Standard Operating Procedure 
for Receipt of Complaints Alleging Damage from Roofing Operations

     When a complaint is received in the call center or by any other Corps office from a property owner (or their designee) alleging damage to their property arising from the actions of a roofing contractor or subcontractor, the following procedure should be followed:  

1.  The person receiving the call should fully document the caller’s Name, Address, and Telephone Number, and obtain the property owner’s Right-of-Entry (ROE) number (unless it is a blanket ROE location).  Write a synopsis of the complaint and alleged improper actions, including the date the incident occurred and the extent of alleged damage.  Note all names and numbers of the contractor or subcontractor who worked on the property if the owner knows this information.  Assure the owner that the Corps considers every complaint to be important and that a Corps representative will contact them very soon to follow up on the matter.
2.  Immediately Fax the contact sheet to the Resident Engineer (RE) responsible for the area in which the incident occurred.  Contact the RE by telephone to let them know that the fax has been sent. If the RE has reason to believe that the involvement of the Public Affairs Office (PAO) may be prudent, he should contact PAO immediately. 
3.  It is the RE’s responsibility to ensure that a Team Leader (TL) and/or a Quality Assurance (QA) representative follows up directly with the property owner as soon as possible.  It is preferable that such follow-up occur in person, with an opportunity for the TL and/or QA to inspect the property.    

4.  The TL/QA should immediately contact the property owner to confirm the complaint information and arrange for such a meeting. Prior to the meeting, the TL/QA should confirm from Corps records which Contractor and/or Subcontractor (Con/Sub) is responsible for the work. Except in cases where damage may have resulted from negligence of the United States, ultimate responsibility for resolution of claims for damages, if any resolution is warranted, will be on the Con/Sub and the Owner. The Con/Sub’s representative should be contacted and made aware of the complaint. The Con/Sub should be provided with the opportunity to attend the meeting with the property owner.  The Con/Sub should be urged to work with the property owner to find a suitable solution to address the property owners concerns. 

5.  At the meeting with the property owner, if the Con/Sub is present, the team leader/QA should attempt to help those parties reach a suitable solution.  Mutually agreed-upon solutions will always be the preferred outcome of any complaint.  If the Con/Sub is not present, or a solution is not reached at the time of the meeting the property owner should be provided with the information concerning the identity of the Con/Sub, the Con/Sub’s insurance carrier, and a point of contact with the Con/Sub.  The property owner should be advised that they have the options to proceed as follows:

a. They may directly contact the Con/Sub to negotiate a suitable solution.

b. They may contact the Con/Sub’s insurance carrier to file a claim for damages with the insurance carrier (or the property owner may have their own insurance carrier do the same).
c. They may file a claim for damages against the United States under the Federal Tort Claims Act (FTCA) if they believe that the damage is a result of negligence on the part of the United States.  Instruct the owner that if they desire to file such a claim, they may obtain an FTCA Claim Form (SF-95) by calling the LA RFO Office of Counsel (225-218-8946).   Inform the owner that filing a claim does not guarantee that it will result in payment of damages.   If the owner indicates an interest in pursuing an FTCA claim, the team leader/QA should notify the Office of Counsel to let them know that a call may be received.
6.   Corps team members should refrain from providing advice to the property owner as to which course of action to pursue, and should neither encourage nor discourage the owner from pursuing any particular remedy.  Team members should refrain from giving any opinions regarding the merits or likelihood of success of any claim filed by the owner.  At all times the Corps team members should conduct themselves with the utmost professionalism and courtesy.
7.  Corps team members with questions concerning this procedure should contact Office of Counsel at (225) 218-8946. 

