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Problem context
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6,000+ 4 3-7

LIHEAP applications this total Pierce County applications successfully

annual cycle processors processed daily

57-70% of applications have missing information

Low Income Home Energy Assistance Program (LIHEAP)



Problem statement

How might Pierce County staff achieve online
access to energy assistance so that they can
better serve low-income households by helping
more residents save on energy costs and
reduce staff application processing times?



Key research insights

e 84,239 people under poverty line
e Lack of accessibility
o Application only available via paper/phone
(business hours)

e Process is difficult, inefficient, and confusing



Personas

Sarah, PC Processor, 46

* PC processor for 8 years

* Little tech experience, strong
people skills

* Frustrated about incomplete
applications, inputting info into
numerous places

* Unemployed, retired

* Health complications; Relies on
food stamps

* Wants quick and efficient way
to access energy assistance to
meet basic needs



Solution approach

-

Online Platform

(desktop/mobile)

Applicant Eligibility

Flag Incomplete

Centralized System

Database/ Dataverse

Real Time Updates
Eliminate redundant

data changes

Vs

ﬁ Data Visualization via PowerBI
-

Report stats of processing time and benefits

need to Commerce department




User testing & validation

2 Processors

e Edge cases

e Common errors &
mistakes

e Contentlanguage

C
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6 Residents

Form flow

Field clarification
Security & privacy
concerns



Product demo

For subtitles: https://youtu.be/LURtUXIAaqU



https://youtu.be/LURtUXlAaqU
https://docs.google.com/file/d/1j7IDaajT7Royfco2iTK7ywfOrl38mfLA/preview

Ethical considerations

Data privacy

Sensitive
information
* Location/ SSN

Data protection
* Spam/leaks

Accessible

Personalized help
Original method

Simple interface

Funds

Limited funds

Prioritization of
people in need
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Next steps beyond capstone

Brief human services Handoff to IT Implementation
e Present capstone e Provide technical e HopetoseePC
project documentation build on our
: o foundation
e Backend demos for e Discuss limitations (language services)
processors

Release to public
e Data export & DOC ° PUbT

requirements check



Project screens

LIHEAP application via PowerApps Database via Dataverse

+ New v 2 Edit | v B Createanapp H Using thistable < Import v > Export v [} Advanced v [i] Delete
Energy Assistance Application - Pierce County .t o =2 Reltionsips 0 Views = r—
Type Last modified
Standard 2 months ago Q Keys L2 Charts
[H Dashboards
Primary housing Primary contact Household detals Add additional household Documentation upload Review
inf ti f ti
information PPN members BB Primary Applicant Detals columns and data B Update forms and views
Primary applicant information
= ApplicantiD* | v £ EFirstName* v =] LagtName * v B9 Middle_init v +18more v+
Sodl ssauify number 00001030 Jane Danis s
Numbes oy o s
00001029 jane Darvis 8
* Date of birth * Gender
Select date Select gender v 00001028 " e
* Ethnicity + Race 00001027 test testl
Select ethnicity v Select race v 00001026 test testl
* Education status 00001025 e yes
Select education level v
00001024 ting test
* Disability status
O ves O No 00001023 Andrew le
* Military veteran status oot Phiic 12
Ao A
00001021
—
+ 23 additional rows




Project screens

Y/, LIHEAP Application Dashboard
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Processor facing application dashboard
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Thank you!

$

Remi Kahn Andrew Le Nina Lin Jerry Yan



Recognizing the essential need for warmth in winter and the inefficiencies of manual paper
processes, our project, sponsored by Pierce County Human Services, aims to streamline energy
assistance processing for low-income residents. Through a centralized application portal and
database, this user-friendly online platform, accessible via mobile and desktop, prioritizes equity in
information access for low-income communities. By minimizing errors and the need for
back-and-forth phone calls or mail, residents gain faster access to energy assistance. We address
critical information issues related to affordability and energy access in underserved populations,
ensuring compliance and enabling robust data collection for informed decision-making.



Demo - Database

In-house database allows for improved work-flow and accurate record-keeping

ApplicantSSN
PK [SSN string
FK |Applicantid int t
DOB dote Household Member
Gender string PK |Memberid
Ethnicity string |Last Name
Race string Is First Name
pree 1 | midle inital
Disabled bool | |F“°"e-"“'“
Military_vet Bool ‘ Income
health_insurance Bool ‘ FK | Applicantid
included_in_calc Bool |
DriversLicense Type
[ Address info Household Info
| Pk [ res_address +——] P [res_address
Vendor Payment Aoplicant 4 City.re time_lived_years
Pk [Payment Id (generated) o 7 Applicantid state_res time_lived_months
Vendor type Last Name zipcode_re housing_status
Paymert First Name housing_type
Account Number Middle Initial total_household_size
Amount - -
e i FK |res_address number_bedrooms
P |maiingaddress Q) T ygiingio | housing_cost
phone_num o |malling address, household_monthly_income
Staff message_num C ApplicantiD | TR
PK |[Staff Number msg_email city ‘ diial_head. oot
AT staff Income State
energy_cost
Processor Name FK |Staff Number Zipcode ‘
total_annual_electric_cost
target_group
Vendor
PK_|Vendor Id (generate)
Amount
Replacement
Service
Assistant
FK |Staffld




Measures of Success @

Long term goal: PC community members are receiving heat

assistance
Decrease amount Increase # of
of staff time per applications being

application processed



