
MEDICAL BOARD STAFF REPORT 

DATE REPORT ISSUED: August 16, 2022 
ATTENTION: Members, Medical Board of California 
SUBJECT: Proposed Complainant Liaison Unit 
STAFF CONTACT:  Jenna Jones, Chief of Enforcement 

Requested Action: 

Staff request the members of the Medical Board of California (Board) to provide 
direction to Board staff regarding the ongoing development of a proposed Complainant 
Liaison Unit (Liaison Unit) and, if appropriate, direct staff to place an updated proposal 
for Board consideration at an upcoming Board meeting. 

Background: 

At the February 2022 Board meeting, staff were directed to develop a proposal to create 
the Liaison Unit with the goal of expanding existing levels of complainant support and 
communication and foster stakeholder understanding of the Board’s role and its 
procedures. 

Discussion: 

If approved, the Complainant Liaison Unit (Liaison Unit) would supplement the Medical 
Board of California’s (Board) existing enforcement personnel. As discussed further 
below, the Liaison Unit would have the following areas of responsibility: 

• Consumer Communication Prior to Filing a Complaint

• Complainant Communication Support After Case Referred to Field

• Support Consumer Outreach Regarding the Board’s Role and Procedures

• Evaluate Complaint Closure Review Requests

Consumer Communication Prior to Filing a Complaint 

The Liaison Unit would respond to all communications about the complaint and 
enforcement process from the public prior to the filing of a complaint. This would 
include, but not be limited to, responding to emails and phone calls from those with 
questions about how to file a complaint and what information and documents should be 
included. 

After it is filed, the complaint, including all communication with the complainant, would 
continue to be handled by the staff of the Central Complaint Unit (CCU).  

Agenda Item 12

BRD 12 - 1



Complainant Communication Support After Case Referred to Field 

After a case is referred to HQIU for further investigation, complainants will be advised to 
contact the Liaison Unit in case of questions. The Liaison Unit would coordinate 
necessary communication between the investigator and complainant. 

Once a case proceeds to the Attorney General’s Office (AGO), the Liaison Unit would 
provide the complainant with additional details regarding the process, expected 
timeframes, and answer other general questions. The Deputy Attorney General 
assigned to the case may also be in contact with the complainant if needed at a hearing 
as a witness. The Liaison Unit would not interfere with a complainant’s interaction with 
the AGO, but would assist and facilitate communications, as needed.  

If the Board’s disciplinary decision is appealed by the licensee, the Liaison Unit would 
be a resource to assist the complainant through the various appeal steps and the timing 
involved. When a licensee asserts their due process rights and appeals a case through 
a writ to a superior court, and possibly to higher courts, the Liaison Unit could update 
the complainant on how long the licensee has to file an appeal and what the general 
timeframes are for those steps to take place.    

Support Consumer Outreach Regarding the Board’s Role and Procedures 

The Liaison Unit would partner with the Public Information Unit to update website 
content (e.g. narrative webpage content, podcasts, videos) that improves public 
understanding of the Board’s enforcement process, including related laws and policies. 
Liaison Unit staff would participate in appropriate online and in-person outreach events 
to educate attendees on the Board’s role and procedures. The staff may also be able to 
engage with outside organizations to increase public awareness of the Board and its 
functions.  

Evaluate Complaint Closure Review Requests 

If CCU closes a complaint, the closure letter would include a request for review form 
(and appropriate instructions) the complainant could fill out and return to MBC, if they 
believe the case was closed in error or if they have additional information to support 
their allegations.  

If a request for review is received, it would be routed to the Liaison Unit to review. The 
Liaison Unit would log the requests, review, and handle necessary correspondence with 
the complainant but would not be able to disclose confidential information. 

Further, the Board’s upcoming online complaint tracking system is expected to provide 
a substantial amount of additional information to consumers about the status of their 
complaint. 
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Liaison Unit Staffing Needs 

Staff project that the Liaison Unit would require adding four new Board employees, 
including a lead or manager and three analysts. Due to the possibility of significant 
workload, this number may need to be revised as the program is initiated and up and 
running. To meet the needs of the Liaison Unit, the Board would require staff who 
understand and can explain the Board’s enforcement process to consumers. Therefore, 
these staff members will require an acumen for customer service and possess excellent 
communication skills.   

Managing the proposed complaint closure review request process will be a significant 
part of their workload. They will need to be able to review CCU cases and make the 
determination on whether the case should undergo further review and investigation or 
not and then communicate their decision to the complainant.  

The Board does not have the personnel allocation or the funding available to establish 
such a unit at this time. Staff suggest including a Board-approved proposal for the 
Liaison Unit within the Board’s 2022 sunset report. If approved, the Board would need to 
seek a Budget Change Proposal to include at least four (4) additional staff and a budget 
of $450,956 per year.  

Agenda Item 12

BRD 12 - 3




Accessibility Report



		Filename: 

		brd-AgendaItem12-20220825.pdf






		Report created by: 

		


		Organization: 

		





[Enter personal and organization information through the Preferences > Identity dialog.]


Summary


The checker found no problems in this document.



		Needs manual check: 0


		Passed manually: 2


		Failed manually: 0


		Skipped: 0


		Passed: 30


		Failed: 0





Detailed Report



		Document




		Rule Name		Status		Description


		Accessibility permission flag		Passed		Accessibility permission flag must be set


		Image-only PDF		Passed		Document is not image-only PDF


		Tagged PDF		Passed		Document is tagged PDF


		Logical Reading Order		Passed manually		Document structure provides a logical reading order


		Primary language		Passed		Text language is specified


		Title		Passed		Document title is showing in title bar


		Bookmarks		Passed		Bookmarks are present in large documents


		Color contrast		Passed manually		Document has appropriate color contrast


		Page Content




		Rule Name		Status		Description


		Tagged content		Passed		All page content is tagged


		Tagged annotations		Passed		All annotations are tagged


		Tab order		Passed		Tab order is consistent with structure order


		Character encoding		Passed		Reliable character encoding is provided


		Tagged multimedia		Passed		All multimedia objects are tagged


		Screen flicker		Passed		Page will not cause screen flicker


		Scripts		Passed		No inaccessible scripts


		Timed responses		Passed		Page does not require timed responses


		Navigation links		Passed		Navigation links are not repetitive


		Forms




		Rule Name		Status		Description


		Tagged form fields		Passed		All form fields are tagged


		Field descriptions		Passed		All form fields have description


		Alternate Text




		Rule Name		Status		Description


		Figures alternate text		Passed		Figures require alternate text


		Nested alternate text		Passed		Alternate text that will never be read


		Associated with content		Passed		Alternate text must be associated with some content


		Hides annotation		Passed		Alternate text should not hide annotation


		Other elements alternate text		Passed		Other elements that require alternate text


		Tables




		Rule Name		Status		Description


		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot


		TH and TD		Passed		TH and TD must be children of TR


		Headers		Passed		Tables should have headers


		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column


		Summary		Passed		Tables must have a summary


		Lists




		Rule Name		Status		Description


		List items		Passed		LI must be a child of L


		Lbl and LBody		Passed		Lbl and LBody must be children of LI


		Headings




		Rule Name		Status		Description


		Appropriate nesting		Passed		Appropriate nesting







Back to Top


