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COUNCILLOR CALL FOR ACTION (CCfA) 
PROCESS MAP  

 
 

 

Ward Councillor becomes aware of a local problem or is approached 
by an individual resident or group of residents to help solve a local 
problem in their ward. 

Ward Councillor assesses problem and sign posts local resident/s to 
the correct service area or partner organisation as either: 

• a “request for service”; 

• as an individual complaint through the complaints process; 

• or through the petition process. 

Where the above processes do not apply, the Ward Councillor will 
decide to seek improvement for the problem by approaching: 

• Local service managers (both Borough Council or it’s partners) 

• Community Organisations 

• Senior Management (in the Borough Council or it’s partners) 

• Cabinet Member 
 

Ward Councillor is unable 
to resolve the matter locally 

Ward Councillor is able to 
resolve the matter locally 
 

Ward Councillor, after referring 
to the guidance, decides to 
refer the matter to Scrutiny 
Leadership Board (expected to 
be used as last resort) 

Ward Councillor decides 
that this is the end of 
the matter and there is 
no value in referring to 
the Scrutiny Leadership 
Board as CCfA 

Ward Councillor sets out in the CCfA proforma what the problem is, what 
action has already been taken by them, or others (this could be residents or 
other Ward Councillors), why they wish to refer the matter to the Scrutiny 
Leadership Board and what action they wish to see be taken. 
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Member submits CCfA to the Customer Quality Team (CQT) on CCfA 
proforma 

CQT record CCfA on feedback system and 
acknowledge receipt 

CQT record CCfA with any supporting 
information e.g. FOI/Complaint/Request for 
service. The CCfA is sent to Scrutiny Manager, 
Director to which the issue relates and CEO of 
any relevant partner organisation. 

2 working 
days 

3 working 
days 

The Chairman of the Scrutiny Leadership Board (or in 
their absence the Vice Chairman) with advice from the 
Scrutiny Manager will decide on validity of CCfA and 
inform the Ward Councillor calling the CCfA, Scrutiny 
Leadership Board and Director/other orgs to which matter 
relates. 

3 working 
days CCfA Yes No 

Scrutiny Manager forwards a 
copy of letter informing 
member of decision, copy to 
CQT to update system and 
confirm date of the next 
Scrutiny Leadership Board 

Scrutiny Manager 
forwards a copy of 
letter informing 
member of decision, 
copy to CQT who 
close record 

Scrutiny Manager requests any additional 
information required from Director or other 
organisation concerned, providing them with 10 
working days to respond. Copy to CQT 

20 working days (as 
we need to have this 
info to send out with 

agenda for meeting at 
least 5 working days 

before meeting) 
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The CCfA is heard at the Scrutiny Leadership 
Board. The following actions can be taken by the 
Scrutiny Leadership Board: 
 

• It rejects the CCfA; 

• Make recommendations to the Cabinet or 
Council; 

• Make recommendations to the CEO of a 
partner agency; 

• Agree to undertake a scrutiny special 
interest meeting/spotlight review or in-depth 
scrutiny review on the issue; 

• Agree to hold a further meeting to discuss, 
where further evidence is required;  

• Or, where appropriate, a combination of the 
actions stated above. 

 
decision/recommendations are communicated to 
Director, Ward Councillor, Cabinet Member and 
CQT by Scrutiny Manager  

CQT record and monitor decision/recommendation to ensure they are 
implemented (where appropriate). Updates will be provided to the Scrutiny 
Leadership Board as agreed. 
 

CQT close record once all recommendations have either been implemented or 
rejected. 
 

2 working 
days  

(from date of 
SLB) 


