PCRS Compliments and Complaints Policy and Procedure

The Primary Care Respiratory Society (PCRS) is a multi-disciplinary, membership society of respiratory-
interested healthcare professionals (HCPs) working in primary, community and integrated care settings. We
provide support, education, guidance and unique respiratory expertise to help HCPs deliver the best in patient
care. We hope that all of our activities, events and resources meet the high standards that we know our
members and service users have come to expect from PCRS. We welcome feedback on all of our activities as
this helps us to evaluate and improve our work.

PCRS will ensure that complaints are dealt with consistently, fairly, and sensitively within clear and acceptable
timeframes. We will investigate all complaints fully, objectively, and where possible in confidence. We will
record all complaints accurately and in accordance with the Data Protection Act and notify the complainant of
the results of any investigation carried out.

Giving Feedback - good or bad

It’s helpful to know where we’ve got things right as well as where we’ve got things wrong. If you’d like to give
feedback to PCRS about any of the services, events, or guidance we provide you can do so here or via email to
info@pcrs-uk.org

How do | complain

We hope that most complaints can be resolved informally. However, if you are unhappy with any of the
services we provide, please either fill out the feedback form here, or contact PCRS via info@pcrs-uk.org. You
may also contact us in writing at PCRS, Miria House, 1683b High Street, Knowle, Solihull, B93 OLL.

To help us investigate and address all complaints, please mark the email clearly by putting “Complaint” in the
subject heading and provide as much detail about the nature of the complaint as possible including:

e The reason for your complaint

o Where, when and what you’re complaining about happened

e The name(s) of anyone involved (if known)

e What outcome you are hoping for

e Your contact details (name, address, daytime telephone number and/or email)

e Dates, individuals involved and any action you have tried to take to resolve the issue.

What happens next?

Your complaint will be logged and raised with the appropriate person. We will confirm that we have received
your complaint and will aim to respond within 10 workings days. If necessary, we will contact you to get more
information. We will investigate the complaint fully, sensitively and objectively. If the complexity of the case
means that we expect it to take longer than 10 days we will let you know as soon as we can. We will let you
know the outcome of the investigation, including what actions have been taken, and where appropriate what
actions we suggest or will put in place to help put things right.

If you are still not satisfied

If you are dissatisfied with the outcome of your complaint, please let us know as soon as possible and we will
refer the matter to the Board of Trustees. The discussion will be minuted and logged and you will be informed
of the outcome of their discussions.


https://www.pcrs-uk.org/form/pcrs-feedback-form
mailto:info@pcrs-uk.org
mailto:info@pcrs-uk.org

We hope that the process above will lead to a satisfactory resolution. However, if you are still unsatisfied with
the outcome or actions taken, you may contact the Charity Commission using their Complaints procedure.
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