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Today’s Webinar

• General and agency-specific features 

• How customers can submit an application

• How to process a submitted online application

− Benefitted/Denied 

− Deficient/Incomplete

• Live demo

• Q&A session



Features



General Features

• Home page of CALIHEAPApply.com

Over 100 

different 

languages



General Features

• Video tutorials in English and Spanish



General Features

• List of required documents

• File requirements



Agency-Specific Features

1. Banner 

Customization

− Agency name

− Agency logo



Agency-Specific Features

2. Customer forms

− Request additional documentation (before start of application)

− Provide educational material (after application submission)



Adding Forms

Name of 

Form

Explanation or directions 

for completion

Public URL

Required or Client 

Education?
Language of 

form

Order on page



Agency-Specific Features

3. Email templates

− Modify language 

in status update 

emails

− Add additional 

agency 

information

− Available in 

English and 

Spanish



Submitting an Application 
(Customer Side)



Application Start

• Need to scroll through video tutorials AND required 

documents

• Button at bottom of home page



Existing Account? Log In!



New Customer? New Account. 

Email confirmation 

required to 

activate account!



Start New Application

Customers can submit 

only ONE online 

application per 

calendar year 



Start New Application (cont.)

• Download ALL

required forms



Customer Side – Step 1



Customer Side – Step 2



Customer Side – Step 3



Customer Side – Step 4



Customer Side – Step 5



Customer Side – Step 6



Customer Side – Step 7



Customer Side – Step 7 (cont.)



Customer Side – Step 8

• Download all educational materials (if applicable)



Confirmation Email

• Includes link to view application status



Other Notification Emails

• Customers will receive a notification email when application 

status changes 

− Deficient

− Denied

− Transferred



Processing a Submitted 

COMPLETE Application

(Agency Side)



Agency Side – Step 1

• Log into account* 

*Agency employee will need to create their own account & have been provided with 

administrative access by ServTraq



Agency Side – Step 2



Agency Side – Step 2 (cont.)

• Default page view: Submitted Applications



Agency Side – Step 3 

• Click the Download icon to view customer’s documents



Agency Side – Step 3 (cont.) 

• Review all submitted 

documents



Agency Side – Step 3 (cont.) 

• Dual monitor set up makes for quick and easy processing 



Agency Side – Step 4 

• Click the Edit icon to review submitted information



Agency Side – Step 4 (cont.) 

• Verify inputted 

information 

using 

submitted 

documents

• Fill in all 

required fields

• Click Save



Agency Side – Step 4 (cont.)

Editable Fields NON-Editable Fields

1. Personal Information 1. Name

2. Addresses

3. Individual household members

4. Energy accounts

5. Income



Agency Side – Step 5 

• Click Push to 

ServTraq



Agency Side – Step 6 

• Log into 

ServTraq

• HEAP →

Online 

Application 

Processing



Agency Side – Step 6 (cont.) 

• All applications “pushed” from online portal will 

appear in the Online Application Processing 

section



Agency Side – Step 7 



Processing a Submitted 

INCOMPLETE Application

(Agency Side)



Agency Side – Steps 1-3 

✓ Logged in to administrative account

✓ Navigated to admin panel

✓ Select a customer and downloaded the customer’s 

submitted documents

The problem: The customer did not submit all the required 

documents



• Only 2 of the required 3!

The Submitted Documents



Agency Side – Step 4 

• Click the Edit icon



Agency Side – Step 5 



Agency Side – Step 6 



Agency Side – Step 7 

Name/Type of 

missing document

Explanation/

Instructions

Public URL (if 

applicable)



Agency Side – Step 7 (cont.) 



Deficient Application List

• Adding a request for a Missing Document will move the 

application to the Deficient Application list



Agency Side – Steps 7 & 8 

• Click the Download icon to view all documents

• Click the Edit icon to view application

• After customer uploads missing documents, application will 

move from the Deficient Application list to the Corrected 

Applications list



Agency Side – Step 9 & 10 
• Verify entered information using submitted documents & edit if necessary

• Click Push to ServTraq



Agency Side – Step 10 (cont.) 



Agency Side – Step 11 

• Log into 

ServTraq

• HEAP →

Online 

Application 

Processing



Agency Side – Step 11 (cont.) 

• All applications “pushed” from online portal will 

appear in the Online Application Processing 

section



Agency Side – Step 12 



Questions, Comments, Concerns?

Support@ServTraq.com

(831) 761-1747

Thank you!


