
Responsibility section regarding account credits.
Energy vendors are to ensure that Crisis payments
do not create a credit over $1.00 on connected fuel
accounts or over $10.00 on delivered fuel accounts.

Service Provider audit instructions in the Access to
Records section were moved to Appendix 3C.

Appendix 3A

Agreement Between Enerqy

Vendor and Service Provider

In part Il, #4 was deleted: “The Service Provider will
ensure payments are made to the vendor within 5
business days of early notification of a payment.”

In part 11, #15 was edited to specify that “Payable”
status should be accepted, when possible for
addressing household emergencies. It previously
did not specify emergencies or that some vendors
require payment before making a delivery.

Appendix 3B

Energy Vendor Monitoring

Report Cover Letter

This will deploy after October 1.

Appendix 3C

Energy Vendor Monitoring

Regon

This will deploy after October 1.

Program Services Administration

Chapter 4

Applications and

Application Processing

For FFY14, the EAP program year will end on May
30, 2014.

New information added about relay services for
individuals with speech or hearing impairments:
“...a majority of relay services are now Internet-
based and cannot be accessed by dialing the
Minnesota Relay toll-free number or 711. Minnesota
Relay users know how to initiate a relay call, and
will automatically do so via their preferred form of
relay service.”
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Location

Chapter or Appendix

Page

Change

12

13

15

New section: Notice of Participation in SAH. Also
additional guidance about requirements to
safeguard SAH participant identity and location
data.

Updated information in the SAH Participant Data
section to reflect 2013 State Statutes and Laws
related to the Safe at Home Program.

New section: Transfer of SAH Application
Between Service Providers

Appendix 4A

Weekly Application

Certification Targets (WACT)

Appendix 4B

Instructions for SAH

Participants Completing EAP

Application

Appendix 4C

Address Standards

Clarification made in this Appendix:
Do not use periods or commas when entering
addresses into eHEAT.

Chapter 5

Program Eligibility 4

Requirements

8-11

The impossible first three digits of Social Security
Numbers still include 000, 666 and 900-999.
However, as of 6/25/11, the SSA began issuing
SSNs with first three digits of 773 to 899.

Changes to Income Inclusions and Exclusions
section:

= Garnished wages added to the list of Earned
Income that should be counted as income.

= New Income Type: Family Support income.
When payment does not designate between
spousal support and child support, divide the
entire amount equally between the spouse
and their minor children. For example, if the
household includes one parent and two
minor children divide the payment amount by
three. Only the spouse portion of family
support (1/3 of total in this example) is
counted as income.

= Lump sum payments — Non-recurring:
only count the amount of the payment that
pertains to months in the household’s three-
month EAP eligibility period (including RSDI,
SSI, SSDI lump sum payments).

= Social Security Death Benefit payments
should not be counted as income.

= Tribal Fishery Income should be counted

EAP Policy Manual FFY 2014
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Location Chapter or Appendix Page Change
as income,
= Veterans Work Programs (Compensated
Work Therapy, Incentive Therapy) should not
be counted as income.
19 The Unemployment Insurance Income
Documentation section was removed from the
Manual and is included in Appendix 5H - Online
Income Verification
Appendix 5A | Income Inclusions &
Exclusions
Appendix 5B | Self-Employment Income
Worksheet
Appendix 5C | Self-Employment Worksheet
Cash Accounting Method
Appendix 5D | Self-Employment Worksheet
Farm Cash Accounting
Method
Appendix 5E | Verification of Income and The name of this Appendix was changed from
Expenses Form Inadequate Income Worksheet to Verification of
Income & Expenses Form
Forma de Ingresos y Gastos
Appendix 5F | Sample Eligibility Worksheet This worksheet was determined to be unnecessary.
Appendix 5F | Social Security Benefit
Worksheet
Appendix 5G | Authorized Alternatives to
SSN
Appendix 5H | Online Income Verification This new appendix details how households can
obtain online Social Security income and
Unemployment Insurance income documentation.
Chapter 6 Primary Heat 2 The maximum Primary Heat benefit for FFY14 is
$1,400.
2 New section: Benefit Determination Errors.
2 New section: Inactive Energy Vendor and
Consumption
5 New bullet in the Consumption Data
Specifications section regarding consumption costs
for households with voluntary energy service
disconnection.
Changes were made in Electricity as a Secondary
7-8 . . )
Heating Fuel section regarding the process to
determine whether to include electricity as a heating
EAP Policy Manual FFY 2014 FFY2014 Policy Manual Changes Page 4
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Location

Chapter or Appendix

Page

Change

source. These changes were made to correspond
with changes to the FFY14 EAP application.

New policy: Rooms Ineligible for Secondary Heat.
Bathrooms, entryways, hallways, laundry rooms,
porches and closets are ineligible for inclusion in
determining whether a household used secondary
heat.

Appendix 6A

Cost-Based Matrix

Appendix 6B

Back-Up Matrix

Appendix 6C

Biofuel Worksheet

Chapter 7

Crisis

New section: Crisis Ineligibility Due to Unresolved
Overpayment.

New section: Valid Disconnection Notice

Additions in the Amount of Crisis Benefit section
regarding rounding up Crisis amount owed to the
nearest dollar, allowable credit of less than $1.00 on
accounts resulting from Crisis payments, and
allowable delivered fuel account credits of $10 or
less in cases of price changes between time of price
verification and fuel delivery.

New section: Benefit Determination Errors

Addition in Distribution Requirements section:
= Collapse scheduled Primary Heat payments
as needed and change the scheduled date of
the payment so it is issued immediately to
address the emergency.

New sections explaining that attention must be paid
to the status of Primary Heat payments when
determining a Crisis benefit and describing what is
meant by a ‘Resolved’ Crisis event.

Addition to Crisis Response Timelines section.
New language is shown in green:

3. Household member age 60 or older and not
shut off or in danger of being shut off and other
households with a shutoff notice who are not at
risk of being shut off: The third level of service is
for households that have at least one member age
60 or older and are unable to pay their past due
and/or current energy bill and are not in danger of

EAP Policy Manual FFY 2014
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Location Chapter or Appendix

Page

Change

9¢&
10

9&
10

10 &
11

disconnect. This third level is also for households
with active disconnect notices that are not at risk of
disconnect. These households are not subject to the
18/48 timeline and can be served in the normal
priority order.

New section: Process for Handling Applications
with Emergencies

New section: Process for Addressing
Emergencies Using eHEAT Emergency
Functionality

Clarification in Less than 20% in Fuel Tank and
Refusal to Deliver (RTD) and Less than One Week
Biofuel sections:

Crisis funds can pay an arrearage even if the
payment does not result in a delivery. If the available
Crisis benefit (after paying any arrearage) is not
enough for a delivery, it cannot be provided unless
combined with the household’s or other resources to
result in a delivery. When these resources have
been obtained, the Crisis payment can be made.

Changes were made to the bullet points in the
Process to Reduce Ineligible Crisis Delivery
section:
= No Crisis fuel is put into the tank.
= The trip charge is put on the household
account.
= The Service Provider pays the trip charge
with the household’s available Primary Heat
funds. If no Primary Heat funds are available,
the household's Crisis funds are used.
= The Service Provider may request to have the
truck driver, while still at the dwelling, provide
any remaining Primary Heat funds after
deducting any trip charges.

When verifying with the household that there is less
than 20% in fuel tank or less than one week of
biofuel, enter the household’s reported percentage of
fuel remaining in tank or number of days of biofuel
remaining in the ‘Notes’ field on that Crisis event’s
verification page.

New section: What if Delivered Fuel Post-

EAP Policy Manual FFY 2014
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Location Chapter or Appendix Page Change
Verification Price differs?
12
New sections: Types of non-heat electric. This
section lists the four household situations where
there is still heat if the electricity is shut off.
8-12

In the Processing Events by Crisis Reason
section corrections were made to match what is
currently in eHEAT.

Appendix 7A | Crisis Eligibility Decision

Chart

Chapter 8 | Energy Related Repair | 4

10

10

11

11

11

12

Added to Proof of Ownership section: “Service
Providers should require contractors to notify them if
the repair will cost over $1,000 before the contractor
begins the repair work. Service Providers must then
obtain ownership verification before the repair work
occurs.”

New section: Red-Tagged Heating Equipment.
New section: Referring ERR Emergencies to WAP.

Addition in Medically Necessary Fuel Type
Changes section clarifying that “medically
necessary” excludes short-term disabilities.

Added to On Site Inspections section: It is a best
practice to get inspections done within 30 days of
invoice receipt.

The Rebates section was moved to here from
Chapter 10 - Benefit Payments and Refunds.

Added to Payments section: Payments must be
made to contractors or energy vendors in a timely
manner (within 60 days of completion of event).

Added details to Payments section about handling
situations where a household will not return a signed
Completion Certificate.

New section: Recovery of Overpaid or Disallowed
ERR Expenditures.

New section: Manual J Requirement.

Appendix 8A | ERR Forms: Troubleshooting,

EAP Policy Manual FFY 2014
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Location Chapter or Appendix Page Change
Completion Certificate,
Furnace Replacement
Inspection, Download
Template
Chapter 9 Assurance 16 Changes were made throughout this chapter.
Service Providers should review the entire chapter,
but some key policy changes are detailed in the
descriptions for Appendices 9A, 9B and 9C below.
Appendix 9A  J Assurance 16 Proposal Service Providers must use this form to propose
activities that do not fit in the referral and advocacy
categories already defined in Chapter 9. The form is
submitted to eap.mail for review and approval either
as part of the Local Plan or at any other point during
the program year prior to initiating the proposed
activities. Funding for the proposed activities must
come from the Service Provider's A16 allocation
(i.e., no additional funds will be provided).
Appendix 9B | Report on Proposed A16 Service Providers must use this form to report on the
Activities results of their approved A16 Proposal. Reports for
approved FFY14 Service Provider A16 proposals are
due by June 16, 2014. DOC may request reports at
other points if necessary (e.g., if an activity is
initiated after June 16).
Appendix 9C | A16 & Outreach Activities Service Providers must use this form to report on
Report their A16 and Outreach activities to demonstrate
program impact, maintain accountability, and identify
best practices. This report is due by June 16, 2014.
Proposed activities should not be included in this
report; they should be included in Appendix 9B.
Appendix 9D | Reasonable Payment The RPW is no longer needed for EBA so it has
Worksheet (RPW) been modified slightly for use during A16 activities
and when determining if a Senior household is
eligible for a Crisis benefit.
Chapter 10 | Benefit Payments and 2 New section: ‘Cancel’ versus ‘Void’ for Payments
Refunds i ,

5 Clarifications were made in the Household
Situation Changes after Eligibility Has Been
Determined section to address situations where a
household moves multiple times.

8-10 | New section: Refunding of EAP Benefits. Existing
sections were moved to bring all refund related
information together.

Appendix 10A | Mail Return Service
Requested
Appendix 10B | Elow Chart for Energy Vendor This appendix was determined to be unnecessary.
EAP Policy Manual FFY 2014 FFY2014 Policy Manual Changes Page 8


http://mn.gov/commerce/energy/images/Assurance16Proposal.doc
http://mn.gov/commerce/energy/images/ReportonProposedA16Activities.doc
http://mn.gov/commerce/energy/images/ReportonProposedA16Activities.doc
http://mn.gov/commerce/energy/images/A16andOutreachActivitiesReport.doc
http://mn.gov/commerce/energy/images/A16andOutreachActivitiesReport.doc
http://mn.gov/commerce/energy/images/ReasonablePayment.xls
http://mn.gov/commerce/energy/images/ReasonablePayment.xls
http://mn.gov/commerce/energy/images/MailReturnServiceRequested.pdf
http://mn.gov/commerce/energy/images/MailReturnServiceRequested.pdf
http://mn.gov/commerce/energy/images/FlowChartforVendorHasEAPMoneytoReturn.pdf

Location

Chapter or Appendix

Page

Change

EAP Money-toReturn

Appendix 10B

Letter for Information About

Household Move

Appendix 10C

Affidavit of Failure to Receive

Minnesota Management &

Budget Warrant

Appendix 10D

Energy Vendor Refunds in

eHEAT

Appendix 10E

Handling Payments and

Refunds in eHEAT When a

Household Moves

Chapter 11

Client and Energy

Vendor Notification

Appendix 11A

Grant Administration

eHEAT Letters Examgles

Chapter 12

Incidents and Appeals |3

Service Providers must track and maintain a single
log of households with overpayments, to ensure all
recovery steps are conducted and Crisis is not
provided until the recovery process is complete.

Additional bullets #6 and #7 in the Overpayments
Resulting from Error detailing steps to follow if a
household does not respond to the Service Provider
regarding an overpayment or does not maintain a
planned repayment schedule.

Additions to the Overpayments Resulting from
Error section:
Overpayment recovery efforts must be tracked by
Service Providers to ensure timelines are met. The
household is eligible to request Crisis assistance
when one of the following occurs:

= Qverpayment is recovered or repaid in full

= Household submits a signed declaration of

hardship regarding the overpayment

The household is not eligible for a Crisis benefit if
they have been non-responsive to Service Provider
communication regarding attempts to recover an
overpayment.

Appendix 12A

Incident Report Form

Appendix 12B

Local Level Formal Appeals —

Required Tracking Sheet

Chapter 13

Data Practices and

Records

EAP Policy Manual FFY 2014
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http://mn.gov/commerce/energy/images/LetterForInfoAboutHHMove.doc
http://mn.gov/commerce/energy/images/AffidavitofFailuretoReceiveMMBWarrant.doc
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http://mn.gov/commerce/energy/images/HandlingHHDMovesineHEAT.pdf
http://mn.gov/commerce/energy/images/HandlingHHDMovesineHEAT.pdf
http://mn.gov/commerce/energy/images/HandlingHHDMovesineHEAT.pdf
http://mn.gov/commerce/energy/images/eHEATLettersExamples.pdf
http://mn.gov/commerce/energy/images/IncidentReportForm.doc
http://mn.gov/commerce/energy/images/FormalAppealsTrackingSheet.doc
http://mn.gov/commerce/energy/images/FormalAppealsTrackingSheet.doc

Location Chapter or Appendix Page | Change
Appendix 13A | Informed Consent for Release
of Data Form

Appendix 13B | Debtor’s Exemption Claim
Notice Example

Appendix 13C | Energy Programs Service
Provider eHEAT Administrator
Security Agreement

Appendix 13D [ Energy Programs Service
Provider eHEAT User
Security Agreement

Appendix 13E | Template for Garnishment
Response Letter

Chapter 14 | Communication,
Information and
Reports

Appendix 14A | EAP Financial Status Report
(this form is found in eHEAT)

Appendix 14B | Expenditure Detail Report

Appendix 14C | Leveraging Tracking Form

Appendix 14D | SP & Community Partner
Leveraging Survey Form

Appendix 14E | Delivered Fuel Vendor
Leveraging Survey Form

Appendix 14F | Connected Utility Leveraging
Survey Form

Chapter 15 | Grant Contracts

Appendix 15A | EAP Contract FFY2014

Appendix 15B | Certifications regarding
Lobbying; Debarment;
Suspension & Other

Appendix 15C | FFY2014 EAP Local Plan
Form

Appendix 15D [ Instructions for FFY2014 EAP
Local Plan 2.0 Risk
Assessments

Chapter 16 | Program Fiscal
Management

Appendix 16A [ Notice of Funds Available
Form

Appendix 16B | Request for Additional ERR
Funds

Appendix 16C | eHEAT Cash Request Screen This form is found in eHEAT.
Shot

Appendix 16D | Audit Report Schedule

EAP Policy Manual FFY 2014
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http://mn.gov/commerce/energy/images/InformedConsenttoReleasePrivateData.pdf
http://mn.gov/commerce/energy/images/InformedConsenttoReleasePrivateData.pdf
http://mn.gov/commerce/energy/images/DebtorsExemptClaimNotice.doc
http://mn.gov/commerce/energy/images/DebtorsExemptClaimNotice.doc
http://mn.gov/commerce/energy/images/AdminSecurityAgreement_SP.pdf
http://mn.gov/commerce/energy/images/AdminSecurityAgreement_SP.pdf
http://mn.gov/commerce/energy/images/AdminSecurityAgreement_SP.pdf
http://mn.gov/commerce/energy/images/UserSecurityAgreement_SP.doc
http://mn.gov/commerce/energy/images/UserSecurityAgreement_SP.doc
http://mn.gov/commerce/energy/images/UserSecurityAgreement_SP.doc
http://mn.gov/commerce/energy/images/GarnishmentLetterTemplate.doc
http://mn.gov/commerce/energy/images/GarnishmentLetterTemplate.doc
http://mn.gov/commerce/energy/images/ExpenditureDetailReport.xls
http://mn.gov/commerce/energy/images/LeveragingTrackingForm.xls
http://mn.gov/commerce/energy/images/SP-Nonprofit-Partners-Leverage.doc
http://mn.gov/commerce/energy/images/SP-Nonprofit-Partners-Leverage.doc
http://mn.gov/commerce/energy/images/DeliveredFuelsLeveragingSurvey.doc
http://mn.gov/commerce/energy/images/DeliveredFuelsLeveragingSurvey.doc
http://mn.gov/commerce/energy/images/ConnectedUtilitiesLeveragingSurvey.doc
http://mn.gov/commerce/energy/images/ConnectedUtilitiesLeveragingSurvey.doc
http://mn.gov/commerce/energy/images/EAPContract.pdf
http://www.commerce.state.mn.us/EAP_Tools/CertificationsRegardingLobbyingEtc.pdf
http://www.commerce.state.mn.us/EAP_Tools/CertificationsRegardingLobbyingEtc.pdf
http://www.commerce.state.mn.us/EAP_Tools/CertificationsRegardingLobbyingEtc.pdf
http://mn.gov/commerce/energy/images/EAPLocalPlanForm.doc
http://mn.gov/commerce/energy/images/EAPLocalPlanForm.doc
http://mn.gov/commerce/energy/images/2_1_RiskMgtFFY14_LP.pdf
http://mn.gov/commerce/energy/images/2_1_RiskMgtFFY14_LP.pdf
http://mn.gov/commerce/energy/images/2_1_RiskMgtFFY14_LP.pdf
http://mn.gov/commerce/energy/images/NFA.pdf
http://mn.gov/commerce/energy/images/NFA.pdf
http://mn.gov/commerce/energy/images/RequestforAdditionalERRFunds.xls
http://mn.gov/commerce/energy/images/RequestforAdditionalERRFunds.xls
http://mn.gov/commerce/energy/images/AuditReportSchedule.pdf

Location Chapter or Appendix Page Change

Appendix 16E [ Service Provider
Purchase/Disposition Request

Appendix 16F [ Service Provider Out of State
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Letter
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Energy Assistance Program

EAP Policy Manual FFY2014

Introduction

Purpose of This Manual

The EAP Policy Manual is part of the contract to deliver the Energy Assistance Program (EAP) (see
Chapter 15 - Grant Contracts). Service Providers with signed contracts agree they are obligated to have
the EAP Policy Manual in their possession, read and understand it, and comply with it.

The EAP Policy Manual translates policy from the State Plan into procedures serving several purposes:
= To restate program policies into procedures.
= To define the principles upon which the policy or procedure are based.
= To promote consistent application of program policies.

The EAP Policy Manual is a guide for implementing the program on the DOC and local levels. It states
policies, the principles underlying the policies and procedures, and provides some examples. The policies,
procedures and stated principles provide tools that local Service Providers can use to make decisions
about specific situations. It is not meant to provide specific detail in how to deal with all possible
circumstances. Use the Values and Core Beliefs listed in the following chapter as guides when interpreting
policies found in the EAP Policy Manual.

In addition to the EAP Policy Manual, the Department of Commerce (DOC) publishes a weekly newsletter,
The Energizer, to inform Service Providers of EAP policies and procedures updates. Service Providers
have an obligation to read, understand and comply with The Energizer. The Energizer serves as an update
to the manual only during the Federal Fiscal Year in which it is published.

Occasionally, it will be necessary to immediately communicate with Service Providers. The DOC will use A
Spark, a supplement to The Energizer. A Spark will also be an official communication from DOC and hold
the weight of policy. Any A Spark issues will be fully incorporated into the next The Energizer. Additionally,
all The Energizers will be posted on the web.

Prudent Person Principle

The policies and procedures included in the EAP Policy Manual are rules for determining eligibility,
delivering benefits and administering the program. It is impossible to foresee and give examples for all
situations; therefore staff is encouraged to use reason and apply good judgment in making decisions when
addressing the specific needs and requests of a household or an unusual situation. Decision-making by
staff based on the best information available, program knowledge, experience and expertise in a particular
situation is referred to as the Prudent Person Principle. Prudence may also include seeking DOC guidance
on specific policy interpretation. Document the rationale used to make a decision and any applicable EAP
Policy Manual references and policy interpretations.
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Energy Assistance Program

Chapter 1

Program Control Environment

Chapter Contents
= Program Description
= EAP Business Strategy Model
= EAP Internal Controls Framework (ICF)

Program Description

The Minnesota Energy Assistance Program (EAP) is a federal block grant funded through the Low-Income
Home Energy Assistance Program (LIHEAP). The block grant legislation (Title XXVI of the Omnibus
Budget Reconciliation Act of 1981, Public Law 97-35, as amended) gives states broad latitude to develop
programs that assist low income households to meet their immediate home energy needs. On the federal
level, the program is administered in the U.S. Department of Health and Human Services. (See Health and
Human Services’ web site at http://www.acf.hhs.gov/programs/ocs/liheap/.)

The five categories of EAP activities required by law are:
1. Outreach activities.
2. Assistance with home energy costs.
3. Intervention in energy emergency situations.
4. Provision of low-cost residential weatherization and cost-effective energy-related home repair.
5. Planning, developing, and administering the DOC's program, including leveraging programs.

Federal law also requires the DOC to agree to comply with sixteen assurances included in the State Plan.
The assurances provide the principles states must use to develop their policies and procedures.

EAP services include:
= Financial aid to pay a portion of heating costs.
= Crisis intervention for threat of or no heat situations.
= Energy Related Repair for home heating system repair or replacement.
= Referral to Weatherization and other human service providers.

In Minnesota, EAP is administered by the Office of Energy Assistance Programs in the Minnesota
Department of Commerce (DOC). The DOC provides grants to local Community Action Service Providers,
counties, tribal governments, and private not for profit agencies to deliver the program in defined
geographic areas. DOC has statewide administrative authority over EAP including:

= Selecting and contracting with local Service Providers.

= Program and policy development.

= Training.

= Disbursing financial resources.

= Monitoring for compliance.
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= Data collection.
= Reporting.

Every year the Office of Energy Assistance Programs submits a plan or an update to the plan to the US
Department of Health and Human Services. The State Energy Assistance Plan (referred to as the State
Plan) describes how federal LIHEAP funds will be used to help low-income households pay home heating
bills and conserve energy. Then the plan is put before the public for input. Comments received at the
public hearing and in writing during the comment period are considered in the development of the State
Plan. The proposed State Plan is available at http://www.energy.mn.gov, the main DOC site. (Click on
“Low Income Assistance” then “For Energy Assistance Providers” and finally on “State Plan.”)

EAP Business Strategy Model

The Business Strategy Model (BSM) provides a shared vision to assure we are serving the same goals
and are all working together. The BSM helps build a high-performing team, provide consistent messages
to key stakeholders and guide daily decisions and actions. The PAC and EAP staff's each have a BSM.
They share intentions, values and markets and differ in the offerings. In January 2009 EAP BSM replaced
the EAP Effort Definition, which was originally created 2004.

Elements of a Complete Vision

The BSM creates a shared vision by defining key elements of the business. The pyramid model below
illustrates the concept. The combination intentions, values, means and environments come together to
create the vision:

Intentions
Maintain affordable, continuous, and safe home energy for low-income Minnesota households.

Definitions of key elements of the business
Intentions = Why does your unit or
organization exist?

Values = What guides the behavior of
your organization?
Means = What products or services

do we provide?
To whom do we provide
them?

What factors outside our
organization must we
monitor and adjust to?

How should we organize
ourselves to meet our
intentions, within our
values?

Environments

Values
= Qverall:
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Affordable, safe, and dependable energy.

Advocacy.

Good stewardship of resources.

Being realistic about limitations.

Quality.

Partners and Partnerships.

Understanding the program in the context of broader public policy and other needs of low-
income Minnesotans.

Being the compass but not the map.

Reward positive, proactive behavior by all energy stakeholders.

= Regarding Households:

Dignity and privacy.

Participation.

Empower people to make informed decisions regarding their energy use and needs.

Serving the most in need — balancing total number of participants, makeup of participants, and
levels of service.

= Regarding Collaboration:

The responsibility to provide a safety net.

Working towards the same goals.

Stakeholders personal commitment and accountability.

Represent our own personal perspective, the views of our stakeholder group, and the world
from multiple perspectives.

Actively coordinate across programs and departments.

. Regardmg Policy Direction:

Means

Creative and flexible approaches.

Consistency.

Balance of simplicity and fairness.

Recommendations based on a sound community analysis.
More strategic than operational.

Timely and proactive in order to mitigate emerging problems.

Offerings (Products and Services)
= Energy bill payment.
= Furnace repair or replacement.
= Energy related crisis intervention.

= Advocacy.
= Qutreach.

= Referral.

= |nformation.
= Education.

= Conservation Coordination and Collaboration.
= Demonstrate effectiveness of investment.
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DOC Staff Offerings

= QOversight, monitoring and quality control.
= Compliance with Federal and State requirements.

= Policy.
= Decision making.
=  Planning.

= Training and Technical Support.
= Stakeholder involvement and communication.
= Program advocacy and information.

Markets (Customers)

= Households, emphasizing low-income:
= Families with children under age five.
= Families with members who are disabled.

= Seniors.
= EAP Director and Staff.
= Local Service Providers.
= Policy decision makers.
= Funders (e.g. HHS).
= Energy Vendors.
= Mechanical Contractors.
=  PAC members.

= Weatherization Assistance Program.

= Partner organizations.
= Community.

= Tax payers.

= Utility rate payers.

Environments

Internal Environmental Considerations

Environmental Consideration

Implications

Unique and necessary role of
Households, Energy Vendors, and
Government (Coordinated
Responsibility Model)

Particular consideration to the definition and communication
of all stakeholder roles

Active pursuit of involvement and
partnership by using a shared
business methodology

Increased likelihood of success

Increased commitment of time on the front-end for all
combinations of stakeholders

Devote scarce staff resources to the way we do business
and invest in DOC staff skills and techniques

Direction: Maximize local
knowledge, control and delivery of
services

Contract out to local service providers
DOC actively pursued feedback and adjustments

Our leadership and peers are
interested in and supportive of our
efforts

Understand and align needs and expectations of leadership
and peers
Keep leadership and peers informed
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Our partners and community are Understand and align needs and expectations of partners
interested in and supportive of our | and community

efforts Keep partners and community informed

We have custom developed We can directly influence what our tools do/not support —
technology tools to support our constrained to resources

business Increased consistency of the program — less local control

External Environmental Considerations

Environmental Consideration Implications

In the Division of Energy Resources | Primary state energy policy agency

Not a social service agency — our offerings are unique in
this organization

Federal LIHEAP block grant Constraints and flexibility in how we deliver the program
e.g. we determine to offer furnace repair and replacement
There are other related programs Effects public understanding,

(e.g. CWR, DHS, Heat Share and
Affordability Programs)
Resource amounts and timing of the | Effects availability, delivery and types of services offer at

resources are out of our control program start up and dictates end date and carryover.

Weather Effects demand during seasonal changes and effects
consumption amounts

Economy Increase demand on program services

Fuel prices Changes impact of benefits and need for services

EAP Internal Controls Framework (ICF)
EAP uses a management tool named Internal Controls Framework (ICF) to assure integral management of
funds and to outline the expectations of a competent organization. EAP uses the framework to:

= Manage Minnesota LIHEAP Grant .

= Develop policies and procedure .

= Implement program designs to assure good stewardship of public resources.

= Determine and select a competent Service Providers.

= Monitor and evaluate the performance of Service Providers.

= Build the competency of the EAP delivery system.

The internal control system is consistent with the Internal Control - Integrated Framework (ICIF), a
model the Committee of Sponsoring Organizations (COSO) of the National Commission on Fraudulent
Financial Reporting published in 1992. The Office of Legislative Auditor is requiring all agencies to adopt
this framework. At the Federal level, the OMB is developing similar requirement.

The Framework is used to assess and advance the organizational internal control maturity. The ICF
measures maturity by the organization’s leadership, ability to determine and mitigate risks, whether control
procedures are documented and assigned, and how performance and procedure effectiveness are
monitored. The ICF includes five components designed to react dynamically to changing conditions.

ICF defines internal control as a process, affected by individuals within an organization, designed to
provide reasonable assurance regarding the achievement of objectives in three categories:
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1. Effectiveness and efficiency of operations,
2. Reliability of financial reporting, and
3. Compliance with applicable laws & regulations.

Other objectives overlap or support the three categories mentioned above include safeguarding assets
against loss or unauthorized use, and attaining strategic goals and objectives.
1. Control Environment.
Risk Assessment.
Control Activities.
Information & Communication.
Monitoring.

o1k~ wo

Appendices

None
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Chapter 2
Overview of Service Provider
Administrative Responsibilities

This chapter describes Service Providers’ general administrative responsibilities by outlining at a high level
the activities required of the EAP Coordinator and Service Provider leadership. It outlines these
responsibilities using the EAP Internal Control Framework (ICF). Chapter 2 summarizes information
detailed in the Policy Manual. Service Providers must refer to the appropriate chapter within this Policy
Manual for policy details.

Internal controls are processes, affected by individuals, designed to provide reasonable assurance to the
achievement of EAP objectives in the following three categories.

1. Effectiveness and efficiency of operations

2. Reliability of financial reporting, and

3. Compliance with applicable laws & regulations.

EAP Internal Control Framework is comprised of the following five interrelated components focused on
safeguarding assets against loss or unauthorized use and attaining strategic objectives:
1. Control Environment.
Risk Assessment.
Control Activities.
Information & Communication.
Monitoring.

o1k~ w

Chapter Contents
= Control Environment
= Risk Assessment
= Control Activities
= Communication and Information
= Monitoring

Control Environment

Service Providers should establish and maintain an ethical and procedural work environment throughout
the organization that sets a positive and supportive attitude toward internal control and conscientious
management.

Notification of Changes in Service Provider Information

For contract and operational reasons, Service Providers must keep DOC informed in a timely manner of
key changes in program and Service Provider staffing and operation. Formal announcement should be
supplemented with informal updates to the Program Performance Auditor, eap.mail@state.mn.us or the
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DOC EAP Director as frequently as needed to keep DOC apprised of the progress of the situation. Being
informed of changes in a timely manner helps to make appropriate decisions and reduce or avoid
management uncertainties or unknown situations. See Chapter 14 - Communication, Information and
Reports for details.

Service Provider EAP Organizational Competence
Service Providers should assure:

Service Provider human resource materials.

A reasonable EAP resourcing model.

EAP staff have functional position description.

EAP staff have proper Service Provider knowledge.

EAP staff have proficient eHEAT competencies.

EAP staff demonstrate knowledge of Service Provider policies and procedures.

Formal Training and new staff training.

Support of technical environment necessary to deliver EAP.

Training for staff to work with diverse populations (people with limited English, hearing or speech
impaired persons, developmentally disabled or mentally ill persons, multicultural groups).

Detailed documentation of program activities, which is essential to program integrity and to
reducing risks to the household, the Service Provider and the program. The documentation ensures
expenditures are allowable, are accounted for and when issues occur, the information is auditable.

EAP Coordinator Responsibilities
EAP coordinators’ responsibilities include but are not limited to:

Program Administration

Acting as the main point of contact and liaison for the DOC.
Conveying EAP values and core beliefs to staff .
Assuring the implementation, coordination and monitoring of the intake process and other direct
service activities.
Assuring DOC report requirements are met.
Getting approval for EAP paid out-of-state travel from DOC.
Assuring EAP and other appropriate Service Provider staff:
= Know EAP policies and procedures.
= Receive program updates.

Information and communication

Assuring responsive and timely communications with DOC.

Assuring formal and informal notifications of changes to DOC.

Assuring participants in the program provide informed consent when necessary.
Assure timely response to household inquiries.

Assuring staff use proper data and information practices.

Staff Development and Management

Prioritizing staff activities, providing guidance and support as necessary.
Promoting exchange of feedback with staff to reduce problems.
Attending annual start-up training sessions.

Training staff on annual program changes.

Providing back-up personnel for time-sensitive activities.
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= Training staff on appropriate referrals to community resources.

Fiscal
= Assuring timely distribution of Primary Heat, Crisis, and Energy Related Repairs funds as
necessary, including case management notes and forms.
= Assuring timely and accurately reporting, working with fiscal staff as necessary.
= Assuring leveraging activities are reported.

eHEAT
= Serving as the initial contact and reporting eHEAT related issues to DOC.
= Proficient use of eHEAT and ability to provide technical assistance to staff and energy vendors.
= Assuring staff are trained to enter program information correctly.

Outreach
= Coordinating with other community resources, outreach and public relations.

Risk Assessment

Service Provider management should identifying priority activities within the organization for risk
assessment, considering areas materially impacting the financial position and results of operations and
program (e.g., assets, liabilities, revenues, expenses or expenditures account balances that are material in
dollar amount).

EAP strives to reduce or eliminate fraud and risk activities through program policies, technical support,
program software (eHEAT), segregation of duties, quality controls and monitoring of services and financial
activities.

Service Provider Business Conflict of Interest

Service Providers are required to notify the DOC if their organization operates or owns a business that
could be viewed as a conflict of interest with the delivery of EAP. Notification is also required prior to the
initiation of a business that could be viewed as a conflict of interest with the delivery of EAP. This may
include but is not limited to Service Providers operating as energy vendors, landlords, etc. Such a
business relationship and operation requires assurance to the DOC of internal controls to mitigate conflicts
of interest. An internal control requirement for Service Providers with this type of business is to have
another Service Provider monitor this portion of their operation annually.

Risk Management

Risk planning is geared toward events that occur when things are different than planned. Service
Providers should have procedures in place to deal with unplanned events. Service Providers must have in
place processes for handling appeals, complaints, errors and fraud (see Chapter 12 - Incidents and
Appeals). The goal is assuring the Service Provider's ability to maintain financial strength, a positive public
image, and the overall quality of its products and government services.

Conflict of Interest Policy

All Service Providers are required to have a conflict of interest policy. A conflict of interest policy for local
Service Providers is defined as an actual or perceived action that results or has the appearance of
resulting in personal, organizational, or professional gain. Local Service Provider personnel and board
members are obligated to always act in the best interest of EAP. At all times, local Service Provider
personnel and board members are prohibited from using their job title or the organization name or
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property, for private profit or benefit. Service Providers are required to inform the DOC if they operate or
own any business that could be viewed as a conflict of interest with the delivery of the Energy Assistance
Program.

Control Activities
Service Provider should design and implement internal control in processing applications, determining
eligibility and delivering benefits. These procedures assure program services are timely, accurate, uniform
and equally available throughout the state. They address essential EAP required procedures such as:

= Utilizing tools and resources of the program as intended.

= Utilizing an approach to managing program demands ebbs and flows.

= Partnerships through coordination, collaboration and cooperation.

= Maintaining and retaining records

= Securing the privacy of individuals.

= Ensuring sufficient staffing and backup to provide complete and continuous EAP administration.

= Assigning appropriate segregation of duty for program and fiscal procedures

= Ensuring processes are auditable

= Ensuring equal access to EAP services.

= Logging applications upon arrival.

= Having a process for requesting energy vendor consumption to assure timely services.

= Having a method of requesting additional information for incomplete applications.

= Coordinating with energy vendors to ensure timely after-business-hours response to emergencies.

Program Duties and Functions
Service Providers must assure sufficient staffing and backup to provide complete and continuous
administration of EAP at the local level in the following areas of program operation.

Eligibility Determination
Service Providers must use the application, eligibility determination and payment processes and timelines
as prescribed by the DOC to assure EAP services are uniform and equally available throughout the state.
= Use the current year EAP application form for all applicants.
= Work with energy vendors to ensure heating costs and consumption information is provided for all
applicants with a consumption history.
= Log in applications when received.
= Log in incomplete applications and notify households of information needed for completeness.
= Verify income and supporting documents and certify that the application is correct.
= Send completed, but not certified, applications from Service Provider staff or board members to the
DOC for certification.
= Utilizing the WACT Weekly Application Certification Targets (WACT) as a performance guideline for
approving applications.

Crisis Assistance and ERR
Service Providers must use Crisis and ERR eligibility requirements, processes and timelines as prescribed
by the DOC to assure that program services are uniform and equally available throughout the state.

Service Providers must coordinate with energy vendors to ensure they will respond with emergency fuel
deliveries and/or heating system repairs after regular business hours, including weekends. Service
Providers must have staff available to provide advocacy services to households in emergencies.
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Staffing
Staffing must be adequate during the heating season to provide the following:
= Program information and application services for heating, emergency and ERR assistance.
= Qutreach activities.
= Heating assistance services when funds are available.
= Crisis, including ERR services when funds are available.
= Response to households needing advocacy services.
= Crisis response 24 hours, seven days a week from October 1 through April 15.

In addition, Service Providers must insure adequate staffing throughout the year for:
= Conducting energy vendor monitoring and managing energy vendor relationships.
= Preparing energy vendor relationships activities for the next year.
= Conducting Crisis processing, monitoring, reviewing etc.
= Updating household records for next year (including eHEAT mail update check box).
= Working with other community organizations (developing, strengthening, improving relationships).
= Conducting participant follow up and satisfaction survey.
= Planning for upcoming activities including preparations for the next year.
= Conducting capacity building training for staff.
= Reviewing process with stakeholders including internal stakeholders such as Service Provider fiscal
staff, Service Provider director, and other internal programs.
= Maintaining and advancing referral system.

Equal Access to Service
Local Service Providers must ensure equal access to EAP services (information, applications, funds for
Primary Heat, Crisis, ERR, voter registration and other collaborative services funds) for people with:

= Little or no English proficiency.

= Hearing, speech or visual impairment.

= Developmental disability or mental illness.

= Multicultural background.

= Physical disability.

In addition, Service Providers must assure that:

Application sites are available throughout their service area.

Application sites are accessible to persons with physical disabilities.
Applicants are able to receive home visits if requested.

Applications are available and accepted from October 1 through May 30.

Data Privacy

Minn. Stat. §216C.266 provides that data collected, maintained, or created because an individual applies
for energy assistance is private data for the purposes of the Minnesota Government Data Practices Act,
Minn. Stat. 8813.02 et seq. (MGDPA). The collection, storage, use and release of the information shall be
limited to that necessary for the administration and management of the program. The information may not
be released except as permitted by the MGDPA.

Records Maintenance
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Per Minn. Stat. 8 16C.05, subd. 5 the Service Provider must maintain a record management system that
retains applications and supporting documents for a period of six years from the date of the final audit.
Service Provider’s retention policies should not exceed six years to protect the data privacy of applicants.

Record and Data Security

The Service Provider must execute a plan for maintaining the security of private data maintained locally
and for access to eHEAT. Refer to Chapter 13 - Data Practices and Records for minimal requirements for
the protection of locally maintained data.

Control Activities - Fiscal
Service Providers should design and implement appropriate internal Fiscal control policies and activities to
processing fiscal transactions, reporting and oversight. Fiscal control activities include:

Fiscal Transactions
Service Providers must use generally accepted fiscal practices including authorized personnel having
program specific knowledge. Practices should have:

= Proper segregation of duty.

= Auditable processes.

= Good communication between program and fiscal staff.

= Authorization and utilization of the EAP weekly allocation process.

Communication and Information

Service Provider's should communicate the internal control policies and procedures to all staff and
stakeholders so they understand what is expected of them and the scope of their freedom to act in relation
to program participants and partners. Required communication ranges from ensuring proper phone service
to outreach and collaboration.

Coordination

Coordination and collaboration with other energy related service providers and community resources is
essential to maximizing services and to the vision of a universally recognized and accepted program.
Coordination and collaboration must be designed to meet program and local needs, and service providers
should have an on-going process for evaluating and improving their approaches to these activities.

Service Providers must maintain system partnerships with:
=  Community organizations serving low income persons.
= Community Action Agencies.
= Service Providers providing weatherization services.
= Agencies on aging, housing authorities and special purpose agencies providing services to low
income persons.
= Utility programs providing services to low income persons.
= Energy vendors, fuel suppliers and others who have signed energy vendor agreements.
= Qutreach such as media partners.
= Fiscal partners.
= Referral network.
= Other EAP Service Providers.

EAP Policy Manual FFY2014 Chapter 2 Overview of Service Provider Responsibilities Page 6


https://www.revisor.mn.gov/statutes/?id=16C.05

Cooperation between EAP Service Providers
Service Providers are encouraged to share resources to maximize services available to applicants.
Shared resources could include:
= Assisting non-English speaking households to access energy programs.
= Sharing outreach materials and resource information among Service Providers in neighboring
geographical areas.
= Cost-sharing of 1-800 referral services.
= Sharing cost of program application materials (especially those printed in an alternate format).
= Periodic meetings between neighboring Service Providers to discuss mutual concerns.
= Carpooling to statewide meetings.

Community Coordination
In July 2000, the FCC assigned telephone number 2-1-1 for human services information and referral

nationwide. 2-1-1 service is available in Minnesota statewide. In Minnesota, 2-1-1 is answered by First Call

for Help Minnesota. This service provides Service Providers an efficient and convenient way to refer
households to services. Service Providers must be included on the First Call Minnesota web site as an
energy assistance provider for each county in their service area and assure information regarding local

services is correct (see Appendix 2B - Statewide Information and Referral Services). The Service Provider

must provide by mail or in person a community resource list to each applicant.

The written plan addressing coordination, cooperation and referrals to other community organizations and

businesses is included in the Local Plan. This plan should include:
= Alist of community organizations to receive application materials.
= Alist of community groups that will receive updated information on policy changes and the

availability of EAP, EAP Crisis, ERR and any additional emergency or contingency funds that may
become available during the program year. This includes the availability of ERR funds during the

summer months.

= Methods of coordinating with emergency services and other service organizations to implement a

crisis procedure.
= Methods of offering applicants the opportunity to register to vote.

Examples of Interagency Cooperation

= Meeting with agencies before the program begins to plan service integration and implementation.

= Formalizing cooperative agreements in writing.

= Providing partner agencies with current program information including income guidelines and
applications.

= Providing partner agencies with regular funding updates.

= Developing methods for referral.

= |dentifying a staff person to act as a liaison between your Service Provider and other providers.

= Developing a list of agencies. Include a telephone number and name of contact person. Include at a

minimum the following providers:
= Basic Subsistence — Food, housing, transportation, medical, telephone.
= |ncome Maintenance — DWP, General Assistance, Emergency Assistance, Employment
Services, SSI, MSA, SS, and VA.
= Establishing follow-up procedures to be used to evaluate successful partnerships.
= Ensuring partner agencies are able to respond effectively to needs.
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Updating Community and Partners

Service Providers must ensure that all community groups and other local stakeholders receive updated
information on policy changes and on any additional emergency funds or contingency funds that become
available during the program year.

Monitoring

Monitoring relates to Service Provider's separate evaluations of internal control, such as control self-
assessments or internal procedures and performance. EAP Service Providers have a responsibility to
monitor and be monitored for compliance with program requirements. On the local level, Service Providers
monitor energy vendors’ compliance with program policies and the energy vendor agreement. DOC staff
audit Service Provider compliance with all requirements of federal, state and local laws, the EAP contract
and directives in the policy and procedures manual. DOC and federal staff audit program administration on
both the state and local levels. Carrying out these activities and cooperating with them is a required activity
at every level.

Energy Vendor Monitoring

EAP energy vendor monitoring is a year round, ongoing, required and critical EAP activity. Service
Providers must conduct energy vendor monitoring in addition to establishing internal controls and
procedures to ensure energy vendor activities are monitored at the local level on a regular basis. Annually
Service Providers must monitor at least 5% of their energy vendors including a variety of fuel providers.
Monitoring must be planned and scheduled so a Service Provider monitors all of their energy vendors on a
regular basis over time. The DOC recommends more immediate monitoring of energy vendors who are
determined to be problematic. See Chapter 3 — Energy Vendors for monitoring requirements and tools.

Performance Measures and Quality Assurance
Service Providers should have systems in place to assure:

= Monitoring applications for timeliness.

= Weekly Targets and Rate of Incidence goals.

= Checking applications for accuracy.

= Verification of accuracy and completeness.

= Coordination for after hours emergencies.

= Accurate and timely reports to the DOC.

EAP provides a continuum of services for income eligible consumers seeking affordable heating energy.
Most of the services are direct, such as payment of a portion of a heat bill. Outreach, coordination and
customer services are also significant services that must be offered to EAP applicants and to the
community. These activities maximize public energy efforts that impact community attitudes toward the
program and encourage households to apply.

Appendices

2A - Language Line
2B - Statewide Information and Referral Services
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Energy Assistance Program

Chapter 3

Energy Vendors

Energy vendor participation is essential to efficient operation of the Energy Assistance Program (EAP).

Energy vendors roles include providing energy cost information, applying payments, working with Service
Providers and EAP households in emergency situations, conducting outreach and referring customers in
need to the program. Energy vendors establish agreements with EAP Service Providers, develop
communication processes and use the web-bhased eHEAT system to perform these functions. The rules are
guided by the Low Income Household Energy Assistance Program (LIHEAP) law, the EAP Policy Manual,
and related state regulations.

eHEAT (Electronic Household Energy Automated Technology) is Internet-based software centralizing
program activity for Service Providers and energy vendors. eHEAT has information about the household's
program eligibility and payments. Energy vendors use eHEAT to supply consumption information, view or
download payment information, verify customer’s program participation and initiate refunds. With custom
programming by the energy vendor, consumption and payment information can be uploaded and
downloaded by energy vendor’s systems. Energy vendors register for eHEAT through the Service Provider.

Intention

Enable Service Providers and Energy Vendors to work together to exchange information, execute
payments and ensure program resources are effective in assisting households in need to reduce health
and safety risks, no heat situations and energy costs.

Chapter Contents
= Consumption and Cost Information Requirements
= Payment Requirements
= Energy Assistance Benefits
= Agreement, Internal Controls, Registration & Participation Requirements
= Energy Vendor Monitoring & Reporting Requirements
= Legal Requirements

Consumption and Cost Information Requirements

Energy vendors must provide accurate dwelling consumption information (including date, cost and unit) for
each EAP applicant who is their customer. Cost information is used to determine households’ grant
amounts. By signing the application the households gives consent to fulfill this request.

Energy vendors provide consumption information using eHEAT. In some situations the energy vendor may
report consumption information directly to the Service Provider when speed is necessary or the energy
vendor does not use eHEAT. Consumption is reported “in bulk” during the summer. Referred to as “Annual
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Consumption,” the energy vendor completes dwelling consumption records for the coming program year for
households who received EAP the previous winter. During normal program operations consumption
information is provided for individual households as they apply.

Consumption Data Specifications
The consumption data includes the date range, cost and units of energy, fuel type and usage for a
household’s dwelling including:

= Up to 12 consecutive months

= Any 12 consecutive months between June 1, 2012 and September 30, 2013

= Beginning and ending dates for the consecutive consumption data.

= Taxes and fees if typically a part of the heating bill

The consumption data for a household excludes:
= Penalties for late payment
= |nterest
= Leak or pressure test fees
= Trip charges not part of a normal delivery
= Short notice deliveries
= Tank rental
= Merchandise, etc.

When 12 consecutive months of consumption data between June 1, 2012 and September 30, 2013 is
unavailable, use the following examples to provide the residence’s consumption:

= |fless than 12 months of consumption data exists for the residence, report the available cost and the
actual beginning and ending dates of the available consumption data.

= |f no consumption exists for the residence, report as “unavailable.”

= For connected utilities: If energy service was disconnected for 30 days or more during the 12 month
consumption period, the consumption date range must be changed to indicate less than 12 months
of service. For example: A household has been a long term customer and between June 1 and May
30 they were disconnected for the months of December and January. Report a date range of less
than 12 months (June 1 to March 30). Report consumption costs for only the 10 months of
connected service. It is important that the date range is less than 12 months in this situation.

= For connected utilities: If it is known a household voluntarily has their energy service disconnected
for a period of warm weather months, attempt to identify 12 consecutive months of actual usage
within the allowed range of June 1, 2012 and September 30, 2013. If 12 consecutive months of
actual usage costs do not exist in the allowed 16 months, report a date range of 12 months, and
enter the total consumption for those months (even though it includes months of voluntary shut off
with no energy usage). Entering a date range of 12 months, even when the household is voluntarily
disconnected for a period of time, most accurately represents the household’s annual energy costs.

= For delivered fuels: If a household has a customer account for 12 consecutive months, report the
entire 12-month period. Do not just show the first and last delivery dates. For example: A household
has been a long term customer and received three LP deliveries (9-1, 12-1 and 3-1) between June 1
and May 30. The correct date range is June to May.

Consumption data must be in the typical unit of measure used by the industry:
= Natural gas:.............. ccf
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= Liquid Propane Gas:.....gal
= Electricity:.............c..... kWh

Energy vendors must be able to reproduce the cost information they provided on each household for audit
purposes, upon request.

Payment Requirements

Energy vendors receive payments authorized by Service Providers on behalf of eligible households. The
two types of benefits can be distributed in up-to four “Primary Heat” payments and up-to four “Crisis”
payments. Payments are initiated in eHEAT by Service Providers. The Service Provider will always provide
a household’s Primary Heat payment(s) before Crisis payments. The payments are processed through the
Minnesota Management & Budget department payment services by Electronic Fund Transfer (EFT) to the
energy vendor bank account or mailed as a warrant. Energy vendors credit EAP payments to the
designated account.

Searching eHEAT for Payments

To search in eHEAT for payments received, follow the steps below:

1. Go to ‘Payment Services’ menu > ‘Payments’ tab

2. Enter the ‘Warrant/EFT Number’ in field (do not fill in any other search criteria) on the ‘Centralized
Payment Search Criteria’ screen

3. Inthe *Action’ pulldown, select ‘Export as CSV' then Click ‘Go’ button

o L /
m“IZEIacz opic Housanold Enzryy Autonzizd Tecnnolog (

Home  Client Services WEEWNEIRTUNLIY Help /Manuals — System Admin Services Reports  Logout

| o

Central Payment Search Criteria Help
Service

Provider: -Select- h Vendor: Xcel Energy (2217) -

Household
Number:

p;m::-t -Select- v Warrant! EFT Number: 000123456 Program Year: 2012 v

Status Date Vendor Alc
Between HH and it Number:
(mmiddiyyyy): ’

Benefit Type: -Select- - d Hame: -Select .
* Action: Export as CSV E

Payment Questions
Search eHEAT for payments received following the instructions above. The search will specify the
individual payments for each household’s account.

If the total of all individual payments doesn’t match the full payment amount you received from the State of
Minnesota, please contact the State of Minnesota SWIFT help desk hotline at 651-201-8100 (when
prompted, select option 2). SWIFT handles payments for all State Departments and can assist in
identifying the full payment amount.

All other questions regarding payments should be directed to the Service Provider. In some cases if the
Service Provider cannot resolve your question, they may refer you to the Department of Commerce.
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Assignment of Payments

Energy vendors must apply EAP payments only to the accounts of households designated for payments by
EAP. Payments may only be used for the costs of home heating, as required by federal law. EAP payments
cannot be used to pay for other items such as service contracts, water, sewer, garbage, cable, internet,
telephone, gasoline, machine parts, engine oil, or other merchandise. Energy vendor EAP payment records
must match the Service Provider's payment records. Charges against credits must be verifiable. If non-EAP
credits exist on an account, the EAP payment must be applied first. If the household account is active, EAP
benefit must remain on the household account at least until the September 30 program year end date
unless a refund is requested by the Service Provider.

Households may elect through their EAP application to have 30% of their primary heat benefit paid to their
non-heating electric energy account. This option exists because non-heat electricity is most often crucial to
operating a heating unit.

The energy vendor is responsible for applying EAP payments correctly for heat and non-heat electric
payments. If the 30% option has been selected by the Service Provider on behalf of the household, the
electric vendor must apply 30% of a benefit to the non-heating electric account. If the energy vendor
provides multiple utility services, including both heating and electric non-heating energy, and their billing
system does not allow for separation of the two, they must notify their EAP Service Provider of their method
to assure payments are correctly applied. Disconnections should not occur as a result of an energy vendor
failing to appropriately apply EAP payments.

Refunds
If a refund is necessary the energy vendor must enter it into eHEAT as a refund and notify the Service
Provider with the following information:

= Person’s name on the account.

= Address of the household.

= Account number.

= Reason the money is being returned.

Ownership of Assistance

The EAP benefit belongs to the household to purchase energy in the program year (October 1 - September
30) it is received. After September 30 of that program year the funds lose EAP designation and are fully
owned by the household, with no restrictions from the EAP program. Inaccurate or improper benefits are
not subject to the Ownership of Assistance policy.

Refunds During FFY 2014

During the Federal Fiscal Year (FFY) 2014 Program Year (October 1, 2013 to September 30, 2014),
energy vendors must refund unused EAP payments back to the program if the household discontinues as a
customers or at the request of the Service Provider. The refund must be made within 10 days of the energy
vendor’s termination of the account or the Service Provider request. Energy vendors using eHEAT enter
the amount of the refund into eHEAT.

eHEAT reconciles the refund by deducting the refund amount from subsequent payments. If the energy

vendor does not receive a subsequent payment from EAP, the energy vendor is required to send a check
to reconcile accounts.
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Refund checks from energy vendor to DOC for customers who terminated accounts prior to September 30,
2014 will not be accepted by DOC after December 15, 2014. EAP refund checks received by the DOC after
December 15, 2014 will be returned to the energy vendor. See the Refunds after FFY 2014 section below

to appropriately process these refunds.

Entering Refunds in eHEAT

After ensuring a refund meets the guidelines described above, the energy vendor should follow the steps

below to enter a refund in eHEAT and contact the Service Provider with any questions:

1. Go to ‘Payment Services’ menu > ‘Payments’ tab.

2. Enter the household number for the customer receiving the refund. Then click the ‘Go’ button at the
bottom of the screen.

3. Click the radio button to the left of the account number for any of the payments for that household.

4. Click the ‘Refund’ button. The ‘Refund Information’ screen will appear.

5. Click the ‘Add’ button.

6. Enter the refund amount in ‘Refund Amount’ field and enter the refund reason in ‘Reason’ field.

7. Click the radio button and then click the ‘Submit’ button.

8. A message asks to confirm the refund, click ‘ok’ to confirm.

9. A green status message above the refund information should show ‘Refund record saved successfully’.

10. Click the ‘Quit” button. This ends the vendor refund process.

Accessing ‘Vendor Refund’ Screen (steps 1-4

b n b B e T = T L —a
Home Client Senices WESSITRIETREINEEE Help / Manuals System Admin Senices | Reports  Logout

Payments [EEIEIECE

Prg::’:ﬁ? -Select- hd Vendor: | Xoel Encrgy (2217)
Housshold
Humber:
Payment | r . -
Status: Paid hd Warrant' EFT Number: Program Year: 2010 b
Status Date P
Between ] and i ve'r:':;:r:;
(mmdd yyyy): :
Benefit Type: | -Sciccl- hd Fund Name: -Sclecl- -
* Action: Searchiview  w E
Payment Search Result
Account Service Houzehald Srarus Dare Warrant/EFT Schedule Dare Fund
HNumber Hame Pravider ID Amournif)  Stawe Humber {mnmid divyyy) Number {mmiddiyyyy) MName
(-_'-:2- os TEST, USER 15 181.00 Paid agrgin 120372009 02032010 Primary Heat

&

Adding and Entering a Refund (step 5-10)

Payments eI RGMES

Refund Information

HouseHold Number: 437871 Home Phone: Emergency Phone: Ext:

Name: TEST USER Own home? Yes House Type: House
Eligibility Date (mm/dd/yyyy): 11/13/2009 Primary Heat ‘:“Iﬁ'orﬂﬁg 72500 Crisis Awarded Amount: 700.00

Address: New MPLS, MN, 55418

d Amount Reason Status

E I ‘ I ‘ MDVEE' v Un-Frocessed
add W ¥ emove | it
| agueasfis
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Refunds after FFY 2014

After September 30, 2014 EAP funds belong exclusively to the customer. EAP credits remaining on
individual accounts after September 30, 2014 must be returned to the customer if requested. Service
Providers and energy vendors should encourage households to retain the funds on their account for future
heating costs. In the absence of a request, the credit must remain on the account. If requested, refunds are
paid to the household.

When the customer cannot be found after September 30, 2014, energy vendors use standard unclaimed
property procedures. The energy vendor is responsible for locating the household owed the funds. If the
funds are presumed abandoned, then the energy vendor must file a Holders Report. See Minnesota
Statutes §345.31 and §345.34. A link to the Minnesota Unclaimed Property division can be found at
http://www.commerce.state.mn.us/

Payments Made in Error
An energy vendor suspecting a household received assistance in error must report the error to the Service
Provider. If the Service Provider determines a payment was made in error and determines the action
requires the energy vendor to refund the payment, the energy vendor initiates a refund in eHEAT by
entering the amount and the reason. If the energy vendor is not an eHEAT user they must submit a refund
with the following information:

= Person’s name on the account.

= Address of the household.

= Account number.

= Reason the money is being returned.

Energy Assistance Benefits

The energy assistance program provides Primary Heat and Crisis benefits as described in this section as
well as Furnace Repair and Replacement services as described in Chapter 8 — Energy Related Repairs of
the EAP Policy Manual. Households, Service Providers and energy vendors each play a unique and
important role in ensuring accurate and efficient program services and delivery. The Service Provider
ultimately determines benefits and approves fuel deliveries. The program cannot pay for deliveries made at
the discretion of the household and energy vendor.

Collaboration, Outreach and Advocacy
The energy vendor must work with Service Providers to:
= |dentify potential applicants for EAP.
= Refer potential applicants for EAP Emergency Services including Crisis and Energy Related Repair.
= Help customers to reduce home energy costs.
= Avoid charges and fees to maximize public resources whenever possible.

Primary Heat
The Primary Heat benefit addresses low income households’ ability to maintain affordable and continuous
energy by providing grants to lower their energy burden.

Primary Heat payments can be used for:
= Future fuel costs.
= Arrearages and current bill amounts for electricity and heating fuels.
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= Delivered fuel or emergency fuel.

= Fees including pressure tests, leak seek, line bleeding, tank setting, tank rental, membership, after
hours delivery costs, reconnection and service deposits.

= Removal of load limiters.

= Previous energy vendor (see Chapter 10 - Benefit Payments and Refunds).

The Service Provider will always provide a household’s Primary Heat payment(s) before Crisis payments.

Crisis

EAP Crisis benefits are used to prevent shut-off of residential energy, reinstate service of residential
energy, and enable delivery of residential fuel. Crisis requests must be addressed immediately to avert life
threatening and no heat situations. Households must request Crisis assistance by contacting the Service
Provider. Service Providers determine household’s eligibility and notify energy vendors to deliver benefits.

Crisis Eligibility Requirements
To receive a Crisis benefit, a household must be occupying the dwelling at the time the Crisis is requested
and the benefit is determined and must be in one of the following situations:

= Heat or electric currently shut off.

= Have a current heat or electric disconnection notice.

= Have less than 20% in fuel tank and refusal to deliver.

= Be a senior with a past due or current energy hill.

= Have less than one week biofuel (eg: corn pellets, wood).

= Beonaload limiter or have received notice of being put on a load limiter

Amount of Crisis Benefit
The amount of the Crisis benefit is:
= For connected utilities: the current balance (including any fees) up to $500.
= For delivered fuels: the amount needed to enable a minimum delivery and/or the current balance
(including any fees) up to $500.
= For self-supplied biofuel: $250.

Connected Fuels:

If the amount needed to resolve the emergency is less than the maximum crisis benefit, the payment
amount is rounded up to the nearest dollar to ensure resolution of the emergency. For example: if the
amount needed to resolve the emergency is $193.56 the correct payment amount is $194.00. The intent is
that Crisis payments should not result in a credit on the household’s account. However, due to rounding as
explained above, Crisis payments to connected fuel energy vendors may result in a small credit of less than
$1.00. If a connected fuel energy vendor identifies a Crisis payment that creates a credit over $1.00, it
should be immediately reported to the local Service Provider.

Delivered Fuels:

Delivered fuel Crisis payments may result in a credit over $1.00 (rounding to the nearest dollar as explained
above); however, at no time can the credit exceed $10.00. Such a credit may occur when the price of fuel
has fluctuated between when the Service Provider verifies the price and the energy vendor delivers the
fuel. In such cases, a $10 or less difference caused by a price change may remain on a households energy
vendor account. If a delivered fuel energy vendor identifies a Crisis payment that creates a credit over
$10.00, it should be immediately reported to the local Service Provider.
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Crisis Information Requirements

Energy vendors are required to provide household account and crisis situation information upon Service
Provider request. The Service Provider uses energy vendor information to verify and document the
household’s situation to determine Crisis eligibility and benefits.

Connected energy vendors may be asked to provide information such as:
= Energy account past due and current balance owed amounts.
= Fees not included in energy account balance owed, if any.
= Date the heat or electric service was shut off.
= Scheduled disconnection date.

Delivered fuel energy vendors may be asked to provide information such as:
= Minimum delivery amount (gallons).
= Price per gallon.
= Past due or credit amount.
= Fees not included in past due amount, if any.
= Last delivery date.
= Amount or gallons of last delivery.
= Tank size.
= Estimated fuel remaining.
= Refusal to deliver status.
= Annual consumption.
= |fthe tank is currently empty.

Post-Delivery Verification
After a Crisis fuel delivery the energy vendor must provide the Service Provider verified details of the
delivery. Proof of delivery can be in the form of a delivery ticket, email, phone call or fax from the energy
vendor and must include:

= Percentage of fuel in tank prior to fuel delivery.

= Delivery date.

= Gallons delivered.

= Price per gallon.

= Actual fees and other charges.

= Total cost of delivery.

Verifying Crisis Payments before applying to household’s account

Energy vendors have a role in assuring accurate benefits are applied to household accounts. Before a
Crisis payment is applied to a household’s account, the energy vendor should ensure the Crisis payment
will not generate a credit on the account of more than $1.00 for connected fuels or more than $10.00 for
delivered fuels.

If an energy vendor questions a household’s eligibility for a Crisis payment, report it immediately to the
Service Provider or when appropriate to the Department of Commerce.

Process to Reduce Ineligible Crisis Deliveries
The following process is intended to reduce the delivery of Crisis fuel when a household reporting an
energy emergency mistakenly has more than 20% fuel in their tank. Although it is often difficult for a
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household or an energy vendor to determine the amount of fuel in the tank prior to a fill, delivered fuel
energy vendors play an important role in assuring proper Crisis benefits are provided.

Within this process, there is leeway for fuel delivery if the delivery truck goes out and the household’s tank
is between 20% and 30% full.

Process and Energy Vendor’s Role
= Household requests Crisis assistance from the Service Provider and makes an effort to obtain an
accurate tank reading
= The Service Provider contacts the energy vendor to confirm account information
= The Service Provider and energy vendor work together to determine a reasonableness of delivery
need. If determined reasonable, the Service Provider instructs the energy vendor to send a fuel truck
out for delivery with the following instructions upon arrival:
= |fthe tank is below 30% (3/10 of tank), provide fuel according to Service Provider instructions.
= |fthe tank is over 30%, do not put Crisis fuel in the tank.
= Notify the Service Provider.
= Place the trip charge on the household’s energy vendor account.
= The Service Provider will pay the energy vendor for the trip charge with household’s
available Primary Heat funds. If no Primary Heat funds are available, then the trip charge
is paid with the household’s Crisis funds.
= The Service Provider may request to have the truck driver, while still at the dwelling,
provide any remaining Primary heat funds after deducting any trip charges.
= Contact the Service Provider if issues arise when applying this procedure

Early Notification of Payment and Emergencies

Energy vendors use earlier notification by developing communication methods with the Service Provider.
Using a common meaning of eHEAT payment status is an efficient means to achieve early notification
because it reduces the need to manage other forms of communication and is in real-time. Energy vendors
must supply EAP Service Providers with a 24 hour emergency contact number to address after hours
emergencies. This requirement enables Service Providers to comply with LIHEAP Law, Section 2604(c)
requiring EAP to provide some form of assistance within 18 hours after an eligible household in a life-
threatening situation applies for crisis benefits.

Often a shut-off can be averted or a reconnection initiated if the Service Provider offers “early notification of
a payment.” Along with averting risk to the household, early notification can save the energy vendor the
cost of a disconnection and expenses to the program for reconnection and other fees.

One form of early notification is eHEAT payment status. When addressing household energy emergencies,
when possible, energy vendors should accept payment authorization by using the payment status in
eHEAT of ‘Payable’ or by telephone, e-mail or fax. Energy vendors must either check eHEAT regularly to
ensure timely service or have alternative systems for timely service to households who are eligible for EAP
services.

Authorization can include service deposits, requests for emergency fills of delivered fuels, removal of load
limiters and continuation or reconnection of connected utilities.
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Deliver remaining EAP benefit

Delivered fuel energy vendors should deliver any EAP benefit remaining on the household’s account before
September 30, 2014. The delivered fuel energy vendor is responsible for ensuring the EAP household still
lives in the dwelling before delivering their benefit. To avoid additional costs, delivery may be made during
the delivered fuel energy vendor’s regular delivery route. If unable to deliver remaining EAP benefit,
encourage households to leave the balance on the account for the upcoming heating season.

Agreement, Internal Controls, Registration & Participation Requirements

The Agreement Between Energy Vendor and Service Provider

The Agreement Between Energy Vendor and Service Provider specifies the requirements to receive EAP
payments to an energy vendor’s customer accounts. Signing the agreement establishes formal
expectations for both parties. The agreement details the roles of the program and energy vendor including
applying payments, communication, eHEAT security administration, data practices and agreement to follow
the policies outline in the EAP Policy Manual. An agreement must be signed by each energy vendor for
each Service Provider in order to receive payments on behalf of a household. See Appendix 3A -
Agreement Between Energy Vendor and Service Provider.

Changing the language of the energy vendor agreement is possible if the changes do not alter its essential
meaning or intent. If changes altering the meaning or intent are necessary, those changes must be
approved in advance by the Department of Commerce (DOC).

Energy Vendor Internal Controls Responsibility

Service Providers, energy vendors, and households are part of a Coordinated Responsibility Model that
explains the responsibility of each party to ensure accuracy, effectiveness, efficiency, and integrity of EAP
services. Energy vendors have a role in assuring accurate benefits are provided through consumption
reporting, household account and billing status information and benefit delivery. Inaccurate consumption or
account balance information can affect the accuracy of a benefit and put the integrity of the program at risk.

In addition, energy vendors should conduct EAP activity control measures to prevent and detect
discrepancies, non-compliance, and other issues that may occur:
= Conducting control measures, if possible, before applying a payment to a household’s account will
provide assurance that an accurate benefit is being provided.
= Conducting post-payment control measures, if possible, will assist to identify any issues not
previously detected.

Energy vendors should conduct routine control measures to identify situations and to ensure compliance:

= Account credits: Crisis payments don’t create a credit over $1.00 on a connected fuel account or
over $10.00 on a delivered fuel account.

= Account for an unoccupied dwelling: Payments are applied to only active accounts at occupied
dwellings.

= Household refund requests: Requests are reviewed for potential noncompliance issues first and then
are only granted after September 30.

= Households that have moved: Refunds to EAP are within 10 days of the move.

= Questionable payments: Payments are questioned if they appear abnormal to EAP practices.

= Two EAP households’ payments to one account: Only one EAP household’s payments are applied
to one account.
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Contact the Service Provider with questions or if an issue is identified. Energy vendors have a duty to
report any known suspected fraud, error or abuse. If a pattern of payments does not appear to comply with
EAP policies, please report concerns to the DOC by email at eap.mail@state.mn.us.

Energy Vendor Registration and Change of Energy Vendor Information

An energy vendor must be registered in eHEAT which includes being registered with Minnesota
Management & Budget (MMB) to receive an EAP payment on behalf of an applicant. An energy vendor is
established in eHEAT by submitting the eHEAT registration form to the Service Provider. The Service
Provider must submit energy vendor information to eheat.doc@state.mn.us.

Energy vendor registration information must include:
= Energy vendor legal Business Name (TIN Name).

= Vendor Name Doing Business As (if appropriate).

= Business Location and Mailing Address.

= Business Phone Number.

= Contact Person.

= Service Provider Referral.

= Federal Tax Number.

= Completed IRS Form W-9.

= State Identification Number (nine digit number).

= |f the Business is a Corporation, Partnership or Individual SSN.

= Minnesota Management & Budget (MMB) Vendor ID Number (if already an approved MMB Vendor):
11 digit number.

An energy vendor eHEAT payment is executed using an MMB Vendor Registration Number, an eleven digit
number assigned by MMB. By registering with eHEAT, DOC can register the energy vendor with MMB.
MMB does not register energy vendors for eHEAT.

To change information the energy vendor must record the information in the same format and submit it to a
Service Provider (i.e. change of address, change payment information, mergers, or buyouts). The Service
Provider will email updated information to eheat.doc@state.mn.us to inform the DOC.

Implement and Maintain eHEAT Security Policies
Energy vendors are required to maintain security of eHEAT and user IDs for employees by:
= Limiting access to authorize personnel only.
= Ensuring each user is assigned a unique user ID.
= Ensuring email addresses associated with each user ID are current.
= Disabling users immediately who leave the energy vendor, including users on leave, laid off, on
extended vacation, terminated or reassigned to non-EAP duties exceeding 30 days.
= Assuring the private data provided by eHEAT functions to employees is appropriate for their job and
responsibilities.

Energy Vendor Sold, Merged or Out of Business

Energy vendors should notify the Service Provider of significant changes to their business. The Service
Provider is also responsible for ensuring an energy vendor receiving eHEAT payments is a functioning
business. If an energy vendor goes out of business during the EAP program year with EAP funds on
accounts, the funds need to be recaptured by the program and forwarded to the household’s new energy
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vendor. The Service Provider must work with the energy vendor to facilitate the return of funds. If the
Service Provider is unable to contact the energy vendor or the energy vendor does not respond, the
Service Provider must contact the appropriate local municipal or county attorney.

Non-Cooperating Energy Vendors

If an energy vendor does not agree to the terms of the energy vendor agreement, the Service Provider
must attempt to solicit the energy vendor’s cooperation and explain the implications of refusing to sign or
abide by the terms of the agreement. If an energy vendor is non-cooperative they may not receive program
payments on behalf of their customers from all EAP Service Providers in the delivery system. The Service
Provider may contact the DOC for assistance to solicit the energy vendor’s cooperation.

When an energy vendor refuses to sign or abide by the terms of the energy vendor agreement, the Service
Provider can request that the energy vendor be designated non-cooperative. The Service Provider must
notify the DOC at once by e-mail (eap.mail@state.mn.us), letter or fax. This correspondence must be
addressed to the Service Provider's Program Performance Auditor and describe the following:

= Energy vendor name and address.

= Reason(s) the energy vendor is not cooperating.

= Approximate number of households affected.

= How the Service Provider will serve the households.

The DOC reviews the circumstances to validate the request for non-cooperative status and may make
attempts to resolve issues directly with the energy vendor. If an energy vendor is designated as non-
cooperative in the eHEAT ‘Energy Vendor Profile’, payments for households with this energy vendor go
directly to the household. Non-cooperative designation is considered to be a serious matter.

Energy Vendor Monitoring & Reporting Requirements

Monitoring energy vendors is essential to ensure program quality and integrity. An EAP energy vendor is
bound by the requirements of the LIHEAP Act and the Energy Vendor Agreement. Monitoring can also
ensure energy vendors follow these rules. Service Providers are required to monitor energy vendors.

Correct energy costs and consumption are an essential part of determining the appropriate benefit to the
household because benefit levels are based partly on the actual heating cost for the previous year. Energy
vendors must be able to reproduce the account balance and energy cost information they provided on each
household upon request. Monitoring helps ensure cost and consumption information provided by the
energy vendor was accurate and true and payments were appropriately applied. Energy vendors must
contact the Service Provider if the consumption amount needs to be changed after original submission.

Access to Records

Energy vendors must allow the Service Provider and DOC access to their records for compliance
monitoring. Monitoring includes verifying transactions between the energy vendor and the Service Provider.
This includes but is not limited to cost information, application of payments to household accounts, billing to
eligible households, providing equal services to EAP eligible households, and any or all other activities
agreed to in the Energy Vendor Agreement. The Service Provider utilizes Appendix 3B - Energy Vendor
Monitoring Report Cover Letter and Appendix 3C - Energy Vendor Monitoring Report when reviewing
records.
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Leveraging

Leveraging requires energy vendors to Identify benefits given to low-income customers. Leveraging
information helps DOC get additional money through the Leveraging Incentive Program. The federal funds
received as a result are then available to help pay heating bills for low-income customers.

Only report benefits for which you have back-up documentation. It is best to report a small amount of
benefit than none at all. Benefits can only be counted if provided to low income customers exclusively, not
to all customers. Benefits may include:

= Waiver of reconnection charge.

= Discount on price of fuel.

= Waiver of deposit.

= Cash donations to a company fuel fund for payment of crisis assistance to low income households.

= Donations of coats, blankets or quilts to be given to low income households.

Do not include EAP payments. Do not include low-income CIP information you have reported to the
CIP/Special Projects Division of the Minnesota Department of Commerce.

Legal Requirements

Energy vendor involvement is subject to federal and state statute and regulation. Federal, DOC or Service
Provider officials may audit energy vendor records pertaining to EAP. Audits may occur for program activity
up to three years after the program year has closed and until action conducted during this period has
ended.

Non-Discrimination

Vendors cannot penalize or discriminate against customers for participating in EAP. The law [P.L 97-35,
Sec. 2605(b) (7) (C)] states that EAP eligible household must not be treated adversely or differently from
other households because of receiving EAP assistance and vendors will not discriminate in services
provided to the eligible household on whose behalf payments are made. Oil and propane dealers are
required to comply with the Discrimination Prohibition in Minn. Stat. §325E.027.

Services available to a vendor's customers in general cannot be denied to a household solely because of
the household's EAP eligibility. These services may include:

= Deferred payments.

= Budget payment plans.

= Conditions of sale, credit, delivery or price.

= Discounts for cash or prompt payment.

= Any service designed to benefit or assist the energy vendor's customer.
It is not discrimination under the statute to provide additional benefits for households receiving EAP
services. Additional benefits, especially those that increase the buying power of EAP grants, are desirable
and encouraged and can be included as leveraging activities.

Data Privacy

Energy vendors are responsible for data privacy. The application and eligibility status of households is
classified as private data under the Minnesota Government Data Practice Act (Minn. Stat. 13.01 et seq.).
Energy vendors must take appropriate steps to ensure the identity of EAP applicants and their household
members remain private. Service Providers must immediately report possible violations to the DOC.
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Only use EAP household numbers to identify a household when communicating via email with the Service
Provider. Secure email can be used to provide additional household identification information (such as
names or address).

Sharing EAP Private Data With Energy Vendors

Applicants sign the EAP application to authorize use of their private data to determine eligibility and provide
EAP services. This authorization is documented in the household's file. New uses of the data contained in
the EAP application or the household’s file require a new authorization from the data subject.

The household data collected by EAP has restricted uses. Generally, an EAP household’s consent allows
their data only to be used for determining and delivering EAP services. Use of EAP household private data
details are in Your Rights and Responsibilities Privacy Notice (also known as the Privacy Notice) and the
“Consent and Signature” Part of the Minnesota Energy Programs Application provided to the households.

EAP only requests information necessary to provide services. This is as required by the federal Privacy Act
of 1974 and the Minnesota Government Data Practices Act, Minn. Stat. 13.04 subd.2. Under the Privacy
Acts, energy vendor staff should only be provided the private data necessary to perform their duties for the
purposes listed in the Privacy Notice.

EAP data provided to energy vendors are limited to information necessary to obtain energy vendor account
and consumption information and to allow energy vendors to apply EAP benefits to customer accounts. The
household data required are available to energy vendors through the energy vendor’s access to eHEAT.
The information is needed to verify the household’'s EAP eligibility and the amount to apply to the
household's or the household landlord’s account.

To illustrate, EAP collects data on household income and household size, but these data are not required
to apply EAP payments to customer accounts. Therefore, these data are not be provided to the energy
vendor, with the exception that EAP allows energy vendor employees working with affordability programs to
request additional EAP private data if the household has agreed to participate in an affordability program.

The energy vendor must obtain an Informed Consent for Release of Data signed by the household before
requesting EAP household data for any other use or program.

Additional information is available Chapter 13 - Data Practices and Records of the EAP Policy Manual.

Safe At Home Program

EAP follows the guidelines of the Safe at Home (SAH) program which is offered by the Secretary of State’s
office in collaboration with local victim service providers and became effective September 1, 2007. SAH
helps survivors of domestic violence, sexual assault, stalking, or others who fear for their safety establish a
confidential address. SAH allows its participants to go about their lives, interacting with public and private
entities without leaving traces of where they live to keep their abuser from locating them.

Participants use an SAH assigned address and their correspondence is forwarded to their actual mailing
address by the Secretary of State’s office. The SAH Program may be contacted at 1-866-723-3035 with
questions or to confirm a SAH applicant’s participation in SAH.
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Energy vendors must work with Service Providers to safeguard the identity and address of SAH
participants. Additional information about SAH is found in Chapter 4 - Applications & Application Processing
of the EAP Policy Manual.

SAH is governed by Minnesota Statutes Chapter 5B, and Minnesota Rules Chapter 8290.

Appendices

3A - Agreement Between Energy Vendor and Service Provider
3B — Energy Vendor Monitoring Report Cover Letter

3C - Energy Vendor Monitoring Report
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Energy Assistance Program

Chapter 4

Applications & Application Processing

Any Minnesota resident may apply for EAP from October 1 to May 30. A household completes one
application form to apply for the EAP and Weatherization Assistance programs. EAP Service Providers
must begin processing applications for EAP no later than October 1.

The last date to apply for EAP is May 30. Applications must be received or postmarked by May 30 to be
processed for EAP eligibility and benefit payment. Requests for applications may be logged as telephone
or incomplete applications. As May 30 approaches, this practice can give households extra time to
complete their applications. Households have until June 30 to provide any missing information,
documentation or signature required to make their application complete. Primary Heat benefits must be
payable by July 15, if applicable.

Households applying after the deadlines listed in the previous paragraphs may still receive Assurance 16
(advocacy and referral) services. Although their applications must be denied because the program has
ended, phone calls from these households after May 30 can be logged with the minimum information
needed for a telephone application; this will also enable these households to receive an application the
following year.

Service Providers must use a variety of techniques for applications, including mail applications,
appointments, re-certifications, and home visits. Services such as bilingual assistance must be available
as needed.

Chapter Contents
= EAP Customer Service and Accessibility Requirements
= EAP Applications and Instructions
= Application Processing
= Applications from Service Provider Employees
= Application Targets
= Safe at Home Program

EAP Customer Service and Accessibility Requirements

Customer Service

Quality customer service is a key component of customer satisfaction. While the DOC can suggest or
require systems to improve customer service, most components of good customer service are dependent
on a Service Provider culture emphasizing respect for individuals and helpful staff attitudes. The DOC
encourages Service Providers to hold regular meetings to ensure communication and provide staff
support.

Service Providers must;
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= Provide 1-800 numbers OR allow for “collect” calls from clients throughout the year.

= Provide safe and convenient access for applicants, including applicants with disabilities to any
Service Provider location.

= Accept requests for crisis intervention over the phone.

= Provide a mechanism and review process for complaints and feedback.

Examples of some customer service best practices are:

= Assuring adequate telephone coverage throughout the business day, phones answered or a voice
mail message opportunity offered by the third ring, and the opportunity to speak to a live person.

= Responding to all telephone, fax, written or e-mail correspondence requesting routine information
within one business day.

= Providing the applicant with all relevant information during the first call or letter and assure all
questions are answered using clear and understood language.

= Providing an interim response to all inquiries when a complete response requires extra time to
research or if there is a heavy workload which prevents an immediate response.

= Providing applicants with a face to face appointment at the scheduled time for on time arrivals.

= Executing agreements with appropriate organizations for after hour’s requests for crisis.

= Accepting energy vendor referrals for crisis and verify by phone with the client.

Note: It is not acceptable to require households to apply in person for Primary Heat, Crisis or ERR.

Accessibility
Federal and state laws require EAP services are accessible. At a minimum, the following accessibility
services must be provided:
= Intake sites must be physically accessible to disabled applicants.
= Service Providers must have procedures to allow non-English speakers and people with literacy
problems to apply for assistance and comply with application requirements (see Appendix 4A -
Language Line).
= Service Providers must make provisions to provide services to people with visual impairment. At a
minimum, program publications printed must include this statement: “This publication is available in
alternative formats upon request.” Upon request, these publications must be made available in
large print and Braille.
= Service Providers must have procedures to allow hearing or speech impaired applicants to apply for
the energy programs. If the Service Provider has TDD/TTY capability, publicize this number while
publicizing the Energy Programs. Staff should be trained to operate the equipment.
= The Minnesota Relay Service enables communication between a hearing-impaired and/or speech
impaired person's TDD/TTY and the Service Provider. The Service Provider may contact a hearing
impaired person with TDD/TTY capability through this service. An operator relays your words to a
TDD/TTY user, and translates the hearing impaired person’s responses back in spoken form. All
calls are confidential. Contact this service at 1-800-627-3529 or 711. However, a majority of relay
services are now Internet-based and cannot be accessed by dialing the Minnesota Relay toll-free
number or 711. Minnesota Relay users know how to initiate a relay call, and will automatically do so
via their preferred form of relay service. The recommended phrase to notify consumers who are
deaf, hard of hearing, or speech disabled about how to contact a Service Provider through relay
services is: “Consumers with hearing or speech disabilities may contact us via their preferred
Telecommunications Relay Service.”
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Note: Accessibility services can be difficult to secure for low-incidence populations. Service Providers are
encouraged to collaborate across EAP service areas to make EAP accessible.

Questions and Complaints

EAP applicants and recipients may have questions about how the program works or how their benefits
were determined. Others may have complaints about their benefit or how they were treated. EAP customer
service requires both be taken seriously and responded to appropriately.

Service Providers are required to have written procedures for responding to questions and complaints.
These written procedures must be part of the training process for EAP staff and any other staff who
answer the telephones or interact with EAP applicants or recipients. The procedures and training must
promote maintaining good customer relations and stress the advantage of keeping the question or
complaint at the lowest level, including:
= Designation of staff who can respond to questions and complaints.
= Telephone procedures to give applicants and recipients access to a person who can respond to
their questions and complaints.
= Information and training about how to respond to questions on eligibility requirements and how
benefits were determined, including examples of letters, if a letter should be needed.
= [nformation and training about how to follow up with questions when a customer calls and the
question or complaint is unclear.
= Training on how to deal with difficult or angry clients.
= The Service Provider procedure for complaints about the quality of service (sometimes called a
grievance).
= The procedure for a formal appeal at the local level.

Customer Service Feedback
Service Providers must develop and implement annual customer service feedback procedures. These
procedures must include mechanisms to:

= Solicit and collect feedback from denied applicants and EAP recipients

= Document complaints and their resolution

= Analyze results

Among the best practices include sending survey questionnaires to a random sample of approved and
denied households where they respond anonymously, so the households do not feel compelled to answer
positively. The analysis must include identification of any patterns or results that show strengths and
weaknesses in the delivery of the program.

EAP Applications and Instructions
The EAP Application for new applicants and returning EAP households is made up of the instructions, the
application form including signature page, and Privacy Notice and Your Rights and Responsibilities.
= The Instructions for Application is a separate publication aiding in completion of the application.
= The EAP Application for new applicants provides the information necessary to determine
eligibility, and the applicant’s signature verifies the information is true. Use the Request for
Application process in eHEAT to respond to regular application requests. For walk-ins,
emergencies, and local outreach distribution, use a Service Provider EAP application. The
instructions, application form, and Privacy Notice and Your Rights and Responsibilities are
available to Service Providers on the DOC website.
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= The Pre-Application is in the same format as the EAP Application for new applicants with pre-
entered household and energy vendor information. The DOC will mail a Pre-Application to
households that were determined eligible in the previous program year but not receiving the
Recertification application. The application is also sent to households denied due to a lack of
program funds or end of program year, if applicable. The Pre-Application will print information from
the previous year's application. Instructions and Privacy Notice and Your Rights and
Responsibilities will be part of the mailing.

= The Recertification Application verifies previously provided information of the applicant remains
true. Households with fixed incomes are offered Recertification application without requiring proof of
income unless they have already been recertified during the two previous years. To qualify for a
Recertification application, household income must include one or more of these income types and
no others: Social Security, Supplemental Security Income (SSI), and Pension/Annuity. The DOC
will send a Recertification Application to these households asking for verification of previous
information. Instructions and Privacy Notice and Your Rights and Responsibilities will be part of the
mailing. Households with no change in their income will be recertified when they return the signed
application. Households with income changes must provide income documentation for the changes.

= The Privacy Notice and Your Rights and Responsibilities provides the required privacy notice,
which notifies applicants of their rights and obligations under the programs.

Note: Use of Recertification applications and pre-printed application forms for households who have
previously applied simplifies the application process for applicants and Service Providers.

If an applicant was previously denied EAP benefits due to an incomplete application, the household may
provide the requested documents and information by June 30 to have eligibility and benefit amounts
determined. EAP benefit awards will depend on funds available.

Statutorily Required Application Components
Privacy Notice and Your Rights and Responsibilities
The Privacy Notice and Your Rights and Responsibilities handout meets the requirements of the Privacy
Notice contained in Minnesota Statues §13.04, subd. 2. This information must be included with each
application, including telephone applications. To assure that each applicant clearly understands the
Privacy Notice and Your Rights and Responsibilities handout, Service Providers must be willing to explain
it to potential applicants who call and ask to have it explained. Privacy Notice and Your Rights and
Responsibilities includes the following:

= Eligibility restrictions.

= Notification rights.

= Appeal rights.

= Privacy rights.

Consent to Share Private Data
All EAP household data is protected by the Minnesota Government Data Practices Act (Minn. Stat. §13.01
et seq.). Requirements for release of this data are specifically described in this Act.

The Data Practices Act requires that individuals asked to supply private data about themselves are
informed of the following:

= The private data that is being requested.

= The purpose and intended uses of the requested data by the collecting Service Provider.

= Any known consequence from supplying or refusing to supply the private data.
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= The identity of other persons or entities authorized by state and/or federal law to receive data.

The applicant authorizes release of personal data on the application. The application must be signed by
the applicant to be effective. You must have the applicant’s explicit permission to share private data with
someone who is not specifically described in the statement on the application. Get the applicant’s
signature on a separate consent form that meets the requirements of the Act.

Types of EAP Applications
DOC will authorize the following:
= The State Application.
= The Recertification Application.
= The Pre-printed Application.

The full application includes instructions, the application form, and Privacy Notice and Your Rights and
Responsibilities.

The State Application

The State application is a standardized form providing all information needed from households to
determine EAP eligibility (Appendix 4B). It is designed to allow easy data entry. It includes the cover letter,
instructions (Appendix 4A), application form (Appendix 4B) and Privacy Notice and Your Rights and
Responsibilities (Appendix 4C).

The DOC will mail all Recertification Applications and all Pre-printed Applications. Applicants not receiving
a Recertification Application or Pre-printed application usually receive applications via the “Request for
Application” on the eHEAT system. Service Providers may send an application or give an application
directly to an applicant in the case of a walk-in or an emergency.

Use of the “For Office Use Only” box is determined locally.

The State application is available on the DOC web page and may be downloaded by individuals to apply
for EAP and by organizations to make the application available to their customers or consumers. The State
application includes instructions, application form, and Privacy Notice and Your Rights and
Responsibilities.

Acceptable Application

The current year's Minnesota Energy Programs Application is the only allowable application for applying
for the Energy Assistance Program. Available applications must include the current year's Privacy Notice
and Your Rights and Responsibilities and Instructions. Only the current application and Privacy Notice and
Your Rights and Responsibilities grant current permissions and sharing of private data. Households must
complete a current year application if an application for a previous year is received.

Available Applications Formats
The EAP application is available as an on-line active application or it can be printed out in English
language, Spanish language and Large Print formats. Following are links to the available EAP Application
formats:
= Active application:
http://mn.gov/icommerce/energy/images/Energy-Programs-English-App-Active.pdf
= English language EAP application:
http://mn.gov/commerce/energy/images/Energy-Programs-English-App.pdf
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= Spanish language EAP application:
http://mn.gov/icommerce/energy/images/Energy-Programs-Spanish-App.pdf

= Large Print EAP application:
http://mn.govicommerce/energy/images/Energy-Programs-Larg