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INTRODUCTION 

We recognise that, despite our best efforts, processes and training, there is always the possibility that 

we may, on occasion, fail to meet the high standards that we set for all of our activities. We view 

legitimate complaints positively as they are one of the ways we have to make sure we keep improving 

our standards and the quality of everything that we do. 

WHAT TO DO IF YOU HAVE A COMPLAINT  

If you have a complaint about Phab Liverpool, please tell us as soon as possible. If we do not know 

about a problem, we cannot begin to resolve it for you and take the appropriate action to ensure it 

doesn’t happen again.  

We recognise the importance of safeguarding. If you have any concerns about the behaviour of any 

staff, volunteer, visitors or members in any situation, it is vital that you tell us about it immediately so 

that appropriate action can be taken. Phab Liverpool’s Safeguarding Policy can be found on our 

website www.phabliverpool.com.  

All formal complaints are directed to our Managing Director to ensure they receive a high priority. 

HOW TO CONTACT US 

To register a complaint, simply call us on 07523 951 253 from Monday to Friday, between 09:30 to 

16:30. Alternatively, you can email us at info@phabliverpool.com or  you can write to us at FAO 

Managing Director, 72 Storrington Avenue, Liverpool, L11 9AT. 

WHAT HAPPENS NEXT 

• We will listen, record your complaint and advise you how it will be handled  

• We will investigate whenever necessary. If the complaint involves a member of staff or 
volunteer, we will not divulge the name of the complainant during an investigation unless 
we are specifically given permission to do so. 

• We will take action to resolve the problem and tell you what that action is.   

• We will take steps to avoid a repeat occurrence.  
 
We will treat you with understanding and respect. All we ask is that you do the same for our staff and 
volunteers. Confidential information in relation to your complaint will be handled sensitively.  
 
We are not able to respond to anonymous complaints.  
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mailto:info@phabliverpool.com
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COMPLAINT RESPONSE TIMES  
 
We would appreciate your understanding that, with limited resources, we cannot always respond to 
your complaint immediately, although we will whenever we can.  
 
We will endeavour to ensure you receive an initial acknowledgement and/or response within ten 
working days of receipt of your complaint and we expect to resolve most problems in that time.   
 
If a more in-depth investigation is required, we aim to provide a full response within 30 working days. 
If there are exceptional circumstances, where that is not possible, we will advise you. 
 
WHAT CONSTITUTES A LEGITIMATE COMPLAINT?  
 
We regard a legitimate complaint as any expression of dissatisfaction with any aspect of Phab 
Liverpool which is under the control of our organisation, its staff or volunteers. 
 
 
 
 
 
 


