State Controller’s Office
PPSD/Operations Bureau
Escalation Email Guidelines and Contact List

To better serve state Human Resources (HR) Offices, the Personnel/Payroll Services Division, Operations
Bureau has established a central email address to escalate personnel and/or payroll issues. Supervisors
and managers in HR Offices can now direct their communication to PPSDOps@sco.ca.gov.

Please ensure you have attempted to contact the Operations Bureau at (916) 372-7200, or at one of
the numbers listed below, prior to escalating an issue. Examples of issues to escalate may include: not
receiving a return call after 5 business days; issues related to punitive actions; employee grievances; and
personnel/payroll/benefit requests for Judges, Legislators and other Statutory employees.

When escalating an issue via email, please include the name of the area within the Operations Bureau
(i.e., benefits, disability, retirement, etc.) and provide the following information:

e Your name, title, department, and contact information.

e The name of the employee and the last 4 digits of the social security number.

e Aclear detailed description of the issue.

e Your specific question.

e Anoutline of the research already conducted.

e The name of the area within the Operations Bureau you have already contacted at SCO, regarding
your question/issue, and the date(s) you contacted them.

e Any additional background necessary to research your question (i.e., the form number and when it
was submitted).

You will receive a response from us within 48 hours. Note: We will not respond to inquiries regarding
the status/receipt of documents, since the duplicity in these types of requests creates delays in
processing.

Thank you for your cooperation.

Please see the updated Customer Contact Center Call Tree Diagram.

Other Important PPSD Contacts

Unit Point of Contact

ACA Application Support Group (916) 322-3770
Duplicate W-2 (916) 445-2847

Position Control (916) 323-4928
Reciprocity Line (916) 319-9067
Retirement (916) 324-1471
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