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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

• Processing Utility applications under RAFT – general reminders

• Communication with UTL providers

• E2E Build Updates from 3.15.2024

• Q&A

• RAA Support & Resources
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RAFT Utility Processing Reminders
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RAFT Utility Guidelines

• Crisis = Shut off notice received, service is shut off or heating oil/gas tank is 

empty and can't pay to refill it

• Guidance = Bill is acquired by and in the RAFT Participant's name and the 

payments will resolve the crisis

• Key points

- RAFT will cover the minimum amount required by the utility company to prevent 

shutoff or restore service

– Protection

– Winter Moratorium
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SHUTOFF NOTICE UPDATE – National Grid Gas

3/26/2024 DRAFT FOR POLICY AND PROGRAM DEVELOPMENT

Please note: These are just some of the notices 
that EOHLC will accept. For all utility providers, 
similar documentation should be accepted noting 
an account as shut off or at risk of shutoff. Some 
key trigger words for shut-off notices are "shut-
off", "disconnection" & "termination". If there is 
uncertainty about which documents to accept 
you can contact EOHLC via a Zendesk ticket.



SHUTOFF NOTICE UPDATE – National Grid Electricity 
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Notice 0042 Notice 2101

Please note: These are just some of the notices 
that EOHLC will accept. For all utility providers, 
similar documentation should be accepted noting 
an account as shut off or at risk of shutoff. Some 
key trigger words for shut-off notices are "shut-
off", "disconnection" & "termination". If there is 
uncertainty about which documents to accept 
you can contact EOHLC via a Zendesk ticket.



SHUTOFF NOTICE UPDATE – Eversource
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Please note: These are 
just some of the 
notices that EOHLC will 
accept. For all utility 
providers, similar 
documentation should 
be accepted noting an 
account as shut off or 
at risk of shutoff. Some 
key trigger words for 
shut-off notices 
are "shut-off", 
"disconnection" & 
"termination". If there 
is uncertainty about 
which documents to 
accept you can contact 
EOHLC via a Zendesk 
ticket.



Great communication with UTL providers
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Transfer service (typically moving)
I am a RAFT administrator for Franklin County HRA who is assisting the following 
Houshold with RAFT utility assistance application.

I am looking to see if there is a required payment to transfer services for UTILITY 
COMPANY account ### to NEW ADDRESS. The account is lined to Applicant name at 
Former address, please see attached authorization contract to release information.



E2E Updates from 3.15.2024
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GIACT Payment Method Updates

• Payment Methods created prior to 3/15 should still be verified by the 

internal policy at your RAA 

• ACH Payment Methods created 3/15 or later, will have updated 

Red/Yellow/Green verification status

• GIACT Verification on the Payment Method is made up of two responses. If 

either one is red, the PM will be rejected and the payee will  be required to 

upload a voided check for manual verification by the RAA

– Manual verification will include comparing the name and banking information from 

the check and the payment method to ensure an exact match

– Only Payment Admins are able to view full banking details for verification



GIACT Exposed Fields on Payment Method

• Payment Methods created on 3/15/2024 or later will have Customer and Account 

response codes to inform the RAA about the results of the GIACT Check



GIACT Customer Response

• The Customer response code from GIACT is checking that the bank 

account provided belongs to the payee

– Code 2 is a full pass, the bank account belongs to the name on the Payment Method



GIACT Account Response

• The Account response code from GIACT is confirming that the bank account provided is open/active
– Codes 12 and 15 are the only full passes, others should be reviewed  



GIACT  TIN/SSN  Verification

• Three new fields have been exposed on Contact Cards (in red below)
– These will be used to communicate the results of the GIACT check, which will allow RAAs to make informed decisions about 

manually verifying TIN/SSN

– The fields will only be filled in on Contact Cards created on 2/16/24 or later

• GIACT FEIN/TIN Number – this is the number that GIACT found on their end to match against what we sent them
– If no number is found on their end, GIACT will always fail (not verified) – RAA must use third party system to verify 

name/TIN/SSN

– For now, SSNs will always show blank FEIN/TIN– RAA must use third party system to verify name/SSN regardless of Verification 
Status

• GIACT Response Code – Numerical response – see next slide for details

• GIACT Customer Response Code – explanation of numerical code

Regardless of any other fields – if the GIACT FEIN/TIN Number is blank – RAA should do manual third party verification
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Consent Language on App

• The RAFT/HomeBASE consent language will now be printable, to provide to third 
party as a release/proof of tenant consent to share information (UTL companies, etc)

• For applications submitted 3/15 and later, you will see a “Print Consent” button at the 
top right of an application. Click this to print the consent to use as a release (can be 
printed to PDF if emailing)
– For applications submitted in languages other than English, the consent language will appear as a 

“View Consent” button in the same place. To print this, click View Consent, highlight all text, right 
click, and click “Print” 

• Applications submitted by an advocate are also signed by the advocate, so for these 
applications the advocate’s name will appear in the signature line
– Any application with an advocate will show the tenant name AND advocate name at the top, but 

the advocate name will only show in the signature line if the advocate applied on the tenant’s behalf



EA Doc upload

• Starting in April EOHLC will begin collecting documentation for EA Shelter applicants through E2E 
under Case record type ‘EA Family Shelter’

• These records may come up when searching for RAFT or HomeBASE apps and do not need to be 
taken into consideration by RAAs at this time



QUESTIONS
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RAA SUPPORT
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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.

22

https://dhcdma.zendesk.com/hc/en-us/requests/new


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


THANK YOU!

+
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