
 
This stage-the process will depend on an effective complaints system to minimise the flow of 
matters through to O&S. 
 

Areas which support CCA when complaints process is clear and is adhered to by resolving individual issues, 
concerns or complaints 

Queries through 
Access Harrow (web, 

email, write, phone, 
text, fax, drop-in); 

complaints channelled 
through complaints 

form 

Other routes: Councillors’ surgeries, CAB, 
children’s centres, primary care/GPs, Connexions, 

schools, youth centres, libraries, sports centres, 
police stations, healthy living centres, community 

premises, Harrow People (copy of complaints 
forms), Question Time, committees (public 

questions, petitions, deputations) 
 

Community safety routes of reporting: 
Race hate crime, ASB, domestic violence, third 

party reporting sites, safer neighbourhood 
teams, ward panels,probation/community 

payback, neighbourhood watch, safer transport 
teams, Harrow Business Against Crime 

When issues not dealt with through the complaints process or other routes 

CRM data analysed and reported to Performance and Finance scrutiny sub committee (annually plus exception reporting (TBC)) 

Referral to 
complaints 

process/other 
mechanism 

Public concern raised with 
councillor 

Councillor seeks informal 
resolution 

Councillor completes CCfA 
checklist (to be produced) 

unresolved 

Consideration by relevant 
scrutiny lead members 

supported by scrutiny team  
 

unresolved 

Resolution & 
feedback 

Appendix 2 Councillor call for action – process map 

Resolution & 
feedback 

START 

To include:  
- Have you tried… 
- Can you use 
PATs? 
- Would a small 
project fix it? 
- raising concern 
with the relevant 
portfolio holder 
 

Reject and advise councillor (or 
community group)  

 Refer to O&S committee (request 
report setting out detail of issues 
from ward member’s checklist), 
options for further consideration, 
attendance by relevant officers) 

 

Resolution & 
feedback 

Further work commissioned e.g. challenge panel, 
light touch review, in-depth review (monitored by 

O&S) 
Resolution & 

feedback 

 Request ward councillor (or 
community group) to continue to 
monitor issue and report back to 
leads 
 

unresolved 

Community issues 
introduced by: 
- LINks 
- MAF 
- HPCCG,JATCG 
- SN panels 
- and others… 

accept as CCfA 


