Putting Information Technology to Work

Improving efficiency and reducing costs
in the administration of
LiHEAP, Weatherization and CSBG Programs

ICC understands the social
and business impacts of the
Programs servicing
Low-Income Families...

... and how technology can
be leveraged to service the
stakeholders of these
Programs.

LOW-INCOME FAMILIES

The first and most important focus
is the low-income families, who
make use of the assistance
programs and resources during
difficult times to become self
sufficient. Technology can be
leveraged to reduce paperwork,
simplify and expedite processes,
and streamline provisioning to
ensure client receipt of benefits for
ALL eligible programs.

PROVIDERS OF SERVICES

The State, CAAs, grantees and
participating utilities suffer from
barriers to communication that
makes their goal of providing
services to low-income families
more difficult than it should be.
Providers should be focused on
making services more targeted,
and less on the technical details of
application, determination, audit
and oversight. Technology can
eliminate redundant processes and
integrate the data used by the
services, often common between
programs. The integration of core
data from State, CAAs, grantees
and utilities results in overall
improvement in services and a
reduction in administrative costs.

STATE AND FEDERAL REGULATORS

Regulation of the federal and state
programs is an extreme effort, with
changing rules and exacting
standards. Technology can
improve the visibility into the
provision of services by regulators
by integrating data from all
programs including LIHEAP,
Weatherization grants and
Community Service Block Grants,
as well as their grantees.
Regulation of the various entities is
made simpler when reports can
cut across programs, and
information provided is consistent
between programs.

You’ve got options when it comes to modernizing your processes and
leveraging Information Technology to provide low-income families with
assistance. ICC can help you establish an integrated system that
supports all stakeholders across all programs and services.

CASE MANAGEMENT

Tracks low income families (client) from the
application process through completion of
services and support. Assesses eligibility for
ongoing support needs for LIHEAP,
Weatherization, and CSBG programs.

The tasks of case management include:
« assessment of need and eligibility
« service and support planning
« benefit and activity distribution
« regular review to track usage and success
over time.

PROGRAM REFERRALS

Provides an intuitive business rules engine that
is part of the case management workflow to
systemically calculate and list the minimum
eligibility requirements for each program. The
calculation results will be displayed along with
the eligible program details and contact
information. The system produces a benefit
eligibility list which can be e-mailed to the client
or printed during the client intake meeting.

FUNDING MANAGEMENT

Tracks and reports funding information by the
responsible agency and associated parent
organizations. Grants are provided to
organizations that may delegate the program
administration to smaller regional based
organizations. The system maintains the
organization relationships and encompasses
business rules on how the organizations and
grants are linked to the federal and state
programs. This provides management with the
ability to track and manage partnership and
private funds at the local community level.

UTILITY FUNDED PROGRAMS

Provides a secure interface between the
agencies and utility companies to exchange
utility related data for eligible clients. Usage and
billing data is provided by the utility companies
to the agencies for payment verification. In turn,
client LIHEAP data is provided and payments
are transferred electronically from the agencies
to the utility companies.

JOB SITE SCHEDULING

Manages appointment calendars for multiple
organizations with multiple programs including,
but not limited to, job site or work order crews
schedules, inspector schedules, client intake
appointments, and crisis or emergency services
appointment scheduling. Appointments are
linked to client information and applications, and
can also be filtered by work functions such as
job crew, inspector, and other duties.

INVENTORY MANGEMENT

Allows organizations to place orders for
inventory, track items in inventory, and reconcile
the items. Reports are generated on inventory,
purchase orders, costs, and more. Versatile to
maintain/monitor materials and supplies, or to
track inventory and usage for program benefits
such as bus tokens and food pantry meals.
Provides point-of-sale like audit functionality with
options to incorporate bar coding and RFID.

FEDERAL AND AGENCY REPORTING

Provides ongoing information reporting to meet
state and federal regulatory requirements such
as ARRA and ROMA. Management and
analytical reports aid in ongoing decision making
for program administration.
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Low-Income Home Energy Assistance Program

ICC PARTNERED WITH OHIO TO IMPLEMENT A WEB-BASED SYSTEM TO MODERNIZE PROCESSES

The Ohio Department of Development, through the Office of Community Services (OCS)
provides energy assistance to Ohioans in the form of payments to utility providers and by
performing weatherization improvements to an applicant’s residence. These and other
community services are delivered through OCS, 52 Community Action Agencies (CAAs), and

other local providers located throughout Ohio.

The Problem

OCS and the local providers used various paper forms and software products to capture an
applicant’s request for assistance. The systems and applications previously used to support the
assistance programs are disjointed, often not networked together within the same CAAs, and
did not effectively support the transfer of information between CAAs for transient applicants.
This same information is necessary to identify applicants eligible for LIHEAP, Weatherization,
Community Services Block Grant (CSBG), and other low-income assistance programs offered at
the local providers. Generally, the software applications did not share data causing applicant

data to be entered multiple times at the same
CAA. CAAs are unable to track multiple
services to a single family thus preventing
effective case management.

The Solution

OCS launched the Ohio Community Energy
Assistance Network (OCEAN) project with
the mission to exceed their customers’
expectations by modernizing their processes
and providing customers with the ability to
interact in the easiest, most efficient manner
possible. OCS felt that one coordinated
solution was the most cost effective strategy
for needed software development. OCS, the
CAAs and other local providers, and their
sponsoring state associations committed to
working together in the design and
implementation of OCEAN to accomplish
their goals and program activities.

OCS engaged Information Control
Corporation (ICC) as a strategic partner to
implement a web-based system to improve
data capture, data reporting, and deliver
benefits to the customers. OCEAN
centralizes the data collected by the CAAs
into a single database and makes that data
available to all CAAs.

OCEAN is a modular design based on the
commonalities between programs. A core
database was built as the central hub of the

Weatherization Work Orders

o o | o | | ——

Analytical and Management Reporting
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system (Client Intake and Client Tracking Module) and provides the proper security controls,

reporting capabilities, data inputs and outputs,

intake forms, budget tools, backend activities and

load requirements necessary to allow assistance program subparts (Web Forms, reports, etc) to
connect, to enter, share and track data for applicants. The OCEAN design has each assistance
program grouped into a module that is designed with reports, web forms, and business

workflows specific to that program.
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The Benefits

« CAAs and other providers have more
control within the system to perform certain
tasks on their own through the OCEAN
portal, and thereby reduce administrative
burden that the agency currently realizes.

« Improved staff productivity through an easy-
to-use interface, step-by-step workflows
(see screen sample on the left) and
portable audit functions.

« Quality control is improved by automating
certain processes while having other more
complex processes follow stringent
workflow rules and abide by administrable
business rules.

« Improved data transfer and collaboration
between OCS, CAAs, utility companies and
other external entities that feed or draw
data from this system. The results are
improved efficiencies, elimination of data
redundancy, and faster processing
including speedier EFT fund transfers,
direct credits on client bills, and more timely
client services.

« Improved timeliness and accuracy of
reporting and information sharing with
Federal, State, and CAAs organizations at
both the operational and management
levels (see graph on the left).

Scope of ICC Services

« Project Management

« Business Transformation Management
« Requirements Validation

« Logical Design

« Detailed Design and Development

« Data Conversion

« System Testing

« Production System Implementation
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