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Vendor Agreements

e Vendor agreements should be entered into with the
LIHEAP grantee, not local administering offices or
CAAs

* Agreements need to ensure LIHEAP participants are
not treated differently from other customers

e Should be renewed every 1-2 years

* In-depth training on vendor agreements is available at
https://www.acf.hhs.gov/ocs/resource/liheap-trainings


Presenter
Presentation Notes
Have your State LIHEAP Office produce a State Wide Vendor Agreement for all Deliverable Fuels and LDA’s to use.  This allows consistency and all of the legal assurances to be covered in the Vendor Agreement.  Even if the LIHEAP Program is Administered by a Local Delegate Agency (LDA’s) the State LIHEAP Office should produce the Vendor Participation Agreement for all parties to use. The agreement should cover all the normal laws and rules for the LIHEAP Program.  i.e. shall not discriminate against any eligible household in regards to terms and conditions of sale, credits, delivery price, program participation, race, religion, color, sex, military status, national origin, disability, age or ancestry  .
 
Also the Vendor Agreement should include language complying with all State Laws and regulations pertaining to a Business, whether it’s a LLC., or Self Employed Vendor.
 
The Vendor Participation Agreement should be renewed at least every two years if not annually.


Vendor Agreement Renewal / Approval

* Vendor agreements need to be created/updated with
iInput from your legal team to ensure compliance with
state/federal laws and LIHEAP assurances

e Check vendor EIN against state/federal debarment
lists to ensure vendor is in good standing

e Check for new ownership, mergers, and territory
changes

* In-depth training on vendor agreements is available at
https://www.acf.hhs.gov/ocs/resource/liheap-trainings
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Presentation Notes
1) Have your Legal Department update the Vendor Participation Agreement with all the updated information pertaining to State/Federal Laws and all of the LIHEAP Assurances.
2) After receiving the New Vendor Agreement and should list the Business EIN or Social Security Number for the Business.
3) Check the EIN Number or Social Security Number against the State/Federal Debarment List. This is to make sure the Company does not owe any back taxes to the State or Federal Government.   Make sure the Vendor Agreements are signed by the Owner or Authorized Agent. .
4) If a Vendor is bought out or changes their Business name use the same procedures as above.



Vendor Training

e Provide vendor training before each LIHEAP season

e Training should include:

e Updates to program including policies for crisis and
heating/cooling

e Required forms and paperwork for processing a LIHEAP
benefit

e How to handle refunds or overpayments

e Vendor training should include local administering
agencies if applicable


Presenter
Presentation Notes
Prior to the start of the LIHEAP season hold training for all Vendors.  This can be done locally, regional or state-wide.  It is a Best Practice to hold local training between the Vendors and the LDA in their Service Territory.  
This allows them to go all of the LIHEAP updates, polices for the Emergency Crisis and Regular Programs.  Also the LDA and Vendor’s Finance Office can go over all of the necessary forms and paperwork for processing a benefit for the LIHEAP household.  All aspects of the payment process should be discussed.  This includes any overpayments or refunds that need to go back to the LDA or LIHEAP Grantee.  .   
At the start of the LIHEAP season provide an updated Vendor Listing for all LDA’s to use for their LIHEAP Customers.  



Vendor Oversight

Vendor agreement should include language giving LIHEAP office the
right to audit payments or address issues pertaining to LIHEAP
customers

Set up regular monitoring or audit process for all vendors. Grantees with
a large number of small vendors should determine reasonable
process/frequency of monitoring

In addition to monitoring, LIHEAP offices can spot check vendors:

e Follow-up on LIHEAP customer complaints about benefits or improper
charges

e Conduct analysis of samples of LIHEAP customer files

o If multiple complaints or irregularities discovered, grantee should set up
an on-site monitoring of vendor to determine if there are larger issues

e Send out a LIHEAP customer feedback survey each year that includes
guesitons about issues with vendors
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Presentation Notes
Most LIHEAP Grantee’s do not have the staff and money to complete routine audits or monitoring visits to the high number of Non-Regulated Fuel Vendors.  Your Vendor Participation Agreement should have language giving the LIHEAP Office the right to audit any payments or issues with Vendors pertaining to LIHEAP Households and their benefit.
 
There are items a LIHEAP Grantee can do if they do not routinely audit these companies.
 
If a LIHEAP household calls about their benefit or any special charges the State LIHEAP Office or LDA should follow up with the company and household to see if any improper charges were added. 
Conduct some samples of LIHEAP Households and their benefit from the Vendor. Make sure no special charges were made because the customer received LIHEAP.   If more than one households complains about their benefit or delivery the LIHEAP Office should visit the company and do a more indebt audit of LIHEAP households and their payments.
A LIHEAP customer feedback survey could be used each year to see if the LIHEAP Household received the proper benefit and if there were any issues with the Vendor. 



Vendor Issue: Improper Charges

Example: Propane company adding pressure testing charges for
LIHEAP customers and additional charges for customers with bad
credit

Resolution: Require vendor to refund improper charges, notify
vendor that charging LIHEAP customers differently from other
clients is violation of vendor agreement and LIHEAP assurances.

Prevention:

* Require vendor to provide updated list of potential additional
charges and dollar amounts

e Ensure vendor agreement spells out policies for additional
charges and requirement for equal treatment of LIHEAP
customers


Presenter
Presentation Notes
Wood Vendor received payment for LIHEAP customers in which they indicated they had enough wood to delivery, but ran out of seasoned wood to complete the transaction.
 
Propane company adding higher charges for pressure testing for LIHEAP customers virus their regular customer.  Same company was charging additional costs for a new customer because they had bad credit.
 
Another example, which I’m sure Mike will talk about with the disaster in Texas, dealing with the Fuel Vendor could not make it up to the LIHEAP households tank due to the weather or because of the flooded roads/driveway.
 



Vendor Issue: Supply Shortages

Example: Wood vendor received payment for LIHEAP
customers but ran out of wood before servicing customers

Resolution: Vendor returned funds and LIHEAP customers
were served by other local vendors

Prevention:

e Establish in vendor agreement that vendor will be paid
upon receipt

e Require in vendor agreement that vendor source wood
from other supplier to fulfill delivery

e Call vendor prior to payment to ensure inventory
(particularly for new vendor)


Presenter
Presentation Notes
Wood Vendor received payment for LIHEAP customers in which they indicated they had enough wood to delivery, but ran out of seasoned wood to complete the transaction.
 
Propane company adding higher charges for pressure testing for LIHEAP customers virus their regular customer.  Same company was charging additional costs for a new customer because they had bad credit.
 
Another example, which I’m sure Mike will talk about with the disaster in Texas, dealing with the Fuel Vendor could not make it up to the LIHEAP households tank due to the weather or because of the flooded roads/driveway.
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Presentation Notes
I want to thank the Office of Community Services Division of Energy Assistance and NEADA for the invitation to speak at the LIHEAP National Conference.  When Cass called me about speaking at the conference about vendor management, I reminded her that I spoke about vendor monitoring and payment controls at the 2013 National Training conference in San Diego.  Cass was aware of this and wanted me to take a different approach focusing on vendor relationships.


LIHEAP Virtual Library

» https://liheappm.acf.hhs.gov/assessment/#nbb
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Presentation Notes
The LIHEAP Virtual Library is a good starting point for working through the vendor process including the vendor agreements and the relationship you develop with your vendors.

https://liheappm.acf.hhs.gov/assessment/#nbb

LIHEAP Virtual Library

The LIHEAP Virtual Library allows grantees to locate resources based on their unique needs. This tool not only provides basic T/TA
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Vendor Agreements

What is a vendor agreement? You are expected to have vendor agreements in place
assure that vendors comply with basic LIHEAP guidelines. Vendor agreements shoul
also include language that allows for Performance Measure data collection and Progr
Integrity practices.

Need a brief overview?
Get the Vendor Agreement Snapshot

...0r dig a little deeper:

Expand the categories below and check the items you'd like to add to your toolbox.

I'm creating or updating ! q and Id like to have a list
of elements I should be including (or at least thinking about).

I'd like to see examples of LIHEAP vendor agreements.

1'd like to know how I can use vendor agreements to increase program

integrity.

1'd like to know how I collaborate with other g
agreements (e.g., multi-state energy suppliers).

I need to know what I should be updating in my vendor agreements to
meet LIHEAP Performance Measure requirements.
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Let’s take a look at the topic area about vendor agreements in the LIHEAP Virtual Library.  This information will assist you in developing or revising your vendor agreement.  It gives you elements to include, samples of other state’s agreements that are included on the LIHEAP Clearinghouse and how to collaborate with other grantees to develop vendor agreements with multi-state energy suppliers.

Strong well written vendor agreements serve as the foundation of your relationship with vendors.  The agreement will include the regulations and rules to ensure compliance issues.  The agreement sets out for both parties the expectations and can be referenced when issues come up concerning pledges and payments.  When ever possible be flexible so more vendors will participate.  You may want to consider including them in developing your agreement.  In the Missouri agreement we have several places where we indicate they “may” take an action such as waiving deposits.  This allow some vendors the opportunity to waive these fees.   

When ever possible, automate the eligibility verification and payment processing to encourage vendors to participate. It is also important to make sure they are aware of any upcoming system changes as far in advance as possible as they will need to coordinate Information Technology resources. 

Have a good vendor agreement sets out the expectations of LIHEAP for both the vendor, contractors and state staff.  It provides clarity if there are any questions. 


Vendor Policy

» LIHEAP Policy and Procedures
Manual

» https://dss.mo.gov/fsd/energy-
assistance/pdf/liheap—-manual-
2018.pdf

» Supplier Section

p—
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Presentation Notes
In addition to having a detailed vendor agreement it is important to have policy that provides more detail concerning program requirements for both LIHEAP contractors and vendors.  In Missouri we have a LIHEAP Policy and Procedures Manual that includes both a payment and a supplier section The payment section is written for our contractors to understand how payments are processed and what the expectations are when payments and refunds are completed.  The supplier section provides suppliers a step-by-step guide to access the system, approving customer eligibility payments, receiving payments, debit, credits and refunds.  It also includes usage and performance management data collection. This is used to train new suppliers as well as using as a reference with current suppliers so they understand how LIHEAP processing is handled. 

https://dss.mo.gov/fsd/energy-assistance/pdf/liheap-manual-2018.pdf
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Stakeholder/Vendor Relationships

Stakehclders are parties that have an interest or stake in LIHEAP. These can include
LIHEAP customers, staff, sub grantee staff, utility companies, municipalities, coops,
deliverable fuel suppliers, vendor profession associations, public utility commission.

Need a brief overview?

...0r dig 2 little deeper:

Expand the categories below and check the items you'd like to add to your toolbox

I need to know how to identify LIHEAP stakeholders.

I'd like some ideas and gi hip
I'd like some ideas and gl g
process.

I would like some ideas and strategies for collaboratively working with
public utility regulators.

I'd like some ideas and st ies for lati hips with dors
and vendor associations.
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Let’s now discuss vendor relationships. The LIHEAP Virtual Library has a topic area to assist with this.  The foundation can be your vendor agreement and working to build these relationships can become a critical part of the success of LIHEAP in your state or tribe.   There are many resources on building strong relationships with stakeholders including vendors. 


Collaboration and Communication

» Metro Meetings

» Webinars

» Local Supplier Meetings

» Local Agency Relationships
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A few times a year, our state meets with utility vendors and LIHEAP contractors that provide services in the larger metropolitan areas to discuss any issues.  This can include providing updates, reviewing the past year performance management data, and making plans for the upcoming season.  These meetings give the opportunity for all the stakeholders to ask questions and coordinate resources.

Missouri also provides a once a year webinar for all suppliers to provide updates and share information.  In the past, we tried to have in person meetings but found that many of the more rural and smaller vendors were unable to attend.  Last year we conducted a webinar and saw much more participation. (Up to over 100 callers.) 

I also attend local supplier meetings conducted by LIHEAP contractors.  These are great opportunities to meet suppliers and understand their perspectives and issues.  Examples: Spire’s Annual Appreciation Lunch and Ozark Area Community Action Agency’s Supplier meeting.

When issues come up during the season, we work with the local LIHEAP contractors and vendors to resolve these issues.  Some of the issues include payment processing and communication including how and when to make pledges to avoid disconnections.  Example: Municipal supplier that wanted pledges by email and did not want to receive calls after 4:00 if possible.


Supplier Relationships

» Knowing Supplier Contacts
» Having staff dedicated to assisting
suppliers.

» Sharing data from system and the
Performance Management Web
Site.

» Being as transparent as possible.

» Building trust.
T
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It’s important that both the local and state level know who to contact when there is a customer service issue.  We can all work together to resolve the concern and provide information to the customer.

If you can have one person as a “point of contact” for the supplier to call that will assist them with any issues such as payments, credits and refunds this can be very beneficial.  Again, they develop a relationship with that person and can count on responsiveness and customer service from your agency.

I share as much data as I can with my suppliers and show them the data from the Performance Management web site which they can access directly.  If they need more current data they can contact me for this.  We have also provided ad hoc reports for specific information they request.  I have found sharing this information and being as transparent as possible builds the trust and provides the opportunity to work collaboratively on the program.


Missouri Example

» Pre—Certification Process Change
» Supplier Meeting
» Implementation Workgroup
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In 2012 we brought together a work group to look at LIHEAP for process improvements.  After meeting for a few years the recommendation was to implement a pre-certification process of applications.

In the past we started processing elderly and disabled applications on October 1st and all other households November 1st.  Based on many factors including the weather, when we received federal funding and processing concerns we decided after talking to other states we would change LIHEAP processing and payments.

The change was to continue to accept elderly and disabled applications on October 1st and the agencies would be given a month for processing before the crisis program started.  The suppliers would not receive the first payment until after November 1st for these households.  For all other households, applications could be accepted November 1st. Crisis and payments on these households would not start until December 1st.

This allowed the agencies to focus on processing eligibility for cases before the crisis program began.

We met with all stakeholders including the suppliers by having a meeting to review our funding and processing issues.  Most of the utilities agreed with our approach.  They did request an additional year for implementation to make sure customers received notification of the change.

Working together with LIHEAP contractors and suppliers in an implementation workgroup we successfully made this change to Missouri’s program.  The change was added to our eligibility letters, we issued statewide public service announcements (PSA) and utility providers added this to their billing inserts. 

This change has assisted with providing benefits when the temperatures are cooler and payment is made after federal funding is received.  Because we all worked together to make sure customers were aware this change, we did not see a large increase in customer complaints.  Agency staff indicated it was the best year of processing they can remember.   


Vendor Monitoring

» Performance Management Data
» Usage and Consumption
» Future Plans



Presenter
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Missouri has been collecting performance management data including credit balances, usage and consumption data for many years. 

We have a staff member review the credit report identifying any credit issues and they work with the vendors to resolve these issues including requesting refunds for benefits not utilized.

We also identify issues when complete the Performance Measurement report for optional measures where some households had high usage.  We have a case where one of our vendors sent staff to verify the property was still residential.  It turns out that many additions had been made to the home and they were not done well causing the usage to increase.

We are working to hire another part-time staff member to assist with supplier monitoring.  I would like for them to develop a supplier risk assessment and desk monitoring process using the reports we currently generate. 


Contact Information

Heather Jones, LIHEAP Manager
Family Support Division
573-526-0677

Heather.Jones@dss.mo.gov
https://dss.mo.gov/fsd/energy-assistance/index.htm
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Presentation Notes
Thank you for the opportunity to speak today about vendor management.  Please see my contact information if you have any questions concerning vendor relationships and/or agreements. 

mailto:Heather.Jones@dss.mo.gov
https://dss.mo.gov/fsd/energy-assistance/index.htm
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