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Customer Appeals 

· Customer complains/appeals when we deny, reduce or discontinue financial aid 

1. We must send a written denial to any ineligible customer who applies for financial aid by completing our Financial Aid Application or who responds to our request for recertification of financial aid.  The letter must tell the customer why we denied her application and how to appeal the decision.   
2. A customer who disagrees with our decision to deny, reduce or discontinue financial aid may file an appeal/complaint.  The appeal/complaint must be in writing.  Our process is the same when the customer returns an appeals form, complaint form, or any other written disagreement with our decision to withhold financial aid. (We may suggest a customer file a written complaint if she is not satisfied with informal conversations attempting to satisfy her concerns about denial of financial aid)
3. We log all appeals/complaints noting the date of receipt – We have 60 days from this date to issue a final determination on whether or not we agree with the customer and allow the financial aid.  
4. Staff attempts informal resolution by talking to the customer if we have not done this prior to receiving the appeal/complaint 
· You have 10 days from the date you receive a customer’s written appeal/complaint to contact the customer and either resolve the complaint or set a date for a formal hearing.   

5. If we resolve the appeal/complaint without a formal hearing do the following:
· Assure the customer understands what you will do to resolve her complaint and tell her you will send a letter summarizing the complaint, and resolution, for her files. 

· Send the letter stating the resolution to the customer and a copy to H-GAC, Workforce Solutions Appeals, 3555 Timmons, Houston TX 77027
i. Letter titled - We agree with your request

· Put a copy of the letter in the customer file 

· Mark the complaint “resolved”  in the log 

· Enter counselor note/s in TWIST each time you talk to the customer.  Summarize the situation and describe the resolution or next step
6. If you have not spoken to the customer but you agree with the solutions she suggests on the appeals/complaint form.  

· Contact the customer - usually by telephone - to arrange implementation of an agreed solution 
· Follow the steps in number 5 above. 

7. Set a hearing if you do not agree with the customer’s suggested solution and informal conversations do not resolve the issue.  Send a letter setting the date for a formal hearing.  
· You must send this letter by day 10 after the receipt of the appeal/complaint if the issue is not resolved to the customer’s satisfaction 

ii. Letter  - setting appeal hearing 
· The customer has 5 days to reply to the letter if she does not accept your appeals hearing date.

8. Hold the hearing by telephone unless the customer has good reason to want the hearing in person. 

a. Within 60 days of the initial appeal/complaint, send a determination either upholding our decision to deny or reduce financial aid or overturning the decision and allowing financial aid as requested by the customer  

b. If the customer is not present for the hearing as arranged, send a letter upholding our decision to deny financial aid. 

c. The letter to uphold our decision to deny financial aid must always tell the customer how to appeal to TWC. 

iii. Letter – Upholding our decision and right to appeal to TWC

iv. Letter – Overturning our decision and allowing the customer to reestablish her financial aid 
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