Complaint

To file a complaint against a licensed contractor, an individual must complete and submit the Licensed
Contractor Complaint Form.

Received

Vetting of
Complaint to
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If necessary information is missing from the Complaint, the Complainant will be notified but the investigation
will not move forward until the Agency receives a complete complaint with all the information necessary for

Ensure it is
Complete

Complaint
Assigned to an
ROC Investigator

investigation.
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All ROC Licensed Investigators are generalists, required to be certified by the International Code Council, and
possess contracting experience. Complaints are, therefore, assigned to Investigators based on the geographic
location of where the work in question was performed, and not the type of work.

and Scheduling of

a Jobsite
Inspection

Jobsite

If necessary, the ROC Investigator will schedule a jobsite inspection with the Complainant and Respondent.
During this inspection, the Investigator will determine whether items listed on the complaint meet Minimum

Inspection J
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Industry Standards.

If as a Result of
the Jobsite
Inspection, the
Investigator Finds
All Work
Performed by the
Contractor Meets
Minimum
Industry
Standards, the
Investigator will
Dismiss the
Complaint.

Case Closed

If the
Complainant
Indicates, in
writing, the

Written Directive
is Met and Issues
were Resolved,
the Case Will Be
Closed.

Case Closed

If as a result of
the Jobsite
Inspection, the
Investigator Finds
Work Performed
by the Contractor

Though an Investigator may find all work performed by the
contractor meets Minimum Industry Standards, Statutory or Rule
violations not related to Minimum Industry Standards, such as ARS
32-1158 Minimum Elements of a Contract or ARS 32-1154(A)(8) -
Price Exceeds Contract, (9) - Aiding and Abetting, (11) - Failure to
Comply with Safety or Labor Laws, (15) - False, Misleading, or
Deceptive Advertising, or (16) - Contracting Beyond the Scope —
among others — may result in a Warning or be Pencil Cited and sent
directly to ROC’s Legal Department for Formal Citation, if found.

Does Not Meet
Minimum
Industry
Standards, the
Investigator may
Issue a Written
Directive.

The
Corrective
Work Period

Issuance of a

Written Directive Must be A Written Directive
at least reflects verified
llegations from the
15-Days. 5
A y Complaint and Jobsite

Inspection and directs the
Contractor remedy the
issues by appropriate

If the means.

Complainant

Does Not
Indicate, in
writing, the

Weritten Directive

is Met and Issues

Are Resolved, a
Compliance
Inspection will be

A Compliance Inspection
Scheduled.

allows the Investigator to
verify if issues on the
Written Directive are
remedied and if the

. corrective work meets

Compliance | _ Minimum Industry

Inspey‘ Standards.

If as a result of
the Compliance
Inspection, the
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If as a result of

the Compliance
Inspection, the
Investigator Finds
the Written
Directive is Met
and Issues are

Resolved, the
Case will be
Closed.

Case Closed

Investigator Finds
the Written
Directive is Not
Met and Issues
are Not Resolved,
the Investigator
may Draft a
Pencil Cite and
Forward to ROC’s

Legal Department
for Processing.

Case Sent to ROC
Legal Department




A Written
Written Answer Answer Must
Due from be Filed
Respondent within 10-
(Contractor) Days of

If a Written Service A Request from
Answer is Not the Respondent
Timely Received for an Informal
at the ROC, a Settlement
Default Decision Conference May
and Order is | be Made at the
Issued Imposing Time of Filing a
Discipline on the Written Answer or
Contractor’s at any time 20-
License, and Days Prior to the
Possibly a Civil Administrative
Penalty. Law Hearing.

Case Closed

Registrar Mails
If the Final Decision is Against a &

X . Final
Residential Contractor and the Administrative Please Note: The Registrar of
Complainant is a Residential . Contractors Residential
. e Decision to All -
Property Owner, who is Eligible for Parties Recovery Fund process is not

the Registrar’s Residential Recovery automatic. A claim, which is

Fund, they may File a Claim. separate from the complaint,
‘ must be filed.
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Please Note: The Registrar of
Contractors Residential Recovery
Fund process is not automatic. A
claim, which is separate from the

complaint, must be filed.

If the Final Decision is Against a
Residential Contractor and the
Complainant is a Residential Property
Owner, who is Eligible for the
Registrar’s Residential Recovery Fund,
they may File a Claim.
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[ Payout Disputed
by Either Party
within 15-Days

A Copy of the
Claim File is Sent
to OAH with a
Hearing Request
Form

ROC Issues a
Notice of Hearing
to All Parties

Hearing Held at
the Office of
Administrative
Hearings

OAH Sends the
Registrar the
Administrative
Law Judge’s
Recommended
Decision

[ Registrar Reviews
the AL)'s
Recommended
Decision and
Accepts, Modifies
or Rejects the
Decision, in
Accordance with
ARS 41-1092.08.

Registrar Mails
Final Recovery
Fund Decision to
‘ All Parties

If applicable,
Fund Payout
Issued for
Amount of
Damages
According to
Notice of Payout
up to $30,000 per
Person, up to
$200,000 per
License

Check Cut, If
Applicable

Notice of Payout
Issued and Sent

Completed Claim
is Filed

Recovery Fund
Staff Review Claim
to Determine
Eligibility and
Actual Damages

Notice of Denial
Issued and Sent
to All Parties

to All Parties
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