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Policy and Procedures for Handling Complaints or Opinions
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Foreword
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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.
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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.
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Principles
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The Board handles complaints or opinions in a fair,
just and open manner.
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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.
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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.
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The Board will reply in writing or verbally according
to the will of the complainant or opinion provider.
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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.
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8. | M= Ry EFIHIR A (4254: | The time limit for the Board to handle complaints is
B—FEN > BIFEEREEE - BRI set as or'le year after the incident had t‘aken place.
ey =1 > Delay will not be accepted unless special reasons
R g 2 B A R TR RS - were provided.
B Ways
9. | {far A BT DAEH ~ B s EEEE 1 | People may lodge complaints or reflect opinions in
SREC LR H > (H R DL T AR writing , in person or by phone, but limited to the
following types of complaints or opinions related
ER=37k Vil
1) BB 5 Pt
" & - E{ ~ T (1) The Board’s policies or measures; or
(2) FEMEEERE - (2)  Staff of Board office.
10. | EmH In writing:
AR TR TE B RERE | (B You may use the "Complaint or Opinion Form" (as
e I == | attached) or write your own letter and return it to
g?ﬁégg;gg}?%g/ _ IE/[LIEIVE the Chairperson or the Registrar of the Board; this
Rl LN can be by post, email, fax or submitting in person
%éfﬂﬂ‘)%iﬁy[?fﬂﬂ‘iﬁiqiﬁi to the Board office.
otk @ B EIE R LA 83 97082 | Address : 27/F Eastern Commercial Centre, 83 Nam
PEESC 27 1 On Street, Shau Kei Wan, Hong Kong
EE © info@swrb.org.hk Email : info@swrb.org.hk
fHH : 2591 1411 Fax : 25911411
11. | BEL/HE - By phone/In person:
AU AR RSN (SRS S SRS During the office hours (please refer to the Board’s
=h = b 2591 website for details), you may make complaints or
Ei % fﬁm ﬁ?&%zﬂﬁg}%ﬁ(fntﬁ%ﬁ@l reflect opinions to the duty officer of the Board
=g HE IR LEh= ~ | office over the phone (Tel: 2591 1955) or in person.
ST °
BEER Handling Procedures
12. | YRR A BHER e /&Y= | The Board office will initially acknowledge receipt
TAERN > 915 [ B s ok of complaints or opinions within three working
= days after receiving complaints or opinions.
A Lo Regardless of the fact that the complaint has been
13. | 2o
SRS T SRR %Ef%ﬁ% established or the opinion accepted or not, the
&> SRR A 5 BT SR R Board will inform the complainant or the opinion
HETAE - provider of the results and the follow-up steps
taken.
14. | B Rt B BeR ST - 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.

15. | R RS - Concerning staff of the Board office:
(1) AR LB (1) Complaints or opinipns made'on the
(EIATREA | RTECH | [ e el
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?ﬁﬁg‘f’ ET%&EIE “ﬁﬁ{ﬁ Administration. After investigation, they
ﬁﬂ%ﬂfﬁﬁ,{jﬁﬁxﬁﬁi)ﬁﬁ%Tﬁzw should be reported to the Full Board
B AR Rk E meeting for deliberation if the complaint or
TR SRR R T o opinion is initially considered to be
established or accepted.
H S g LR =
o> A N SR or complaints or opinions made on other
(2) HF “fdlﬂﬁﬂza E’J&nﬁjzf 2 F i L g A
A éﬂ(ﬁﬁ—{ﬂﬁiﬁﬁﬁﬂﬂi\ﬁﬁf%i staff members that have been investigated
EFRER W20 R taiak by the Registrar or the Assistant Registrar, if
ILECHEAN 0 HEETF FAEE R such complaint or opinion is initially
R ST ERRE established or accepted,'the Registrar‘will
B BT AR B e handle the case and notify the Committee
N . h on Administration or submit the case to the
eh TR A
Al ‘ Committee for further consideration and
B N handling.
3) TTEESHZEGEGEEHEE
UREHESf % - AR > 54y (3) éfter riieiving;l;e c.omtplaj[i_nt, thih
EUAERE AL DU sh st omml ee on. ministration or .e
B WERIEE Registrar may, if necessary, meet with the
A LECERAT related parties for further details. Minutes of
the aforesaid meetings will be kept
accordingly.
SC8% Records
16. | FrE i R =& A A ampk 110 HEER4A | All complaints and opinions must be kept in file,
VAT > F9BEEFATRE o regardless of whether they are established,
adopted or not.
17. | R E0VISST 0 0WhEk L& | Complaints against Board office staff, if they are
= JARIRFENE R S0 {E A AE established, must be kept in the personal file of the
2 staff member concerned.
18. | {FEFEHIE I AW EK s F i fE#5 | The duration of records to be kept will be

AIME » —RLAEFERIR -

determined by statutory requirements and the
rules set out by the Board, and generally speaking
up to seven years.
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Appeal of Complaints
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The complainant or the complainee may appeal to
the Full Board Meeting in writing within 14 days of
issue of reply from the Board.

20. | FRHH SRS VRTE S e SR R BGET

Substantial grounds or new evidence should be

B o provided when making appeal.
21. | SFMES e B FIYE0R BEr | The decision of the Full Board Meeting on the
B E appeal is final.
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