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PCHR’s Facebook Page

1. The complaint/feedback form can be sent to PCHR’s page to the inbox /
PCHRGAZA.
2. Theseformsshall be printed and inserted in the box to be handled according

to the same steps taken when the box is opened in the beginning of each
month.

The following figure illustrates the means of submitting complaints or feedback in PCHR
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E-mail

1. The complaint/feedback form can be sent to the following e-mail
complain@pchrgaza.org in addition to identifying if your email was a
complaint/feedback in the subject bar.

2. The complaint/feedback shall be printed and inserted to the box to be
handled according to the same previous mechanism.

Website

1. PCHR’s website can be used to submit a complaint/feedback through the
complaint/feedback bar in PCHR’s website (www.pchrgaza.org)

2. The complaint/feedback shall be printed to insert them in the box.

3. The complaint/feedback shall be handled according to the same steps
taken when the box is opened in the beginning of each month.
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7

8.

Gaza Office

complaints and benefit from them without the need to respond to the
proposer.

If the response is not satisfactory to the complainant, the complaint will be
referred to a higher level of management.

A complaint may be sent again as a response to PCHR’s response to the
original complaint as it is considered according to the same complaint
handling procedures.

Phone

A complaint/feedback can be submitted by contacting at PCHR’s numbers
and the secretary will divert the call to the HR Manager.

The HR Manager will write down the complaint/feedback on the form
using the caller name or anonymous if the caller refused to tell his name.
The complaint/feedback will be included in the box and then the same
abovementioned steps will be followed.

PCHR can be contacted at the following Phone Numbers:

2825893 2824776
2844299 2823725

Jabalia Office 2456336 2456335

Khan Younis Office 2061025 2061035
West Bank office 2406697 2406698
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In case of a feedback and suggestion, the following steps shall be followed

1.

The suggestion shall be considered by the complaint/feedback Committee
to define the competent bodies.

The suggestion shall be sent to the competent body for consideration and
determine if applicable.

. Holding a meeting with the competent body to make an overall assessment

of this suggestion.

. If it is applicable and adopted, the proposer would be notified that the

suggestion is adopted and given a letter of thanks.

In case of a complaint, the following steps shall be followed

1.

The complaint shall be examined by the complaint/feedback committee to
identify the competent body and the expected time for answering him.

. A copy of the complaint shall be sent to the competent body to respond to

what is stated therein.
The response shall be followed up with the competent body within the
expected time to answer.

. The response from the competent body will be received and discussed by

the committee and sent to the complainant.

If the complaint is related to any member of the complaint/feedback
committee, the committee excludes that member to discuss that complaint
objectively and impartially.

Complaints from anonymous will be registered in a record with a serial
number and identified as “unknown”. The committee will study these
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Complaints/Feedback Box

By filling a complaint/feedback form available next to the complaint/feedback
box and putting it in that box.

Procedures for opening Complaints/Feedback Box

1. Thecomplaint/feedback boxes shall be periodically opened at the beginning
of each month or when the need arises.

2. The boxes shall be opened by a three-person committee comprised of the
Director of the Documentation and Advocacy Program, Director of the Legal
Aid Program and Human Resources Manager.

3. Preparing sequential minutes immediately upon opening the boxes even if
there are no complaint/feedback in the boxes.

Procedures of dealing with the complaint/feedback forms in the boxes

1. Classifying the forms into complaints or feedback.

2. Giving a serial number for each complaint or feedback.

3. Registering the complaint/feedback in a record and entering the data of
each complaint/feedback based on the serial number.
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Overall Goal of Complaints & Feedback handling system

The activation of Complaints and Feedback scheme aims to promote quality
of PCHR’s services and beneficiaries’ satisfaction, and to solve technical and
administrative problems that the employee may face while on duty.

Who is entitled to submit a complaint/feedback?

All those affecting or affected by PCHR’s activities can submit a complaints
or feedback. These complaints and feedback will be handled objectively,
efficiently and transparently. PCHR provides assistance to this person/
beneficiary, before, during and after submission of the complaint/feedback
starting from introducing them to how to submit a complaint/feedback,
helping him to draft the complaint/feedback and eventually how to follow it
up after the submission.

Criteria and values of the complaints/feedback handling system

Transparency

Kindness and Tactfulness
Responsibility
Effectiveness
Commitment
Confidentiality
Impartiality

Patience

X OV WN



wnglsiiullg abaljiaVl alhi

PCHR works in full swing to protect and respect human rights and develop
democratic organizations and effective civil society through providing legal
aid and consultation for individuals and groups in addition to conducting
researches and studies by a staff professional in the field of human rights. As
part of its continuous efforts in improving the quality of services provided to
the Palestinian society and ensuring respect for the dignity and privacy of the
beneficiaries as well as meeting the principles of self-accountability, PCHR has
developed a system to receive complaints and feedback from categories who
will be identified later in this guide.

PCHR is interested in receiving feedback from the beneficiaries and recipients
of services, whether the feedback is in the form of a suggestion for the
improvement of the services provided, or in the form of a complaint and
criticism expressing dissatisfaction or grievance the beneficiary may face,
whether due to dissatisfaction with the quality of the services provided, or
the conduct of the employee and the manner s/he submits the service either
orally or in writing.
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