WIPP Field Practices:  The Weatherization Client File:  Accountability and Best Practices Webinar (text version)

Operator:
Thank you for joining today's Weatherization Innovation Pilot Program webinar on accounting for the WIPP weatherized unit.  Your host today is Amy Hollander of the National Renewable Energy Laboratory, known as NREL, in Golden, Colorado.  The webinar is broadcast from NREL's state-of-the-art, net-zero research support facility.
Amy Hollander:

For today's webinar, it is about the client file, but more so it's about the large impact it has on the weatherized unit and how it can be used to track and completely qualify – uh, er, excuse me, how to use the track and complete a quality weatherized house.  
So why is there so much documentation required in the client file?  Um, a federal grant has to be accountable to many parties, starting with the homeowner, then the agency, the agency man-, manager, the federal project officer, and on up the chain, the officials who allocate the funds, and ultimately the taxpayers.  This puts a lot of pressure on the client file and the crew who's working on the home.  
Ultimately, every time you post something to the client file, ask yourself these questions.  Does this file communicate to the outside reader that good decisions were made, quality work was done efficiently, and will the investment save energy costs in a cost-effective manner?  Also, an organized client file will help you identify if anything has fallen through the cracks.  
I wanted to start this section by emphasizing that the field staff cannot be fully responsible for making the client complete in the end, and they need administrative support or office time to complete the paperwork.  
Field staff work in rough conditions in the weather, and finishing the house deployment with a quality weatherized house is paramount.  Needless to say, without crew notes, the home can't be paid for, and the official staff – or excuse me, the office staff can't fill in the pages.  The client file is the only documentation that can provide a clear job history to the reader.  
The story must be understood by the outsider.  At the agency level, the file needs to have all the facts, and those facts must be checked by someone other than the crew leader.  Every file must go through some type of file review process in your office to help make it complete, and the file will tell a clear history.
Accountability is paramount to show also the success in energy savings due to your work.  Since the evaluation is not part of the program, without documenting the pre- and post-blower door readings, and without printing legible quality photos of needed work and infrared photos to the file, much more writing is required.  
Health and safety items, documents that precautions were taken, combustible appliances were tested, and safe worker practices were followed.  Documentation of the retrofit work and energy upgrade should note if clie-, client education was delivered and, if not, why.  And most importantly, it should be easy to determine what items were upgraded, such as a job summary. 
To avoid major findings during monitoring, always record why qualified items were not installed.  Never assume it's acceptable to partially weatherize a house if it isn't documented why you left items out, even though they had an SIR of one.  
This slide has a client contact log.  Uh, this tool helped tremendously in reminding all weatherization staff what was done in the office and how communication was with the client.  At a glance, uh, there's a record that the audit was scheduled July 30th, rescheduled August 30th.  Then the installation and furniture placement was scheduled.  Finally, the inspection was done September 15th.  The job, um, was reported on September 30th.  Um, here the agency also records when the job was reported as a completed unit to DOE, in order to, uh, flag that it cannot be returned to, uh, using WIPP dollars, unless, of course, it is a warranty situation.
Uh, I wanna talk a little bit about client confidentiality, because many people are not aware of this important require-, uh, federal requirement.  Uh, client confidentiality is required by la-, program regulation.  Files should be locked at night so custodians and building maintenance personnel do not have access or glance at names that are not for public eyes.  
Internally, the best way to control and remind contractors and employees is to have them sign confidentiality waivers.  But this is never enough.  Uh, people need regular reminders to protect a person's privacy and to keep their name from being exposed as someone who qualified as low-income.  Regardless, if they are sensitive to their status, the agency employees and contractors must protect it, wheth-, whether they're sensitive to their low-income status or not.  
The best reminders for contractors are to remind them when you order the work.  And to have a client confidentiality clause on the contractor work order is very effective.  It is almost certain the contractor will hire new employees who will not have the client confidentiality notice, so when it's on the work order, it's, it's foolproof.  Uh, the staff person that signs the work orders to the contractors should verbally remind them to keep the paperwork confidential, under wraps, and locked up. 
Another common occurrence is for employees to tell entertaining stories about their work experiences.  Sometimes the names will slip out, and I call this the cocktail slip.  It is smart to remind each other always to be pr-, professional and use unidentifiable references when joking or venting about work situations with the public or within the office.  
Uh, finally, w-, we come to a list of contents for the client file.  Uh, this list will help you comply with WIPP program monitoring.  Weatherization Program Notice 11-08, Section 3.2, states that all units must be inspected to ensure compliance and quality installation, including monitoring the subcontractors.  Records of your client file, o-, of your process, and your inspection process must be maintained.  This list includes the entire spectrum, from client intake to lead paint notification to CAZ testing and to final – final door test results.  Following this list will help you pass your monitoring with flying c-, colors.
Things to also keep in mind during the monitoring, uh, check related to the client file are, are listed also in Section 3.2.  Th-, this list helps you include everything that you'll need to pass the monitoring as well.  Um.  The client file will be audited as a record of compliance to the program administratively and in the field.  
Make sure your client file contains proof of client eligibility, match of work orders to invoices.  Uh, make sure the file explains who did what at the home and when, who paid for what.  This is especially important in – in WIPP regarding leveraging.  Uh, they require that the quality work – er, the monitor will be examining the quality of the work, and they will screen for missed upgrades that have an SIR of one or greater.  They will check installation certificates, and they will check to make sure that the – there's a division between, uh, the field crew and the inspector; in other words, a firewall to determine that there's not a conflict of interest between the weatherization crew that performed the work and the, the inspector who verifies it.  

This is an example of a client file checklist, and I'm just gonna review the different sections to give you an idea of what you should include.  Uh, if anybody would like this checklist, they can, uh, e-mail me.  It i-, it is not yet posted on the, um, WAPTAC.  Um, so again, the client file checklist is the best practice for demonstrating all necessary items.

Uh, this checklist is divided into sections the different employees are responsible for.  The intake specialist, uh, the crew chief, the auditor, the – and the inspector all play key roles, and they're all required to document their activities.  This section defines the intake specialist to check all client eligibility information, and the auditor section documents everything in the field.  
Page 2 of the client file checklist, um, shows here that the crew supervisor is responsible to sign off on the material inventory, the punch list, the summary of retrofits and measures themselves.  Uh, the inspector is responsible for checking the audit for accurate SIR calculations, inspecting the work, the crew work and the contractor's work, getting final signatures, uh, recording contributions, such as landlord contributions or utility rebates, uh, citing pre- and post-blower door readings, and client education.  The inspector has the final signature for making sure that the, um, file is complete up to his point.
The last part of the client file checklist is done by the administrative staff that reports it to the state and/or federal database.  Um, and this person is also responsible for doing the final client review to make sure that everyone completed it and included all of their items.  
So this is a photograph of a, uh, completed client file, and this demonstrates a well-organized and classed client file.  Um, as many of you know, when the file is out in the field, it becomes a barrage of collected papers, frayed edges.  Some have spilled coffee on them.  Um, but in the end it should look like this, because there's really no way to, um, be able to read a client file that's not in a particular order.
This is also an example of a checklist, and this is actually on the WAPTAC.  This is, uh, the Wisconsin client file review.  You can see that their checklist is very concise, but it does contain everything that's necessary for, um, a completed job. 
So I mentioned that client education should be documented in the file, um, since it is a required part of weatherization.  Recent studies have shown that energy-saving habits and changes in low-income housing can save as much as 33 percent, um, in their energy use.  
To increase the effectiveness of your work, try to make your efforts heard.  Ask for the client's atte-, attention, and cite two or three energy-saving examples, based on approximate savings, to get their attention.  Uh, for example, you might state that CFLs will reduce their lighting cost by 75 percent; that, uh, turning down the thermostat 10 to 15 degrees for eight hours a day can save 5 to 15 percent per year on their heating bill.  And I should just note that the savings is greater for buildings in milder climates than for those in more severe climates, which is sort of unusual fact.  Um, another good tip is that eliminating the empty freezer in the basement will save approximately $25.00 per month or up to $300.00 a year.  

As a side note, uh, please remember to use language that reflects positive benefits.  For example, use the word self-efficient; um, uh, "help up," it's not a "handout"; and fi-, financial empowerment of low-income families.  Uh, the program reaches a forgotten sector.  Um, I like to use the word "pollution and air quality improvement" instead of "climate change mitigation."  Uh, this is an effective public/private partnership.  And the program does have a proven record of success.  
So that was a little side note of the importance of client education.  Uh, next few slides are gonna be on, uh, presenting an application that can take care of all of your requirements and have them all done in one place to make, uh, weatherizing the house much easier.  Many of you may be, um, amazed at how many things you have to remember to communicate with the client, and this particular application does so.  Um, it is six pages long, but if you help the client fill it out, uh, it will be worth it in the end.
So this is the first page, and it contains all the required items, such as the client eligibility, the utility release, landlord permission, um, and there's also a special section on the drill-and-blow insulation that we might do to your house.  This best practice also contains all the required items for monitoring/tracking of the client process by DOE, by the way.
Uh, this page of the client application helps, uh, the auditor tremendously because it can prepare them before they go to the house.  Um, it asks the client to fill out information about their house, uh, things such as the age of their home, the type – uh, whether it has a basement or crawlspace, or, you know, if it's a pitched roof or flat roof.  All of those types of things are very helpful to the field staff.
This part of the application gives legal entry and gives the agency permission to enter.  It gives the required utility release for five years.  It obtains landlord permission and states the required appeals process should the applicant be denied weatherization service.
In cases where landlords are involved, this slide shows how to communicate all items to the landlord.  This section gives permission to the crew to modify the home; explain, um, if they will possibly incur charges; and alerts the landlord if they will be looking at safety – that we will be looking at safety issues.  It also reminds the landlord that they cannot raise the rent based on the energy improvements due solely to the weatherization.
This section, uh, gives permission – uh, gets permission from the homeowner if no landlord is involved.  Um.  It addresses – uh, it gives property owner permissions for drilling into the siding for insulation.  It includes a number to call for more information, upon which case a field technician could show photos of a finished wall insulation, uh, that used the drill-and-blow technique.  Um, this often puts the property owner at ease, which results in more insulated walls, which are an important part of the weatherization package.  
Even though the utility release is included, uh, it's good to have a detachable utility release that can be, uh, easily detached in order to, uh, send to Oak Ridge, for example, who may be evaluating your weatherization program's energy savings.  
So that's the end, and although, as I mentioned, it's six pages long if you give the client help in filling – filling it out, you will have everything you'll need to proceed, and it will be a seamless process.

So I just wanted to mention that, um, some things we've talked about are, um, basically tracking items to help you keep the weatherized job on track.  Um, you have the application.  You have a, um, client contact log.  As I demonstrated, you have a client file checklist.  You have an inventory usage sheet.  
Uh, one thing I wanted to emphasize is it's really helpful to use photographs, and these should need to be high-resolution photographs, uh, so that they can be easily, uh, identified in the client file.  Uh, one trick for keeping track of photographs is to take a photograph of the address placard on the house before you take a, a, uh, string of photos, and then take a picture of the same address at the end of the string of photos, and then you will be able to easily track those with the client file.  Narratives are also very important, and also red flags for, uh, sensitive issues that occurred in the house.  
So I wanted to talk a little bit about a best practice with, uh, United Illuminating in Connecticut.  Uh, United Illuminating is a, a WIPP grantee, and they came up with the Healthy Homes checklist.  And, um, I wanted to share this as a best practice that has come out of, uh, the WIPP program, and it's something that, uh, DOE would like to see every agency use, simply because it, it allows a weatherization client to be left in a very healthy environment.  And, um, it includes a lot of items that otherwise will never be addressed in the house.
Um, I wanna thank everyone else for your attendance and your questions today, and once again, if you missed the webinar or someone on your staff missed it, they will be able to view it at the WIPP, uh, weatherization website.  And you know what, I will add that link to this presentation.  So, uh, I will be sending everybody the slides either today or tomorrow, and thank you so much for joining.  And, again, feel free to contact me with any other questions you have.
[End of Audio]
