
July 12, 2013 

 
Appeals: 

Please make sure to read the FAQs and answer the questions accordingly: 

How long does an appeal take to be reviewed?  
You will receive notification within 50 days of your appeal submission of the status of your appeal. 

What is the process for an appeal?  
Appeals will be reviewed against Program policies and requirements and applicable local, state and federal 
law. 

How will I be notified of the appeal decision?  
You will be notified by certified letter of the decision. 

*** Suggested documents list has been saved here: \\nap-dfs\e\Users\Restricted\desktop\Agents\Quadel 
New Jersey\Intel Training - SSHIP\Program Award\Appeals *** 
 

Wait List: 

Please use this answer for all wait list questions. 

My letter says I am on a waiting list, why?  
All available funds from the U.S. Department of Housing and Urban Development for this program were 
awarded and the Department of Community Affairs has created a wait list should New Jersey receive 
additional funds for this grant program. Residents who submitted an application by June 30, 2013 were 
considered in the initial application period, and were automatically added to the wait list, in the order in 
which their application was received after funding was determined no longer available. 

When do you expect to start notifying people off the waiting list?  
Applicants on the waiting list will be contacted only if additional funds become available from the 
federal government. 

 

Appointments: 

We should not be scheduling appointments after 4pm for any of the centers. 

 

 



Handling Callers who use profanity: 

First verbally warn the caller and state if the use of language continues the call will be disconnected. If it 
continues then the agent can say "Due to quality assurance this call will be hung up due to use 
profanity". 
Example: 
Mr/Ms X, I know you are upset but please refrain from using profanity or I will not be able to assist you. 
If this type of language continues the call will have to be disconnected. 
 

 

Appointment Plus --- Resettlement Appointments: 

Appointment Plus has all appointments entered & all are correct.  Please do not  use the PDF anymore.   

Resettlement appointments can now be scheduled in any open resettlement date – but they cannot be 
for the week in which the person is calling, due to the time needed to prepare documents for closing.   

Example: 

I call on July 15th and my appointment is for July 26th I cannot schedule my appointment for July 19th. It 
can only be scheduled after my original appointment date like July 30th. 

 

Ineligible Applicants - Appeals: 

No CRM tickets should be entered because an applicant wants to know why they were ineligible please 
review the appeal process with the applicant. 

 

Appeals Disposition: 

All calls related to appeals should be dispositioned as appeal question moving forward. 

 

RREM appointments: 

Moving forward all RREM Appointments should be schedule AFTER the week of July 22nd and later. 

Please do not schedule any appointments before this date for RREM at any of the centers. 

 

 



Quality: 

Eligibility and status in eGrants 

Someone stated that the call center told applicants that letters went out while eligibility was still being 
determined: PLEASE make sure that everyone knows this is not true.  Eligibility was determined but 
status may not be updated in egrants. A very few applicants were in the status of eligibility non funded 
and a letter was mailed then their status changed to receive an award.   
 

We should not be reading or referring to the status in eGrants at all. The final status is the one listed on 
the applicants letter. 


