Appendix 15.- OHEP Monitoring Report

Home Energy
@~ Programs

Your Home Energy Partner

Maryland Department of Human Services
Office of Home Energy Programs

311 West Saratoga Street

Baltimore, MD 21201

FINAL MONITORING REPORT

Agency: AGENCY NAME

Monitored by:

k
o
5

Date of Visit:




Executive Summary:

Monitoring is the process by which the State Office of Home Energy Programs (OHEP) periodically
reviews the implementation of regulations, policies, and procedures as set forth in COMAR, the OHEP
Operations Manual, and Action Transmittals issued by the State OHEP Director. Monitoring is also used
to assess the fulfillment of contractual obligations.

AGENCY NAME was monitored on DATE by the State Office of Home Energy Programs. The State
Monitor conducted an initial entrance meeting with NAME, the TITLE, and appropriate staff to explain
the purpose and expectations of the visit. The monitor pulled a random sample of 25 agency files to
review each stage of the application process: certified, paid, denied, and crisis. An exit interview was
completed with NAME , TITLE and appropriate staff to review preliminary observations from the
monitoring visit.

Findings and Concerns:

During the monitoring visit, this local agency had a total of Click here to enter text. errors found in the
Case File Monitoring Review. This error rate is based on the total number of errors found in the
following sections of the case file monitoring review: Application Completeness and Accuracy,
Documentation, Systems Verifications and Denied Case Review. There were a total of Click here to
enter text. Findings in the following areas: Click here to enter text.. There were a total of Click here to
enter text. Concerns in the following areas: Click here to enter text.. Areas of Concern indicate that the
LAA must make improvement in the program area, but the issue does not constitute a material
weakness. A Finding indicates that a material weakness has been identified and a corrective action plan
must be executed to correct the problem.

Program Monitored Areas:

Case File Monitoring

Outreach

Customer Service

Language Access

myDHR

Customer Relationship Management (CRM) Tool
Application Timeliness

Application Denial Rates

Fraud Prevention & Enforcement

Computer Information/Security

Application Documentation Scanning (ECMS)
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Fiscal Monitored Areas:
General

Cash Receipts
Purchasing

Cash Disbursements
Payroll

Property & Equipment
Indirect Costs
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The following provides an analysis of how the LAA is adhering to the policy and standards as set forth

from State OHEP.

1. Case File Monitoring -
a. Application Completeness and Accuracy

Comments

Findings

Concerns

Corrective Action
Recommendation i

b. Documentation

Comments

Findings

Concerns

Corrective Action
Recommendation

c. System Verifications

Comments

Findings

Concerns

Corrective Action
Recommendation

d. Denied Case Review

Comments

Findings

Concerns

Corrective Action
Recommendation

2. Outreach

Comments

Findings

Concerns
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Corrective Action
Recommendation

3. Customer Service

Comments

Findings

Concerns

Corrective Action
Recommendation

4. Language Access

Comments

Findings

Concerns

Corrective Action
Recommendation

5. myDHR

‘Comments

Findings

Concerns

Corrective Action
Recommendation

6. Customer Relationship Management (CRM) Tool

Comments

Findings

Concerns

Corrective Action
Recommendation

7. Application Timeliness

Comments

_ﬁndings

Concerns

Corrective Action
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Recommendation

|

8. Application Denial Rates

Comments

Findings

Concerns

Corrective Action
Recommendation

9. Fraud Prevention & Enforcement

Comments

Findings

Concerns

Corrective Action
Recommendation

10. Computer Information/Security

Comments

Findings

Concerns

Corrective Action
Recommendation

11. Application Documentation Scanning (ECMS)

Comments

Findings

Concerns

Corrective Action
Recommendation
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Comments

Findings

Corrective Action

Recomynengﬂation
2. CashReceipts

Comments

Findings

Corrective Action

Recommendation

3. Purchasing, Receiving, and Accounts Payable

Comments

Findings

Corrective Action
Recommendation

4. Cash Disbursem

Comments

Findings

Corrective Action
Recommendation

5. Payroll

Comments

Findings

Corrective Action
Recommendation

6. Property and Eq

Comments

Findings

Corrective Action

7. Indirect Cost

Comments
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Findings

Corrective Action

State OHEP Director:

Name

Signature Date

State OHEP Assistant Director of Administration:

Name

Signature Date

State OHEP Quality Assurance Analyst:

Name

Signature Date
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SUMMARY SHEET

SAMPLE SIZE:

CERTIFIED CASE FILE REVIEW:

plication Completeness and Accuracy

Number of Errors

Applicant Information

Living Arrangements

Renter's only section

Household members

Household income

Electric Universal Services Programs

MD Energy Assistance Program

Applicant Signature & Date

Office use only section

TOTAL NUMBER OF ERRORS

1l. Documentation Review

Number of Errors

=

Proof of identity

Proof of residence

Verification of SSN for all household members

Proof of income

Recent utility bill

Other supporting Documentation

TOTAL NUMBER OF ERRORS

ystem Verifications

Number of Errors

Client Information

Living Arrangements

Household Members

Supplier Information

Crisis Information

Summary

Benefit Notice/Appeal Rights

TOTAL NUMBER OF ERRORS

DENIED CASE REVIEW

Number of Errors

Reason for Denial

Request for Additional Information

Denial Letter/Appeal Rights

Workers Signature & Date

System Verification

TOTAL NUMBER OF ERRORS
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