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WELCOME
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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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AGENDA

• E2E New Functionality

• Reminders

• Q&A Break

• RAA Support & Resources
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E2E New Functionality
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Add Payment Status – Recoup

• Two new payment statuses added, will allow 
RAAs and EOHLC to track and report on the 
amount of funds being recouped

• Manual update needed when RAA staff identify 
payments that need to be recouped

– Payment Admins will have access to change payment 
status in Fully Paid cases

• Once funds have been recouped and processed 
in Happy – response file will auto update to 
‘Payment Returned’

• RAAs should mark any payments currently being 
recouped with this status



Cases without LL Payment

• ‘Utilities/miscellaneous’ case checkbox renamed to ‘No LL Payment Case’

– No change to functionality - will auto-check for cases with no LL payments 

(this includes Utilities only cases, Homeowner cases, and other miscellaneous cases 

where no LL is involved)



Other 8/24 updates

• Automated maintenance of Untrusted List

• Pre-populating/locking some fields for Tenant/Homeowner Contact

– To address tenants/homeowners changing the HOH

– If changing HOH, need to create a new registration

• Updating Splash Page to bring Quick Actions to the top

– Highlighting for tenants/advocates/landlords that they can check their status without 

having to log in every time
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All 8/24 Changes
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8/4 New Functionality - Payments on Contact Record

• Payments originating from E2E can be found on tenant's contact card

– View on the Related tab, click 'view all' to see payment dates, program, etc.

• Will combine payments from multiple cases to allow for quicker view at past payments

• Does not include:

– Happy payments made prior to E2E

– Payments from advocate-initiated applications



12 month look-back at contact’s benefit level

• The benefit level validations will now look back at the HOH Contact 
Record’s payments made out of E2E in the last 12 months

– Validation at payment generation and when moved to Ready for Payment 

• If the payments you’re trying to generate/approve, combined with the past 
E2E payments are more than $7,000  - an error will pop up and payments 
will not be generated

• This validation will not account 

for Happy payments or payments 

associated with an advocate-

initiated case

• Staff should still review duplicates 

and perform a benefit calculation



Reviewing past payments

• Happy members only show payments originating from Happy

• Must review all related cases in Contact Record and potential E2E dupes
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E2E Payments – In Contact Record

Happy Payments – In Happy Member Record



E2E Reminders

• Adding Providers

– Mortgage company check address – ensure that we are entering the correct location

• Denial vs Time Out

– Use Timeout status if missing documentation 

– Use denial for ineligibility or suspected fraud
• Ineligibility includes: Over Income, No housing crisis, Household Received $7k already, etc

• Do not use participant non-compliance for missing documentation

• Do not use no funding for households who have exhausted their benefit limit
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QUESTIONS
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RAA SUPPORT
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RESOURCES
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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

FAQs and Reference Guides

Zendesk training materials offer helpful info on 
processing within E2E/Salesforce

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


QUESTIONS
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Best Practice

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

▪ Time-sensitive Questions: Critical questions that require responses within 24hrs 

should be submitted with the priority drop down option labeled “URGENT."

Further Questions

Direct questions to your supervisor and then contact Zendesk as a point 
of escalations for questions. A member of the RAA Support Team will 
respond.
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https://dhcdma.zendesk.com/hc/en-us/requests/new


THANK YOU!

+
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