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How can I make a comment or complaint to the British Council? 
 
 
We value your opinion 
 
We hope to make your experience of dealing with the British Council an excellent 
one and we welcome your comments, suggestions and details of satisfaction (or 
dissatisfaction) about the service you have experienced when contacting us or using 
any of our products or services. We would also like to hear if a particular member of 
staff has provided you with exceptional service. 
 
 
What we will do 
 
All customers are dealt with seriously and impartially and are responded to promptly 
– regardless of the subject matter, medium or the country in which the complaint has 
been made.  
We aim to acknowledge your comment or complaint within three days and will seek 
response to feedback or resolution of complaints within ten working days. 
We will draw on information received from your customer comments and complaints 
to improve our services and products. 
 
 
What to do next 
 
How to make a comment or complaint: 
 
Contact the person, department or office that you have already dealt with to fully 
explain your views or situation and ask for a response or assistance. 
 
Or 
 
Email – British Council Information Centre (BCIC), at 
 
info@britishcouncil.org.pk 
 
By telephone – 0800 22000 (Monday to Saturday – 09.00 a.m. to 6.00 p.m.) 
 
By post – British Council, P O Box 88, Lahore, Pakistan. 
 
Please provide your name, postal address and/or e-mail address and/or telephone 
number so that we can respond to you. 
The British Council’s Customer Service Standards and performance targets are set 
out on our corporate website at: 
 
http://www.britishcouncil.org/home-contact-information-centre.htm 
 
 

http://www.britishcouncil.org/home-contact-information-centre.htm
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These standards outline our commitments to 
customers and our targets for achieving these standards. 
 

Who will deal with your comments or complaint? 
 
We aim to resolve most issues at the first point of contact. The first member of staff 
who receives a communication from a customer is empowered to ‘own’ the comment 
or complaint and see it through to resolution, although he or she may have to liaise 
with other colleagues to gather the necessary information to respond effectively to 
the customer. 
 
In more complex cases customers may receive the response to their comment or 
complaint from the person or department who is responsible for that aspect of our 
work. 
In the infrequent cases where a customer’s comment or complaint is of a serious 
nature, the complaint may be referred to the British Council’s 
Complaints Manager: 
 
Ammar Ahmed 
Customer Services Manager 
British Council 
111 424 424 Ext:4382 
 
 
Taking it further 
 
When things have gone wrong we will do our best to resolve matters quickly and 
fairly. We will: 

• explain what went wrong and why 
 
• apologise when it is appropriate 
 
• take action to remedy the situation, when possible. 

 
If you are not satisfied with the response you receive, you can take the matter further 
by contacting the complaints manager in your local British Council office. Complaints 
that are not able to be resolved to our customers’ satisfaction can be escalated to 
the British Council’s Corporate Enquiries and Complaints Manager in the UK. We will 
provide you with details of how to do this when we respond to your complaint. 
 
If, following this, you remain dissatisfied, and then you may be able to refer your 
complaint to an external body for review.  
 
All customer comments and complaints are reviewed carefully, added to a wide 
range of internal and external measurements of our service performance and used to 
collate data of your perceptions and experiences. 
 
These are shared across the British Council network with a view to improving our 
products and services. 
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External review 
 
Customers who are not satisfied with the response they receive can ask to have their 
case reviewed by an external body. The complaints manager will provide you with 
more information about the options available to you when he or she responds to your 
complaint. The external review of complaints about the British Council is undertaken 
by the relevant British Embassy, Consulate or High Commission 
www.ukinpakistan.fco.gov.uk 
 
The independent review bodies will ensure fairness and impartiality in the 
investigation of your complaint. Once customer proceeds to external review, that 
complaint can no longer be dealt with by the British Council, unless the review body 
requires it. 
 
Further information 
 
The British Council is the UK’s international organisation for cultural relations and 
educational opportunities. 
 
Our purpose is to build mutually beneficial relationships between people in the 
United Kingdom and other countries and to increase appreciation of the United 
Kingdom’s creative ideas and achievements. 
 
We are an executive non-departmental public body, a public corporation (in 
accounting terms) and are registered in England, Wales and Scotland as a charity. 
 
The British Council Information Centre (BCIC) provides members of the public and 
staff with information on British Council people, products and services. BCIC also 
directs people to external organisations, where appropriate. 
 
British Council Information Centre 
British Council 
PO Box 88 
Lahore, Pakistan 
 
Telephone: 0800 22000 
Fax: 042 111 425 425 
 
Our telephone lines are open (Monday to Saturday – 09.00 a.m. to 6.00 p.m.) 
 


