Western Idaho Community Action Program

Community Action Partnership Association of Idaho
LIHEAP Contract Scope of Work, Appendix D

Scope of Work

1.
General Requirements
a.
The Direct Service Provider shall comply with the rules, regulations and policies related to the Low Income Home Energy Act of 1981, Public Law 97-35, which authorizes funds to assist eligible low-income persons with their home energy costs.  The U.S. Department of Health and Human Services (HHS) administers these funds.  CAPAI, through the Department of Health and Welfare, State of Idaho receives HHS funding to administer a statewide Low Income Home Energy Assistance Program (LIHEAP). The Direct Service Provider shall comply with 45 CFR Part 96; Office of Management and Budget Circulars A-110, A-122, and A-133; IDAPA Title 4, Chapter 14; and the CAPAI LIHEAP Intake Manual.

b.
The Direct Service Provider shall ensure that procedural safeguards are followed in confidentiality requirements according to IDAPA 16.05.01, Protection and Disclosure of Department Records.

c.
The purpose of this contract is to support the goals and objectives of the Energy Assistance Program, which is to protect the health of Idahoans in support of Goal 2 - Strengthen Individuals, Families & Communities, as outlined in the Department's Strategic Plan.

d.
All work delivered through this scope of work shall be shared with staff and service providers to ensure their ability to meet contract expectations.

e.
The Direct Service Provider shall ensure all persons providing services under this contract meet all express and implied qualifications, certifications, and licensure.

2.
Services
a.
The Direct Service Provider shall:

i.
Ensure that all individuals wishing to complete an application are given the opportunity to do so, with consideration given to funding constraints and the need for emergency applications.

ii.
Ensure that during periods of heavy volume, sufficient staff will be on hand to take all applications within 45 days of initial contact. Conversely, when interest in the program slows, the Direct Service Provider shall make necessary adjustments in staffing to reflect the reduced demand.

iii.
Obtain signed agreements from all participating energy suppliers to be paid with a two-party benefit warrant. The Direct Service Provider is responsible for mailing the two-party agreements to third parties, obtaining energy supplier signatures, forwarding the signed original to CAPAI or its contracted designee for this program and maintaining a file with a copy of the signed agreement. The two-party agreement must be signed PRIOR to issuance of any benefit warrants to the participant. 

iv.
Ensure participant applications are acted upon promptly to ensure services are provided and the application is entered into the State's system within a maximum of thirty (30) days of the eligible participant's application date.

v.
Ensure all application batches entered into the State computer system are properly closed at the end of each business day in order to facilitate processing and payment of participant benefits.

vi.
Ensure any error batches and duplicate addresses or social security numbers are corrected or identified as valid duplicates prior to the next weekly payroll. Duplicates that are actual, or permanent, are exempt from this requirement.

vii.
Ensure participants are notified of their preliminary eligibility within three (3) days of completion of their application.

viii.
Ensure participants are not discriminated against, either in the cost of goods supplied or the services received from the energy suppliers.

ix.
Ensure emergency energy assistance is provided to qualified participants threatened with disconnection of home heat within 48 hours of the application date, or within 18 hours when the qualified participant lacks home heat which may cause a health threatening situation for the household members.

x.
A portion of the Direct Service Provider's budget is set aside for emergency application intake costs. An emergency application is taken when a participant:

A.
Has a shutoff notice from the household's energy supplier, regardless of whether the Direct Service Provider may negotiate with the supplier and prevent an actual shutoff;

B.
has no heat; or

C.
has only a few days' supply of bulk fuel.

xi.
Serve as an advocate for low-income participants to negotiate on their behalf with the energy supplier to provide crisis intervention assistance in accordance with the signed agreement. 

xii.
Provide home visits to homebound individuals, particularly the elderly, disabled, and families with young children. Direct Service Provider shall ensure persons living in rural areas are made aware of program services and provided an opportunity to apply for assistance during the service delivery period. 

xiii.
Ensure outreach services and translation assistance is provided for limited- or non-English speaking participants wishing to complete an application.

xiv.
Ensure participants are provided an opportunity to resolve problems or ask questions regarding eligibility decisions and benefit payments prior to referral for a formal hearing.  Direct Service Provider shall ensure participants requesting a formal hearing will be provided the opportunity to do so in accordance with the Department's Fair Hearing Process.

xv.
Ensure participants with the highest energy burden or emergency needs are referred to the Weatherization Assistance Program and other service programs.  In addition, Direct Service Provider shall provide budget counseling, low-cost/no-cost energy conservation information/instruction, and Department prescribed energy conservation educational information to each participant applying for energy and weatherization assistance.

xvi.
Coordinate with other service providers, utilities, and private entities to leverage federal energy funding to obtain non-federal funds to supplement energy assistance funding and increase low-income participant's energy dollars.  The Direct Service Provider shall maintain records and submit a report (as requested) of Federal LIHEAP leverage and incentive funds generated and provided to eligible recipients.

xvii.
Direct Service Provider shall advocate for the low-income participant, acting as their program liaison to local energy suppliers, telephone services representatives, and other social service program providers.

xviii.Provide services to low-income participants equitably throughout their assigned service area.

xix.
Ensure that trained program staff are available during regular work hours to provide application assistance and to mediate home heating emergencies with energy suppliers on the participant's behalf throughout the contract period.  In addition, services shall be provided at hours and locations that are convenient and accessible to participants who are working, attending school and/or training, or who live in rural areas of the designated service area. This may also include insuring trained agency staff are available (as needed) before 8 a.m., after 5 p.m., or on Saturday. 

xx.
Provide on-going and uninterrupted services for the contract period.  All services must be available without regard to individual staff vacations or other leave and must be offered during hours that are accessible to program participants.

xxi.
Respond to culturally diverse populations in a sensitive and appropriate fashion.

xxii.
Provide application intake for LIHEAP Energy Assistance to low-income participants and or households from November 1, 2005 through March 31, 2006 (dates may vary depending on funding availability). 

xxiii.Provide and maintain access to an Internet Service Provider and phone line for the purpose of accessing the State computer system.

3.
Training and Monitoring
a.
CAPAI shall:

i.
Monitor contract activities to ensure compliance with contract requirements and effectiveness of services.  Monitoring shall include an on-going review of participant eligibility documentation to ensure Direct Service Provider performance compliance.  Additionally, CAPAI shall conduct participant satisfaction surveys and on-site audits of Direct Service Provider's financial records as part of the monitoring process. 

ii.
Provide training materials and technical assistance with regard to the participant eligibility process and use of the computerized data collection and reporting system.

b.
CAPAI shall review the DIRECT SERVICE PROVIDER'S level of actual service delivery performance reported on the accumulative LIHEAP Payment Summary of Energy Assistance, HWPE 150P, to ensure services are being provided equably in each of the counties in the DIRECT SERVICE PROVIDER'S service area.    CAPAI may randomly select up to three percent (3%) of the applications processed during the month and request submission of the complete file for review of accuracy and documentation to support participant eligibility.    CAPAI may monitor DIRECT SERVICE PROVIDER to ensure each participant application is input into CAPAI'S on-line computer system within thirty (30) days of the application's completion. 

c.
Communication with DIRECT SERVICE PROVIDER: CAPAI shall prepare a written summary of the accumulative monthly reviews for the DIRECT SERVICE PROVIDER.  The DIRECT SERVICE PROVIDER shall address any outstanding issues to avoid impact to future expenditure reimbursement. 

d.
On-Site reviews: CAPAI shall perform an on-site review of the DIRECT SERVICE PROVIDER'S service delivery to participant and fiscal accounting records at the close of the contract period. DIRECT SERVICE PROVIDER shall provide to CAPAI supporting documentation of financial expenditures to the contract and participant eligibility.  Additionally, DIRECT SERVICE PROVIDER shall provide to CAPAI an adequate area in which to work while conducting the review. 

4.
Customer Service
a.
The Direct Service Provider shall:

i.
Have their main, published telephone numbers answered by a person on or before the third ring during normal business hours.  Calls may be transferred to voice mail or an answering machine through which the caller may leave a message, request a different extension, or obtain immediate assistance if necessary.  

ii.
Endeavor to return telephone calls the same day, and shall respond to phone calls and emails not later than forty-eight (48) hours or two (2) business days after the initial contact, whichever is later.  

iii.
Except for public record requests, respond to written correspondence within ten (10) days.  

iv.
Treat Department staff, CAPAI staff and customers with respect and dignity, and shall demonstrate a caring attitude to all who ask for assistance.  

v.
Have a written customer service policy that describes how customer service will be incorporated into policies and training.

vi.
Provide clear, understandable, timely and accurate written information to Department customers as required by this contract.

5.
Needs Reassessment
a.
CAPAI wishes to utilize every dollar available under the Low-Income Home Energy Assistance Program.  Each season CAPAI will review the number of applications utilized, appointments scheduled, and the anticipated need for emergency applications.  

b.
 If it becomes apparent that funds allocated to one or more areas will not be completely used, the unused funds will be reassessed and redistributed based on need.

6.
Reports/Records/Documentation
a.
The Direct Service Provider shall provide reports as outlined in the Reports Section.

b.
The Direct Service Provider shall obtain signed consent for release of information in order to request records that are deemed necessary.  

c.
The Direct Service Provider shall:

i.
Maintain financial records, supporting documents, statistical records, participant applications and all other records pertinent to the award in a secure, on-site location for three (3) years from the date of submission of the final expenditure/processed application report.  In addition, CAPAI has the right of timely and unrestricted access to any books, documents, papers or other records that are pertinent to the award.  The only exceptions are as follows:

A.
If any litigation, claim, or audit is started before the expiration of the 3-year period, the records shall be retained until all litigation, claims, or audit findings involving the records have been resolved and final action taken.

B.
Records for real property and equipment acquired with funds awarded under this contract shall be retained for three (3) years after final disposition.

d.
Ensure that an annual audit is performed by a Certified Public Accountant (CPA) in accordance with Generally Accepted Auditing Standards and OMB Circular A-133. Direct Service Provider shall provide CAPAI with a copy of the completed audit within thirty (30) days after receipt of the audit report or nine (9) months after the end of the audit period, whichever is earlier.

7.
Quality Assurance
a.
In cooperation with CAPAI, the Direct Service Provider shall develop a quality improvement plan that documents the process to be used in assuring the quality of services provided for each task.

b.
In cooperation with CAPAI, the Direct Service Provider shall submit a written customer service policy that describes how the Departments Customer Service and Strategic plan shall be incorporated into policies and training for their staff.

c.
The Direct Service Provider shall meet regularly, or as needed, with Department and/or CAPAI staff to discuss individual case status, treatment recommendations, and service responsibilities.

d.
The Direct Service Provider shall ensure the organization possesses sufficient administrative structure and internal controls to assure performance standards will be met and program quality will be maintained. The Direct Service Provider's Quality Assurance Plan shall include methods to identify and correct program deficiencies and to provide feedback to CAPAI about corrective action planned and/or taken.

8.
Close out
a.
In the event that the Direct Service Provider or CAPAI terminates the contract, all equipment purchased with LIHEAP funds as well as all fiscal and participant records connected with the LIHEAP program shall be returned to a site designated by CAPAI within two weeks of the contract's termination.   

b.
The desired outcomes for the contract that have been outlined in this Scope of Work are: application intake; eligibility determination; data entry of application into State computer system; energy education of participants; advocacy for participants with energy suppliers. These outcomes are to be monitored by the State on an ongoing basis using statistical reports, review of participant files, and review of customer service complaints during the service delivery period. The specific requirements for application intake, data entry of application, and customer service are outlined in Section II Services. The Direct Service Provider's application quota is detailed in its budget. In the case the Direct Service Provider fails to provide the required outcomes despite attempts to correct the deficiency, the State reserves the right to terminate the contract and select another Direct Service Provider to provide services for the area.

9.
Transition Plan
a.
In the event the Direct Service Provider or Department terminates the contract, CAPAI together with the Direct Service Provider, shall develop a plan to facilitate a smooth transition, of the contracted functions, from the Direct Service Provider, either back to CAPAI or to another Direct Service Provider designated by the State.
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