
Crisis Energy Process in the Interviewing Function

Requests for Crisis Energy (LIHEAP) are identified from information received on the application or received at the time of the interview.  Interviewers will take all steps necessary to resolve the crisis while the program is in Interviewing Function.

If interview not required: 
 If an application comes to the Interviewing Function and an interview is not required, and a Crisis Energy need is indicated on the application, the Interviewer will:

1. Close the “Interview Needed” Work Task

2. Create a Work Task “Energy Application Received” and mark it priority.

3. If this is an initial LIHEAP application, manually change Mode to Processing Daily.

4. If eligibility has already been established for the current energy year, change Mode to Change Management.  

During the interview:  
· Gather information needed to contact the utility provider. 
· Contact the utility provider to gather payment history and shut-off information.
· Determine if you have the verifications necessary to process the Crisis   Energy. 

If yes:   
1. Process LIHEAP 
2. Close the Emergency Assistance case.  
3. Narrate
 	If no:   
1. Create a Work Task, “Energy Application Received”, marking the Work Task as priority.

2. If this is an initial LIHEAP application, manually change Mode to Processing Daily.

3. If eligibility has already been established for the current energy year, change Mode to Change Management.  

4. Narrate


 If you are not able to reach the client when attempting to contact: 

1. Contact the utility provider (if known) and inform them we have a request for assistance.  Attempt to delay shut off date. Gather the information regarding payment history and the shut off.

2. If you have enough information, process the Crisis Energy.

3. If you do not have enough information, attempt to reach the Emergency Contact, requesting the client call the 800 number. 

4. If you are not able to alleviate the immediate crisis, determine if the situation is life threatening.  If so, contact a lead worker or supervisor.
 
5. If this is an initial LIHEAP application, create a Work Task “Energy Application Received”, marking it as priority, and manually change Mode to Processing Initial.

6. If eligibility has already been established for the current energy year, create a Work Task “Energy Application Received”, mark as priority, and manually change mode to Change Management.

7. Narrate
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