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Chapter 1: Program Overview 

 

1.1  Program Background and Overview 
The Office of Home Energy Programs (OHEP) oversees the administration of several 
energy assistance initiatives in Maryland, including the Maryland Energy Assistance 
Program (MEAP), the Electric Universal Service Program (EUSP), the EUSP Arrearage 
Retirement Assistance (EARA), the Gas Arrearage Retirement Assistance (GARA), and 
the Crisis Grant. OHEP is also responsible for accepting applications for the Utility 
Service Protection Plan (USPP). A single, streamlined application is used to apply for 
all programs. These services are delivered through agreements or contracts with 
local agencies operating within each jurisdiction throughout the State of Maryland. 
 

1.1.1 Maryland Energy Assistance Program (MEAP) 

The Low-Income Energy Assistance Act of 1981, Title XXVI of Public Law 97-35, along 
with subsequent amendments through the Human Services Reauthorization Acts of 
1984 (Public Law 98-558), 1986 (Public Law 99-425), and 1990 (Public Law 101-501), as 
codified in 42 USCA Sections 8621-8629, authorizes the federal Department of Health 
and Human Services to provide grants to states to assist eligible households in 
reducing their home heating and/or cooling energy costs. 

In Maryland, the Department of Human Services (DHS) is the designated agency to 
receive and manage these federal funds. The Office of Home Energy Programs 
(OHEP), a division within the DHS Family Investment Administration, administers this 
program to help Maryland residents manage their home energy expenses. MEAP 
provides financial assistance to homeowners, renters, and roomers/boarders by 
issuing energy benefits that can be applied toward the cost of electricity, utility gas, 
oil, kerosene, propane, coal, wood, or solar energy subscriptions (MEAP only). 

To deliver services locally, DHS contracts with twenty Local Administering Agencies 
(LAAs), which include Departments of Social Services, Community Action Agencies, 
local government agencies, and other public service organizations. These agencies 
are selected based on their experience and capacity to administer energy assistance 
programs for low-income households in their jurisdictions. 

OHEP is responsible for distributing program funds to the LAAs, providing training 
and technical assistance, and monitoring program operations to ensure compliance 
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with federal and state requirements. These requirements are detailed in the State 
LAA contract, the OHEP Operations Manual, the annual State LIHEAP and EUSP 
Operations Plan, and the Code of Maryland Regulations (COMAR). 

1.1.2 Electric Universal Service Program (EUSP) 

The Electric Universal Service Program (EUSP) was established under the Electric 
Customer Choice and Competition Act of 1999, Section 7-512.1 of the Public Utilities 
Article, to assist electric utility customers whose annual household income is at or 
below 200% of the federal poverty level. 

EUSP is a State of Maryland program administered by the Department of Human 
Services (DHS) through the Office of Home Energy Programs (OHEP). The program is 
designed to help eligible low-income households manage their electric utility costs 
through the following services: 

1. Assistance with Current Electric Bills 
 EUSP provides a benefit to help cover a portion of the household’s current 
electric bill. This benefit can be divided into 12 monthly bill credits applied over 
the course of a year or issued as a lump sum payment upon the customer’s 
request. 
 

2. Assistance with Past Due Electric Bills 
 If a household has unpaid electric bills and does not qualify for, or has 
exhausted, arrearage assistance funds—or if the outstanding balance exceeds 
the available arrearage grant—the EUSP benefit can be applied as a lump sum 
to reduce the past due balance. 
 

The Maryland Public Service Commission (PSC) provides program oversight and 
submits an annual report to the Maryland General Assembly detailing program 
operations and outcomes. 

1.1.3 Arrearage Retirement Assistance Programs 

The Arrearage Retirement Assistance programs are designed to help eligible 
customers reduce or eliminate large, past-due electric and gas bills. Qualified 
applicants may receive a one-time grant of up to the maximum allowable amount 
under the Electric Arrearage Retirement Assistance (EARA) and Gas Arrearage 
Retirement Assistance (GARA) programs. 
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To be eligible, customers must have a past-due balance of $300 or more. In general, 
households may receive an arrearage retirement grant once every five years, though 
certain exceptions may apply. Notably, arrearage benefits received in calendar years 
2020 and 2021 do not count toward this five-year limitation. 

For full eligibility details and program criteria, refer to Chapter 2.1 of this manual. 

1.1.4 Critical Medical Needs Program (CMNP) 

The Critical Medical Needs Program (CMNP) provides expedited energy assistance to 
households where a utility disconnection would pose a serious threat to the health or 
well-being of a medically vulnerable individual. The program is designed to ensure 
that individuals with qualifying medical conditions have continued access to 
essential utility services, particularly electricity, which may be necessary to support 
life-sustaining medical equipment, treatments, or health needs. 

Eligible applicants must meet the income guidelines for energy assistance programs 
and provide medical certification from a licensed healthcare provider verifying the 
critical nature of their condition and the need for uninterrupted utility service. CMNP 
applications are given priority processing to prevent disconnections or to restore 
service as quickly as possible. 

The program is administered by the Maryland Office of Home Energy Programs 
(OHEP) in  coordination with Local Administering Agencies (LAAs) across the state, 
working closely with healthcare providers, community navigators and utility 
companies to protect the health and safety of vulnerable residents. 

1.1.5 Utility Service Protection Plan (USPP) 

The Utility Service Protection Plan (USPP) is a utility-administered program regulated 
by the Maryland Public Service Commission under COMAR Title 20.31.05 The 
program provides safeguards against utility service terminations for households that 
qualify for energy assistance program benefits. 

Once enrolled in USPP, eligible customers are placed on a budget billing plan that 
spreads their annual utility costs into equal monthly payments. As long as the 
agreed-upon payments are made, participating households are protected from 
electric or gas service disconnections during the heating season, which runs from 
November 1 through March 31. Any outstanding balance accrued during this period 
becomes due at the conclusion of the heating season. 
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USPP is designed to help low-income households maintain essential utility services 
throughout the coldest months of the year, while managing energy costs through 
consistent, predictable monthly payments. For more details on eligibility and 
program requirements, refer to COMAR Title 2031.05.05. 

1.2 Energy Efficiency Programs 

The Office of Home Energy Programs (OHEP) partners with the Maryland 
Department of Housing and Community Development (DHCD) to support energy 
efficiency initiatives for low-income households. Through this collaboration, OHEP 
refers eligible applicants to DHCD’s Energy Efficiency Programs, which offer services 
such as weatherization, insulation, and furnace repair or replacement. 

These programs aim to lower household energy consumption by identifying sources 
of energy loss and implementing appropriate energy-saving improvements. By 
reducing overall energy usage, these services help improve home comfort, lower 
utility costs, and enhance the safety and health of residential living environments. 

For additional information about available services and referral procedures, see 
Chapter 3.9 Energy Efficiency Services. 

1.3 Coordination with Other Programs 

The Office of Home Energy Programs (OHEP) actively collaborates with a network of 
related programs and community partners to ensure a comprehensive and 
accessible energy assistance service delivery system across Maryland. This 
coordination includes the following efforts: 

Application Access 
Applications for OHEP programs are accepted through designated Local 
Administering Agencies (LAAs), including Community Action Agencies and local DHS 
offices, under formal agreements or contracts. 

Senior Outreach 
Many LAAs work in partnership with local Departments of Aging, senior centers, and 
senior housing providers to conduct targeted outreach and assist older adults with 
the application process. 

Information Sharing at Application 
 At the time of application, OHEP applicants are provided information about 
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available energy efficiency services, self-help resources, and other assistance 
programs within their community. 

Energy Efficiency Referrals 
Applicants can indicate interest in energy efficiency services administered by the 
Maryland Department of Housing and Community Development (DHCD) on the 
OHEP application. Upon eligibility certification, DHCD accesses referral information 
through the OHEP Data Management System to offer appropriate services. 

Utility Service Protection Plan (USPP) Enrollment 
The OHEP application includes an option for utility customers to enroll in the Utility 
Service Protection Plan (USPP), which offers additional protections during the 
heating season. 

Coordination with Supplemental Assistance Programs 
OHEP works closely with the Fuel Fund of Maryland, Dollar Energy Fund, and other 
human service organizations to coordinate support and make referrals when a 
household’s energy needs exceed the available OHEP benefits. 

Emergency Assistance Referrals 
When appropriate, OHEP provides referrals to other DHS emergency assistance 
programs to address additional household needs. DHS also actively shares 
information about available OHEP services. 

Categorical Eligibility Referrals 
OHEP receives daily overnight referral files from the Eligibility & Enrollment (E&E) 
system, identifying households eligible for automatic energy assistance benefits 
through categorical eligibility provisions. 

1.4 Public Participation 

The Office of Home Energy Programs (OHEP) encourages public involvement in the 
development and oversight of its program plans through the following activities: 

Annual Public Hearings 
OHEP conducts public hearings each year to gather input and feedback on 
proposed program operations. Notifications for these hearings are posted on the 
OHEP website in advance. 

Public Access to Program Plans and Program Data 
Maryland’s annual Low Income Home Energy Assistance Program (LIHEAP) State 
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Plan and the Electric Universal Service Program (EUSP) Operations Plan are made 
available to the public on the OHEP website annually.  Monthly program 
participation data is also available on the OHEP website. 

Submission of Comments and Requests for Notifications 
Individuals or organizations wishing to receive notifications about upcoming public 
hearings or submit written comments regarding planning documents, policies, and 
procedures may direct their correspondence to: 

Office of Home Energy Programs                                                                                    
Attn:  Director 
25 South Charles Street 
Baltimore, Maryland 21201-3330 

1.5 Eligibility 

Eligibility for OHEP programs primarily depends on income and responsibility for 
home energy costs. Income guidelines are established by legislation and are based 
on the federal poverty level, as updated annually by the federal government. For the 
Maryland Energy Assistance Program (MEAP), income guidelines may be set at up to 
60% of the state’s median income or 200% of the federal poverty level. Each year, 
Maryland publishes a plan that specifies the income guidelines for MEAP. For the 
Electric Universal Service Program (EUSP), eligibility is based on household income 
at or below 200% of the federal poverty level, as set by legislation. OHEP publishes 
these criteria in its annual EUSP Plan, which is submitted to the Maryland Public 
Service Commission. 

Categorical Eligibility 
Households with a member who receives Supplemental Nutrition Assistance 
Program (SNAP) benefits, cash assistance, Supplemental Security Income (SSI), or 
means-tested veterans benefits are automatically eligible to receive OHEP benefits, 
provided they are responsible for paying utility costs, per HB 0323 
[https://mgaleg.maryland.gov/mgawebsite/Legislation/Details/hb0323/?ys=2023rs]. 

Income-Based Eligibility 
 For households that do not meet Categorical Eligibility, income must be verified. The 
total gross income received by the household in the 30 days prior to the application 
date must be submitted and reviewed. To qualify, the household’s gross income 
during this period must be less than or equal to the established poverty level. 
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Additional Eligibility Criteria 
 In addition to meeting the income requirement, applicant households must meet 
the following conditions to be eligible: 

● The household must not have already received energy assistance benefits 
during the current program year (see Chapter 3.3, Application Requirements). 
 

● The applicant must be at least 18 years of age or an emancipated minor. 
 

Application Process 
Applications must be submitted to the Local Administering Agency (LAA) based on 
the applicant’s delivery address, which must be within the State of Maryland. If an 
applicant submits an application to the wrong office, the LAA should accept the 
application and forward it to the appropriate office. The applicant must be informed 
of the correct office location and directed to contact that office for further questions 
regarding their application. 

1.6 Benefit Levels 

OHEP determines benefit levels to ensure that households with the greatest need 
receive the largest benefits. Benefit amounts are based on several factors, including 
income, household size, fuel type, annual energy costs, and geographic location. As a 
result, larger families with lower incomes and higher energy costs typically receive 
the highest benefits. 

1.7 Crisis Assistance 

The State provides energy crisis assistance year-round through two distinct 
programs: Year-Round Crisis Assistance and Winter Crisis Assistance. 

Year-Round Crisis Assistance offers expedited processing of energy assistance to 
resolve immediate crises, such as preventing utility service termination, restoring 
service to a household that has been disconnected, or delivering fuel to a household 
with less than two days' worth of fuel. 

Winter Crisis Assistance provides a crisis grant in addition to the regular MEAP 
grant to address "heat-related" emergencies during the designated crisis season, 
which runs from November 1st through March 31st. The maximum grant amounts 
are determined annually based on available program funding. Customers may apply 
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for a crisis grant as part of their annual application or separately if their MEAP 
application was submitted before the crisis season begins (see Chapter ___Crisis). 

1.8 Outreach 

Federal regulations mandate that local agencies ensure all low-income households, 
including the elderly and disabled, are informed about energy assistance programs. 
Chapter 9 provides an overview of the outreach requirements and coordinated 
activities necessary to meet this obligation. Outreach efforts are carried out by OHEP, 
Local Administering Agencies (LAAs), and energy suppliers to ensure that all 
potentially eligible households, particularly those with elderly and/or disabled 
individuals, are made aware of available energy assistance programs. These efforts 
also include information on other related services that can help reduce their energy 
burden. 

1.9 Application Process 

Customers can apply for OHEP through various channels. Chapter 3 outlines the 
available application methods. Applicants should choose the method most 
convenient for them, but in case of an emergency, they should apply in person at 
their local office or by telephone. Applications are processed by intake workers. The 
list of required documents for eligibility determination is detailed in Chapter 3.4, 
Application Requirements. At their discretion, Local Administering Agencies (LAAs) 
may request additional documentation from applicants if any submitted materials 
are deemed questionable. Applications must be processed within 45 days from 
receipt. 

1.10 Denial Process 

An application may be denied for the following reasons: 

1. The applicant fails to submit all required documentation to their Local 
Administering Agency (LAA) within 15 days of the issuance of the Request for 
Additional Information letter. 
 

2. The applicant submits complete documentation but does not meet the 
eligibility criteria for the program. 
 

3. The applicant has already received benefits for the program year in which they 
are applying. 
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Applicants who are denied will receive written notification of the denial. For further 
details and procedures related to denial, refer to Chapter 4.2, Denial Policy. 

1.11 Review and Hearing Process 

OHEP applicants have the right to appeal the eligibility determination made on their 
application. While Local Administering Agencies (LAAs) should work to resolve any 
disputes informally and promptly, applicants are guaranteed access to a formal 
review and hearing process if the issue cannot be settled locally. For complete details 
on this process, refer to Chapter 5, Fraud, Repayment, and Administrative Hearing 
Procedures. 

1.12 Payments 

OHEP benefit payments are issued directly to the energy suppliers of eligible 
households. These suppliers are responsible for delivering fuel or applying the 
benefit amount as a credit to the household’s existing energy account. In order to 
participate in the program, energy suppliers must enter into an agreement with 
OHEP. The agreement outlines the specific provisions and responsibilities that each 
participating energy supplier must adhere to. For more details, refer to Chapter 12, 
Grant Funds Policy. 
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  Program Snapshot 

 
Maryland Energy 

Assistance Program 
(MEAP) 

Electric Universal 
Service Program (EUSP) 

Arrearage 
Retirement 

Assistance (EARA) 

Gas Arrearage 
Retirement 

Assistance (GARA) 

Frequency of 
Grant 

Annual 
(State fiscal year)  

Annual  
(State fiscal year)  

Every 5 years  
(certain exceptions 
may apply) 

Every 5 years  
(certain exceptions 
may apply) 

Grant 
Requirement 

Account does not have to 
be in the Applicant’s name 

● Account does not have to 
be in the Applicant’s 
name 

● Applicant must 
receive EUSP grant to 
be eligible 

● Applicant must have a 
past-due electric 
balance of at least 
$300 

● The account must be 
in the Applicant’s 
name or their name 
listed on the account. 

● Applicant must 
receive MEAP grant 
to be eligible 

● Applicant must 
have a past-due 
gas balance of at 
least $300 

● The account must 
be in the 
Applicant's name 
or their name listed 
on the account. 

How Benefit is 
Applied 

One-time credit to the fuel 
supplier  

● Pays a portion of 
customer’s current 
electric bill 

● Grant is applied in 
monthly credits to 
electric supplier* See 
Chapter 1.1.2 for 
exceptions 

● Assists customers 
with large past-due 
electric bills, up to the 
maximum arrearage 
grant. 

● Grant is applied as a 
one-time credit to 
electric supplier  

● Assists customers 
with large past-due 
gas bills, up to the 
maximum 
arrearage grant. 

● Grant is applied as 
a one-time credit 
to gas supplier 

Funding Federal Low Income Home 
Energy Assistance Program 

● Utility ratepayer fees 

 

● Regional Greenhouse 
Gas Initiative via 
Maryland Strategic 
Energy Investment 
Fund 

● Dominion Settlement 

Federal Low 
Income Home 
Energy Assistance 
Program 

How Benefits 
are Determined 

● Household size 

● Total household income 

● Heating source 

 

● Household size 

● Total household income 

● Annual energy usage 

 

● Amount past due, up 
to maximum 
arrearage benefit. 

● Eligible arrearage 
amount is confirmed 
with the electric 
company 

● Amount past due, 
up to maximum 
arrearage benefit. 

● Eligible arrearage 
amount is 
confirmed with 
the gas company 
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 Chapter 2:  OHEP Eligibility Policy 

2.0 General Eligibility Criteria for MEAP and EUSP 

A household may be determined eligible for energy assistance under the Maryland 
Energy Assistance Program (MEAP) and/or the Electric Universal Service Program 
(EUSP) if all of the following requirements are met: 

● At least one household member is a US Citizen or a qualified alien 
● The total gross household income is equal to or less than the established 

income guidelines based on household size. 
● The applicant establishes Maryland residency. 
● Required documentation to verify eligibility is submitted within the prescribed 

timeframe. 
● The applicant has not already received the same benefit (MEAP or EUSP Bill 

Payment Assistance) for the current program year or heating season. 
● The household consists of one or more individuals who function as an 

economic unit and customarily purchase residential energy in common or pay 
for energy as part of rent. 

● Meets Categorical Eligibility - a member of the household receives SNAP, Cash 
Assistance, SSI, and/or Means Tested Veterans benefits. 

● For MEAP only: Responsibility for heating costs is established, either through 
direct payment or as an undesignated component of rent. 

2.1  General Eligibility Criteria for Arrearage Assistance 

The eligibility requirements for both the EUSP Arrearage Retirement Program (EARA) 
and Gas Arrearage Retirement Assistance (GARA) are the same. An applicant is 
eligible if all of the following are met: 

● The applicant has a qualified arrearage on an account in their name. 
 

● The applicant has not received an arrearage grant within the preceding five (5) 
years, unless: 
 

○ The previous benefit was received during calendar years 2020 or 2021, 
which are exempt from the five-year rule, or 
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○ A Point in Time Waiver or Vulnerable Population Waiver has been 

approved. 
 

● The applicant’s total gross household income is at or below the program’s 
established poverty guideline. 
 

● The applicant is eligible for: 
 

○ EUSP Bill Payment Assistance (for EUSP arrearage), or 
 

○ MEAP (for gas arrearage). 
 

● Funds are currently available for the program. 
 

● The applicant’s name is listed on the utility bill associated with the arrearage. 

Benefit Amount and Conditions 

If eligible for an arrearage grant: 

● The applicant may receive an arrearage benefit for any past-due amount 
identified by the current electric or gas company that is 21 days or more past 
due, up to the maximum arrearage grant. 
 

● The arrearage does not need to be from the current utility account but must 
be from an account previously held in the applicant’s name. 
 

● If additional qualifying arrearages are discovered at a later time (including in 
subsequent years), those amounts may be eligible for payment provided all 
other criteria are still met. 

Restrictions 

● Arrearage funds may not be used to reimburse the applicant for prior 
payments made on their arrearage before applying for assistance. Customer 
funds applied to past due balances must remain applied to the account and 
cannot be offset or replaced by program funds. 
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● An applicant may receive both an electric and a gas arrearage grant, each up 

to the maximum arrearage grant, in the same five-year period — including 
within the same program year if eligible. 

2.1.2   Point in Time (PIT) Application and Waiver Policy 

The Office of Home Energy Programs (OHEP) application is a “point in time” 
application, meaning applicants are screened and considered for all eligible grants — 
including MEAP, EUSP, EUSP Arrearage Retirement Assistance (EARA), and Gas 
Arrearage Retirement Assistance (GARA) — based on the information and eligibility 
status provided at the time of application. 

Limitations on Arrearage Grant Eligibility: Applicants who are determined 
ineligible for an arrearage grant at the time of application for MEAP and EUSP, may 
not receive an arrearage grant later within the same program year unless they qualify 
for and are approved for a Point in Time (PIT) Waiver. 

The PIT Waiver applies only to arrearage grants (EARA and GARA). There are no 
PIT Waivers available for MEAP or EUSP benefits.  Additionally, since enrollment 
in EUSP or MEAP is a prerequisite for receiving an EARA or GARA benefit, a 
customer who did not receive EUSP or MEAP at the time of application is 
ineligible for a PIT Waiver for an arrearage grant later in the program year. 

Important:  Households may only receive one arrearage grant per Program 
Year.    

PIT Waiver Authorization and Process 

Local Administering Agency (LAA) Directors have the authority to approve exceptions 
to the PIT policy through the completion and approval of a PIT Waiver Form. 

The purpose of the PIT Waiver is to allow flexibility for applicants who have 
experienced significant changes in circumstances since their original application 
date. 

The PIT Waiver form includes eligibility statements for the following qualifying 
conditions: 

● A reduction in household income 
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● A change in household composition 

 
● Presence of a household member age 2 or younger, or age 60 or older 

 
● Presence of a medically fragile household member 

 (All CMNP cases are automatically considered medically fragile) 

Documentation Requirements 

Applicants must provide documentation supporting their stated eligibility for the PIT 
Waiver based on the applicable qualifying condition. 

● If the applicant claims a reduction in income, they must submit income 
documentation for the immediate prior 30 days, in accordance with OHEP 
policy. 
 

● The reduction must result in a change that would shift the household to a 
lower benefit level for eligibility purposes. 

Note: While the documentation is retained with the original application file, the 
updated income information is not entered into the OHEP Data Management 
System but should be reflected in the Notes Tab. 

● Customers who were in Benefit Level 1 at the time of application and now 
report zero income are eligible for a PIT Waiver. 
 

● Households that reported no income at the time of application and continue 
to have no income are also eligible for a PIT Waiver. 
 

In both situations, all other arrearage eligibility criteria must be met, and a copy of 
the most recent utility statement reflecting the eligible arrearage amount must be 
included in the applicant’s file. 

Special Considerations for Categorical Eligibility 

Customers who exceed 200% of the Federal Poverty Level (FPL) but are categorically 
eligible, remain eligible for a PIT Waiver. All applicable documentation requirements 
for categorical eligibility must be maintained with the application file. 

Documentation for Changes in Household Circumstances 
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For applicants requesting a PIT Waiver based on changes in household 
circumstances, the following documentation must be obtained: 

● Change in Household Composition: 
 Proof of residence (e.g., lease, utility bill, or official correspondence) for any 
new household member. 
 

● Household Member Age 2 or Under, or 60 and Older: 
 A copy of the birth certificate (for minors) or government-issued photo 
identification (for adults). 
 

● Medically Fragile Household Member: 
 A completed Physician’s Certification Form from a licensed medical 
professional verifying the individual’s medically fragile status. 
 

Use of PIT Waivers or Vulnerable Population Waivers 

PIT Waivers may be used for both: 

● Regular arrearage grants, and 
 

● Arrearage grants awarded under the Vulnerable Population Waiver (see 
Chapter 7). 

However, the procedures specific to the Vulnerable Population Waiver must still be 
followed when applicable. 

Only one arrearage grant may be awarded per household per program year. 
If a customer received a regular arrearage grant at the time of the original 
application, they are not eligible to receive a Vulnerable Population Waiver grant in 
the same program year, even if a PIT Waiver is submitted. 

Important:  Under either a Point in Time (PIT) Waiver or a Vulnerable Population 
Waiver, a customer is eligible to receive one additional  arrearage grant, up to the 
maximum allowable arrearage benefit, within a five-year period. 

2.2  General Eligibility Criteria for USPP 

The Utility Service Protection Program (USPP) is designed to protect low-income 
households from utility shutoffs and to help manage utility bills during the heating 
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season (November 1–March 31). Participation includes a budget billing plan to level 
monthly utility payments and protects against service termination during the 
heating season, as long as the customer makes agreed-upon payments. 

To be eligible for USPP, a customer must: 

1. Apply and be approved for the MEAP or EUSP benefits for the current 
program year. 
 

2. Agree to participate in the utility’s budget billing program, which averages 
annual utility costs into equal monthly payments. 
 

3. Comply with the terms of the USPP agreement, which includes making 
regular monthly payments as determined by the utility. 
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Chapter 3:  Applying for Energy Assistance 

 

3.0  Applying for Energy Assistance Benefits 

Application Period 

Applicants may apply for energy assistance at any point during the program year, 
which runs from July 1 through June 30. Applications are processed based on specific 
program guidelines, funding availability, and individual customer circumstances, 
following the schedule outlined below. No applicant may be turned away due to the 
time of year. 

 

Period Programs and Processing Details 

July 1 – June 30 Applications are accepted for all programs (MEAP and EUSP). 

Applicants who have not received OHEP benefits during the current fiscal year will 
have their applications processed for the current year. 

Applications from customers who have already received benefits during the same 
fiscal year will be held for processing in the next program year. 

November 1 – March 31 Crisis applications for MEAP are accepted and processed during this time period. 

 

3.1  Applying for Energy Assistance Benefits 

Categorical Eligibility Applications:  Categorical Eligibility applications are 
transferred nightly through batch processing from the MDTHINK Eligibility and 
Enrollment (E&E) system to the OHEP Data Management system. These applications 
are identified by their E&E Case ID in the OHEP system. 
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Online Applications: Customers can apply at myMDTHINK. LAAs must import 
and review these daily. 

Telephonic Applications: LAAs may take applications by phone if the 
customer cannot apply otherwise. A Telephonic Signature Form must 
accompany these. 

Mail-In Applications:  Local agencies (LAAs) can mail applications to 
customers, including instructions and informational materials for return 
processing. 

In-Person Applications:  Applications completed on-site must be signed by 
the applicant, and a copy provided to them. 
 

Off-Site Intake:Applications can be accepted at special events or partner 
locations    (senior centers or community organizations). 
 

Home Visits:  Reasonable accommodations must be made for homebound or 
infirm customers, with home visits arranged as needed per OHEP policy and 
safety guidelines. 
 

By Proxy:  An authorized individual may apply on behalf of the applicant, 
following proxy application procedures. 
 

Redetermination Process:  Customers on a fixed income from the previous 
program year (aged 60+, disabled, or in the Critical Medical Needs Program) 
may be eligible for a streamlined renewal without a full application. 
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● Eligibility is system-generated based on prior year data. 
● Income sources must be limited to Social Security, SSI, SSDI, or Pension. 
● Small income changes (like a Social Security COLA) can be adjusted 

without documentation if still within guidelines. 
● More significant changes (like household composition or address) 

require a new application. 
● Customers have 45 days to return the redetermination form or provide 

additional documentation if needed. 
● Redetermination mailings are auto-generated quarterly by the state 

Office of Home Energy Programs.   All bulk fuel customers receive a 
redetermination notice in the first batch sent out at the beginning of 
the fiscal year.   

3.2  OHEP Protections for Domestic Violence Victims 

Applicants who have concerns for their personal safety must complete the Concern 
for Personal Safety Privacy Form, which serves as the required documentation. Once 
this form is completed, the applicant is exempt from providing photo identification, 
proof of residence, and a copy of their utility bill. 

For cases where an applicant is unable to provide a delivery address due to safety 
concerns: 

● Local Administering Agencies (LAAs) must coordinate with the State OHEP 
office for guidance. 
 

● If the applicant is currently receiving services from a domestic violence 
program, the program’s mailing address should be entered into the OHEP 
Data Management System as the applicant’s address of record. 
 

● If the applicant is not connected with a domestic violence program, the 
applicant’s legal name must still be used, but the address should be entered 
as “123 Fake Street.” 
 

In all situations, the LAA, State OHEP, utility provider, applicant, and any supporting 
organization must collaborate to ensure the energy assistance payment is correctly 
applied to the appropriate utility account. 

 

3.3  Application Processing  

Once an application is submitted, Local OHEP Administering Agencies must follow 
these steps to ensure a timely and accurate eligibility determination: 
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● Applications must be entered into the OHEP Data Management System, with 

all supporting documentation uploaded or merged into the system, within 7 
calendar days of receipt. 

 

● Immediate Review for pending Utility Termination, disconnected service, or 
crisis heating situation- All applications should be reviewed promptly and 
carefully to assess whether the applicant is experiencing a crisis situation. 
 

○ Emergency cases must be prioritized to resolve urgent utility-related 
issues 

● LAA’s should  place a 55-Day Hold for utility termination 
protections. 

● Follow Energy Crisis Assistance emergency protocols during the 
November 1 – March 31 Crisis Season 
 

● Screen application for Categorical Eligibility.   
○ If Categorically Eligible, process as a CE application 

 
● If the applicant is not Categorically Eligible, screen the application for standard 

eligibility requirements and required documentation. 
○ If any required information or documentation is missing, generate a 

Request for Additional Information (RAI) using the OHEP Data 
Management System. 
 

● Signature Requirements-  Electronic signatures are entered via case notes in 
the OHEP Data Management System or an intake worker can sign and date a 
paper application received legibly using their first and last name and upload 
the application into ECM. 
 

● Supervisor certifies or denies application 
 

● An Electronic Delivery Statement is generated and payments are processed 
weekly. 
 

● Applications are to be processed within 45 days. 
 

 3.4 Application Requirement 

General Eligibility 

Applicants must: 

 

Updated May 2025 



 
● Be at least 18 years old or an emancipated minor. 

 
● Maintain primary residence at the address listed on the application or meet 

proxy application criteria (see Chapter 3.4.5). 
 

● Appear for an in-person interview if requested by the LAA. 

Required Documents (Non-Categorical Eligible Applications) 

An application is only complete when the following are submitted: 

1. Signed and Dated Application 
 

○ Accepted if signed by applicant, proxy, or Power of Attorney. 
 

○ Submission methods: in person, online, mail, phone, fax, or email. 
 

○ Original signatures not required unless questionable. 
 

○ Electronic signatures only accepted via MDTHINK online application. 
 

○ Telephonic signatures allowed with a completed Telephonic Signature 
form. 
 

2. Names and Social Security Numbers (SSNs) 
 

○ Required for applicant and all household members. 
 

○ Acceptable documents: SSN card, SOLQ/SVES printout, tax forms, 
official letters, or Medicare card (if number shown is SSN). 
 

○ Previously verified SSNs do not need to be re-verified but must be 
documented in the current file. 
 

3. Photo Identification (for applicant) 
 

○ Required unless already on file. 
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○ Acceptable forms: driver’s license, MVA ID, passport, military ID, 

employment ID, or other government-issued IDs (see full list in Chapter 
3.4). 
 

4. Proof of Residence 
 

○ Required unless verified via state systems or prior documentation on 
file. 
 

5. Proof of Gross Income 
 

○ All household income from the past 30 days must be documented (see 
full list of countable income/resources and excluded income and 
resources). 
 

6. Copy of Utility Bill or Termination Notice 
 

○ If applicable. 
 

7. Copy of Heating Bill or Receipt 
 

○ If applicable. 

Household Member Requirements 

● All persons residing in the home as of the application date must be listed, and 
their income counted. 
 

● Documentation may be requested if residency is in question. 
 

● Same-year multiple benefits restriction: No household member may reapply 
as an applicant if still residing with the original applicant.  LAAs must verify the 
departure of a former applicant through acceptable documentation to 
include: 
 

○ New lease 
○ Recent utility bill 
○ Rent receipt with landlord’s signature 
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○ Updated driver’s license 

 
● Notarized letters are not acceptable. 
● The OHEP system requires entering 000-00-0000 for relocated applicants still 

listed for data purposes. 
 

Social Security Number (SSN) Verification 

SSNs must be verified and placed in the current file unless already verified in a 
prior fiscal year. 

For missing SSNs: 

○ Applications may be held in pending status for 15 days while awaiting 
documentation. 

○ LAAs must attempt to verify via state systems. 
○ In crisis situations, use 000-00-000 for children awaiting SSNs, with 

proof of SSA application. 
○ Applications may be denied if proof isn’t provided within required 

timeframes or if applicants refuse to obtain a required SSN. 

SSN Card Types 

1. Unrestricted (valid for work) 
2. Not Valid for Employment (issued for benefit eligibility) 
3. Valid for Work Only with DHS Authorization 

 

Photo Identification Requirements 

● Required for applicants unless already on file. 
 

● Acceptable forms include: 
 

○ Driver’s license 
○ MVA ID card 

U.S. or out-of-country passport 
○ Military ID 
○ Employment ID 
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○ Other government-issued IDs (see Chapter 3.4) 

 
● Youth under 25: Valid school, high school, college, or vocational school ID 

accepted. 

 
Proof of Residence 

To be eligible for MEAP or EUSP benefits, applicants and household members must 
be residents of the State of Maryland. Proof of primary residence is required for the 
applicant and must include the applicant’s name and a valid Maryland street address 
(P.O. Boxes are not acceptable). 

Acceptable Proof of Residence Documents 

● Valid, unexpired Maryland driver’s license or MVA-issued photo ID (address 
must match delivery address) 

● Current (within 12 months) signed residential lease or rental agreement 
● Current (within 30 days) letter or rent receipt with: 

 
○ Applicant’s name 
○ Current address 
○ Landlord’s signature 
○ Date within the last 30 days 

 
● Current (program year) OHEP Landlord Agreement 
● Completed and signed Rent-Living Arrangements Form (OHEP form) 

Social Security benefit letter 
● Department of Social Services benefit letter or E&E printout (within last 6 

months) 
● Recent major utility bill (electric, heating, cable, phone, or major credit card) 

showing applicant's name and service address 
● Valid voter registration card 
● Current (within calendar year) property tax bill or receipt 
● SDAT property record printout (https://sdat.dat.maryland.gov/RealProperty) 
● Mortgage account statement 

 

Additional Documentation- If residency is questioned, request additional 
proof using any documents listed above. 
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Special Situations 

Joint Custody- Each parent may apply for benefits with the same children 
listed, but a child cannot be on two active applications simultaneously. The 
first application must be fully processed and placed in EDS Sent status before 
adding the child to the second application. 
 

Children Moving In/Out of Household- Additional documentation 
may include: 

○ Custody order 
○ School, childcare, or medical records 
○ Rental lease listing the child 
○ E&E documentation 
○ Signed statements from both applicants specifying living arrangements 

 

3.5  Supplier (Utility) Information 

The Local Administering Agency (LAA) must verify customer utility account 
information. 

Acceptable Documentation 

● Current utility bill 
● Current termination notice (if applicable) 
● Utility website printout or document listing account number, customer name, 

and service address 
 

For Landlord-Paid Utilities 

● Current (program year) Landlord Agreement 
 

● Proof of rental status (choose one): 
○ Current (within 12 months) signed lease 
○ Current rent receipt 
○ Current landlord statement 
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Required Data for Application Processing: 

MEAP Applications and EUSP Applications 
 Obtain current electric (kWh) or natural gas (therms) usage and previous 12 
months utility costs from: 

○ Utility website 
○ Recent utility bill 

Arrearage Information 

○ gas and/or electric past due balance from utility website or recent utility 
bill 

○ If past due balance meets minimum arrearage requirements use OHEP 
system’s Arrearage Inquiry tool for eligibility check;  

○ Document any overrides in system notes 
 

Usage Estimates (If No History Available): 

● Average available usage data and multiply by 12 
● If unavailable, obtain utility-provided estimate from a comparable 

neighboring residence 
● If no estimate is available, use a similar household’s history within the 

agency as a proxy 
● Document method of estimation in the OHEP system notes  

 

3.6  Customers Establishing New Service 

When applicants are moving into new residences and need to establish utility 
service: 

Procedures 

1. Applicant must provide: 
 

○ New address 
○ Move-in date verification from landlord or housing program letter 
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2. LAA verifies any outstanding debt with the utility company 

 
3. Determine eligibility for applicable OHEP benefits, including arrearage 

screening 
 

4. If no usage history exists, refer to Section 3.5 for usage estimation procedures 
 

5. Communicate application status and benefit amounts to applicant and utility 
company, ensuring benefits are tied to the new address 
 

6. Benefits cannot be paid on closed accounts. If a new account number is 
issued, request the utility transfer the old account balance to the new account 
before applying OHEP benefits. 

3.7  55-Day Holds 

OHEP customers who are facing termination of utility service due to non-payment 
may be granted a 55-day hold on their electric account. This temporary protection 
ensures that customers who have applied for energy assistance are not 
disconnected while their application is pending. 

Purpose- The 55-day hold allows the Local Administering Agency (LAA) time to 
process the customer’s OHEP application and determine eligibility, preventing 
termination when financial assistance may be forthcoming. 

Eligibility Criteria 

A customer is eligible for a 55-day hold if: 

● They have submitted an OHEP application, and 
● Are in termination status with their utility company (i.e., have received a 

termination notice). 
 

Note:  Per Public Service Commission Order 81638, holds should only be granted if 
the customer applies within 14 days of the issuance of the termination notice. 

Hold Placement Guidelines 
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● Holds should be placed immediately upon receipt of the application if the 

customer has a valid termination notice. 
● LAAs should not delay placing the hold because of other active protections on 

the account (e.g., a customer-requested extension, a Fuel Fund 7-day hold, or a 
30-day medical hold). 

● If a termination notice is received by the customer after the application has 
been submitted but before it has been processed, a 55-day hold may still be 
placed. 
 

Each utility has a different system for recording holds and may interpret agreements 
differently. LAAs should contact their local utility representative with any 
case-specific questions. 

Recording Holds in the OHEP Data Management System 

The worker must: 

● Check the “55-day Hold” box in the Programs Applied section of the Client 
Information tab. 

● Enter the date the hold is placed with the utility in the notes section. 
 

Additional Information on 55-day Holds 

● The 55-day hold may be terminated if a customer is determined ineligible for 
assistance. 
 

● LAAs must inform customers that: 
 

○ The utility company will be notified of their application status. 
○ If denied, any active hold on the account will be removed. 
○ Customers should continue to pay their utility bills during the hold 

period, as charges will continue to accrue. 
○ The hold is valid for up to 55 days or until the application is fully 

processed, whichever comes first. 
○ There is no guarantee of a full 55-day protection period if the application 

is denied before the 55 days elapse. 
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3.8 Referrals to Other Energy Assistance Resources 

When an OHEP applicant is experiencing a heating crisis that cannot be resolved 
through available OHEP benefits, the Local Administering Agency (LAA) is 
responsible for referring the customer to other energy assistance resources. 

Emergency Assistance (EA) Program 

1. Eligibility for Referral 
 LAAs may refer customers to the Department of Human Services/Social Services 
(DHS/DSS) for EA if: 
  a. The customer has been determined eligible for OHEP assistance; and 
  b. There are children under the age of 21 living in the household; and 
  c. OHEP funds are insufficient or unavailable to resolve the heating crisis. 
 

Note: The applicant does not need to be a current Public Assistance recipient to qualify for EA 
benefits. Each local DSS has the discretion to approve or deny EA assistance for heating 
crises, and policies regarding EA fund use may differ by jurisdiction. 

2. Referral Process 
 a. Complete the Referral by phone or email and Provide the customer the 
referral information to follow up with their local DSS office.                                        
 

Note:  Each LAA must maintain an up-to-date list of alternative energy assistance 
resources for referrals when OHEP benefits are inadequate to meet a customer’s 
energy needs. 

 

3.9  Referral for Energy Efficiency Programs, Furnace Repair and 
Replacement 

OHEP collaborates with the Maryland Department of Housing and Community 
Development (DHCD) to connect eligible households with energy efficiency 
programs designed to help reduce their overall energy burden. Local Administering 
Agencies, when uploading a paper application(LAAs) are responsible for selecting 
the appropriate box in the customer’s record within the OHEP Data Management 
System, granting DHCD access to the customer’s information for follow-up and 
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program referral.  Applications merged from MDTHINK will automatically select the 
box in the customer’s record. 

OHEP also offers a limited number of furnace repairs and replacements for eligible 
households through DHCD.  When a customer is identified as potentially qualifying 
for this service, the LAA must refer the case to DHCD by completing the DHCD 
Referral Form and submitting it via email to: dhcd.energyintake@maryland.gov. 

Upon receiving the referral, DHCD will coordinate with local weatherization agencies 
or approved vendors to assess the furnace issue and determine eligibility for repair or 
replacement services. 

For questions or additional information, LAAs may contact DHCD directly at 
1-855-583-8976. 
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Chapter 4:  Application Certification and 

Denials 

 

4.0  Application Certification Process 

Non-Categorical Eligibility Applications 

Each application must be reviewed for completeness and accuracy before a grant is 
issued. This review is known as certification. If an application is determined ineligible 
for an OHEP grant, the denial procedures outlined in 4.2 Application Denials  must 
be followed. 

Categorical Eligibility Applications 

For applications flagged as categorically eligible, LAAs must use the income and 
household information provided through the Eligibility & Enrollment (E&E) system to 
determine benefit levels for MEAP and EUSP. Energy usage and utility account 
information must still be entered manually if not prepopulated. (See Chapter 6 
Categorical Eligibility for full guidance.) 

4.1   Certification Requirements 

All certified applications must include: 

● Electronic signatures are entered via case notes in the OHEP Data 
Management System or an intake worker can sign and date a paper 
application received legibly using their first and last name and upload the 
application into ECM. 

● Date of certification 
● Benefit level and dollar amount awarded 

 

This information must be documented either on the physical application that is 
uploaded to ECM (if applicable) or within the Notes section of the OHEP Data 
Management System. 
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Important: The person certifying the application must be different from the 
individual who conducted intake or entered the application data. 

4.1.2  Certification Procedures 

All applications must be certified using: 

● The OHEP Data Management System 
● The Enterprise Content Management (ECM) System 

 

LAA’s should follow these steps to certify applications: 

Processing applications from oldest to newest. 

● Review Application- The certifier reviews the application and all 
supporting documents for completeness and accuracy in both the 
OHEP Data Management System and ECM. 
          a.     If incomplete, the certifier emails the caseworker, logs the   
notification  date on the tracking sheet, and waits for necessary 
updates or applicant follow-up. 

 b. If complete, proceed with certification in the OHEP Data 
Management System and update the tracking sheet accordingly. 
 

Certify or Deny the Application: 

○ If approved: The benefit amount is recorded in the OHEP Data 
Management System Notes section along with the certifier’s signature 
narration. 
 

○ If denied: Select the denial reason from the drop-down list, document 
the reason in the Notes section, and add the certifier’s signature 
narration. 
 

Resolve Eligibility Conflicts-  If the computer-generated eligibility 
decision conflicts with the certifier’s assessment, reset the program 
certification and consult with a supervisor or local OHEP director to resolve the 
discrepancy. 
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Modify Applications- Once an application is certified or denied, no 
changes may be made without supervisor approval. 

 

4.2  Application Denials  

 Denial Criteria- Applications may be denied for the following reasons: 

● The applicant does not meet OHEP eligibility criteria. 
 

● The applicant fails to complete the application process within 15 days of the 
issuance of a Request for Additional Information (RAI) form. An application is 
considered complete when all required fields are filled out and requested 
documentation is submitted. 
 

● The applicant household has already received OHEP benefits for the current 
fiscal year. 
 

● Required utility account information or other documentation is not provided 
within 15 days of a formal request. 
 

Categorical Eligibility applications cannot be denied for over income or 
missing required information, until the end of the program year, but may be denied 
for other eligibility issues. 

90 Day Curing Period  Applicants denied for missing information have a 
three-month (90-day) curing period to submit the required documents and have 
their application reopened). LAAs are required to conduct outreach to these 
applicants during the curing period and must track all outreach efforts. 

Applicants who are denied will receive written notification explaining: 

● The reason(s) for denial. 
● Their right to request a fair hearing to appeal the decision, in accordance with 

Chapter 5 Administrative Hearings. 
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4.2.1 Denial Procedures 

1. LAA’s should review the application for completeness. 
 

2. If incomplete, verify whether an RAI form has been issued 
 

3. Process denials through the OHEP Data Management System’s certification 
function. 
 

○ Deny based on established criteria  Basis for Denial. 
 

○ The system will automatically deny applications: 
 

■ Over income for non-CE applicants (when income is entered in 
the household table). 
 

■ Heat is included in rent for subsidized housing (for MEAP 
benefits only). 
 

4. If ineligible for other reasons, LAA’s should  select the appropriate denial 
reason within the system. 
 

5. Use the Supervisor Deny function when necessary. 
 

6. The certifying worker must sign and date the application in the notes section. 
 

4.2.2   Monitoring Pending Applications and Auto-Denials 

The OHEP Data Management System automatically denies applications 25 days after 
an RAI form is issued from the system if required documentation has not been 
received. 

 
 Important details: 

● The system will switch the application status from Pending to Denied and 
automatically generate a Denial Notice. 
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● LAAs are responsible for: 

 
1. Monitoring applications auto-denied by the system daily by reviewing 

the “Denied by System” report on the dashboard. 
 

2. Checking mailrooms and agency email to verify whether 
documentation has been submitted for these applications. 
 

3. Changing the status from Denied to Pending for applicants who 
subsequently submit documentation, and processing the application 
accordingly. 
 

Recommendation: To avoid auto-denials, LAAs should consider placing a follow-up 
phone call to applicants after sending the RAI form to confirm they understand what 
is needed. 

4.3  Notifying Customer of Application Denial 

A denial letter must be sent to every applicant household within 7 calendar days of 
the denial date. The letter, generated through the OHEP Data Management System, 
must include: 

● The date of the denial notice. 
 

● Applicant’s full name and mailing address. 
 

● A clear explanation of the reason for denial. 
 

● Instructions on how to request an appeal or fair hearing. 
 

● The name and telephone number of the LAA contact person. 
 

Denied applicants also have the right to reapply for assistance.  

4.3.1  Timeliness of Denial Notifications 

It is program policy that all denial notices must be sent to applicants within 7 
calendar days of the denial decision. 
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To meet this requirement, LAA’s must closely monitor pending applications. If it 
becomes clear that an applicant is either ineligible or has not provided required 
information within the allotted time, the application may be immediately denied.  
The OHEP system will auto-generate the denial notice once all programs are denied.  

4.4  Reapplication 

Applicants who are denied assistance will receive a written notice that includes: 

● The specific reason(s) for the denial. 
 

● Information about their right to request a fair and timely review and hearing of 
the decision. 
 

Denied applicants are also advised of their right to reapply for assistance under the 
following conditions: 

● Standard Reapplication Window: Applicants may reapply 30 days after the 
date of the denial notice, provided the program remains open and accepting 
applications. 
 

● End-of-Program Exception: If the program's scheduled close date is less than 
30 days away, an applicant may submit a new application within 15 days of the 
close date, if there are changes to the information previously provided. 
 

4.4.1  Incomplete Information Exception: 

If an application is denied due to incomplete information, the applicant has 90 days 
from the date of denial to provide the required documentation to cure the 
application.   If all required information necessary to determine eligibility is received, 
the original application may be reopened and processed without requiring a new 
application. 
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Chapter 5:  Administrative Hearing Rights, 
Overpayments, IPV’s and Suspected Fraud 

 

5.0  LAA’s Role in Administrative Hearing Process 

As part of the administrative hearing process, the Local Administering Agency (LAA) 
is responsible for the following actions: 

1. Informing the Applicant of Appeal Rights 
 Ensure that the applicant is notified of their right to request a fair hearing if 
they disagree with the eligibility decision. 
 

2. Assisting with the Appeal Request 
 Provide assistance to applicants in completing the Request for Fair Hearing 
form, if needed. 
 

3. Offering a Pre-Hearing Conference 
 Extend an opportunity for a pre-hearing conference with the applicant to 
attempt to resolve the issue prior to the scheduled administrative hearing. 
 

4. Submitting the Pre-Hearing Packet 
Prepare and issue a Pre-Hearing Packet to both the applicant and the Office of 
Administrative Hearings (OAH) at least six (6) days before the scheduled 
hearing date. 
 

5. Participating in the Administrative Hearing 
 Attend the hearing and actively participate in presenting the agency’s case. 
 

5.0.1  Administrative Hearing 
A representative from the Local Administering Agency (LAA) must attend the 
administrative hearing and present the agency’s case, bringing the complete 
hearing packet to the proceeding. When available, the State OHEP Staff will also 
attend to provide additional support. 
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Administrative hearings are held in the county where the appeal originated, typically 
these hearings are held virtually.  If in-person, hearings will be held at an Office of 
Administrative Hearings (OAH) designated location. The LAA is responsible for 
presenting its case first. At the start of the hearing, the agency should identify the 
hearing packet and formally request that it be admitted into evidence. 

Following the agency’s presentation of the facts, the Administrative Law Judge (ALJ) 
will provide the applicant or their representative an opportunity to cross-examine the 
LAA representative. The agency may then respond to any matters raised during the 
cross-examination, call witnesses, or request the admission of additional documents 
into evidence. 

Once the LAA’s case is presented, the applicant will be given the opportunity to 
present their side of the case. The agency may cross-examine the applicant if it 
chooses. After both parties have completed their testimony, the ALJ will allow each 
side to make a closing statement. 

Upon conclusion of the hearing, the ALJ will issue a written decision to the local 
agency, the applicant, and the applicant’s representative. While decisions are 
generally rendered within sixty (60) days, it may take up to ninety (90) days from the 
date the household was notified of the hearing to receive the final decision. 

Once the decision is received, the LAA must forward a copy to the State OHEP 
Quality Assurance Analyst for recordkeeping and place a copy in the applicant’s case 
file. 

Customers Rights to Appeal 

An applicant may request a fair hearing when a Local Administering Agency (LAA) 
takes any of the following actions: 

1. Denies, either in full or in part, an application for assistance. 
 

2. Fails to act with reasonable promptness on an application or a request for 
adjustment of assistance. 
 

3. Suspends, reduces, or terminates assistance. 
 

4. Makes a decision affecting a plan of service to a recipient. 
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5. Makes a decision affecting the method of providing assistance. 

 
6. Imposes sanctions on a recipient. 

 
7. Recovers an overpayment or over-issuance of assistance. 

 
8. Issues notice of intent to take any of the aforementioned actions. 

 

The LAA must inform customers of their fair hearing rights whenever taking action 
or providing notice regarding an appealable decision. Additionally, LAAs must visibly 
display signage about fair hearing rights in public areas of their office, along with the 
Request for Fair Hearing form. 

Timeline to Appeal 

Unless otherwise specified, a request for a fair hearing is valid if received by the 
agency: 

1. Within 30 calendar days from the date the agency mailed or delivered a timely 
and adequate notice, whichever is earlier. 
 

2. Within 30 calendar days of the agency action if no timely and adequate notice 
was provided. 
 

3. Within 30 calendar days of the date by which the agency was required to act 
on an application or adjustment but failed or refused to do so 

 

Customer’s Request for Appeal- A request for appeal is defined as any 
expression by the customer of a desire to contest a decision. 

● Any agency employee may receive this request, whether verbal or written. 
 

● If the request is verbal, the agency must ask the customer to complete a 
written Request for Fair Hearing form and offer assistance in doing so. 
 

● If the customer refuses or is unable to provide a written request, the agency 
must document the appeal to the best of its ability. 
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● If the nature of the appeal is unclear, the agency should ask the customer for 

clarification. 
 

● When necessary, the agency must provide an interpreter and explain the 
hearing procedure in a manner the customer can understand. 
 

Submitting the Request for Appeal 

All appeals must be documented using the Request for Fair Hearing form. 
 Within five (5) business days of the appeal request (whether written or verbally 
documented), the LAA must: 

1. Forward the appeal to the Office of Administrative Hearings (OAH). 
 

2. Send a copy to the State OHEP Office. 
 

3. Submit the appeal request using OAH’s Transmittal for Department of Human 
Resources form, selecting Code 38 “Md Energy Assistance Program.” 
 

OAH will issue a notice of hearing within three (3) business days and typically 
schedule the hearing within 15 to 30 days. 

Local Resolution Opportunity 
If an appeal is based on missing documentation, the LAA may attempt to resolve the 
matter through an informal, local review before forwarding it to OAH. If resolution is 
not achieved, the appeal must proceed to OAH. 

For appeals due to incomplete application information, the LAA may allow the 
applicant up to 30 days from the Denial Notice to submit the missing information. If 
resolved within that period, the application may be processed without an OAH 
hearing. If not, a new application must be submitted. 

Pre-Hearing Conference 

Before a formal OAH hearing: 

● The local agency must contact the customer to schedule a pre-hearing 
conference to review the appeal details and attempt resolution. 
 

 

Updated May 2025 

https://kb.dhs.maryland.gov/directory/OIG/Bureau%20of%20Investigative%20Services/Forms/OAH-CO-B1-Hearing-Request-Form-12-2024.pdf
https://kb.dhs.maryland.gov/directory/OIG/Bureau%20of%20Investigative%20Services/Forms/OAH-CO-B1-Hearing-Request-Form-12-2024.pdf


 
● An agency supervisor is required to attend, with the case manager and/or 

appeals representative encouraged to participate. 
 

● If the customer cannot be reached by phone, the agency should send a letter 
advising the customer to contact the agency within seven (7) days if they wish 
to discuss the appeal. 
 

● If no response is received, the formal hearing process proceeds. 

During the conference: 

● Allow the customer to explain their concerns. 
 

● Communicate in plain language, avoiding acronyms and technical terms. 
 

● Do not discourage the customer from pursuing the hearing. 
 

● If the customer chooses to withdraw the appeal, they must complete a 
Withdrawal of Request for Fair Hearing form. The original should be sent to 
OAH by mail or fax, with a copy retained in the case file and provided to the 
customer. 
 

The agency must document the outcome and discussion of the pre-hearing 
conference in the OHEP database notes section. 

Hearing Packet 

If the customer proceeds to an OAH hearing, the local agency must prepare and 
send a hearing packet to the customer (and their attorney/representative, if 
authorized) at least six (6) days before the hearing. Failure to do so may result in a 
hearing postponement. 

The hearing packet must include: 

● A Hearing Summary outlining the issue and supporting evidence. 
 

● The Request for Fair Hearing form. 
 

● The OAH Notice of Hearing. 
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● A complete copy of the application and all supporting documentation. 

 
● Copies of all notices issued to the customer (e.g., Eligibility Determination 

Notice, Request for Additional Information). 
 

● Relevant excerpts from COMAR, the OHEP Operations Manual, Action 
Transmittals, and any policy directives supporting the agency decision. 
 

● Any additional correspondence or documents providing context for the case. 

5.2  Overpayment and Recoupment Procedures 

Purpose- To establish consistent procedures for the identification, notification, and 
recovery of overpaid energy assistance benefits, and the handling of alleged 
Intentional Program Violations (IPVs) by Local Administering Agencies (LAAs) in 
coordination with the State OHEP Office. 

General Overview 
Upon notification from the State OHEP Office to pursue recoupment of funds and/or 
a determination of an IPV, the Local Administering Agency (LAA) is responsible for: 

1. Notifying the customer of the repayment amount and/or alleged IPV. 
 

2. Negotiating and executing a Promissory Note for repayment, when applicable. 
 

3. Referring unresolved cases to the Maryland Central Collections Unit (MCCU) 
through the State OHEP Office. 

Notes: 

● LAAs may not impose any fees, interest, or penalties on repayment amounts. 
● Recoupment is not required for overpayment amounts under $125, though 

IPV referrals may still proceed. 
● Repayments exceeding $2,500 tied to an IPV will be handled criminally by the 

Office of the Attorney General. In such cases, LAAs should refrain from 
discussing repayment terms with the applicant and defer inquiries to the local 
State’s Attorney’s Office. 
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5.3 Notification of Overpayment 

When IPV Is Not Being Pursued-  Upon receiving notification from State OHEP, the LAA 
must: 

1. Issue Overpayment Letter #1 to the customer, identifying: 
 

○ The grant(s) involved. 
○ The overpayment amount. 
○ The reason for the overpayment. 
○ Appeal rights and a Request for Fair Hearing form. 

 
2. If no response within two (2) weeks, follow up by phone and log the attempt in 

the OHEP database. 
 

3. If no resolution within forty-five (45) days, issue Overpayment Letter #2 
(Attachment F) and conduct a second follow-up call, logging the attempt. 
 

4. If no response within ninety (90) days, issue Overpayment Letter #3 
(Attachment G), notifying the customer of referral to Maryland Central 
Collection Unit (MCCU) and the addition of a 17% fee. 
 

When IPV Is Being Pursued-  The LAA must initiate the administrative hearing 
process and: 

● Issue Overpayment Letter with IPV #1 Attachment L- Overpayment Letter with 
IPV instead of Letter #1. 
 

● Include the Request for Fair Hearing form. 
● Proceed through the IPV hearing protocol as directed by State OHEP. 
● Include a copy of all notifications must be retained in the applicant’s case file. 

When a Customer Requests an Administrative Hearing- If a customer 
requests an appeal regarding the overpayment: 

● Suspend all collection activity until the hearing decision is rendered. 
● If repayment is upheld, resume the notification and recoupment process at 

the appropriate step. 
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When a Customer Enters into a Repayment Agreement- Upon 
notification, the LAA should schedule a meeting with the customer to: 

● Review repayment terms. 
● Explain appeal rights. 
● Offer either: 

 
○ Lump-sum repayment, or 
○ An installment plan not to exceed ten (10) months of equal payments. 

 The customer must sign a Promissory Note and Confessed Judgment form 
(Attachment J) in person, witnessed by the LAA.   Copies of the signed form must be 
provided to the customer and State OHEP Office, with the original filed in the case 
record. 

LAA’s should Provide the Customer with Payment Instructions: 
  

Payments are due by the 15th of each month and must be sent via check or money 
order to: 

Maryland Department of Human Resources 
Attn:  Office of Home Energy Programs 
25 S. Charles Street 
Baltimore, MD 21201 

The State OHEP Office logs payments and monitors account status. 

Note: Repayment terms exceeding ten (10) months require written approval from the 
State OHEP Office. 

If overpayment was caused by an error on the part of the LAA, State OHEP, or the 
database, the LAA may submit a waiver request to reduce the repayment amount. 
Approval from the State OHEP Director is required. 

Referral to Maryland Central Collections Unit (MCCU) 

Referral to MCCU occurs when: 

1. No response to Overpayment Letters #1-3 after 90 days. 
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2. The customer refuses repayment and fails to appeal. 

 
3. The customer defaults on two (2) consecutive Promissory Note payments 

without cooperation. 
 

The LAA must: 

● Submit the MCCU Debt Referral form (Attachment AA) to the State OHEP 
Office. 
 

● Send the customer Overpayment Letter #3 if applicable, notifying them of 
MCCU referral and the 17% fee. 
 

The State OHEP Office logs the referral and forwards it to MCCU for collection. 

Note: MCCU provides quarterly reports to State OHEP. Adjustments to active debts 
must be submitted to MCCU via the Debt Payment – Debt Adjustment form 
(Attachment) by the State OHEP Office. 

Missed Promissory Note Payments 

If a customer misses a scheduled payment: 

● The QA Analyst notifies the LAA. 
 

● The LAA must contact the customer. 
 

● If a second consecutive payment is missed: 
 

○ The LAA may refer the case to MCCU. 
 

○ If the customer experiences hardship, the LAA may renegotiate terms 
through a new Promissory Note, with a copy sent to the State OHEP 
Office 
 

Issuance of New Benefits During Repayment 
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Customers actively repaying overpayments must continue to receive new energy 
assistance benefits unless barred due to an IPV penalty. Benefits may not be 
withheld solely due to non-payment. Non-compliance should result in an MCCU 
referral, per these procedures. 

Write-Off of Overpayment Amounts 

Repayment amounts may be written off when: 

1. The overpayment is less than $125. 
 

2. The balance is $25 or less after Promissory Note payments stop. 
 

3. The customer is deceased with no surviving spouse to assume the debt. 
 

Note: LAAs must consult State OHEP before proceeding with any write-off. 

5.4 Intentional Program Violation (IPV) Procedures 

Suspected IPV vs. Overpayment 

Not all overpayments result from an Intentional Program Violation (IPV). When 
submitting a Referral for Investigation form, the Local Administering Agency (LAA) 
must indicate whether it is recommending an IPV determination as part of the 
referral. 

An IPV is defined as the intentional submission of false or misleading information, 
the deliberate concealment or withholding of facts, or any other act of willful 
misrepresentation related to an application for assistance through the Office of 
Home Energy Programs (OHEP). 

Upon submitting a referral for suspected IPV: 

● The LAA cannot deny benefits based solely on suspicion. 
● If definitive evidence exists that renders the customer ineligible, the 

application may be denied. 
● If eligibility remains uncertain and further investigation is needed, the 

application must be processed and benefits issued, unless directed otherwise 
by the State OHEP Quality Assurance Analyst. 
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In cases where intent is unclear (e.g., a household member listed on an application is 
incarcerated but the applicant was unaware of program rules), the LAA must assess 
whether the action appears to be intentional misrepresentation or an honest error. 
The State OHEP Office will review the facts presented and advise the LAA whether to 
proceed with IPV pursuit. 

IPV Penalties 

Penalties for IPV may be imposed only under the following conditions: 

1. The individual is found to have committed an IPV through an Administrative 
Disqualification Hearing. 
 

2. The individual is convicted in court for an offense related to the OHEP 
application. 
 

3. The individual voluntarily signs an Administrative Disqualification Hearing 
Waiver (Attachment M). 
 

4. The individual signs a Disqualification Consent Agreement (Attachment N). 
 

Disqualification Periods: 

● 1 program year for a first offense. 
 

● 2 program years for a second offense. 
 

● Permanent disqualification for a third offense. 
 

A program year runs from July 1 to June 30. 

Examples: 

● If benefits were received in the current program year, the penalty starts July 1 
of the next program year. 
 

● If no benefits were received in the current program year, the penalty applies 
immediately and ends June 30 of the same year. 
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Important:  During the disqualification period, the customer’s current household 
cannot receive benefits under any circumstances. The household cannot exclude the 
disqualified individual to bypass the restriction. A fraud flag is added to the 
applicant's record in the OHEP Data Management System, remaining active for the 
duration of the penalty. 

 
Notification of Suspected IPV 

If the State OHEP Quality Assurance Analyst authorizes IPV pursuit: 

● The LAA must notify the client in writing via an Advance Notice of 
Administrative Disqualification Hearing (Attachment AB), including: 
 

○ Reason for the suspected IPV. 
 

○ Supporting evidence. 
 

○ The customer’s right to waive the hearing. 
 

○ Applicable penalties if found in violation. 
 

The notice must include: 

● Administrative Disqualification Hearing Waiver 
 

● Administrative Disqualification Hearing Pamphlet (Attachment P) 
 

● If an overpayment is involved, an Overpayment Letter with IPV #1 
 

These documents must be sent in a single mailing. 

Administrative Disqualification Hearing Waiver 

Clients may voluntarily waive their hearing by signing the Administrative 
Disqualification Hearing Waiver.   It must be clearly explained that: 

● Penalties are the same whether a hearing is held or not. 
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● The administrative hearing is not a court proceeding and cannot result in a 

criminal conviction. 
 

A signed waiver finalizes the IPV determination and related penalties. A copy must 
be sent to the State OHEP Office , with the original filed in the client’s case record. 

Disqualification Consent Agreement 

In cases of criminal prosecution (for IPV amounts exceeding $2,500), the local State’s 
Attorney may offer a Disqualification Consent Agreement, allowing the customer to 
avoid formal fraud adjudication. 

This decision is solely at the discretion of the State’s Attorney’s Office. 

IPV Hearing Scheduling 

If no signed waiver is received within 20 days: 

● The LAA must submit a referral to the Office of Administrative Hearings (OAH) 
using the appropriate transmittal form (Attachment AC), along with all 
supporting evidence. 
 

● A one-page case summary must accompany the evidence. 
 

● A complete copy of this packet must be sent to the customer. 
 

Once a hearing date is set, the LAA must notify the State OHEP Office. 

Note: If an IPV involves an overpayment and the customer has appealed the 
overpayment decision, the LAA may request OAH to consolidate the two matters into 
one hearing. 

Notification of Hearing Outcome 

Following the OAH ruling: 

● The LAA must notify the client in writing using the Notice of Administrative 
Disqualification Hearing Decision (Attachment R). 
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● Copies must be provided to the State OHEP Office and retained in the 

customer’s case file. 
 

IPV Tracking in the OHEP Database 

Upon receipt of an LAA referral: 

● The State OHEP Office will apply a fraud flag in the database for approved IPV 
cases or those referred to the Office of the Inspector General (OIG). 
 

Once an IPV determination is made: 

● The State OHEP Office will log the decision, apply the appropriate penalty 
period, and update the client’s record. 
 

● The fraud flag remains for the full penalty period. 
 

● If the individual moves to a new household, the flag follows them for the 
remainder of the penalty. 
 

At the end of each program year, records are reviewed to lift or continue penalties as 
appropriate. 

5.4.1  Administrative Disqualification Hearings (IPVs) 

When a Local Administering Agency (LAA) suspects an applicant has committed an 
Intentional Program Violation (IPV), and receives approval from the State OHEP 
Office, the case must be referred to the Office of Administrative Hearings (OAH) for 
an Administrative Disqualification Hearing. 

Referral Process 

The LAA shall request the hearing using the OAH Transmittal for Department of 
Human Resources form. On the form: 

● Select or write in the appeal category as “Other: IPV – Md Energy Assistance 
Program”. 
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Required Documentation 

When submitting an IPV referral to OAH, the LAA must include a complete 
evidentiary packet containing all documents supporting the suspected IPV. A copy of 
this packet must also be provided to the accused applicant. Examples of required 
documents include: 

● Intentional Program Violation Notice #1 
 

● Referral for Investigation form 
 

● Application(s) and all supporting documentation 
 

● Prior year’s application and documentation (if applicable) 
 

● Income verification results from systems such as The Work Number, E&E, 
SVES, or other approved databases 
 

● Correspondence with the applicant and/or related parties 
 

● Attestations or relevant statements from the applicant or stakeholders 
supporting the case 

Hearing Notification and Scheduling 

Upon receiving the IPV hearing request, the Office of Administrative Hearings (OAH) 
will issue a notice of hearing within three (3) business days to both the LAA and the 
applicant. 

● The hearing will be scheduled no sooner than thirty (30) days from the date 
the OAH notice is sent. 

5.5  Questionable Income and Fraud Investigations 

Questionable Income Applicant Investigations 

A.  When suspected fraud involves employment income: 
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● The LAA must complete a Wage Screening Request Form for all adult 

household members claiming zero income. 
 

● This form should be emailed to State OHEP staff for assistance in conducting 
wage screenings, as needed when the LAA lacks access to income verification 
databases. 
 

B.   If an applicant refuses to provide employment verification or denies employment 
with an identified employer: 

● The LAA must send a written request to the employer, asking them to 
complete a Wage Verification Form covering the 90-day period prior to the 
application (or annual income, if applicable). 
 

● The request must include a copy of the applicant’s signed Release of 
Information Form and a self-addressed, stamped envelope. 
 

● The LAA must notify the applicant that this request has been made on their 
behalf. 
 

C.   Suspicions involving other income sources (e.g., public assistance, Social Security, 
Veterans Administration benefits, Unemployment Insurance, or other monthly 
benefits): 

● Income must be verified in writing by the issuing agency, including specific 
dollar amounts received during the relevant time period. 
 

D.   Other questionable income sources (e.g., child support, room/board income) 
must be documented according to Income Documentation guidelines. 

E.   If the suspected fraud involves household composition: 

● The LAA must attempt to verify the number of household members through 
energy suppliers, agency records, landlords, or other reliable sources. 
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Uncooperative Applicant Fraud 

If an applicant refuses to cooperate with the investigation procedures outlined 
above: 

● The LAA must thoroughly evaluate the case record and document all evidence 
to confirm the discrepancy was not caused by intake worker error, certifier 
oversight, incomplete information, or employee-assisted fraud. 
 

5.6  Energy Supplier/Vendor Fraud 

Energy supplier fraud or non-compliance with OHEP contractual terms may 
include: 

● Unusual fuel price changes 
 

● Deliveries exceeding customer fuel tank capacity 
 

● Repeated delivery failures 
 

● Steering of benefits to favored suppliers by staff 
 

A. Monitoring and Investigation 

● The LAA must monitor, investigate, and document all complaints regarding 
energy suppliers. 
 

B. Collection of Evidence 

As appropriate, the following should be collected: 

1. Applicant confirmations 
 

2. Delivery tickets 
 

3. Invoices 
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4. Home visit reports 

 
5. Statements from energy suppliers, vendors, or agency staff 

 

C.  Payment Suspension and Notification 

● Immediate notification must be provided to the State OHEP Office 
● The  State OHEP Office suspends benefit payments to any supplier with a 

documented pattern of non-delivery or confirmed irregularities. 
 

D. Recovery of Undelivered Benefits 

● The State OHEP Office will  request in writing the return of all undelivered 
benefits from the supplier. 
 

Procedure: 

● Send a first and, if needed, a second registered letter to the supplier’s 
President/CEO within 14 calendar days of each other. 
 

If no response is received within 14 calendar days of the second letter: 

● The State OHEP office will refer the case to the Maryland Central Collection 
Unit (MCCU) and consult with the Office of the Inspector General (OIG) and the 
Attorney General’s Office for further action. 
 

● The LAA will work with impacted customers to an alternate supplier. 
 

E. Documentation 

● The LAA must maintain a file for each energy supplier fraud case, including all 
supporting documentation and correspondence. 
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5.7  LAA Employee Irregularities or Fraud 

LAA leadership is responsible for diligently monitoring for employee irregularities, 
including but not limited to: 

● Misrepresentation on applications resulting in unauthorized payments 
Unauthorized changes to benefit amounts for personal gain 
 

● False or incomplete information provided by an employee to fraudulently 
secure benefits 
 

A. Reporting and Immediate Action 

● All suspected employee fraud must be documented and reported 
immediately to the State OHEP office. 

● Local Department of Social Services (DSS) OHEP staff must also follow 
departmental employee fraud protocols. 

● Community Action Agency (CAA) OHEP staff must report incidents to the 
State OHEP office, who will coordinate with OIG and the Attorney General’s 
Office. 
 

B. Employee Suspension 

● Any employee implicated must be immediately relieved of all OHEP-related 
duties pending investigation. 
 

C. Processing Employee Applications 

To prevent conflicts of interest: 

● Employees must apply for energy assistance in the jurisdiction where they 
reside. 
 

● Applications must be submitted to the lead worker in the local office. 
 

● The lead worker is responsible for data entry and eligibility processing. 
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● The local OHEP supervisor or director must certify or deny the application. 

 

If the applicant is the lead worker: 

● The application must be submitted to the local Director, who will assign an 
appropriate staff member to process it. 
 

Important:  Under no circumstances should an employee enter or process their own 
application. Doing so is grounds for immediate termination. 
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Chapter 6:   Categorical Eligibility Policy for 

OHEP Programs 

Overview 

On April 24, 2023, Governor Wes Moore signed House Bill 323 (HB 323) into law, 
establishing automatic enrollment in Maryland’s Energy Assistance Programs for 
households receiving one or more of the following benefits: 

● Supplemental Nutrition Assistance Program (SNAP) 
● Supplemental Security Income (SSI) 
● Temporary Assistance for Needy Families (TANF) 
● Means-Tested Veterans Affairs (VA) Benefits 

 

Households awarded benefits from any of the above programs during the current 
program year are not required to submit an additional application for Maryland’s 
Energy Assistance programs: 

● Maryland Energy Assistance Program (MEAP) 
● Electric Universal Service Program (EUSP) 
● Electric Arrearage Retirement Assistance (EARA) 
● Gas Arrearage Retirement Assistance (GARA) 

 

6.0  Categorical Eligibility 

Households participating in SNAP, TANF, SSI, or Means-Tested VA programs are 
categorically eligible for OHEP benefits. 

If additional household members are listed on the OHEP application but not on the 
qualifying benefit case, their income must be collected. However, if the household’s 
combined income exceeds 200% FPL, the household still remains eligible for OHEP 
benefits if any member receives one of the qualifying benefits. 

Important — any household member receiving a qualifying program benefit 
categorically qualifies the entire household for OHEP assistance, regardless of 
income. 
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Other program eligibility rules for MEAP, EUSP, EARA, and GARA remain unchanged. 

6.1 Benefit Levels 

Categorically Eligible (CE) households will continue to receive benefits based on the 
existing MEAP and EUSP benefit matrices. 

● CE applicants assessed at Level 6 (household exceeds 200% FPL)will receive: 
 

○ A nominal benefit for MEAP 
○ A nominal benefit for EUSP 

 
● CE applicants remain eligible for: 

 
○ Up to the maximum EARA 
○ Up to the maximum GARA 

Note: EARA and GARA still require the utility account to be in the applicant’s name 
and continue to follow a 5-year limit on benefit eligibility. 
 

6.2  CE Application Processing 

SNAP, TANF, and SSI application approvals transfer nightly via batch processing from 
the MDTHINK Eligibility and Enrollment (E&E) portal to the OHEP Data Management 
(myDHR) staging table. 

During batch processing: 

● Applications are matched by address to identify additional potential OHEP 
household members. 

● Identified members are merged into a single OHEP application. 
● If there are no system matches and the SNAP and TANF application is missing 

information, the system will generate a Request for Additional Information 
● Unhoused individuals and SNAP cases without an adult Head of Household 

(HOH) are excluded from batch processing. 
 

Required Application Narration 
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For Categorical Eligibility applications, staff must include the following narration in 
the notes section: 

“This application is a CE Household.” 
 CE Eligibility due to [Program Type: SNAP, TANF, SSI, or Means Tested VA 
Benefits]. 
 MEAP Benefit: $___ 
 EUSP Benefit: $___ 
 Arrearage Amount: $___ (if applicable) 

Document Management (ECM) 

● CE applications must be saved as a PDF from the OHEP Data Management 
System and uploaded to the applicant’s digital file in ECMS. 
 

● File naming format: [APPLICANT NAME] FY[Program Year] CE APP 
 (e.g., JOHN DOE FY25 CE APP) 
 

Documentation verifying categorical eligibility is already retained within the E&E 
system and accessible to staff. 
 

Important:  If discrepancies or requests for additional information arise (e.g., Request 
for Additional Information for unlisted household members), those documents must 
also be uploaded to ECMS. 

CE Certification Process 

● Applications should be reviewed using the OHEP database and ECMS system 
for accuracy. 
 

● If corrections are needed, the certifier must email the assigned caseworker. 
 

CE Denial Process 

Categorical Eligibility applications will be auto-denied through batch processing in 
two cases: 
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1. Head of Household has already received benefits during the current program 

year 
 → Denial Reason: Already received benefits this program year. 
 

2. An existing application is in “awaiting” status 
 → Denial Reason: Already Applied in Fiscal Year. 

CE applications should not be manually denied in the staging area under any other 
circumstances. 
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Chapter 7:  Critical Medical Needs Program  
 

Background  

The purpose of the Critical Medical Needs Program is to reduce the barriers to the 
energy assistance application process for critical medically vulnerable individuals and 
their households in obtaining State and federal financial assistance for their electric, 
gas, or other energy source bills; Make referrals, as necessary, to other agencies and 
organizations when additional resources are necessary for the continuation or 
restoration of energy service; and Make referrals to the Department of Housing and 
Community Development for energy efficiency programs, and heating and cooling 
system repair or replacement programs. 

The program provides an expedited process for critically ill, medically vulnerable 
individuals to apply for energy assistance with the help of a trained navigator. CMNP 
ensures that eligible applicants are automatically considered for certain arrearage 
forgiveness waivers and reduces barriers by offering personalized application 
assistance through navigators. 

CMNP Navigators 

Navigators serve as trusted advocates who guide critically ill customers through the 
Energy Assistance application process. 

● Navigators typically work within hospitals, medical facilities, cancer centers, 
and nonprofit agencies that serve medically vulnerable individuals. 
 

● They assist clients in collecting necessary documentation, completing 
applications, and obtaining Physician Certification (PC) forms. 
 

● Navigators provide information about all available OHEP programs and should 
use the OHEP brochure and application as key resources. 
 

● Before submitting an application to the Local Administering Agency (LAA), 
navigators must ensure that all required documents are complete and 
attached, following the application’s cover sheet checklist. 
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Training Requirements for Navigators 

● The State OHEP office offers virtual CMNP navigator training 
 

● Interested individuals must attend a one-time, one-hour virtual training 
offered through the Cancer Support Foundation, OPC, or OHEP. 
 

● After training, navigators must sign and submit a Confidentiality Form to 
OHEP before receiving a CMNP Training Certificate. 
 

CMNP Application Process 

● Preferred submission method:  Email completed CMNP applications to 
CMNP.OHEP@maryland.gov 
 

● Original (wet) signatures are not required unless a document’s authenticity is 
questionable. 
 

● Electronic signatures are not accepted (except for applications submitted via 
the online myDHR portal). 
 

● Telephonic signatures are permitted using the Telephonic Signatures Form. 
 

Key Points: 

● Customers must apply through a trained navigator. 
● CMNP application requirements and verifications are the same as those for 

non-CMNP applicants.– Application Requirements. 
● LAAs may request additional documentation if needed. 
● Applications must be processed within 2 business days after receipt of all 

documents from the navigator. 
● LAAs must notify navigators of any missing information within 2 days via 

email. 
● The application must be signed and dated by either the applicant or 

navigator. 

Physician Certification (PC) Form 
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A completed Physician Certification for Serious Illness or Need for Life-Support 
Equipment form is required for each CMNP application and must be signed by one 
of the following: 

1. Licensed Physician 
2. Certified Nurse Practitioner 
3. Physician’s Assistant 

 

Exception:  For applicants aged 60 and older, a navigator may submit a CMNP 
application without the PC form initially. The navigator then has 90 days to obtain 
and submit the PC form. The LAA must process the application upon receipt and 
notify the navigator of the 90-day timeframe. 

55-Day and 30-Day Medical Utility Holds 

● A 55-Day Hold may be placed with a utility provider by an LAA or navigator if a 
CMNP applicant has a termination notice, even before an application is 
submitted. 
 

● If no application is submitted within 55 days, a second hold (30-Day Medical 
Hold) may be requested. This requires a Physician Certification form to be 
submitted to the utility along with the hold request. 
 

● After these two holds, a CMNP application must be submitted for further 
assistance. 
 

Expedited Screenings 

CMNP cases are automatically prioritized for expedited processing. 

Vulnerable Population Waiver (VPW) 

All CMNP cases are screened for a Vulnerable Population Waiver (VPW) within 48 
hours of receiving the application or VPW request. 

● The VPW screening is conducted during the application processing if the PC 
Form  is included. 

● If the PC form is submitted after initial processing, a VPW can still be 
completed later, provided a signed VPW form accompanies the PC form. 
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● All standard VPW policies (see Chapter 7) apply to these cases. 

 

DHCD Referrals 

The Maryland Department of Housing and Community Development (DHCD) will 
expedite referrals for energy efficiency or weatherization services when a Physician 
Certification form is submitted along with the DHCD referral form. 

Referrals should be emailed to dhcd.energyintake@maryland.gov using the 
appropriate DHCD form. 
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Chapter 8:    OHEP Crisis Assistance Policy 

Purpose 

This policy outlines the requirements and procedures for providing Energy Crisis 
Assistance under the Maryland Energy Assistance Program (MEAP). Crisis Assistance 
is not available through the Electric Universal Service Program (EUSP). 

8.0 Energy Crisis Period 

The designated Energy Crisis period for MEAP runs from November 1 through 
March 31. During this time, households may apply for Energy Crisis Assistance 
through their local OHEP intake office. 

In accordance with Public Law 97-35, Title XXVI Low-Income Home Energy 
Assistance, Section 2604(c), a reasonable portion of available funds, based on data 
from prior years, must be reserved through March 31 for addressing crisis situations 
such as weather-related or supply shortage emergencies. The OHEP State Office 
manages the allocation of funds to jurisdictions using historical heating usage and 
population data to ensure equitable distribution and availability for applicants. 

Definitions 

● Energy Crisis: 
 As defined in federal LIHEAP regulations, a weather-related, supply shortage, 
or other household energy-related emergency. In Maryland, an energy crisis 
occurs when a household has no heat, a fuel shortage, or an imminent utility 
termination (within 3 days) during the winter period (November 1–March 31). 
Jurisdictions may request a waiver from the State OHEP Office  to modify this 
period. 
 

● Crisis Assistance: 
Financial assistance provided through OHEP funds to address an energy crisis. 
This benefit is in addition to the customer’s regular grant for their heating fuel 
type unless it is outside the winter period. 
 

● Expedited Service: 
Rapid processing of applications under standard procedures to address 
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urgent needs. 
 

8.1 Local Administering Agency (LAA) Requirements 

Each LAA must submit a Local Crisis Plan to the OHEP State Office by October 30th 
annually. The plan must include: 

● Primary crisis contact person. 
● After-hours crisis management provisions. 
● A list of additional community resources for situations where MEAP funds are 

insufficient. 
● Strategies for ensuring geographically accessible application sites. 
● Provisions for enabling disabled individuals to: 

 
○ Apply for crisis benefits from home, or 
○ Travel to an accessible application site. 

 

(Reference: Public Law 97-35, Section 2604(c)(3)) 

8.2 Energy Crisis Application Policy 

The timeframe for resolving a crisis begins as follows: 

● Incomplete Applications: 
 The 18- to 48-hour clock starts when both a signed application and a Crisis 
Season Declaration Form are received. These are the only documents needed 
to issue a crisis benefit or utility commitment. Supporting documentation can 
be provided later. 
 

● Complete Applications: 
 The 18- to 48-hour clock starts upon receipt of a signed application and all 
required documentation. No declaration form is needed. 
 

If funding is exhausted, applicants must be referred to other agencies for assistance, 
accompanied by a denial letter stating funds have been depleted. 
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Utility termination notices outside the winter crisis period are to be processed as 
expedited service to prevent disconnection, though they do not qualify as 
weather-related energy crises. 

Each LAA must designate a crisis intake worker and/or coordinator during the energy 
crisis season to monitor supplier delivery timelines and ensure actions are 
documented in the client record. 

Applicants lacking full documentation may sign a Crisis Season Declaration Form 
(per COMAR 07.03.21.10) affirming their crisis status. They must be advised of 
consequences for fraudulent claims. The case should be processed to resolve the 
immediate crisis while safeguarding program integrity. 

8.3 Crisis Application Procedures 

New Applications 

A. Crisis Situation Identification 
     During intake, staff must screen applicants for the following between November 1   
and March 31: 

● Disconnected service 
● Turn-off notice 
● Out of fuel 
● Less than three days’ worth of fuel 
● Inoperable heating system 

Crisis details must be recorded in the OHEP data management system’s Crisis 
Assistance Tab. 

B. Crisis Application Field 
 Set the “Crisis Application” field to Yes in the system. 

C. Date and Time Presented 
 Log the exact date and time the agency is notified of the crisis (e.g., applicant 
reports out of fuel at 2:00 PM on 12/10/2025). 

D. Crisis Type Selection 
 Select from: 

1. Turn-Off Notice 
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2. Service Off 
3. Low Fuel (≤ 3 days) 
4. Empty Fuel 
5. Broken Fuel Burner 
6. Broken Furnace (if uncertain, default to this) 

E. Vendor 
 This auto-populates from the applicant record. 

F. Application Package Status 

● Complete: All required documentation received; application placed in 
AWAITING status. Processed benefits will receive a 3% discount. 
 

● Incomplete: Missing documentation; application placed in CRISIS-PENDING 
status. Eligible for immediate crisis benefit without the 3% discount. 

G. Date and Time Action Taken 
 Record when the agency commits to resolving the crisis or makes a referral. 

H. Crisis Resolution Action 
 Select one or more from: 

1. Fuel Delivery Full Grant 
2. Fuel Delivery Minimum Grant 
3. 55-Day Hold 
4. OHEP Utility Benefits 
5. Referral – DHCD 
6. Referral –DSS 
7. Referral – Fuel Fund, Dollar Energy 
8. Referral – Shelter 
9. Referral – Church 

If none apply, document in the “Other” box. 

8.4 Existing Applications Requesting Crisis Assistance 

If a household already has a pending application and a crisis develops during 
processing (November 1–March 31): 

● Review the application for immediate eligibility certification. 
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● Update the Crisis Assistance field accordingly. 
● Follow procedures from Section 8.2 to address the crisis. 

 
 

 

Updated May 2025 



 
 

Chapter 9:    Outreach Requirements and 
Activities 

9.0 Federal Outreach Requirements 

The Low Income Home Energy Assistance Act of 1981, as amended, outlines specific 
outreach requirements under Section 2605(b)(3) and Section 2605(b)(15). These 
provisions require outreach activities to ensure that certain target populations are 
made aware of available assistance. 

Section 2605(b)(3), also known as Assurance Number 3, mandates that the State: 

Conduct outreach activities designed to assure that eligible households 
— particularly those with elderly, disabled individuals, or households 
facing high home energy burdens — are made aware of energy 
assistance programs under this title, as well as other related programs 
administered under the Community Services Block Grant or any program 
previously administered under the Economic Opportunity Act of 1964. 

Sections 2605(b)(2) and (3) further require that LIHEAP benefits prioritize and target 
high-burden and vulnerable households. 

In Maryland, the Office of Home Energy Programs (OHEP) ensures compliance by 
designing outreach strategies tailored to each jurisdiction’s needs. These efforts aim 
to reach elderly, disabled, and other vulnerable populations, making them aware of 
energy assistance options and related resources. OHEP also requires that alternate 
intake options — including home visits — be made available so no application is 
refused due to lack of access to a physical intake site. 

Although these outreach requirements originate with LIHEAP, they also extend to 
the Electric Universal Service Program (EUSP) administered by OHEP and its Local 
Administering Agencies (LAAs). 

9.1  Local Agency Outreach Plans and Supplemental Funding 

Each year, LAAs receive dedicated funding within their administrative budgets for 
outreach activities. DHS administrative budgets are approved annually, while 
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Community Action Agency budgets are approved via an RFP or Sole Source 
Solicitation process. 

OHEP also offers LAAs the opportunity to request supplemental outreach funds to 
support new, creative outreach initiatives aimed at increasing application numbers. 
Supplemental funding is allocated based on the number of applications processed in 
each jurisdiction. 

Every LAA must submit an Outreach Plan to State OHEP by the established due date. 
The plan should reflect the specific needs of the jurisdiction and outline all proposed 
outreach activities, including assurances that additional outreach/intake sites are 
available if administered by a Department of Social Services. The plan must also 
include a budget projection to support these efforts. OHEP provides a standardized 
template for this submission. 

 

9.2 State OHEP Outreach Support 

State OHEP assists LAAs in meeting outreach requirements through a range of 
activities, including: 

● Printing and distributing posters, brochures, and flyers to local agencies for 
display in high-traffic locations. 
 

● Issuing press releases and media articles promoting the availability of 
assistance. 
 

● Participating in public forums and events to raise program awareness. 
 

● Developing informational materials for use by federal, private, and utility 
partners. 
 

● Maintaining a toll-free customer service line (1-800-332-6347) for program 
inquiries. 
 

● Analyzing data to inform and improve outreach strategies. 
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9.3 Local Outreach Responsibilities 

The primary responsibility for outreach rests with each LAA. If a Local Department of 
Social Services (LDSS) administers the program, it must affirm the availability of 
additional intake sites, including site names, locations, and participation data. 

Local Outreach Plans should demonstrate partnerships with community 
organizations and incorporate a mix of activities such as: 

1. Establishing additional outreach/intake sites (including at least one Senior 
Information Center, if DSS-administered). 
 

2. Providing intake through home visits or telephone-based services. 
 

3. Participating in community meetings and forums targeting vulnerable 
populations. 
 

4. Offering geographically accessible application sites for regular and crisis 
assistance. 
 

5. Participating in community events to increase visibility and accept 
applications. 
 

6. Educating applicants on additional available resources, including 
weatherization and private utility initiatives. 
 

7. Supplying information to energy providers for bill inserts. 
 

8. Promoting the program through local media, newspapers, and broadcast 
outlets. 
 

9. Displaying promotional materials in key community locations. 
 

Outreach activities should be varied, widely distributed, and designed to reach 
multicultural, faith-based, disabled, elderly, and non-English speaking communities. 
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9.3.1  Outreach Activity Log 

LAAs must maintain a monthly Outreach Log summarizing outreach activities. This 
log must include detailed, accurate, and verifiable records showing compliance with 
the approved Outreach Plan. LAAs are required to submit logs to the State OHEP 
Office with their quarterly request for Administrative funds. 

 

9.4 OHEP Advisory Board 

State OHEP maintains an Advisory Board to discuss and provide feedback on issues 
related to the administration and implementation of OHEP programs. The board 
meets quarterly and helps identify program priorities and outreach needs. A current 
Advisory Board membership list is available upon request from OHEP. 

 

9.5 National Outreach Coordination 

At the national level, outreach efforts targeting high-burden and vulnerable 
households are coordinated by the U.S. Department of Health and Human Services. 
Additionally, organizations like the National Energy Assistance Directors Association 
(NEADA) support these efforts with national outreach initiatives. State and local 
outreach strategies integrate and support these national campaigns as appropriate. 
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Chapter 10:    OHEP’s Administrative Funds 

Policy 
 

10. 0 Competitive Procurement Process 

For jurisdictions where energy assistance is not administered by a Local Department 
of Social Services (LDSS), a competitive procurement process will be conducted to 
award service delivery contracts for periods not exceeding five (5) years. 
 

● All procurement activities will follow applicable State procurement laws and 
regulations. 
 

Local Departments of Social Services (LDSS) 

Each LDSS operating as a Local Administering Agency (LAA) will receive 
administrative funds via a line-item budget covering staff salaries and operational 
costs for the contract period. 

● Budgets must be submitted upon request by State OHEP. 
 

● State OHEP will review, determine, and approve the final administrative 
funding amounts. 
 

Other Government Agencies 

Government agencies awarded program funds will enter into an intergovernmental 
agreement signed by both parties. 

All LAAs are responsible for maintaining sound internal controls, recordkeeping, and 
reporting systems for the proper management of administrative funds. 

10.1   Budget Management 

A. Budget Process 
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Before the start of each contract for competitive procurements, the State approves a 
budget for the contract period. 

Before the start of each program year, the State approves a budget for each 
non-contractual LAA. 

B. Budget Line Items 

Administrative budgets must allocate funds under the following categories: 

1. Salaries/Wages                                                                                            

2. Fringe Benefits 
 

3. Communications 
 

4. Travel 
 

5. Utilities 
 

6. Contractual Services 
 

7. Office Supplies 
 

8. Equipment 
 

9. Rent 
 

10. Outreach 
 

11. Other 
 

C. Allocation of Funds 

Fund allocations are based on: 

● Availability of State and Federal funds 
 

● Expenditure patterns from submitted Administrative Reports 
 

● Current spending trends 
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10.2  Budget Amendments 

A budget amendment reflects an increase or decrease in the approved budget. 

● Amendments require State OHEP and Department of Human Services 
approval and are subject to fund availability. 
 

● LAAs must submit a written request using the Administrative Budget Revision 
Request form, providing full justification for any adjustments. 

10.3 Administrative Reporting Procedures 

A. Quarterly Financial Status Report – Administrative Funds 

LAAs must submit this report to State OHEP by the 15th of each month following the 
quarter, covering activity through the last day of the prior month 

 

Time Period Due Date 

July 1-September 30th 
October 15th 

Oct. 1-Dec 31st January 15th  

Jan 1-March 31st April 15th 

April 1-June 30th July 15th 

 

B. Report Completion Guidelines 

● Column (a): Approved contract amount per line item 
 

● Column (b): Actual monthly expenditures (including prior adjustments with 
explanations) 
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● Column (c): Year-to-date expenditures 

 
● Column (d): Outstanding obligations for payment in subsequent months 

 
● Column (e): Total of columns (c) and (d) 

 
● Column (f): Balance of remaining funds (column (a) minus column (e)). 

Negative balances require a budget revision request. 
 

Complete all cash flow sections, noting large anticipated expenses. Reports must be 
signed and submitted in duplicate. 

C. Special Payments Payroll 

LDSS LAAs paying contractual staff via Special Payments Payroll must record 
associated funds and fringe benefits in the respective report line items. 

10.4  Recordkeeping and Documentation 

A. Fiscal Accounting 

The LAA Fiscal Officer must: 

● Maintain a dedicated cost category for OHEP 
 

● Track all OHEP costs within a general ledger 
 

● Follow State Procurement Regulations, Title 21 for allowable/unallowable costs 
 

B. Administrative Expenditure Documentation 

Documentation must clearly identify: 

● Date(s) 
 

● Type and purpose of expense 
 

● Applicability to OHEP 
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● Supervisor’s initials and OHEP Director’s signature for approval 

 

C. LDSS FMIS Updates 

LDSS must update administrative expenditures in the State’s FMIS system by the 
10th of each month. 

10.5  Payments and Reimbursements 

A. Vendor Payments 

Payments are made only with original vendor invoices, which are then marked 
“PAID” to prevent duplication. 

Petty Cash Procedures 

● Maximum petty cash fund: $100 
 

● All disbursements must be supported by documentation 
 

● Replenishments require review and proper records 
 

● Petty cash funds must be closed by June 30 each program year, with balances 
returned to the funding source 
 

10.6  Closeout Procedures 
 

● Final closeout reports are due as specified in annual instructions 
 

● Submit a final Financial Status Report – Administrative Funds, marked “FINAL” 
 

10.7  Record Retention 

Per Federal requirements, all household and program records must be retained for 
three (3) years after the audit report’s submission date for that fiscal year, unless 
otherwise directed by State OHEP. 
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Household and program records that can be retrieved from the OHEP Data 
Management System, the Eligibility and Enrollment System, and/or the ECM meets 
this requirement and is consistent with paperless processing requirements.   
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Chapter 11: OHEP Grant Funds Policy 

Overview 

OHEP benefit payments are issued directly to eligible households' energy suppliers, 
who apply the payment as a credit or fuel delivery. Suppliers must sign an OHEP 
Energy Supplier Agreement to participate. For oil, kerosene, propane, and coal/wood 
suppliers, this agreement mandates a 3% per unit discount off their lowest 
residential cash price, increasing purchasing power for OHEP recipients. 

A. Authorized Agencies 

The Office of Home Energy Programs (OHEP) approves grant funds through 
contracted Local Administering Agencies (LAAs).  The State OHEP Office and 
regional processing sites process and issue energy assistance payments to energy 
suppliers, landlords, and on rare occasions direct customers. 

B. Recordkeeping and Reporting 

LAAs are responsible for: 

● Using the OHEP data management system to process, certify, and deny 
applications.   

● Process customer refunds in the OHEP data management system, when 
necessary. 
 

C. Availability of Funds 

If program funds are exhausted, the OHEP State Office will notify LAAs. 
 

D. Audits 

Annual audits must be conducted in accordance with OMB Circular A-128 or A-133 (as 
applicable). Audit reports must be submitted to the State Office within one year 
following the end of the program year being reviewed. 
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E. Ownership of Assistance 

MEAP and EUSP benefits are strictly for assisting households with heating and 
electric needs. To ensure this: 

● Payments are made directly to suppliers. 
 

● Suppliers may not return funds directly to applicants. 
 

● If funds are used for mechanical equipment (e.g., furnace repair), ownership 
transfers to the applicant or their estate. 
 

11.1 Grant Payment Procedures 

General Process 

● Following certification of eligibility, payments are processed via the OHEP data 
management system. 
 

● Applicants must identify their energy suppliers on the application. 
 

● LAAs certify applications and weekly State OHEP creates an Energy Delivery 
Statement (EDS), which details customer names, account numbers, and 
benefit amounts. 
 

● Payments are issued in batches per EDS. 
 

Payments to Utilities 

● The State Office processes utility payments weekly once payments begin in 
August. 
 

● EDSs generated by Monday are included in that week’s payment batch. 
 

● Payment transmittals are typically submitted on Wednesdays. 
 

● Payments are received by utilities within 10–14 business days. 
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● Applicant data is sent to utilities via email and FTP server in coordination with 

payments. 
 

 

Payments to Non-Utility Suppliers 

● Regional Processing Agencies issue MEAP payments to non-utility suppliers 
(must have signed agreements) for the total benefit amount minus the 3% 
discount (excluding crisis cases). 
 

● Suppliers must credit the full benefit to the customer’s account. 
 

● Payments and EDS copies are mailed together. 
 

11.1.2 Special Payment Procedures 

A. Crisis Assistance 

● In verified energy crises, LAAs may authorize a crisis delivery up to the 
customer’s MEAP benefit amount or the approved crisis benefit. 
 

● If certified, applicants are assigned to the next available EDS. 
 

● For pending applications, LAAs may certify a crisis grant toward a minimum 
delivery 
 

● Denied applications trigger recovery actions. 
 

B.  Payments to Landlords 

● Processed like other suppliers by Regional Processing Agencies. 
 

● For landlords with 10+ tenants, a special landlord code may be assigned by the 
State Office. 
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C. Direct Payments to Applicants 

● Require a current W-9 
 

● Direct payments require proof of use for heating assistance. 
 

● Preferred alternatives include two-party checks or payment to secondary 
heating suppliers. 
 

D. Non-Participating Energy Suppliers If a supplier is not on the OHEP-approved 
list: 

1. Confirm the supplier’s legitimacy. 
 

2. Invite them to participate. 
 

3. If declined, ask the applicant to choose an approved supplier. 
 

4. If no alternative exists, consider direct payment or a two-party check in crisis 
cases. 
 

E. Supplier Refusal If a supplier refuses a grant: 

● Encourage the household to identify a secondary supplier. 
 

● Explore issuing a two-party check. 
 

● Direct payments are a last resort. 
 

At season’s end, suppliers submit an Energy Delivery Record (EDR) accounting for 
delivered and undelivered grants. Undelivered funds are refunded to the LAA. 

11.2  Refunds 

LAAs must make every effort to minimize the number of funds returned due to 
duplicate payments or application processing errors. To help prevent duplicate 
payments, LAAs are required to run the Duplicate Payment Report in the OHEP Data 
Management System every Monday. Any identified duplicate payments must be 
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resolved prior to the weekly utility payment batch, typically processed on 
Wednesdays. 

Important:  Energy Delivery Statements (EDSs) should never be deleted from the 
OHEP Data Management System, as this action may cause critical errors during 
payment processing by State OHEP. 

When duplicate payments are identified, LAAs must follow the steps below: 

1. Review the Application and Case Notes 
 Access the application and associated case narration in the OHEP Data 
Management System to determine whether the payment is a legitimate crisis 
payment or an actual duplicate. 
 

2. If a True Duplicate is Found: 
 

○ Request a refund from the utility or bulk fuel supplier. 
 

○ In the Duplicate Payment Report, select “Edit” for the duplicate entry. 
 Enter: 
 

■ Customer’s account information 
 

■ A brief explanation for the duplicate payment 
 

■ Then click “Resolve” to remove it from the Duplicate Payment 
Report. 
 

3. When Refunds are Received by the LAA: 
 

○ Notify State OHEP  
 

4. When Refunds are Received by State OHEP: 
 

○ State OHEP will document the returned amount in the OHEP Data 
Management System. 

○ These transactions are tracked through the Returned Funds Report. 
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5. Update the EDS 

 Mark the duplicate payment EDS as “funds returned” and select Save. 
 

Once completed, the duplicate payment and associated returned funds will be fully 
reconciled and documented within the OHEP Data Management System. 
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Chapter 12:    Energy Delivery Statement 

(EDS) Procedures 
 

12.0 EDS Assignment 

1. State OHEP staff will assign EDS for both utility and non-utility vendors on a 
designated day once per week.  In the event that the EDS assignment 
schedule is modified due to holidays or scheduling conflicts LAAs and Utility 
vendors will receive advance notice of any change. 

 

12.0.1   EDS Payment Processing 

Payments to Utility Vendors 

● Utility payment transmittals are forwarded to the accounts payable 
team at DHS Central once per week for payment issuance through 
FMIS. 

● Payment files are forwarded to the Utility Vendor once per week on a 
designated day.  

● Payment status for utility EDS updates automatically to “PAID” once the 
payment transmittal has been created.  In the event that the automatic 
update fails, a state OHEP staff member will manually update utility 
payments to “PAID” the following week.  
 

Payments to Bulk Fuel Vendors, Landlords and Direct Pay 
customers 

● A data file containing a list of EDS to be paid is created by the OHEP 
systems team on a designated day each week.  

● The file is forwarded to the D365 systems team to create payment 
journals processed by 5 local processing jurisdictions.  (Attachment) 

○ Allegany County DSS  
○ Cecil County DSS 
○ Kent County DSS 
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○ Prince George’s County DSS 
○ Queen Anne’s County DSS  

● Upon receipt of the journal in D365 the finance team at the local DSS 
will process the payments, print the check and mail to the vendor along 
with a copy of the corresponding EDS statement.   

● Through a reconciliation process, a state OHEP staff member manually 
updates the payment status of Bulk Fuel, Landlord and Direct Pay 
payments to “PAID” once a check has been issued and mailed by the 
local processing jurisdiction.  

 

12.0.2  EDS Errors and Corrections 

●  LAA’s should not make any modifications to a case that’s status has changed 
to “EDS SENT” 

● In the event that an error is discovered, the LAA should contact the state 
OHEP office with details and await guidance for correction  
 

12.0.3 EDS Content  

Each EDS includes: 

● Applicant name 
 

● Account number 
 

● Approved benefit amount 
 

● Payment authorization information for the supplier  
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Chapter 13 : OHEP Data Management 
System Policies 

Background:  This chapter outlines the general policies governing the use of the 
Office of Home Energy Programs (OHEP) Data Management System (DMS). 
Detailed functional and technical information is available in the OHEP Data 
Management System Reference Manual. 

13.0 Data Processing Policy 

The OHEP Data Management System is the official platform for all Local 
Administering Agencies (LAAs) to process energy assistance applications, unless 
otherwise authorized in writing by OHEP. Processing includes application intake, 
data entry, certification, and benefit payment issuance. 

A. Application Processing 

1. Methods of Application Processing: 
 

○ Online: During intake and interview, staff may enter applicant data 
directly into the system. The application is printed and signed by the 
applicant upon completion. 
 

○ Batch: Applications completed manually (on-site, off-site, 
electronically, by phone, mail, e-mail, fax) are grouped and entered into 
the system at a later time. All applications must be entered into the 
system within 7 calendar days of receipt. 
 

2. Incomplete Applications: 
 Incomplete applications must also be entered within 7 days of receipt. 
Applicants must be notified of any outstanding required documents within 7 
calendar days of data entry. 
 

B. Certification 
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All applications must be certified through the system before a benefit can be issued. 
No benefit may be disbursed without system certification. 

C. Payment Issuance 

1. Recording Payments: 
 All benefits must be recorded in the OHEP DMS. 
 

2. Exceptions: 
In rare cases requiring benefit issuance outside of the system, LAAs must 
obtain written approval from the State OHEP Office. The office will provide a 
written policy waiver for documentation. 
 

3. Supplier Refunds: 
Refunds issued by energy suppliers may be returned to the supplier upon 
request if the applicant maintains an active account. Refunds may be 
processed through September 30th following the program year in which 
eligibility was established. 
 

4. Other Exceptions: 
 Any other exceptions must be approved in writing by the State OHEP Office. 
 

D. Customer Notifications 

Customer notices, including benefit payment letters and denial notifications, must 
be generated through the DMS. 

● A copy of the Household Notification Letter is not required in the applicant’s 
file but must be generated in the system within 10 days of the payment date. 
 

E. Reports 
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Reports Guide 

Report Description Menu Frequency 

Agency 
Management 
Report 

Provides a comprehensive overview of 
applications received, their status, the 
agency’s average processing time, and any 
validation errors that need to be addressed.  

Management Weekly 

Application List A comprehensive list of all applications 
received YTD. The list may be filtered by 
program and application status. 

Management  As often as 
needed 

Assigned Worker 
Detail 

Allows applications to be tracked by a specific 
worker. This report only works when a worker 
is assigned to each application. Local agencies 
may choose to run this report by the status of 
the application to see which cases are in 
pending status under a particular worker. 

Management As often as 
needed 

Auto Denial 
Report 

Shows the number of applications that have 
been automatically denied by the OHEP Data 
Management System. Only those applications 
that have a Request for Additional 
Information notice generated from the 
system will be automatically denied. Denials 
occur when the application is not set to 
awaiting within 25 days of generating the 
notice. It is important for the LAA to run this 
report to ensure customers were not 
wrongfully denied (i.e. customer has returned 
information, but the worker has not 
completed the application in the system). 

Dashboard 
Report 

Daily or Weekly 

Clients Not 
Applying This 
Year 

This list shows the customers who applied last 
program year, but not in the current program 
year. This report is extremely helpful when 
performing mass mailings, so as to avoid 
duplicate applications. 
 
To run this report, select a program under the 
“Program” field and “ALL Customers” under 
the “Receive Benefits” field.  
This report may also be filtered by customers 
who received benefits last year or those who 
were denied. 

Management 
 

 

As often as mass 
mailings 
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CE Statistical 
Report  

Report available as Summary or Detail.  
Summary provides statistical data for CE 
applications across all statuses.  Detail 
provides a list of applications and their 
corresponding status.   

Reports As needed 

CP Statistical 
Report 

Report available as Summary or Detail.  
Summary provides statistical data for CP 
applications across all statuses.  Detail 
provides a list of applications and their 
corresponding status.   

Reports As needed 

Denied 
Applications 
Summary 

Shows the number of applications that have 
been denied by the denial reason. LAAs may 
use this report to strategize how to lower 
denial rates. 

Management As often as 
needed 

Duplicate 
Applications 

Shows any applications for the same 
applicant or address two or more times in the 
same program year. When a duplicate 
application is created, it is imperative that the 
local agency identify the application 
immediately to avoid duplicate payment of 
energy assistance benefits to the household.  
 
LAA will need to click on the arrow next to 
the agency’s name to view the applicants’ 
names and click the “Edit” button in order to 
reconcile the duplicate records. See Chapter 
10.2 Identifying Applicant Fraud for further 
instructions on this report.  

Management Weekly 

Duplicate 
Payment 

Shows any applicants that have received 
more than one benefit per program in the 
current year. LAA must review the list and 
verify whether an actual duplicate payment 
was made. LAA is responsible for contacting 
the utility or vendor to return the duplicate 
payment. LAA will need to click on the arrow 
next to the agency’s name to view the 
applicants’ names and click the “Edit” button 
in order to reconcile the duplicate payments.  

Fiscal Weekly 

Energy Delivery 
Record 

This report is run at the end of the year and 
sent to each bulk fuel vendor. 

Fiscal Annually  by 
state OHEP staff 
 

Incomplete 
myDHR 
Applications 

This report shows the LAA how many myDHR 
applications are currently in the myDHR 
staging table and are waiting to be 
worked/transmitted into the OHEP Data 

myDHR As often as 
needed 
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Management System. To run this report, the 
LAA should click on “Detail” in the Report 
Type field. 

Local Agencies 
Processing Time 
Report 

Displays a detailed list of applications aged 
25-44 days or over 45 days.   

Management Daily/Weekly 

Minimum 
Delivery Report 

Shows a list of customers that received a 
minimum delivery and allows for timely 
follow up in order to issue the remaining 
payment, if applicable. 

Management Weekly - during 
crisis season 

    
Production 
Report 

Shows the number of cases that were data 
entered, certified, or denied within a specific 
time frame, or year-to-date. It also shows the 
total grant amounts that have been awarded 
during the same time frame. 

Statistical As often as 
needed 

SSN Validation 
Report 

Local Administering Agencies (LAAs) must run 
the SSN Validation Report in the OHEP 
database weekly to review and resolve invalid 
social security numbers no later than thirty 
days from the date the invalid number is 
determined. LAA will need to click on the 
arrow next to the agency’s name to view the 
invalid SSN and click the “Edit” button in 
order to reconcile.  See Chapter 10.2 
Identifying Applicant Fraud for further 
instructions.  

SSN Validation Weekly 

55 Day Extension 
Report 

Shows those customers for whom a 55-day 
hold has been placed. 

Management Weekly 

55 Day Extension 
Delinquent 
Report 

Shows those customers for whom a 55-day 
hold has been placed and has since expired. 

Management Weekly 

    

 

13.2 System Requirements and User Information 

A. Software & Connectivity 

The OHEP DMS is a centralized, web-based application accessible to authorized 
users via: 
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● Pentium processor (or later) 

 
● 256K+ RAM 

 
● Internet Explorer 8.0+ (or equivalent browser per system manual settings) 

 
● Updated antivirus software 

 
● Secure login credentials issued by the State OHEP Office 

 
● Direct connection to the DHS Network or via VPN for external agencies 

 

B. User Authorization 

1. New User Requests: 
 LAAs must submit a signed Logon Request Form for new users, specifying 
the user’s role. The form may be faxed. 
 

2. User Termination: 
 Submit a Logon Request Form for removal when an individual leaves OHEP 
or the LAA. 
 

3. VPN Access: 
 Agencies not connected to the DHS network will access the DMS via DHS’s 
VPN. Separate login credentials are required. 
 

4. Password Requirements: 
 

○ Initial login uses the assigned username and a temporary password. 
 

○ Passwords must be changed at first login and every 45 days thereafter. 
 

○ Passwords must never be shared. 
 

C. Security 

 

Updated May 2025 



 
● All computers accessing the DMS must have commercial antivirus software. 

 
● Users must never leave an active session unattended. 

 
● Passwords are confidential and must not be shared or reused by others. 

 
● Any suspected security issues must be reported to the State OHEP Office 

immediately. 
 

● Unauthorized software or downloads are prohibited. 
 

D. Software Development & Work Requests 

State OHEP exclusively manages DMS software and development. System 
enhancement or correction requests should be submitted through the formal 
request process via the State OHEP System Coordinator. 

E. Software Updates 

Application updates are centrally installed by OHEP. 

● Users will be notified at least one day in advance, when possible. 
 

● Updates may include release notes for changes affecting LAA operations. 
 

F. Hardware 

OHEP provides each LAA with the minimum required hardware to comply with 
operational standards. 

● Installation and maintenance of OHEP-purchased equipment are the 
responsibility of OHEP/DHS. 
 

● Equipment bought by LAAs with non-OHEP funds is maintained by the LAA. 
 

● OHEP equipment remains DHS property and can be relocated with notice. 
 

G. Training 
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State OHEP is responsible for software and hardware training. Training requests 
should be directed to the State OHEP Office. 

H. Technical Support 

Technical support is provided by State OHEP and DHS’s Office of Technical Services 
for Human Services (OTHS). 

● Call the DHS System Support Desk at 410-767-7002 for assistance. 
 

● Do not contact contractors without approval from the State OHEP Office. 
 

 

13.3 System Maintenance and Problem Reporting 

13.3.1 Daily Maintenance 

LAAs must maintain computer equipment cleanliness and physical security. 
 Hardware issues should be reported to the DHS System Support Desk. 

13.3.2 Software Issues 

Immediately report software issues to the OHEP Office with: 

● Description of the issue 
 

● Actions taken before the problem 
 

● Impact on other workstations 
 

● Any error messages displayed 
 

13.3.3 Hardware Issues 

Report hardware problems to the System Support Desk with a detailed description. 
 Record the work order number for follow-up. 
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13.4 Other Computer Uses 

OHEP computers may be used for other agency business (e.g., word processing, 
spreadsheets) provided it does not interfere with OHEP operations. 

● Additional software must have proper licenses and State OHEP approval 
before installation. 
 

13.5 Other Software 

Commercial Off-The-Shelf (COTS) software may be installed with agency approval 
and proof of licensing. 

● Unauthorized, public domain, shareware, or downloaded software is 
prohibited to prevent malware and security risks. 
 

13.6 Database Backup and Disaster Recovery 

DHS’s contracted data host is responsible for daily server maintenance and data 
backups.  LAAs are not responsible for backing up OHEP data and do not have 
access to perform this task. 

13.7 Use of Data 

All DMS data is the property of DHS/OHEP and is considered confidential. 

● Data use for non-OHEP purposes requires written approval from the State 
OHEP Director. 
 

● External data requests for research require a confidentiality statement. 
 

● Requests for individual applicant data require a signed release. 
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Chapter 14: General Policy – Application 

Management, Record Keeping, and 
Reporting 

Each Local Administering Agency (LAA) must manage application processing to 
ensure fair, timely, and consistent treatment of all applications in accordance with 
productivity standards set forth in this Operations Manual. This chapter defines the 
required procedures for application management, record keeping, and reporting to 
maintain compliance with Federal and State regulations. 

14.0 Policy – Application Management Requirements 

Effective application management begins at the point of receipt and continues 
through assignment, processing, and certification. Supervisors are responsible for 
ensuring prompt data entry and immediate assignment of applications to 
caseworkers, maintaining adherence to productivity standards outlined in this 
chapter. 

Because each LAA experiences different volumes and types of 
applications—including Categorical Eligibility, mail-in, consumer portal, in-office, and 
telephone applications—local procedures must balance these demands while 
prioritizing customers in crisis and ensuring timely payments to energy suppliers. 

14.1  Application Management – Overview and Background 

A. Seasonal Workload Variations 
 OHEP operations typically see an increase in application volume from fall through 
winter, driven by heating needs. Mail-in applications generally represent the majority 
of submissions. During this peak, rapid data entry, diligent application follow-up, and 
timely fiscal processing are essential. Local managers must actively monitor 
operations to prevent backlogs. The State OHEP office closely observes agency 
performance during this period and is available to assist in addressing any backlog 
concerns. 

B. Planning and Workflow Management 
 A clear, documented plan for distributing, tracking, and processing 
applications—particularly mail-in applications—is essential. Key questions for 
management include: 
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● How are Categorical Eligibility, Consumer Portal, and mailed applications 

received and opened? 
 

● How are mail-in applications assigned to workers using the tracking log? 
 

● How are high volumes of applications scanned into ECMS and filed to ensure 
accessibility? 
 

● What is the prioritized order for processing applications? 
 

● Are staff properly trained and assigned appropriate responsibilities? 
 

● Are Requests for Additional Information (RFAIs) issued within the required 
timeframe? 
 

Each LAA will have its own application intake trends. OHEP managers must identify 
these peaks and adjust staffing accordingly. Early-season backlogs can delay data 
entry and RFAIs, resulting in application processing delays, increased call volume, 
and higher demand for crisis services. 

As application intake slows, demands shift to certification, payment processing, 
supplier communication, crisis services, and outreach. Supervisors must carefully 
monitor every stage—from data entry to scanning, benefit notice preparation, and 
documentation. 

External factors such as extreme weather, energy shortages, price spikes, or 
economic downturns may also affect application volume and require operational 
adjustments. 

14.2 Application Processing Standards 

To maintain timely service and meet program expectations, the following practices 
are required: 

A. Scanning and Document Upload 

● Paper applications and documents are immediately uploaded to ECMS. 
 

● Telework staff may securely email encrypted documents for upload. 
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● Emailed applications are uploaded directly into ECM (MyMDThink/myDHR). 

 
● Categorical Eligibility applications are downloaded from the staging area with 

standardized file names. 
 

● Telephonic applications and signature pages are downloaded and scanned 
into ECMS. 
 

B. Document Handling 

● Original documents (e.g., driver’s licenses, Social Security cards, utility bills) are 
returned to customers promptly after scanning. 
 

● Original documents must not be retained. 
 

● All disposal follows FIA Document Disposal guidelines 
 

C. Application Assignment 

● Applications are logged into the shared Google Application Tracking Sheet or 
Excel sheet. 
 

● Assignments are rotated equitably among caseworkers. 
 

● Local maximum daily assignment limits for each application type (paper, 
telephonic, MyMDThink) are established. 
 

● Categorical Eligibility applications are assigned with specific daily limits. 
 

● Staff on full-day leave should not receive new assignments. 
 

● Data entry is performed from the digital file in ECMS by either clerical staff or 
case managers. 
 

● Each case assignment must be narrated in the Notes tab within the data 
management system. 
 

 

Updated May 2025 



 
D. Application Tracking 

● All applications must be tracked using the Application Tracking Sheet. 
 

● The State OHEP Quality Assurance Analyst and Director must have 
viewing/comment access. 
 

● Agencies unable to use the Google sheet must maintain an Excel tracking log 
available upon request. 
 

● The tracking sheet must: 
 

○ Include tabs for Pending, Denied, and Certified applications. 
 

○ Record applications by date received, type, and assigned worker. 
 

○ Highlight rows upon receipt of verifications. 
 

○ Document actions in the Notes tab. 
 

E. Application Processing 

● Process applications using the digital ECM file and tracking sheet. 
 

● Review all supporting documents and complete required system screens 
(E&E, SOLQi, Work Number, Beacon, etc.). 
 

● Verify utility information via supplier portals or email, saving screenshots/PDFs 
to ECM. 
 

● Complete additional forms with customers and scan to ECM. 
 

● Issue RFAIs through CDC as needed, with copies uploaded to ECM. 
 

● Maintain detailed narration for each action taken. 
 

F. Data Entry Timeline 
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● Log all applications immediately upon receipt. 

 
● Enter applications into the OHEP database within seven (7) calendar days of 

receipt. 
 

● If applications exceed this timeline and customer service is impacted, the LAA 
will be required to submit a corrective plan to meet the 7-day standard. 
 

G. Pending Applications 

● Requests for additional information must be sent within seven (7) days of 
application receipt, unless a crisis exists. 
 

● Four types of pending statuses: 
 

1. Applicant Information – Applicant has 15 days to respond before denial. 
 

2. Utility Supplier Information – Do not deny applications for lack of this 
information. 
 

3. Landlord Information – Do not deny applications for lack of this 
information. 
 

4. Worker Information – Do not deny applications due to incomplete 
internal data entry. 
 

● Applications pending for over 30 days must have documented reasons in the 
Notes tab. 
 

● Supervisors must review aging pending applications weekly and take action 
to resolve or deny where appropriate. 
 

● If 2% of an LAA’s applications remain pending for 45 days or more, a corrective 
action plan will be required. 
 

H. Application Review and Certification 
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● Certify applications within 10 working days after the application is complete 

and in Awaiting status. 
 

● Certification Process: 
 

○ Prioritize certifications oldest to newest using the tracking sheet. 
 

○ Run status reports to manage workload. 
 

○ Review applications and supporting documents in ECMS. 
 

○ Notify workers of corrections; log notification dates in the tracking 
sheet. 
 

○ Certify applications in the system when complete. 
 

○ Update tracking logs with certification dates. 

 

Eligible and Ineligible Household Members for OHEP BenefitsAn 'eligible household 
member' is a U.S. citizen or a qualified alien. Qualified aliens must be included as part 
of the household. A Social Security Number alone does not verify eligibility. LAAs 
must request additional documentation to determine OHEP eligibility, and proof 
must be maintained in the applicant's file. 
 
 

Eligible Categories & Acceptable Documentation 

·         - Lawfully admitted for permanent residence under the INA, 8 U.S.C. §§1101–1537 

·           • I-551 (Permanent Resident Card) 

·           • Unexpired Temporary I-551 stamp in a foreign passport or on Form I-94 

·         - Admitted as a refugee under §207 of the INA, 8 U.S.C. §1157 

·           • I-94 with admission stamp under section 207 

·           • I-688B annotated '274a.12(a)(3)' 
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·           • I-766 annotated 'A3' 

·           • I-571 (Refugee Travel Document) 

Ineligible Household Members 

An 'ineligible household member' is a person who is not a U.S. citizen or a qualified 
alien. While they may apply as the applicant, the household must have at least one 
eligible member to qualify for certification. They must provide proof of residence and 
income, though they are not included in the household count. Children under 18 are 
always counted in the household, regardless of citizenship status. 
 

Processing Applications Without Valid SSNs 

OHEP applications must be accepted from any household. However, at least one 
eligible household member is required to process benefits. The OHEP database has 
two key columns to track this: 
 A. 'Is a U.S. Citizen?' – Check if citizenship is documented. 
 B. 'Is Eligible?' – Check if the individual is a qualified household member. 
 Proof of eligibility must be included in the file for eligible non-citizens. Ineligible 
adults are not counted in the household number but their income is included in the 
total. All children under 18 are counted as household members and included in the 
benefit calculation, regardless of citizenship. 
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Appendix A - Application Forms 

Attachment A- Included Income 
Attachment B- Excluded Income 
Attachment C- Wage Verification Form 
Attachment D- Request for Additional Information 
Attachment E- Social Security Number Verification 
Attachment F- Proof of Residence 
Attachment G- Request for Fair Hearing 
Attachment H- Withdrawal Request for Fair Hearing 
Attachment I- Overpayment Letter #1 
Attachment J- Overpayment Letter #2 
Attachment K- Overpayment Letter #3 
Attachment L- Overpayment Letter with IPV #1 
Attachment M- Promissory Note and Confessed Judgment 
form 
Attachment N- Administrative Disqualification Hearing Waiver 
Attachment O- Disqualification Consent Agreement 
Attachment P-Administrative Disqualification Hearing 
Pamphlet 
Attachment Q- Notice of Administrative Disqualification 
Hearing Decision 
Attachment R- Consent to Release of Information Form 
Attachment S- Point in Time Waiver      
Attachment T- Physician Certification (PC) form 
Attachment U- DHCD form. 
Attachment V- Crisis Season Declaration Form 
Attachment W- OAH’s Transmittal for Department of Human 
Resources form 
Attachment X- Logon Request Form 
Attachment Y- FIA Document Disposal guidelines 
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Attachment Z- Outreach Log 
Attachment AA - MCCU Debt Referral 
Attachment AB - Advance Notice of Administrative Disqualification 
Hearing 
Attachment AC - OAH Transmittal Form for DHS 
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Attachment A Countable Income 
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Attachment B- Excluded Income 
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Attachment C- Wage Verification Form 
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Attachment D Request for Additional Information 
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Attachment E - Social Security Number Verification 
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Attachment F - Proof of Residence 
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Attachment G- Request for Fair Hearing 
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Attachment H- Withdrawal of Request for Hearing 
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Attachment I- Overpayment Letter 
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Attachment J- Overpayment Letter #2 
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Attachment K- Overpayment Letter #3 
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Attachment L- Overpayment Letter with IPV 
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Attachment M - Promissory Note and Confessed Judgment form 
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Attachment N- Administrative Disqualification Hearing Waiver 
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Attachment O- Disqualification Consent Agreement 
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Attachment P- Administrative Disqualification Hearing Phamplet  
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Attachment Q- Administrative Hearing Decision 
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Attachment R- Consent to Release Information 
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Attachment S- Point in Time Waiver 
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Attachment T- Physician Certification form 
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Attachment U - DHCD Referral Form 
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Attachment V- Crisis Declaration Form 
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Attachment W- Office of Administrative Hearing/Transmittal 
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Attachment X- Logon Request Form 
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Attachment Y- FIA Document Disposal guidelines 
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Attachment Z- Outreach Log 
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Attachment AA - MCCU Debt Referral 
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Attachment AB - Advance Notice of Administrative Disqualification Hearing 

 

 

Updated May 2025 



 

 

 

Updated May 2025 



 
Attachment AC - OAH Transmittal Form for DHS
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