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1. Purpose of the Programme

The Patient-Centred Care Clinic Programme (PCCCP), developed by the European Fertility Society (EFS),
aims to provide an impartial assessment, evaluation, and validation of non-medical patient care services.
The programme is designed to identify opportunities for improvement and support the continuous
development of patient-focused care within participating clinics. Its overarching goal is to promote a
seamless continuum of care for patients. Participation requires adherence to the Fertility Patient Care
Guidance and full acceptance of the terms outlined in this document.

2. Participation Requirements

To be eligible for participation in the PCCCP, the applying organisation must confirm compliance with the
following:

- An internationally recognized code of ethics (e.g., the WMA International Code of Medical Ethics)

- A recognized Quality Management System (e.g., ISO 9001 or a similar internal or externally certified
QMms)

- A documented Patient Care Policy (PCP)

Participation in the PCCCP is limited to ESF Clinical Members. Clinical Membership is free of charge and
can be obtained via online registration at:

https://www.europeanfertilitysociety.com/register-clinics

Non-compliance with any of the above criteria may result in the denial or withdrawal of the EFS
certificate at any time following assessment.

Certificate will only be granted to organisations that possess all licences, authorisations, and approvals
required by law to carry out their designated activities. The PCCCP Certificate may be suspended or
revoked in the event that any such licence, authorisation, or approval is withdrawn, suspended, or
rendered invalid.

3. Programme Participation Policy

Participation is granted on the following basis:

a. Duration: The initial participation in the PCCCP follows a one-year cycle. Each subsequent
participation is based on a three-year cycle. The applying organisation acknowledges that the EFS
allocates resources according to the above-mentioned time commitments to the PCCCP.

b. Fees: Upon submission of an application and acceptance of the quotation provided by EFS, an
invoice will be issued. Payment must be completed within 14 days. The fee is determined by the
size of the organisation, the number of assessors required, and the duration of the online
interview process.
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The final assessment report (FAR) — will be prepared by the EFS assessors based on the submitted
application, online assessment (interview), and evidence provided by the applying organisation.

Issuance of Certificate: The Final Assessment Report (FAR) and PCCCP Certificate will be provided
once the report is approved by the EFS Certification Committee and the applicant has submitted
the required customer feedback.

Annual Renewal: For annual renewals and associated fees, EFS will provide payment instructions
at least three months in advance.

Assessment Scheduling: EFS reserves the right to cancel or postpone scheduled assessments due
to non-payment or other exceptional circumstances, including but not limited to:
o Organisational restructuring
Insufficient preparedness for the assessment
Natural disasters or public emergencies
Strikes, wars, terrorism, or pandemics

Governmental restrictions or civil unrest.

If the Applying Organisation requests for postponement due to such reasons, this request must
be submitted in writing as early as possible. Each request will be reviewed on a case-by-case
basis.

Postponement Fee: In rare cases, EFS may approve a request to postpone the assessment for up
to one month. A £300 administrative fee will apply. The assessment must then be completed
within that month.

Cancellation Fee: If the application is cancelled after the assessment process has begun, any
prepaid fees are non-refundable.

4. Entitlements to PCCCP Applying Organisations and Participants

The Applying Organisation shall be entitled to the following:

a.

Access to PCCCP-related materials, including guidelines, publications, and the electronic
Self-Evaluation Tool (SET).

Access to technical support and guidance from the European Fertility Society (EFS) regarding the
PCCCP process, including procedural matters and resolution of any technical issues encountered
during the preparation phase.

Participation in an online assessment interview conducted by the EFS assessors, as specified in
the quotation and order.

Receipt of a Final Assessment Report (FAR), summarising key findings, areas of best practice, and
areas where EFS standards were not met, including recommendations for improvement and
mandatory corrective actions as determined by the EFS Certified Assessors.
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e. Upon successful certification, the right to display the PCCCP logo(s), EFS logo(s), quality seal(s),
and certificate(s) in electronic format, in accordance with the EFS usage policy.

5. Responsibilities of the PCCCP Applying Organisation

The Applying Organisation agrees to the following obligations:

a. To communicate in a timely, professional, and appropriate manner throughout the assessment
process.

b. To provide accurate, complete, and truthful information at all stages of the assessment.

c. To submit the Self-Evaluation Tool (SET), all required evidence, and relevant supporting
documentation in English. Where documents are primarily used internally in another language,
the Organisation shall ensure the provision of appropriate translations for verification and
validation purposes.

d. To adhere to a mutually agreed timeline and key milestones associated with the PCCCP
assessment process.

e. To notify EFS at the earliest possible opportunity of any intention to postpone the scheduled
online assessment interview, including a clear explanation of the reasons for such a request.

f.  The rescheduling of a requested online assessment interview will be evaluated on a case-by-case
basis. EFS will contact the Applying Organisation within 14 working days of receiving the request
to confirm whether postponement has been granted. If approved, EFS will communicate the new
interview date accordingly.

g. In the event of a postponement of a scheduled online assessment interview, the Organisation
shall be liable to pay an administration fee (£300).

h. The Organisation shall provide written notification to EFS of any significant change within 30
calendar days of its occurrence. Such changes include, but are not limited to:

® A change in the organisation’s name and/or ownership;

Any alteration to governance structures;

Any change in contact information and/or designated contact persons;

A significant increase or decrease in the volume of services provided;

Substantial alterations to the physical infrastructure of the facility;

Any other material development that may affect the operation of the organisation or the

delivery of patient-centred care services.

i. EFS reserves the right to terminate the Organisation’s participation in the PCCCP and revoke its
Certificate status by providing written notice in the event of any of the following circumstances:

e A change in ownership or control of the Organisation that adversely affects its ability or
willingness to fulfil the requirements of the PCCCP;

e A material failure by the Organisation to maintain the standards of patient-centred care
as defined by the PCCCP;

e Non-compliance with the PCCCP requirements as outlined in the Fertility Patient Care
Guidance.

e Any other circumstances that result in a breach of the certification requirements.

6. PCCCP Awards, Certificates, and Seals.

The European Fertility Society (EFS) is committed to the continuous improvement of its services.
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Following completion of the online assessment process, each organisation is requested to complete a
Customer Feedback questionnaire evaluating their experience with the assessment.

a. |If the Applying Organisation successfully fulfils the PCCCP assessment requirements, EFS shall
issue the Final Assessment Report (FAR), certificate(s), and seal(s), contingent upon the
submission of the completed Customer Feedback questionnaire.

b. Upon successful completion of the assessment programme, EFS shall issue the Final Assessment
Report (FAR), certificate(s), and seal(s), provided that the following conditions are met:

e In accordance with applicable privacy legislation and regulations, EFS reserves the right
to publicly disclose the assessment status and details regarding the organisation’s
services and contact information.

e EFS retains the right to issue a public correction should the organisation publish
inaccurate or misleading material related to its EFS assessment.

e The EFS certificate and seal shall specify the PCCCP Programme that was assessed and
approved through the online process.

e The EFS certificate(s), seal(s), and any PCCCP-related signage shall remain the exclusive
property of EFS. Each organisation will be provided with an electronic version of these
items at no additional cost. The certificate(s), seal(s), and signage shall be held under
licence from EFS and may be recalled at the discretion of EFS for reasons including, but
not limited to, non-compliance with certification requirements, failure to pay
PCCCP-related fees, termination of participation in the PCCCP Assessment Programme, or
any other reason deemed justified by EFS.

c. PCCCP Certificates must be destroyed under the following circumstances:
e A new certificate is issued due to a change in the organisation’s name, location, or to
correct a clerical error on the original certificate;
e The certificate has been withdrawn or denied for any reason by EFS.

7. Re-assessment

The EFS Central Office shall contact the certified organisation three (3) months prior to the expiry date of
the current certificate to remind it of the upcoming re-assessment. Should the organisation wish to
proceed with the PCCCP re-assessment, the corresponding process will be initiated.

A maximum grace period of three (3) weeks following the certificate’s expiration is permitted for renewal.
If the organisation fails to initiate re-assessment within this timeframe, any subsequent evaluation will be
treated as a new application and not as a continuation of the original assessment process.

8. Scientific publications

Subject to all applicable privacy legislation and regulations, and with full regard for confidentiality and
data protection, the European Fertility Society C.I.C. (EFS) reserves the right to scientifically analyse and
publish aggregated data derived from the evaluation process.
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However, any data that could directly or indirectly reveal the identity of the assessed organisation shall
not be published without the organisation’s prior explicit written consent. Such consent shall not be

unreasonably withheld.

9. Warranty, Liability, and Dispute Resolution

a.

Warranty and Liability

EFS warrants that all assessments shall be conducted in accordance with applicable scientific and
professional standards. The Applying Organisation warrants that it will fully and properly
cooperate with EFS throughout the assessment process. In the event of any shortcoming in this
regard, the Organisation is required to notify EFS without delay, in writing or via e-mail, detailing
the relevant changes or issues.

EFS shall not be held liable for any cases of malpractice, accidents, or other incidents arising from
the actions or omissions of the Applying Organisation, its internal or external staff, or cooperating
partners, where such events result in harm to patients, relatives, employees, or any other
individuals. The Organisation is solely responsible for implementing appropriate risk mitigation
measures and maintaining sufficient insurance coverage.

EFS’s liability for malpractice, accidents, or other incidents attributable to its own actions shall be
limited, except in cases of wilful misconduct or gross negligence, to an amount not exceeding the
total assessment fee (including VAT). This limitation of liability shall not apply in the event of
personal injury.

Complaints

The applying organisation may submit a complaint either verbally or in writing. Complaints may
be lodged using the EFS Customer Feedback Form available in the EFS Member’s Account or the
contact form available on the EFS website, or via e-mail. All complaints shall be processed
following the EFS Complaints Management System.

Appeals
If the organisation is dissatisfied with the Final Assessment Report or the award decision, it has

the right to submit an appeal within twenty-eight (28) calendar days of receiving the final
decision. The appeal must include a clear explanation of the grounds for disagreement,
accompanied by relevant data, documentation, and/or other supporting evidence.

The appeal process shall be conducted independently of any other ongoing procedures.
Grounds for appeal include:

e Relevant or significant evidence was not duly considered or was misinterpreted;
e Disproportionate or inappropriate weighting was applied to the evidence; or
e The decision-making process deviated from the published award criteria.

The appeal shall be reviewed within one (1) month of receipt by the Chair of the EFS Executive
Committee.
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The appeal panel shall be composed of three (3) members:

e The Chair of the EFS Certification Committee, who will preside over the panel;
e Two (2) independent members of the EFS Executive Committee who have not
participated in the assessment process.

The panel’s decision will be communicated to the EFS Certification Committee. Should the appeal
result in a recommendation to amend the award status, the Certification Committee must
formally endorse the decision. Once confirmed, the decision shall be final and binding, and no
further objections will be entertained.

10. Confidentiality

In the context of the PCCCP process, EFS may gain access to, receive, or generate confidential information
pertaining to the Applying Organisation.

In accordance with the Data Protection Act 2018 law and the European General Data Protection
Regulation (GDPR), all EFS employees, regional offices, and certified assessors are required to sign
confidentiality and privacy agreements with EFS. These agreements ensure that any personal data
accessed in the course of their duties—whether related to the preparation, conduct, or follow-up of EFS
assessments—is handled with strict confidentiality and in compliance with data protection obligations.

EFS assessors may be requested by the Applying Organisation to enter into a confidentiality agreement
to further guarantee that all information accessed remains confidential and secure.

Given the variability in privacy legislation across different jurisdictions, EFS acknowledges that it is not
possible to uniformly apply all privacy requirements. Accordingly, EFS strongly encourages the Applying
Organisation to incorporate appropriate language into staff and client consent forms, privacy policies,
and other relevant documentation, explicitly informing individuals that their information may be
accessed by third parties, such as EFS, for the purposes of assessment and certification activities.

Each party shall notify the other in writing without undue delay upon becoming aware of any disclosure,
misappropriation, or misuse of confidential information by any person.

11. Place of Performance and Application Law

a. The place of performance for any obligation of the European Fertility Society (EFS) shall be its
registered domicile.

b. The content, interpretation, and application of this document shall be governed exclusively by
the laws of England. The application of international treaties, including those concerning the
international sale of goods, as well as conflict of laws provisions, is expressly excluded.
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c. Any disputes, controversies, or claims arising between the organisation and EFS in connection
with, or relating to, this agreement—including its interpretation, compliance, non-compliance, or
the performance or non-performance of any obligation or right—shall, where resolution cannot
be reached amicably, be submitted exclusively to arbitration in England. The proceedings shall be
conducted in accordance with the applicable rules of conciliation and arbitration prevailing at the
time.

EFS Central Office, September 2025.

The European Fertility Society

Dbh16 Diss Business Hub, Hopper Way,

Diss, England, IP22 4GT

Email: info@europeanfertilitysociety.com

Web: https://www.europeanfertilitysociety.com/
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