Network Statewide Collaborative Operations Subcommittee (NSCOSC) 
Issues Resolution Process
(Note: This process should only be used if respective Contract Manager/Program Manager or their supervisor cannot resolve the issue.)
	Step
	Action
	Response Time

	1
	Local program raises general issue with PM/ CM. 
	Response time: 5-7 business days

	2
	Issue resolved. Skip to step 12.
	

	3
	Issue not resolved. PM/CM or contractor submits issue to NSCOSC support staff (Sara.Metzger@cdph.ca.gov) via on-line Issues Review form for review.
	Response time: 5-7 business days (crisis items will be addressed ASAP)

	4
	NSCOSC support staff triages issue.

· Review applicable Network or USDA guidance, if any
· Determine which programs are affected
· Determine whether triggers guidelines matrix process
· Determine whether policy change will be needed for redress 
· Forward to state staff as appropriate
	Response time: 10 business days (crisis items will be addressed ASAP)



	5
	NSCOSC support staff reports status of current issues to full NSCOSC as appropriate.
	Response time: 5 business days (use email if meeting isn’t eminent)

	6
	Issue resolved. Skip to step 12.
	

	7
	Issue not resolved; issue referred to NSCOSC which then reviews issue, proposes resolution or refers to workgroup.  Proposed resolution forwarded to Network.
	Up to 2 months depending on urgency of issue.

	8
	Network reviews recommendation and provides response.
	Response time: 10 business days

	9a
	Issue resolved; outcome documented and/or implemented. Skip to step 12.
	Response time: 10 business days

	9b
	Issue not resolved. Issue referred to CDSS/USDA-WRO.
	Response time: variable

	10
	Assigned Network staff follow up with CDSS/USDA-WRO until response is rendered.
	At ~3 week intervals.

	11
	CDSS / WRO renders response. Assigned NSCOSC staff documents response and reports on outcome/recommended implementation to NSC Executive Committee. Final actions reported to Network funded projects. Item closed.  
	Response time: At next NSC or Executive Committee meetings.

	12
	NSCOSC staff reports on outcome on behalf of NSCOSC to NSC Executive Committee and Network funded projects through meetings or quarterly call. Item closed.
	Response time: At next NSC or Executive Committee meetings.

	Final
	Final step in all cases: post resolution to specific location on Network web site
	Within 10-12 business days of resolution.




Note: Response time means time in which responsible person acknowledges receipt of issue and informs submitter of next steps.





Legend:


NSCOSC = Network Statewide Collaborative Operations Subcommittee


CDSS = CA Department of Social Services


USDA-WRO = United States Department of Agriculture – Western Regional Office








