
CUSTOMER PORTAL INTRODUCTION
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The RI Department of Human Services

(DHS) and HealthSourceRI (HSRI) online

Customer Portal increases access to

DHS, Health Coverage programs and

personal case management by giving

customers the ability to:

▪ Apply for benefits

▪ See notices and communication sent by 

the Department

▪ Get verification of program eligibility

▪ Complete recertification/renewal 

forms

▪ Report income and household changes

▪ Upload documents

▪ Report address, email, and phone 

number changes

▪ Update contact preferencesFYI: Both the orange and green “Get Started” buttons take the user

to the same log in webpage.



TIPS
The new Tech Resources page of dhs.ri.gov has some how-to documents related to the Customer Portal.



FIRST STEPS

Any time someone logs into the portal for the

first time, they need to check to see if they

have an account.

Accounts are made during the application

process for some, so this check helps avoid

having multiple accounts and the subsequent

problems that arise from multiple accounts.



USERNAMES AND PASSWORDS

If the customer has forgotten their username or password

(or never knew it) they can click “Forgot

Username/Password” and provide the:

▪ Full name,

▪ Date of Birth, and

▪ Social Security Number of the head of household

Followed by:

▪ Entering an email address that matches the

address we have on file

▪ Answering security questions OR

▪ Entering their DHS Case ID and other case

information

If a customer has multiple accounts or if their email address

does not match what we have on file, they will need to call the

call center to access their account.

TIP: The username for any household with a Customer 

Portal account is printed on the Benefit Decision Notice.



▪ All notices sent to a customer can be viewed

through the portal regardless of the customer’s

communication preference

o Note: If a customer selected “Digital

Noticing” rather than “Paper Mail”, this is

where they will see their notices

▪ Notices will be in English, Spanish or Portuguese

based on the customer’s preference

▪ Notices sent to an Authorized Representative are

also viewable

▪ Notices can be printed if there is printer access

NOTNOTICES



▪ As soon as the customer logs in, their

dashboard shows their current program

eligibility/participation status

▪ By selecting “Benefits”, they are taken

to a new screen

▪ From this screen, a letter may be printed

from the portal confirming that eligibility

VERIFICATION OF PROGRAM ELIGIBILITY 



▪ Recertification/renewal packets are
mailed 60 days prior to the end of
the certification period

▪ When that packet is mailed, the
“Renew” button becomes available
in the portal

▪ Clicking that button allows the
recertification to be completed
online so the mailed packet does not
need to be returned

▪ A copy of the mailed recertification
packet will also be available in the
“Notices” section. If the customer
prefers to complete the paper form,
they could print it there

RECERTIFICATIONS/RENEWALS

NOTE: Interim reports cannot be completed online and there is no prompt 

indicating they are due. They are available under the “notices” section.



UPDATING CONTACT INFORMATION

▪ The easiest way to change a mailing address, email

address or phone number, click “My Profile”

▪ From here, you can click edit under each category



CURRENT LIMITATIONS / QUIRKS

▪ The Customer Portal can be accessed via a mobile device, but it is not mobile friendly at this time. To complete an

application, renewal or report a change, using a desktop computer is recommended

o A new mobile app,HealthyRhode, is available to check an EBT balance and upload requested documents. More information on

the app can be found on the DHS Tech Resources page: http://www.dhs.ri.gov/TechHelp/index.php

▪ DHS program questions come after health coverage questions in the portal. So, if someone had Medicaid or a QHP

program and are applying for a DHS program (such as SNAP, CCAP, Rhode Island Works or GPA) eligibility will be

re-run on their health care case. This sometimes creates confusion for applicants

▪ If a portal account is created when processing a paper application for health coverage, the answers to security

questions are left blank. If the customer needs to access their forgotten username or password, they will not be able

to get that information by answering security questions. They can answer those questions on the “My Profile”

screen once they can access the portal
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CURRENT LIMITATIONS / QUIRKS

▪ If someone has multiple Customer Portal accounts, they won’t always see all program information in each account.

They may need to sign into one account to see eligibility for one program and another account for another program.

In rare circumstances, the Customer Portal may not be a functional tool for that customer

▪ Be sure to click “log out” rather than clicking the “x” on the screen when you want to leave the portal. If you “x” out,

when you attempt to log back in you’ll get a message saying your account is being accessed and a DHS or HSRI staff

member will have to unlock your account so you can access it.

▪ If someone has a Customer Portal account with existing DHS or health coverage programs associated to it, and they

want to apply for a new program they must click “See other plans & programs for which you may be eligible”
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