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1 

The TPL Unit does not have 
written internal policies, 
procedures, or guidelines 
regarding monitoring of the TPL 
vendor contract. 
 

We recommend that the TPL Unit develop written contract monitoring 
procedures. 
 

The TPL unit will develop a 
written contract monitoring tool to 
coincide with Agency contract 
monitoring guidelines.   
 
Anticipated Date of Completion: 
July 31, 2016 

Completed. 
  
The TPL unit has 
developed several 
tools to monitor the 
various aspects of the 
TPL vendor contract.  
 
Dan Gabric 
 

2 

The TPL Unit does not 
adequately document monitoring 
of the TPL vendor’s handling of 
casualty and estate recovery 
cases.  Although TPL staff state 
that they review and give 
guidance on the daily handling 
of cases and hold bi-weekly 
meetings with vendor 
management, there is 
inadequate documentation of 
monitoring done. 
 

We recommend that the TPL Unit document and formalize monitoring of 
the TPL vendor’s activities and communication with the vendor by: 
 
a) Capturing the results of monitoring such as by utilizing contract 
monitoring case review checklists and/or issuing monitoring report letters 
similar to what was previously utilized to document and track the review of 
cases or other areas of concern identified by the TPL Unit. 
 
b) Verifying the accuracy of the vendor’s quality assurance report cards, 
on a sample basis, as part of the monitoring process and documenting the 
review of report card submissions and any discrepancies found to allow 
for tracking to gauge quality improvement or deficiencies.  
 
c) Documenting any guidance or directives given by the Agency in cases 
requiring Agency input in the case file. 
 

The TPL unit will develop 
protocols to document our 
monitoring activities which will 
include but not be limited to 
reviewing submitted quality 
assurance report cards and 
randomly chosen sample of 
Estate, Trust & Annuity, and 
Casualty cases.  
 
Anticipated Date of Completion: 
July 31, 2016 

Completed. 
 
The TPL unit is utilizing 
monitoring tools 
developed to review 
various aspects of the 
TPL vendor contract 
including choosing a 
random sample of 
cases.  
 
Dan Gabric 
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