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1. Home Page

 LIHEAP and application overview

CALIHEAPApply.com - California's Online LIHEAP Application

Need help paying your energy bill?

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

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.
« In 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

Ennlich




1. Home Page

* Video tutorials in English and Spanish

? CALIHEAPApply — ‘ Register ‘ Login
Please watch the video below for applications instructions and valuable information
English
C© | Cantun Conit £y SMvices T, (US1) 04 www CAMeagagply.com
‘_J_M‘_ CALIFORNIA ONLINE LIHEAP APPLICATION 2§ Suracangrape
Spanish
.| CALIFORNIA ONLINE LIHEAP APPLICATION 5 oo




1. Home Page

List of required application documents

' CALIHEAPApply
, California’s LIHEAP Application Porta

EaEa

Eligibility
Who is eligible for LIHEAP Utility Assistance?

« Eligibility for LIHEAP services can vary depending on income, household size, place of residence, and other
factors.

= You may be eligible for LIHEAP but your local service provider does not use our service. You can check whether
there is a service provider for your area using our service by using our search tool

Ready to Apply?
Please review our privacy policy

Make sure you have the following ready in a PDF file. If you don't have access to the documents in pdf format and
don't have a scanner, you can download a free scanning app for a tablet or smartphone from the Google Play Store or
the App Store depending on your device operating system.

« All pages of your most recent utility bill(s). If you have more than one energy provider, you must provide the

most recent bill for each provider.

= Any Shut-off Notices you may have received

e Income documents for the last 30 days for all adults in the household

e Picture ID of person applying

If you do not submit the required documents in a PDF file - your application will NOT be processed. You will have to
begin the application process all over again.

New Users Returning Users

o

2020 © by Central Coast Energy Services, Inc. Privacy Terms of Use FAQ




2. Find Services

* Find local LIHEAP application

Home / Find Services

0 CALIHEAPApply

Find Services

|

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.

County*

Find Services City*

Zip Code*




2. Find Services

Find Services

 If local app found,
. . O Success! Active Agency Found
reg IStratI O n I I n k 0 The local service provider serving your area is Amador Tuolumne Community Action Agency. You can apply for LIHEAP using

this portal.

will appear —

@ 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.

County*

Amador

City*

Zip Code*

Find Services




2. Find Services

Find Services

 If local app not
found, link to O o e e o
CSD website will = E
appear

@ 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.

County*

Sacramento

City*

Zip Code*

Find Services




California Department of s Y ‘W' 0 68 Q

X agan
Community Services & Development Programs  Find Assistance Newsroom I'm Looking For  Search

Find Services In Your Area

Click on your county on the map below to find services provided in your area.

Find Services in Your Area
Enter your city to find help

Search City

2. Find Services

Services in the County of Sacramento County

Utility Assistance & Weatherization Provider

Community Resource Project, Inc.
This provider offers utility payment assistance and weatherization services to low-income
Californians in your area

250 Harris Ave, Suite 3, Sacramento, CA 95838
Phone: (916) 567-5200

Website: www.communityresourceproject.org
Monday through Friday: 8:00 a.m. to 5:00 p.m.

More Information...

Water Utility Assistance Provider
Community Resource Project, Inc.
This provider offers residential water and wastewater utility payment assistance to low-

income Californians in your area.

250 Harris Ave, Suite 3, Sacramento, CA 95838
Fhone: (916) 567-5200

Website: www.communityresourceproject.org
Monday through Friday: 8:00 a.m. to 5:00 p.m.

More Information...

Community Services Provider

Sacramento Employment and Training Agency
This provider offers services under the Community Services Block Grant targeting low-income

Californians and disadvantaged communities in your area

925 Del Paso Blvd., Sacramento, CA 95815

Phone: (916) 263-3800

Website: https://www.seta.net/community-programs-resources/csbg/
Monday through Friday: 8:00 a.m. to 5:00 p.m.

More Information...

Migrant & Seasonal Farmworker Agency
California Human Development
This provider offers services under the Community Services Block Grant targeting migrant

and seasonal farmworkers in your area.

3315 Airway Dr., Santa Rosa, CA 95403

Fhone: (707) 523-1155

Website: www.californiahumandevelopment.org
Monday through Friday: 8:00 a.m. to 5:00 p.m.

More Information...

Native American Indian Agency

Northern California Indian Development Council, Inc.
This provider offers services under the Community Services Block Grant targeting Mative




3. FAQ Section

CALIHEAPAppIy -
Californiss LIHEAP Application Portal « Compilation of commonly asked
guestions by customers

* |In process of being updated

Home / About / FAQ

FAQ

For the most up to date FAQ and other support solutions, please visit our integrated support website here




’ 3. FAQ Section

 If their question Is not
FAQS listed, customers have
R access to the online

« Wnen wil | be notfld of my application stas? application support portal

= How many times can | apply?

» How do | submit additional documentation requested?

= How long before | know I've qualified?

= When will | receive the LIHEAP Benefit assistance?

» Can LIHEAP help me pay other utilities?

= How do | know you received my application?

» | have an emergency. What's the fastest way of applying?
= How much will | receive in Assistance if I'm eligible?

» Why do | need to submit a picture |D?

» | did not receive a registration confirmation e-mail.
» Why do | need a valid e-mail address? e




4. Multi-Factor Authentication

Secure User Login

Username/Email Address*

angiel3s

Password*

Remember Me?

If you do not have an account with us, click here to create one.
If you've forgotten or lost your password, click here to reset it.




4. Multi-Factor Authentication

« Option to activate multi-factor authentication
 via Microsoft or Google authentication app

Verify Your Account

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

Authenticator Code* California Online
[ A LIHEAP Application

angela@energyservices.org

Rermernber This Machine

Do niot select this if you are using a public computer

One-time passwords enabled

You can use the one-time password codes generated by
this app to verify your sign-ins

o One-time password code
© 298 516

Venfy Code

Don't have access to your authenticator device? You can log in with a recoverny g




Agency-Specific Features

* Abllity to add agency-specific forms and client education
documents
 Examples:
 Energy use survey
« Statement from self-employed applicants
« Landlord confirmation of utilities included in rent
« Weatherization fact sheet
* Energy conservation tips
* Household budgeting worksheet




Agency-Specific Features

* Integration of forms:
e CSD 43B — Zero income verification

« CSD 81 - Energy account holder
 CSD 600 - Citizenship/Residency Status
« CSD 321 — Received agency’'s materials

* Allow submission of multiple applications
* EXxpansion of income and demographic data fields (CSBG)




Automated Notification Emails

Customers

will receive a notification email when:

« They submit an online application

* A pledge is made on their utility account

* Their application is manually “Closed” on the portal

* Their application is “Deficient” and additional documents

were rec
 Their ap

uested
nlication is Denied in ServTrag

 Their ap

nlication has been transferred to CORE







Application List View

Application Admin » In Progress: applications that are currently

being processed or have not yet been

Current View: In Progress Applications v prOCeSSGd
R In Progress Applications _ _ _
Jetalls | o  Unprinted: applications that have not been
. Unprinted Applications :
Z printed
7 Deficient Applications
o Corrected Applications _|» Deficient: applications with missing
in :
All Applications required documents
= v

 Corrected: applications where customers
have provided their missing document(s)




Application View & Sections

Application Details

{ Application List M save M Save and Close [ Files B Notes

Current

Submitted Date Current Status
2/27/2024 1:49 PM In Progress

Application Status History
Status Status Date

In Progress 2/27/2024, 1:49 PM

X Close Application Select a Report to Download ~

Status Date
2/27/20241:49 PM

Applicant Notified Date

2/27/2024, 1:49 PM

* Includes:
« Customer-inputted data
« Section for files and notes
* Downloadable reports/forms
 Status history




Add Notes to An Application

Application Details

< Application List M Save M Save and Close [ Files A Notes X Close Application Select a Report to Download ~
Current

Submitted Date Current Status Status Date

2/27/2024 1:49 PM In Progress 2/27/2024 1:49 PM
Application Status History

Status Status Date Applicant Notified Date

In Progress 2/27/2024, 1:4% PM 2/27/2024, 1:49 PM

« Staff can leave comments on individual applications

* Only the user that added a note can delete it

« Users with Admin permissions can see all deleted notes
 Notes are not pushed to ServTraqg




Available Customer Reports

Application Details

< Application List M Save M Save and Close [ Files A Notes X Close Application

Current

Submitted Date Current Status Status Date
2/27/2024 1:49 PM In Progress 2/27/2024 1:49 PM

Application Status History
Status Status Date Applicant Notified Date

In Progress 2/27/2024, 1:4% PM 2/27/2024, 1:49 PM

« All automated forms (if applicable) will be found here
« CSD 43B - Zero income verification
« CSD 81 - Energy account holder
« CSD 600 - Citizenship/Residency Status
« CSD 321 — Received agency’s materials




Processing a Submitted
COMPLETE Application




' (IZAILIHEAF’_A

J LIHEA

Agency Side — Step 1

Pply

Administration

Applications

=

N8 NNANANRN-RNRN F

Current View:

(%5}

n Progress Applications v

Central Coast Energy Services, Inc.
Central Coast Energy Services, Inc.
Central Coast Energy Services, Inc,
Central Coast Energy Services, Inc.
Central Coast Energy Services, Inc.
Central Coast Energy Services, Inc.
Central Coast Energy Services, Inc,
Central Coast Energy Services, Inc.

Central Coast Energy Services, Inc.

First Name
Angela
Marizol
Juliana
Lorny

Chris
Chris
Chris
Gabriela

Yadira

Last Name
Mguyen
Paniagua
Garcia
Diaz
Johnson
lohnson
Johnson
Castro

Jaime Leon

€3

Select a Download Type -

Application Submitted Da
8/4/2022, 8:31 AM
2/7/2022, 1:14 PM
1/27/2022, 1:21 PM
1/13/2022, 9:04 AM
12/8/2021, 7:04 AM
11/18/2021, 9:55 AM
10/29/2021, 10:15 AM
10/22/2021, 1:13 AM

1042172021, 942 PM

Home / Admin / Application Admin

Application Admin

O ©

Corre

In Pr

In Pr

Corre

In Pr

In Pr

In Pr

In Pr

In Pr



Download and view customer’s submitted documents

Agency Side - Step 2

Application Admin

Current View:

In Frogress Applications v

Agency

Central Coast Energy Services, Inc.
Central Coast Energy Services, Inc.
Central Coast Energy Services, Inc.
Central Coast Energy Services, Inc.
Central Coast Energy Services, Inc.
Central Coast Energy Services, Inc.

Central Coast Energy Services, Inc.

2 Application Details Select a Download Type = ¥ Download Selected Report %] Export to Excel

Select a Download Type

First Name
Angela
Marisol
Juliana
Lony

Chris
Chris

Chris

Last Man Application Status Emergency Interest in WX?
Merged Report - All Docs

Mguyen Corrected il
CSD43

Paniagus In Progress w
Zip File - All Docs

Garcia e i In Progress

Diaz 1/13/2022, 9:04 AM Corrected

Johnson 12/8/2021, 7:04 AM In Progress ad

Johnson 11/18/2021, 9:55 AM In Progress o

Johnson 10/29/2021, 10:15 AM In Progress v




File Download Options

1. Merged Report — All
Docs

88245-merged.pdf
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Energy Intake Farm Priceity Points . HOOSE ONLY y be applied? <o =
C5D 43 (104207 ACC I MaturalGas  VElectricty " IWeod Tleropane TTeuel 0 TlKerosene  T|Other Fuel
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File Download Options

Department of Community Services and Development

2. CSD 43

1 File in PDF format
CSD 43 with data filled in
from online application

Energy Intake Form
CSD 43 (10/2022)

Agency. Central Coast Energy Services, Inc.

Official Use Only:

Priority Points

AC.C

Intake Initials:

Intake Date: o02/27/2024 | Eligibility Cert Date

the household, including yourself

receive income

First Name Middle Initial | Last Name Date of Birth
I I M
SERVICE ADDRESS — Address where applicant lives (this cannot be a P.O. Box)
Service Address Unit Number
I
Service City Service County Service State Service Zip Code
San Francisco San Francisco CA 94112
Hawe you lived at this residence during each of the Past 12 miomThE P ettt s s e ‘res |:| No
Is your service address the same as Malling AOAMBEE 7. . ... e e a0 b e b s bt e e mseas e e s eadsaasaaaaaansass ‘Fes DND
Do you own or rent your home? . |:| Rent Own
Mailing Address Unit Number
[ |
Mailing City Mailing County Mailing State Mailing Zip Code
5an Francisco San Francisco CA 94112
social Security Number (SSN): [ AR Telephone Number: || | N IR [ IMessage Only?
Email Address: _
PEOPLE LIVING IN HOUSEHOLD INCOME

Enter the total number of pecple in 1 Enter the total number of people who 1

Demographics - Enter the number of people who are:

Enter total gross manthly income for all people living in the household:

Ages0- 2 Years 1] TANF [ CalWorks $0.00
Ages 3 - 5 Years 0 SS1/ S5P $553.94
Ages 6 - 18 Years 0 SSA [ 5501 $649.00
Ages 19 - 59 0 Paycheck(s) 5$0.00
Ages 60 and Older 1 Interest $0.00
Disabled 0 Pension $0.00
Native American 0 Other $0.00
Seasonal or Migrant Farmworker 0 Total Income $1202.94

HOUSEHOLD MEMBERS

ENTER THE INFORMATION BELOW FOR ALL HOUSEHOLD MEMBERS.
If you have more than 7 people in your household, please list the information on a separate plece of paper.




File Download Options

3. ZIp File = All Docs <+

. . <« T ] J » - user-application-files > 122434
* 1 Folder with multiple
. @ New Tl Sort = View “ee
fl I eS . [ Mame a Type Compressed size
() I n d iVi d u aI C u Sto m e r ! @ 02272024072550_bankstaternent_202402 PDF Documen t
Fii 02272024073 | < PDF Documen t

d O C u m e ntS i n P D F @ 02272024073721_pgehbill_202402 PDF Daocumen t
format ﬁ

3 items




Agency Side - Step 3

 Review submitted info and ensure info matches documents

Application Details

€ Application List M save M save and Closs [ Files 1 Push to Servrag X, Close Application Select a Report to Download ™

Current

Submitted Date Current Status Status Date

B/4/1022 837 AM n Progress B/4/2022 B:31 AM

Application Status History

Ciot 12 - Mata B r
S1atUs Status Date App

Lol N Tl LAGLE

In Progress 8/4/2022 8:31 AM 8/4/2022, 8531 AN

Applicamt

First Name* Middle Initial* Last Name*

Angela

liddle Initia Mguyen
Date of Birth® Social Security Number*

10/18/1999 & 489-97-2382

Ethnicity

Ethnicity Subcategory



Agency Side - Step 4

Transfer application to ServTraq

Application Details

¢ Application List M Save M Save and Close [@ Files 21 Push to ServTrag ¥ Close Application

Current

Submitted Date

8/4/2022 8:31 AM

Application Status History 4%
g
Status Pushing application to ServTrag. Please wait...
Corrected
Deficient

In Progress

Applicant

First Name* Middle Initial* Last Name*

Angela Middle Initial MNguyen

Select a Report to Download

15 Date

2022 10:27 AM

tified Date

1AM

-




Agency Side - Step 5 o)

New application ID will generate

Application Details

{ Application List [ Files
o Success!
| Application pushed to ServTrag successfully. ServTraq applicationld is |'|-;452|
Current
Submitted Date Current Status Status Date
8/4/2022 8:37 &AM Corrected 8/4/2022 10:27 AM

Application Status History

Status Status Date Applicant Motified Date
Corrected 8/472022, 10:21 AM
Deficient 8/4/2022, 9:54 AM

In Progress 8/4/2022, 8:31 AM 8/4/2022, B:31 AM




Log in to
ServTrag

HEAP -
Online
Application
Processing

Agency Side - Step 6

SERVas

Local Solutions for Califor,

&} Home @ @ Welcome to ServTraq

Contacts @
© HEAP @

H Customer/Application Search

Online Application Processing

Pending/Incomplete Applications
'@' Application Data Transfer
3) ¢ Rejected Records
Eq Rejected Record Search and Entry
& Rejected Record Clearance
¢ Credit Return Payment Update

“ CARE RRP Application Entry

FH Intake Appointment Schedule

5 DAP/HEAP UA Marketing

:. Customer Contacts
($) HEAP Applications
@ HEAP Data Transfer

92 Weatherization

Crew Scheduling

Inventory




Agency Side - Step 6 (cont)

g

fﬁ Online Application Processing

# Edit Application & Refresh B Export ~

i |[Enter Search Criteria...

In Progress Applications
Application Status Intake Date Customer Name
HEAP 2022 INCOMPLETE 2/25/2022 ANA SOTO 123-44-5678
INCOMPLETE 5/4/2027 569-57-2362 l
HEAP 2020 INCOMPLETE 1/24/2020 CHRIS JOHNSON 555-66-6565
HEAP 2021 INCOMPLETE 4/29/2021 CHRIS JOHNSON 265-96-4879 5;
HEAP 2019 INCOMPLETE 10/21/2019 JULIANA GARCIA 088-69-9988 5

« All applications “pushed” from online portal will

appear in the Online Application Processing
section



Agency Side - Step 7

F save E:'i Save and Close -+ Add a Job 'ﬁé" Exit x Delete (+ Refresh +" Validate Addresses [ Check Status in CORE

(41 |y Sections
Edit Application
SARAH CUSTOMER, ApplicationID - 119362

'\é@ Program/Payment/Intake
‘ﬁ‘ Mailing Address
‘fﬁ‘ POS Address

- Hessdor Program/Payment/Intake
W Electricity
'y Natural Gas Customer: SARAH CUSTOMER Phone duplicate in PY?

‘\;«' Wood/Propane/Qil

. Program: 2020 ~ | | HEAP 2020 v
W Additional Energy ,
_ Program Year* Program*
€§ Income
= q Status: | INCOMPLETE -
¥ Performance Measures b

DENIED

Gy Referrals
Payment: b A $0.00

L& Rejections

ELIGIBLE Supp. P * *
pp. Payment Total Payment
% Notes

PENDING

_@ Commitments Utl'lty Paid: rauric vas o eecimac cumiraNY - 15161412131

_@ Recertifications Priority Points: (1)
k= Files
N sl |itake: | ONLINE v 11/24/2020 v 1/24/2020
\%| CORE Status History . . L .
Intake Location Intake Date* Certification Date*

|2l Monitoring Contacts
A Language*: ENGLISH v
%) Audit/Change History ghag




(Agency Side)



Agency Side - Step 1

* Open the Application

Application Admin

Current View: All Applications v #" Application Details Select a Download Type -

Y First Name | ast Name voolication Submitted Date
Adency ST Idame d51 INdme APpPHCation >ubmitiea Late




Agency Side - Step 2

Navigate to the Customer’s “Files” section

Application Details

£ Application List M save

Current

Submitted Date Current Status
8/4/2022 8:31 AM + Prograss

Application Status History

Ltatus Status Date
In Progress 8/4/2022 &31 AM
Applicant

First Name* Middle Initial*

Angela

Date of Birth*

M Szve and Close #1 Push to ServTrag

¥ Close Application Select a Report to Download

Status Date

8/4/2022 8:37 AM

Applicant b

- Atifiad Diaf

aie

g4 /2022, 831 AM

Last Name™*

Mguyen

Social Security Mumber*

10/18/1999

i 889-97-2382

-




Agency Side - Step 3
Click “Add Missing Document”

Application Files - Supporting and Missing Documents

Supporting Documents

£ Application Details 1 Upload Mew File

guestionnairev1.pdf
birth certificate.pdf
income.pdf

bill.pdf
electric-csd081.pdf

id.pdf

Missing Documents

=+ Add Missing Document

1
v
[#]
'
m
(]
[=]
5]
=
]
[
'
[«
(]
[=]
m
It

pirey e e e e

$r fmr

o |

D rirad P e

Quesitennaire

Applicant Citizenship or Non-Citizen Eligibility
Income Documents for Jeb Yondu

Electric Bill

Electric Bill C5D 081 Form

Photo Id

1
)
'

m

I
m
)

m

m

=1




Agency Side - Step 4

Add Missing Document

Name/Type of
missing document

Missing Document

Explanation Description
of missing
document
Public URL (If Download Link
applicable)




Agency Side - Step 4 (cont)

Application Files - Supporting and Missing Documents

Success!

Supporting Documents

¢ Application Details T Upload Mew File

questionnairev1.pdf
birth certificate.pdf
income.pdf

bill.pdf
electric-csd(81.pdf

id.pdf

Missing Documents

=+ Add Missing Document

Miss te

sing LAoCu . WOTE

Income Statements Flease upload paystubs for the last 30 days [7/4/22 to 8§/4/22)

Quesitonnaire

Applicant Citizenship or Mon-Citizen Eligibility
ncome Dacuments for Jeb Yondu

Electric Bil

Electric Bill CSD 081 Form

Photo Id

ar4/2022
gf4/2022
a/4/2022
g/4/2022
a/4/2022

g/4/2022

/472022, 234 AM

BT AM
. B:27 AM
528 AM
529 AM
529 AM

5:30 AM
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Deficient Application List

Application Admin

Current View: Deficient Applications - Select a Download Types -
Details Agency First Name Last Name Application Submitted Date Application Status Emergency
rq Central Coast Energy Services, Inc. Angela Mguyen 87472022, 8:31 AM Deficient
= Central Coast Energy Services, Inc.  Chris Johnson 5/9/2022, 4:25 PM Deficient W
r4 Central Coast Energy Services, Inc. Angela Mouyen 12/17/2021, 9:29 AM Deficient
rq Central Coast Energy Services, Inc.  Aimee Kingery 10/19/2021, 4:34 PM Deficient
.4 Central Coast Energy Services, Inc.  Emelder Price 10/19/2021, 10:47 AM Deficient W

* Adding a request for a Missing Document will move the
application to the Deficient Application list







Customer with Deficient App

» Customers with deficient applications will receive an emalll
notification AND a pop up warning message on account page

Qoo . & 0 @

Home

CALIHEAPApply.com - California’'s Online LIHEAP Application

Attention Required

@ You have submitted an application which is missing required documentation. Click the button below to review and submit the

missing documents. You must submit these documents before your application can be processed

Review Missing Documents

Need help paying your energy bill?

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




Customer with Deficient App (con)

* Display list of missing document(s)
* Upload documents right on the page

Missing Documents

@ Important! Please review and submit all items requested below. You must clear all required items before your application will be put back into the procesing queue.

Missing Document Description Documents Provided? Motification Sent

Income Statements Please upload paystubs for the last ...

5 B 15 30 Page 1 of 1 (1 items







Online Application Statuses

Automated from Manual Change from Automated from
Application Portal Application Portal ServTraqg
In Progress Closed Eligible
Deficient Transferred

Corrected Denied




ServTraq Contact Actions

1. HEAP Application Received
 New online customer - Customer Record created
* Returning customer - Contact Action added to Customer
Record

2. Online Deficient Application
« Each requested document will be added as the Deficiency
Reason(s)




ServTraq Contact Actions

« Each "Missing Document” added to an online application
generates a Deficiency Reason in ServTraq

Missing Documents

+ Add Missing Document

Document

Electric bill

Conflict of Interest form

EDD

C5D43b/Calfresh/Section & (if applicable)

(s

&
(%
(o

+ + ++

X X XX

OTHER PROBLEM
OTHER PROBLEM

OTHER PROBLEM

OTHER PROBLEM

MISSING DOCUMENT ENTERED

IN THE ONLINE LIHEAP SYSTEM CALIHEAP JOB

APPLICATION PROCESS  RECORD OMNLY

Electric bill - Please provide your electric bill from January or February. Do not provide your disconnection or past due notice, we need your actual bill. Due 2/9.
Conflict of Interest form - Please complete the conflict of interest form. Due 2/9.

EDD - Please provide your EDD award letter showing the ending date of 2024. If you would like to provide a screenshot instead, log in on a computer to the EDD website and
take a screenshot showing your name, date, payment history for 30 consecutive days o

CSD43b/Calfresh/Section 8 (if applicable) - For limited income, Flease complete the Certification of Income and Expenses. Do not leave any section blank, for every time you
check "yes' provide supporting information in the space provided. If you receive C
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Customer Forms and Documents
Ability to add required application documents or client

education documents

CALIHEAPApply

California's LIHEAP Application Portal

Home

Administration

Menii
i\//];\EL u

Applications

Users

Agency Forms

Uploaded Files

Uploader Users

Agency Forms List

< Back 4+ New Form

Application... Form Type
Energy Conser...

Questionnaire

v Y [Active] Equals 'true’

Client Educati...

Required Appl...

Language
English

English

Search...

Display Ord...
1

1

Instructions

Download the...

Download Upl...

€3

v

Active ¥
v
v
Clear

8 ©

Home / Admin / Agency Forms Li...




Customer Forms and Documents

Create Form

Form Type*

- '« Add a form for your

customers here

* Required Application
Upload

* Required Fillable
Form

 Client Education

Form Download Url*

This must be a fully qualified Url like https://www.example.com/myform.pdf

Language*

Select...

Display Order*

~ Active - Will this form be displayed in the list for the applicant?

Create Form




Application Processing Report

 Report of processed applications by date range

Application Processing Report

Start Date:  2/5/2024 t3 End Date: 2/9/2024 B v Submit £] Export to Excel Search
Details Application Id | Application Status Emergency County Serv Traq Export Date Status Date Opened Date Opened By Review End Date Downloaded Date
rq 115261  Eligible v San Francisco  12/18/2022, 10:38 AM 12/19/2022, 10:47 AM  2/9/2024, 8:02 AM Shawnte Corona = 2/9/2024, 8:02 AM 12/1%/2022, 10:04 AM
= 148089 Denied v San Francisco  2/9/2024, 11:45 AM 2/9/2024, 11:47 AM 2/9/2024, 8:21 AM Helen Ceja 2/9/2024, 8:23 AM 2/9/2024, 11:38 AM
rq 148089 Denied v San Francisco  2/9/2024, 11:45 AM 2/9/2024, 11:47 AM 2/9/2024, 11:43 AM  Shawnte Corona = 2/9/2024, 11:47 AM 2/9/2024, 11:38 AM
= 148470 Transferred o Santa Cruz 2/5/2024, 11:41 AM 2/7/2024, 2:46 PM 2/5/2024,11:32 AM  Rebeca Leon 2/5/2024, 11:41 AM 2/5/2024, 11:29 AM

@ 150441  Denied v Monterey 2/9/2024, 8:32 AM 2/9/2024, 8:33 AM 2/9/2024, 8:24 AM Helen Ceja 2/9/2024, 8:32 AM 2/9/2024, 8:24 AM

Y Create Filter

5 8 15 30 Page 1 of 33 (164 items 1 2 3 4 5

* Includes:
« Employee names
«  When application was opened
When customer documents are downloaded
« Last day reviewed
« When app was pushed to ServTraq







Frequently Asked Questions

How Is the system set up to prevent deficient
applications?

Home page includes list of required documents

_arge notice on Document Upload section of application
Document Upload section separates the upload of each
iIndividual document

Application cannot be submitted if document requirement
upload is not satisfied




Frequently Asked Questions

Important! Complete All Required Document Uploads

You must supply documentation for all of the following required documents. Appropriate documentation can be found by clicking the info circle icon in each required document detail. You will not be able to

proceed to the next step until you have supplied documents for every required document category. One or more of these documents may require you to download the form, fill it out, and then upload it. You

may need to get someone else to sign it if applicable. Not providing complete documentation will result in either a delay or a denial of your application. Read the description of what is required carefully and

supply the documents asked for to streamline the application process.

If you prefer to scan your documents from paper you can click the Scan These Documents button for each requirement and provide documentation using a TWAIN-enabled local scanner.

@ Electric Bill Shut Off/Disconnection Notice
Status: No Documents Provided

Specifics of Requirement

Please provide your shut off/disconnection notice for Pacific Gas & Electric Company, Account Number
2123124,

Upload Documentati---

Scan These Documents

ﬁ Photo Id @
= Status: No Documents Provided

Specifics of Requirement
Please upload a picture or scan of your photo id

Upload Documentati-

Scan These Documents

©® Q

Electric Bill @
Status: No Documents Provided

Specifics of Requirement

Please provide your complete most recent electric bill - complete bill, all pages - for utility - Pacific Gas &
Electric Company; Account Number - 2123124, If your natural gas bill is the same as your electric bill you
must also provide the pages showing your natural gas usage.

Upload Documentati---

Scan These Documents

Wood/Propane/Fuel Oil Bill @
Status: No Documents Provided

Specifics of Requirement
Please provide your complete most recent WPO bill for Fuel Oil Non-Regulated Utility; Account Number 1

Upload Documentati--

Scan These Documents




Frequently Asked Questions

2. We still receive so many deficient applications. How can
we prevent this?

We don’t know. If you find a solution, please let us know.




Frequently Asked Questions

3. How can my team process applications without
duplicating efforts?

 What is currently working for agencies:
* Assign applications by:
« City
* County (if applicable)
* Priority point thresholds
« Shut-Off Notice
* Interested in WX
 Measures in place to prevent duplicative work




Prevent Duplication of Work

Home / Admin / Applications / Application Deta...

Application Details
¢ Application List M sSave M Save and Close [ Files HE MNotes 21 Push to ServTraq X Close Application Select a Report to Download  ~

@ Application Under Review Notice

This application is currently under review by another user - Laura Diaz. You should check in with that user before proceeding as your edits may be overwritten by theirs and vice versa

Current
Submitted Date Current Status Status Date
2/27/2024 10:06 AM n Progress 2/27/2024 10:06 AM

Application Status History
Status Status Date Applicant Notified Date

In Progress 272772024, 10:06 AM 2/27/2024, 10:06 AM

A warning notice will appear upon opening an application that is
already under review




Frequently Asked Questions

4. Why are returning customers with a different phone
number creating a new Customer Record in ServTraq?

Too many Customer Records were being updated with incorrect
or fake phone numbers.




Frequently Asked Questions

5. Why does the priority points of an application change
when | push it to ServTraqg?

Priority points on the online application system are an
estimation. Once the application is in ServTraq, the priority
points are more accurate because a program and subprogram
gets assigned.




Frequently Asked Questions

6. Our customers are not tech-savvy, but we want to utilize
the system. How can we get them to use the online system?

 What has worked for agencies:
« Set up computers in the lobby and assign a staff member
to assist
« Encourage customers that call in for assistance to submit
an online application and walk them through the website




Frequently Asked Questions

/. Our agency works with county caseworkers/local
groups/community organizations that help bring in
customer applications. Can they use the online system?

Yes! Partner agencies can be granted special permissions to
upload applications on behalf of applicants.




Frequently Asked Questions

8. We anticipate very few of our customers submitting
online applications because of X, Y, and Z. Are there
additional benefits of the site?

Possibly. You can utilize it specifically for partner groups and

agencies. If a person or group Iin the community assists your

customers with completing paper applications, they try to use
the website instead.










Thank you!

support@caliheapapply.com

support@servtrag.com

February 29, 2024



