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Today’s Webinar

• General and agency-specific features 

• How to process an online application

• How to manage a deficient application

• Agency administration features

• How the system works with ServTraq

• FAQ

• Q&A session

• Live Demo



Features



1. Home Page

• LIHEAP and application overview



1. Home Page

• Video tutorials in English and Spanish



1. Home Page

• List of required application documents



2. Find Services

• Find local LIHEAP application



2. Find Services

• If local app found, 

registration link 

will appear



2. Find Services

• If local app not 

found, link to 

CSD website will 

appear



2. Find Services



3. FAQ Section

• Compilation of commonly asked 

questions by customers 

• In process of being updated



3. FAQ Section

• If their question is not 

listed, customers have 

access to the online 

application support portal 



4. Multi-Factor Authentication



4. Multi-Factor Authentication

• Option to activate multi-factor authentication 

• via Microsoft or Google authentication app



Agency-Specific Features

• Ability 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:

• 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

• Expansion 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 requested

• Their application is Denied in ServTraq 

• Their application has been transferred to CORE



What the System Looks 

Like for Staff 



Application List View

• In Progress: applications that are currently 

being processed or have not yet been 

processed

• Unprinted: applications that have not been 

printed

• Deficient: applications with missing 

required documents

• Corrected: applications where customers 

have provided their missing document(s)



Application View & Sections

• Includes:

• Customer-inputted data

• Section for files and notes 

• Downloadable reports/forms 

• Status history 



Add Notes to An Application

• 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 ServTraq



Available Customer Reports

• 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



Agency Side – Step 1



Agency Side – Step 2

• Download and view customer’s submitted documents



File Download Options

1. Merged Report – All 

Docs

• 1 File in PDF format

• Includes:

• CSD 43

• All of customer’s 

uploaded documents



File Download Options

2. CSD 43

• 1 File in PDF format

• CSD 43 with data filled in 

from online application 



File Download Options

3. Zip File – All Docs

• 1 Folder with multiple 

files

• Individual customer 

documents in PDF 

format



Agency Side – Step 3

• Review submitted info and ensure info matches documents



Agency Side – Step 4 

• Transfer application to ServTraq



Agency Side – Step 5 (cont.) 

• New application ID will generate



Agency Side – Step 6 

• Log in to 

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



Managing Deficient 

Applications

(Agency Side)



Agency Side – Step 1  

• Open the Application



Agency Side – Step 2  

• Navigate to the Customer’s “Files” section



Agency Side – Step 3  
• Click “Add Missing Document”



Agency Side – Step 4  

Name/Type of 

missing document

Explanation 

of missing 

document

Public URL (if 

applicable)



Agency Side – Step 4 (cont.)  



Deficient Application List

• Adding a request for a Missing Document will move the 

application to the Deficient Application list



What the customer sees…



Customer with Deficient App 

• Customers with deficient applications will receive an email 

notification AND a pop up warning message on account page



Customer with Deficient App (cont.) 

• Display list of missing document(s) 

• Upload documents right on the page



How the Online 

Application System Works 

with ServTraq



Online Application Statuses

Automated from 

Application Portal

Manual Change from 

Application Portal

Automated from 

ServTraq

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



Agency Administration 

Features



Customer Forms and Documents 
• Ability to add required application documents or client 

education documents



Customer Forms and Documents 

• Add a form for your 

customers here

• Required Application 

Upload 

• Required Fillable 

Form

• Client Education



Application Processing Report
• Report of processed applications by date range

• Includes:

• Employee names

• When application was opened

• When customer documents are downloaded 

• Last day reviewed

• When app was pushed to ServTraq



Frequently Asked Questions



Frequently Asked Questions

1. How is the system set up to prevent deficient 

applications?

• Home page includes list of required documents

• Large notice on Document Upload section of application

• Document Upload section separates the upload of each 

individual document   

• Application cannot be submitted if document requirement 

upload is not satisfied



Frequently Asked Questions



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

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 I push it to ServTraq?

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

7.  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 in the community assists your 

customers with completing paper applications, they try to use 

the website instead.  



Q & A



Live Demo



support@caliheapapply.com

support@servtraq.com
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Thank you!


