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Disclaimer

This document was prepared by Innovative Emergency Management, Inc. (IEM) for the State of
Louisiana Division of Administration Office of Community Development-Disaster Recovery Unit (OCD-
DRU) Restore Louisiana Program. The information contained in this document is confidential. No portion
of this document may be distributed, reproduced, transmitted, or otherwise disclosed in any form to any
third party without the prior written approval of the OCD-DRU.

Revision History

Fle\livr:"nstl)z? Revision Description Release Date
1 Initial version published 08/03/17
Revision 2 published 10/23/17
e Added “Only appeals filed prior to the execution of the grant
agreement will be accepted” in place of only appeals filed upon
Award Acknowledgment
e Added Internal Processing of the Appeal steps 1 through 10
e Added Appeals Team further process assignment matrix
e Added Appeals Review and Response Timeline chart
e Added elements to the Appeals Log
o0 Appeal Aging
o Verify eGrants Appeal Execution in addition to Website
Appeal Execution
0 Appeal Valid or Invalid
0 Third-Party Hold Status
0 Review Team Recommendation
2 0 Appeals Coordinator Approval/Denial
o Data Adjustment Request to STR (Date)
o0 Data Adjustment Completed by STR (Date)
0 Status Tracker for Approved Appeals (Level 1 QC
Review through Second QC Award Review complete)
0 Automated email generation from the above status
transactions, used to track the movement of approved
appeals through the award review processes
e Added Appendix A: Appeal Determination Letter Granted
e Added Appendix B: Appeal Determination Letter Denied
e Added Appendix C: Appeal Determination Letter More
Information
e Added Appendix D: Appeal Withdrawal Letter
e Added Appendix E: Appeal Invalid Letter
Revision 3 published
3 e Added Filing an Appeal — detailed eGrants instructions from 02/9/18
version 2.2
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¢ Removed — Website Appeal instructions

e Removed - 7 day deadline for Applicant to submit supporting
documents

e Added - Internal processing of Appeal including eGrants 2.2
updates.

e Updated — Appeals Review and Response Timeline chart with
eGrants 2.2 updates

e Added - Full File Review procedure
e Added — eGrants Appeals Workflow
e Added — QC2 Review Path for Appeals

Revision 4 published
e Updated — Appeals filed after deadlines clarification

e Added - Future policy changes impact on grant calculations 03/16/18
e Added — Applicant’s 30 day deadline to file an appeal with 30
day grace period
Revision 5 published
e Updated Internal Processing of the Appeal section 04/27/18
¢ Removed Appeals Review and Response Timelines Workflow
e Updated Letters in Appendices A -D
Revision 6 published
e Added Initial Entry with File Closure procedures
e Added post-appeals status changes 06/04/18
e Updated Appeals Workflow
Revision 7 published
e Various minor edits to procedural language.
e Revised system processes for Initial Entry files upon
determination.
. 6/25/18
¢ Removed secondary QC review by Appeals team.
e Edits to eGrants procedures to accommodate system
permissions.
e Reuvisions to Appeals Log entries.
Revision 8 published
e Updated the Appeals Deadlines to conform with Program policy
e Removed references to “new” systems functionality for clarity
e Clarified 30 business days for an appeals determination 11/05/18

e Updated process for returning files to Initial Entry

e Updated screenshots to reflect systems updates to appeals
functionality

e Updated eGrants Appeals Workflow
e Updated Appeals Log
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Revision 8.1 published

Added clarification that each piece of appeal supporting
documentation must be saved individually to the file with the
appropriate naming convention

Clarified that applicants that appeal a Zero Award determination
are not eligible to convert to positive award based on elevation
scope, only

11/28/18
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Introduction

Federal Register Notice 81, No. 224 published on November 21, 2016 requires the grantee, who is the Office of
Community Development — Disaster Recovery Unit (OCD-DRU), to have a process in place that addresses
program appeals. Only the Applicant(s) listed on the application can file an appeal and only after a Notice of
Eligibility of Award or Decision of Ineligibility has been issued by the Restore Louisiana Homeowner Assistance
Program (RLHP). The RLHP will not accept appeals filed by individuals or entities that are not listed as an
applicant on the respective file, nor will the RLHP accept appeals received prior to the issuance of either a Notice
of Eligibility for Award or Decision of Ineligibility. The applicant filing an appeal must follow the strict timelines
provided in this standard operating procedure for appeals. Appeals filed after deadlines provided will be accepted,
but the appeals team determination will be “denied” based on the expiration of deadlines. In cases with extreme
extenuating circumstances, a late appeal may be reviewed on an exception basis.

What is an Appeal?

An appeal is a formal written request from the Applicant to review a RLHP written decision regarding either an
Award of Eligibility or a Decision of Ineligibility. Only the Applicant listed on the application, or an agent-in-fact for
the Applicant, verified by executed power of attorney within the Applicant’s file, can file an appeal. If there are
multiple applicants on the application, it is the responsibility of the Applicant(s) to designate only one applicant to
file the appeal. The RLHP will only communicate with the Applicant who filed the appeal. If the Applicant has
designated a third party to obtain information on their behalf, project staff will first verify the Communication
Designee Form has been fully executed and uploaded in the Applicant’s file before speaking with the third party.
Once an appeal has been submitted and a determination has been rendered by the program, the decision is final
and is no longer an appealable issue. Appeals will not be accepted from non-applicants to the respective
application. Only appeals filed prior to the execution of the grant agreement will be accepted.

Applicants are only able to appeal any of the following program determinations:
1. Program eligibility;
2. Grant calculations prior to execution of grant agreement;

3. Repair or Reimbursement Estimates limited to measurements of the home and quantities of damaged
materials only;

4. Duplication of benefits; and

File closure.

Appeal Option

Once the award has been calculated and undergoes a quality control review, the Applicant is sent an email to
notify them that their Grant Acknowledgement Letter is available for review and action in eGrants. It is at this time
that the Applicant is notified in writing of the option to appeal their Grant Acknowledgement Letter. In the event a
future policy change by the RLHP would positively impact the amount of an Applicant’s grant award, the grant will
be recalculated accordingly and the Applicant will have the option to accept and sign a grant agreement with the
updated grant award.

For award determinations received before October 5, 2018, applicants may appeal an award determination decision
by filing an appeal prior to execution of the grant agreement, or by November 2, 2018, whichever occurs first. For
award determinations received after October 5, 2018, an appeal must be filed within thirty (30) calendar days after
the date of the award determination letter or prior to the execution of the grant agreement, whichever occurs first. In
the event a future policy change by the Program would positively impact the amount of the grant award, the grant
will be recalculated accordingly and the applicant will have the option to accept and sign a grant agreement with the
updated grant award.

CONFIDENTIAL | See disclaimer for restrictions. 6
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File an Appeal
Creation of Appeal

The start of the appeals process begins with the completion and submission of an Appeals Form within eGrants in
one of the following ways:

e eGrants — Access eGrants online by visiting http://egrants.restore.la.gov/egrantsplus/app/index.html.

e In person — Case Manager can assist the Applicant with filing an appeal in eGrants.

* Note: The Case Manager should also ensure that each piece of supporting documentation for an
appeal is saved separately with the appropriate haming convention. If an applicant provides the
Program with supporting documentation that was not previously received, it should be scanned
and saved separately in addition to being saved with the Appeal Supporting Documentation.

TASK FORCE ~ RECOVERY ASSISTANCE ~ NEWS MEDIA

€ > Homeowner Assistance: Appeal Request

Homeowner Assistance: Appeal Request

THE APPEALS PROCESS HAS MOVED!
YOU MAY NOW REQUEST AN APPEAL AND UPLOAD SUPPORTING DOCUMENTATION THROUGH YOUR
ONLINE ACCOUNT BY FOLLOWING THE DIRECTIONS BELOW:

1. Access your online account by visiting http://egrants.restore.la.gov/egrantsplus/app/index.html.
2. Log in to your account through the eGrantsPlus Menu.
3. Enter your account ID, last name and password.

4. Select Appeal and click Next.

MNOTE: if you have forgotten your password, click the key icon in the top right corner of the eGrantsPlus system, enter your Account 1D and

last name, and instructions to change your password will be sent to the email address associated with your account.

If you cannot access your account online, or have any questions on how to file your Appeal request, please call our Customer Service Helpline at

(866) 735-2001 or schedule a meeting with your case manager.

CONFIDENTIAL | See disclaimer for restrictions. 7
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Appeals created by the Applicant from the Award Acknowledgement Screen:

The process of creating an appeal by an Applicant is similar to the process of creating an appeal by a Program
staff user. The main difference is the way in which the Appeal Form is accessed.

An Applicant can access the Appeals Form in eGrants by going online to:
a. http://legrants.restore.la.gov/egrantsplus/app/index.html.
b. Log into account through the eGrantsPlus Menu.
c. Enter account ID, last name and password.
d. Select Appeal and click Next. The system will then walk the Applicant through the Appeals Form.
The Appeal Form is accessed by selecting the Appeal radio button on the Award Acknowledgement screen and
clicking the Next button.
APPEAL
& | disagree with my award calculation, repair or reimbursement estimate, or some or all of the determinations made by the Program in connection with its
processing of my application for assistance. As a result, | am electing to refuse the award and exercise my right to appeal. By selecting this option, | am

initiating the first step in that process and will follow the Program Appeal Procedures as attached to this notification letter. | understand that appealing my award
calculation will result in the delay of berefits and my application will remain on hold antil my appeal is resolved.

CONSULT
I need to discuss my award with & Program representative to mare fully understand how my award was calculated. | understand that if | have any guestions

about the information contained in this award notification that 1 should contact my case manager. | understand that my benefits will be delayed and my
application will not move forward until | have consulted with my case manager and | am ready to accept my award

Flease Initial

The following screen displays with Save and Submit buttons.

1€ Tarm 1g 1 request to the Hestore Lowsiana Homeowner Assistance program. Appeals must be tiled within 31U days of the date of your Hotice of thigiity of Awsrd or
Decision of Ineligibility letier.

What program decision are you appealing? You may select more than one issue, but if an issue has already gone throughthe appeal process once. it cannot be applied a
eecand time. *

[ Preoran Sigibitty ] srert Caleulstion ] Repsicor Reimbrsement
Exlinialzs

] File Closue []  Duslicaton of Beneiits

| object tor the tollowng ressons (Attach al supporting documentstion and additional sheet(s) below it necessany) ~

Please upload copies of any Supporting dotuments.

] BROMSE

Once accessed, the creation of the Appeal Form is the same for the Applicant as described above as it is for a
Program staff user using the Award Consultation screen.

CONFIDENTIAL | See disclaimer for restrictions.
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Applicants in the Award Consultation status who wish to create an appeal may need assistance from Program
staff. A staff user with access to the Award Consultation Management screen will first need to assign the
application to an Award Consultant. The Award Consultant will be able to access the Appeals Form from the My
Award Consultations screen by clicking the View Details link of the added Appeals column in the search

results.
My Avards Consultations Filters The foliowing apolications were found according 1o vour search criens
Status =

d Consultatio
s earch
Consultation Action Showing 1 1o 1 of 1 entries §

Application Survey Aupwali Survey Accotint Application Damaged Dal.naqod
= 1D/ 1 P Respondemt D = Stathes = Residence Residence
Accoumt ID Report £ Reports Name = Strest = City 2
Type in any part of the Account 10
1700004518 1700004517 § View Kim Harrell 101268 HAyard 445 AMITE
Application Details Consultation CLEVELAND
RD

C5V || Excel || FODF

Clicking the View Details link displays the Appeals Form. The user will need to complete all areas of the Appeals
Form. Attempting to Submit the form without doing so results in the below validation indicating the required items
in red.

This form is a request to the Restore Louisiana Homeswner Assistance program. Appeals must be fled within 30 days of the date of
your MNotice of Eligihility of favard or Decision of Ineligibility letter.

Whal program decision are you appealing? You may select more than one issue, but it an issue has already gone throwgh the appeal
process once, it cannot be applied a second time, *

Program Elgibilil arant Calculatior | Hzpair o Reimbursement Estimates | File Clogure

) Duplicaticn of Bensfis
At least nne 1 1H1*|LilE[]

| whject Tor the following reasons (Aitach all supporting documerdation and additional sheel{s) below if necessany) *

Required

Supporting Documentation *

| have prowdad all supporting documentation formy Appes

Reguired

Certification *

| hane read the foregoing appesl and any attachments thersto and | hereby cerify the same s true to the best of my
knowiedge. Ay copy of & document | have attacned 15, fo my knowledge, a frue and complete copy of the ongina
Incumignt. False stataments made inlhes Bageas! for Sopeal may subject me to the penallies | el byl

Required

Please upload copies of any supporting documents,

CONFIDENTIAL | See disclaimer for restrictions. 9
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A user can indicate up to five reasons for creating an appeal: Program Eligibility, Grant Calculation, Repair or
Reimbursement Estimates, File Closure, and Duplication of Benefits. They are also able to upload any supporting
documentation for the appeal.

Any uploaded supporting documentation for appeals is viewable in the Application’s Attachments screen under
the Appeals Documents > Supporting Documentation sub-folder. The staff user may also manually upload
supporting documentation in that sub-folder for appeals documentation received outside of eGrants.

Filz Mame [Hover over lo see comments) Creation Date Visiblz Ta Uplogded By Actions
1 Abhreviated Titles
) Abbrevisted Titles Document

No sttachmenis to display
=1 Appeals Documents
3 Appeal Datermination os

3 Supporting Dacumentation o

10372017

1440 APPEALS SURPC G UMENTATION. o
700004440 APPEALS_ SUPPORTING DOCUMENTATION pf i

Evaryone Tabitha Cunningham vacivate  Update  Histor

Clicking the Save button will save any entered data so that it displays upon return to the screen at a later time.
Once the staff user enters all the information for the applicant, they may click the Submit button. At that time the
Application status changes to Appeal Received. The transition also displays in the Transaction Log for the

application.
28638 Agvard Consullation o1 2017 Harrell, Kim Transaction al submission of application
12.27:40 by apphicant
28518 Appeal Recemed MOV2017 Cunmngham, Tabtha Awvard Appeal Recened
A
e W B 1

Correspondence indicating the receipt of an appeal is also automatically generated. The correspondence will be
viewed and sent by users with the Appeals Manager role.

Fim | 10 v | Entries

Showing 1 to 3 of 3 entties {filtered from 47 1012l entries)

m | Lo | Commponsemcy | fecplon | Comsgonency | St | PUE | chad | ki
5507 Appeal Recenved 1 EMAIL 1700004540 Mo Wiew/Print  sandyjones@h:
5585 Appeal Recebed EMAIL 1700004540 Mo Wiew/Print  sandyjones@:
5559 Appeal Recenzd 1 EMAIL 1700004540 Mo Wiew/Print  sandyjonas@@:
Export : XML | G5V | HLS

CONFIDENTIAL | See disclaimer for restrictions. 10



A sample of the text included on the email follows.
Movernber 10, 2017

SANDY APPEALSTS 111 SAMDY ST, CHURCH PQINT LA - 0525

Dear SANDY APPEALST 5

The Appeals Team ofthe Restare Lauisiana Homeownear Assistance Program has received your Appeals
request. Atthis time, we will begin a thorough reviews ofyour appeal. Once the Appeals Team reviews your
appeal, awritten decision will be pravided ta you. Shaould yau have questions regarding yaur appeal, please
contact our Helpline at 866-735-2001,

e appreciate the time and effort you have taken in submitting your appeal.

Sinceraly,
Appeals Team Restare Lauisiana Homeowner Assistance Frograrm

== Thig s an automated ermail. Please do not rephy

Any time after the submission of the Appeals Form, the staff user has the ability to withdraw the appeal
at the Applicant’s request. The appeal may be withdrawn by clicking on the Withdraw Appeal button that
displays at the bottom of the Appeals Form after submission. Once withdrawn, the Application status
changes back to Award Consultation and the application is removed from the appeals process.

The Account ID and Application Status have been added as filters and as columns in the search results
on the Award Consultation Management and My Awards Consultations screens. The staff user may use
the Status filter in the event the application must be re-assigned during the Appeals process.

Award Consultations Filters
The foliowing cpplicalions wore found qocording b wour soomch eritcriz.

Damaged Sthucture Parish

First
Al Marishes v Show | zr v | antres
Survey Phase Shkowing 1 to 1 of 1 entries Search:
Al Phaszes et
Application Surve lication ) - Respondent Account L
Fip Cnde & IDFP s D lf‘: APS':““S ~ Assignee = Nan':e A W & Residence
Street =
17000C4440 1700004439 Appesl CUNMINGHAM - Jodi Lewis 101192 7741 BOY
Accuunt ID Application Received TAEITHA JCaUT
Tipe In gy part of the Account 10 CAMD RD
| [3:39 || Excel || PDF ‘
Status
Aupeal Receivad fwailable Staff

Award Cansultatior

Aupeal Received Solect F List ., W ]
Mward Mapeals In Progross gleet o Ls - eassign

CTEESTYIED

Lo [

CONFIDENTIAL @ See disclaimer for restrictions. 11



Notes for an appeal may also be entered using the Appeal Note Type.
Mote Type: Appeal -

[ Select a Motes Type
Mew Cormment: Appeal

Construction

Grant Application

Total nurmber of row(s):1
Export

Date Category Creator MNote Content

11062017 19:26:49 Appeal Cunringharn, Tabitha Mates for Appesl

Internal Processing of the Appeal

Once an applicant files an appeal with the program, the Applicant will receive an email acknowledging
receipt of their appeal. This email serves as the written acknowledgement required under the program to
be provided to the Applicant within 10 days of receipt of the official appeal request. The program will
provide a written determination within 30 business days of receipt of the request for an appeal.

After receipt of the appeal, the Appeals Team will do the following:
1. Commence 30-day Appeal Review and Response timeline via Appeals Log.
2. Review Appeal for validity:
a. Complete an Appeal Invalid Letter indicating the reason the Appeal isinvalid;
b. Mail the Appeal Invalid Letter to the Applicant via certified mail;
c. Upload the Appeal Invalid Letter into the eGrants Appeals section;
d. Return the Application status in eGrants to its status prior to Award Appeal in Progress.

3. An Applicant must submit all relevant documents with their Appeal. The Appeals team
may communicate with the Applicant should they need to request missing documents.
However, the appeal will be denied if the correct documents are not provided.

a. Note: Each piece of supporting documentation should be saved with the appropriate
naming convention in eGrants. If an applicant provides the Program with supporting
documentation that was not previously provided and/or saved to eGrants, this
documentation must be saved to the file with the appropriate naming convention.

b.
4. If Applicant decides to withdraw Appeal:
a. Annotate in notes and Appeals log;
b. Complete an Appeal Withdrawal Letter;
c. Mail Appeal Withdrawal Letter to Applicant via certified mail;
d. Upload the Appeal Withdrawal Letter into eGrants Appeals section;
5. Appeals Reviewer completes a full file review along with the review of the appealed

issue(s), prepares a recommendation/determination with supporting policy, and makes
a final determination:

a. Approve Appeal;
b. Deny Appeal;

CONFIDENTIAL @ See disclaimer for restrictions. 12



6. Approved appeals will be adjusted per the approved amount(s) following thereview:
a. The Appeals Team sends the File through Second QC Award Review.
(1) Second QC Award Review approves Appeal Decision;
(&) The Appeals Team drafts the Approved Appeal Letter.

(b) The Appeals Team approves and sends the Approved Appeal Letter via certified
mail.

(c) The Appeals Team uploads the Approved Appeal Letter into the eGrants Appeals
section. The date of upload marks the completion of the 30-day Appeal
Review and Response timeline.

(2) Second QC Award Review disapproves Appeal Decision;
(&) Second QC Award places the file in the resolution hold queue.
(b) The Appeals Team reviews disapproval notes and makes appropriate changes.

(c) The Appeals Team resubmits the file to Second QC Award for review (returns to
step 6. a. in the process).

b. The Appeals Team reviews the QC2 Actions List in SharePoint to identify approvals or
disapprovals daily.
7. Denied Appeals:
a. Appeal denied with no changes made to thefile.

(1) The Appeals Team drafts the Denied Appeal Letter and sends the Denied Appeal
Letter via certified mail.

(2) The Appeals Team uploads the Denied Appeal Letter into the eGrants Appeals
section. The date of upload of the letter marks the completion of the 30-day
Appeal Review and Responsetimeline.

(3) The Appeals Team changes the Application status in eGrants to the appropriate
status.

b. Appeal denied but changes made as a result of full file review. The Appeals Team sends
the File through Second QC Award Review.

(1) Second QC Award Review approves Appeal Decision;
(&) The Appeals Team drafts the Denied Appeal Letter.

(b) The Appeals Team approves and sends the Denied Appeal Letter via certified
mail.

(c) The Appeals Team uploads the Denied Appeal Letter into the eGrants Appeals
section. The date of upload of the letter marks the completion of the 30-day
Appeal Review and Responsetimeline.

(2) Second QC Award Review disapproves Appeal Decision;
(&) Second QC Award places the file in the resolution hold queue.
(b) The Appeals Team reviews disapproval notes and makes appropriate changes.

(c) The Appeals Team resubmits the file to Second QC Award for review (returns to
step 7. b. in the process).

CONFIDENTIAL @ See disclaimer for restrictions. 13



eGrants Procedures

Assignment of Appeal

After the Appeals Form submission, when the Application status is in Appeal Received, the appeal may
be assigned for further processing using the Appeals Management screen. This screen is accessible by
users with the Appeals Manager role under the Actions menu item.

] Profile | Disbursement | Administration
Case Management

Environmental Review d

Lead Based Paint
Inspection Review

Home Inspection

First QA Review 5 | _
Welcome to eGrants2. X - { Secoh 05 Review avner Assistance Program (F

Surveys/Applications

Home

s HUmE Bl My Inbos

S

award Consultation

My Appeals Assignments

1

A Alerts

The Appeals Manager user has the ability to assign or re-assign all the reason codes for an appeal to one
appeals worker at one time by filtering the Reason Code for “All” and clicking Search to retrieve results.

Bppeals Managament
Appeals Fillers ER (TRr n ;
how s W

Shaw # hide tslumas

Showing 1 1o 4 of 4 entries

Camaged Structura Parish Tatal Applicant
8 ALHP Damaged  Mailing Appeal
Application  Accounl  Applicant  Heason  Appeal Solution  Award Residance  Address Application  Status Parish
Suiviey Phasi I mn = ] Cada Date & = = Address & = Status = s Dirtails
AR ¥ 1700004527 101298 Ren Buller m|m AL 5] FR] §15000.00 35300 YWalker 123 Main Ao Rejacted  Livngston  Appesl History Letter
Sandy R Marth, Stran! , Aapaals I
Fops o Walker, Lz, Durkirk, MY, Progress
TOTRS 14048
[ 1700004479 101238 Sandy m a7 13 $268E925 10111 Shoa 106 Grape o] Approved  East Appeal Higlory Leltar
Aceoun 0 Agpaslad Sancy Crask Dr, St Salden,  Appeals In Eaton
Tupe I iy o the Account 10 i | Bator Rouga, ME, 12346 Progress Rouge
Tandy La, 70818
R 0 TNOOOMTE  AOrZER Sandy WEHNT 23 $2ETRED NEERSime 106 Graps o Approad. Lngston  Appesl History Letter
pplication Status Agpanlss Saney Rel, Danham St Saelfen,  Appaals
Al v Bprings, La,  ME 12388 Progress
S‘GM:'J 7706
Appeal S1ATus L=
A .
[ 00004471 101224 Sandy 28 ey 2 $2007407 12226 Dan 10 Qctober  Awied Raceived  Ascension  Appeal History Latter
. § Aanaala] e ] Bourgeois Straal , Aopails I
el il o Rd, Sairt Selden, ME,  Progress
28 . LN Amant, L3, 12369
FOFTe
Assignedinassgred — ——
i = oo || Bl
Sohion
a8 ¥ Appeal Assignment

Selert @ user

The Appeals assignment or re-assignment for an individual reason code can be done by filtering for a
Reason Code and clicking Search to retrieve results.
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Appeals Management

Appeals Milters

Damayged Structure Marish

All M

Survay Phasn
Al v

Zin Codle

Account D
T v any 260 oF it deccunt 0

Application Status

Al v
Appagl Status

Al v
RRASNH [NAR

]l v

Show |50 v
Showing “ to 1 of * entries Jearch: 412
Total Applicant
RLHP Damaged Mailing Appeal
Application Account Applian Reason Bppeal Snlutiim ol Residence Sudiliess Application Slams
I - 11} = * Code Dale = % Address = % Slatus =
o CTONM41F Nisil Arysla =T o FETT T ACIAT e PP i Appea - Re wivnl
Sitlet Md Eator Street Mecened
Rouys, La, Wonroe, L&,
ARR THIZ

| 12 | Fyral

Appeal Assighment

Select a Lser

ZLnningam, Tskitha

Once the user is selected and the Assign button is clicked, the Application Status changes to Award
Appeals in Progress and the Appeal status changes to In Progress. The first name of the Assignee also
displays underneath the Reason Code icon.

Total Applicant
RLHP Damaged Mailing Appeal
Application Account Applicant Reason Appeal Solution Award Residence Address Application Status
ID - 1D = Code Date = o % Address = o Status B
1700004440 101152 Jodi Lewis 1oaR017 23 51905000 7741 Boy 383 Tanner  Award In
Scout Camp Rload | Anpeals In Pragress
Fd, Eunice, L4, Frogress
Mooringsport, 74114
La, 71060
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The Details section contains three hyperlinks:

1) Appeal —displays a read-only version of the submitted Appeal Form. The Withdraw button
is enabled in the event the appeal needs to be withdrawn. Also, the Appeals Worker can
update the Reason Codes for the appeal here. They may add or delete Reason Codes by
selecting/deselecting Reason Codes and then clicking the Save Reason Codes button:

This form is a request to the Restore Lounisiana Homeowner Assistance program. Appeals must be filed within 30 days of the date of vour Notice of Eligibility of Award or
Decision of Ineligibility letter.

What program decision are you appealing? You may select more than one issue, but if an issue has already gone through the appeal
process once, it cannot be applied a second time, *

Program Eligibllity @ Grant Calculation @ Repair or Reimbursement Estimates @ Flle Closure @ Duplication of Benefits

| object for the following reasons (Attach all supporting documentation and additional sheet{s) below if necessary) *

blah
blah

N

Supporting Documentation

o

¢ | have provided all supporting documentation for my Appeal

Certification
¢ | have read the fore
aftached is, to my kn
provided by law

g appeal and any attachments thereto and | hereby certify the ¢ is true 1o the best of my knowledge. Any copy of a document | have
owledge, a true and complete copy of the original document. False statements made in this Request for Appeal may subject me to the penalties

Attachment List
Crea a "
Document Type - File s i b! Created Date + Delete *
Appeals Supporting 1700004471 _APPEALS SUPPORTING DOCUMENTATION.docx | Stefanie 10/28/2017 04:31
Documentation Ferraro PM

Save Reason Codes

2) History — displays the most recent determination for each Reason Code along with
the Appeal Received Date, Assignee, Assigned Date, Determination Comment,
and Determination Date:

Appeal

Assigned Determinati
Reason Code  Received Assignee s Determination  Determination Comment Hbin
Date Date

Date

FHe Closure 110372017
21:06:2T PM

Grant 11/032m7 GRUNITZ 1103207 Rejected nasar 117082017
Calculation 21:06:27 PM STEFANIE 212514 PM 11:4516 AM
Program 11032017 GRUNITZ noxNzmT Accepted PE POSITIVE 1032017
Eligibiiity 21.06:27 PM STEFANIE 21.06:51 PM 210735 P
Duplication of noaRmT CUNMNINGHAM, 1170872017
Benefits 21.06:27 PM TABITHA 11:44.50 AM
Repalir or 1110312017 GRUNITZ, MOH2N7
Reimbursement  21:06:27 PM STEFANIE 21:25:31 PM

Estimates
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Please uploai Appeal Determination Letter.

Document Type Select afile
VAclnlsaian ki) ¥ Choose File | No file chosen
Document . " Created Created N
Teun R File = by a Date & Delete =
Determination 101192 APPEALS DETEEMINATION LETTER 20171108 pdf  Tabitha 110672017 I Remove
Letter Cunningham  06&:16 Ph

E . R luti f £ I
Once assigned, the Assignee processes the appeal from the My Appeals Assignments screen. This
screen is accessible by users with the Appeals Worker role under the Actions menu item.

m Surveys/Applications Administration
-+

| Case Management

Home :
Environmental Review [
MUOMEN ok Lead Based Paint
T Inspection Review
Home Inspection I‘

First Q& Review
Second Q& Review
Ayrard Consultation

Welcome to eGrants2. X — { ner Assistance Program (I

Appeals Management

A Alerts

Mhr Qe s A5 SHEMEAT
Ly Bppeals Tlers -nst || ienolz wad | Last
Craw 50 b
AR SITINTILTA P IR Total Appllcant
" . HLIIP Damagad Mailing Mppeal
Applivation Auvwumt Appllcant Hessun Appeal Snhlan Aoeaar] Ramitiunuy Addrres Applicaion  Stane Parkh
[T — Loom - no % = nile Nae 5 = = Address ¥ £ Sians 5 £ Denls Arrlan
n v ] 1720002440 11132 wcdi Lewis m N7 I3 05001 TR Eaw 353 Taqner ) a Cadec Sapes| Histzw Leter
Tebban Zsoul Jamp Foad, 2apss 5 In = agress
Fip Condi Al = LA, R s
“ecingizan T4
& T
Aceoum D v | ks

s Ry et A ife £ 0untis

Apgiicamion StaE Avallable Actong

A

Bl
gzl Sielu:
Commen
-
Heasouiode
n .
eaipgruaddin i m

1ty mssignricnts

Sohmion

o
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The assignee can make a determination on the reason for the appeal by clicking the respective Reason Code
icon. Once clicked, a pop-up displays for entering comments related to the Appeal Reason Code Determination of
the respective reason for appeal. After entering comments, the user may click the Accept button to indicate an
appeal acceptance based on that reason code and that there may be changes needed on the GO screen. Or they
may click the Reject button to indicate an appeal rejection based on that reason code.

The acceptance of a reason for the appeal results in the color of the respective reason code icon changing to

green.
Total Applicant
HLHF Damaged Mailing Appeal
Application Account Applicant Reason Appeal Solution Awrard Residence Address Application Status
1D T 1D H S Code Date = = S Address = S Status E
T7ro0o0d4rs 101235 Sandy Tos2aly 13 $26.569.25 10111 Shoe 106 Srape Auvard Approved
Appealsd Sandy Creek Dr, St Selden,  Aaspeasin

Baton Rouge,  ME, 12345 P-ogress
La, 70318

The rejection of a reason for the appeal results in the color of the respective reason code icon changing to red.

Tntal Applicant
RLHP Damaged Mailing Appeal
Application A t Applicant R Appeal Solution Award Rasidence Address Application Status
1D - 1D B g Code Date = S & Address = S Status B
1700004475 101232 Sandy [ Fc ] o207 23 $29 578,80 10232 Sims 106 Grape Ao Appruved
Appealss Sandy2 Rd Denharn St Selden,  Apaeals In
spnngs, La, e, 12384 Hrogress
70706

Once all the reasons have been given a determination of accept or reject, a decision can be made for the overall
appeal. Appeal workers with the additional role of Appeals Resolver will be able to take that action through the
Resolve button. The button displays under the Action column once determinations are done for all the appeal
reasons of an application. User with Appeals Resolver Role must Filter Assigned/Unassigned for “All".

Tatal Applicant
RLIIF Camaged Mailing Appeal
Bpplication Account Applicant Aeagan Appeal Solution Pavard Fesidence Address Application Status Parish
1] - [Ih] 2 B Code Date & + = Adidress + Status + B Details
| 7200C4527 lozss Rene Setlat = Ii072mT 3 FIS,000.00 35300 whalker  1ZZ hlair Aniigrd Rejectad Livingetan Apazal —istory Leter
Sancy Fd Mot Stre=: | Appzals In
W Lo, La, Lunkirs, MY, Hrogroos
TIFER 14 £/
17004279 101256 Suricy MAOI2NT 13 P25 86925 O St ICE Grupe Frooriard Appied  Eusl g —isory Lullor
Appeszd Sy Creek Tr St Zelden,  Appzalsln Eatch
Dator Scuge,  MZ, 12045 Progress Rougz
Sany La, /UH1H
17J00C4/78 101232 Sancy 0B TAaoEmT 2.3 F23578.80 0222 Sims ICE Grape Aard Approved  Livingston  apoaal —isory Lefter
Appessa Sancy R, Dier bam SU Selden,  Appadsin
Springs, La, M=, 12365 Progrose
Sancyd TOFCE
{

Clicking the Resolve button displays a pop-up with the ability to add comments and Accept or Reject the overall
appeal for the application.
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Appeal Resolution

Applicant:

Account ID:

Damaged Residence Address:

Solution:

Total RLHP Award:

Resolution

& Accepled - Ownership Updated

3] Accepled - Struciure Type Updaled
I Accepted- FVL Updated

O Accepled-Grant Calculation Updated
0 invalid-Duplicate Appeal

Comment

Accept Reject

Accepled - Occupancy Updated

Accepled - Prior Federal Assistance Compliancy Updated
Accepted - DOB Amount Updated

Rejecled

Withdrawn
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The user is required to select at least one Resolution Reason, as well as enter a Resolution comment. On the
click of the Accept button, the screen expands to include a checkbox confirming the necessary updates have
been made for the GO screen and a list of available actions. The appeal status also changes to Approved.

] | have made the necessary data updates for the appeal via the grant override screer

Required
Available Actions

| Retum To Award Acknowledgement

Retumn To Award Acknowledgement

Return to Readiness Review
Return to Level 1 QC In Progress
Return to First QC Award Review In Progress

Return to Second QC Award Review In Progress

Appeal Resolution - Approved

Resolution

(] Accepled-Ownership updated

I Accepted-Parish updated

= ccepted-Prior Federal Assistance Compliancy updated
2 Accepted-DOB amount updated

= Accepted-Reimbursement Estimate updaled

U Rejected

Comment

Determination Comment

Accepted-Occupancy updated
Accepted-Structure updated
Accepted-FVL updated
Accepted-Repair Estimate updated
Approved-Grant Calculation updated

Attempting to click the Submit button without selecting the checkbox displays the following Required message in

red.

| have made the necessary data updates for the appeal via the grant averride screen.

Required
Available Actions

Return To Award Acknowledgement

v Submit

At this point, users with the Appeals Resolver role can enter the GO screen and make any necessary overrides

resulting from the appeal.
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The following message displays on the GO screen when the appeal has not been accepted or rejected on the
Resolve screen. As such, the appeal must be resolved before data updates can be performed.

Criteria History and Override

This application ¢an not he edited in status: Award Appeals In Progress and wheh Appeal is inthe status: Award Appeal In Progress

Criteria: SBA

Criteria Element History

After checking the checkbox indicating the GO screen edits are complete, the user can select one of the available
actions to re-insert the application back into the workflow. The Application status will change accordingly upon
clicking the Submit button and the application will no longer be in Appeals processing.

Available Actions

| Retumn to Applicant v m

Refurmn 1o First QC Award Review In Progress

Retumn to Initial Entry

Return o Level 1 QC In Progress

Return to Readiness Review

Return to Second QC Award Review In Progress

Return to Zero Award

Return o Ineligible [

Return to Initial Entry pn  Determinatic
Date :

At this point the user may create a subsequent appeal if desired.
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Appeal Determination

No hearing will be provided to applicants who file an appeal. The review of the appeal will only be based
on the appeal request and supporting documentation submitted by the Applicant. The Appeals Team will
decide whether policies and procedures were followed correctly. An appeal based solely on disputes with
the policy and/or procedures of the RLHP will be denied. Documents provided by the Applicant will be
reviewed by the Appeals Team to determine if the RLHP properly applied policies and procedures based
on the documented evidence within the Applicant’s file. The appeal decision will be mailed to the
Applicant by certified mail with receipt requested. All appeal decisions and official communications made
by the Appeals Team will be documented in eGrants.

Application Status Changes Upon Determination

After an Appeal Determination is made the following status changes will be made according to the status
the Appeal originated from;

1. Award Acknowledgement

a. Ininstances where an appeal review results in no changes to an applicant’'s Go Screen
data and the applicant appealed from Award Acknowledgment, the appeals team will
return the applicant to Award Acknowledgment.

2. Award Consultation

a. Ininstances where an appeal review results in no changes to an applicant’'s Go Screen
data (or the applicant is deemed Ineligible and appealed from an Ineligible determination
after selecting Award Consultation (i.e. Ineligible - Award Consultation — Appeals -
deemed Ineligible) and the applicant appealed from Award Consultation, the appeals
team will return the applicant to Award Consultation.

3. First QC Award Review In Progress

a. Ininstances where an appeal determination has been made but additional action is
required of the First Award team before the file is complete and ready for QC2 review, the
appeals team will return the applicant to First QC Award Review In Progress.

4. |Ineligible

a. Ininstances where an appeal review results in confirmation of an applicant’s ineligibility
and the applicant appealed from Ineligible status, the appeals team will return the
applicant to Ineligible.

5. Level I QC In Progress

a. Ininstances where an appeal determination has been made but additional actionis
required of the VOB team before the file is complete and ready for QC2 review, the
appeals team will return the applicant to Level | QC In Progress.

6. Readiness Review

a. Ininstances where an applicant has appealed from Ineligible status and the appeal
determination results in a confirmation that the applicant is eligible for the program, the
file is returned to Readiness Review to afford the case management team the opportunity
to complete the case management functions and ultimate submission to VOB and
beyond (i.e. ineligible applicants would not typically have all documentation necessary to
complete a VOB review/award calculation and now need to go back to case management
to obtain those docs after appeals deems the applicant eligible).
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7.

8.

9.

Second QC Award Review In Progress

a. Ininstances where an appeal review results in changes to an applicant’s Go Screendata
and the applicant is ready for final award calculation (e.g. no reconstruction hold, no
proposed relocation ERR pending, etc.), the applicant is submitted for a QC2 review.

Zero Award

a. Ininstances where an appeal review results in no changes to an applicant’s Go Screen
data and the applicant appealed from Zero Award, the appeals team will return the
applicant to Zero Award.

* Note: if an applicant appeals a Zero Award determination and uses
elevation only as a basis to substantiate their appeal, the file will remain at
Zero Award.

Initial Entry

a. Ininstances where an applicant has been determined Ineligible Due to Non-
Responsiveness and requires reactivation, Appeals will select the Return to Initial Entry
action, which will return the Application to Initial Entry.

Appeals Log

The Appeals Log will be maintained under the Appeals Library in SharePoint. The Appeals Log will
contain the following elements:

Date Appeal received

Appeal Aging

Applicant Name

Applicant ID Number

Appeal Issue(s)

10-Day Acknowledgment note sent to Applicant (Date of Acknowledgment)
10-Day Acknowledgment note eGrants upload status

Appeal Approval/Denial

Final Determination Letter (Date)

Appeals Inspections Log

The Inspection Log will be maintained under the Appeals Library SharePoint. The Inspection Log will
contain the following elements:

e AccountID

e Applicant Name

e Inspector Name

e Date and Time of Inspection
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RESTOR!

LOUISIANA PROGRAM
Homeowner Assistance

eGrants Appeals Workflow

Appeals Process Standard Operating Procedures

Send Appeal Received

Intake .
Correspondence

Return to Applicant

Approved?

Submit to Resolution Resolution Hold
Hold Manager Assigns to

Appeals Reviewer

Assignment to
Appeals Reviewers

Changes?

Submit to Second QC
Award Review

L. Marts resolves DA

items. Appeals

resolves VOB items.

Initial Determination
and Full File Review

Secondary Review

Issued: 2/2/18
Updated: 11/5/18
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RESTOR Appeals Process Standard Operating Procedures

LOUISIANA PROGRAM

neowner Assisiance

Appeals Second Quality Control Award Review Path

If a record is deemed Ineligible prior to Second Quality Control Award (QC2) status it can be moved to the
Ineligible status as per the business process in eGrants with required notes.

If a record is deemed Ineligible prior to QC2 status and is appealed AND if;

0 The Appeal determination overrules the Ineligible determination then the record is
processed as per Appeals SOP and returned to its previous active status prior to
Ineligible
OR if;

0 The Appeal determination upholds the Ineligible determination then the record is
processed as per Appeals SOP and returned to Ineligible status.

If a record is deemed Ineligible gfter passing QC2 status and is appealed AND if;

0 The Appeal determination overrules the Ineligible determination then the record is
processed as per Appeals SOP and returned to the pre-QC2 status required to
processed as per business process in eGrants
OR if;

0 The Appeal determination upholds the Ineligible determination then the record is
processed as per Appeals SOP and returned to Ineligible status.

N

If a record is appealed after passing QC2 status (zero award; award acknowledgement; contractor
selection; ready for closing) and before Closing Completed Status AND if;

0 The Appeal determination is approved the record is sent to QC2 for review then;
e |f QC2 concurs with the approval, the record moves to Award Acknowledgement
(this action automatically updates award letter, per GO screen updates)
OR if;
e QC2 does not concur with the approval the record moves to Resolution Hold status
0 Resolution Hold Manager role assigns the records to Appeals Team
reviewer(s) (with Resolution Hold Worker role(s))
e If Appeals Team reviewer resolves deficient items
0 Updated appealed record is resubmitted to QC2 as per business
process in eGrants
e |f Appeals Team reviewer cannot resolve deficientitems
0 Appealed record is processed as per Appeals SOP & business
process in eGrants (returned to Zero Award, Award
Acknowledgement with original award amount/letter (allowing the
applicant to accept the award or withdraw from the program)).
OR if;
0 The Appeal determination is denied then the record is processed as per Appeals SOP
& business process in eGrants and returned to its former status.
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RESTO ] Appeals Process Standard Operating Procedures

LOUISIANA PROGRAM
Homeowner Assistance

Appendix A: Appeal Determination Letter Granted

APPEAL DETERMINATION
Month DD, 20X X

Applicant Name Account ID: XXXXXX
Mailing Address
Mailing Address

Dear Applicant Name:

The Restore Louisiana Homeowner Assistance Program (RLHP) received your Request for Appeal. You
requested a review of the following RLHP determinations:

I [Repair or Reimbursement Estimates]
I [Duplication of Benefits]
1. [Grant Calculation]

Based upon the Program Policies which are available at http://restore.la.gov/homeowner-assistance-
program/, a review of your application and the supplemental information provided with your Request for
Appeal, RLHP has made the following determinations:

I [Request for Appeal of Repair or Reimbursement Estimates should be granted. As a
result of this decision, adjustments have been made to the Scope of Work of your Repair
and/or Reimbursement Estimates.]

I [Request for Appeal of Duplication of Benefits Calculation should be granted. As a result
of this decision, your Duplication of Benefits amount has been appropriately adjusted.]

Il. [Request for Appeal of Grant Calculation should be granted. As a result of this decision,
adjustments have been made to your Grant Calculation.]

As a result of the review of your Request for Appeal, RLHP may have made corrections to other areas of
your file as necessary and in accordance with Program Policies.

Please note that all Appeal determinations are final. As a result of this decision, your application will be
placed back into processing. Please contact your assigned RLHP case manager at 866-735-2001 to ensure
that RLHP has all necessary information to continue processing.

In the event a future SBA policy change would positively impact the amount of your grant award, your
grant will be recalculated accordingly and you will have the option to accept and sign a grant agreement
with the updated grant award. RLHP will notify you in the event an SBA policy change positively impacts
your grant award.

Sincerely,

The Appeals Teams
Restore Louisiana Homeowner Assistance Program

CONFIDENTIAL @ See disclaimer for restrictions. 28


http://restore.la.gov/homeowner-assistance-program/
http://restore.la.gov/homeowner-assistance-program/

RESTO ] Appeals Process Standard Operating Procedures

LOUISIANA PROGRAM
Homeowner Assistance

Appendix B: Appeal Determination Letter Denied

APPEAL DETERMINATION
Month DD, 20X X

Applicant Name Account ID:; XXXXXX
Mailing Address
Mailing Address

Dear Applicant Name:

The Restore Louisiana Homeowner Assistance Program (RLHP) received your Request for Appeal. You
requested a review of the following RLHP determinations:

I [Repair or Reimbursement Estimates]
1. [Duplication of Benefits]
1. [Grant Calculation]

Based upon the Program Policies which are available at http://restore.la.gov/homeowner-assistance-
program/, a review of your application and the supplemental information provided with your Request for
Appeal, RLHP has made the following determinations:

I [Request for Appeal of Repair or Reimbursement must be denied for the following
reasons:
e No additional program eligible Scope of Work was identified based on a complete
review.]
1. [Request for Appeal of Duplication of Benefits must be denied for the following reasons:
o We evaluated the sources of funding that have been made available to you by
FEMA, SBA, insurance, and other sources for the express purpose of repairing
your home. These funds, per federal law, are considered “Duplication of
Benefits” or “DOB” and must be deducted from your reimbursement and/or
repair estimate values.]
1. [Request for Appeal of Grant Calculation must be denied for the following reasons:
e Grant Calculation was performed accurately in the initial determination.]

As a result of the review of your Request for Appeal, RLHP may have made corrections to other areas of
your file as necessary and in accordance with Program Policies.

Please note that all Appeal determinations are final. As a result of this decision, your application will be
placed back into processing. Please contact your assigned RLHP case manager at 866-735-2001 to ensure
that RLHAP has all necessary information to continue processing.

In the event a future SBA policy change would positively impact the amount of your grant award, your
grant will be recalculated accordingly and you will have the option to accept and sign a grant agreement
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with the updated grant award. RLHP will notify you in the event an SBA policy change positively impacts
your grant award.

Sincerely,

The Appeals Teams
Restore Louisiana Homeowner Assistance Program
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RESTO ] Appeals Process Standard Operating Procedures

LOUISIANA PROGRAM
Homeowner Assistance

Appendix C: Appeal Withdrawal Letter

WITHDRAWAL OF APPEAL
Month DD, 20X X

Applicant Name Account ID: XXXXXX
Mailing Address
Mailing Address

Dear Applicant Name:

The Restore Louisiana Homeowner Assistance Program (RLHP) received your Request for Appeal.
Subsequently, you asked RLHP to withdraw your Request for Appeal. Your withdrawal request has been
approved.

Please note that all Appeal determinations are final. Please contact your assigned RLHP case manager at
866-735-2001 if you have any questions.

Sincerely,

The Appeals Teams
Restore Louisiana Homeowner Assistance Program

CONFIDENTIAL @ See disclaimer for restrictions. 32



RESTOR!

LOUISIANA PROGRAM
Homeowner Assistance

Appeals Process Standard Operating Procedures

This page intentionally left blank.

CONFIDENTIAL

See disclaimer for restrictions.

33



RESTO ] Appeals Process Standard Operating Procedures

LOUISIANA PROGRAM
Homeowner Assistance

Appendix D: Appeal Invalid Letter

INVALID APPEAL
Month DD, 20X X

Applicant Name Account ID:; XXXXXX
Mailing Address
Mailing Address

Dear Applicant Name:

The Restore Louisiana Homeowner Assistance Program (RLHP) received your correspondence to the
Appeals Team. Your correspondence does not meet the Program requirements for an appeal, and cannot be
processed. Please see the Program Policies that are available at http://restore.la.gov/homeowner- assistance-

program/.

If you intend to file an appeal, please resubmit your request for an appeal with the required documentation.
If you have any questions, please contact your assigned RLHP case manager at 866-735-2001.

Sincerely,

The Appeals Teams
Restore Louisiana Homeowner Assistance Program
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	Appendix A: Appeal Determination Letter Granted
	APPEAL DETERMINATION
	Month DD, 20XX
	Mailing Address Mailing Address
	The Restore Louisiana Homeowner Assistance Program (RLHP) received your Request for Appeal. You requested a review of the following RLHP determinations:

	I. [Repair or Reimbursement Estimates]
	II. [Duplication of Benefits]
	III. [Grant Calculation]
	Based upon the Program Policies which are available at http://restore.la.gov/homeowner-assistance- program/, a review of your application and the supplemental information provided with your Request for Appeal, RLHP has made the following determinations:

	I. [Request for Appeal of Repair or Reimbursement Estimates should be granted. As a result of this decision, adjustments have been made to the Scope of Work of your Repair and/or Reimbursement Estimates.]
	II. [Request for Appeal of Duplication of Benefits Calculation should be granted. As a result of this decision, your Duplication of Benefits amount has been appropriately adjusted.]
	III. [Request for Appeal of Grant Calculation should be granted. As a result of this decision, adjustments have been made to your Grant Calculation.]
	As a result of the review of your Request for Appeal, RLHP may have made corrections to other areas of your file as necessary and in accordance with Program Policies.
	Please note that all Appeal determinations are final. As a result of this decision, your application will be placed back into processing. Please contact your assigned RLHP case manager at 866-735-2001 to ensure that RLHP has all necessary information ...
	In the event a future SBA policy change would positively impact the amount of your grant award, your grant will be recalculated accordingly and you will have the option to accept and sign a grant agreement with the updated grant award. RLHP will notif...
	Sincerely,
	The Appeals Teams
	Restore Louisiana Homeowner Assistance Program


	Appendix B: Appeal Determination Letter Denied
	APPEAL DETERMINATION
	Month DD, 20XX
	Mailing Address Mailing Address
	The Restore Louisiana Homeowner Assistance Program (RLHP) received your Request for Appeal. You requested a review of the following RLHP determinations:

	I. [Repair or Reimbursement Estimates]
	II. [Duplication of Benefits]
	III. [Grant Calculation]
	Based upon the Program Policies which are available at http://restore.la.gov/homeowner-assistance- program/, a review of your application and the supplemental information provided with your Request for Appeal, RLHP has made the following determinations:

	I. [Request for Appeal of Repair or Reimbursement must be denied for the following reasons:
	 No additional program eligible Scope of Work was identified based on a complete review.]
	II. [Request for Appeal of Duplication of Benefits must be denied for the following reasons:
	 We evaluated the sources of funding that have been made available to you by FEMA, SBA, insurance, and other sources for the express purpose of repairing your home. These funds, per federal law, are considered “Duplication of Benefits” or “DOB” and m...
	III. [Request for Appeal of Grant Calculation must be denied for the following reasons:
	 Grant Calculation was performed accurately in the initial determination.]
	As a result of the review of your Request for Appeal, RLHP may have made corrections to other areas of your file as necessary and in accordance with Program Policies.
	Please note that all Appeal determinations are final. As a result of this decision, your application will be placed back into processing. Please contact your assigned RLHP case manager at 866-735-2001 to ensure that RLHAP has all necessary information...
	In the event a future SBA policy change would positively impact the amount of your grant award, your grant   will be recalculated accordingly and you will have the option to accept and sign a grant agreement
	with the updated grant award. RLHP will notify you in the event an SBA policy change positively impacts your grant award.
	Sincerely,
	The Appeals Teams
	Restore Louisiana Homeowner Assistance Program


	Appendix C: Appeal Withdrawal Letter
	WITHDRAWAL OF APPEAL
	Month DD, 20XX
	Mailing Address Mailing Address
	The Restore Louisiana Homeowner Assistance Program (RLHP) received your Request for Appeal. Subsequently, you asked RLHP to withdraw your Request for Appeal. Your withdrawal request has been approved.
	Please note that all Appeal determinations are final. Please contact your assigned RLHP case manager at 866-735-2001 if you have any questions.
	Sincerely,
	The Appeals Teams
	Restore Louisiana Homeowner Assistance Program


	Appendix D: Appeal Invalid Letter
	INVALID APPEAL
	Month DD, 20XX
	Mailing Address Mailing Address
	The Restore Louisiana Homeowner Assistance Program (RLHP) received your correspondence to the Appeals Team. Your correspondence does not meet the Program requirements for an appeal, and cannot be processed. Please see the Program Policies that are ava...
	If you intend to file an appeal, please resubmit your request for an appeal with the required documentation. If you have any questions, please contact your assigned RLHP case manager at 866-735-2001.
	Sincerely,
	The Appeals Teams
	Restore Louisiana Homeowner Assistance Program



