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1) Recommendation: The LIGB recommends that the CPUC approve a structure for Low-Income program delivery consisting of the specific roles for the various entities defined in the attached document: “Summary of Roles and Responsibilities Under the New Low-Income Program Structure” (Attachment A). This document defines specific responsibilities for:


The Low-Income Governing Board (LIGB);


LIGB Staff and Agents;


A statewide program administrator for the Low-Income Energy Efficiency (LIEE) program (LIEE IPA);


A statewide program administrator for the CARE program (IPA); 


An Independent Audit and Evaluation Service; 


Entities delivering energy efficiency and CARE services under the direction of program administrators (implementors), and


The distribution utilities (UDCs).











Discussion: The LIGB decided to recommend, at its January, 29, 1998 meeting, that the fundamental structure for low-income program delivery under independent administration would be a statewide independent administrator for the LIEE program (LIEE IPA), a statewide administrator for the CARE program (CARE IPA) and an inspector for the LIEE program that would be independent of the IPA for the purpose of program evaluation.  The Board allowed for the option that one entity could bid on and be granted the contract for both the LIEE and CARE IPAs.
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2) Recommendation: The LIGB recommends that the CPUC define the role of the LIEE IPA as the entity that has the responsibility for administration and implementation of the energy efficiency program for low-income households. The LIEE IPA will have responsibility, under CPUC and LIGB oversight, for all aspects of LIEE program delivery except Measurement and Evaluation.  This would include planning and developing the program, implementing it, monitoring results, improving it and setting up a process to resolve complaints.  The LIEE IPA has the option of implementing these tasks directly or through subcontracting with other entities.  The IPA will provide systems for quality assurance and quality control and will be held accountable for its administration of the program.  











Discussion:  This recommendation has been revised to reflect the LIGB’s preference that the LIEE IPA not be responsible for Measurement and Evaluation and that the role of the Independent Audit and Evaluation Service for the LIEE program be expanded accordingly.  As a practical matter to maintain quality assurance and control, the LIEE IPA will conduct internal assessment and evaluation of its own administration and as a contract management tool for the implementors.  However, the independent service is designed to provide unbiased assessments of the overall performance of the LIEE, and will be the basis for determining performance incentives and other purposes where IPA self-interest would reduce the credibility of the information.  The Independent Audit and Evaluation Service is envisioned to operate on a random spot check basis – with a larger sample number if warranted by evidence of poor IPA performance.


Given this reallocation of responsibility, it would no longer be necessary to maintain a strict separation between the previously defined pre-and-post installation functions of the IPA and the role of contracted implementors who would do the actual installation. The intention had been to require an arms-length relationship between the IPA and the contracted implementors to minimize self-dealing and provide a quality control check.


Expansion of the potential role of the IPA, joined with a corresponding expansion of the role of the Independent Audit and Evaluation Service would allow the IPA to assume more responsibility for direct program delivery and more flexibility to combine this function with others. It might allow, for example, the possibility of block qualification, one-stop assessment and installation, and other program-delivery possibilities. Quality control over installation of measures, as well as the design and content of the entire program administered by the IPA, would be ensured through the inspection, monitoring, evaluation, reporting and consultation functions of the Independent Audit and Evaluation Service. 
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3) Recommendation: The LIGB recommends that the CPUC define the role of the CARE IPA as the entity that has the responsibility for administration and implementation of the California Alternative Rates for Energy program for low-income households. The CARE IPA will have responsibility, under CPUC and LIGB oversight, for all aspects of the CARE program delivery except Measurement and Evaluation.  This would include planning and developing the program, implementing it, monitoring results, improving it and setting up a process to resolve complaints.  The CARE IPA has the option of implementing these tasks directly or through subcontracting with other entities.  The IPA will provide systems for quality assurance and quality control and will be held accountable for its administration of the program.  











Discussion:  This recommendation has been revised to reflect the LIGB’s preference that the CARE IPA not have responsibility for developing and maintaining the data base for use by the CARE and LIEE programs.  That issue is addressed in a later recommendation.


	The CARE IPA will have to coordinate closely with the utility distribution companies because the rate discounts are most easily implemented through the entity conducting the billing.  The CARE IPA is very dependent on ready access to eligible and enrolled customer data.  CARE participation is dependent on the public awareness and outreach, which is one of the key responsibilities of the CARE IPA.
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4) Recommendation: The LIGB recommends that the CPUC define the role of the Independent Audit and Evaluation Service as the entity responsible for evaluating all aspects of program design and delivery to ensure that objectives set by the LIGB are met and that the LIEE and CARE programs are continually evaluated and improved.  For the LIEE program, these responsibilities will include conducting post-installation inspections of a representative sample of homes, as well as customer polling, in order to provide the LIEE IPA, the LIGB and the CPUC with information that will allow for evaluation of program performance.  For the CARE program, these responsibilities will include a process evaluation to examine whether the outreach efforts are successful.  These evaluations will also provide the basis for determination of IPA performance incentives.











Discussion:  The LIGB has expressed a preference for expansion of the role of the Independent Audit and Evaluation Service to provide the necessary assessment and evaluation of the LIEE program and allow a collaborative feedback process for continual program evaluation and improvement.  The role has been further expanded to cover the process evaluations (focussing on administrative procedures and management affecting program delivery) of both the LIEE and CARE programs.  The role of the Independent Audit and Evaluation Service will be to act as the eyes and ears of the LIGB and the CPUC to provide an independent evaluation of the quality of program design, of the work performed, the effectiveness of installed measures, the efficiency of installation work and the level of customer satisfaction, among other program functions.  


Primary responsibility for inspection of LIEE work performed at each household will rest with the IPA, as part of its post-installation function.  The Independent Audit and Evaluation Service will inspect a sufficient number of installations to provide a quality assurance check on the work of the IPA and its subcontractors and to further analyze issues of measure effectiveness and customer satisfaction.  These evaluations will provide the basis for determination of performance incentives, or penalties for the LIEE IPA. 
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5) Recommendation: The LIGB recommends that the CPUC recognize that the utilities will continue to have some role in the delivery of low-income programs even after transition to independent administration and that the utilities be allowed to recover appropriate costs involved with this role.











Discussion:  The utilities will continue to play an important role. Customers will continue to approach representatives of their distribution utilities with queries regarding programs and bills.  These queries must be either answered or referred. Utilities may be asked to provide data to provide leads on enrollment or to assist program assessment. UDCs will also have responsibility for determining, collecting and transferring PGC funds and of reconciling bills for CARE program customers.  IPAs may contract with UDCs to provide enrollment or other services. These roles should be recognized and the utilities allowed rate recovery for them.  


In addition, the utilities have computer and data handling capabilities associated with their customer billing systems that may prove very cost-effective way to provide support to the CARE and LIEE IPAs.  The utility costs associated with their delivery of low-income programs have been incremental to other costs associated with customer billing.  To the extent that the IPAs would develop new systems, they may be charged at full cost to the CARE and LIEE programs, and thus may be more costly than contracting for continued use of the utility systems.  


The utilities, using ratepayer money, also have developed training resources, both facilities and personnel that will be difficult or expensive to duplicate.  Thus it may be very cost effective for an IPA to contract with the utilities to provide training services rather than develop its own.
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6) Recommendation: The LIGB recommends that the CPUC approve and establish a rigorous system of assessing, auditing, and evaluating LIEE and CARE program performance with the intent of assuring quality control, cost efficiency, customer satisfaction, and increased services.  The system should consist of four levels of review to independently review and determine program effectiveness.  


The LIEE implementors’ internal inspections to ensure that the correct measures have been properly installed.


The CARE and LIEE IPA’s internal audits and inspections to monitor and improve IPA’s own performance, and in the case of LIEE, to also manage implementors’ contracts and oversee their performance.  These services would be provided internally by the IPA or under contract to the IPA.


The Independent Audit and Evaluation Service would provide external independent assessments of the LIEE and CARE program delivery system and impact results.  The Independent Audit and Evaluation Service would be employed by the CPUC under the direction of the LIGB.


The Independent Annual Audit would provide an annual assessment of the entire LIEE and CARE delivery system, including the role of the LIGB.  An independent contractor hired by the CPUC would perform the Independent Annual Audit.








Discussion:  The need for credible, reliable assessments of the CARE and LIEE programs requires audits, assessments and evaluation to be performed at several levels.  The IPA and implementors have need for information for the purposes of internal management.  Thus, internal audits, inspections, assessments, measurement and evaluation are all part of the management system that these contractors must have in order to do the work.  In addition, the IPA must also conduct inspections and evaluations of its subcontractors, the implementors, to assure that the program is delivering LIEE measures and services appropriately.


The LIGB and the CPUC will want unbiased, independent information regarding the performance of the IPAs and the program overall.  The overall program performance is important so that information about the costs and benefits derived from the programs can be communicated to the Legislature, the general public and others.  The Independent Audit and Evaluation Service provides that assessment by conducting ongoing spot checks on all aspects of the LIEE and CARE programs.  


The LIGB and CPUC will also want an assessment of the entire low income program delivery system, including the roles of the LIGB and potentially the CPUC.  This birds-eye view of the entire system should be done annually, funded by the CPUC, or perhaps another agency.


The key is to provide appropriate checks and balances to ensure that program delivery is efficient and high quality. 
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7) Recommendation: The LIGB recommends that the CPUC consider the role utilities should have in providing training to IPA staff, implementors, the Independent Audit and Evaluation Team, and other persons involved in the delivery of low income programs.  








Discussion:  An effective training program is critical to the success of the LIEE and CARE programs.  The training is necessary to provide uniform quality statewide service in an efficient and low-cost manner.  Training will be required for the IPA staff, topics including how to conduct outreach, how to enroll and verify eligibility, when and how LIEE measures should be implemented, and so on.  The training is necessary for both technical matters (e.g., how to install a measure) as well as procedural (e.g., how to determine income eligibility and file an application).


The utilities have developed training facilities and programs in their conduct of the low-income programs.  PG&E has, for example, state-of-the-art energy training and demonstration facilities for commercial and residential buildings, and perhaps even more importantly, expert staff and faculty to conduct the training.  The utility resources are valuable, have been paid for by ratepayers, and should not be lost or unnecessarily replicated by the IPAs. 


	At least two options exist to preserve these valuable training assets.  One of them is to transfer the assets to the IPAs at some price to be determined by the utilities and the CPUC.  Under this approach, the physical training assets would be included in the upcoming assets and liabilities process.  The drawbacks are that the personnel assets (trainers) would be lost under this approach, and that the preservation of the facility would once again be in question when the first IPAs' contracts expired.


	Another approach would be to allow/encourage/require the utilities to maintain the training facilities and personnel and lease them to the IPAs, or enter into contracts to provide services to the IPAs.  


The CPUC should preserve the State’s training resource infrastructure, and determine how best to allocate costs to the LIEE and CARE programs.  Note that these facilities also have applicability to the CBEE’s energy efficiency efforts.
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8) Recommendation: The LIGB recommends that appropriate CPUC and State of California staff attend the LIGB’s meeting to discuss data systems issues related to the CARE and LIEE programs.  In particular, the potential role of the utilities’ data systems for meeting IPA data system needs, and the terms and conditions under which the utility data systems would be made available, require the assistance of the CPUC and the State of California.








Discussion:   At its September 29, 1998 meeting, the LIGB considered a proposal to make the development and management of the low-income data system a responsibility of the CARE IPA.  The rationale for that proposal was that the CARE IPA is very data intensive, needing the capability to handle several million customers on a continuous basis to assure that each CARE recipient is properly credited on each month’s bill.  Centralizing the data management system in the CARE IPA would result in uniform statewide application and availability of the data. 


The LIGB determined that the data systems issue required further assessment.  The LIGB was concerned that centralizing a critical database in one location statewide could be too costly and susceptible to failure.  It wished to consider a more decentralized option, and to remove it from the responsibilities of the CARE IPA.


The October 2 and October 22 versions of the roles and responsibilities recommendations more carefully separate the use of the database from the maintenance of the database.  Thus the IPA’s need to have access to the database to enroll customers is an IPA responsibility, while the maintenance of the database as an archival record of who was enrolled may be the responsibility of another entity.  The October 22 version also reflects the comments from the Advisory Committee on October 20-21.


To determine the best data system approach it is first necessary to determine what the data system will be used for.  The CARE database is relatively large, must handle on the order of a million customers per year.  CARE data turnover is quite rapid; the database changes daily and becomes obsolete in several three years.  By comparison, the LIEE data base is much smaller, handling about 50,000 customers per year, but needs to be maintained for a longer period of time to maintain an archival record of when and what LIEE measures a customer received.  Generally speaking, the data system can be used for:


Managing the program: This requires real time access, and is especially important to CARE.  To determine which customers receive the CARE discount, the database must be continuously updated and polled.  The CARE database is very dynamic and is an integral part of the program delivery.


Recordkeeping:  This requires stability for long-term retrieval of data, and is of more concern to the LIEE program.  To determine eligibility and priorities for the LIEE program, it is important to know which households have previously received LIEE or other weatherization services, which measures were installed, and when.  There will be ongoing additions to the LIEE data base, but it does not need to be polled on a daily basis to determine whether a customer still qualifies for the service (unlike the CARE program where a customer cease to be eligible for continuing benefits).


To properly design a reliable data system(s), it is important to determine exactly what data is required and how it will be used.  This has not been done in a comprehensive fashion, with an eye toward the new IPA structure, although clearly the utilities and others involved historically in the CARE and LIEE programs are aware of the historic data needs and uses.


	To establish a reliable data system(s), it is also important to assure that the data system has the appropriate technical specifications.  Issues to be resolved include: determining the necessary capacity (both of the hardware and the personnel entering and retrieving data), assuring adequate accessibility (both timely and statewide), assuring confidentiality and privacy, assuring security of the data and of the interconnected systems (e.g., utility billing computers).  The technical specifications must also consider and allow for the possibility that the IPAs will change over time as new bids are let for the IPA functions, and that the data system must either be independent of the IPAs or transferable.


	Another useful consideration in establishing the data system is who has the requisite capabilities and at what cost.  This is complicated by several issues relating to the historic and ongoing roles of the utilities in the CARE and LIEE programs.  


For recordkeeping purposes, the utilities’ historic database could be transferred, or it could be maintained by the utilities and contracted for by the IPAs.  The drawback is that not all of the utilities' databases are Year 2000 compliant, and may need significant upgrading and modification.


For future recordkeeping purposes, the new IPA could use its own system as it provided services, thus creating a new record as of the date the IPA started.  Over time, the database would turn over and the existing utility databases would become obsolete.  The drawbacks are potential incompatibility with the historic databases, future incompatibility as IPAs change, reliability of a potentially untested system, and cost.


For program management, the utilities have billing systems in place and will continue to use those systems for billing after the transition to IPAs.  Thus, particularly for the CARE program, the existing utility data systems may provide opportunities for the IPAs to access or input customer eligibility data.  Using the utilities’ systems has some disadvantages because the systems are neither uniform statewide, nor necessarily compatible to provide statewide access.  The IPAs could also set up their own data systems for program management, but that is likely to be more costly because the full cost of the system would be attributable to the CARE/LIEE programs rather than the incremental cost (incremental to the utilities’ billing system).  Reliability and stability under changing IPAs are also concerns if the IPA implements its own data system for program management).


There are potentially several options for the LIGB and the CPUC to consider.  These may include, but not be limited to:


Utilities using their existing databases to continue to provide the CARE and LIEE services as they relate to the data systems.


IPAs contracting with individual utilities to obtain access to the utilities’ databases for historic records, program management, and ongoing recordkeeping.


IPAs contracting with individual utilities to obtain access to utilities’ data bases for historic records, and develop their own (or contract with another party, e.g., CSD) data system for program management and new recordkeeping.


IPAs acquire utility CARE/LIEE data base assets (part of assets and liabilities transfer) from the utilities.


Utilities and other providers (e.g., CSD) form a consortium which contracts with the IPAs to provide uniform data services to the specifications set by the CPUC/LIGB to assure data compatibility and stability.


In the fall of 1997 the LIGB sought a consultant to develop a data system framework and to assist with the data systems issue, but did not secure those services.  Thus the LIGB is left with a difficult situation of needing to resolve the data base issues to determine the roles and responsibilities of the IPAs for inclusion in the RFPs, yet not having the resources available to fully investigate the issues and reach recommendations.  To help address the data base issues, it would be appropriate for the LIGB/CPUC to convene a meeting of utility and other CARE/LIEE service providers to further scope out the needs and alternatives.  Because the data systems issue involves the utilities, either to transfer assets or to continue to provide data base services, it will require guidance from the CPUC as to the terms and conditions under which the utility will be involved to determine which approach(es) are most likely to be cost efficient and reliable.  Thus, the meeting should be at least coordinated with the CPUC to assure that appropriate staff is in attendance.
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OVERALL STRUCTURE








The Independent Administrators and the Independent Audit and Evaluation Service





The LIGB advises that administration of California low-income energy programs should be divided between:


An Administrator for the CARE portion of the programs;


An Administrator for the LIEE portion of the programs, and


An Independent Audit and Evaluation Service, whose functions include providing independent quality control, fiscal and management audits, and program performance assessment for any aspect of the LIEE and CARE programs.





The LIGB recommends that the rules allow one entity to bid on, and conceivably receive, the contracts for both the CARE and LIEE administrator functions.











Other Entities with Roles to be Defined in the New Administrative Structure





The following entities will also ultimately have roles and responsibilities for overseeing, administering, and implementing the expenditure of low-income public purpose funds for low-income programs: 


The California Public Utility Commission (CPUC); 


The Low Income Governing Board (LIGB); 


Entities performing analytic and other support services for the LIGB, (LIGB staff, agents, and Technical Advisory Committee); 


A statewide program administrator for the LIEE program (IPA); 


An Inspection Service for the LIEE program; 


A statewide program administrator for the CARE program (IPA);


Entities delivering energy efficiency and CARE services under the direction of program administrators (implementors), and


The distribution utilities (UDCs).
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GENERAL ROLES AND RESPONSIBILITIES





LIGB Responsibilities





The roles and responsibilities of the LIGB under the new structure will include:


Advising the CPUC on the needs to be served by California’s low-income programs and ensuring that these needs are assessed for the purpose of program design and evaluation;


Evaluating and proposing programmatic modifications to the CARE and LIEE programs and existing DSM rules;


Coordination of policy with the California Board for Energy Efficiency(CBEE), the CPUC Call Center, the Energy Education Trust, and other agencies and boards;


Oversight of the disbursement of low-income public purpose funds;


Oversight and evaluation in regard to the Independent Program Administrators and the Independent Audit and Evaluation Service;


Oversight of the preparation and submittal of reports to the CPUC;


Budget oversight and recommendation;


Hiring and oversight of staff and agents;


Review proposals for and develop recommended lists of prescribed LIEE measures


Ensuring the existence of a workable process for resolving complaints and disputes (between customers and anyone else in the program delivery system and between parts of the delivery system itself); and


Ensuring that multi-lingual capabilities are provided for in program outreach, delivery and the complaint resolution process.











LIGB Staff and Agents Responsibilities





The responsibilities of LIGB staff and agents include the following: 


Assisting the LIGB in the tasks described above;


Performing analytic tasks that aid the LIGB and the CPUC in assessing the extent to which the IPAs and their programs are meeting Board objectives. These tasks might include, but not be limited to, strategic planning, needs assessments, pilots, and program effectiveness and efficiency evaluations;


Providing information that administrators can use to assess and verify implementor performance;


Developing recommendations on policy and program issues;


Preparation of reports to be filed with the CPUC; and


Conducting public meetings and technical workshops on specific LIGB topics.











LIEE Independent Program Administrator Responsibilities





The LIEE IPA is responsible for the administration of the LIEE program, the overall program success and all aspects of program implementation, consistent with approved LIGB goals, with the exception of independent auditing and evaluation of the LIEE program. Specific responsibilities include:


Facilitating program development, planning, and budgeting for the LIEE and related energy education and consumer protection programs;


Administering and overseeing LIEE program implementation;


Facilitating the transition to new administration;


Preparing reports to the LIGB and CPUC;


General administration and coordination services for LIEE program; and


Assuring uniform statewide implementation of the LIEE program.





The LIEE IPA eventually will provide, either directly or through subcontract, all services necessary to implement the LIEE program, including but not limited to:


Designing and revising the LIEE program;


Ensuring that eligible populations gain an awareness and understanding of the LIEE program and have access to applications and assistance (multi-lingual notification and assistance);


Coordination and cooperation or contracting with other entities that would provide intake, referral and application assistance such as CBOs, CAAs, UDCs etc.;


Providing for cross-program certification and referrals between the LIEE and CARE programs, and potentially other programs; 


Receiving applications for the LIEE program, verifying eligibility and registering eligible applicants;


Determining the prescribed measures for installation by climate zone;


Developing program operating manual and installation specifications to assure uniform high quality implementation of measures;


Determining the households to be serviced by LIEE program and the specific measures to be implemented;


Providing for multi-lingual energy education services;


Contracting with implementors;


Oversight and management of implementors;


Post-installation inspection of homes for proper installations of energy efficiency measures;


Measurement and impact evaluation of LIEE installations and program;


Identification and implementation of LIEE program improvements;


Providing adequate training for IPA staff, implementors, Independent Audit and Evaluation Service staff, and other staff involved in designing and delivering low income programs;


Developing and implementing a process for resolving customer complaints;


Developing and implementing a process for resolving disputes among the implementors, the IPA, and the IPAs subcontractors.


Addressing appliance safety, health, fire and other considerations related to the LIEE program;


Ensuring that data pertinent to the LIEE program is available when needed by whom it is needed;


Ensuring necessary records are developed timely and maintained as long as they are needed for the LIEE program.











CARE Independent Program Administrator Responsibilities





The CARE IPA is responsible for the administration of the CARE program, the overall program success and all aspects of program implementation, consistent with approved LIGB goals, with the exception of independent auditing and evaluation of the CARE program. Specific responsibilities include:


Facilitating program development, planning, and budgeting for the CARE and related energy education and consumer protection programs;


Administering and overseeing CARE program implementation;


Facilitating the transition to new administration, recognizing that UDCs may have an ongoing role in the delivery of benefits under the CARE program;


Preparing reports to the LIGB and CPUC;


General administration and coordination services for CARE program; and


Assuring uniform statewide implementation of the CARE program.





The CARE IPA eventually will provide, either directly or through subcontract, all services necessary to implement the CARE program, including but not limited to:


Targeting, marketing and outreach to ensure eligible populations gain an awareness and understanding of the CARE program and have access to applications and assistance (multi-lingual notification and assistance).  This could include possible partnerships or subcontracts with other agencies;


Receiving applications for the CARE program and registering eligible applicants;


Coordination and cooperation or contracting with other entities that would provide intake, application assistance and referral such as CBOs, CAAs, UDCs etc.;


Providing cross-program certification and referrals between the CARE and LIEE programs, and potentially other programs;


Conducting random verification of the eligibility of self-declared participant in the CARE program;


Providing for multi-lingual energy education services;


Tracking and reporting CARE program expenses and disbursements;


Forecasting numbers of eligible customers and projected annual need;


Tracking, invoicing and reimbursement for CARE discounts, and


Ensuring proper management of pertinent data for the CARE program and its participants.


Ensuring necessary records are developed timely and maintained as long as they are needed for the CARE program.


Contracting with implementors and other subcontractor needs;


Providing adequate training for IPA staff, implementors, Independent Audit and Evaluation Service staff, and other staff involved in designing and delivering low income programs; and


Developing and implementing a process for resolving customer complaints;


Developing and implementing a process for resolving disputes among the implementors, the IPA, and the IPA’s subcontractors. 











Independent Audit and Evaluation Service Responsibilities





The Independent Audit and Evaluation Service is responsible for providing an unbiased independent assessment of the effectiveness of the CARE and LIEE programs and of the impact of the LIEE program on reducing customer energy use and bills, increasing comfort and reducing hardships.  The Independent Audit and Evaluation Service will also assess the performance of the CARE and LIEE program administrators consistent with approved LIGB goals.  Specific responsibilities will include:


Auditing the planning and implementation process and management of the CARE programs;


Auditing the planning and implementation process and management of the LIEE programs;


Evaluating the impact of the LIEE program on energy use, bills, comfort, and other features;


Reporting results and recommendations to the LIGB and to the IPAs;


Participating, along with the LIGB, the CPUC staff, the IPA and other entities, in a continual process of program evaluation and redesign;


Developing recommendations to improve quality and cost efficiency of CARE and LIEE programs; and


Assessing the level of IPA performance relative to the criteria for IPAs to qualify for performance incentives.





The Independent Audit and Evaluation Service eventually will provide, either directly or through subcontract, all services necessary to audit and evaluate the CARE and LIEE programs, including but not limited to:


Determining the characteristics to be measured/monitored and the criteria against which performance is measured;


Inspecting a sufficient number of installation sites to determine whether all measures appropriate to the home were properly installed, the quality of the installation and the efficiency by which it was performed (including consideration of health, fire and safety issues);


Determining the effectiveness of installed measures;


Interviewing customers to evaluate customer satisfaction, comfort improvement, etc.;


Evaluating the entire process of program development and delivery by conducting quality control spot-checks of any aspect of the LIEE and CARE programs for the purposes of assessing program efficiency, effectiveness, consistency with LIGB policy


Assuring the quality of the IPA's management of the LIEE program by reporting to the IPA any problems found with installations and ensuring they are corrected;


Developing information useful for program modification, for contract management and for determining IPA performance incentives;


Reporting problems identified during inspections to the LIEE IPA, and ensuring that the IPA corrects them;


Reporting to the LIGB, the managers of the IPA contract, and the IPA identifying deficiencies and recommending program changes and improvements;


Assisting in the continual process of program evaluation, improvement and redesign;


Assessing timeliness, work  flow, backlogs of LIEE and CARE IPAs;


Assessing fiscal management, contract management and other operational aspects of the IPAs for the CARE and LIEE programs.











Implementors





The responsibilities of implementors will include:


Implementing programs and activities agreed to under contract;


Working cooperatively to resolve customer complaints;


Providing periodic needs assessment data and program reports;


Participating in program development and planning; and


Any other responsibilities included in the contracts.








Distribution Utilities





UDCs will continue to have some responsibilities after transition to independent administration including:


Provision of data to assist with outreach, intake and evaluation;


Routing, referring or handling customer information requests or complaints;


Bill adjustments for the CARE program,


Determination and transfer of PGC funds for low-income programs;


Record-keeping for the CARE participant data and the LIEE participant data (LIEE records require longer term storage); and


Provision of training resources, both personnel and facilities (at least in the near term).
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