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Self-Employment
When documented by a Federal tax return, self-
employment income is defined as:

• the total of net income (including net rental income); plus
• the total net gain from sales of capital goods or equipment.

Note: Depreciation is no longer added in to the 
self-employment income calculation.



Your Applicant is Self-Employed 
Now What?

Self-employed applicants must provide:
• Federal Tax Form 1040 
• Schedule 1

Note: Other Schedules (C, D, E F, etc.) 
Are no longer required. 



Form 8879: IRS e-file 
Signature Authorization 

• The Federal Tax Form 1040 must be signed and have 
been submitted to the IRS; 

OR

• If the form was submitted electronically by a tax 
preparer Form 8879 must be provided. 





Form 1040
This is the form used to file an Income Tax Return.

• It must be signed by the Taxpayer. 
• All income received will flow to this form from other 

schedules. 
• Line items 1 through 9 are where all the various types 

of income is reported.
• If there is Business, Rental, or Farm Income it will 

flow to the 1040 on Line 8.



Line 8 lists income 
from Schedule 1.

Schedule 1 is required 
for all self-employed 

Applicants.



• Line 3 captures 
Business Income

• Line 5 captures 
Rental income

• Line 6 captures Farm 
Income

• Line 4 captures Gains 
or Losses from sale of 
Business equipment



Supporting Schedules

Self-employed individuals will have one or more of  several 
schedules depending on what the income is from.

 Schedule C – Sole Proprietorship 
 Schedule E – Rental Income
 Schedule F – Farm Income

If  the individual is a share owner in a Partnership or an 
S-Corporation will receive:

  Schedule K-1  – Partner or S-Corp

The following slides are for reference only. 
These schedules are not required. 



Schedule C: 
 Profit or Loss From Business 

• This form is used to report income and expenses for self-employed 
individuals.

• The HEAP Handbook has been simplified to alleviate confusion around the 
definition of self-employment income. 

• Line 31 on Schedule C is the net profit or loss which will flow to the 
Schedule 1, line 3. Losses are not used to lower net household income but 
profits add to the household income.



Schedule E :                        
Supplemental Income and Loss

• This form is used to report income from rental property, 
royalties, and Schedule K-1.

• If an applicant had recorded music or written a book they 
might receive royalties.

• The form captures allowable costs to operate the rental 
property and the net profit or loss is reflected on Line 26 of 
the Schedule E. This amount flows to Schedule 1 line 5. 

• Losses are not used to lower net household income but 
profits add to the household income.



Schedule F:
Profit or Loss From Farming

• This form is used to report income from Farming Activities.
• The form captures allowable costs to operate the farm the net 

income is reflected on Line 34 of the Schedule F. This amount 
flows to Schedule 1 line 6.

• Losses are not used to lower net household income but profits 
add to the household income.



Schedule K-1:
Partnership & S Corporations

• Partnerships and S Corporations are entities separate from the taxpayer 
and as such a tax return is filed for the Partnership & S Corporation.

• Each member of the partnership or S Corporation will receive a Schedule 
K-1 to file with their personal tax return.

• The schedule K-1 can capture various types of income that then flow to the 
appropriate lines on the taxpayers tax form 1040.







Questions?



Categorical Income 
Eligibility



Who is considered Categorically Income 
Eligible?

An Applicant or Household Member who provides a 
TANF or SNAP Notice of Decision listing their name as 
eligible will be considered Categorically Income Eligible 
for HEAP.
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What does it mean to be 
considered Categorically Income 

Eligible?

An Applicant or Household Member who is considered 
Categorically Income Eligible for HEAP: 

• must provide income information but does not need to provide 
income documentation; and

• may have the Household’s Poverty Level set at a pre-determined 
amount if all Household Members receive TANF or SNAP.
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How is Categorical Income Eligibility 
calculated?

• Households in which all members receive TANF will have 
their HEAP benefit determined at 0-25% FPL. 

• Households in which all members receive SNAP will have 
their HEAP benefit determined at 101-125% FPL. 
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What if a Household’s actual income 
is less than the pre-determined 

amount/poverty level for Categorical 
Income Eligibility?

• Household may provide income documentation and the 
Categorical Income Eligibility override will not be used.
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• Applicants and Household Members who do not 
provide a TANF or SNAP Notice of Decision listing their 
name as eligible will not be considered Categorically 
Income Eligible and must provide Income 
Documentation. 

• If any member of a Household is not considered 
categorically income eligible, the Household cannot 
use the pre-determined poverty level and all 
Household income will be used to determine the 
Household’s actual poverty level. 



Mixed Households 

• Income amounts for all Household members must be entered in 
HEAP system of record.

• Only Household members who are not considered Categorically 
Income Eligible must provide income documentation.

• Household’s actual income will be used to determine the 
Household’s poverty level.
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What if some Household members are considered 
Categorically Income Eligible and some are not? 



HEAP Application 

• CAA must upload TANF or SNAP Notice of Decision to the HEAP 
system of record if any Household Member is considered 
Categorically Income Eligible and does not provide income 
documentation.

• CAA will add a note in the comments section of the HEAP system 
of record. 

• If a Household states they are TANF or SNAP eligible but does not 
provide documentation, they must provide income documentation 
and cannot be considered Categorically Income Eligible. 
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Questions?
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Application 
Update Form

Change of Address, Change of 
Vendor, Change of Product & 

Benefit Returns
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Change of Vendor/Benefit Return 

Change of Vendor requests are only allowable if:

• Household moves and their Vendor does not serve 
their new area with the applicable fuel type; or 

• Vendor refuses to serve a Household. CAAs must 
inform applicants of this protocol during the intake 
process. 
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Reminder

Households may not switch vendors due to pricing.  

After all HEAP funds are exhausted, a client may 
choose to use a different vendor once client is paying 
out of pocket for fuel expenses.
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CAA must obtain a signed HEAP Application 
Update Form prior to requesting the return of 
funds. 

HEAP Application Update form must be fully 
completed by client and include a copy of the 
Household’s utility bill if Household has moved and 
is responsible for payment.
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Exception

If during intake Household chooses a Vendor that is 
different than the previous Program Year, CAA may 
request the return of funds pending receipt of the signed 
current year Application. 

A HEAP Application Update Form is not required in this 
instance.
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Example of how a complete and signed update form should look below:



1. CAA must complete Benefit Return Form – Here is an 
example of a completed Benefit Return Form. 
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Next steps in the COV/BR process:



2. Place a comment in the comment area/section to document the 
situation as well as what change is being made in the HEAP software. 

Be sure to click on the save button! 
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Sample comment: 

“Received signed update form from client, now using R&R Oil 
account #12345, previous vendor will no longer deliver, BR 
uploaded, MH notified”
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3. Proceed to Vendor section in HEAP software and mark  
    old vendor with RETIRED next to account number. 

Example: Top It Off-  Oil  0000 RETIRED 

4.  Add the NEW Vendor to the Application. Enter the name on Vendor account 
and account number that the client provided on the signed update form. Click 
SAVE.

R&R Oil –Oil   
Name on Account: Sally Test
Account Number: 12345



5. Confirm the name on account, service address and account 
number on the utility bill matches the information provided on the 
HEAP Application Update Form. 
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6. Upload the signed HEAP Application Update Form, utility bill and 
Benefit Return Form, if applicable, in the document section in HEAP 
software. Be sure to enter the revised date as the date the process is 
completed.
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7. Finally, email MaineHousing at liheap@mainehousing.org with 
    COV/BR and Client Number in the subject line, leaving 
    the body of the email empty. This ensures no PII spillage.
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Change of Address
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Address changes in HEAP software can only be 
completed once a signed HEAP Application Update 
Form is received, along with household’s utility bill or 
utility account verification letter from utility company 
documenting the new service address.
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Next steps in the Change of Address process:

1. Search for the client’s Application in HEAP software.

2.  Once the client’s Application is found and opened, select 
the CHANGE button in HEAP software.
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3. Enter a comment to reflect the following:
• New service and mailing addresses
• New heating system, fuel type and tank details
• New fuel Vendor name and account number
• New utility Vendor name and account number 
• Confirm the Benefit Return Form has been uploaded and MaineHousing 

has been notified. 

Sample comment:

“Signed update form received from client, now residing at 
1234 Pine State Sanford Maine 04073. Oil furnace and tank 
in basement. Using R&R Oil account #12345, new Central 
Maine Power account # 12345678910, BR uploaded, MH 
notified.”



4. Change the service and mailing addresses in HEAP 
software to reflect the new information provided on the 
signed HEAP Application Update Form. 

After the address has been updated, you will want to 
ensure the address has been verified. Click save!

42

* County must remain in the HEAP software as it was entered on 
the Create Date Non-Online/Application Intake Date. 



5. If the heating system at the new address has changed retire the 
old heating system in the HEAP software. 

43

* Please remember the Requested Fuel Type should not be  
  changed once an application is certified and benefit is paid out. 

6. Add the new Heating System. The new Heating System should 
now be listed as either the secondary or third system dependent on 
how many systems were in the original dwelling at the time of intake.



7. If the client’s current Vendor does not serve the new service 
address or if the fuel type changes and the current vendor does not 
offer the new fuel type, list the new vendor and account number 
and complete a Benefit Return Form. 

When the requested fuel type remains the same, DHLC data must 
mirror the original Vendor Usage Method and enter a comment to 
document the new fuel tank information as needed (i.e., size and 
location).
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8. Upload the Signed HEAP Application Update Form, Utility Bill and 
Benefit Return Form if required to the document section of HEAP software.
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9. Email MaineHousing at liheap@mainehousing.org with COA and 
Client Number in the subject line. Nothing else is required in the 
body of the email.  
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Change of Product

47

Before a Change of Product is completed, a household 
member must provide the information and justification 
for the new fuel type to the CAA using a signed HEAP 
Application Update Form.



• a client moves to a new address and the fuel type at 
the new dwelling is not the same as the fuel type on 
the original application.

A Change of Product is completed when:

• a client replaces their heating system and the fuel 
type changes.



Steps to process a Change of Product in HEAP 
software include:

1. Place a comment in HEAP software explaining the reason for the 
Change of Product.

Sample: 

“Received signed HEAP Application Update Form from client, had 
furnace replaced May 2024, now using oil primary with tank in 
basement, staying with current vendor ABC Oil account # 12345, 
MaineHousing notified.”



2. In the HEAP software to mark the old heating system as 
retired. 

3. Add the new Heating System, marking the new system as 
either secondary or third.

4. Mark the old vendor as retired. Add the new Vendor name 
and account number. Be sure to chose the Vendor with 
correct product type. 

5. If the Vendor needs to be changed (example: the current 
Vendor does not supply the new fuel type) a Benefit Return 
will be required. The will initiate the return of funds to 
MaineHousing for reissue to the new vendor.



6. Upload the signed HEAP Application Update Form and utility bill in the 
document section of HEAP software.



Email MaineHousing at liheap@mainehousing.org with COP 
and Client Number in the subject line. Nothing else is required 
in the body of the email to help protect PII.
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Use of Resources

CAA Portal on MaineHousing Website: 
• Program Forms
• Tools
• Guidances 
• Notification updates 
• How-To’s, etc.

https://www.mainehousing.org/partners
/partner-type/community-
agencies/HEAP

https://www.mainehousing.org/partners/partner-type/community-agencies/HEAP
https://www.mainehousing.org/partners/partner-type/community-agencies/HEAP
https://www.mainehousing.org/partners/partner-type/community-agencies/HEAP


• HEAP Handbook: 
In the electronic version you can use the ‘Find’ feature by hitting 
the CTRL and F keys at the same time. This will pop up a 
magnifying glass search/find bar to find important information by 
searching for key words.

• MaineHousing LIHEAP mailbox: 
liheap@mainehousing.org for any further research 
processes or questions

mailto:liheap@mainehousing.org


Questions



Customer Service 
Training 
for CAAs

Energy and Housing Services
July 2024
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Who is the 
Customer?

Customer Needs 
and Expectations

Good Service  
Poor Service

The Fantastic 
Service Equation

The Customer 
Experience

Communication 
Active Listening
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Limited English 
Proficiency (LEP)

Complaints and 
De-Escalation

Customer 
Service Toolbox

Documenting the 
Customer Encounter

Problem 
Solving

Data Security
Resources
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Time

            Training   

        Resources

                      Practice

                         Patience

Empathy
             
            Understanding

       Commitment

   Improvement

Professionalism60



CUSTOMERS?

EXPECTATIONS?

NEEDS?

GOOD SERVICE?

POOR SERVICE?
61
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THE CUSTOMER SERVICE EXPERIENCE
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Desired 
Service

What 
you 

want 
is 

what 
you 
get
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Desired 
Service

Accepted
Service

What 
you 

want 
is 

what 
you 
get

What 
you 
get 
is 

what 
you’ll 
take
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Desired 
Service

Accepted
Service

Rejected 
Service

What 
you 

want 
is 

what 
you 
get

What 
you 
get 
is 

what 
you’ll 
take

What 
you 
have

is 
a

complaint
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Desired 
Service

Accepted
Service

Rejected 
Service

Fantastic 
Service

What 
you 

want 
is 

what 
you 
get

What 
you 
get 
is 

what 
you’ll 
take

What 
you 
have

is 
a

complaint

What 
you 
get
is 

really
GREAT!
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1

The Fantastic Service Equation

Greet 
the 

Customer
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1

2

The Fantastic Service Equation

Determine 
Their 

NeedsGreet 
the 

Customer
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1

3

2

The Fantastic Service Equation

Determine 
Their 

Needs

Meet 
Their 

Needs

Greet 
the 

Customer
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1

3

4

2

The Fantastic Service Equation

Determine 
Their 

Needs

Meet 
Their 

Needs

Make 
Experience 
Memorable

Greet 
the 

Customer
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1

3

4

2 5

The Fantastic Service Equation

Determine 
Their 

Needs

Meet 
Their 

Needs

Make 
Experience 
Memorable

Check 
The 

ResultsGreet 
the 

Customer
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1

3

4

6

2 5

The Fantastic Service Equation

Determine 
Their 

Needs

Meet 
Their 

Needs

Make 
Experience 
Memorable

Check 
The 

Results

Leave 
The Door 

Open

Greet 
the 

Customer
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1

3

4

6

2 5

7

The Fantastic Service Equation

FANTASTIC 
SERVICE 

EXERIENCE!

Determine 
Their 

Needs

Meet 
Their 

Needs

Make 
Experience 
Memorable

Check 
The 

Results

Leave 
The Door 

Open

Greet 
the 

Customer
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????? ?????

????? ?????
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50%-75% of daily 
communications is 
listening, we listen 
at a 25% efficiency 

level.

We think faster 
than we speak which 
impedes our active 
listening capacity.

We often do not hear 
what is being said or 

understand because we 
are preparing our 

response.

Determining customer 
needs and finding a 

viable solution requires 
effective two-way 
communication.
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ACTIVE LISTENING
Give 
Full 

Attention
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ACTIVE LISTENING
Give 
Full 

Attention

Project
Genuine 
Sincerity
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ACTIVE LISTENING
Give 
Full 

Attention

Project
Genuine 
Sincerity

Paraphrase
 If 

Necessary
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ACTIVE LISTENING
Give 
Full 

Attention

Project
Genuine 
Sincerity

Paraphrase
 If 

Necessary

Respond 
With 

Empathy
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ACTIVE LISTENING
Give 
Full 

Attention

Project
Genuine 
Sincerity

Paraphrase
 If 

Necessary

Respond 
With 

Empathy

Ask
Good 

Questions
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“Limited English 
Proficiency (LEP) can be 

a barrier to accessing 
important benefits or 

services, understanding 
and exercising 

important rights, 
complying with 

applicable 
responsibilities, or 

understanding other 
information provided by 

the HEAP program. “

HEAP Rule, Chapter 24

Maine State 
Housing Authority

Language 
Assistance Plan86



Confident 
Responses

What is the 
Real Issue(s)
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It would help me better understand the situation if……..

Let’s take a pause.  I want to hear what you are saying, but I have to ask you 
to slow down a bit…….

We can talk about this.  When you 
are done, I will see if I have any 
questions…….

In order to make sure I understand 
the situation and so I can help us find 
a solution, I need to have an 
opportunity to speak and ask 
questions…….
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TOOLS 
FOR 

SUCCESSFUL
CUSTOMER 

SERVICE
89



JOB SKILLS
• Know and understand your job, goals, 

missions, purpose

• Why do we do what we do?

• How does your role affect others?

• Adequate training and continually 
update technical skills: online, 
webinars, in-person, manuals 
and ebooks

• Know and understand expectations

• Willingness to mentor and be 
mentored; role play, peer review
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COMMUNICATION 
SKILLS

Continually 
refine and 

practice skills

Share 
experiences and 

scenarios with co-
workers and 

supervisors to see 
how they might 

have handled the 
interaction

Practice with 
internal and 

external customers91



POSITIVE ATTITUDE

• Be enthusiastic in 
representing 
organization

• Able to change 
mindset to 
produce positive 
results
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PROCEDURES
• Have well-defined, clear and 

reasonable documented 
procedures

• Know where to go with 
exceptions, problems, 
challenges, guidance

• Be able to explain when 
possible or defer 
when necessary

• Know when you can 
make a decision and 
when to seek approval
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Assurance

Know how 
to do your 
job with 

confidence 
and 

know 
what 

resources 
are 

available
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Assurance

Know how 
to do your 
job with 

confidence 
and 

know 
what 

resources 
are 

available

Reliability

Deliver what 
you promised 

and only 
what is 

possible, 
reasonable 

and 
appropriate
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Assurance

Know how 
to do your 
job with 

confidence 
and 

know 
what 

resources 
are 

available

Reliability

Deliver what 
you promised 

and only 
what is 

possible, 
reasonable 

and 
appropriate

Tangibles

Ensure 
materials 

and 
information 

are accessible, 
accurate 

and 
understandable
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Assurance

Know how 
to do your 
job with 

confidence 
and 

know 
what 

resources 
are 

available

Reliability

Deliver what 
you promised 

and only 
what is 

possible, 
reasonable 

and 
appropriate

Tangibles

Ensure 
materials 

and 
information 

are accessible, 
accurate 

and 
understandable

Response

Do 
it 

promptly 
and 

follow 
standards 

in 
policies

97



Assurance

Know how 
to do your 
job with 

confidence 
and 

know 
what 

resources 
are 

available

Reliability

Deliver what 
you promised 

and only 
what is 

possible, 
reasonable 

and 
appropriate

Tangibles

Ensure 
materials 

and 
information 

are accessible, 
accurate 

and 
understandable

Response

Do 
it 

promptly 
and 

follow 
standards 

in 
policies

Empathy

Do it with 
respect 

and 
understanding

Ask:
“What if this 

were me 
looking for 

assistance?”
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PROBLEM
SOLVING

AND
RESOURCES
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PROBLEM SOLVING
Define the 
Problem

Separate the problem from 
its emotional content
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PROBLEM SOLVING
Define the 
Problem

State Problem 
Clearly as Possible

Separate the problem from 
its emotional content

If multiple issues, define 
them separately
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PROBLEM SOLVING
Define the 
Problem

State Problem 
Clearly as Possible

Define What CAN and 
CANNOT Be Done

Separate the problem from 
its emotional content

If multiple issues, define 
them separately

What, when, how, who, where can it 
or can it not be done?102



PROBLEM SOLVING
Define the 
Problem

State Problem 
Clearly as Possible

Define What CAN and 
CANNOT Be Done

Agree on a Solution or 
Course of Action

Separate the problem from 
its emotional content

If multiple issues, define 
them separately

What, when, how, who, where can it 
or can it not be done?

Provide alternatives 
if appropriate

103



PROBLEM SOLVING
Define the 
Problem

State Problem 
Clearly as Possible

Define What CAN and 
CANNOT Be Done

Agree on a Solution or 
Course of Action

Verify 
The Solution

Separate the problem from 
its emotional content

If multiple issues, define 
them separately

What, when, how, who, where can it 
or can it not be done?

Provide alternatives 
if appropriate

Is solution acceptable and 
summarize agreements
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PROBLEM SOLVING
Define the 
Problem

State Problem 
Clearly as Possible

Define What CAN and 
CANNOT Be Done

Agree on a Solution or 
Course of Action

Verify 
The Solution

Follow 
Up

Separate the problem from 
its emotional content

If multiple issues, define 
them separately

What, when, how, who, where can it 
or can it not be done?

Provide alternatives 
if appropriate

Is solution acceptable and 
summarize agreements

Do what you say 
you will do105



Consult 
procedures 

manuals 
trainings 

SOPs
Discuss 
with an 

experienced 
co-worker 
for team 
members Discuss 

with 
manager 

or 
supervisor 

Request 
manager 

or 
supervisor 
to consult 
with MH

1

2

3 4
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NOTES 

DOCUMENTATION 

AND

DATA SECURITY
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Facts

• Name of Client
• Name of Intake
• Date/Time
• Location/Method
• Who Made 

Contact?
• Others Present?

Accurate 
and Timely
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PurposeFacts

• Name of Client
• Name of Intake
• Date/Time
• Location/Method
• Who Made 

Contact?
• Others Present?

Clear Reasons
• New action?
• Assistance?
• Follow-up?
• Inquiry?
• Complaint?

Accurate 
and Timely

Clear and 
Concise
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PurposeFacts

Observations

• Name of Client
• Name of Intake
• Date/Time
• Location/Method
• Who Made 

Contact?
• Others Present?

Clear Reasons
• New action?
• Assistance?
• Follow-up?
• Inquiry?
• Complaint?

Facts ONLY!
“It appeared….….”
You are NOT:
• Clinician
• Counselor
• Healthcare Prof.
• Diagnostician 

Accurate 
and Timely

Clear and 
Concise

Editorials 
Conjecture     
   Assumptions
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PurposeFacts

Observations Occurrence

• Name of Client
• Name of Intake
• Date/Time
• Location/Method
• Who Made 

Contact?
• Others Present?

Clear Reasons
• New action?
• Assistance?
• Follow-up?
• Inquiry?
• Complaint?

Facts ONLY!
“It appeared….….”
You are NOT:
• Clinician
• Counselor
• Healthcare Prof.
• Diagnostician 

• Occurred/Discussed
• Chronological
• Language Services
• Action Steps
• Resources requested
• Resources provided
• Resolved?

Accurate 
and Timely

Clear and 
Concise

Editorials 
Conjecture     
   Assumptions

Relevant
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PurposeFacts

Observations Occurrence Plan

• Name of Client
• Name of Intake
• Date/Time
• Location/Method
• Who Made 

Contact?
• Others Present?

Clear Reasons
• New action?
• Assistance?
• Follow-up?
• Inquiry?
• Complaint?

Facts ONLY!
“It appeared….….”
You are NOT:
• Clinician
• Counselor
• Healthcare Prof.
• Diagnostician 

• Occurred/Discussed
• Chronological
• Language Services
• Action Steps
• Resources requested
• Resources provided
• Resolved?

• Next steps?
• Follow-up needed?
• Prep for Follow-up?
• Roles?
• Responsibilities?
• Timeline/Deadline
• Resolved?

Accurate 
and Timely

Clear and 
Concise

Relevant
Editorials 

Conjecture     
   Assumptions
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Best Practices……

• Only relevant information is documented
• Only report what has supporting 

evidence/documentation
• Avoid emotional language, value 

judgements, opinions, biased statements
• Avoid presumptions – e.g. “fraud”, “lies”, 

“hearsay”, “under the influence”, etc. 
• Acknowledge the source of information
• If unsure about whether to include 

something in the notes, seek guidance a 
from supervisor
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• Keeping protected information 
secure is an obligation mandated 
by state and federal laws, along 
with contractual agreements 
between MaineHousing and the 
CAAs.

• Encrypt ALL Personally 
Identifiable Information (PII) on 
ALL devices.

• Send emails or email attachments through an email encryption server or 
application.

• Because of the use of state and federal funds, CAAs are subject to 
FOAA (Maine Freedom of Access Act).
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Potentially all correspondence 
of an agency and/or public 

official could be considered a 
public record. 

It is important to remember this 
when typing an email, 
leaving a voicemail or 

makings notes or comments 
that the public might see. 

Personal matters and negative 
comments are best left 
outside the workplace!
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https://ehs-mainehousing.bridgeapp.com/
bridge@mainehousing.org 116
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https://www.mainehousing.org/partners/partner-type/community-agencies/HEAP 

HEAP 
Handbook

HEAP 
State
Plan

HEAP 
Rule

Chapter 24
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MaineHousing does not discriminate on the basis of race, 
color, religion, sex, sexual orientation, gender identity or 
expression, marital status, national origin, ancestry, 
physical or mental disability, age, familial status or receipt of 
public assistance in the admission or access to or treatment 
in its programs and activities. In employment and contracting, 
MaineHousing does not discriminate on the basis of race, 
color, religion, sex, sexual orientation, national origin, 
gender identity or expression, ancestry, age, physical or 
mental disability or genetic information. MaineHousing 
will provide appropriate communication auxiliary aids and 
services upon sufficient notice. MaineHousing will also provide this document in alternative 
formats upon sufficient notice. MaineHousing has designated the following person 
responsible for coordinating compliance with applicable federal and state 
nondiscrimination requirements and addressing grievances: Lauren Bustard, Maine State 
Housing Authority, 26 Edison Drive, Augusta, Maine 04330, Telephone Number 1-800-452-
4668 (voice in state only), (207) 626-4600 (voice) or Maine Relay 711.
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