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West Lancashire Borough Council

Comments, Compliments and Complaints

The Council is always looking to improve services and you can help us do this
by contacting the relevant Service Manager with any comments, compliments
or complaints.

Comments?
Comments on how services might be improved to better meet the needs of
customers are always welcome.  If you want to offer any comments on a
Council service please contact the relevant Service Manager.

Compliments?
Everyone likes to receive compliments and Council officers are no exception.
More importantly, compliments can help us to identify what our customers
value and can highlight good practice.  If you believe you have received good
service from the Council our Service Managers will be pleased to hear from
you.

Complaints?
We always try to get things right but there may be occasions when customers
have cause for complaint.  Such complaints can serve to highlight areas
where services could be improved.

The Council defines a complaint as an expression of dissatisfaction about the
standard of service, actions or lack of action taken by the Council, or a person
or body acting on behalf of the Council, affecting an individual or group of
customers.

The Council has procedures in place to ensure that complaints are thoroughly
investigated and, where possible, resolved.

The Complaints Procedure

Stage 1 - Speak or write to the Service Manager
If you have a complaint you should first speak to or write to the relevant
Service Manager and explain your problem so that we can try to put this right
for you.

Please note that the following will not usually be treated as complaints:
 Requests for a service e.g. reporting a housing repair
 Requests for information or an explanation of Council policy or practice
 Matters for which there is a right of appeal or a more appropriate or
prescribed legal remedy
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 Complaints about the conduct of Councillors, which should be reported to
the Monitoring Officer - Managing Director (People and Places)
 Complaints about decisions, in respect of licences, permits, approvals,
consents, permissions or registrations or any related enforcement actions.

Stage 2 – Submit a formal complaint
If, after speaking or writing to the Service Manager, your complaint remains
unresolved, you can either:
 Submit an online complaints form
 Send a letter, email or a downloaded paper complaints form (complaints
forms are also available from Customer Services and Service Managers) to
the relevant Complaints Co-ordinator setting out your complaint
 Contact Customer Services on 01695 577177 who will complete a
complaints form with you over the phone

Your complaint will be investigated by the Head of Service who will aim to
respond within 10 working days.

Stage 3 – Ask the Managing Directors for a review
If you believe your complaint remains unresolved, then the final stage of the
complaints procedure is a review by one of the Managing Directors.  Please
explain fully why you believe your complaint remains unresolved.  The
relevant Managing Director will aim to respond within 10 working days.

Following the review by a Managing Director, if you still believe your
complaint remains unresolved, you can refer the matter to the relevant
Ombudsman.  The Managing Director that reviewed your complaint will
write to you advising how you can do this.

For more information please contact Customer Services via email
customer.services@westlancs.gov.uk or by calling 01695 577177


