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The Arkansas Department of Energy & Environment, Division of Environmental Quality, Arkansas Energy 
Office (AEO) will provide restoration, prevent disconnection, and reduce arrearage of household water 
services for drinking water and wastewater. AEO is surveying drinking water and wastewater utilities to 
determine specific needs.   
 
If funds remain after September 30, 2022, AEO will have a plan to assist households with rate reductions. 
 
Additional information: 
AEO coordinated with the Arkansas Health Department, Arkansas Rural Water Association, and the 
Arkansas Water Works and Water Environment Association to survey water utility companies throughout 

Arkansas's priority is to provide crisis relief to low-income households who have had drinking water or 
wastewater services disconnected or are under threat of disconnection. Crisis is defined as: service is 
disconnected, there is a threat of disconnection, or there is a past due balance.  
 
Arkansas's priorities: 
1. Households with disconnected water services (crisis assistance) 
2. Households with pending disconnection (crisis assistance) 
3. Households with existing arrearages 
 
If funds remain after September 30, 2022:  
4. Households seeking assistance with current water bills

UPDATE: Arkansas began accepting applications on May 31, 2022. 
 
ORIGINAL: Pending approval of Arkansas's Model Plan, Arkansas will begin accepting applications by 
December 31, 2021. Payments of pledges made for approved applications will follow on a first-come 
basis.  
 
If funds remain in the first quarter of federal fiscal year 2023 (October 2022), AEO will make payments for 
households seeking assistance with current water bills without a past due balance (rate reduction). 
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Consolidated 
Appropriations Act of 
2021 Percentage (%) 

American Rescue Plan 
Grant Percentage % 

75

10

2

13

100

75

10

2

13

100

UPDATE:  
Households applying for emergency assistance are considered categorically eligible if they provide 
documentation demonstrating current receipt of LIHEAP, SSI, SNAP, or TANF benefits. Based on federal 
guidance, categorically eligible applicants do not need to provide additional documentation for proof of 
income. Applicants will be asked for their household income, size, and other characteristics for reporting 
purposes.  
 
*LIHEAP – Community Action Agencies have current LIHEAP recipient information that is shared with 
AEO and will provide much of the required information for reporting purposes, thus reducing the 
paperwork burden on the applicant. 
*SNAP – AEO has a data-sharing agreement with the Department of Human Services to receive a list of 
SNAP recipients twice a year. This data will provide much of the required information for reporting 
purposes, thus reducing the paperwork burden on the applicant.  
*TANF & SSI - AEO will use award letters provided by applicants who are TANF or SSI benefit recipients 
to determine categorical eligibility. 
 
ORIGINAL: Households applying for emergency assistance will be considered categorically eligible if they 
provide documentation demonstrating current receipt of LIHEAP, means-tested Veterans Programs, SSI, 
SNAP, or TANF benefits. Based on federal guidance, categorically eligible applicants do not need to 
provide additional documentation for proof of income. Applicants will be asked for their household income, 
size, and other characteristics for reporting purposes. 
 
*LIHEAP - the CAAs that take LIHWAP applications and determine eligibility will have current LIHEAP
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U.S. DEPARTMENT OF HEALTH AND HUMAN SERVICES
ADMINISTRATION FOR CHILDREN AND FAMILIES  

OMB Clearance No: 0970-0571 
Expiration Date: 12-31-2021 

LIHWAP Plan: Page 4 of 39

Determination of Eligibility for Direct Enrollment 
Note: The information below is focused on eligibility determination for households that are not 
categorically eligible based on the enrollment in one of the programs outlined in question 1.5. 
1.6 What type of countable income do you use for eligibility determination? (select one)

Gross Income 
Net Income 

1.7 List all the applicable forms of countable income used to determine a household's income 
eligibility for LIHWAP. Note: The forms of countable income used for benefit eligibility are 
generally left to the discretion of the grantee; however, the following sources are not 
applicable forms of countable income used to determine a household’s income eligibility 
for LIHWAP: 

Covid-19 Economic Impact Payments (Stimulus Checks)

■

UPDATE: Add HUD Utility Assistance Payment; unemployment, including all types of unemployment benefits; 
wages paid by Worker's Compensation; and any other non-work income, as it applies. SSI includes SSDI. 
 
ORIGINAL: Wages; self-employment income; contract income; unemployment insurance; strike pay; Social 
Security Administration (SSA) benefits (including MediCare deduction); Supplemental Security Income (SSI); 
retirement/pension benefits; cash gifts; jury duty compensation; rental income; alimony; interest, dividends, or 
royalties; commissions; Veterans Administration (VA) benefits; lottery winnings.
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150

■

■

* Water bill that has Arkansas service address 
* United States citizenship or Qualified Alien status  
* Financial resources limits 
 

UPDATE: Rent relief funding has been exhausted in Arkansas. Also, replacing references to Community 
Action Agencies (CAAs) with the AEO Contractor (HORNE). 
 
ORIGINAL: AEO is committed to ensuring that renters and homeowners are treated equitably, consistent 
with LIHWAP Terms and Conditions. To provide assistance to households whose drinking water and 
wastewater costs are included in a rental payment, a Landlord/Management Agreement will be used to 
obtain water bill account information and commitment to reduce rent arrearage by amount of LIHWAP 
payment. Assistance payments will benefit the eligible household and payment will go directly to the utility 
account. The Agreement will also require the landlord/management to forego disconnection or eviction for 
th th t ll f l t th

✔

Amount of drinking water and/or wastewater arrearage 

10 2,000
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■

■

■

■

■

AEO will prioritize these vulnerable populations by conducting outreach specifically aimed to address their 
needs. We will identify categorically eligible households with past due balances who receive benefits 
through LIHEAP, SSI, and SNAP, thereby expediting their LIHWAP applications. 

■

UPDATE: Applications are accepted by email, phone, mail, and online. A web portal allows call center 
employees to initiate an application on behalf of an applicant and upload required documents to support 
applicants who are unable to apply digitally. 
 
ORIGINAL: Applications will be accepted by email, phone, text, mail, and online. Individuals may also 
apply through a representative who has the ability to travel.

■
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■

■

Vendors will be required to maintain existing supports available to all customers. AEO is surveying utility 
service providers to determine what supports are available. 

✔

Participating water utility companies are required to enter 
into a Vendor Agreement which requires that service not 
be disconnected for 90 days following the receipt of a 
LIHWAP benefit.
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Item 2.1: The eligibility threshold is a hybrid formula of 60 percent of State Median Income (SMI) and 150 
percent of Federal Poverty Guidelines (FPG). For federal fiscal year 2022, eligibility for household sizes up to 
six persons is based on 60 percent of SMI. Eligibility for household sizes of seven or more is based on 150 
percent of FPG.  
 
Item 2.5: AEO continues to survey water utility companies and may adjust the maximum benefit dependent 
upon responses. UPDATE: AEO surveyed water utility companies and did increase the maximum allowable 
benefit. 
 
Item 2.7: Initially, AEO will provide crisis benefits to assist households that have had service disconnected or 
are under threat of disconnection. If funds remain after September 30, 2022, AEO will develop strategies to 
prioritize households with high water burden (priority group 3) when making benefit payments on current 
water bills.  
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✔

✔

✔

✔

✔

✔

✔

✔

UPDATE: AEO worked with our Contractor (HORNE) to launch a program website that serves as a 
tool kit for LIHWAP program resources and information. AEO also works with water vendors to 
advertise assistance availability to their customers. Further promotion of the program includes social 
media, coordination with water associations, text, email, and printed material. Tool kits have also 
been created and shared with community partners such as Community Action Agencies, food banks, 
education service cooperatives, human development centers, and senior adult centers. 
 
ORIGINAL: AEO will encourage local administering agencies and Community Action Agencies to use 
all types of outreach listed above, including working with water vendors to advertise the assistance 

UPDATE: 
HORNE produced two videos to assist applicants. The 'Do I Qualify' video helps applicants determine if they 
may be eligible. The 'Step-by-Step' video walks applicants through the application process. Both videos 
reside on the Arkansas LIHWAP website and are used in email and social media communications. 
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UPDATE: Delete this check mark and original comment. 
 
ORIGINAL: Joint application with LIHEAP

✔

LIHWAP will refer customers to other Arkansas programs that provide utility assistance, when 
applicable, and notify other assistance programs about LIHWAP.

✔

UPDATE: AEO provided HORNE lists of Arkansans who receive SNAP and Arkansans who receive 
LIHEAP. SNAP recipients who also receive SSI and TANF will be indicated.  
ORIGINAL: AEO is coordinating identification of SSI and TANF recipients in Arkansas to contact on 
b h lf f LIHWAP

AEO reached out to the Arkansas Health Department to identify drinking water providers. The Arkansas 
Department of Energy & Environment, Division of Environmental Quality, Office of Water Quality regulates 
wastewater providers in Arkansas and works cooperatively with AEO concerning these providers. 
AEO will work with these regulators as necessary.
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Drinking Water Service Wastewater  
Service 

✔

UPDATE: AEO Contractor 
(HORNE) 
ORIGINAL: Community Action 
Agencies 

UPDATE: AEO Contractor 
(HORNE) 
ORIGINAL: Community Action 
Agencies 

UPDATE: AEO Contractor 
(HORNE) 
ORIGINAL: Third-party provider 
to be determined

UPDATE: AEO Contractor 
(HORNE) 
ORIGINAL: Third-party 
provider to be determined

UPDATE: Arkansas procured a third-party provider (HORNE) through competitive bidding. The Arkansas 
Department of Energy & Environment utilizes the state procurement process.  
 
ORIGINAL: Arkansas will use the same process for selecting administering agencies as for LIHEAP. 
 

1
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UPDATE: AEO awarded a contract to HORNE to operate LIHWAP.  
 
NOTE: AEO will use a single contractor, as indicated in item 5.4. The contractor does not fall into any 
category listed in item 5.5. The check mark originally indicating Community Action Agencies has been 
removed. 
 
 
ORIGINAL: AEO intends to procure a third-party provider through competitive bidding  to process benefit 
payment to water service providers. The Arkansas Department of Energy and Environment utilizes the state 
procurement process. 
 
Section 5.2b: This information is currently not available, but will be updated in the plan as soon it becomes 
available. 
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UPDATE: Applicants are able to check the status of their application and track payments through an 
application web portal. HORNE also notifies applicants utilizing the best available method (i.e., text, email, 
U.S. postal service). 
 
ORIGINAL: The Community Action Agency sends a Notice of Action which details the status of the client's 
application. This information will include the LIHWAP benefit amount, name of the water utility company
(ies), and the date the benefit was pledged. 
 

The Supplier Agreement specifically states that households receiving assistance under this title will not be 
treated adversely because of their receipt of LIHWAP assistance. Additionally, staff will follow-up on any 
client complaints. 
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1. Vendor Agreements are signed prior to making a direct payment. The contract outlines:  
*LIHWAP policies and regulations that govern the water supplier when accepting LIHWAP payments  
*LIHWAP client rights  
*Requirements for payment verification (UPDATE: HORNE will receive a payment summary back from the 
water vendor acknowledging payment received and that service is continued or restored.) 
 
2. Water utility providers are subject to monitoring by AEO or its representatives.  
 
3. UPDATE: The customer is instructed to contact HORNE if service is disconnected or not restored after 
LIHWAP payment. ORIGINAL: The customer is instructed to contact the Community Action Agency if 
service is disconnected or not restored after LIHWAP payment. 
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Finding Type Brief Summary Resolved? Action Taken 

Yes

No

Yes

No

Yes

No

Yes

No

Yes

No

Yes

No

UPDATE: HORNE utilizes strict internal controls, which require separation between the program eligibility and 
fund disbursement teams. The program eligibility team will enter the benefits to be paid and the fiscal team will 
generate a weekly pay file summarizing the payments to be made, including detailed information to support 
batch payments to water vendors. Pay summaries will be provided to water utility companies, who will confirm 
the status of the applied payment. Reconciliations are maintained and provided to AEO on an agreed upon 
frequency. Further, HORNE will make contractor-financed weekly payments and receive reimbursements from 
AEO h k

✔
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Select all that apply.

✔

✔

✔

✔

UPDATE: Remove the check mark for reconciliation of water supplier records; HORNE will reconcile water 
supplier records using a payment summary with each pay file.  
 
Grantee will review applications that were denied to ensure no discriminatory actions resulted in the 
decision. 
 
ORIGINAL: Third-party provider making benefit payments to water utility companies will be monitored by 
AEO. 

✔

✔

✔

✔

✔

 
UPDATE: HORNE is acting as the local administering agency.
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UPDATE: AEO has access to HORNE's system and has the ability to customize and create ad-hoc analysis and 
track any normalized measure throughout the program. HORNE provides dashboards and reports daily to give 
AEO the ability to track all payments throughout the program. Authorized State users have the ability to log in 
and conduct desktop monitoring of applications. 
 
ORIGINAL: On-site monitoring is suspended at this time due to the pandemic. Program evaluations, including 
results of client file sampling and review, will be scheduled when practical. AEO plans to monitor all agencies a 
minimum of once annually. 

UPDATE: AEO will monitor HORNE remotely. 
 
ORIGINAL: All agencies will be monitored annually, concurrent with LIHEAP when possible. 
 

UPDATE: With a single Contractor, no selection is necessary.  
 
ORIGINAL: AEO will adapt current protocols to develop protocols specific to LIHWAP. 
  

UPDATE: AEO will monitor HORNE at least monthly.  
 
ORIGINAL: AEO intends to reach each Community Action Agency at least annually. 
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0

0

UPDATE: item 7.8 originally reflected one local agency on a corrective action plan. AEO's contractor (HORNE) is 
acting as the local administering agency.  
 
ORIGINAL: The subject local agency has been placed on a program improvement plan that has been closely 
monitored by the AEO LIHEAP staff. Benefit payments are processed by AEO based on information provided by the 
agency. The only funds granted to the agency are administrative. The status of the agency for program year 2022 
has not been decided at this time. 
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Select all that apply.

✔

Seven (7) calendar days: August 20-27, 2021. The plan remains posted on the agency website for public 
view.

✔

✔

✔

UPDATE: The model plan amendment was posted on the AEO website for review and comment. 
ORIGINAL: Comments from drinking water and wastewater service providers and relevant 
associations are being solicited through electronic survey. The Model Plan will also be sent 
electronically to these stakeholders and to the Community Action Agencies for their comments.  

2

ORIGINAL: A Community Action Agency expressed concern about the liability associated with making a 
pledge for payment that will be issued by a third party (item 5.2b). The CAA also commented that their 
agency does not make photocopies of social security cards (item 12.2) due to the legal liability and risk to 
the agency.  
 
A water utility company provided comments on sections 1.1: Needs; 1.3: Payments; 1.4 Funding 
Allocations; Section 2.5: Benefits; and Section 3: Outreach. Comments from this entity noted the large 
volume of arrearages from its customers and proposed increasing the maximum benefit to $4000.00. 

Arkansas changed the requirement for a photocopy of the applicant's Social Security card to be retained. 
LIHWAP workers will verify Social Security numbers of new applicants from their cards or other official 
documents.
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Section 8.1:  
UPDATE: The model plan amendment was posted August 12, 2022, on both the DEQ home page and the 
Arkansas Energy Office landing page, both part of the agency website. A public notice seeking comments on 
the Model plan was published August 14 and August 21, 2022, in the statewide newspaper, the Arkansas 
Democrat-Gazette. Invitations to comment on the plan amendment were also sent to members of the 
Arkansas Rural Water Association and Arkansas Water Works & Water Environment Association; and an 
email distribution list created from survey respondents. 
 
ORIGINAL: The plan was posted August 20, 2021, on both the DEQ home page and the Arkansas Energy 
Office landing page, both part of the agency website. A public notice seeking comments on the Model Plan 
was published August 22, 2021, in the statewide newspaper, the Arkansas Democrat-Gazette. Invitations to 
comment on the plan also were sent to: members of the Arkansas Rural Water Association and Arkansas 
Water Works & Water Environment Association; an email distribution list created from survey respondents; 
and Community Action Agencies who will determine LIHWAP eligibility.
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When an applicant files for a Fair Administrative Hearing, a pre-hearing resolution conference will be 
conducted by Arkansas Department of Energy & Environment (E&E) attorneys not involved in the initial 
eligibility decision. The complaint will be reviewed with the applicant. If it is decided that the hearing should 
continue, a discovery schedule will be set and the applicant notified of their rights and the date, time, and 
location of the hearing. The hearing will be held virtually via Zoom or similar platform. 
 
During the hearing, the applicant will state the reason for the request. Witnesses and other evidence may 
be presented by both the applicant and the grantee. The administrative hearing officer will issue a final 
administrative decision on the case in writing within ten (10) business days. The decision will include the 
reasons for the decision and include applicable policies, regulations, or laws.  
 
 

The applicant's rights are listed on: 
* LIHWAP applications 
* applicable websites 
* posters at intake offices 
* Notice of Action  
 
Further, the applicant's rights are outlined during the interview process.   
 

Applicants may request a hearing regarding claims not acted upon in a timely manner. The process is the 
same as described in 9.1.
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Applicants are informed of their right to a timely disposition of their application in the same manner as 
described in 9.2.
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UPDATE:  
a. Grantee Staff were trained by HORNE to use the system of record. 
 
b. AEO has provided the policy manual and mutually developed FAQs. 
 
c. Water utilities - HORNE provided LIHWAP training via Zoom during vendor agreement process. 
HORNE hosted an informational webinar to educate water utility companies on the program and provide a 
system demonstration of the enrollment portal. The webinar was recorded and circulated to any water 
utility companies unable to attend. Additional webinars will be determined as needed. 
 
 
 
ORIGINAL:  
a. Grantee Staff - participate in DHHS webinars. Grantee policies and procedures are developed and 
approved internally before being shared externally. The requirements set forth in terms and conditions  will 
be made part of policies and procedures. 
 
b. Administering agencies and third-party vendors will be trained on policies and procedures via Zoom 
 
c. Water utilities - AEO will provide LIHWAP training via Zoom during supplier agreement process 
 
The third party procured by AEO will train on data entry for LIHWAP software to ensure consistency of 
reporting data.  
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UPDATE: With HORNE's system of record, AEO expects no issues. 
 
ORIGINAL:  
* Consistency, timeliness, and completeness of data entry in new LIHWAP software 
* Technology limitations of water service providers 
 
 

* Report format and required information 
* Training on completing reports
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Select all that apply.

Select all that apply

Type of Identification Collected 

Collected from Whom? 

Applicant Only All Adults in Household All Household Members 

✔

✔

✔

✔

✔

Supporting documents that verify utility 
service (such as utility bill).
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✔

✔ ✔

✔ ✔

✔

✔ ✔ ✔



Utility bill may be verified through service provider.

✔

UPDATE: Remove check mark beside 'Match with State Department of Labor system'

✔

✔

✔
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✔

✔

✔

✔

✔

✔

✔

✔

UPDATE: Add check mark beside Zero-income statements. Delete collateral statements. Add 
contribution statements which support information reported in the Zero-income statements. 
 
ORIGINAL: Collateral and odd-job statements

✔

✔

✔

UPDATE: Remove check mark beside 'Proof of unemployment benefits verified with state 
Department of Labor'.

✔

✔

✔

✔

✔

✔

UPDATE:  
Contract with HORNE provides for confidentiality and specifies that access to all Personally 
Identifiable Information (PII) is controlled through profile management, internal controls, and 
segregation of duties. All system users with access to PII and other sensitive data will participate in 
data security and privacy training annually. 
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✔

✔

✔

UPDATE: All vendors must register with the State.

✔

✔

✔

✔

✔

✔

✔

✔

✔

✔

✔

✔

✔

UPDATE: Add check mark beside 'Payments to water suppliers and invoices from water suppliers are 
reviewed for accuracy'.
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✔

✔

✔

UPDATE: AEO will investigate the nature of the improper payment and require corrective action. 
Ultimately, HORNE must reimburse LIHWAP with non-federal funds if payment cannot be corrected. 
 
ORIGINAL: AEO will investigate the nature of the improper payment and require corrective action. 
Ultimately, the CAA must reimburse LIHWAP with non-federal funds if payment cannot be corrected. 

UPDATE: 
12.2.a. Add check mark to Social Security Card is photocopied and retained for Applicant Only (required) 
In the Other section, delete 'and financial resources'. 
 
Applicants will upload a copy of their Social Security card or other documents to validate their Social Security 
Number. 
 
 
ORIGINAL: Item 12.2 New applicants must provide proof of their Social Security Number by presenting the 
card to be copied or verified by the LIHEAP staff. Social Security Numbers for repeat applicants are already 
verified in the system.
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✔
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Arkansas Department of Energy & Environment | Arkansas Energy Office

5301 Northshore Drive

North Little Rock AR 72118

✔
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✔
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