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Energy Vendor Monitoring SP Review Tool
Service Provider Review Tool

Service Providers monitor a portion of energy vendors annually to assure compliance with EAP policies. This tool provides instructions for conducting monitoring and reviewing information provided by the energy vendor.  Service Providers should complete this tool for each energy vendor monitored.
Service Provider Monitoring Instructions:
The Service Provider conducts energy vendor monitoring using, but not limited to, the following steps:

1. Select 5% of the Service Provider’s energy vendors including a variety of fuel providers. 

2. Randomly select a portion of each energy vendor’s household accounts for review.
3. Obtain from selected energy vendors (via mail or on-site), a completed Energy Vendor Monitoring Report and household records (showing activity such as: usage, account balance, payments)
4. Compare energy vendor’s cost and consumption records to information provided in eHEAT.

5. Use energy vendor records to trace EAP payments for sampled households. Confirm households were credited full amount of EAP payments and that payment processing followed EAP policies.
6. Examine energy vendor delivery records. Confirm that households received the proper amounts of fuel, materials or services.

7. Through energy vendor records confirm that households used EAP payments only for home energy (heat & electricity) costs.  EAP payments cannot be credited to service contracts, water, sewer, garbage, cable, internet, telephone, gasoline, machine parts, engine oil, etc. 

8. Confirm energy vendors provided services within the appropriate period of time.

	Energy Vendor:
	
	Vendor #:
	

	Service Provider Reviewer:
	
	Date Completed:
	


Service Provider’s Monitoring Conclusions:

Using the information provided by the energy vendor in the Energy Vendor Monitoring Report and through energy vendor household records, to complete the following assessment of the energy vendor’s compliance with EAP policies:
EAP Payments

	
	Yes
	
	No


1. Were all EAP payments properly applied to the households’ accounts?
If “no” explain: 
	
	Yes
	
	No


2. If the energy vendor offers other services (water, trash, garbage, etc), were the EAP payments only applied to heating and/or electric costs?  

If “no” explain:
	
	Yes
	
	No


3. Were EAP payments applied to the account before other types of payments (for example: household payments, Salvation Army payments, etc). 
Consumption

	
	Yes
	
	No


4. Did consumption information previously provided by energy vendors in eHEAT match energy vendor(s) records? 
Crisis
	
	Yes
	
	No


5. Has the energy vendor had any compliance issues this program year in regards to Crisis policies (e.g., delayed service response, crisis creating credits on accounts, etc)?
Refunds

	
	Yes
	
	No


6. Did the energy vendor appropriately send EAP a refund within 10 days after the household ceased as a client (if applicable in files reviewed)? 
	
	No applicable files


Summary of Findings (through auditing of files or observations during the program year):
When summarizing your review and findings, include:
· Description of why these discrepancies occurred

· If there was any intentional disregard of policy
· If the issue is an outlier or if there is a pattern of problems
Summary:
When determining next steps, consider:
· Is a greater sample size and review needed

· Is corrective action needed (If you are unsure, call Commerce)
· What additional training should be provided, if the energy vendor doesn’t understand or doesn’t follow policies and procedures
· Reporting patterns of problems to Commerce
Next Steps:
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