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PURPOSE
• Placer County Systems of Care (SOC) has adopted the Mental Health Services Act 

(MHSA) Issue Resolution policy to ensure that community members and stakeholders 

having issues, concerns, or grievances regarding activities of the MHSA provided 

within Placer County be responded to in a sensitive, timely, appropriate, and 

culturally competent manner. 

• The State Mental Health Services Division requires that the local issue resolution 

process be exhausted before accessing State venues such as the Mental Health 

Services Oversight and Accountability Commission (MHSOAC), Department Health 

Care Services (DHCS) or California Mental Health Planning Council (CMHPC) to seek 

issue resolution or to file a complaint or grievance. 



POLICY

Placer Counties Mental Health Plan (MHP) is committed to:

Addressing issues regarding 
MHSA in an expedient and 

appropriate manner

Providing several avenues to 
file an issue, complaint, or 

grievance

Ensuring assistance is 
available, if needed, for the 

client/family 
member/provider/community 

member to file their issue

Honoring the issue filer’s 
desire for anonymity



POLICY

Types of MHSA issues to be resolved in this process:

Appropriateness 
of the use of 
MHSA funds

Inconsistency 
between 

approved MHSA 
Plan and 

implementation

Placer County 
MHSA 

Community 
Program 

Planning Process

Allegations of 
fraud, waste, 
and abuse of 

funds are 
excluded from 
this process. 

Allegations of 
this type will be 
referred directly 

to the County 
Compliance 

Office for 
investigation.

Any complaints 
or grievances 

about an 
individual's 

mental health 
services should 
be submitted in 

accordance 
with Policy #RE 
100 “Appeals 

and Grievance.”



PROCEDURE
Filing a complaint

• An individual may file a complaint, orally or in writing, with the MHSA Coordinator, 

Patients’ Rights Advocate, Quality Assurance Manager, Director of Adult or Children’s 

System of Care, or through the Community Planning Process Public Comment period. 

• The complaint should specify the language of the law or policy that has been 

breached. The timeline requirement will begin at the time the complaint is received. 

• All complaints received should be forwarded to info@placerccw.org.



PROCEDURE
Filing a complaint

• Upon receipt of an oral or written complaint/issue, it will be logged within one (1) 

working day in the MHSA Issue Resolution Log. The log will indicate:

• The name and address of the consumer/ family member/ stakeholder making 

the complaint,

• The date of the receipt of the complaint,

• The nature and origin of the complaint,

• Final disposition of the complaint, including the date the decision/response is 

sent to the individual, or documentation of the reason(s) that there has not been 

final disposition of the complaint/issue.



PROCEDURE
MHSA Issue Resolution Process

Upon notification of a complaint, MHSA Coordinator or designee 
shall provide the filer written acknowledgement of receipt of the 
complaint within ten (10) business days.

MHSA Coordinator or designee shall begin an investigation of 
the issue addressed in the complaint.



PROCEDURE
MHSA Issue Resolution Process

Upon completion of the investigation, MHSA Coordinator shall notify the 
Director of Adult or Children’s System of Care with details of the 
investigation and the resulting action/decision. 

MHSA Coordinator shall issue a written decision on the outcome to the filer 
within sixty (60) calendar days of receipt of the complaint. A copy will be 
sent to the manager of the program which there was a complaint about (if 
applicable).



PROCEDURE
MHSA Issue Resolution Process

The timeframe may be extended up to fourteen (14) calendar days if the 
filer requests an extension, or if MHSA Coordinator determines that there is 
a need for additional information and that the delay is in the filer’s interest.

When an extension occurs, MHSA Coordinator will send a written notice to 
the filer as well as the Director of Adult or Children’s System of Care.



PROCEDURE
MHSA Issue Resolution Process

MHSA Coordinator will share MHSA Issue Resolution Log annually 
with Quality Improvement Committee.

If the individual making the complaint/issue is dissatisfied with 
the decision/resolution, the individual may take it to the State 
level.



PROCEDURE
State Appeal

If an individual is not satisfied with the outcome of their 
MHSA complaint/issue at the county level, they may submit it 
to the Mental Health Services Oversight and Accountability 
Commission (MHSOAC), California Mental Health Planning 
Council (CMHPC), or any agency and/or entity the issue filer 
feels may assist in resolving the MHSA related issue.
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Culturally and Linguistically Competent Policies
Placer County Systems of Care is committed to the tenets of cultural competency and understands that culturally and linguistically appropriate services are respectful 
of and responsive to the health beliefs, practices and needs of diverse individuals. All policies and procedures are intended to reflect the integration of diversity and 

cultural literacy throughout the System. To the fullest extent possible, information, services and treatments will be provided (in verbal and/or written form) in the 
individual’s preferred language or mode of communication (i.e. assistive devices for blind/deaf).
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PURPOSE 
 
Placer County Systems of Care (SOC) has adopted the Mental Health Services Act 
(MHSA) Issue Resolution policy to ensure that community members and stakeholders 
having issues, concerns or grievances regarding activities of the MHSA provided 
within Placer County be responded to in a sensitive, timely, appropriate, and culturally 
competent manner. The State Mental Health Services Division requires that the local 
issue resolution process be exhausted before accessing State venues such as the 
Mental Health Services Oversight and Accountability Commission (MHSOAC), 
Department Health Care Services (DHCS) or California Mental Health Planning 
Council (CMHPC) to seek issue resolution or to file a complaint or grievance.   
 
 
POLICY 
 
I. Placer Counties Mental Health Plan (MHP) is committed to: 

• Addressing issues regarding MHSA in an expedient and appropriate manner 

• Providing several avenues to file an issue, complaint or grievance 
• Ensuring assistance is available, if needed, for the 

client/family member/provider/community member to file 
their issue 

• Honoring the Issue filer’s desire for anonymity 
 

II. Types of MHSA Issues to be Resolved in this Process: 
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• Appropriateness of the use of MHSA funds 

• Inconsistency between approved MHSA Plan and implementation 

• Placer County MHSA Community Program Planning Process 

• Allegations of fraud, waste, and abuse of funds are excluded from this 
process. Allegations of this type will be referred directly to the County 
Compliance Office for investigation. 

• Any complaints or grievances about an individual's mental health services 
should be submitted in accordance with Policy #RE 100 “Appeals and 
Grievance.” 

 
 
PROCEDURE 
I. Filing a Complaint  

A. An individual may file a complaint, orally or in writing, with MHSA Coordinator, 
the Patients’ Rights Advocate, Quality Assurance Manager, the Director of 
Adult or Children’s System of Care, or through the Community Planning 
Process Public Comment period. The complaint should specify the language 
of the law or policy that has been breached. The timeline requirement will 
begin at the time the complaint is received. All complaints received should be 
forwarded to info@placerccw.org. 

B. Upon receipt of an oral or written complaint/issue, it will be logged within one 
(1) working day in the MHSA Issue Resolution Log. The log will indicate: 
a. The name and address of the consumer/ family member/ stakeholder 

making the complaint 
b. The date of the receipt of the complaint 
c. The nature and origin of the complaint 
d. Final disposition of the complaint, including the date the decision/response 

is sent to the individual, or documentation of the reason(s) that there has 
not been final disposition of the complaint/issue 

II. MHSA Issue Resolution Process 
A. Upon notification of a complaint, MHSA Coordinator or designee shall 

provide the filer written acknowledgement of receipt of the complaint within 
ten (10) business days. 

B. MHSA Coordinator or designee shall begin an investigation of the issue 
addressed in the complaint. 

C. Upon completion of the investigation, MHSA Coordinator shall notify Director 
of Adult or Children’s System of Care with details of the investigation and the 
resulting action/decision.  

mailto:info@placerccw.org
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D. MHSA Coordinator shall issue a written decision on the outcome to the filer 
within sixty (60) calendar days of receipt of the complaint. A copy will be sent 
to the manager of the program about which there was a complaint (if 
applicable). 

E. The timeframe may be extended up to fourteen (14) calendar days if the filer 
requests an extension, or if MHSA Coordinator determines that there is a 
need for additional information and that the delay is in the filer’s interest.  

F. When an extension occurs, MHSA Coordinator will send a written notice to 
the filer as well as Director of Adult or Children’s System of Care. 

G. MHSA Coordinator will share MHSA Issue Resolution Log annually with 
Quality Improvement Committee. 

H. If the individual making the complaint/ issue is dissatisfied with the 
decision/resolution, the individual may take it to the State level. 

III. State Appeal 
A. If an individual is not satisfied with the outcome of their MHSA 

complaint/issue at the county level, they may submit it to the Mental Health 
Services Oversight and Accountability Commission (MHSOAC), California 
Mental Health Planning Council (CMHPC), or any agency and/or entity the 
issue filer feels may assist in resolving the MHSA related issue. 

 
Culturally and Linguistically Competent Policies  
Placer County Systems of Care is committed to the tenets of cultural competency and 
understands that culturally and linguistically appropriate services are respectful of and 
responsive to the health beliefs, practices and needs of diverse individuals. All policies 
and procedures are intended to reflect the integration of diversity and cultural literacy 
throughout the System. To the fullest extent possible, information, services and 
treatments will be provided (in verbal and/or written form) in the individual’s preferred 
language or mode of communication (i.e. assistive devices for blind/deaf). 
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Appendix A 
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