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The Social Workers Registration Board (“the Board”)
has set up procedures and rules for dealing with
complaints against Registered Social Workers; this
document is used for the following matters:

(1) Members of the public to provide views and
suggestions to the Board on its measures and
work procedures;

(2) Aggrieved party in a particular incident to lodge
complaint against:
- the Board on

procedures;
- staff members of the Board;
- persons appointed by the Board.

its measures and work
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The Board handles complaints and opinions in a fair,
just and open manner; and with grave concern over
privacy, it collects only necessary personal data and
only discloses details to the relevant parties on
need-to-know basis; and it deals with the matters as
soon as reasonably practicable.

REERNER

Views and suggestions

AMEHRETEAERE - REFG
FRa 2y > A —EAE A FHRAYR
A PEHIES R [m1 T - BRER R
SR EE  HHE AR e Ty
ke

The Board is to discharge statutory duties, puts in
place measures and work procedures, that it might
not be able in foreseeable future to react or
respond, such that members of the public who
provide views or suggestions need not let the Board
know of their names or contact details.
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Procedures:

Use the “Complaint or Opinion Form” (as attached)
or write direct to the Chairperson or the Registrar of
the Board by post, email or fax; or speak to staff
members of the Board during office hours (please
refer to the Board’s website for details) over the
phone or in person over the counter of the Board
office.
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All views and suggestions received by the Board will
be duly passed onto the related committees or task
forces for attention.
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BeeF Complaints
6. TR A e — » | The time limit for lodging complaints with the Boar
Pt PR R B3 B e — 2N h limit for lod I hth d
I ESMWER » s E R ZH#E | is set as one year after the incident has taken place,
SIS IRATIEER - beyond that, the Board will not entertain them
unless with special reasons.
7. PERrE /A EE AN DIE R FSHE | Complainants shall, in true name, make complaints
HY B BEE N S PR AL SR 4% k- | in writing with concrete details, and provide their
B 8 H R4 B3 > R | postal address. Anonymous complaints or those
ZHH o made without contacts will not be entertained.
8. T2 Procedures:
T e R LA | (%Kﬁ Use the "Complaint or Opinion Form" (as attached)
BEET (= &g | or write direct to the Chairperson or the Registrar o
) SETTEESEM - DIEE d he Ch h f
& {ggjﬁg%;jﬁgﬁﬁx%ﬁi the Board by post, email or fax.
{EEs RS T -
R Handling Procedures
9. R PR PN PR ER 1B Y = T./E-K | The Board office will acknowledge within three
N EEEIBERST - working days and in writing the receipt of
complaints.
10. | R EE R ERT Concerning the Board’s measures or work
(1) £E3E T (ESRBNHERE 4T | procedures:
A R T L 3 (1) The case will be handled by the Registrar or
OIS EE R WA
Tk E S 2 H A FRFTE the Assistant Registrar at the preliminary
EREEEEE EES stage; and submitted to the Committee on
ﬁﬂﬁ%f%%{?% & B 4 LA Administration for review if the complainant
JE U\iﬁ;;Tﬁ;?’%% s is unsatisfied with the result. The Committee
) LERER T 0 YR = may meet the related parties for further
@) ?E:'[T’; FRRRAL » RS L understanding of the details whenever
< necessary.
(2) If the complaint is established, it will be
submitted to the Board for follow up.
11. | B EWERERE - Concerning staff of the Board office:
(1) ARz B | (1)  Complaints against the Registrar or the
IV HEER > T HREREE Assistant Registrar shall be handled directly
SE R FHE% LT by the Committee on Administration. Any
RRIT RS R R o established complaint after investigation will
2)  FSRE MR 2R o R be reported to the Board for follow up.
ﬂﬁIé&ﬁjﬁfﬂ E{H}f{{nﬁé (2)  For complaints against other staff members,
e r:é o . = after they are investigated by the Registrar or
ﬁﬁggﬁ;&g ;Eﬁ}%g the Assistant Registrar and cases established,
npy ! Imm the Registrar will decide on the action to be
BZAS ’j/Zfi P BEE = taken and notify the Committee on
SATER 2% A Administration, or when the nature is
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serious, submit the cases to the Committee
for follow up.

(3) After receiving the complaint, the Committee
on Administration or the Registrar may, if
necessary, meet with the related parties for
further details.
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Concerning persons appointed by the Board:

(2) Complaints shall be handled directly by the
Committee on Administration;

(2) A 3-member panel under the Committee
will be formed to consider, conclude any
findings, and report back to the Committee
with proposed actions.

(3) If so required, a staff member of the Board
will be designated as the officer-in-charge
to inquire into the facts; the panel may also
meet with the related parties for further
investigation.
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Records
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All complaints must be kept in file, regardless of
whether they are established or not, for a period up
to seven years in general.
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When complaints against Board office are
established, a copy of it must be kept in the personal
file of the staff member concerned up to the period
as specified for human resources management.
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Appeal of Complaints
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The party aggrieved by the decision on the
complaint, but able to provide substantial grounds
or new evidence, may lodge appeal in writing to the
Board within 14 working days after receiving the
notice of decision.
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The decision of the Board on the appeal is final.
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