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Overview

This job aid describes how to complete a Head of Household’s first Energy LIHWAP application
in NC FAST. Only one application is needed for Federal Low Income Household Water
Assistance Program (LIHWAP) funds; NC FAST is programmed to determine the funding source.
An Energy application is created when the Guided Interview is completed and submitted.

Refer to the Energy — CIP Application to Case, Energy - CIP & LIEAP Combined Application to
Case, Energy - LIEAP Application to Case & Energy - Subsequent Energy Assistance Application,
Energy — Overpayment and Underpayment job aids, if needed.

Notes:
e For categorically eligible cases, answer, “NO” to applicable questions

e Make a note on the application to state that the application is either a “Categorically
Eligible Priority 1 or 2 Application.”

e To add case notes, complete the following steps (refer to Application section, 23.
Add case notes below for additional assistance):
a. From the Energy Application page, click the Contact tab.
b. Select Notes.
Notes o,

c. Then click the New hyperlink.
d. The New Note pop-up appears. Enter the applicable information then click Save.
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Step-by-Step Instructions

It is critical to perform a thorough Person Search in NC FAST for everyone included on the

application. This will help prevent duplicate person registrations and incorrect eligibility
determinations.

1. Search NC FAST for each household member to see if they are already registered in
NC FAST. Refer to Searching for Persons job aid.

2. If any household member is not registered in NC FAST, register them before

continuing the application process. Refer to Registering Persons job aid for detailed
instructions.

3. Review each household member’s Person page for accuracy, and whether they were
previously registered. Update Person page information as necessary.

Notes:

e This step should occur before starting any Energy application; Person page
updates will not transfer to an in-progress Energy application. Refer to the
Editing Person Information and Adding Addresses job aids.

e Energy Applications and Cases are based on the Head of Household Private
Address, where the client resides, which indicates the location requiring
heating or cooling. A Mailing Address is not required for Energy cases and
will not transfer to the Energy Assistance application. If the Mailing Address
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exists, on the person page or the Energy Assistance Integrated Case, it will
be printed on all Energy Assistance notices.

Address processing for Eligibility User Roles is the same. If evidence needs to
be added users can end date an existing Private Address and add a new
record. Do not delete any existing evidence on Person page.

Keep the Head of Household’s Person page open. This is where the Energy
worker begins the Head of Household’s initial Energy application.

Search for Prior Energy Benefits

4.

L ® N O

Perform an Energy Benefits Search to determine whether the Head of Household
previously received Energy Assistance benefits in NC FAST

From the NC FAST home page click the Clients and Outcomes tab then click the
toggle to expand the Shortcuts panel.

The Shortcuts panel displays. Click the Searches folder.

The Searches folder expands. Click the Energy Benefit hyperlink.

Enter the search criteria for the Head of Household then click Search.

Search results display. Click the toggle next to any result that says Yes in the Head of
Household column. Information about Energy benefits received displays.

Energy Bensfit Search cgo
= required field
@ This benefit information may not be a true reflection on the household's available benefit. Please check the applications under the Applications tab for this household to confirm actual benefits available.
Search Criteria v
Reference

Additional Search Criteria v
First Name [ | Datecfsirn [ =]

Last Name [ ] Gender Femal ~
Search Results: NG FAST v

Case Reference Last Application Date Head of Household Address Gender Date of Birth

112/2024 Yes Female 8/17/1966

If the Head of Household column contains Yes, determine the type (and
amount) of Energy assistance already received. If the Head of Household
column reads Yes and the client is still eligible for LIHWAP benefits (whether
in the current fiscal year), follow the guidance outlined in the Subsequent
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Energy Assistance Applications job aid (instead of using the steps outlined in
this CIP Application to Case job aid).

If the Head of Household column contains No, continue to step 5 below.

To examine the existing Energy Income Support case in detail, click the Case
Reference number hyperlink. The Energy Income Support case displays in a

new tab. An Energy worker should begin any subsequent Energy Assistance

application (whether for CIP or LIEAP) from this page, not from the Head of

Household’s Person page.

This message will display after the search criteria is entered. This benefit
information may not be a true reflection on the household’s available
benefit. Please check the applications under the Applications tab for the
household to confirm actual benefits available.

Initial LIHWAP Application
1. Navigate to the Head of Household’s Person page. Click the Application tab.

2. The Applications page displays. Click the New Application hyperlink.

3. The New Application pop-up appears. Select the Low Income Household Water
Assistance Program (LIHWAP) check the box then click Next.

New Application @ ®
Name Description
Crisis Intervention The Crisis Intervention Program (CIP) serves individuals and families who are experiencing a heating or cooling related
Program (CIP) crisis.

Low Income Energy
Assistance Program
(LIEAP)

The Low Income Energy Assistance Program (LIEAP) is a federally-funded program that provides for a one-time
Provider payment to help eligible households pay their heating bills.

Low Income Household
Water Assistance Program
(LIHWAP)

The Low Income Household Water Assistance Program is a federally-funded program that provides for a one-time
provider payment to help eligible houssholds pay their Water and Wastewater bills.

4. The Guided Interview wizard opens (on the About the Claimant page). It is divided
into several sections. Enter or select the applicable information on each page.

About The Claimant
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5. Information About the Claimant: Enter or select the applicable information then click

Next.
Information About The Claimant @ ®
Information About The Claimant Print
E]  About The Claimant B [ m . .
= r Let's get started! Please enter the claimant's personal details below. The
claimant must enter the required items. Please note that you can submit the
l | ai h ired Pi h bmit th
claimant's application at any point by selecting Close at the bottom of the
The Claimant's Home ﬂ page.
Household Details &
Application Details Help
Summary ]
Method of Receipt: * ‘ In-Person v
g Eligibility Results ﬂ
Application Date: * 11/4/2021 d

Notes:

e An asterisk (*) indicates required information. Some required information
(like Race and Ethnicity) is not always marked with an asterisk. After
entering or selecting all mandatory information on a Guided Interview page,
click Next to progress to the next page.

e If an Energy worker does not enter or select an answer to a required
guestion, clicking Next generates a validation message that lists the
information that must be supplied to progress further. Enter or select
answers to those questions then, click Next.

e When the application progresses successfully to the next page, NC FAST
automatically saves all information entered on the previous page. The
Energy worker can click Close (at bottom left) at any time to end the Guided
Interview. The next page allows the worker to choose whether to save the
application and continue later (In-Progress status) or quit/delete.

6. Suggested Addresses: Select the applicable information then, click Next.
About The Claimant

7. About the Claimant (Claimant Details): Enter or select the applicable information
then click Next.
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Claimant Details ®®

Please enter the claimant's details.

about you . . .
El  About The Claimant B (r’ - Claimant Details Print I

The Claimant's Home s

Household Details =
Personal Details Help
Summary = Does the claimant have an SSN? * | }-Please Select— v
g Eligibility Results a Date of birth: * 4/17/1996
Gender: ~ Male
Notes:

e Does the person have an SSN? is a required field. Select Yes if the Head of
Household has an SSN. The Head of Household’s SSN then appears in the
field below (if SSN evidence has been added to the Head of Household’s
Person page).

e Select No if the Head of Household (an ineligible alien, for example) does
not have an SSN. Select N/A for Has the claimant applied for an SSN?

e Selecting Yes to Is this person disabled? Will trigger NC FAST to apply the
$85 medical deduction (if SSI is chosen as the client’s Benefit income type
later in the Guided Interview).

e |f someone other than the Head of Household or a Household Member is
applying for Energy Assistance on behalf of the household, select Yes for Is
someone other than a Household Member applying for the household? then
enter the representative’s first and last names in the fields that then appear.

The Claimant’s Home

8. Water and Wastewater Information (The Claimant’s Home): Enter the applicable
information then click Next.
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Notes:

Water and Wastewater Information @ ®
B AbcutTheClaimant  ‘m 4 , Water and Wastewater Information Print
Please capture Water or Wastewater Details below.
ﬁ The Claimant'sHome ‘g
Water and Wastewater Information Help
Household Details a8
S ary & Has your water or wastewater service been disconnected? * [-Please Select— v
D Elichiityj=atits E Please describe the Crisis. *

e All fields are required on the Water and Wastewater Information page.

e On the Water Crisis Information page, describe the crisis (minimum of 20

characters).

9. Water Provider Search (The Claimant’s Home): Enter the applicable information then

click Next.

Water Provider Search

®E

E About The Claimant

ﬁ The Claimant's Home
Household Details
Summary

Bl Eligibility Results

o

B

s

4 ’ Water Provider Search Print
Please identify the household’s water or wastewater providers.

Water Provider Search Help

Please enter search criteria below and click next to perform the search.

Water Provider Name * I:l

County * Johnston

Service Type * Water/Wastewater

o | [ |
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Notes:

e All fields are required on the Energy Provider Search page.

e When the Energy worker enters a minimum of two consecutive characters
found in a Water provider’s name (in the Water Provider Name text field),
any enrolled provider with those consecutive letters in its name, appears in
the search results.

o |f a Water provider does not appear in the search results, contact a
supervisor, or lead worker for guidance. They may need to contact the
Water provider so that they can submit this information in the Energy
Provider Portal.

e Onthe Select Water Provider screen, a provider must be selected.

10. Water Provider Details (The Claimant’s Home): Enter the applicable information
then click Next.

Water Provider Details @ ®
E AboutTheClaimant  ‘Jg ' Water Provider Details Print
Please identify the details of the Water/Wastewater provider
'ﬂ The Claimant's Home ‘g
Water/Wastewater Program Details Help
Household Details )
\ Summary a Provider Name Water Services Johnston
D Eligibility Results " Is the account holder a household member? * | |-Please Select-- v |
What i the Arraint Nimher? * | | N
Notes:

e All fields are required on the Energy Provider Search page.

e On the Water Provider Details screen, the benefit amount cannot exceed
the amount needed to alleviate the crisis.

Household Details
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11. Income Details (Household Details):Select the applicable information then click Next.

Income Details @ ®
~
E  About The Claimant = ;m Income Details ol
The claimant has told us that Denise has income, Please enter the details balow
The Glaimant's Home '
& Denise
2, Household Details B o
B Summary ™
Income Details Help
C engibility Results & Please give us the details of Denise income below
What category of income has Denise received? * I | v I

Notes:

Summary

If Yes is selected from any of the drop-down menus, select the Head of
Household’s name radio button.

Add income for all household members. LIHWAP requires current-month
amount for these fields.

NC FAST classifies some sources of income as Benefit Income instead of
Unearned Income. For example, Social Security Income (SSI) is Benefit
Income, not Unearned Income.

12. Review the Claimant’s Answers: Confirm all the information is accurate then click

Next.
Review The Claimant's Answers [©)]
\ imant! im0
Bl About The Glaimant . Je LJ. o I Review The Claimant's Answers rin
I \ Here is a full summary of what the claimant has told us about the claimant and
the claimant's home so far.
“ The Claimant's Home ™
Application Details -
Household Details ™ » N -
***Please make sure to re-submit and confirm all changes made to ensure proper eligibility
Q SHEER rh Date of Application: Received Method: Action
In-Person Edit
Q Eligibility Results ™
Authorization Details -
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Note: The Review the Claimant’s Answers page summarizes all information entered
on the Guided Interview. Review this page thoroughly. Edit, delete, and/or add
information as necessary on this page.

Eligibility Results — Water or Wastewater

13. Eligibility Results — Water or Wastewater: Review all information to make certain the
eligibility determination matches expectations then click Next.

Eligibility Results - Water or Wastewater @ ®
~
E  about The Giaimant = % Eligibility Results - Water or Wastewater Print
ﬁ The Claimant's Home ‘g 1.
Eligibility Results - Water or Wastewater
S Household Details [T Head of Household
Eligibility Decision Eligible
E Summary rh
Househald Size 1
E  Eigibiity Resuls ™ Eligible Benefit Amount
Citizenship Status / NG Residency Summary
v
=3

Claimant’s Rights and Responsibilities
14. Claimant’s Rights and Responsibilities: Select each check box then click Submit.

Note: Energy workers can click any hyperlink on this page and print it in either
English or Spanish. Each opens in another window as a PDF document. Closing the
PDF returns the Energy worker to the Guided Interview’s Rights and Responsibilities

page.
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Application

®®

Time Remaining: 29:33
Claimant's Rights and Responsibilities

North Carolina Public Assistance Rights and Responsibilities
North Carolina Public Assistance Rights and Responsibilities - Spanish

Medical Transportation Assistance Notice of Rights and Responsibilities

* required field

Confirmed that claimant has read or been made aware of his/her rights and responsibilities. *

Management and Protection of Personal Health Information Policy

-
Confirmed that the claimant has read or been made aware of the department policy, if applicable per
program. *
Authorization To Release Information -
Confirmed that the claimant has been made aware of the Authorization To Release Information procedures for
the applicable program(s). *
Suormit

Application

15. The Application tab on the Head of Household’s Person page displays. Click the

reference number hyperlink for this application.

Note: The application status must display as Submitted for the reference number to
become a hyperlink. Click the refresh icon to update the application status to

Submitted.

North Carolina,

O Male
Born
A

Age 25
(E:) *roceedings Financial Transactions Referrals Client Contact Administration Applications Compliance Time Limits Employment
Applications [ New MAGI Appiication...
Reference Type Programs Owner Status
> Energy ;‘r’:’g‘r:l:";lleH'xA“;ih"‘d Water Assietance  \cpasT UsERGS73S | Submitted

InProgress MAGI Applications

Reference Type Programs Entered By

564566558

DisabiityTracking ~ Spousal Resour (;)

H New Application... ﬁ ( ‘E )

Due Date

1/4/2021

Status

16. The Energy Application home page displays. Click the Clients tab to confirm that NC
FAST has matched all household member information entered on the Energy
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17.

18.

19.

application with information (name, SSN, date of birth) that appears on each
household member’s Person page.

a. Alist of household members included on this application displays. A status of No
in the registered column indicates that the person’s name, date of birth, and/or
SSN as entered on the application does not match these same details on their
Person page.

b. For each household member with No in this column, click the List Actions Menu
then select Match Client or Potential Match. Refer to the Match Client job aid
for guidance on completing the Match Client process.

c. After successfully completing the Match Client process, Yes should now appear
in the Registered column for every household member.

Note: NC FAST automatically matches name, SSN, and date of birth (Status = Yes)
if what is entered on an application matches this same information on the
Person page.

Click on the Online Data tab to check multiple online databases that might verify
evidence included on the application.

Notes:

e Refer to the Requesting and Viewing Online Data OVS job aid.

e Review information thoroughly and make note of any OVS results that do
not match the details recorded during the Guided Interview.

Click the FNS & Work First tab to view any income, resources and/or expenses used
to determine a household member’s eligibility for active Food & Nutrition Services
(FNS) or Work First/Cash Assistance case. Note any details that affect the
household’s Energy Assistance application.

If either OVS results or information found on the FNS & Work First tab indicate that
evidence or verification source needs to be edited/updated on the Guided
Interview:

a. Click the Tab Actions Menu then select Edit Application Information.

b. The Summary page of the Guided Interview pop-up appears. Select Edit, Delete,
or Add (if available) for any section of the Summary page to change information
recorded earlier on the Guided Interview.

Note: Selecting Delete removes the information from the application
immediately. Selecting Edit or Add, opens the relevant page of the Guided
Interview. When the page displays:
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c. The Eligibility Results page displays. Review the eligibility results then click Next
if satisfied with the results.

Note: Clicking back in the browser returns to the Summary page.
d. The Update Application pop-up appears.

i.  Click Confirm for NC FAST to use the changes made on the Guided
Interview to reassess eligibility.

ii.  Click Cancel to return to the Summary page.
20. On Energy Application page, authorize or deny the application.
a. To authorize the application:
iii.  Click the Tab Actions Menu then select Authorize Program.

iv.  The Authorize Program pop-up appears. Select the applicable check box
then click Authorize.

b. To deny the application:

i.  Click the Contacts tab to add case notes to substantiate denying the
application.

Note: Case notes can only be added to an Energy application before the
application is disposed.

ii.  Click the Notes folder then select the New Note hyperlink.
iii.  Enter a Subject and notes then click Save.
c. Click the Programs tab to deny the application.
i.  Click the List Actions Menu then select Deny.

ii.  The Deny Program Request pop-up appears. Select the Denial Reason from
the drop-down menu, add comments then click Save.

21. Print the approval or denial notice:

a. Click the Contacts tab then click the List Actions Menu associated with the
notice.

Note: The approval/denial notice is also accessible on the Head of Household’s
Person page (Contact tab > Communication folder).

b. Select View/Print. The DSS 8105 approval or denial program notice opens as a
PDF file.
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Note: Depending on the web browser used, the notice may open automatically
in a new browser tab, or it may download (in which case it must be opened
manually).

c. Check it for accuracy. Print then close the PDF file.

d. The Contacts page on the Energy Application displays. To update the notice’s
status from Draft to Sent:

i.  Click the List Actions Menu then select Edit.
ii.  Click the Status drop-down then select Sent.
iii.  Click Save.
22. View the Pledged Payment Status:
a. Navigate to the Energy Application page then click the Programs tab.
b. Click the toggle next to the Program to review details.
23. Add case notes:
a. Click the Related Cases tab.
b. Click the reference number hyperlink.
c. The Energy Income Support Case displays. Click the Case Details tab.
Click New.

o

e. The New Note pop-up appears. Enter and select the application information then
click Save.

f. The Energy Income Support page displays.
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