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A LIHEAP Vendor’s Guide to Submitting
Crisis Claims through PROMISe ™
LIHEAP 2023-24 Season
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LIHEAP Crisis policy overview

The Crisis component of LIHEAP is available for households who are in a home heating emergency
during the LIHEAP Season from: Tuesday, November 1, 2023 — Friday, April 5, 2024

» A LIHEAP customer who has a heating emergency from 11/1/23 — 4/5/24 must contact a County
Assistance Office (CAQO) 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 $ amount of the pledge is based on the amount needed to resolve the crisis with
consideration of any LIHEAP Cash grant credits that have already been received by the vendor:

X/

% 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.
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» The 2023/24 season maximum for Crisis is $1000 per household.

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

» Each Crisis Authorization # is to resolve a specific heating emergency, so it is
good for a gne-time delivery, pickup or utility shut-off 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™.

» LIHEAP Crisis claims must be processed within 30 days.
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Deliverable Fuel Types
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Deliverable Fuel Types (non-utilities)

» Every time LIHEAP Cirisis 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 should be confirmed on your 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
provide a Crisis Auth # before the delivery is made.

> If you discover that existing LIHEAP Credits are enough to ‘fill the tank’, contact the
Vendor Unit and ask for the Crisis AUTH # to be retracted.
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Accessing PROMISe ™ 2o pennsylvania
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PROMISe™ is the web-based system a vendor uses to process a LIHEAP Crisis claim.
Access PROMISe™ via Website http://LIHEAP.dpw.state.pa.us

DEPARTMENT OF HUMAN SERVICES

f@ pennsylvania

Quick Links

DHS — LIHEAP Information
E LIHEAP Vendor Website

Select one of these links to obtain
LIHEAP related information.

Low-Income Home Energy Assistance Program

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
on a LIHEAP claim; update account
information; change password.

- Log on to PROMISe ™/LIHEAP Internet <



http://liheap.dpw.state.pa.us/

PROMISe™ Log On and Password o' pennsylvania

DEPARTMENT OF HUMAN SERVICES

» Microsoft Edge is the web browser that must be used to process claims in PROMISe™.
(PROMISe™ does not support data entry using Mozilla Firefox, Safari, or Chrome)

» Every vendor designates a primary PROMISe™ user. This user is considered the Primary
Point Of Contact (POC).

** New POCs must register in PROMISe™ using the 13-digit Vendor ID, then establish a
password. Access the “Guide to set up a primary PROMISe User” link located on the ‘Log On’ page.

>

L)

% Replacing the primary POC requires assistance from the PROMISe Helpdesk. The new
POC must call the PROMISe Helpline at 1-800-248-2152.

» Users with access to more than one Vendor ID or Service Location must set up a log on and
password for each location.

» The primary PROMISe™ (POC) user may add alternate users to access LIHEAP Vouchers and help
with Crisis claim processing. Access the “Adding/removing PROMISe Users” link located on ‘Log On’ page.

Do not share PROMISe™ logon / passwords! Take time to set up an alternate user.

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

» For help with Password Resets call 1-800-248-2152.
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@ pennsylvania

Low-Income Home Energy Assistance Program This Power Point can be found here
Need Help? Use the Internet Help Manuals
Guide to set up a primary PROMISe User
Adding/removing PROMISe users
Vendor Crisis 101: Instructions for Submitting a Claim

Notice:

The 2023/24 LIHEAP Season will begin on November 1, 2023

This message box is updated
throughout the season and contains
important information for vendors.

Notice:

Be sure to reset PROMISe passwords and update PROMISe users at the start of the season!

IMPORTANT INFO:

Review the updated Crisis 101 PowerPoint

2023/24 Season Crisis season limit is $1,000

Enter LIHEAP credits on a customer account in PROMISe when submitting a claim

Process all Crisis claims within 30 days

When a Crisis Auth # isn't needed (because LIHEAP credits resolved the heating emergency), contact the
Vendor Unit (877-537-9517 or email RA-LIHEAPVendors@pa.gov) and ask for the Crisis Auth # to be
retractad

In this box, type your Log on ID
(13 digit Vendor ID or 9 digit Alternate ID)
and password;
then click the "Log On" button.

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

Logon ID: | | (13 digit Vendor ID or 9 digit Alternate 1D}

Not yet registered? Create your user account now.

Note: A Password must begin with an alpha character, have at least 2 numbers and be at least
6 but no more than & 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.

st
Log 0
This site requires|Microsoft EDGE [for Claim Processing. System may not function correctly using Firefox, Google Chrome, or other Internet browsers.

UPDATED JUNE
2022
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PROMISe™ Main Menu Screen Features: @

P@ pennsylvania I_I I.I E p
p- DEPARTMENT OF HUMAN SERVICES

Low-Income Home Energy Assistance Program

After successful log on, this screen will appear
W|th your Vendor |D Main Account Vouchers (RA) Worklist Help Log Off

F pich eptember 2023 08:23 am
peedSsing Vouchers in PROMISe
Adding an Alternate PROMISe User
Worklist Desk Guide

Vendor Crisis 101: Instructions for Submitting a Claim

From this screen you can:
» Access your LIHEAP Vouchers:
» View and process pending Crisis Claims

» Inquire about an existing claim: (HEAE M e
Vendor ID: 3003444940001

Submit all Claims & Attachments within 30 days of Authorization!

' Il Active and In Progress Crisis Authorizations. Sort, locate a customer,

> The OLD methOd Of flllng a clalm by AUTH # pr claim and return to the Worklist for immediate update.
search is still available; however, using the
Worklist is much more efficient.

!

Inquire 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




Process claims using the Worklist pennsylvania
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The ‘Worklist” page provides vendors with a list of unpaid Crisis Authorizations.
You can sort the Worklist by clicking a column heading within the blue bar below your Provider ID.
Return to the ‘Worklist’ page to locate and process another LIHEAP Crisis claim.

When data entry and documentation meet in PROMISe™, that claim goes to PAID status and drops off your Worklist.
More details are on the Worklist Desk Guide link on this page.

>
>
>
>
>

pennsylvania
DEPARTMENT OF HUMAMN SERVICES

ow-income Home Energy Assistance Program

Worklist Desk Guide
Vendor C s 10

structions for Sub:

This Worklist contains ACTIVE Crisis Authorizations (Auth #s). A LIHEAP Cri is Authorization

in the LIHEAP eligibility system.

is Auth # appears on your Worklist the day after the local county office data enters a Cri

Locate a customer by name or Auth # by clicking on the blue column title above the column you wish to sort.

IMPORTANT NOTES:
f you notice an incorrect acct #, you can correct it when you enter the claim.

UiliEAR e 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:
Key for Claim Status:
Suspended = 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
Blank Cover Sheet and begin data entry on a specific claim
- ‘Data entry is required to submit a claim. - ICN link takes you to the ‘LIHEAP Claims’ page to adjust data entry on a claim that was already
- Ifthe LIHEAP cash g were sufficient and a Crisis Authorization # isn't il S
needed, conta - Click on one of the blue buttons to the right of the ICN to print cover sheet or upload
e VenaorUnn (1-877-537-9517) and ask for it to be retracted from your Worklist. documentation

- An attachment may need to be resubmitted by cl

cking the “Resubmit Attachment(s)” button:

Note: P A - b~ Skt g
< Yellow hilighted Rows: Crisis Authorizations that are more than 30 days old. Process then follow the four (4) “Upload Instructions™ on the “Crisis Attachment Upload’ page.
these claims ASAP. ) -
- Ro remain yellow even after data entry but will drop off when the claim moves to PAID pNote: Click on the WORKLIST link at the top of any page to refresh and return to the Worklist.

s i
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: 3003444940001 w
Click here to download results as C SV text file

4532501 109000 Print Cover
0diZZE2es 100000 Print Cover on
12222 100000 Print Cover on
221 NEW miroRD | Pa  97010- 02225 | 100000 500007007 Suspended|z B “rint Cover o
rirorD| Pa |1s0so-| 2329 | 1000 00 |scooosssT| Denied Print Cowver o=
Print Cover on

2000002184 WALEMCIA FORLIZZI MILFORD Pa  19050-

2000002185 KIMBERLY FORLIZZI MILFORD Pa  19050-

2000002186 MYRON FORLIZZI MILFORD Pa  19050-

57 ROBERT FORLIZZI

zo2309 KELWVIM | FORLIZZI

DEWVON | FORLIZZI

L2324 -
32 e miLFORD | PAa  |eToto-| 2324, 1.00000 Suspe:

TAKIA | FORLIZZI MILFORD | Pa | 97010- 1.000.00

L2524
246110280
HOPE | FORLIZZI| Bpneer MILFORD | PA | 97010- g tnassse 1.000.00 P 2 7 Print Cover or Submit Attachment(s)
2023012 p—— Pr——

MILFORD | Pa | 19050- 1.000.00

L2324
oozsssrez




Attachment Control Number pennsylvania

Requesting an Attachment Control Number (ACN)
is required for every Crisis claim. Don’t request
an ACN until you are sure you will process a claim.

You can also SEARCH for an existing ACN on this
screen.

IMPORTANT:

» An ACN may only be requested one (1) time
per authorization.

» After an ACN has been requested, subsequent

activity on this page must be done with the
SEARCH button.

DEPARTMENT OF HUMAN SERVICES

@ pennsylvania I_I I.I [Ap
- DEPARTMENT OF HUMAN SERVICES

Low-Income Home Energy Assistance Program

E11] Worklist Help | Log Off

Friday 15 September 2023 12:57 pm

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

Last Name [ForLIZZI Attachment Control Number
Crisis Authorization # 8000002294

[Search

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
Form

2. Retain the printed ACN Form for later use

3. Select "Continue” (under "Cnline 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/Re-Submit Attach nt(s) (If electronically submitting attachments follow the steps below)
1. Select "Submit Attachment(s)" to upload attachments OR Select "Re-Submit Attachment(s)” to resend

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

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

aHachment Control States Crizis Authorization)
Mumber o

Last Name First Name Dabe lsued Dabe Received | Online Claim
00002370
- T 3 200007794 0230915 Continus
‘Subemit Atachment(s)

To view and print the ACH form, you will nesd 1o install the Acrobat Reader software:

AR



ontinue to Claim Submission 7N pennsylvania
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The Continue button will navigate you to the ‘LIHEAP Claim’ page.

DEPARTMENT OF HUMAN SERVICES

v@ pennsylvania

Low-Income Home Energy Assistance Program

Saturday 16 September 2023 01:27 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
requestes

Request and Search Criteria

Last Hame PRS——
FirstNome [
Crss Autorization's

Step 2 Options:
MaillFax (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

Retain the printed ACN Form for later use

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

After submitting the claim, mail the printed attachments (and the ACN form) ta 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

e

Submit (If ically submitling follow the steps below)

1. Select "Submit Attachment(s)" to upload attachments OR Select "Re-Submit Attachment(s)" to resend
Form will be i generated and it
2. Select "Continue” (under "Online Claim”) to submit a new claim

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

Attachment Conirol status o n#p lestNeme | FintName | Datelsued | Dafe Received | Oniine Claim
500006970 /
Print Cover Sheet
O 1SSUED 5000002234 FORLIZZI HoPE 20230915 0
‘Submit Attachment(s)

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

Adobe”|
NG =
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Data Entry in PROMISe ™
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Data Entry:

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

» Service Codes may only be used one time per claim so items like multiple delivery tickets
must be added together first then data entered.

» Cirisis claims must be entered in PROMISe™ with the exact dollar amount, not rounded.
(i.e., if fuel was delivered for $998.97, the claim should be submitted for exactly that
amount, not $1000).

» |f LIHEAP Credits are available on the customer’s account at the time the Crisis Auth #
was pledged, enter them with service code Y9012 on the data entry screen, where they
will be subtracted from the total delivery or termination.

In 2023/24, Vendors can enter other payments applied to a delivery using code Y9012.
Any LIHEAP credits and other payments made by the customer or others towards the
delivery must be combined and entered once with code Y9012.



Data Entry in PROMISe ™
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Low-Income Home Energy Assistance Program

ain | Account Vouchers (RA) Worklist | Help Log Off

Saturday 16 September 2023 01:40 am

Entering LIHEAP Credits Desk Guide

LIHEAP Claim Need help submitting a claim? View sample claim submissions here

—Billing Information

Vendor: 3003444940001 Attachment Conirol #

Claim Frequency 1 - Original -~ Crisis Authorization £ 8000002294
Original Claim #: Delivery Date (MM/DD/YY YY) 09/16/2023
CustomerAccount ¥ [L3324-600002855 oot e e, 975,00

Last Nams: FORLIZZ]

First Mame: HOPE

Middle Initial \:I

— Service Lines for this Authorization #

-
oo’ Code Measwrement Units por i Amount

1 09/16/2023 8002 GL 200 4.00 80000

2 091612023 Ye008 oT 1 25.00 25.00 Add

3 09162023 Y010 oT 1 50.00 50.00

4 091162023 Vo011 GL 100 3.00 300.00 Remove
S RO A T ) e

-

Enter delivery or termination datails here

Service Code: ‘ Y9012 -(-) LIHEAP Credits and other payments made to meet vendor's minimum delivery ~

Basis of Measurement.

Y8000 - Electric

Units: Y9001 - Natural Gas
Y9002 - Oil

Price per Unit 9003 - Wood / Other
Y9004 - Coal

Total for this Service Code: | Y9005 - Propane / Bottled Gas
Y9006 - Kerosene

Y9007 - Blended Fuel

Y9008 - Delivery Fee, Hazmat Fee or Leak Test Coal, Gil, Wood/Other, Propane/Bottled Gas, Kerosene & Blended Fuel P
Y9009 - Reconnect Fee: Electric & Natural Gas

Y9010 - Startup Fee or Tank Setting Fee: Oil, Propane & Kerosene

Y9011 - Additive: Oil, Kerosene, Blandad Fuel

(T R Ty Y9012 -} LIHEAP Credits and other payments made to meet vendor’s minimum delivery

pennsylvania

DEPARTMENT OF HUMAN SERVICES

The ‘LIHEAP Claim’ page must be
completed for deliveries/shut off
situations that will require payment
with Crisis funds.

Add specific service codes to
explain the details associated
with a delivery or shut off notice.

NOTE: A Service Code may only
be used once per claim.

See next 2 slides for data entry
details -
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Data Entry in PROMISe ™

= Billing Information
Vendor: 3003444940001 Aftachment Control £ 200006970
Claim Frequency: 1 - Original P Crisis Authorization 2: 2000002294
Original Claim #: Delivery Date (MM/DDYYYY): 09/16/2023
Customes czont (L 7324-600002859 s 57500
Last Name: [FORLIZZI |
First Name: HOPE
Middle Initial: D

Billing Information (top of screen):
» Confirm the customer’s last name matches for the AUTH # listed.
If not, write the Crisis AUTH # on the documentation.

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

» The last data field on the right side will display the amount you'll
receive in Crisis funds, after the bottom section is completed.



Service Lines are entered in the lower box on the

‘LIHEAP Claim’

— Service Lines for this Authorization #

Delivery Service Basis of Units Prlce_ Amount Y

Date Code Measuremen it per Unit
1 09/16/2023 9002 GL 200 4.00 800.00
2 09M16/2023 Y2008 oT 1 25.00 25.00
3 09/16/2023 Y8010 aT 1 50.00 50.00
300.00

4 097162023 901 GL 100 3.00

-

Enter delivery or termination details here

Service Code: |Y9[)12 -(-) LIHEAP Credits and other payments made to meet vendor’'s minimum delivery

Basis of Measurement: Other
Units: 0

Price per Unit: 0

I Total for this Service Cudeil _200.00

El

YVVVY

A\

pennsylvania
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First, select the “Service Code” for the heating type from the dropdown list.

Select the “Basis of Measurement” from the dropdown list.

Data enter the “Units”, “Price per Unit”, and “Total for this Service Code”.

Click in the white space to the right of the “Total for this Service Code” field after entering the amount.

Additional Service Lines can be inserted by clicking the ADD button to enter another Service Code.

% Each Service Code can only be used ONE time on an authorization.

Multiple delivery tickets:

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 within the same “Submit Attachment(s)” transmission.



Use Code Y9012 for LIHEAP Credits: 7ol pennsylvania

DEPARTMENT OF HUMAN SERVICES

When entering Service Code Y9012: @pennsylvama““E p
LIHEAP Credits or other payments
made towards the ol i il
delivery/termination, subtraction

occurs, and the difference will be paid i e

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

Vendor: 3003444940001 Aftachment Control #: 800008970
to you in Crisis funds. sonresm o o owbosins
Original Claim Delvery Date (MMIDDIYYYY), (071572023
Guslomer Account#: (1934500002850 Ciis Claim Total afler nterog 675 09
Y9012 LIHEAP

Lastame FORLIZZI
First Name: HOPE

NOTE: If the LIHEAP cash grant b

- Service Lines for this

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

Always start data entry with the product type.
The system will not allow LIHEAP credits to be
entered first.

09162023 o003 ot 1 2500
09162023 o010 ot 1 50.00

wasn’t received at the time of the TEmom mh om &
pledge (regardless of whether it was F= T S
received before submitting the claim),

The Service Line containing Service Code
Y9012 is used to identify LIHEAP credits and
other payments towards the cost of a delivery.

Y . Servioe Code: (Y9012 1) LIHEAP Credits and other payments made to meet vendor's minimum delivery — This code will display in red font and § entered
dOn t en ter the grant as a Cre dl t, Basis o Measurement. | Ofher v will be subtracted from the delivery.
Units: 0

Price per Unit 0
Total o this Semice Gode: [ 507 90

Active Crisis Authorization Bl Submit Attachment(s)

Claim Status Information

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

Claim Status  Suspended NOTE: *Suspended” indicates data eniry 's complete
ClaimICH 2823259000001

Paid Amount

Paid Date

Alowed Amount
HarD ESC Descrption Disposition
Header-1 6104 REQD ATTACHMENT NOT RECDIFINALIZED Suspended

16



Data Entry message 7ien' pennsylvania
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Click the Submit button after completing all fields on the ‘LIHEAP Claim' submission page.

This message should appear.

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

XS Eamm



Completed Data Entry/Suspended o pennsylvania
. /  DEPARTMENT OF HUMAN SERVICES
@Pylllllmli

Income Home Energy Assistance Program

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

—— This ‘LIHEAP Claim’ page will be redisplayed.

Entering LIHEAP Credits Desk Guide.

LIHEAP Claim Need help submitting a claim? View sample claim submissions here.

R m—" > Upon successful data entry, the Claim status

13 ”
camtensr 1 Orgoat should state “Suspended.
Original Claim #: Delivery Date (MWDDIYYYY):  [(9/15/2023
Customer Account# 12334 600002859 sggwwszcl‘aggggiz\anerenlerw 975.00

redits/payments:
Last Hame: FORLIZZI

> If the Claim Status does not say
Middle Initial I:I

“Suspended”, review for data entry errors

WY DT e w5, wem - and resolve all errors located within the
E%%*%?? - “ . . ” .
Do o o wmo mw | Claim Status Information” area with a

- - disposition of DENY. If you need help, contact

e . the LIHEAP Vendor Helpline at 877-537-9517.
Basis of Measurement.
» Crisis Claims submitted with successfully

Total for this Service Code: [g00.00

This message will
only appear when
the claim status is

Submit Attachment(s) m—— "Suspended"

uploaded documents will typically be paid by
Treasury within 3 to 4 weeks.

Submit

_________ “‘a
Claim Status Information —~_ _ === -

Clsim Status Suspended €= NOTE: *Suspended” indicates data entry is complete
Glaim ICN 2623259000001

Paid Amount  0.00

Paid Date

Allowed Amount

HdnDHl  ESC Description Disposition
Header 6104  REQDATTACHMENT NOT RECD/FINALIZED Suspended
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Go back to the Worklist - pennsylvania

@ i) | D liheap  .dpw.state.pa.us/Liheap x” D liheap  .dpw.state.pa.us/liheap ‘X | +

»'iy pennsylvania I_II.IEAP
@ DEPARTMENT OF HUMAN SERVICES

Low-Income Home Energy Assistance Program

Click the "X' within
this tab to close the
'LIHEAP Claim' page.

Main Account Vouchers (RA) Worklist Help | Log Off

Monday 16 October 2023 4:46 pm
This tab contains the
'Worklist' page.
Entering LIHEAP Credits Desk Guide

LIHEAP Claim Need help submitting a claim? View sample claim submissions here
— Billing Ir ion

Vendor 3003444940001 Aftachment Control 800006970

Claim Frequency- 1-Original v Grisis Authorization # 2000002294

Original Claim #: Delivery Date (MM/DD/YYYY): 09/16/2023

Customer Account # 50001 Crisis Claim Total afler entering

| L2324-600002859 V9012 LIHEAP creditsipayments: 5100

Last Name:- FORLIZZI

First Name: HOPE

Middle Initial :

— Service Lines for this Authorization #

Delivery Service Basis of Frice

. -
Date Code Measuremen t Uriits per Unit Amount

2 09/16/2023 Y9003 oT 1.00 2500 25.00

3 09/16/2023 Y9010 oT 1.00 50.00 50.00

4 09/16/2023 Yool GL 100.00 3.00 300.00 HETRore

5 09/16/2023 Y9012 oT 0.00 0.00 -200.00

-

Enter delivery or termination details here
Service Code: [vg00z - oil ~]
Basis of Measurement:
Total for this Service Code” 800.00

Submit Active Crisis Authorization Submit Attachment(s)

Claim Status Information

Claim Status  Suspended NOTE: *Suspended” indicates data entry is complete
Claim ICN 2823259000700

Paid Amount  0.00

Paid Date

Allowed Amount

HdnDt  ESC Description Disposition
Header 6104 REQD ATTAGHMENT NOT REGD/FINALIZED Suspended

Each ‘LIHEAP Claim’ page opens within a new tab.

PLEASE NOTE:

» A timer is associated with each page.

» If you do not close the ‘LIHEAP Claim’ page by
clicking on the “X”, the tabs will stack as they
accumulate, which could result in a session
timeout warning message.

> If you receive this message: please log out;
close EDGE; open a fresh EDGE session; then
log on again.

Click on the “X” within the ‘LIHEAP Claim’ page
tab to close it allowing the “Worklist’ page within
the first tab to display.

Click the Worklist link in the blue task bar to
refresh the page. Your recent activity is displayed
along with additional options.

Now you can either submit another claim for a
different AUTH or submit your documentation for
the claim you just submitted.

1
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The Worklist also provides vendors with the opportunity to submit their documentation AFTER submitting the claim.

» The Print Cover Sheet button opens the PDF image of the LIHEAP Cover Sheet. This document must be printed and
submitted as the first document for each recipient when using the MAIL or FAX options.

» The Submit Attachment(s) button will navigate you to the ‘Crisis Attachment Upload’ page where you can transmit
your scanned supporting document(s). The system will generate the LIHEAP Cover Sheet for you using this option.

» Return to the Worklist to locate and submit supporting document(s) for another LIHEAP AUTH.

villg pennsylvania 7 l_l I.l EAP
@ DEPARTMENT OF HUMAN SERVICES

ove-Income Home Energy Assistance Program

Main Account Vouchers (RA) Worklist Help | Log Off

Thursday 5 October 2023 8:51 pm
Worklist Desk Guide
Vendor Crisis 101: Instructions for Submitting a Claim

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 blue column title above the column you wish to sort.

IMPORTANT NOTES:
- 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:

Key for Claim Status:
Suspended = 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 a
Blank = specific claim

- Data entry is 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
Click on one of the blue buttons to the right of the ICN to print cover sheet or upload documentation
An attachment may need to be resubmitted by clicking the “Resubmit Attachment(s)” button; then follow the four (4) “Upload
Not Instructions” on the ‘Crisis Attachment Upload’ page.
ote:

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

retracted by the Vendor Unit).
- Red text = Denied Status. These claims weon’t be paid until vendor corrects errors made in data entry.

- If the LIHEAP cash grant/customer credits were sufficient and a Crisis Authorization # isn't needed, contact
the Vendor Unit (1-877-537-9517) and ask for it to be retracted from your Worklist.

Opens LIHEAP
Cover Sheet PDF

Provider ID: 3003444940001 Navigates to

'Upload' page

Click here to download results as CSV text file

r 4

Submitting Documentation /
20230715 8000002154 VALENCIA FORLIZZI| S2HEW MILFORD| PA  19050- 35222 1.000.00 800006927 Suspended 2523200000002) -
20230715 800002185 KIMBERLY FORLIZZI 2LHEW MiFoRD| P 19050 02225 1,000.00 500008908 Suspended 2523200000001) on
20230718 800002186 MYRON | FORLIZZI ZZLHEW MILFORD| PA  19050- ;L2325 1,000.00 300008909 Suspended 2522200000005} on

321 NEW L2223 N .
20230913 5000002167 ROBERT | FORLIZZI 12 HEW MILFORD PA  57010- o L2223 ' 100000 500007007 | Suspended 25232540 Print Cover Sheet |ll| Submit Attachment(s)

20230913 8000002289 KELVIN® |FORLIZZI| Z1EW WiLFORD| Pa 19080 o 2325, .| 100000 (500008957 Deniea 28232570
20230913 8000002201 DEVON |FORLIZ2I| ZLHEW wiLFoRD| Pa 97010 L2325, | 1.000.00 |800006947| Suspended 2623257000001 | T A RVNESIINRR| o=
20230013 sonsoozzsz| TaKiA |FoRLIZZ RLNEW witFoRD| P smoro. L [2R4 100000
20230013 sovo00220s| Hope | FoRuzz) TIEW wiroRD| P 97010 (2325 | 100000 (500008570 Suspended 2825259000700 -
20230013 5000002205 | CiTHA |FoRLZZ) ZHEY wirorn| P 19050 o224 100000

20



Providing documentation (ACN) e IiiSYVERIE

DEPARTMENT OF HUMAN SERVICES

The customer’s last name on your trip ticket/term notice
must EXACTLY match the spelling of the last name »®4pennsylvania ll“EAp
displayed in PROMISe or the claim won’t be paid. If the @) comeroniommsavees R AR RSN ]
last names do not match exactly (including spelling), write FEEREE e AT TR R ErT-t
either the recipient’s last name OR the ACN OR the Crisis

. Vendor Claim Attachment Number Request
Auth # on the documentation.

Account: 3003444940001

Step 1:

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

Requesting an ACN gives you the option to print the LIHEAP
Cover Sheet or Upload documentation.

Last Name [ForLIZZI Attachment Control Number

Crisis Authorization # 8000002294

» Only print the LIHEAP Cover Sheet if you plan to mail or
fax documentation associated with this customer’s Crisis
Authorization Number.

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
Form

» The Upload functionality does not require you to e s e omice ey to ubiit « new cam

4. After submitting the claim, mail the printed attachments (and the ACN form) to the address indicated on

pri nt/i nCI ude the LI H EAP Cover S heet because the g:giﬁ;’Eﬂ‘;ii‘:h’:x the printad attachments {and the ACN form) to the fax number provided on the
System generates and transm ItS It for. you ) Submit/Re-Submit Attachment(s} (If electronically submitting attachments follow the steps below)

1. Select "Submit Attachment(s)" to upload attachments OR Select "Re-Submit Attachment(s)" to resend
attachments (ACMN 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 attachmentsl!

risis )
Aftachment Control | g4, |Aythorization #|Last Name| | P! Date pate | gnline Claim
Number D Name Issued Received

500006970

Print Cover Sheet
CR.
Submit Attachment{s})

ISSUED 5000002294 FORLIZZI HOPE 20230915 0

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

Adobe’|
!13!5“ Rea



Uploading documentation into PROMISe

Uploading allows you to process a LIHEAP Crisis claim
without having to send documentation by fax or mail.

Follow these steps to Upload documents:

» Scan in BLACK & WHITE; then 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,
Customer Acct #, sequence number. Example of multiple trip tickets:
8000002294 Hope Forlizzi L2324-600002859 1.pdf
8000002294 Hope Forlizzi L2324-600002859 2.pdf
8000002294 Hope Forlizzi L2324-600002859 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.

> 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 ‘Resubmit Attachment(s)’.

pennsylvania

DEPARTMENT OF HUMAN SERVICES

@pennsylvania ll“EAp
2 DEPARTMENT OF HUMAN SERVICES

Low-Income Home Energy Assistance Program

Main Account Vouchers (RA) Worklist

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 # 8000002294
File to Upload: No file chosen ADD
Date Added File Name File size
09/16/2023 01:12:05 5"““””22%‘;:0%;&?01%;?' L2324 84KB
091162023 011223 SO000ORPHIPE EORL el L2328 34 KB
09/16/2023 01:12:38 5°°°°°22%‘E;D%;§5§%F;jfzz' L2324 84 KB

Active Crisis Authorization



Sending documentation by mail or fax

pennsylvania

DEPARTMENT OF HUMAN SERVICES

You must click “Print Cover Sheet” if you plan to fax or
mail the documentation for a Crisis Authorization. »Ry nennsylvania I."'IEAP

ov-Income Home Energy Assistance Program

Please ensure that your fax header settings m_clude your oo | Acsount oushers (RA) Worksat | Heke | Log o
Vendor name and have been accurately set with the correct e —————
date & tlme Stamp. Vendor Claim Attachment Number Request

Account: 3003444940001

PROMISe fax lines are dedicated to the Crisis claims
attachment processing Only. ONLY faX LIHEAP Cover 1rR:qzl;ﬁé;nAﬂachmentComrnlNumber(ACN)_ovsearchferanexislingACNthathasa\readybean
Sheets and trip tickets/termination notices. The LIHEAP

1 H 1 Last Name [FoRLIZZI Attachment Contral Number
Cover Sheet must always be. the .flrs.t page, |rnmed|a.tely s
followed by the corresponding trip ticket. Multiple claims

can be sent in one fax transmission up to 30 pages. =

NEVER include your company’s fax cover sheet.

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

Form
> P RO M I S e TM Fax : 2. Retain the printed ACN Ferm 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
« 717-207-7994 or

Submit Attach (s) (If el ically submitti follow the steps below)

. 717-207-7997 0 U

attachments (ACN Form will be sy al
2. Select "Continue” (under "Online Claim”) to submit a new claim

B IMPORTANT: Do NOT print this page fo send in with your attachments!
> PROMISe™ Mail:

Attachment Control status n t_:rlsl!s

Last Name First Name Date Issued | Date Received | Online Claim
Number #1D

H 1 H \ 300006970
DHS — LIHEAP Crisis Claims L Cover St
PO Box 69028 =
H a rri S b u rg ’ PA 1 7 1 0 6 To view and print the ACN form, you will need to install the Acrobat Reader software:

Adobe”
N

ISSUED 5000002284 FORLZZI HOPE 20230915 0




pennsylvania

DEPARTMENT OF HUMAN SERVICES

Manually Submitting Verification

@ O | D lihespmodpws x | [ liheapmodpw: x | B ACNattachmer x| 4 - o x

R e RS R R > Click Print Cover Sheet’ will display the

_ " LIHEAP  Cover Sheet specific to the
customer’s Crisis AUTH #. This

- form must accompany documentation that is

submitted by mail or fax.

L o e - + = 1 of1 | ) Q

PROMISe™

LIHEAP Paper Attachment to Electronic Claim
Cover Sheet

» The LIHEAP Cover Sheet is system-
Kl crisis Authorization Number § 0.0 0 00229 4 completed with the recipients name and

B vendor Number 300344494 numbers appearing in blocks.
H Service Location 0001

Bl Recipient Last Name FORLI 77| > If the blocks are not pre-populated, ensure

Bl Recivient First Name HOPE that your Adobe Reader is updated. If the

B Attachment Control Number 8 0 00 0 6 9 7 0 problem continues, contact the LIHEAP Vendor
Unit.

IMPORTANT:
A Cover Sheet must be included with Crisis claim documentation sent by fax or mail.

The LAST name on the documentation you submit MUST be legible and match the Recipient Last Y .
Name printed above. To avoid rejection and ensure prompt payment, write the Crisis Authorization IM PO RTAN T_ N eve r erte O n th e L | H EA P C ove r

Number OR Attachment Control Number (listed above) on submitted documentation.

o o these rutes: Sheet.

- Place the Cover Sheet on top of every corresponding document.

- Never write on the cover sheet.

- Fax multiple claims in one fax transmission — up to 30 pages per transmission.

- Only submit documentation by ONE method (Upload OR Fax OR Mail)

- Do not staple, tape or paper clip when sending LIHEAP Crisis claim documents by mail.

Submit documentation with a Cover sheet when sending by: REMEMBER: the IaSt name On yOLIr dOCU mentation
: ;:I‘It::{11:;‘:;:::§a‘\::;?::e::;; :gBox 69028, Harrisburg, PA 17106 mUSt be exaCtIV the same aS the IaSt name on the
Call the LIHEAP Vendor Helpline at 1-877-537-9517 if you have questions about a crisis claim. 0 L I H EAP Cove r S heet . |f it iS not, Write th e Iast na me

. or ACN or 10-digit AUTH # on the documentation.

& Q




pennsylvania

(@%) DEPARTMENT OF HUMAN SERVICES

Need Additional Information?
» Help with PROMISe password Resets:  1-800-248-2152

» This PowerPoint and 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

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

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

Phone: 1-877-537-9517 Email: RA-LIHEAPVendors@pa.gov



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