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LIHEAP Cirisis policy overview pennsylvania

Y4 DEPARTMENT OF HUMAN SERVICES

The Crisis component of LIHEAP is available for households who are in a home heating emergency
during the LIHEAP Season from: Monday, November 4, 2024 - Friday, April 4, 2025

* A LIHEAP customer who has a heating emergency from 11/4/24 — 4/4/25 must contact a County
Assistance Office (CAO) to request help with LIHEAP Crisis.

 The CAO determines whether the customer is eligible for LIHEAP Crisis.

* When LIHEAP Crisis is approved, the CAO enters information in the DHS eligibility system that creates a
Crisis Authorization # that conveys to the vendor’s Worklist in PROMISe™ the next day.

* The CAO will also provide the vendor with a Crisis ‘pledge’. The S amount of the pledge is based on
the amount needed to resolve the crisis with consideration of any LIHEAP Cash grant credits, already
received by the vendor (based on the Cash grant Treasury Pay Date) at the time of the Crisis pledge:

* For deliverable fuels, the amount needed to resolve the crisis is defined as the amount of fuel
needed to fill the tank (‘up to’ the amount pledged by the CAO).
* For utilities, it is the minimum amount needed to prevent termination or restore service.
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LIHEAP Crisis policy overview 7! pennsylvania
ey DEPARTMENT OF HUMAN SERVICES

* The 2024/25 season maximum for Crisis is $1000 per household.

* A household may receive several Crisis authorizations during the season,
but the combined total of all Crisis grants issued for the season may not
exceed $1000.

e Each Crisis Authorization # is to resolve a specific heating emergency so it is
good for a one-time delivery, pickup or utility-shutoff situation.

* When Crisis funds are needed to fully resolve a heating emergency, vendors

must data enter information about the delivery into a claim management
system called PROMISe™.
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Deliverable Fuel Types

pennsylvania

\4 DEPARTMENT OF HUMAN SERVICES

Deliverable Fuel Types (non-utilities)

Every time LIHEAP Crisis is authorized to a non-utility, the CAO will pledge an ‘up to’
amount, with consideration of how much Crisis $ the household has already
received. This amount will also be conveyed to the vendor’s Worklist in PROMISe ™,

Fuel deliveries or fuel pickup made prior to or without CAO approval will not be paid.

Don’t prepare separate delivery tickets for Cash and Crisis grants as we want to
ensure the customer receives the lowest price based on total quantity delivered.

If your company offers discounted pricing for paying quickly, this pricing must be applied
to a LIHEAP customer.

Automatic Delivery: Vendors can help LIHEAP customers on automatic delivery by
letting them know the date of an upcoming delivery so the customer has time to contact
the CAO to make a request for LIHEAP Crisis. The CAO must contact the vendor to
make a LIHEAP Cirisis pledge before the delivery is made.
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pennsylvania

DEPARTMENT OF HUMAN SERVICES

Accessing PROMISe ™ "@

PROMISe™ is the web-based system a vendor uses to process a LIHEAP Crisis claim.
Access PROMISe™ using Microsoft Edge via Website https://LIHEAP.dhs.pa.gov

DEPARTMENT OF HUMAN SERVICES

Quick Links
DHS — LIHEAP Information
E LIHEAP Vendor Website
l I I I Select one of these links to obtain

Low-Income Home Energy Assistance Program LIHEAP related information.

f@ pennsylvania

The Commonwealth of Pennsylvania Department of Human Services
offers state of the art technology with the introduction of
PROMISe™/LIHEAP, a new claims processing and management
information system.

Select this link to process or inquire
- Log on to PROMISe ™/LIHEAP Internet €=========1 on a LIHEAP claim; update account

information; change password.



https://liheap.dhs.pa.gov/

DEPARTMENT OF HUMAN SERVICES

PROMISe™ Log On and Password pennsylvania

 Use Microsoft Edge as the web browser to process claims in PROMISe ™,
(PROMISe ™ doesn’t support data entry using Mozilla Firefox, Safari, or Chrome)

« Every vendor designates a primary PROMISe™ user. This user must
register in PROMISe™ using the 13-digit Vendor ID, then establish a
password.

« If your company assigns a new primary PROMISe ™ user, call the # below.

 Users with access to more than one Vendor ID or service location must set up
log on/passwords for each location.

« The primary PROMISe™ user may add and remove alternate users. Alternate
users may access LIHEAP Vouchers and help with Crisis claim processing.

« PROMISe™ requires passwords to be reset every 90 days.

* For help with Password Resets call 1-800-248-2152.
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DEPARTMENT OF HUMAN SERVICES

PROMISe User Log On Screen

pennsylvania I_I “ [A
DEPARTMENT OF HUMAN SERVICES

Low-Income Home Energy Assistance Program

Need Help? Use the Internet Help Manuals
Guide to set up a primary PROMISe User
Addingiremoving PROMISe users
Vendor Crisis 101: Instructions for Subtiitting a Claim =

This Power Point can be found here.

ATTENTION PROMISe™ Users:

The LIHEARP Crisis claim web portal will soon have a URL name change from "LIHEAP.DPW.STATE.PA.US"
to "LIHEAP.DHS PA GOV"

LIHEAP Vendor PROMISe™ users will receive emails from the LIHEAP Vendor Unit to confirm the need to
transfer to the new PROMISe™ website

A redirect function will be available from the time of implementation until 12/31/2024.

LIHEAP Vendor PROMISe™ users need to update their bookmark and save the new LIHEAP PROMISe™
URL by 12/31/2024.

These message boxes are updated
throughout the season and centain
important information for vendors.

Notice:

Before the start of the season, take time to update your PROMISe™ password, remove PROMISe™ users
who no longer have LIHEAP responsibilities and add others who will need to access vouchers / process
LIHEAP Crisis claims during the 2024/25 Season. Call the PROMISe™ helpdesk 800-248-2152 if you have
questions about these things.

The 2024/25 LIHEAP Season will officially begin Monday, 11/4/24, Crisis Authorizations shouldn’t display
on your PROMISe™ Worklist until Tuesday, 11/5.

If documentation isn't attached to a LIHEAP Crisis claim by upload, you must print the LIHEAP Cover
Sheet from PROMISe and include it with any documentation submitted via FAX or MAIL.

Documentation rejections will appear on your worklist this season, so you are immediately aware thata
correction is needed

PROMISe™ users can request guidance / training fo upload delivery tickets when Crisis Authorizafions are
received this season by contacting the LIHEAP Vendor Unit by email RA-LIHEAPVendors@pa.gov or call
877-537-9517 to schedule an appointment.

In this box, type your Log on ID

(13 digit Vendor ID or 9 digit Alternate 1D}

If you have already set up your account or a vendor has set one up for you, log on here.

LogonID:[ |13 digit Vendor ID or 9 digit Alternate ID)
R —

Not yet regi: 7 Create your user account now.

and password; then click the "Log On" button.

t Password?

Note: A Password must begin with an alpha character, have at least 2 numbers and be at least
6 but no more than 8 characters long. Passwords must be reset every 90 days. If you need help
with a password, call 1-800-248-2152 or click the Forgot Password? Link.

This site requires Microsoft EDGE for Claim Processing. System may not function correctly using Firefox, Google Chrome, or other Internet browsers.



risis Authorization / Data Entry Overview

pennsylvania

' DEPARTMENT OF HUMAN SERVICES

Data Entry:

After making a delivery or putting a 30 day hold on a customer’s utility account, the vendor
must file a Crisis claim via data entry in PROMISe ™ and provide documentation in order to
receive payment with Crisis funds.

The 2024/25 Season (URL) for LIHEAP Crisis processing is https://LIHEAP.dhs.pa.gov

Enter cost associated with the fuel type first. Crisis claims must be entered with the exact
dollar amount, not rounded. (e.g., if a delivery of fuel was $998.97, the claim should be
submitted for exactly that amount, not $1000).

Service Codes may only be used one time per claim. For this reason, items such as
multiple delivery tickets or several types of credits/other payments being applied to the
delivery must be added together, then data entered as one amount.

Enter credits, customer or agency payments with Service Code Y9012, where they will be
subtracted from the total delivery or termination.

Only enter LIHEAP Credits from the current season with Y9012 if the cash grant was
received (Treasury Pay Date) at the time the Crisis Auth # was pledged.
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https://liheap.dhs.pa.gov/

PROMISe™ ‘Main Menu’ Page Features: pennsyl_vania

DEPARTMENT OF HUMAN SERVICES

After successful log on, this ‘Main Menu’
page will display with your Vendor ID. @Eﬁg:}ﬁﬁﬂnﬂﬁms I.II'I p

LoweIncoma Hore Ersgy Assistance Program

Main | Account Vouchers (RA) Worklist Help Log Off

From this page you can:

» Access your LIHEAP Vouchers:

bmit all Claims & Attachments within 30 days of Authorization!
» View and process pending Crisis Claim
on your Worklist.

LIHEAF Main Menu

Vendor ID: 3003444340001

> Inquire about an existing claim\“
. f all Active and In Progress Crisis Authorizations. Sort, locate a customer,
is a claim and return to the Worklist for immediate update.

Claims Inquiry

» Process a single claim if you know the
AUTH #.

pquire on the status of Claims you already processed

Process a New Crisis claim

Locate a customer and process a new LIHEAP Crisis Claim,
Searching by a specific Crisis Authorization # or a date range




Filing a claim using the Worklist

pennsylvania

DEPARTMENT OF HUMAN SERVICES

The Worklist contains active/unpaid Crisis AUTHS.

»  Click on the Auth # of the customer to begin claim processing.

«  Sort the Worklist to find a customer by clicking a column heading w/in the blue bar below Provider ID.

*  Navigate back/forth to the ‘Worklist’ via the hyperlinks to process another claim.

When data entry and documentation meet in PROMISe ™, that claim goes to PAID status and will drop off the Worklist.

pennsylvania

DEPARTMENT OF HUMAN SERVICES

I i

This Worklist contal

s ACTIVE Crisis Authorizations (Auth #s). A LIHEAP Crisis Auth # appears on your Worklist the day after the local county office data

ers a Crl

Authorization in the LIHEAP

ligibility syst

Locate a customer by name or Auth # by clicking on the blue column title above the column you wish to sort.
IMPORTANT NOTES
« If you notice ncorrect acet #, you can correct it when you enter the claim.
- LIHEAP Crisis Auth #s won't drop off your Worklist until the claim moves to PAID status in preparation for payment or until the Vendor Ur
o

ed by and processed through a third-party contractor.
tance as needed

retracts

= The Vendor Unit provides ass|

Instructions for Auth# and ICH fields
Key_for Claim Status:
Suspended = data entry completed
Denied = data entry completed and an error exists Autu.: ||l|‘K .lakes ¥Ou 1o the ‘Vendor Claim Attachment Number Requestl’ page 1o request a Cover Sheet and begin data entry on a
Blank = specific claim
= Data entry is requlred to submit a Elﬂim— ICN link takes you to the ‘LIHEAP Claims’ page Lo adjust data entry on a claim that was already submitted
= Ifthe LIHEAP cash edits were nd a Crisis Authorization # isn't needed, contact Click on one of the blue bUtlons 1o the right of the ICN Lo PNt cover Sheel oF UPload documentation
the Vendor Unit {1-877-537-8517) and ask for it 10 be retracted from your Workiiat An attachment may be resubmitted by clicking on the “Attachment(s) Uploaded” button,

Note

Yellow Hignlighted Rows: Crisis Autorizations that are more than 30 days old. Process these claims ASAP: Note: Click on the WORKLIST link at the top of any page to refresh and retumn to the Worklist.
Rows wi ellow even after data entry but will drop off when the claim moves o PAID Status (or when

Totracted by the Vendo
- Red tex

unit).
1= Denied Status. These claims won't be paid untl vendor corrects errors made in data entry.

Provider ID: 3003277890001 w
Click here to download results as CSV text file /

Submiting Documentation

Esiect | Rejection | Rsjscted
et Raaton | Attashmant

330 CARMAN
COURT

Lz426- = E P
I 20000723| Oenied |2824278000003]

20240823

PACKER

Pa 1880 e

= 380316004 el Bt | Print Cover shoct U Submit Attachmentts) |
Packer | 2EREER soveRTawn | A | tomte SRS 100000
8 .
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mack | © GROVE CITY Fa a7 |, Danied Print Cover Sheet [ Submit Attachmer
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20240028 [a000002anz| LeoNA | Packano #9017 YLiAGE boviestown | P | 18600 1,000.00




Attachment Control Number (ACN)

The first step in processing a Crisis
claim is to request an Attachment
Control Number (ACN).

An ACN may only be requested ONE
time per authorization.

After an ACN is created, i
on the Worklist.

is displayed

.* pennsylvania

L)

DEPARTMENT OF HUMAN SERVICES

b

Low-Income Home Energy Assistance Program

.4

DEPARTMENT OF HUMAN SERVICES

'@ pennsylvania

Worklist

Help | Log Off

Wednesday 23 October 2024 07:18 am

Vendor Claim Attachment Number Request

Account: 3003444940001

Step 1:

1. Request an Attachment Control Number (ACN), or search for an existing ACN that has already been
requested:

Request and Search Criteria
[FORLIZZI
First Name RIN

80000024399

Last Name Attachment Control Number

[

I

Crisis Authorization #

[Searcn

Step 2 Options:
Mail/Fax (If mailing/faxing attachments follow the steps below)
1. Select "Print Cover Sheet” (under “Attachment Control Number”) to view and print the desired ACN
orm
2. Retain the printed ACN Form for later use
3. Select "Continue” (under "Online Claim”) to submit a new claim
4. After submitting the claim, mail the printed attachments (and the ACN form) to the address indicated on
the cover sheet OR fax the printed attachments (and the ACN form) to the fax number provided on the
DHS LIHEAP website
Submit/Attachment(s) Uploaded (If electronically submitting attachments follow the steps below)
1. Select "Submit Attachment(s)" te upload attachments OR Select "Attachment(s) Upleaded” to resend

attachments (ACN Form will be systematically generated and transmitted)
2. Select "Continue” (under "Online Claim”) to submit a new claim

IMPORTANT: Do NOT print this page to send in with your attachments!

11



ontinue Claim Submission == pennsylvania

9 DEPARTMENT OF HUMAN SERVICES

Click Continue to move to the ‘LIHEAP Claim’ page.

DEPARTMENT OF HUMAN SERVICES

wily pennsylvania
®

Low-Income Horme Energy Assistance Program

Wednesday 23 October 2024 0730 am

Vendor Claim Attachment Number Request

Account: 3003444940001

Step 1:

1. Request an Attachment Confrol Number (ACN), or search for an existing ACN that has already been
requested

Requestand Search Criteria
Last Name [Foruizz! Attachment Control Number

First Name ERIN |
Crisis Autharization § 5000002489

Requen

Step 2 Options:

MailiFax (If mailing/faxing atiachments follow the steps below)

Select "Print Cover Sheet” (under "Attachment Control Number”) fo view and print the desired ACN

Retain the printed ACH Form for |ater use

Select "Continue” (under “"Online Claim”) to submit a new claim

After submitting the claim, mail the printed attachments (and the ACN form) fo the address indicated on
the cover sheet OR fax the printed attachments (and the ACH form) to the fax number provided on the
DHS LIHEAP website

ENTS

5) [ i submitting follow the steps below)

Select "Submit " to upload its OR Select “Atfachmentis) Uploaded" to resend
attachments (AGN Form will be systematically generated and fransmitied)

2 Select "Continue™ (under "Online Claim®) to submit a new claim

IMPORTANT: Do NOT print this page to send in with your attachments!

Attachment Coniral Crisis
Number Status ization # 1D

500008128
Print Cover Sheet /
OR

ISSUED 2000002499 FORLIZZI ERIN 20241023 o Continue

Last Nome First Name Date Issued Date Received Online Claim

‘Submit Attachment(s)

To view and print the ACN form, you will need to install the Acrobat Reader software:

Adobe’
G

12



pennsylvania

Submitting a Crisis claim "@
9 DEPARTMENT OF HUMAN SERVICES

B R, ml,-xl.“EAP The ‘LIHEAP Claim’ page must be

M= Home Energy Aasatance Program

Main Account Vouchers (RA)} Worklist Help Log Off

s M completed for deliveries/terminations
e oo - that require payment with Crisis funds.

2003444940001

Add the Fuel Type code first.

Next, add other service codes specific
to the claim.

o NOTE: A Service Code may only be
= used once per claim, so common items
may need to be added together.

See next 2 slides for data entry details.

13




Top section of the LIHEAP Claim page @ pennsylvania
e DEPARTMENT OF HUMAN SERVICES

= Billing Information

Vendor: 3003444940001 Attachment Control £

Crisis Authorization #: 8000002499
Delivery Date (MM/DDNYYYY): 10/23/2024

MOTE: Please correct Customer Acct # if incorract.

Customer Account #: | L 2425-430138490 Crigis Claim Total: 975 00

Last Wame: | FORLIZZI | “Crisis Claim Tolal” is based on Service Code entries belowe. For non-
utilities, if the value of this field is greater than the Available Crsis Funds
displayed on the Worklist, the claim will be DENIED.

First Mame: ERIN

Middle Initial: \:I

Billing Information:

- If a “Customer Account #” is incorrect, please correct it so it displays correctly on your
payment voucher.

- You can’t change the name on this screen. If the name on your account is different, you'll
need to write the Auth # on the documentation for the claim to be paid.

- The last data field on the right side will display the amount you'll receive in Crisis funds, tallied
for you, based on service codes entered in the next section of the screen.



Middle section of the LIHEAP Claim page P pennsylvania
@ DEPARTMENT OF HUMAN SERVICES

— Service Lines for this Authorization #

Delivery Service Basis of . Price

Date Code Measurement units per Unit Amount &
1 10123/2024 R GL 200 4.00 800.00
2 10232024 Yoh0E oT 1 25.00 25.00

10232024 Y10 o7 1 g0.00 50.00 m
4 1012212024 ¥o011 oL 100 2.00 300.00
- - - T {1 I
v

Enter delivery or termination details here

Service Code Y3012 credils/other payments is a negafive (-) entry so it CANMNOT be the first code entered. Each Service Code may only be used
once per claim. If more than one itemn, associated with this claim applies fo the same Service Code, combine the quantity and cost information and
enter as one detail line. Questions? Contact the Vendor Unit at 877-537-8517.

Service Coda: [¥9012 - LIHEAP credits, Customer/Aigency payments & credit extended to customer |

Basis of Measurement: Other W
Units:

0
Price per Unit: 0

I Tetal for this Service Code: I 00,00

» First, select and enter the code for the heating type then click ‘add’ to enter another code related to the claim.
» Decimals are required when amounts are entered in this section.
» Each Service Code can only be used ONE time on an authorization.

Example: The delivery truck ran out of fuel before filling the tank. You return the next day to fill the customer’s tank.
In this situation, wait to process the claim until both deliveries are made. Add/enter a combined total of the deliveries.

Upload both delivery tickets.

» When entering Service Code Y9012: LIHEAP Credits or other payments made towards the delivery/termination will
be subtracted, and the difference will be paid to you in Crisis funds.

NOTE: If the LIHEAP cash grant wasn'’t received at the time of the CAO Crisis pledge, do not enter cash grant credits
in PROMISe™ — even if the grant arrived in the meantime.



Use Code Y9012 for LIHEAP Credits:

DEPARTMENT OF HUMAN SERVICES

-@'s pennsylvania

Account Vouchers

Thurcdsy 24 Oetober 2024 B:33 pm

Entsring LIHEAP Cradits Dask Gulde

Low-rcome Home Energy Aasstance Program

pennsylvania

DEPARTMENT OF HUMAN SERVICES

This field compiles a running total as Service
Codes are entered and will submit the claim

LIHEAP Claim Head help submitiing a claim? View sampés claim submisslons hers.
— Biling
indor 2003444540001 Aiachment Cartrol

Crisis fustroriza

Customer Aocount £

Last Mama:

First Mama:

Miccia Initia

-

to LIHEAP Crisis for the final amount.
In this example, the amount that will be billed
to LIHEAP PROMISe for this claim is $975.00.

The 'Add" and 'Remove’ buttons are disabled
until after the first Service Line is entered.

[ service Linas for this Auth on #

Always start data entry with the product type.

Dahvary
Dale

1IN0

2 102

a 10232024

2 10232024

The system will not allow LIHEAP credits to be
entered first.

e may anly be
oast infarmalion

The Service Line containing Service Code
Y9012 is used to identify LIHEAP credits and

other payments towards the cost of a delivery.

This code will display in red font and $ entered
will be subtracted from the delivery.

| submit | Active Crisis Autnorizaiion submit Attschmentfs)
Clalm gtatus Information
Suzpansed NOITE: “Buspaned

HonDH  ESC
Hoader BI04

Dascription
REDDATTACHMENT HOT RECTOIFRALIED

These fields do not apply to Service Code Y9012,
so0 will not allow data entry.



Submitting a Crisis claim @pennsywama

DEPARTMENT OF HUMAN SERVICES

Click the Submit button after completing all fields on the ‘LIHEAP Claim' submission page.

This message may appear.

Please wait while we process your request. ..
Do not hit the browser’s back or refresh button, or press the F5 key

eI RN



Lower section of LIHEAP Claim page @ pennsylvania

Avensvens_THAEAR

Lowsdncome Home Energy Aasstance Pragram

Main Account Vouchers {RA) Worklist Help | Log Off

Thursday 24 Cotoer 2024.8:28 g

Entsring LIHEAP Cradits Desk Gulde

LIHEAF Claim Head hedp submitting a claim? Wisw sampés claim submissions hers.
— Blling Information
“andor

3003444940001

This message will

Senes Gose: only appear when
the claim status is
b "Suspended”
[ submit | [ Suemit Atischmentis) [RIEL s

DEPARTMENT OF HUMAN SERVICES

The ‘LIHEAP Claim’ page will be redisplayed.

» Upon successful data entry, the Claim status should
state “Suspended.”

» Denied claims:
» Review and resolve data entry errors.

» The most common error is when this field is
greater than the amount the customer has
available in LIHEAP Crisis funds ($ amount
displayed on the Worklist).

» Cirisis Claims submitted with successfully uploaded
documents will typically be paid by Treasury within
3-4 weeks.

» Click the Worklist link in the blue task bar at the
top of this page to search for another customer
and submit the next claim.

» If you need help, contact the LIHEAP Vendor
Helpline at 877-537-9517.



Providing documentation (Worklist) R lUUSUEINE

DEPARTMENT OF HUMAN SERVICES

The Worklist also provides vendors with the opportunity to submit their documentation AFTER submitting the claim.

» The Submit Attachment(s) button will navigate you to the ‘Crisis Attachment Upload’ page where you can convey
your scanned supporting document(s) in a PDF format. When choosing Upload, the system will create an internal
LIHEAP Cover Sheet, so you aren’t required to print one. See next slide for guidance on how to upload PDF files.

» If you intend to submit documentation by FAX or MAIL, click on the Print Cover Sheet button. This document must be
included as the first document for each recipient when using the MAIL or FAX options.

» Return to the Worklist to search for and submit supporting document(s) for another Crisis Authorization.

o pemeyame TLIHAEAP

me Home Enegy Aszstance Progmm

Main | Account Vouchers (RA) Worklist Help  Log Off
Wegnecday 23 Golober 2024 0553 am

Workilat Desk Gulde

Wendor Crisis 101: Instructions for Submitting s Clalm
This Werklist contains ACTIVE Crisis Authorizations {Auth #s). A LIHEAP Crisis Auth # appears on your Worklist the day after the local county office data enters a Crisis Authorization in the LIHEAP eligibility system
Locate a customer by name or Auth # by clicking on the blus column title abowve the column you wish to sort.
IMPORTANT NOTE

= If you not

t it when you enter the claim.
- LIHEAP

list until the claim moves to PAID status in preparation for payment or until the Vendor Unit retracts it
- LIHEAP Cri nd processe d through a third-party contractor.
- The Vendeor

Instructions for Auth® and ICH fields:
Key for Claim Status:
Suspended = data entry complete.
Den

ed
ied = data entry complatad and an error exists

= Auth # link takes you to the “Vendor Claim Attachment Number Request’ page to request a Cover Sheet and begin data entry on a
s

pecifi
= ICN lin you to the "LIHEAP Claims’ page to adjust data entry on a claim that was already submitted
wers sufficient and 2 Crisis Authorization # isn't needed. contact o Ci of ¥he Blus buttons to the right of the ICH &0 print cover shaat or upioad dacumentaiion
the Vendor Unit [1 377 537-95 d a for it to be retracted from your Waorklis| tmay be resubmitted by clicking on the “Attachment|s) Uploaded™ bu
Mote- Mote: Click on the WORKLIST link st the top of to refresh and return to the Worklist.
=" Yellow Highlighted Rows: = Authorizations that are more than 30 days old. Process these claims A SAP. e lick on the ik atthe 1op of any pags to rafresh and retum = WWerkils
wis will remain yell

fter data entry but will drop off when the claim moves to FAID status (or when
retracted by the Vend,

= Radtext = Denied 5tatus These claims won't be paid until vendor corrects errors made in data entr

Opens LIHEAP Mavigates to
Provider ID: 3003444940001 Cower Sheet PDF ‘Upload” Page
Click here to download results as C SV text file p
r i
Jr—

Fien | BEERER




Uploading documentation into PROMISe '@ pennsylvania

Uploading is the fastest way to receive payment as it allows
a LIHEAP Crisis claim to be completed without printing a
cover sheet/sending documentation by fax or mail.

Follow these steps to Upload documents:

» Scan and store delivery tickets/utility bills into a current
season file folder on your computer or flash drive. Name the
PDF file by the AUTH number, DHS recipient full name,
Cukstomer Acct #, sequence number. Example of multiple trip
tickets:

1234567890 Mary Jones L2425-600002859 1.pdf
1234567890 Mary Jones L2425-600002859 2.pdf
1234567890 Mary Jones L2425-600002859 3.pdf

» Click ‘Choose Files’. Search for the file on your computer /
flash drive. Highlight the file.

» Click ‘Open’ to pull the PDF file you located on your
computer or flash drive into the LIHEAP ‘Crisis Attachment
Upload’ page.

» Click ‘ADD’ to add the PDF file to the “Added file” staging
area.

» NOTE: If you have more than one document to upload for the
same claim, they can be added one at a time (up to 3 PDF
files). Each file name must be unique.

DEPARTMENT OF HUMAN SERVICES

»iy pennsylvania I_"-IEAP
@ DEPARTMENT OF HUMAN SERVICES

Low-Income Home Energy Assistance Program

Main |Account Vouchers {(RA) Worklist Help  Log Off

Saturday 16 September 2023 01:13 am

Crisis Attachment Upload

Account: 3003444940001

Upload Instructions:

1. Click the Browse button. Search and select a PDF file for this Crisis Authorization # and click Add

2. Attach additional PDF files for this Crisis Authorization # by repeating Step 1 (up to a maximum of 3
POF files).

3. Confirm that the PDF files you added relate to this specific customer and Authorization #.

4. Click the Submit Attachment(s) button te complete the upload process.

Upload Criteria
Last Name | FORLIZZI Attachment Control Number
Crisis Authorization #
File to Upload: No file chosen ADD
Date Added File Name File size
09/16/2023 01:12:05 80"00022%‘10:0%;55?01'_1;;%2' L2324 84KB
091162023 011223 SO000ORPHIPE EORL el L2328 34 KB
09/16/2023 01:12:38 5°°°°°22%‘E;D%;§5§%'_‘;jfzz' L2324 84 KB

Active Crisis Authorization



Uploading documentation into PROMISe @ pennsylvania
e DEPARTMENT OF HUMAN SERVICES

Uploading Continued:

» Review files that appear under the Upload Criteria box
to confirm that the files you added are correct. You
aren’t finished uploading yet!

» Click ‘Submit Attachment(s)' button to UPLOAD the
document(s).

”

» The message “Successfully Uploaded attachments
will display to let you know they were submitted.

» The verbiage on the button will change to
‘Attachment(s) Uploaded’.

NOTE:

Contact the Vendor Unit at 877-537-9517 to set up a
time for a vendor unit representative to offer guidance
with claim processing including the upload feature.

»iy pennsylvania I_I “EAP
@ DEPARTMENT OF HUMAN SERVICES

Low-Income Home Energy Assistance Program

Main |Account Vouchers {(RA) Worklist Help  Log Off

Saturday 16 September 2023 01:13 am
Crisis Attachment Upload

Account: 3003444940001

Upload Instructions:

1. Click the Browse button. Search and select a PDF file for this Crisis Authorization # and click Add

2. Attach additional PDF files for this Crisis Authorization # by repeating Step 1 (up to a maximum of 3
POF files).

3. Confirm that the PDF files you added relate to this specific customer and Authorization #.

4. Click the Submit Attachment(s) button te complete the upload process.

Upload Criteria
Last Name | FORLIZZI Attachment Control Number
Crisis Authorization #
File to Upload: No file chosen ADD
Date Added File Name File size
09/16/2023 01:12:05 80"00022%‘10:0%;55?01'_1;;%2' L2324 84KB
091162023 011223 SO000ORPHIPE EORL el L2328 34 KB
09/16/2023 01:12:38 5°°°°°22%‘E;D%;§5§%'_‘;jfzz' L2324 84 KB

Active Crisis Authorization



Sending documentation by mail or fax .*pennsylvama

L)

DEPARTMENT OF HUMAN SERVICES

If you plan to send trip ticket/term ﬁpennsylvania ll“EAp
notice documentation by fax or mail, By TS

you must click “Print Cover Sheet”. Main Account Vouchers (RA) Workist  Help | Log Off

Wednesday 23 October 2024 07:30 am

Low-Income Horme Energy Assistance Pragram

Vendor Claim Attachment Number Request

A LIHEAP cover sheet with the DHS Account: 3003444940001
reCipient’S name and Several numbers Stepﬂj‘;.equeslanAﬂachmenlCunlwlNumbeI(ACN) or search for an existing ACH that has already been
associated with the Crisis Auth # will

requested:
b e d iS p | aye d i n b I OCkS . Last Name [ForLizzI Attachment Control Number
First Name ERIM :l

Crisis Authorization #
See sample cover sheet next slide. Reen

Step 2 Options:
Mail/Fax (If mailing/faxing attachments fellow the steps below)

1. Select "Print Cover Sheet” (under "Attachment Contrel Number”) to view and print the desired ACN
Form

2. Retain the printed ACMN Form for later use

3. Select "Continue” (under "Online Claim”) to submit a new claim

4 After submitting the claim. mail the printed attachments (and the ACM form) to the address indicated on
the cover sheet OR fax the printed attachments {(and the ACN form) to the fax number provided on the
DHS LIHEAP website

=) Up {If ically submitting attachments follow the steps below)

1. Select "Submit (s)" to upload its OR Select "Attachment(s) L " to resend
attachments (ACN Form will be systematically generated and fransmitied)
2. Select "Continue” (under "Online Claim”) to submit a new claim

IMPORTANT: Do NOT print this page to send in with your attachmenis!

Aftachment Confrol Status Crisis Last Name First Name Date Issued Date Received Online Claim
-~ Number 1 # ID

T, 500008128

Print Cover Sheet
OR
‘Submit Attachment{s)

ISSUED 2000002489 FORLIZZI ERIN 20241023 o Continue

To view and print the ACN form, you will need to install the Acrobat Reader software:

Adobe”
N

22



The LIHEAP Crisis Cover Sheet 7eon! pennsylvania

DEPARTMENT OF HUMAN SERVICES

Important information:

@ B | D trepmose x | [ tnesprmocpu: x| B s x [ =8 X > If blocks are not pre-populated, ensure your

C ©n (D File | CyUsers/lforlizzi/Downloads... @ 17 & « b @ ® @

Adobe Reader isupdated. If the problem

@> Home - PROMISeS.. [P COLDPROD [3 COLDMOD [ PROD LIHEAP INTR.. > [ Other favorites 4

= o« - . | o 2 continues, contact the LIHEAP Vendor Unit.
. > Never write on the LIHEAP Cover Sheet.
PROMISe™
LIHEAP Paper Attachment to Electronic Claim > The customer’s last name on your documentation
must be exactly the same as the last name on the
Bl crisis Authorization Number 8 0 0 0 00 2 2 9 4 LIHEAP Cover sheet. If it isn't the same, write the
Bl vencor Number 300344494 10-digit AUTH # on the documentation.

H Service Location 0001

Il Recipient Last Name FORL T Z T » The LIHEAP Cover Sheet must always be the first

page, immediately followed by the corresponding
trip ticket. Multiple claims can be sent in one
fax transmission up to 30 pages.

H Recipient First Name HOPE
n Attachment ControlNumber 8 0 0 0 0 6 9 7 O

IMPORTANT:

A Cover Sheet must be included with Crisis claim documentation sent by fax or mail. > O N LY faX L I H EAP Cove r S h eetS an d tl’l p

The LAST name on the documentation you submit MUST be legible and match the Recipient Last

Number OR Afiachment Gontrol Numbor (isted above) on submitied documentation. " tickets/termination notices. NEVER include your
_c 3Place the Cover Sheet on top ofve:l::;r::le:tonding document. co m pa nv,s faX C 0 Ve r S h eet )

- Never write on the cover sheet.
- Fax multiple claims in one fax transmission — up to 30 pages per transmission.
- Only submit documentation by ONE methed (Upload OR Fax OR Mail)

Sttt domumentaton it 2 Govr oo sontvg s » PROMISe™ FAX numbers and Mailing Address
: :;:l‘:;(E»:;cgg:::i:;?:r::ez:; :gBox 69028, Harrisburg, PA 17106 for LI H EAP C rISIS CI al m proceSSIng are prOVIded
Call the LIHEAP Vendor Helpline at 1-877-537-9517 if you have questions about a crisis claim. )] |n th e IOWe r Se Ctl 0 n Of th e LI H EA P Cover S h eet .

<4

Revised March 15, 2019

* @
-}



Rejected Documentation

NEW in 2024/25:

Rejected documentation will display on the
Worklist with three (3) new columns.

The new columns will contain the rejection
code, rejection reason and a hyperlink that
will allow vendors to download/view
rejected images.

Before a claim can be paid, vendors must
address the rejection reason and resubmit
documentation.

pennsylvania

DEPARTMENT OF HUMAN SERVICES

Rejection Reasons:

21:

23:
24
26:
27
28:
29:
30:
31:

NON-LIHEAP DOCUMENTATION

TOP OF LIHEAP COVER SHEET NOT BLANK
DOCUMENTATION ILLEGIBLE

TRIP TICKET/TERM NOTICE MISSING

9 DIGIT VENDOR # MISSING

4 DIGIT LOCATION # MISSING

FIRST NAME MISSING

LAST NAME MISSING

LAST NAME MUST = LIHEAP COVER SHEET

NOTE: Documentation will reject AND not display
on the Worklist if delivery tickets weren't sent with
a legible LIHEAP Cover Sheet.



Worklist showing rejections

pennsylvania

DEPARTMENT OF HUMAN SERVICES

@ DEPARTMENT OF HUMAN SERVICES

[T — r— -

Main Account Vouchers (RA) Worklist Help Log

Freday 11 October 2024 308 py

workiiat Desk Guide
vendor Crisis 101 Instructions for Submitting 3 Claim

This Worklist contains ACTIVE Crisis Authorizations (Auth #s). A LIHEAP Crisis Auth # appears on your Worklist the day after the local county office data enters a Crisis Authorization in the LIHEAP eligibility system
Locate a customer by name or Auth # by clicking on the blue column title above the column you wish to sort

IMPORTANT NOTE S
= If you notice an incorrect acct £, you can correct it when you enter the claim.
« LIHEAP Crisis Auth #s won't drop off your Worklist until the claim moves to PAID status in preparation for payment or until the Vendor Unit retracts it
= LIHEAP Crisis claims are received by and processed through a third-party contractor.
« The Vendor Unit provides assistance as needed

Instructions for Auth® and ICN fields:

oerded = daa en
spended = data entry completed

Denied = data entry completed and an error exists Auth" link takes you to the ‘Vendor Claim Attachment Number Request’ page to request a Cover Sheet and begin data entry on 3
Blank = i ; > specific claim
» Data ery‘i required to submit a claim ICN link takes you to the ‘LIHEAP Claims’ page to adjust data entry on a claim that was already submitted
If the LIHEAP cash grant/customer credits were sufficient and a Crisis Authorization # isn't needed, contact Click on one of the blue buttons to the right of the ICN to print cover sheet or upload documentation
the Vendor Unit (1-877-537-8517) and ask for it to be retracted from your Worklist = An may be by clicking on the “Attachment({s) Uploaded™ button

Note: Click on the WORKLIST link at the top of any page to refresh and return to the Worklist

Yellow Highlighted Rows: Crisis Authorizations that are more than 30 days old. Process these claims ASAP.

« Rows will remain yellow even after data entry but will drop off when the claim moves to PAID status (or when
retracted by the Vendor Unit)

* Red text = Denied Status. These claims won't be paid until vendor corrects errors made in data entry.

Provider ID: 3003456060001

Click here to download results as CSV text file

Last Claim " Reiect |  Rejection Revected
Address City State Zm  Acct®  Amount  ACN ‘Status N Submitiing Documentation Coge Reseon
20240810 5000092373 JORDAN FORLIZZI 111 SPY LANE PHILADELPHIA  PA  10050. (L2425 100000
20200815 00002370 TRENT FORLZD  ypeey MILFORD P omo10. J2ZE 32615 800007971

20240815 900009237 VALENCIA FORLZZ) S8MYERSRD APT221 PHILADELPHIA  PA 18050 (L2625 sa31

20240912 8000002374 NYDIRAH FoRLZZ) 'OLMETIC SCRANTON | PA | 18503 02425 11875 800007997 Suspenced 2824277000001 [[ENESIRC T o Y]

20240912 30

. - . 225. | p ErT——
WILLA |FORLIZZI SALTONST ERIE PA | 16501 (o200 7500 800007972 2 D o

20240912 (8000002382 ANDREA FoRLZZ: 123 REDEIRD PHILADELPHIA | PA | 'S0t LMZE 10523 00007973 S14 Print Cover Sheet [ealll Submit Attachment{s)

20200917 8000002371 SOWSSI FoRLzZ1 Lo SOM. oo SHPPENSBURG  PA | mas. RS 300 Print Cover Sheet B Attachment(s) Uploaded |E3

20240917 8000002372 TAKIA | FORLZZI 951, SALVN HANOVER LR TR - 1

20240917 KAILA  FORLIZ2 PA | 18201, '“_‘ 1.000.00 800007970 Print Cover Sheet Sl Submit Attachment(s) § E]

5 SHA- 325TUDOR |, < lan 12425. - e = v——

20240820 oy [FoRuzz) 3% TUX APTC | LANCASTER | Pa | weor M35 ase7i s00007ese © 24381504008
- L2425. g

20240920 8000002363 DOROTHY FORLIZZI ROSEBUSH EASTPALESTINE  OM | 4441y L0 S Print Cover Sheet Kl Submit Attachment(s) |
W i

20240924 2000 BRITTANY FORUZZ . 198, ERIE PA | 16501 22E . w2550




pennsylvania

Y DEPARTMENT OF HUMAN SERVICES

Need Additional Information?

» Help with PROMISe™ password Resets:  800-248-2152

» Desk Guides that explain how to access payment vouchers, how to use the
Worklist, and how to add an alternate PROMISe user are all located on the

PROMISe main menu page.

» The LIHEAP Vendor Website contains valuable information:
http://www.dhs.pa.qgov/provider/informationforliheapvendors

» The Vendor Helpline is available Monday—Friday from 8:00 — 4:00.

Phone: 877-537-9517 Email: RA-LIHEAPVendors@pa.gov



http://www.dhs.state.pa.us/provider/informationforliheapvendors
mailto:RA-LIHEAPVendors@pa.gov
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