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Policy and Procedures for Handling Complaints or Opinions

HIE
1 & LIEEEMEE T )
S A IERY 18T BRI K 58 1Y

PR RIRE v IRt e s it
[RHIIRAEE 2 R AR » S B

i HE N RN L 1 B e T A

M A~ BTk BB TIFREE

et R E R A - SR
%%ﬁ&@W%ﬁ 3117 e T WS )
I HETEE

2. EHEBUR AR A AR Rk
g TAEA MR AT - fKearat it
e LI (e TR
B K ERTE e R A B -
A 2REMEHEE " LORE
H e

BRI
3. EEMELL-
U ER

N IE K BAHIRE R

4. ﬁ%%@%ﬁ‘ﬁ%ﬁ@?% g
A BEABEIALEBREANE

5. (R ASFH& e R Rk R
REE LA s 77k - WS
(% > waTE B2y ikl - FRESHAE
S ELST e AR T 8E R L1 B ]
7 WAL ERLHE - EXEUYHE
TEftles AR o A -

6. FEftERHE T ABdetE AE
iSPSVEIVE - EE M v E i)

7. HEtEgfEaEUE A THYEREN
F R R BT R R B I H AT

Complaint or Opinion Policy (1-8-2020) page 1 of 4

Foreword

The Social Workers Registration Board (“the
Board”) believes that there should be in place a
just complaint handling mechanism and a sound
opinion communication channel so as to
effectively to enhance the service quality and
efficiency of the Board, hence it sets up channels
for the public to lodge complaints, reflect opinions
and suggestions to the Board on its measures,
operation, work procedures, staff attitudes and
etc. The Board strives to follow up and handle all
complaints or opinions received.

This Policy and Procedures does not apply to
complaints against registered social workers.
Complaints against registered social workers will be
dealt with in accordance with the “Social Workers
Registration Ordinance”, the rules set out by the
Board. For details, please refer to the "Disciplinary
Matters" in the Board’s website.

Principles
The Board handles complaints or opinions in a fair,
just and open manner.

In handling complaints, the Board should follow the
principle of confidentiality and will only disclose
the details to the related parties on need-to-know
basis.

When making complaints or reflecting opinions,
people are required to provide their true names;
and contact information. The complainants or
opinion providers should provide their postal or
email address, or fax number if they choose to
receive written reply. If they opt for verbal reply,
phone number should be provided. Anonymous
complaints or those made without contact
information will not be accepted.

The Board will reply in writing or verbally according
to the will of the complainant or opinion provider.

Complaints or opinions will be handled as soon as
reasonably practicable. A clear and detailed
description of the complaints or opinions will help
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the Board to handle them in a timely and effective
manner.

The time limit for the Board to handle complaints is
set as one year after the incident had taken place.
Delay will not be accepted unless special reasons
were provided.

Ways
People may lodge complaints or reflect opinions in
writing , in person or by phone, but limited to the
following types of complaints or opinions related
to:
(1)
(2)

The Board’s policies or measures; or
Staff of Board office.

In writing:

You may use the "Complaint or Opinion Form" (as

attached) or write your own letter and return it to

the Chairperson or the Registrar of the Board; this

can be by post, email, fax or submitting in person

to the Board office.

Address : 27/F Eastern Commercial Centre, 83 Nam
On Street, Shau Kei Wan, Hong Kong

info@swrb.org.hk

2591 1411

Email :
Fax :

By phone/In person:

During the office hours (please refer to the Board’s
website for details), you may make complaints or
reflect opinions to the duty officer of the Board
office over the phone (Tel: 2591 1955) or in person.

Handling Procedures

The Board office will initially acknowledge receipt
of complaints or opinions within three working
days after receiving complaints or opinions.

Regardless of the fact that the complaint has been
established or the opinion accepted or not, the
Board will inform the complainant or the opinion
provider of the results and the follow-up steps
taken.

Concerning the Board'’s policies and measures:

(1) The case will be handled by the Registrar or
the Assistant Registrar at the preliminary
stage; and submitted to the Committee on
Administration for further consideration if
the complainant or opinion provider still
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feels unsatisfied with the result. The
Committee may meet the related parties for
further understanding of the details if and
when necessary. Minutes of the aforesaid
meetings will be kept accordingly.

(2) If the complaint is established or the opinion
is adopted, such cases will be submitted to
the Full Board meeting for discussing the

follow-up steps.

Concerning staff of the Board office:

(1) Complaints or opinions made on the
Registrar or the Assistant Registrar shall be
handled directly by the Committee on
Administration. After investigation, they
should be reported to the Full Board
meeting for deliberation if the complaint or
opinion is initially considered to be
established or accepted.

For complaints or opinions made on other
staff members that have been investigated
by the Registrar or the Assistant Registrar, if
such complaint or opinion is initially
established or accepted, the Registrar will
handle the case and notify the Committee
on Administration or submit the case to the
Committee for further consideration and

handling.
(3) After receiving the complaint, the
Committee on Administration or the

Registrar may, if necessary, meet with the
related parties for further details. Minutes of

the aforesaid meetings will be kept
accordingly.
Records

All complaints and opinions must be kept in file,
regardless of whether they are established,
adopted or not.

Complaints against Board office staff, if they are
established, must be kept in the personal file of the
staff member concerned.

The duration of records to be kept will be
determined by statutory requirements and the
rules set out by the Board, and generally speaking
up to seven years.

Appeal of Complaints
The complainant or the complainee may appeal to
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the Full Board Meeting in writing within 14 days of
issue of reply from the Board.

Substantial grounds or new evidence should be
provided when making appeal.

The decision of the Full Board Meeting on the
appeal is final.



