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PRESS COMPLAINTS COMMISSION

Press C o m p la in t s  C o m m is s io n  complainant feedback

Our commitment is to offer the best possible service to all those who complain to us. In order 
to help us assess whether we are honouring this commitment, we would be grateful if you 
could take the time to respond to the following questions

1 .  A b o u t  y o u :
It is helpful fo r us to  know  a little bit a b o u t your background , so th a t  w e  can understand  w ho is using our services. 
None of th e  details you provide will be used to  identify  you.

• W here  do you live?

1 1 England □ N orthern  Ireland
1 1 Scotland 
1 1 Rest of th e  W orld

□ W ales

How old are you?

□  U nder 30 □ 30-50
□  51-70 □ 71 o r  over

Before m aking your com plaint, how  did you find  o u t a b o u t th e  PCC?

I I A lready knew  a b o u t it Q  In te rn e t search
I I N ew spaper/m agazine Q  O th er (please specify)

W as your com plain t a b o u t an  article th a t  m ade  references to  you personally?

I I Yes Q  No

W as th e  new spaper/m agazine you com plained a b o u t one th a t  you regularly  read? 

I I Yes Q  No

2 .  P C C  i n f o r m a t i o n :
This section concerns th e  quality  o f in fo rm ation  you may have received a b o u t th e  PCC.

•  If you used th e  PCC w ebsite  b e fo re  m aking an d /o r to  m ake your com plain t, on a scale of 0-5 (0 being 
th e  low est and 5 th e  highest) how  w ould  you ra te

a) th e  helpfulness o f th e  in fo rm ation  it contains?

b) its ease  of use and  nav igation?

Do y o u  h a v e  a n y  c o m m e n t s  a b o u t  o u r  w e b s i t e ?

If you spoke to  a m em ber of PCC staff on  th e  te le p h o n e  b e fo re  m aking your com plain t, on a 
scale o f 0-5 (0 being th e  low est and 5 th e  h ighest) how  w ould  you ra te  th e  service you received in 
te rm s of helpfulness and politeness?

D o  y o u  h a v e  a n y  c o m m e n t s  a b o u t  t h e  h e lp  y o u  w e r e  g i v e n  b y  s t a f f  b e f o r e  m a k in g  y o u r  c o m p la in t ?

If you received any o f ou r booklets, on  a scale o f 0-5 (0 being th e  low est and  5 th e  highest) how  
w ould  you ra te  th e  clarity of th e  in fo rm ation  th e y  con tained?

D o  y o u  h a v e  a n y  c o m m e n t s  a b o u t  o u r  p r i n t e d  in f o r m a t io n ?
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3 .  H a n d l i n g  o f  c o m p l a i n t s :
This section concerns th e  w ay in which your com plain t w as hand led  by th e  PCC's full-tim e staff, ra th e r  th a n  th e  
ou tcom e of your com plaint.

• In term s of th o roughness how  do you th in k  your com plain t w as d e a lt w ith?

[]] Very well Q  Well
[]] Satisfactorily Q  Poorly
[]] Terribly

• How well did our staff keep  you u p d a ted  a b o u t th e  progress o f your com plaint?

□ Very well □ Well
□ Satisfactorily □ Poorly
□ Terribly

Do you th ink  th e  overall tim eI it to o k  to  deal w ith  your com plain t was:

□ Far to o  quick □ A little to o  quick
□ A bou t right □ A little to o  slow
□ Far to o  slow

Overall, how  helpful w ere  th e  m em bers o f staff w ho d ea lt w ith  your com plaint?

[]] Very helpful 
I I Satisfactory 
[]] Very Unhelpful

I I Helpful 
I I Unhelpful

Overall, how  do you consider your com plain t w as handled?

I I Very well Q  Well
[]] Satisfactorily Q  Poorly
[]] Terribly

Do y o u  h a v e  a n y  c o m m e n t s  a b o u t  o u r  s t a f f ?

Taking everything into account, how  you do you consider your com plain t was handled?

[]] Very well 
[]] Satisfactorily 
[]] Terribly

□  Well 
I I Poorly

Do you have any specific suggestions a b o u t how  our services could be im proved? 

I f  y e s ,  p le a s e  l e t  u s  k n o w  h e r e

4 .  T h e  o u t c o m e  o f  y o u r  c o m p l a i n t :
This section relates to  th e  decision m ade by th e  Commission on your com plain t or any rem edy nego tiated  by ou r staff.

• Overall how  do  you feel a b o u t th e  ou tcom e of your com plain t or th e  decision th a t  has been  m ade?

[]] Very pleased Q  Pleased
[]] No opinion Q  D isappointed
[]] Very d isappointed

• W hatever your feelings a b o u t th e  ou tcom e of your com plaint, how  do  you feel a b o u t th e  Commission's 
reasoning for its decision?

[]] The reasons w ere  very clear and m ade  com plete sense
[]] The reasons w ere  clear and  und erstan d ab le
[]] I d o n 't  feel strongly e ith e r  w ay
[]] The reasons w ere  unclear and  hard  to  understand
[]] The reasons w ere  very unclear and  m ade  no sense

Is  t h e r e  a n y t h in g  y o u  w o u l d  l i k e  t o  a d d  a b o u t  t h e  o u t c o m e ?

T h is  s u rv e y  is a n o n y m o u s  a n d  y o u r  a n s w e rs  w i l l  h a v e  n o  b e a r in g  o n  a n y  fu r t h e r  c o n ta c t  y o u  m ig h t  h a v e  w i t h  th e  C o m m is s io n . H o w e v e r, i f  y o u  w i 
to  b e  k e p t  in fo r m e d  o f  n e w s  a b o u t  th e  PCC, p le a s e  w r i te  y o u r  e m a il  a d d re s s  h e re  a n d  w e  w i l l  a d d  y o u  t o  o u r  m a i l in g  l i s t  Y o u r d e ta ils  w i l l  n o t  b e  
pas se d  o n  to  a n y o n e  else.
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