
Not satisfied 
with our Service? 

 
Then tell us! 

  

For further copies of this leaflet or an alternative format such as Large 
Print or Audio Tape please contact 01228 817000 or visit  
our website at www.carlisle.gov.uk 
 

 
  
...aims to serve its customers as effectively and courteously as possible  
 
However, even the best service sometimes goes wrong - and if it does  
we want to know about it.  
 
We welcome your complaint because it gives us the chance to put things right and 
improve our services. This leaflet is to help you tell us when something is wrong and 
to explain what we will do to sort it out.  
 

 
 

 

 
 

Firstly we will try to resolve your complaint informally.  
 
You can visit the Civic Centre in person where all services have reception facilities, or 
you may telephone us on 01228 817000 and ask for the service you want. The 
Carlisle Pocket Guide lists City Council services and their contact numbers.  
 
If you prefer you can write to the City Council at the address on this leaflet or you 
can e-mail the City Council at complaints@carlisle.gov.uk  
 
If for any reason your complaint is not resolved informally then please read 
on... 

 

http://www.carlisle.gov.uk/


KEEP THIS PAGE 
 

 
 

Use the form attached to this leaflet to explain your complaint and what you would 
like to happen. Then just give your name and address and post it to our freepost 
address (no stamp needed).  
 
Our reception staff or a friend can fill the form in for you should you prefer this. 
Further copies of this leaflet are available at Community Centres and other City 
Council buildings.  
 
The form can also be downloaded from our website at www.carlisle.gov.uk or you 
can e-mail your complaint to complaints@carlisle.gov.uk 
 
 

 
 

All complaint forms are received and recorded by the Councilôs Corporate Complaints 
section. You will be sent an acknowledgement within five working days.  
 
Your complaint will be investigated by a manager of the service concerned and a 
response will be issued to you within 15 working days. 
 
 

 
 
If you are unhappy with the response to your complaint please contact the Corporate 
Complaints section which will call a Board of Arbitration of three City Councillors. 
They will examine your complaint and discuss relevant points with you as necessary. 
You will be sent their decision within 20 working days of the Board of Arbitration.  
 
If you are still dissatisfied you may wish to complain to the Local Government 
Ombudsman (LGO). LGO leaflets explaining how to do this are available from the 
Civic Centre, by telephoning 0845 602 1983 or by visiting the LGO website at 
www.lgo.org.uk 
 
 

 
 
The City Council aims to use all complaints information to positively improve the 
services it delivers. We will monitor problems to ensure that changes occur where 
necessary.  
 
The number of complaints received and our findings are reported annually.  

 
CARLISLE CITY COUNCIL, 01228 817000  

E-mail: complaints@carlisle.gov.uk 

mailto:complaints@carlisle.gov.uk
http://www.lgo.org.uk/
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Please describe your complaint: 
 

 
 



 
 
Please complete this section in capital letters  

Title: Mr/Mrs/Ms/Miss  

 

Name:  

 

Address:  

 

Post Code:  

 

Signed:     Date:  

Tel. No:  

E-mail address: 

 

 
 

 
 

 
Freepost RLUB-YGCX-YEYB  
Carlisle City Council  
Corporate Complaints  
CARLISLE CA3 8QG 
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