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CHAPTER 2

Certified Application 
Assistant (CAA)
Menu Functions
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CAA and DPH II Menu Functions

Main Menu
This section reviews all Menu functions that  
Certified Application Assistants have available 
to perform their work.  
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CAA Menu Functions: BEGIN APPLICATION

Begin Application

Click here and then click “Next” to 
begin a new application. 

When you begin a new application the 
One-e-App system will always prompt 
you to conduct an application search. 
This is important to prevent duplicates in 
the system.

You can search for the Primary 
Informant or  other member of the 
household.

Application Search Tips

• Each additional criteria you enter narrows 
your search further. You may want to start 
with a few criteria first then add more if 
needed to narrow the search results.

• If you search by Person Detail or Place or 
Birth, you must enter at least two criteria, 
such as First Name and Last Name OR First 
Name and Date of Birth.

• If you want to see all the application’s you 
created, enter your name in the Application 
Assistor field.

• If you search by Unique Identifiers, such 
as Application ID, you only need to enter 
one criteria.

http://upload.wikimedia.org/wikipedia/en/3/35/Information_icon.svg
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CAA Menu Functions: BEGIN APPLICATION

Application Search Tips
The search results page shows you all 
potential matches based on the criteria you 
entered. Applications appear in tables based 
on their status. Searching is very important 
for reducing duplicates in the system. 
Review each table closely to see if your 
applicant is listed.

Found a potential match? If needed, you 
can verify that it is the same person by 
clicking on their name and seeing the 
application details. 

If you find a match, click on the Clipboard
icon next to the name to put the applicant’s 
information on the Clipboard. When you 
start a new application, you can paste the 
applicant information in the application and 
verify that it is correct.

No matches? If your applicant is not listed, 
you may choose to do another search for 
another member of the household. 

Click on the appropriate mode to Begin a 
New Application 

• Interview mode is recommended when 
working directly with an applicant. It is the 
full set of questions and programs 
viewable page by page.

• Data Entry mode is the full application 
process but all in one continuous page. It 
is recommended when taking an 
application over the phone, or when 
agencies have a dedicated person 
entering data after the client interview. 

http://upload.wikimedia.org/wikipedia/en/3/35/Information_icon.svg
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CAA Menu Functions: RENEW/MODIFY APPLICATION

Renewal:

• The process for renewals varies by  
program. See the table on the next page for 
more information.

• This function is available within the last 
three months of an applicant’s coverage. 
You can automatically generate renewal 
notices for applicants from One-e-App.

• There will be a menu function to view 
applications that are 90, 60, and 30 days 
from their renewal due date for Healthy San 
Francisco and Healthy Kids & Young 
Adults.

Modify: 
• Use modify to make a change to an 
application that impacts eligibility, such as 
change in income, marital status, or a new 
child. See the table on the next page for 
more information.
• Applications can be modified after every 
member of the application has been 
submitted. 

When ”Renew/Modify Application” is 
chosen from the Menu, you will be routed to 
the Search for Application screen. The 
search results will show you two tables: 
Expired or Program Closed and Submitted 
Applications. One-e-App does not allow 
Applications In Progress or Determined 
Applications Pending Submission to be 
renewed or modified.

Check the application from the list and 
click “Renew/Modify”.

Renew/Modify Application

Application ID Assignment
For each renewed application, a new 
Application ID number will be assigned.

http://upload.wikimedia.org/wikipedia/en/3/35/Information_icon.svg
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CAA Menu Functions: RENEW/MODIFY APPLICATION

Modifications & Renewals in One-e-App by Program

Not applicable.No modify available. CHDP

Use Renew/Modify Menu Function in 
One-e-App.

Use Renew/Modify Menu Function in One-
e-App.

Healthy San 
Francisco

One-e-App does not currently do 
renewals. Contact the SF Health Plan. 

Use Renew/Modify Menu Function in One-
e-App.

Healthy Kids & 
Young Adults

Use Renew/Modify Menu Function in 
One-e-App. Indicate application is a 
renewal on the Medi-Cal screen. This 
will create a pre-populated Annual 
Eligibility Renewal form that can be 
mailed or faxed to SPE.

Use Renew/Modify Menu Function in One-
e-App. 

Healthy Families

Use Renew/Modify Menu Function in 
One-e-App so One-e-App has the most 
current information. You can choose to 
either submit the application through 
the Health-e-App interface or contact 
SPE directly.

Use Renew/Modify Menu Function in One-
e-App. 

Medi-Cal for 
Children and 
Pregnant Women 
(through the State’s 
Single Point of Entry)

One-e-App will not do renewals. 
Contact HSA.

Use Renew/Modify Menu Function in One-
e-App to create a new application. HSA 
will conduct the regular file clearance to 
identify a previous application.

Medi-Cal (through 
SF Human Services 
Agency)

Renewals*ModifyProgram

Renew/Modify Application (cont.)
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CAA Menu Functions: CONDUCT APPLICATION SEARCH

Conduct Application 
Search

Conduct Application Search 
allows you to search for any 
application in the system.

Application Search Tips

• Each additional criteria you enter narrows 
your search results further. 

• If you search by Person Detail or Place or 
Birth, you must enter at least two criteria, 
such as First Name and Last Name OR First 
Name and Date of Birth.

• If you want to see all the application’s you 
created, enter your name in the Application 
Assistor field.

• If you search by Unique Identifiers, such 
as Application ID, you only need to enter 
one criteria.

http://upload.wikimedia.org/wikipedia/en/3/35/Information_icon.svg
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CAA Menu Functions: CONDUCT APPLICATION SEARCH 

Conduct Application 
Search (cont.)

SEARCH RESULTS TIPS

The Search Results will show you a 
score indicating the percentage match
to the criteria you entered. If the match 
is above 90% the application will be 
highlighted in yellow.

The Search Results page is divided into 
four tables based on the application 
status:

• Applications in progress—Displays 
the application that is still in the 
interview process and the preliminary 
eligibility has not been determined.

• Determined Applications Pending 
Submission—Displays the applications 
that were determined preliminary eligible 
for different programs and are currently 
pending submission to the 
corresponding programs.

• Expired Applications—Displays the 
application that are expired due to 
incomplete submission. 

• Submitted Applications—Displays 
the applications that were submitted to 
program(s). (Note: Applications must be 
submitted and have the verifications 
documents faxed in to be complete.)

For Submitted Applications you can view 
the Application Submission Details
page by clicking on the person’s name. 
This page will provide you with all the 
details and documents for that particular 
application.

If you want to check the Enrollment 
History for an applicant, check the box 
next to their name and click the icon.
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CAA Menu Functions: CONTACT MANAGEMENT

The contact management function 
provides you with the ability to record 
and track contact with applicants, such 
as address changes, notices received, 
additional information needed and 
issues raised with you during phone 
calls or meetings.

You must conduct a search to locate 
the contact.

Contact Management
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CAA Menu Functions: CONTACT MANAGEMENT 

Contact Management 
(cont.)

Click on the person’s name from the 
search results to modify their 
information. 

OR

Add a new contact if the person was not 
found in the search results. 

Add or edit their contact details.
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CAA Menu Functions: CONTACT MANAGEMENT 

The Contact Management 
section allows you to track  
contacts with the applicant 
related to their application or 
referrals.

Contact List: This table allows 
you to create a list of contacts 
you have had with the 
applicant(s).

Application Follow-up Item: 
This table allows you to create 
a list of tasks needed to 
complete a particular 
application.

Contact Management 
(cont.)
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CAA Menu Functions: SEARCH DISENROLLED PERSONS

Search Disenrolled
Persons

This search function can provide 
information regarding any person who 
was disenrolled from the Healthy Kids 
& Young Adults or the Healthy San 
Francisco program.

Conduct a search to locate the 
applicant. The resulting table will show 
you details about the disenrollment, 
such as the date and reason of 
disenrollment.

If the family has been disenrolled (for 
over a month) and would like to be 
added back to the program,  you can 
mark the box next to the most current 
application button. This will start a new 
application with a link to the previous 
application.

Note: For Healthy San Francisco 
applicants can be disenrolled for the 
following reasons: by request, 
ineligibility, non-payment, and non-
compliance with re-screening.
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CAA Menu Functions: RETRIEVE FAX COVER SHEETS

This function allows you to reprint the 
One-e-App Fax Cover Sheets already 
created for the application. You may 
need to do this if the applicant needs to 
fax in additional documentation or if you 
did not create one during the application 
submission process (See Fax tips on 
page 139).

You will be prompted to conduct a 
search for the application. On the search 
results page, click on Fax under 
“Retrieve Fax” to view and print the fax 
cover sheets.

Retrieve Fax Cover 
Sheets
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CAA Menu Functions: UPDATE APPLICANT DATA

This menu function allows you to 
update addresses, telephone 
numbers, family names, including  the 
primary informant.

You will be prompted to conduct an 
application search.

• Click on the box in the section that 
you would like to update data.

• Include an effective date of the 
change.

• Update the data and click on the 
Save icon.

Update Applicant Data
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CAA Menu Functions: VIEW ASSISTOR WORKLOAD

This menu function assists you 
with the management of your 
applications.

When you select View Assistor 
Workload you will be navigated to 
three different workloads: 

• Applications in Progress 

• Determined Applications 
Pending Submission (for Healthy 
Kids & Young Adults)

• Submitted Applications Awaiting           
Disposition (for Healthy Kids & 
Young Adults)

To move from one workload to the 
next, click the “Next” icon.

View Assistor Workload
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CAA Menu Functions: VIEW ASSISTOR WORKLOAD

View Assistor Workload 
(cont.)
The Assistor Workload shows 
you the Applications in 
Progress table first. This 
displays applications that are 
still in the interview process for 
which preliminary eligibility has 
not been determined. 

Click the “Next” icon to move to 
the next Assistor workload.

There are additional functions in this workload that can 
assist you in managing the application. 

You can set a reminder by clicking on the little box near the 
due date of the applicant, then click reminder. You can add 
notes that will be linked with the application. 

The Extend icon extends the application beyond the 90 days 
that are allowed to keep an application in progress. It will 
extend for two additional days. You can extend an 
application twice.

The Remove icon removes an application from your 
Applications in Progress workload. You will be prompted by 
the system to choose a reason for removal.

The Bring Back icon brings back an application that you 
removed. Once the application has been “brought back”, it 
will appear in this workload. 

Generate Notice produces reminder letters for applicants 
when they have an incomplete application. One-e-App 
generates 1 and 15 day reminder letters. Once you click on 
“Generate Notice”, the system will produce the appropriate 
reminder letter that you can send to the applicant.  
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CAA Menu Functions: VIEW ASSISTOR WORKLOAD

View Assistor Workload 
(cont.)

Submitted Applications 
Awaiting Disposition 
Submitted Applications 
Awaiting Disposition displays 
the applications that were 
submitted to the Healthy Kids 
& Young Adults program or 
Healthy San Francisco 
program and are still awaiting 
final disposition of their 
eligibility from SF Health Plan 
or DPH.

Click the “Next” icon to move to 
the next Assistor workload.

Applications Submitted
This workload will give you the 
ability to view the list of 
applications that were 
submitted and disposition 
information (if available) for all 
Healthy Kids & Young Adults 
and Healthy San Francisco 
applications that have been 
submitted within a specified 
time frame (not just ones you 
created). Input the search 
criteria at the top of the page 
and click “Search” to locate a 
particular application.
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CAA Menu Functions: PROGRAM SUBMISSION WORKLOAD

Applications Pending 
Submission

These are applications that have 
passed the preliminary eligibility 
determination pages, the user has 
not completed all the information 
for the application and have not 
yet submitted the application.

Applications Submitted

These are applications that have 
been submitted to a particular 
program for final disposition. You 
will also see individuals who were 
not eligible for not applying for 
coverage in this table.

Program Submission 
Workload

The Program Submission 
Workload contains two tables.

• Applications Pending 
Submission

• Applications Submitted
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CAA Menu Functions: VIEW EXPIRED APPLICATIONS

View Expired Applications

Applications that have been in 
your Applications in Progress 
workload are automatically 
expired (removed) after 90 
days, unless you extend the 
deadline. You can extend the 
deadline twice for 2 days each, 
for a total of 94 days. After that 
timeframe, the application will be 
removed from your workload and 
transferred to your CAA 
Supervisor’s Expired 
Applications workload. 

If you want to continue the 
application after it has expired, 
your CAA Supervisor must 
assign it to you. Once your CAA 
Supervisor returns the 
application to your Applications 
in Progress workload, you have 
90 days to submit it before it 
expires again.
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CAA Menu Functions: VIEW REMINDERS

View Reminders

The View Reminder function will 
allow you to view and print all 
reminder messages that you  
have created.

You can set reminders in the 
Application in Progress 
Workload. Refer to View 
Assistor Workload on page 28 
to learn how.
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CAA Menu Functions: Health-e-App FAX COVER

This function allows you to retrieve 
and print a Health-e-App fax cover 
sheet. 

You will be prompted to conduct an 
application search.

Health-e-App Fax Cover

You can view and print the 
Health-e-App fax cover sheet 
by clicking on the Fax 
Hyperlink.

For faxing tips, see page 139.



Chapter 2: CAA: Menu Functions39

CAA Menu Functions: Pending Health-e-App Applications for CHDP

This menu function will list the applications 
that have been held 30 days for children that 
have been referred to the CHDP program. 
This will allow families to utilize the temporary 
full scope Medi-Cal that can be received by 
accessing the CHDP program. 

A tickler is automatically sent to you after the 
30 day hold has expired. This will alert you 
that your application is ready to be submitted 
to Health-e-App.

Click on the One-e-App application ID and 
then click Submit. The application is then 
batched with other applications that are 
pending submission. The batch is routed and 
sent to Health-e-App each night. Once the 
application has been successfully submitted 
they show up in “Submitted Health-e-App for 
CHDP children workload” where you can print 
the Health-e-App summary.

Pending Health-e-App 
Applications for CHDP 

Children
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This workload shows applications 
submitted to Health-e-App for CHDP 
children.

See also “Pending Health-e-App 
Applications for CHDP Children”

CAA Menu Functions: SUBMITTED HEALTH-E-APP APPLICATIONS FOR CHDP

Submitted Health-e-App 
Applications for CHDP 

Children
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CAA Menu Functions: VIEW TICKLERS

Tickler Types:

• General

• Required Documents

• Premium

• Appointment with client —
Office Visit

• Appointment with client —
Phone Call

• Application Modified.

View Ticklers

A tickler is a reminder that you 
can create for yourself. Some 
are sent to you by other users 
and some the system 
generates, such as a change 
password reminder. A link to 
your ticklers appears on the 
moving banner on the Menu 
page. 

The View Tickler function 
allows you to:

• View all the ticklers you have 
added to the One-e-App system

• Add a new tickler 
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CAA Menu Functions: REPRINT FORMS

This menu function will provide 
you the ability to re-print forms 
you have filled out or that you 
forgot to print before, such as:

• MC210 form

• Healthy Kids Rights and             
Declarations

• Income Self-Affidavits

• One-e-App Fax Cover Sheets

• Universal Summary

• Healthy Families Renewal forms

You will be prompted to conduct 
an application search. 

On the search results page, Click 
on the finger with a knot icon to go 
to the Print Documents and Forms 
Page.

Reprint Forms
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Reprint Forms (cont.)

This page provides you access to all 
the documents for a particular 
application including the materials 
that were faxed into the One-e-App 
system.

Click on the greenlinks or the “Fax”
column header to view the 
documents.

CAA Menu Functions: REPRINT FORMS
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CAA Menu Functions: VIEW FAXES

View Faxes

The View Faxes function will 
will allow you to view and print 
the verification documents that 
were faxed using the One-e-App 
Fax Cover Sheet.

You will first be prompted to 
perform an application search. 

On the search results page, 
Click on the name of the 
applicant. This will take you to 
the Application Details page. 

On the Application Details page, 
Click on the column header that 
says “Fax” for either Temporary 
or Permanent documents.

For faxing tips, see page 139.
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CAA Menu Functions: VIEW NOTES

View Notes

This function allows you to view 
notes that have been added to 
each application. If a note is 
marked confidential, you will only 
be allowed to view it if you are 
from the same agency where the 
application was created.

You will first be prompted to 
perform an application search.

You will then be able to click on 
the Note icon associated with the 
applicant’s file.

If you create a confidential note, it 
will be viewable by you and others 
in your organization only.
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CAA Menu Functions: VIEW APPLICATION WORKFLOW HISTORY

This function will provide you with a 
complete history of the application: 
application creation, preliminary eligibility 
determination, submission and if the 
application has expired.

You will be prompted to conduct an 
application search.

To access the Application Workflow 
History, click on the stack of books icon.

This will show you the Workflow History 
tables.

View Application 
Workflow History
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CAA Menu Functions: ASSIGN APPLICATIONS TRANSFERRED FROM CHDP USER

This menu function takes you to the 
applications that have been referred to you 
by a CHDP user  for a full One-e-App 
screen. 
(Note: A CHDP User has a “CHDP Provider”
User Type in One-e-App. See page 117 for 
more information regarding CHDP Gateway 
submission.)

You will receive a tickler notifying you that an 
application is in this workload. 

On this page, select the application you want 
to continue and click “Pick”. It will start a full 
application with the data entered by the 
CHDP Provider pre-populated. You will need 
to complete all the missing data elements on 
each page to continue.

Assign Applications 
Transferred from CHDP 

User
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CAA Menu Functions: REQUEST ID CARD/MATERIALS

• This menu function allows you to request 
an ID Card or Materials for a Healthy 
San Francisco applicant.

IMPORTANT NOTE: One-e-App does 
not generate the HSF ID cards. The 
request will be sent electronically to a 
vendor who will send the ID card to the 
mailing address.

• You will be prompted to conduct an 
application search.

Request ID Card/Materials



Chapter 2: CAA: Menu Functions49

CAA Menu Functions: REQUEST ID CARD/MATERIALS

Request ID Card/Materials 
(cont.)

This menu function allows a CAA to request an 
ID Card or Materials for a Healthy San 
Francisco applicant.

• You will be prompted to conduct an 
application search. In the search results, check 
the box for applicant and click “ID Card and 
Materials”.

• On the next screen, select which items you 
want and for which applicant.

• The next page shows a summary of the 
request.
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CAA Menu Functions: VERIFICATION DOCUMENTS

• This menu function takes you to the 
pages for verification document tracking 
after you do an application search. 

Verification Documents
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