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The AZ WAP Dispute Resolution Process provides applicants, participants, and service providers with a clear mechanism for addressing grievances related to the Arizona Weatherization Assistance Program (WAP). This ensures fair treatment and maintains program integrity.

This process applies to disputes related to:
· Eligibility determinations
· Scope of work approved
· Quality of completed weatherization work
· Contractor performance
· Program compliance issues
Steps for Dispute Resolution

Step 1: Informal Resolution (Initial Concern Reporting)
Applicants or participants should first address their concerns with the local weatherization service     provider responsible for their project and follow the existing Grievance Process. The concern should be addressed within 15 business days of the disputed event. The service provider must respond within 10 business days with a proposed resolution.

Step 2: Formal Written Complaint
If the issue is not resolved informally or through the existing Grievance Process, the complainant may submit a formal written complaint to the Arizona Department of Housing (ADOH) Weatherization Assistance Program Office within 30 days of receiving the service provider’s response.

The complaint should include:
· Name, address, and contact information of the complainant
· Detailed description of the issue
· Steps taken to resolve the issue informally
· Any supporting documentation

Step 3: State Review and Investigation
· ADOH will acknowledge receipt of the complaint within 5 business days.
· ADOH will conduct an investigation, which may include:
· Reviewing documentation and service provider records
· Conducting site inspections
· Interviewing relevant parties
A written decision from ADOH will be issued within 30 business days of receiving the complaint.

Step 4: Appeal Process
If the complainant is dissatisfied with ADOH’s decision, they may file an appeal within 15 business days of receiving the decision. The appeal must be submitted to the Director of the Arizona Department of Housing for a final review. A final decision will be issued within 30 business days of receiving the appeal.

Step 5: External Review (if applicable) 
If the dispute remains unresolved after exhausting internal processes, the complainant may seek external resolution through:
· The U.S. Department of Energy (DOE) for federally funded WAP complaints.
· Legal or consumer protection agencies, as appropriate.

4. Additional Considerations
Non-Retaliation Policy: Participants will not face retaliation for filing a complaint.
Accessibility: Assistance will be provided to individuals with disabilities or language barriers.
Documentation: All complaints and resolutions will be documented for program accountability.
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