
ELIGIBILITY TECHNICIAN TRAINING PLAN

For PCNs at HEATING ASSISTANCE PROGRAM
This document provides training plan and competency ratings for the HAP Eligibility Technician I.  The training plan describes the criteria used to determine whether an incumbent possesses the skills and knowledge necessary to be considered for promotion. The competency rating form is used to evaluate the incumbent's knowledge and skills based on the training plan criteria.
For promotional consideration, it is assumed the incumbent meets the minimum qualifications in the Eligibility Technician I class specifications, has demonstrated the ability to perform the specific tasks described in their Position Description, and must attain competency in the skills listed in the Eligibility Technician I training plan.  

	Eligibility Technician I

Duties / Tasks
	Rating

(Must be qualified in all areas to pass probation)

	Knowledge of Federal/State Programs

	Specific knowledge of eligibility requirements for the Heating Assistance Programs; AKAHP, LIHEAP, Subsidized Rental Housing Utility Deposit program (SRHUD); Emergency Crisis processing.
General knowledge of other public assistance programs: Food Stamps; Alaska Temporary Assistance; Adult Public Assistance; General Relief Assistance; Chronic and Acute Medical Assistance programs.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments: 

	Program Training

	FIRST THREE (3) MONTHS:

	Participates in “in-house”  training in all basic clerical duties, registration of applications, mail, filing systems, faxes, the Heating Assistance Software (HAS) and can perform basic EIS functions to register applications for appropriate programs. 
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments: HAP eligibility staff  begin training by learning the clerical job functions, front desk help, general office functions, telephone customer service, filing and office processes.

	Attends training of DPA programs that include HAP manual/HAS system; EIS Access to Food Stamps, ATAP, General Assistance, APA; Child Support Enforcement/EIS; Dept of Labor (DOL)/EIS.  The Work Number, access and use.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:  Completed Basic Training on HAS (Heating Assistance Software System) and EIS Interfaces.

	SIX (6) MONTHS:  n/a

	Completes training for SRHUD processing, expedited Emergency Case processing and cases that involve more complex computations of income Self-Employment, Seasonal employment, income from investments, settlements or retirement.
Subsidized Housing limitations, case summary sheets and utility allowances.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:  N/A


	ONE (1) YEAR (Season): n/a

	Attends overview training of DPA programs that include Food Stamps; Alaska Temporary Assistance; Adult Public Assistance; General Relief Assistance; Chronic and Acute Medical Assistance programs, Denali Kid Care, Senior Benefits.   
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments: N/A


	Evaluation / Interview Skills / Knowledge

	THREE (3) MONTHS:

	Attends training on various methods of customer service, evaluation and/or interview techniques.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:



	Can ascertain whether an application for services or eligibility is properly completed and the necessary supporting documentation has been provided.
Knowledge of pending and re-pending process.

	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:



	Can demonstrate basic evaluation techniques necessary to assess the needs of the client.

	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:



	SIX (6) MONTHS:  N/A

	Attends training sessions through in-service or formal program training on user manuals and techniques for income verification.

	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:



	Can demonstrate interview and/or other methods of gathering additional information to complete a client’s eligibility determination for authorizing necessary services.

	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:



	Can demonstrate effective investigative techniques/skills to resolve questionable verbal, non-verbal, and/or written responses in order to make independent sound decisions.

	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	Has established and can demonstrate effective monitoring of physical and computerized suspense systems which collect and prioritize required verification and documentation necessary to meet Division and federal standards


	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	Ongoing Case Maintenance

	THREE (3) MONTHS:

	Can demonstrate appropriate casefile maintenance in compliance with administrative requirements.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	SIX (6) MONTHS: N/A

	Can demonstrate effective monitoring techniques of report of changes and recording the action taken, with concise notes.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	Can demonstrate basic techniques when seeking required information on pended cases due to missing or inadequate information.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	
	

	Prudent Person Judgment

	On-the-job experience of one year (season) can with little or no supervision, practice sound decision making practices on assigned cases, without supervisory approval.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:  N/A


	Team Membership

	THREE (3) MONTHS:

	Works well with peers and keeps supervisor appraised of issues pending or outstanding which may impact ability to make timely and accurate determinations.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	SIX (6) MONTHS: N/A

	Has established practice of sound communication processes with staff and supervisor, clients and collateral contacts, vendors.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	ONE (1) YEAR (Season): N/A

	Able to answer questions and provide peer mentoring to new eligibility workers.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	Eligibility Decision / Authorization

	THREE (3) MONTHS:

	Can demonstrate completion of basic eligibility determinations including an mostly accurate determinations of  Heating Assistance Program requirements of simple income and categorical eligibility cases.   
Ability to process 8-10 cases per day.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	SIX (6) MONTHS:  N/A

	Can demonstrate in a timely and highly accurate manner, the recording of eligibility data and authorize benefits into the Heating Assistance Software System (HAS) and navigate  Eligibility Information System (EIS) for verification. Ability to process 10-15 cases per day.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:



	ONE (1) YEAR (Season): N/A

	Caseload has increased to ability to process 15+  cases per day with accuracy in incremental increases due to experience with less time required to assess circumstances against complex eligibility/ income factors of cases. 
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:



	Notices & Correspondence

	THREE (3) MONTHS:

	Notifications are prepared in a clear and concise manner.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

	SIX (6) MONTHS:  N/A

	Demonstrates the ability to timely and effectively notify the applicant in writing of information and/or documentation necessary to make determination.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:



	Demonstrates the ability to timely and accurately notify the applicant of the actions taken on the case affecting eligibility and/or benefits.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:



	ONE (1) YEAR (Season): N/A

	Demonstrates the ability to develop the appropriate notices for specific requests or action and has the knowledge to compute complex low burden calculation and notice.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:



	Has established appropriate notices with clear, concise explanations and has mailed them in a timely and accurate fashion.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:



	Communication

	THREE (3) MONTHS:

	Practices good listening skills and shows good customer service abilities.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	Demonstrates professional manner when handling sensitive issues.

	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	SIX (6) MONTHS:  N/A

	Demonstrates the ability to speak to the applicant / client’s comprehension level and exhibits cultural sensitivity when necessary.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:

	

	
	

	Statistical Report 

	THREE (3) MONTHS:

	Organizes and accurately maintains daily workload.

	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments: 

	Demonstrates the ability to ascertain the technical information required to decipher individual computer data.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:  EIS training is ongoing during the interim rating period through completion of probation and beyond. 

	Demonstrates the ability to increase caseload and accuracy in weekly caseload/workload status report.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:  Caseload accuracy and production is higher than usual for interim trainee but training continues through completion of probation.  

	Unit Meetings

	Attends unit meetings on a regular basis and participates in the training provided during these sessions.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:  Attends all scheduled meetings.

	Policy Maintenance

	THREE (3) MONTHS:

	Receives and studies online policy manual and its updates. 
	 FORMCHECKBOX 
 Needs Continued Training or Review
 FORMCHECKBOX 
 Proficient

Comments:  Manual requires continuous review.

	SIX (6) MONTHS:

	Continues to keep current on program policy and procedural changes and can make recommendation for clarification or changes.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:  Ongoing.


	Computer Systems

	THREE (3) MONTHS:

	Learns basic knowledge of the Eligibility Information System (EIS). 
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient at basic knowledge
Comments:

	SIX (6) MONTHS:  N/A

	Proficient in EIS with knowledge of Social Security Administration interface; Department of Labor interface; CSSD interface.
	 FORMCHECKBOX 
 Needs Continued Training

 FORMCHECKBOX 
 Proficient

Comments:
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