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WELCOME

2/24/2023 2



ENGAGEMENT BEST PRACTICES

We will be monitoring the Q&A for questions 

Asking Questions

Click “Q&A” to submit a question (or “Raise Hand” 

to share a verbal question at designated breaks)
1

2 Enter your question into the “Q&A” box

We will follow up with answers to any questions 

that we don’t get to during the session
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THIS CALL IS BEING RECORDED
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TRAINING OBJECTIVE

Provide RAA staff with guidance and support related to
system launch and upcoming RAA staff trainings on the new 
system.

Purpose

Goal
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Provide reminders related to End-to-End (E2E) Case 

Management System for RAFT and review how to manage 

case assignments.
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AGENDA

• Omni Channel Basics

• Dynamic & Manual Assignments

– Workarounds for Manual Assignments

– Accepting Assignments in Omni Channel

• Common Mistakes

• Video Tips to Manage Caseloads

• Important Reminders

• Q&A & Best Practices

• RAA Support & Resources
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OMNI CHANNEL BASICS

• The Omni Channel is used by staff to receive, accept, and monitor case assignments

• The E2E system uses staff skills as a basis for automatically routing case assignments to 
appropriate staff
– The system will route cases to the staff with all needed skills necessary for the case

– These cases appear in the appropriate staff ’s Omni Channel

• Once a case reaches the Chaser, Case Manager or Reviewer step and it is ready for 
assignment/processing, the case will reflect the offered staff member as the “Potential 
Case Owner” waiting for the staff member to accepts it in Omni Channel

• All staff that are involved in any stage of application processing - Chasers, Case Managers, 
and Reviewers - use the Omni Channel and accept their case assignments there
– Staff should monitor their Omni Channel at least daily

• The system will automatically try to balance the workload

• If all staff members with the needed skills for the case have full buckets, then the case’s 
“Potential Case Owner” will reflect “Awaiting Assignment”
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OMNI CHANNEL: DYNAMIC & MANUAL ASSIGNMENTS

Dynamically Assigned Cases (aka Omni Channel)
• Cases that are dynamically assigned via the Omni Channel will stay with the staff person who accepts the case unless:

– Case status changes (i.e., back to draft or forward to next step)

– Case is manually reassigned to another case owner (see below, where the case is then not dynamically 
assigned/considered by Omni Channel)

– Case is updated to the “Awaiting Assignment” Queue

• Cases that are not accepted by RAA staff are eligible to move to another ‘less active’ staff person

• These cases will be re-routed to other staff that are “Available” in Omni Channel, have the appropriate skills, and have 
<100 accepted and offered cases

Manually Assigned Cases
• Manually assigned cases stay with the assigned staff person and are not eligible for Dynamic Assignment or considered by 

Omni Channel until:

– Case Status changes (i.e., back to draft or forward to next step), or

– Case Owner is updated to the “Awaiting Assignment” Queue, or

– Case Owner goes offline*

• These cases are not considered by Omni Channel when the system balances workload among “Available” staff

*There is a current, open defect related to manual assignments not being retained when Case Owners go offline



MANUAL ASSIGNMENTS: USE CASES & WORKAROUNDS

• “Kickbacks” / Reviewer or Case Manager needs rework by a prior worker
– Instead of manually reassigning to the prior worker, keep the case in its current chevron 

status, create and assign a Task to the prior worker to rework as appropriate

– Once the prior worker completes the task, they’ll advise the person who assigned them the 
task that the rework is done so the case can progress

• Appeals Reviewer
– Instead of manually reassigning, create and assign a Task to the Appeals Reviewer to perform 

the case review

– Once the Appeals Reviewer completes their review work, they would manually assign the 
case to themselves, make their final case notes, and mark the review accordingly (upholding 
or overturning the original denial)

• Escalations
– No workaround at this time, though staff may update the Priority on a case to “Urgent,” so it 

gets fastest assignment offering in Omni Channel

– DHCD will work towards supporting Escalations in Omni Channel via a new skill definition 
along with a means for RAA Workers to mark a case as Escalated, likely for use starting 4/14



DELOITTE VIDEO ON MANUAL ASSIGNMENT WORKAROUND

Video tutorial showing a workaround for manual assignments, also available on Zendesk
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https://dhcdma.zendesk.com/hc/en-us/articles/12907150862605-VIDEO-Create-a-Task-Instead-of-Manually-Reassigning-Cases


OMNI CHANNEL: ACCEPTING ASSIGNMENTS

• To receive new application assignments, staff must be logged into Salesforce and select 

“Available” in the Omni-Channel in the bottom left 

• Staff must accept an application assignment via the Omni-Channel automatic routing
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COMMON MISTAKES WITH CASE ASSIGNMENTS

Forgetting to open Omni Channel

Forgetting to set status to “Available” in Omni Channel

Failing to accept assigned cases punctually
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NHS VIDEO ON MANAGING A CASELOAD

• Video tutorial showing one way to manage a heavy caseload and how to 

organize your caseload from oldest to newest

Special thanks to Leah Garcia and NHS!
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IMPORTANT REMINDERS
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IMPORTANT REMINDERS

• Do not change payment status after it has been submitted for 
payment

– If payments are in ‘Submitted for Payment’ or ‘Payment Successful’ 
status, making changes in E2E will not changes payments in Happy 

• Log out of Happy at the end of the day
– Not logging out may result in clients being created with wrong programs

• Open Zendesk tickets for new providers
– New provider form, include the address that the check should be mailed 

to



QUESTIONS & BEST PRACTICES
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RAA SUPPORT
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RESOURCES

18
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RAA Resource Portal 

Central resource to provide RAA staff with key 
updates, training and learning opportunities, and 
helpful information to support programs

1

FAQs and Reference Guides

Frequently Asked Questions (FAQs) that provide 
additional, concise program guidance.

2

https://www.mass.gov/info-details/regional-administering-agencies-resource-portal
https://www.mass.gov/doc/raft-admin-plan-effective-jan-1-2022/download


QUESTIONS
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Best Practice

Please specify the program that you are reaching out about to ensure that the 
DHCD RAA Support team is best positioned to provide policy guidance.

▪ Time-sensitive Questions: Critical questions that require responses within 

24hrs should be submitted with a subject line that includes “URGENT." 

Further Questions

Direct questions to your supervisor and then contact the RAA support 
inbox (dhcdraaraft@mass.gov) as a point of escalations for questions.  A 
member of the RAA Support Team will respond.

19

mailto:dhcdraaraft@mass.gov


THANK YOU!

+
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LANDLORD/PROPERTY OWNER SUPPORT
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Common LL/Property Manager Issues & Mitigation Tips

• Issue: LL/PM gets stuck mid-application, cannot see Payee or select Property

➢ Fix: Advise LL/PM they must complete the LL/PM Profile FIRST before trying to Apply

• Issue: LL/PM registered as a LL or PM when they are opposite

➢ Fix: Business Admins should inactivate the incorrect account, marking the username with an X for DO 

NOT USE so that LL/PM can re-register correctly

• Issue: LL/PM registered as an Individual or Business when they are opposite

➢ Fix: Business Admins should inactivate the incorrect account, marking the username with an X for DO 

NOT USE so that LL/PM can re-register correctly

• Issue: LL/PM Name / Tax Information not Verified

➢ Fix: Case Mgrs & Reviewers should use Job Aide: E2E LL Intake Portal - Steps for LL/Prop Mgrs who 

fail GIACT Verification (TIN Matching) – Department of Housing and Community Development 

(DHCD) (zendesk.com) and/or refer to: LL_GIACT_Reset_and_Override_20230103_v01.pdf 

(zendesk.com)

https://dhcdma.zendesk.com/hc/en-us/articles/11498545667085-Job-Aide-E2E-LL-Intake-Portal-Steps-for-LL-Prop-Mgrs-who-fail-GIACT-Verification-TIN-Matching-
https://dhcdma.zendesk.com/hc/en-us/articles/11498545667085-Job-Aide-E2E-LL-Intake-Portal-Steps-for-LL-Prop-Mgrs-who-fail-GIACT-Verification-TIN-Matching-
https://dhcdma.zendesk.com/hc/en-us/articles/11498545667085-Job-Aide-E2E-LL-Intake-Portal-Steps-for-LL-Prop-Mgrs-who-fail-GIACT-Verification-TIN-Matching-
https://dhcdma.zendesk.com/hc/en-us/article_attachments/11928816150797/LL_GIACT_Reset_and_Override_20230103_v01.pdf
https://dhcdma.zendesk.com/hc/en-us/article_attachments/11928816150797/LL_GIACT_Reset_and_Override_20230103_v01.pdf


LANDLORD/PROPERTY OWNER SUPPORT cont.

• For Payees/Owners whose Information was unable to be verified by GIACT, RAAs may 

select “Verified by Worker.” DHCD recommends this when:

1. RAA Case Managers or Reviewers have used IRS TIN Matching application to verify Payee Name and 

Tax ID match and RAA uploads the screenshot of the IRS TIN Match to E2E

2. RAA Case Managers or Reviewers have confidence that the IRS EIN Letter supplied by the Landlord / 

Property Manager is valid for the Payee

• To see LL/PMs Verification Status:

– Landlord/Property Managers | Salesforce Report in DHCD Reports Folder

• To support LLs/PMs with creating a LL profile in E2E:

– Creating And Setting Up a Landlord Profile In E2E

https://housingma.lightning.force.com/lightning/r/Report/00O8z000000MMZQEA4/view?queryScope=userFolders
https://dhcdma.zendesk.com/hc/en-us/articles/12540977322509-Job-Aide-Video-Creating-And-Setting-Up-a-Landlord-Profile-In-E2E


IMPORTANT REMINDERS
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Tenant Key
• In order to connect to Happy, staff must review potential duplicates and add the Happy Tenant 

Key to the contact record if appropriate
• Only add the Tenant Key if:

• The Head of Household in E2E is the same as the Head of Household in Happy
• Check this by looking at the ‘relationship’ in the Happy Member details (H)

• The Social Security Number in E2E and Happy match exactly

• Copy/paste the Tenant Key into the E2E HOH contact record

Do Not
• Use Happy Tenant ID
• Use Tenant Key for non H
• Match if SSN is different



IMPORTANT REMINDERS

• When a case is reviewed and the LL is the one missing documents, it’s the LL case 
that should be moved back to Draft status by the Chaser for LL action

• Cases should not be manually moved by RAA Staff from Draft to Chaser
– Cases must be Signed and Submitted by Applicants

• Cases should not be manually moved by RAA Staff from App Match to Chaser
– Both tenant and landlord cases must be Signed and Submitted by Applicants

• Contact Cards should not be created manually by RAA Staff
– Contact Cards are created as a result of applicant registrations and case submissions

– The one exception to this is the scenario of adding a household member to a case via the 
Staff Portal rather than returning the tenant case to Draft – please see the Zendesk job aide 
on adding a household member via the Staff Portal

• If you find you cannot Generate Payments
– One item to check is to see if there are multiple LL cases in the Related Tab and if so, please 

close the extras as Duplicates, then in the Duplicate cases remove the ‘Parent Case’ 
reference so it is no longer linked to the Tenant Case



February 16th Build Plan to date – 41 Defects, 6 Change Requests



February 16th Build Plan to date – 41 Defects, 6 Change Requests

8/1/22

DHC-1385 11/18/2022 9:52Update logic for Application number creation 02/16 Fix Version Change Request

DHC-1387 11/18/2022 11:41Provide a button to allow Staff Portal Workers to re-call MH/DTA API 02/16 Fix Version Change Request

DHC-1475 12/7/2022 17:50Re Upload Docs Pages - Need Improvement 02/16 Fix Version Change Request

DHC-1629 1/12/2023 15:33Label Change on DHC-69 for Utility Document 02/16 Fix Version Change Request

DHC-1631 1/12/2023 15:48Label Change in LOI Approval Notice 02/16 Fix Version Change Request

DHC-1663 1/19/2023 12:06Landlord Advocate Functionality to allow advocates to submit applications for Landlord 02/16 Fix Version Change Request

*Also considering enabling the 21-day timeout 
for Tenant Apps Awaiting Match.
Will seek RAA input in early Feb.
Decision due to Deloitte a week prior to build.


