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TODAY’S TRAINING

Learn about policy updates for the upcoming PY2027 Energy Assistance 

Program. Learn about common issues and questions

Format: Webinars are scheduled for one hour and will be recorded. 
• Recording and PPT will be available shortly after

• This will be hosted on our EAP vendor resource site

• An email notification with links will be sent when ready

Please use the hand raise function for questions, or put them in the chat. There 

are multiple points during the presentation to pause for questions 
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EAP PROGRAM TIMELINE PY27
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EAP ASSISTANCE SEASON

Key Dates Purpose

October 1, 2026

• Beginning of Federal Fiscal Year 2027

• Online applications open to the public at 8:00 AM EST.

• In-person appointments may begin.

• Benefit claims may be sent to utility vendors.

• Applicant Notification letters may be sent to clients.

December 1, 2026 Start of Moratorium Protection.

March 15, 2027 End of Moratorium Protection at 11:59pm.

April 30, 2027 End of EAP application period at 5:00pm Eastern time.

May 15, 2027 All incomplete EAP applications must be fully processed.

May 31, 2027 Last day to submit benefit claims.

June 15, 2027 All vendors must be fully reconciled.



PROGRAM TIMELINES
REQUIRED TURNAROUND TIMEFRAMES WITHIN EAP

Response Requirement to Applicant Turnaround Time

Life Threatening Crisis Mitigation 18 Hours

Crisis Mitigation 48 Hours

Entry of paper application into statewide database after            

receipt by LSP.
14 calendar days

Applicant written appeal to LSP 30 calendar days

LSP written appeal response to applicant/client. 14 calendar days

• Maximum period to notify mail-in or online applicants of 

eligibility determination.

• Minimum period before a denied Applicant may submit a 

new application for assistance.

• Process time for face-to-face appointments, notify of 

approval or denial.

55 calendar days
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LITT AND POLICY

Next we’ll be covering common policy questions and how the functionality relates 

to LITT in PY27 and beyond
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LITT, OUR NEW DATABASE 

• Retiring EAPConnect system

• Required usage for all utilities and agencies

• Utilities must maintain active and regular logins to LITT

• New “transmittal process”:  no more PDFs, emails, mail or faxes for benefit 

claims

• All claims will be processed in LITT

• Claims available 10/1
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LITT ROLLOUT

• Have you attended LITT Training or reviewed LITT training video?

• Emergency LITT Training September 30th

• Invite coming soon 

• Walkthrough Guide will also be available soon 
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LITT BASICS- DEFINITIONS

• My Reports-Future report module

• All Applicants Queue- “moratorium 

queue”, live list of each vendor’s 

clients

• Approval Queue-Benefit claim 

review list of Approved clients

• Payment Queue- Review and lock 

batches for payment: find general 

payment and deposit info

• Issues/Review Queue-List of clients 

flagged for corrections or rejections
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LITT BASICS-DEFINITIONS

• Return of Funds Queue (ROF) - List 

of clients to create register sheet 

when returning funds. Approval 

queue for Return of Funds requests 

from Agencies. 

• JSON Export Queue-Manual JSON 

file export/tracking module. Admin 

only

• Vendor Setup- User management
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WHERE DO I FIND CLIENT STATUSES?
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• All Applicants Queue

• Live Updates

• Will remain in Queue through
Season

• Perfect for moratorium



WHERE DO I FIND CLIENT STATUSES?

• There are only four statuses for clients in LITT:

• Undecided-Client has submitted an application, eligibility is undetermined

• Approved- client has been determined to be programmatically eligible
• Note: Benefits are a separate determination 

• Denied- Client has been determined to be ineligible for the program

• On Appeal- Client has appealed their determination and awaiting review
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WHERE DO I FIND CLIENT CLAIMS?

• Approval Queue

• Replacing Transmittals

• Claims processed within 7

days

• Accounts credited once 

Approved

• Mass Approval 

• Individual Approval/Denial
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CLAIMS PROCESSING 

• Benefit claims can be approved in multiple ways

• Mass Approval Button

• Individual approval from client card
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CLAIMS PROCESSING- ISSUES

• Client benefits can now be flagged 

for Rejection or Corrections

• This is the same step as removing a 

client from a transmittal
• Flagging a client benefit moves 

the claim to the Issue Queue 

(more on that later)

• Selecting Issue button brings up 

Rejection and Correction options
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CLAIMS PROCESSING

• Clients flagged with Issue must have 

reason provided
• Rejection Reasons: 

‐ No Active Service/Closed 

Account

‐ Business Account/Non-

Residential

‐ Account Not Found

‐ Over credit limit

• Correction Reasons:
‐ Account Number 

‐ Address

• Issue buttons opens a text box for 

vendors to provide information

• Select Send Correction button to 

submit to Issue Queue
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BENEFIT CLAIMS IN LITT

• Benefit claims in the Approval Queue of LITT are the only official notification 

of benefits

• No more transmittals, many of the same rules still apply in LITT

• Unlike legacy system, benefit claims will not be shared via email, pdf, fax or 

any other format

• Approval of benefit is the same step as signing a transmittal
• Client accounts must be credited at this time

•

Utility vendors must process benefit claims within 7 days
• Weekly login, at minimum 
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BENEFIT CLAIMS IN LITT

• It is the Vendor’s responsibility to fully review the claim before approval

• This review should include:
• Ensuring that the client is a customer of the utility 

• Ensuring that the name, service address, and account number is correct

• Ensuring the account is currently active and is not scheduled for 

disconnection at the customer’s request

• If there are any errors or any accounts that need to be removed, it is the 

Vendor’s responsibility to mark these claims as an Issue

• Some Vendors have policies to deliver fuel at the time of the pledge. We 

support this show of compassion for your customers 



HOW DO I SUBMIT CLAIMS FOR PAYMENT?

• Payment Queue

• Vendors now control when batches 

are submitted for payment

• Must be submitted at least weekly
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HOW DO I SUBMIT CLAIMS FOR PAYMENT?

• Lock batches weekly

• New batches open when claims are 

approved

• Each batch screen will have:
• Deposit date

• Deposit totals

• ACH errors (if applicable)

• Do not contact LSPs about 
Payments
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PAYMENTS IN LITT

• LITT is designed to be the one-stop shop for all EAP information 

• Payment questions or issues should be sent to vendors@ihcda.in.gov
• LSPs will not have answers about payment questions 

• Utility vendors are now responsible for weekly batching and submitting claims 

for payment. 
• Payment batches should not be open for more than 7 days

• Deposit dates, batching, errors and other information for payments can be 

found in Payment Queue on individual payment batch
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HOW DO I RESET MY PASSWORD?

• Are you the admin user?
• Email vendors@ihcda.in.gov

• Non-admin users: Contact admin user

• Do not contact LSPs for password and user management 
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RETURN OF FUNDS IN PY27

• Return of funds in PY27 will be a hybrid policy

• For clients active in PY27, ROF can be registered and documented in the 

ROF screen in LITT

• For clients that in are inactive in PY27, utility vendors must use Overpayment 

and Refund Summary form and include with returned check

• Do not return funds to IHCDA without payment register information
• This could constitute as mishandling of federal funds

• This could result in removal from EAP

• Please remember: no LIHEAP funds are ever to be released back to the 

client
• All unused funds are to be sent back to IHCDA within 60 days of account 

closing
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RETURN OF FUNDS-USING MANUAL FORM

Return of funds must have register sheet included or completed in LITT

• Using this form helps our claims and fiscal staff in tracking and accounting for 

the returned benefits, while ensuring the funds are applied to the correct 

grant
• This aims to reduce the waste of public taxpayer funds

• Using this form will speed up benefit transfers when an applicant moves and 

has their benefit sent to a new utility or fuel provider

• Overpayment and Refund form can be found on our resource page 
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OVERPAYMENT AND REFUND SUMMARY FORM
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RETURN OF FUNDS IN LITT

• Clients with active profiles in LITT 

can be noted for a ROF
• Only PY27 and some PY26 clients 

• More details in LITT Training and 

Manual
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RETURN OF FUNDS IN LITT

• Select Vendor ROF Queue

• Select New
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RETURN OF FUNDS IN LITT

• Search for client or select client from 

list
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RETURN OF FUNDS IN LITT

• Enter Return of Funds reason from 

dropdown

• Enter Date, Check number and 

Amount

• Click Save

• Mail check to IHCDA
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RETURN OF FUNDS

• If an LSP discovers an error has been made in benefit or eligibility 

determination, the LSP may request a Return of Funds

• Overpayment remittances must be submitted within 60 days of initial 

approval

• If an overpayment remittance is received more than 60 days following 

initial approval, you may inform the LSP that the window to request 

overpayment remittance has lapsed by declining the ROF in LITT
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RETURN OF FUNDS IN LITT

• ROF Requests can be found in the 

ROF Queue of LITT 

• Select client to open window
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RETURN OF FUNDS IN LITT

• View ROF Request

• Insert check # & amount

• Save

• Return funds to IHCDA
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RETURN OF FUNDS IN LITT

• Returned funds are reinvested in the 

program 

• Vendors are justified to pass charges 

onto customer after returning any 

funds
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An overpayment occurs because:

1. An applicant was accidentally 

awarded more funds than they were 

actually eligible for under the 

program rules

2. They were approved for benefits 

when they were in fact not eligible

Therefore, any delinquency 

caused by the removal of an 

overpayment from the customer’s 

account becomes the customer’s 

responsibility to pay



THANK YOU TO THE LITT PILOT UTILITIES

• Thank you to the 30 utilities that pilot tested LITT during PY26!

• This gave us invaluable feedback, testing and bug fixing
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QUESTIONS?
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COMMON QUESTIONS & ISSUES
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By signing the MOA, the Vendor agrees to cooperate with IHCDA and the Local 

Service Provider (LSP) regarding sharing information about EAP applicant 

accounts, including:
• Energy consumption and cost

• Payments

• Disconnection prevention and restoration of service

• Arrearage amounts

• Account status

• Other data related to EAP

• Clients sign waiver, and that language can be shared on request

• Collection of this data is federally mandated
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CREDIT BALANCES

Maximum Credit balance reductions

• Bulk Deliverable fuel utilities:  $500+ credit balance makes client ineligible for 

benefits 

• Clients can return to their local agency once they’ve fallen below the maximum 

credit balance 

• Note that for customers participating in budget billing or levelized billing plans, 

the credit balance limit does not apply to the difference between their actual 

usage and their billed amount. If the customer has made payments exceeding 

the billed amount, however, the excess payment amounts are subject to the 

credit limit balance.
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UNALLOWABLE EXPENSES

EAP funds may not be applied to:
• Deposit fees

• Commercial/business accounts

• Garbage, Water or sewer bills

• Unsafe heating devices (portable device, stoves, etc)

• Service or insurance plans

• Repayment of fraud or theft losses

• Tampering charges 

• Setting an LP tank

• Optional services or any expense not directly related to residential energy 

consumption or delivery

EAP funds must provide continuing service
• A Vendor may not accept EAP funds for a closed or inactive account and apply 

them to an outstanding amount owed, unless the account will be restored

This list is not exhaustive! 
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NOTE FOR BULK FUELS

• Vendors should work with their clients to maximize the EAP benefit 

• Ex. Encouraging clients to take full deliveries during business hours to avoid 

unnecessary fees and charges. 

• Exceptions should be made in crisis deliveries 
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QUESTIONS?
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VENDOR MONITORING & PERFORMANCE 

MEASURES
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WHAT IS VENDOR MONITORING?

• The purpose of Vendor Monitoring is to ensure compliance with the LIHEAP 

program by the Utility Vendor
• It is also an opportunity to improve processes and lets us know where areas of 

confusion or additional assistance are needed

• Vendor monitoring is a federally mandated component of the LIHEAP Statute 

as indicated on the MOA

• All Vendors that participate in the State of Indiana’s LIHEAP are subject to 

Vendor Monitoring

• Monitoring will be conducted as a desktop review by the Vendor Analyst
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VENDOR MONITORING PROCESS
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Vendors will be sent a 
30-day letter notifying 

them of when the 
session is to begin.

Vendors will be 
required to submit 

requested 
documentation prior 

to the start of the 
monitoring session.

Vendors will be 
required to complete 

an Energy Utility 
Supplier Survey.

All vendors being 
monitored will receive 

an Assessment 
Completion Report 
within 30 days of 

IHCDA completing the 
desktop review.



VENDOR BEST PRACTICES

• Create written processes to promote consistency and program integrity

• Perform internal quality assurance audits on EAP customer accounts

• Vendors should create a system to ensure that unallowable expenses are not 

being paid using EAP funds

• Vendors should create a three (3) year record retention and destruction policy 

for all EAP documentation including electronic documentation

• Vendors should strive to meet all reporting deadlines
• This allows IHCDA to fulfill Federal Reporting requirements and make effective 

program changes

• Putting EAP information on their websites (please update!)

• Send all pages of bill when requested, not just front page (request from 

agencies)
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PERFORMANCE MEASURES
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PERFORMANCE MEASURES

• Collection of performance measures data is mandated by the LIHEAP 

statute

• Every year, we ask several Vendors to submit performance measures data, 

which includes providing annual energy usage and cost for all customers who 

have received LIHEAP benefits to cross-reference this data with our annual 

income calculations

• The purpose of performance measures data is to:
• Demonstrate a reduction of energy burden

• To assist IHCDA in crafting policy

• Data request usually comes between September & October each year
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CONTACT PROTOCOLS

http://eap.ihcda.in.go

v

LSP

•Questions about a specific 
client/household

•After review of LITT

•Notification of EAP client 
suspected meter tampering 
or unauthorized use. 
Suspected fraud

IHCDA

•Questions about payment 
that you are unable to 
answer after review of 
Payment Queue in LITT

•Questions about 
moratorium or MOA terms

•General issues with LSPs

•Follow-up on a refund or 
Energy Benefit Transfer

•Suspicion of 
fraud/misconduct at LSP 

Assistance for Clients

http://eap.ihcda.in.gov/
http://eap.ihcda.in.gov/


CONTACT BEST PRACTICES

• Clients should never be referred directly to IHCDA by either phone 

or email

• Dedicated Vendor inbox: vendors@ihcda.in.gov

• You may still hear from eap@ihcda.in.gov

• If in doubt, loop IHCDA in
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QUESTIONS?
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VENDOR GUIDE & RESOURCES
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VENDOR RESOURCES

• Vendor Guide available for policy and process questions
• Please consult first before contacting IHCDA

• Perfect for common questions

• Perfect for new participants in the program

• Updated version almost ready

• LITT Walkthrough available
• Step by step guide to using LITT for EAP 

• Version 1 available, version 2 available before Oct 1

• Training Powerpoints, recordings, guides, marketing materials and other 

resources here:
• LINK
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QUESTIONS?
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NEXT STEPS

Thank you for attending this training and your hard work for Hoosiers!

• Questions or concerns, please reach out to vendors@ihcda.in.gov

• Review LITT training

• Admin login to LITT when username is sent

• Be ready for claims on October 1st! 

• Emergency LITT Training September 30th (invite soon)

• EAP Utility Vendor Resources page: LINK

• LITT Vendor Portal: LINK
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