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2027 Energy Assistance Program Implementation Plan
Insert LAA Name Here


General Instructions
Procedure Letter 2027-01 instructs Local Administering Agencies (LAAs) regarding the grant application process for the Low Income Home Energy Assistance Program (LIHEAP). Step Two of the 2027 Energy Assistance Application Process involves submission of the LAA’s 2027 Implementation Plan, with a special focus on how the LAA will spend the grant to its fullest extent to serve the customers and increase the effectiveness of the LAA operations.  This plan will detail how the LAA will utilize the funding to accomplish the major components of the 2027 Energy Assistance Program. Listed below are the components and activities that must be addressed.  Several of the activities may require some detail (i.e., staffing plan, training, and outreach).  Others may require only a brief description.  Please upload your 2027 Energy Assistance Program Implementation Plan (in pdf format) and supporting documents (in pdf format) to the STARS Document Library no later than April 10, 2026 to complete Step Two of the 2027 Energy Assistance Program application process. Please make sure you label the attachments by their associated letter.  For example, C. Organizational Chart, G. Training schedule for LIHEAP/PIPP staff and Furnace contractors, etc.   If you have any questions, please do not hesitate to contact your Grant Manager. 


Please ensure that the following are submitted as part of your 2027 Implementation Plan:
A. Cover Page
Questions & Responses, including separate attachments of the following:
B. List of all employee names working within the agency
C. Organizational Chart
D. Template or Timesheet illustrating time spent on LIHEAP & other Programs
E. Tentative list of sites where Outreach Activities will be held
F. Procedure to implement the emergency provision for Furnace Assistance
G. Training schedule for LIHEAP/PIPP staff and Furnace contractors
H. Energy Conservation and Financial Literacy Education examples
I. Policy for employees or family members of an employee applying for Energy Assistance
J. Privacy Protection regarding transportation, storage, and security of personal identifying information
K. Disaster Preparedness Plan
L. LAA’s customer complaint process
M. Programmatic Grant Condition attachments, if applicable




STATE OF ILLINOIS
DEPARTMENT OF COMMERCE AND ECONOMIC OPPORTUNITY
Office of Community Assistance

ENERGY ASSISTANCE PROGRAM

2027 Energy Assistance Plan Cover Page  Document A

For Program Year 
July 1, 2026 through June 30, 2027

                             
                            Agency Information: 
	
	

	Agency Name:                                                       
	

	Energy Assistance Coordinator:
	 

	Phone Number:
	 

	E-mail Address:
	

	Implementation Plan prepared by: 
	 

	Name and Title:
	 

	Date:
	

	Phone Number:
	

	E-mail Address:
	

	
	


Comments (expand as needed):      



Agency Energy Assistance Program Referral Information:

Contact Information:
	Website: 
	 

	E-mail for general inquiries:
	 

	Phone number(s) for program and application information:
	  

	Method of Application: 
	"X" Beside Appropriate

	Appointment  
	 

	Walk-in office hours 
	 

	Online application (if applicable) 
	

	Phone
	

	All of Above
	 






2027 Energy Assistance Program Implementation Plan: Questions and Responses


1. Grant Expenditure:
a. Will your agency spend all of your PY2026 grant funds- 26-2540xx State LIHEAP and 
26-2240xx HHS grants?
[bookmark: _Hlk126930730]	Response (expand as needed): 
    
b. If your agency will not spend all of the PY26 grant funds by 8/15/2026, have you  discussed this with your Grant Manager and notified OCA Fiscal?
Response (expand as needed): 

c. In alignment with your detailed GATA budget,what is your agency’s narrative plan for spending the 27-2240xx HHS and 27-2540xx State LIHEAP grants (both State and HHS) in full?
Response (expand as needed): 






2. Staffing Plan:   
a. Provide a list of all employees working within your agency- 
				Attachment B Required.
				
b. Include details for staff positions paid with Energy Assistance funds: total salaries, percentage of salary paid by LIHEAP funds, job titles and number of staff in job title, and the number of months they will work during the program (i.e., Energy Coordinator, PIPP Coordinator, data entry staff, bookeper, etc.). (To add rows to the chart, highlight one row across and right click on the highlighted row to Insert Row Above or Below.) 

	Job Title
	Number of Staff in Job Title
	Number of Months Working During the Program year with LIHEAP and/or PIPP
	Total Salary for this Job Title
	% of Salary Paid by LIHEAP Funds

	
	
	
	
	

	
	
	
	
	


		
Response (expand as needed):  

c. Include an organizational chart.  Attachment C Required. 

d. For exployees whose salaries are paid from LIHEAP funds, include a template of a time sheet or other tracking method that illustrates time spent on this and other programs. Attachment D Required. 
		
e. Describe time-tracking methodology.
[bookmark: _Hlk222989523]Response (expand as needed): 



f. What succession strategies does the agency have in place to address key staff vacancies resulting from extended leave, internal role changes, separations, for both planned and unexpected departures? 

i.   Executive Director
ii.   Fiscal Officer
iii.   LIHEAP Coordinator
iv.   PIPP Contact
Response (expand as needed): 


3.  Outreach Activities: (Assurance 3) – Read SECTION 3 of the Energy Assistance
           Procedures Manual.
a. Describe how the LAA will accomplish its Outreach Activities, including the job titles of LAA staff who will be involved in Outreach in the areas of: Partnership with other Community-Based Organizations (CBOs), faith-based centers, State Agencies, and utilities.
Response (expand as needed):
 
b. Specify a minimum number of days that Outreach Activities will take place during PY2027. Are these Outreach Activities going to be performed in-person and/or will they be conducted remotely/virtually? 
Response (expand as needed): 
c. Specify the organizations/sites and/or the dates where these activities will be held. Attachment E Required.
Response (expand as needed): 
d. How many Non-Financial Agreements does your agency plan to sign? 
Response (expand as needed): 
e. List each agreement and give a summary of the services provided by each Non-Financial Agreement(s).
Response (expand as needed): 
f. Does the LAA analyze where its current applicants reside?  If so, what tools are utilized? (i.e. GIS mapping, etc.)
Response (expand as needed): 
g. The LIHEAP Statute requires that Grantees conduct outreach activities designed to ensure that eligible households, especially households with older adults (age 60 or older), individuals with a disability, and households with children under the age of 6 years old are made aware of the assistance available under this title.

i. How would your agency conduct outreach activities designed to ensure that eligible households, especially households with older adults (age 60 or older), individuals with a disability, and households with children under the age of 6 years old are made aware of the assistance available? 
Response (expand as needed): 

ii. LIHEAP older adult applicants (age 60 or older) with fixed income may be auto-enrolled by the LAA by adding the Cost of Living Adjustment (COLA) to previous year’s income and household income must be verified once every three (3) program years. Does your agency plan to auto-enroll older adults (age 60 or older) with fixed income?  If so, describe your process and indicate the time of the year you intend to auto-enroll these applicants.
	Response (expand as needed): 

iii. In addition, OCA is establishing one priority month with all priority groups as follows: October - older adults (age 60 or older), individuals with a disability, families with children under the age of 6 years old (age 5 and under) and disconnected/imminent households; and November 1st - all other income eligible households. How would your agency ensure the correct application groups are taken at the prearranged timeframe? 
Response (expand as needed): 

h. Include a description of how your agency will ensure that outlying counties or regions of your single county will be adequately served with outreach.  
Response (expand as needed): 

i. What new approaches are you using to increase participation from these counties?
Response (expand as needed): 

j. Describe how the LAA will advertise/promote the program besides utilizing newspapers and LAA website.
Response (expand as needed): 

k. Include a list of organizations in your community where your agency will send outreach material for referral purposes  .
Response (expand as needed): 

l. Does your agency website indicate hours of operation for LIHEAP intake and the application process, including intake sites information?
Response (expand as needed):
 
m. How does your LAA use Social Media to promote your programs?  Please describe (media source, type of information posted, frequency, etc.):
Response (expand as needed):
 
n. Describe new methods of outreach your agency will use in order to spend the PY2027 grants in full:
Response (expand as needed):
 

o. Does your LAA offer online appointment scheduling for customers? If yes, provide details about the software, purchasing agreement, sample reports, noteworthy features, etc.
Response (expand as needed): 

p. If n) is no, does your LAA plan to offer online appointment scheduling in the next two years?
Response (expand as needed): 


4. Intake Activities:
a. Describe how the LAA will accomplish its intake activities, including (but not limited to):
i. identification of intake offices,
ii. number of applications to be taken,
iii. Intake schedule,
iv. does the LAA plan to continue taking LIHEAP applications via a remote process (i.e. telephone, curbside, drop box, mailed, online, etc.)?
v. are PIPP/Recertification applications taken at the central office vs. the intake offices?
vi. if you are a multi-county agency, include a description of how you will ensure that 
   outlying counties are adequately served for intake activities.
	Response (expand as needed): 


b. For LAAs that take appointments, how are walk-ins accepted for both connected and disconnected applicants (18/48 hours depending upon the temperature outside and pledge should be made within 18/48 hours of documentation complete), particularly for customers with transportation issues? 
[bookmark: _Hlk126930871]Response (expand as needed): 

c. How do you plan to announce the days/times and locations where walk-in applicants 
are accepted? (i.e. including a message on your agency’s phone system, website, press release, etc.)
Response (expand as needed): 

d. What are the LAA’s hours of operation for taking new applications?
Response (expand as needed): 

e. For customers with transportation issues, or who cannot apply during normal LAA hours of operation, what application-taking option(s) will your LAA offer to best serve customers in such scenarios?  (i.e. offering extended hours and/or some Saturday hours).
Response (expand as needed): 

f. If you are a multi-county agency, include a description of how you will ensure that the PIPP Recertification applications are managed in all applicable counties. 
Response (expand as needed): 

g. What will your LAA do to offer alternative ways for customers to apply?  For example, 
i. stagger staff lunches so customers can apply during the established lunch hour (instead of being closed)?
ii. mail or hand out blank applications that customers can complete and mail in later with all required documentation?
iii. offer in person (including walk-ins) or phone appointments, extended hours, some Saturday hours?
iv. offer online applications? Explain how your online application works.
v. other?
Response (expand as needed): 

h. Consumer Education is a required Intake activity.  Describe the method of delivery, and the different energy conservation and financial literacy materials the LAA provides to its customers (provide examples).  Attachment H Required
Response (expand as needed):


5. Customer Application Processing System:
a. Describe how the LAA will process Energy Assistance applications including: data 
entry, verifications, approvals, and payments.  Include in your response a brief description of how the data entry into LIHEAP.net will be handled at your agency.
Response (expand as needed): 

b.  What percentage of your application activity is not entered directly into LIHEAP.net
 and/or STARS at the time of intake (how many paper applications do you anticipate taking during the program year)? 
Response (expand as needed): 

c. What barriers prevent all applications from being entered directly into LIHEAP.net 
	and/or STARS systems? What is the agency’s plan to overcome these barriers?
Response (expand as needed): 


d. What process does the LAA have in place that assures all applications are adhering to 
program rules and processed in a timely manner?
Response (expand as needed): 

e. How do you plan to continue incorporating the information from the Help Illinois 
	Families Request for Services into your application process? 
 Response (expand as needed): 


6. Furnace Assistance:  
a. For agencies that operate via the traditional Furnace Assistance policies, describe the link between your agency’s IHWAP and Energy Assistance Program, as described in the Energy Assistance Procedures Manual, “Each agency is required to develop specific written procedures to implement the emergency provision in an equitable manner”.  Attachment F Required.  
Response (expand as needed): 

b. LIHEAP should have its own group of procured contractors (Voucher LAAs have a list 
of approved contractors), independent of the IHWAP procured contractors, so Weatherization production will not be negatively affected.  How will decisions be made to ensure that the correct number of contractors is selected to meet the demands for the 18/48hr RA requirement?  
Response (expand as needed): 

c.     If you are a traditional Furnace Assistance LAA, and for whatever reason, your agency must use an outside contractor (not procured) to provide Furnace Assistance to one or more households, what process will your agency use to hire a contractor? 
			   Response (expand as needed): 

d. If you are a traditional Furnace Assistance LAA, how will your agency ensure the non-procured contractor will comply with LIHEAP requirements (contractor paperwork, assurance and guarantee, must meet final inspection standards or payment will be withheld, etc.)?  
Response (expand as needed): 

e. What procedures does the agency have in place to ensure the household crisis of no heat
will be resolved within the 18/48 hour time frame?
			   Response (expand as needed): 

f.    Which staff position is responsible for entering the furnace application’s activity details in LIHEAP.net, including (but not limited to) how the crisis was resolved in the 18/48 hour timeframe?	
Response (expand as needed): 


7. Reconnection Assistance:  
a. Describe how the LAA will implement the RA component.
Response (expand as needed): 
     
b. How will your LAA meet the 18/48 hour timeframe for RA? 
Response (expand as needed): 


8. Percentage of Income Payment Plan (PIPP): 
		**For PY2027: Current projected funding analysis indicates there will be no new PIPP enrollments during PY2027 due to funding availability. 

a. Please  provide your agency’s plan to staff the PIPP Recertification component adequately. 
Response (expand as needed): 

b. How will the LAA ensure PIPP is offered to eligible PIPP Recertification applicants or households that move (if applicable) during the intake interview and/or remote recertification process? Describe how the choice between LIHEAP and PIPP is presented to the applicant.
Response (expand as needed): 


9.   Training Activities:
a. Describe how the LAA will provide necessary training for staff, including (but not limited to): 
i. LIHEAP.net Intake, 
ii. Outreach, 
iii. Furnace contractors, 
iv. STARS-Intake, 
v. STARS-PIPP, 
vi. LIHEAP.net Verification, 
vii. STARS e-Help, 
viii. customer service best practices, 
ix. data security, 
x. fraud prevention
xi. sexual harassment prevention
 Response (expand as needed): 

b. 	Indicate who will conduct the required training and provide a training schedule for the 2027 program year. Include training for Furnace contractors, and all items listed in 10 a) above, attach a draft of the training schedule now, and upload the permanent schedule when it becomes available on the STARS Document Library and notify Grant Manager. Attachment G Required
Response (expand as needed): 


10.  	Program Support: 
This should correspond with your detailed GATA budget per grant, but in narrative: Explain how your agency will use Program Support funds, using the current budget definitions. 
	Response (expand as needed): 


	11.	  	2027 Production/Work Schedule:
a. Describe the way your production will be accomplished during the 2027 Energy Assistance Program (i.e., number of applications taken daily, weekly, monthly, etc.). For the production estimate consider the new State/HHS allocation to be utilized in PY2027 and the milestones established in the LIHEAP Production Memorandum (effective since 10/01/2024). New applications for Program Year 2027 will start October 1, 2026. 
Response (expand as needed): 


b. When will the majority of the Intake be scheduled? 
Response (expand as needed): 

c.   If you fall short on monthly application goals, describe your back-up plan. How do you plan to reach more customers in need (DVP and Furnace)?
Response (expand as needed): 

12.  Program Integrity:  
To maintain program integrity, the LAA must create and follow internal processes for assurances of checks and balances. Provide your detailed response regarding:
a. What is your hiring criteria regarding criminal background, including background checks? 
Response (expand as needed): 

b. How will personnel and customer confidentiality rules be enforced?
Response (expand as needed): 

c. Provide a narrative regarding staff duties from point of Intake through Fiscal functions – complete the chart below to aid in your response.  In addition to the separation of duties between Intake/Verifier/and Reviewer (Payment Authorizer), there must be a clear separation of duties between the Program staff tasks and Fiscal staff tasks.  There must be no sharing of usernames or passwords; no logging into LIHEAP.net or STARS with another person’s account access.  Issuing and returning registers are LIHEAP Coordinator/program staff duties; Invoices are Fiscal Officer/fiscal staff responsibilities. 
Response (expand as needed): 

		Note- Invoices are Fiscal Officer/fiscal staff responsibilities unless a pre-approved variation of the process has been authorized by OCA Fiscal.
		 STARS has an edit that looks at the specific PIPP User performing the Intake action and the Verify action.  This edit does not allow the Verify action if the User also performs the Intake action for a specific PIPP application. 
		(To add rows to the chart, highlight one row across and right click on the highlighted row to Insert Row Above or Below.)

	Job Title
	Employee Name 
(or position is vacant)
	LIHEAP.net Task

	
	
	Application Intake

	
	
	Application Verifier

	
	
	Application Verifier/Reviewer – with “Put On Register” rights/duties

	
	
	Create Invoice – “Pending” status

	
	
	Issue Invoice – “Sent” status




	Job Title
	Employee Name 
(or position is vacant)
	PIPP Task

	
	
	Application Intake

	
	
	Application Verifier

	
	
	Create Invoice 

	
	
	Issue Invoice



			   Response (expand as needed): 

 
d. Employees and family members of LAA employees who are income eligible may apply for Energy Assistance. What policy does the agency have to ensure the employee who is the applicant or the family member of the applicant was not involved with the application and all household income is included in the application? Attachment I Required
Response (expand as needed): 


e. Describe how the LAA will verify the authenticity of unregulated energy vendors being paid by LIHEAP and the procedure for averting vendor fraud.
Response (expand as needed): 

f. The Department considers it a conflict of interest for an LAA employee to be employed by an Alternative Energy Gas (ARGS) and Electric Suppliers (ARES), or a solar vendor. This includes activity conducted on-site at any LAA property, LIHEAP intake location, or during energy fairs and community events hosted by the LAA. What policy does the agency have in place to ensure that LAA employees are not employed by an ARGS,ARESor solar vendor, and to prevent the enrollment of LIHEAP applicants on-site, LAA property, or at energy fairs? Please note that any solar energy promotion must be pre-authorized by OCA.
Response (expand as needed): 



		
13. Privacy Protection:
a. Describe the agency’s policy on how you keep personally identifying information (PII) secure during the intake process, including encryption of electronic files and training of personnel. Please include policy for staff working from home (permanent, part-time, temporary, and/or volunteers).  
 Response (expand as needed): 

b. Please provide a brief description below, and attach your Agency’s policy and 
	procedures regarding storage, transportation and security of personally identifying 
	information (PII). Please include policy for staff working from home (permanent, 
	part-time, temporary, and/or volunteers).  Attachment J Required
Response (expand as needed): 


c.    Describe the policies and procedures for keeping personally identifying information
(PII) secure before, during and after communication of the benefit Register with non-electronic vendors.	 
Response (expand as needed): 



14. 		Accessibility and Customer Service Satisfaction: 
	a.   How does the LAA plan to ensure accessibility and appropriate customer service 
			  	and satisfaction? 
Response (expand as needed): 

b. Are all intake sites accessible and meet the American with Disabilities Act (ADA) guidelines? 
[bookmark: _Hlk126925921]Response (expand as needed): 

c. Describe the ways your LAA exhibits cultural competency.
Response (expand as needed): 

d. How will your LAA provide assistance to customers who are non-English speaking, and/or to customers who are visually and/or hearing impaired? 
Response (expand as needed): 

e. Are there special needs population(s) unique to your agency’s service area?
Response (expand as needed): 

f. Do you have the need for bilingual staff and if yes, how many do you employ (and for which language)?
Response (expand as needed): 

g. Describe the LAA’s phone system and capacity to handle calls.  Provide a detailed description of your communication system and staff coverage, including how phone calls from customers are handled after regular business hours and/or during remote operations.  
Response (expand as needed): 

15. Disaster Preparedness Plan:  
a. Briefly describe the LAA’s Disaster Preparedness Plan, and attach a copy of the plan, which should include contingencies for: flood, tornado, fire, earthquake, extreme heat, extreme cold, health emergencies, etc. Attachment K Required 
Response (expand as needed): 

b. If applicable, describe the Emergency Response utilized in previous disasters that have impacted Energy Assistance applicants.
Response (expand as needed):


c. How does your agency plan to continue accepting and processing  LIHEAP applications in the event of a disaster or emergency situation?.
Response (expand as needed):


16. Complaint Process and Appeal Procedures:  
	Attach a copy of the LAA’s complaint process for LIHEAP and PIPP households. 
	Attachment L Required

a. Indicate name of staff, and position title(s), who will serve as the Appeal Officer at the LAA.
Response (expand as needed): 
b. Explain what the Agency’s appeal procedure is, if it’s not included in the complaint process policy.
Response (expand as needed): 


c. Explain how the Agency provides the applicant with the Appeal Rights and ensures the applicant understands the first step to appeal is the Informal Conference with the Agency.
Response (expand as needed): 


17. 	Programmatic Grant Conditions:
a. Does your agency have any programmatic grant conditions?
Response (expand as needed): 

b. If yes, list each condition and indicate what steps your agency has taken to resolve these conditions.  Please be specific and provide attachments, if applicable (Attachment M, if applicable).
Response (expand as needed): 

18. 	Summary:
In conclusion, summarize how the outlined Implementation Plan will allow you to spend 100% of your 2027 LIHEAP grants.
	Response (expand as needed): 

19. 	Additional Comments:
		Provide any additional information you think would be beneficial to the Department in 
		understanding your operation of the 2027 Energy Assistance Program.
	Response (expand as needed): 

Print to PDF prior to uploading. 
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