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Today’'s Webinar

« Updates & New Features

« Changes on the Customer Side

 Changes on the Agency Side
 Live demo

 Q&A session




Updates & New Features



General Redesign

b L CALIFORNIA ONLINE LIHEAP APPLICATION
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California Online LIHEAP Application Instructions
You are about to begin the application for the Home Energy Assistance Program (HEAP)

Please refer to the video instructions below before proceeding with the application

English

_ CALIFORNIA ONLINE LINEAP APPLICATION

(5 Select Language | ¥
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CALIHEAPApply.com - California's Online LIHEAP Application
i Need help paying your energy bill?

Find Services Low-income Californians can apply for heating and cooling assistance under the Low Income Home Energy
Assistance Program, or LIHEAP.

About

What is LIHEAP?

LIHEAP stands for the Low Income Home Energy Assistance Program; this program helps low-income people pay
the cost of heating and cooling their homes.

LIHEAP is a federally funded program, and now more than ever, many hard-working Californians can qualify.

LIHEAP can offer a one-time payment to help you:

= Pay your heating or cooling bills, even if you use wood, propane, or oil.
« |n an emergency or energy crisis, such as a utility disconnection.

In addition to help with paying your energy bill, LIHEAP can also provide in-home weatherization services for:

« |Improved energy efficiency, and Health and Safety

Please watch the video below for applications instructions and valuable information




* Old mobile website displayed Iin
desktop view

— Required constant zooming
and panning

— Buttons and entry fields
weren’t immediately
responsive




New website
formatted for ease
and consistency

across all devices

iendly

Mobile-Fr

AA @ caliheapapply.com

(’5 wEs CENTRAL COAST ENERGY SERVICES ONLINE LIKEAP APPLICATION

& weucummromanon | & step 1: Applicant Information

Appicant Details

ol T &)

¢

11:36

& ccesonlineapplicationcoreweb.azurewebsites.net — Private
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Application - Applicant
Information

Current Stage: Applicant Data

'
Progress: 0%

Jump to section... ¥

First Name*

Angela

Middle Initial*

Middle Initial

Last Name*

Nguyen

Date of Birth*

May 3, 1996 -

Social Security Number*

899-99-9999

all T @)
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Return to Incomplete Applications

« Users can start an application, leave the site, and pick up
where they left off

— Notification provided upon log In
* Incomplete applications are held for 180 days

* Only ONE application can be In progress at any given time




Multi-Factor Authentication

* Multi-Factor Authentication (MFA) = additional security
layer at time of account log In

— Protects against stolen passwords/accounts

* Optional setting
— If enabled, Google or Microsoft authenticator app Is
required




Multi-Factor Authentication

Verify Your Account

Your login uses multi-factor authentication with an authenticator app. Enter your authenticator code below.

Authenticator Code*

Remember This Machine

Do not select this if you are using a public computer

Verify Code

Don't have access to your authenticator device? You can log in with a recovery code.
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Multi-Factor Authentication

1:10

= Authenticator

Verify Your Account
I-EI default directory

Angela@energyservices.org
Your login uses multi-factor authentication with an authenticator app.

@ California Online LIHEAP Appii... Authenticator Code*
angela@energyservices.org

534 536 21— 534536

Remember This Machine

Do not select this if you are using a public computer

Verify Code

Don't have access to your authenticator device? You can log in with a recoy
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Integration of Additional CSD Reports

1. CSD 081 — Account Holder Authorization and Consent
Form

* Required if the customer submitting the application is
not the energy account holder
* Auto-generated based on data entered

 Form must be downloaded and uploaded along with
required documents (if enabled)

Use CSD 081 for Electric/Gas Accounts where the applicant is not the account holder

' Add a download link for a pre-filled C5D 081




Integration of Additional CSD Reports

2. CSD 43B - Certification of Income and Expenses

* Required if the customer reports zero income for the
household

« Additional application step Is auto-generated if no
Income is entered (if enabled)

Use CSD 43b for Zero Income Applications

Add an extra data entry form which will cutput 2 C5D 43b if an applicant reports zero countable income




Integration of Additional CSD Reports

3. CSD 321 - Client Education Confirmation of Receipt

Use CSD 321

" Display a page where the applicant must attest to receiving the downloads on the C5D 321

« Additional step in
the application e
process (if
enabled)




Integration of Additional CSD Reports

3. CSD 321 — Client Education Confirmation of Recelipt

* Client education is provided at last step of the
application process

 Download is required to submit application




Customer Resources

 No account required:
— Online service availability lookup tool

— Customer FAQ page

« Account required:

— Local agency contact information




1. Online Service Availability Lookup

0 CALIHEAPAppy

J = HEAP .LF:F:

Home

Find Services

About

Leqister H Login ‘

Home /[ Find Services

Find Services

1]

@ Important! County, City, and Zip Code are for your home address. They will be used to
determine whether or not you can use this portal to apply.

Select the California County where you live \

Zip Code*
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Online Service Availability Lookup

« |nputted location will show either:

1. An active online application system in the area

Find Services

Success! Active Agency Found
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Online Service Availability Lookup

OR

2. Link to CSD’s LIHEAP agency search tool

Find Services

Agency Not Found
Error! There is not an active agency in your service territory so you cannot apply for LIHEAP
through this portal

Find Your Local Service Provider




2. Customer FAQ TRAL

0 CALIHEAPApply

_ P P
— o) l \ >
! Californias LIHEAP Application Porta v 3
£l Home / About / FAQ
Administration
Account
About For the most up to date FAQ and other support solutions, please visit our integrated support website here

FAQ

Privacy

Terms of Use




Customer FAQ LU

Welcome 1o our support | Solution home | CALIHEAP User Resources ® L I H E AP baS I CS
FAQS u u
 Reqguested documents
= What is LIHEAP?
= When will | be notified of my application status? . .
= How many times can | apply? o Ap p I I Catl O n Statu S
= How do | submit additicnal documentation requested?
= How long before | know I've qualified?
= When will | receive the LIHEAP Benefit assistance? o B e n ef t a ard t m e I n e
& Can LIHEAP help me pay other utilities? I W I I
= How do | know you received my application?
= | have an emergency. VWhat's the fastest way of applying? ®

Account registration

How much will | receive in Assistance if I'm eligible?
= Why do | need to submit a picture ID?

.I did not receive a registration confirmation e-mail. ’:’ I n CI u d eS d i re Ct I i n k to

= Why do | need a valid e-mail address?

Why can't | go back and add additional documents?

Can | apply for assistance if I'm not the Energy Account holder? = k
= | do not have all the information required to apply. Should | still submit my application? C re ate a S u p pO rt tl C et

= Can | "save" entered information and submit my application later?

If I have an emergency, is a shut-off notice sufficient proof of Energy Cost?

Print Settings for Barcoded Applications




TRAQ

3. Agency Contact Info

=
Angela Nguyen

CALIHEAPApply.com - California's Onlir = Erans e e

&7 Start a New LIHEAP Application User Profile

Need help paying your energy bill? Settings
Low-income Californians can apply for heating and cooling as:
Energy Assistance Program, or LIHEAP. Logout

What is LIHEAP?

Your Local Service Provider

LIHEAP stands for the Low Income Home Energy Assistance R

income people pay the cost of heating and cooling their homef  Central Coast Energy Services, Inc.
(831) 761-7080

LIHEAP is a federally funded program, and now more than eve

qualify. ey, g
- | @ CCES
LIHEAP can offer a one-time payment to help you: 0

= Pay your heating or cooling bills, even if you use wood, p
« In an emergency or energy crisis, such as a utility disco Website




Changes to Customer Side



Improvements to Customer Side

* Overall application submission process Is the same
* General design changes for convenience

* Inclusion of CSD reports (if enabled)




Design Change TRAQ

8 appuicanT INFoRMATION | & step 1: Applicant Information
[="] APPLICANT ADDRESSES Applicant Details .
2 Name: ANGELA NGUYEN
First Name* Mi Last Name*

Social Security #*: 5

)
Date of Birth*: -

i)

P Y Primary Language*: v
u ..

Applicant's Ethnicity: - -
N
Primary Eth Ethnicity Subc
U
Contact Information &

Primary Phone #*. (__ ) .
Message Phone: (__)_ .
Alternate Phone #: (_)__ .

Email Address:  angela@energyservices.org

What is the Best Time
to Call You?:
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Design Change

Home / Account / User Profile / My Applications / Application

Application - Applicant Information

First Name* Middle Initial* Last Name*
Application Progress
St . Angela K Nguyen
Applicant
i Date of Birth* Social Security Number*
5/3/19% ] §99-99-9999
Ethnicity Ethnicity Subcategory
Select your ethnicity - -

Save and Continue




Additional Step for CSD 43B rRAQ

Application - Income - Zero Income Certification

Application Progress o Success!
Your application progress has been saved. Should you need to exit, your progress has been saved and you can pick up where you left off the next time

.\
"

T

4]
+]

Certification of Income and Expenses

You are being asked to complete this form because you requested assistance, and state that your entire household cannot provide proof of income. The
State of California requires the applicant to report all sources of income. This form will help us understand how you are meeting expenses. Please
complete the information below.

Section 1: Do you have sources of income you forgot to report?
During the previous month have you been employed part time?+*

Yes Mo

During the previous month have you been self-employed?*

Yes Mo

During the previous month did you receive money for any work that you perform only once in a while, like yard work, child care, donating blood, etc?*

Yes Mo

During the previous month have you received any gifts of money from anyone?*

Yes Mo

During the previous month did you receive any of the following: (select any that apply)*




CSD 081 Found in Energy Section TRAG

Application - Household Energy - Electric

Success!

Your application progress has been saved. Should you need to exit, your progress has been saved and you can pick up where you left off the next time

Application Progress o

ct Info
Choose one of the following two options regarding your household electricity service*
Mailing | have electric service | do NOT have electric service
Home Add Electric energy provider*

Select the utility provider that you use for electricity

Is your electricity shut off?*

fes No

Do you have a past due notice on your household electric account?*

Yas Mo

Are you the account holder for your household electric account?*

Yes @ No
Account Holder First Name* Account Holder Last Name*
Different Person

Download Required Form 9




CSD 081 Download GEL

Are you the account holder for your household electric account?*

Yes ® RNo
Account Holder First Name* Account Holder Last Name*
Different Person

Download Required Form 9




CSD 081 TRAQ

Electric-CSDO081 (1).pdf

Department of Community Services and Development

Account Holder Authorization and Consent Form
CSD Form 081 (Rev. 12/17)

ACCOUNT HOLDER NAME(S) AND MAILING ADDRESS

Account Holder's Full Mame

Different Person

Account Holder's Mailing Address (Street) Unit Mumber (If Anvy)
City State Zip Code
Is the utility service address the same as the account holder's mailing address? (] ves [] Mo

Full Mame of Applicant for Benefits

Angela Mguyen

Utility Service Address (Street) Unit Mumber (If Any)
900 Kelldon Drive Apt 5

City State Zip Code
Monteray CA 93940

UTILITY INFORMATION

Please enter your utility company name and service account number below (you can find the account number on your bill). If different
companies provide your electricity and gas services, please enter the name and account number for both utilities.

Mame of Utility Company Service Account Mumber

Mame of Utility Company Service Account Mumber




CSD 321
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Application - Client Education Confirmation

Application Progress

Application Review

° Success!
Your application progress has been saved. Should you need to exit, your progress has been saved and you can pick up where you left off the next time you sign in.

@ Important! Download Required Forms

Please download the fellowing required forms. By downloading them you cenfirm receipt of required education brochures.

Lead-Safe Weatherization Energy Education
A copy of the pamphlet, Renovate Right: Important Lead Information regarding changes | can make in order to
Hazard Information for Families, Child Care Providers, and reduce the energy consumption of my household.

Schools, informing me of the potential risk of the lead
hazard exposure from weatherization/renovation activity BRI lEn
to be performed in my dwelling unit.

Download Form

Budget Counseling Radon Education

Information regarding personal financial management. A copy of the pamphlet, A Citizen's Guide to Radon,
informing me of the potential risk of radon and how to

ermiler 5o lower the radon level in my dwelling unit.
Download Form

I confirm that | have downloaded the above educational brochures

Mold and Moisture Education

A copy of the pamphlet, A Brief Guide to Mold and
Meoisture In Your Home, informing me of how to clean up
residential mold problems and how to prevent mold
growth.

Download Form

< Back




Application Review Page
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Application - Review and Submit

Success!

Your

Application Progress

application progr

een saved and

Yyou C DICK U

where you left off the

next time you sign

Applicant Information

First Name

Angela

Date of Birth

5/3/1996

Ethnicity

Contact Information

Home Phone

(182) 450-1289

Email Address

angela@energyservices.org

Household

First Name

Middle Initial

K

SSN

KHK-KK-9999

Ethnicity Subcategory

Message Phone

Last Name

Mguyen

Language

English

Alternate Pho
(837)9599-999

ne

9

What is the best time to reach you

Marning

Last Mame

Re

ation to

Applican

t

Mailing Address

Address Line 1
900 Kelldon Drive
City

Monte rey

State

(]
=

Physical (Home) Address

Address Line 1

900 Kelldon D

rve

City

Monterey

Date Of Birth

State

(]
=

Source of Incom

Address Line 2

Address Line 2
Apt S

County

Monterey

County

Manterey

Monthly Income

©




Changes to Agency Side



Changes to Agency Side

« Overall application processing has not changed
* General design changes for convenience
 New features:

* View status history of an application

 Ability to download customer’s signed CSD reports
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View Customer’s Uploaded Documents—fa

Home / Admin / Application Admin

Application Admin

Current View: In Progress Applications - # Application Details | Select a Download Type v
Selecta D load T
Details Agency First Name Last | slect 8 Lownioad Type I
. _ _ Merged Report - All Docs
L# Central Coast Energy Services, Inc.
> : C5D43
[# Central Coast Energy Services, Inc.

F4 Central Coast Energy Services, Inc, £1p File - Ml_?t.j_c_S_

4 Central Coast Energy Services, Inc. 771672021, 10:20 AM
4 Central Coast Energy Services, Inc. 6/29/2021, 10:42 AM
4 Central Coast Energy Services, Inc. 6/29/2021, 10:371 AM




Open a Submitted Application

Home / Admin / Application Admin

Application Admin

Current View: In Progress Applications - # Application Details Select a Download Type -

Details Agency First Name L ast Name Application Submitted [

@ Central Coast Energy Services, Inc. 10/15/2021, 1:27 PM
= Central Coast Energy Services, Inc. 10/15/2021, 12:52 PM
4 Central Coast Energy Services, Inc 10/12/2021, 9:06 AM
4 Central Coast Energy Services, Inc. 771672021, 10:20 AM
4 Central Coast Energy Services, Inc. 6/29/2021, 10:42 AM

4 Central Coast Energy Services, Inc. 6/29/2021, 10:371 AM
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Additional Application Details
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Application Admin

Current View: Unprinted Applications -
Details Agency
r4 Central Coast Energy Services, Inc.

Serv Trag Export Date:  3/15/2021, 8:32 AM
Status Date: 3/20/2021, 11:.56 AM

Pricrity Points: 23

Z Application Details

First Name

ANTON

Select a Download Type -
Last Mame Application Submitted Date
DIANOY 31172021, 11:48 AM

¥ Download Selected Report

Application Status

Transferred

&1 Export to Excel Search...

Emergency

W

Printed Date

County

San Mateo

* View all column headers on one page
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Application Details

Application Details

¢ Application List M Save M Save and Close [@ Files +1 Push to ServTrag ¥ Close Application Select a Report to Download =
Current D
Submitted Date Current Status Status Date
10/15/2021 1:27 PM n Progress 10/15/2021 1:27 PM

Application Status History

Status Status Date Applicant Motified Date
In Progress 10/15/2021, 1:27 PM 10/15/2021, 1:27 PM
Applicant

Contact Info

* Collapse and expand customer’s application sections
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Application Status History

Application Details

¢ Application List M Save M Save and Close [@ Files +] Push to ServTrag ¥ Close Application Select a Report to Download =

Current

Submitted Date Current Status Status Date

4122027 12:48 AM Corrected 471272027 6:27 PM
Application Status History
Status Status Date Applicant Motified Date
Corrected 4/12/2021, 6:21 PM
Deficient 4/12/2021, 3:37 PM 4/12/2021, 3:38 PM

In Progress 41272021, 12:48 AM A/12/2021, 12:48 AM

« Keep track of deficiency and correction history



Downloading the CSD Reports

Application Details

{ Application List M Save M Save and Close [@ Files +] Push to ServTrag X Close Application Select a Report to Download =

Select a Report to Download

Current
CsD 43
Submitted Date Current Status Status [ 5D 43B
10/15/2027 1:27 PhA n Progress 1071552027 1:27 BPM
Application Status History
Status Status Date Applicant Motified Date
In Progress 10/15/2021, 1:27 PM 10/15/2021, 1:27 PM

 Download completed/signed CSD forms from the application
details page
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Thank you for attending!

Support@ServTrag.com
(831) 761-1747

October 18, 2021



