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SERVICE QUALITY STANDARD 15

SOCIAL WORK SERVICES
POLICY AND PROCEDURES FOR HANDLING COMPLAINTS
OF SERVICE USERS AND STAFF
(including LSG and LSG-related service)

1. Purpose

1.1 The service unit has policy and procedures related to handling complaints and are
accessible to service users, staff and all interested parties.

2. Relevant Documents

2.1 Policy and procedures for handling complaints of service users.

2.2 Policy and procedures for handling complaints of staff.

3. Policy and Procedures for Handling Complaints by Service Users

3.1 Purpose of the Policy

3.1.1 To advise service users and/or their families about their right to make a complaint
and about what actions the service unit will take to address any complaint
received; and

3.1.2 To guide any staff members who receive a complaint and the steps they have to
take to handle that complaint effectively.

3.2 Philosophy

3.2.1 A service user and/or his/her family who is dissatisfied with any aspect of the
service delivered by the service unit (including the standard of service delivered,
service policies, procedures, decisions, or the actions or attitude of any staff
member), is entitled to raise a complaint with the service unit.

3.2.2 Any person who makes a complaint will be dealt with fairly and without
prejudice.

3.2.3 Any person who needs to complain, whether recorded verbally or in writing, shall
be treated as making a formal complaint. The unit shall then act according to the
procedures for handling complaints. On the other hand if that person expresses
discontent without specifying his/her intention to complain, the handling staff
shall enquire if he/she wishes to do so politely at the earliest opportunity. If he/she
answers in the affirmative, it will be defined as a formal complaint. On the other
hand, if the person indicates that he/she only intends to draw attention or give a

negative answer, his/her opinion will be treated as feedback for the unit.
2
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3.2.4 All service units will actively examine any complaint received with an open mind
and to resolve the complaint.

3.2.5 All service units shall view the complaint as a positive mechanism for reviewing
service activities and identifying ways to enhance service delivery procedures.

3.2.6 An anonymous complaint with valid communication information (e.g. valid
email address) will be regarded as a complaint.

3.2.7 Information provided by the complainant must be based on fact and presented
clearly and legibly. When deemed necessary, a designated complaint officer will
contact the complainant for further information and/or clarification before the
complaint handling procedure can proceed.

3.2.8 Staff shall uphold the principle of confidentiality. Information related to
complaint, shall be treated in the strictest confidence.

3.3 Confidentiality

3.3.1 When processing complaint information, the need-to-know principle shall be
enforced. Its objective is to ensure that staff gain access to necessary information
solely to undertake their duties.

3.4 Steps to be taken to Address Complaints

3.4.1 Any staff member who receives a complaint about the service unit, whether
verbally recorded or in writing, shall refer the complaint to the designated
complaint officer immediately (normally within 2 working days of receiving the
complaint). The unit supervisor shall appoint a staff as the dedicated complaints
officer and confirm it in the staff meeting for a period of one year. However, if
the object of the complaint is the dedicated complaint officer or a staff of the same
level or above, the senior supervisor or his authorized representative will handle
it.

3.4.2 The designated complaint officer has to discuss the matter with the complainant
aiming to resolve the issue at the earliest opportunity (normally within 7 working
days of receiving the complaint from the complainant).

3.4.3 Suppose the matter cannot be resolved through discussion. In that case, the
designated complaint officer has to inform the complainant of the proposed
actions that he/she will take to address the issue and indicate a timeframe within
which he/she will report the outcomes of these actions back to the complainant
(normally, a reply will be made within 30 working days).

3.4.4 When addressing a complaint, whether substantiated or not, the service unit has
to consider whether the matter indicates an opportunity to modify or enhance
procedures or communication practices to ensure that similar concerns or
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problems do not arise in future. This approach may assist in achieving early and
satisfactory resolutions of complaints in most cases.

3.4.5 Suppose, after receiving outcomes from the designated complaint officer, if the
complainant remains dissatisfied, the complainant may request review within 30
working days. The review will be referred to the next higher rank in the line of
authority up to the Service Head appointed staff or the Service Head of relevant
service at Headquarters, and the decision is final (normally, a reply will be made
within 30 working days).

3.4.6 If a complaint received is against Senior Social Work Supervisor rank or above,
the complainant will be referred to the next higher rank in the line of authority
up to Chief Executive. Suppose the complaint is against the Chief Executive or
a member of the Caritas Board of Management. In that case, the matter will be
referred to the Chairman of the Caritas Board of Management for action and reply
with the Board's advice.

3.4.7 Working days — as defined by related FSA.
3.5 Attitude to Receiving Complaints

3.5.1 Any staff member who receives a complaint about the service shall receive the
complaint openly and courteously.

3.5.2 Any staff member who receives a complaint has to inform the complainant of the
action that he/she proposes to take (i.e. referral to designated complaint officer)
and of the timeframe within which the complainant can expect to receive an
initial response (normally, being contacted by the designated complaint officer).

3.5.3 All verbal or written communication to service users, their family members and
other relevant persons making a complaint have to be made in clear, simple
language, avoiding jargon or abbreviations.

3.6 Documenting Complaints

3.6.1 Any staff member receiving a complaint has to record the nature of the complaint,
date of complaint received and action taken (e.g. referral to the designated
complaint officer) in the Complaint Register.

3.6.2 The designated complaint officer shall record the outcomes of the complaint in
the Complaint Register.

3.6.3 Copies of correspondence and any other documents relating to the complaint have
to be kept in the Complaint File.

3.6.4 The designated complaint officer will prepare an annual report (Annex 1) on the
general nature and number of complaints received and actions taken to resolve
complaints and enhance service delivery.

3.6.5 The Complaint Register and Complaint File are to be maintained by the Senior
4
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Social Work Supervisor. Copies of complaints related documents shall only be
placed on the files of individual service users or staff members if deemed
necessary by the Senior Social Work Supervisor.

3.7 Keeping Staff Members and Service Users & their Families Informed about
the Complaint Policy and Procedures of the Service Units

3.7.1 Any new staff members and service users/families will be informed of the
complaints' channel.

4. Policy and Procedures for Handling Complaints by Staff

4.1 Purpose

4.1.1 To advise staff about their right to make a complaint and about what actions the
Social Work Services Division (hereinafter as “Division”) will take to address
any complaint received; and

4.1.2 To guide staff members who receive a complaint and the steps that they shall take
to handle that complaint effectively.

4.2 Philosophy

4.2.1 Any staff who is dissatisfied with any aspect of Caritas Social Work Services
Division (including services delivered, service policies, procedures, decisions,
administration and management, employment contract as well as the behaviors or
attitude of any staff member) is encouraged to raise their concerns and
recommendations to his/her immediate supervisor in the Service/Division (Note:
If the complaint is against the complainant's immediate supervisor, the complaint
may be made to the next higher rank in the line of authority).

4.2.2 Any staff who makes a complaint will be dealt with fairly and without prejudice.

4.2.3 The Division will actively examine any complaint received with an open mind
and to resolve the complaint.

4.2.4 The Division views the complaint procedures as a positive mechanism for
reviewing service activities and identifying ways to enhance service delivery.

4.2.5 Any staff expressing needs to complain, whether recorded verbally or in writing,
will be treated as a formal complaint. The immediate supervisor shall then act
according to the procedures for handling complaints. If that staff expresses
discontent without specifying his/her intention to complain, the immediate
supervisor has to enquire if he/she wishes to do so politely at the earliest
opportunity. If he/she answers in the affirmative, it will be defined as a formal
complaint. If the person indicates that he/she only intends to draw attention or
give a negative answer, his/her opinion will be treated as feedback.
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4.2.6 An anonymous complaint with valid communication information (e.g. valid
email address) will be regarded as a complaint.

4.2.7 Information provided by the complainant must be based on fact and presented
clearly and legibly. When deemed necessary, the supervisor will contact the
complainant for further information and/or clarification before the complaint
handling procedure can proceed.

4.2.8 Staff shall uphold the principle of confidentiality. Information related to
complaint shall be treated in the strictest confidence.

4.3 Confidentiality

4.3.1 When processing complaint information, need-to-know principle shall be
enforced. Its objective is to ensure that staffs gain access to necessary information
solely to undertake their duties.

4.4  Steps to be taken to Address Complaints

4.4.1 A complaint on a service unit's internal affairs will be handled by a Social Work
Supervisor in the first place. If it cannot be solved after discussion, the complaint
will be handled by a Senior Social Work Supervisor or his/her delegate.

4.4.2 Senior Social Work Supervisor or his/her delegate who receives a complaint,
whether verbal or in writing, from staff, has to discuss the matter with the
complainant in person to seek to resolve the issue at the earliest opportunity
(normally within 7 working days from receipt of the complaint).

4.4.3 Suppose if the matter cannot be resolved through discussion, the Senior Social
Work Supervisor or his/her delegate has to inform the complainant of the
proposed actions that he/she will take to address the issue and indicate a
timeframe within which he/she will report the outcomes of these actions back to
the complainant (normally, a verbal complaint will be replied verbally, and
written complaints will be replied in writing within 30 working days).

4.4.4 After receiving the outcome from the Senior Social Work Supervisor or his/her
delegate, if the staff making a complaint remains dissatisfied, he/she may request
for a review. The review procedure shall refer to the agency's "Guidelines on
Disciplinary and Grievance Procedures” (revised on 1 April 2013) [see Appendix
18 of Human Resources Management Manual].

4.4.5 When addressing a complaint, whether substantiated or not, the Service/Division
will consider whether the matter indicates an opportunity to modify procedures
or enhance communications to ensure that similar concernsor problems do not
arise in future. This approach may assist in achieving early and satisfactory
resolutions of complaints in most cases.

4.4.6 If contents of the complaint are related to disciplinary matters, the agency's
"Guidelines on Disciplinary and Grievance Procedures™ (revised on 1 April 2013)

6
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[see Appendix 18 of Human Resources Management Manual] has to be referred
to.

4.4.7 Complaints related to harassment and/or sexual harassment should refer to the
agency’s “Guidelines on Anti-Harassment / Anti-Sexual Harassment” (issued on
21 September 2021) [see Appendix 41-b of Human Resources Management
Manual].

4.4.8 Working days — as defined by related FSA.
4.5 Attitude to Receiving Complaints

4.5.1 Any staff member who receives a complaint about the service shall receive the
complaint openly and courteously.

4.5.2 Senior Social Work Supervisor or his/her delegate, who receives a complaint, has
to inform the complainant of the action that he/she proposes to take and of the
timeframe within which the complainant can expect to receive an initial response.

4.5.3 All verbal and written communication to the staff making a complaint has to be
made in clear, simple language, avoiding jargon or abbreviations.

4.6 Documenting Complaints

4.6.1 Any staff member receiving a complaint has to record the nature of the complaint,
date of complaint received and action taken (e.g. referral to Senior Social Work
Supervisor or his/her delegate) in the Staff Complaint Register.

4.6.2 Senior Social Work Supervisor or his/her delegate shall record the outcomes of
the complaint in the Staff Complaint Register.

4.6.3 Copies of correspondence and any other documents relating to the complaint have
to be kept in the Staff Complaint File.

4.6.4 The designated complaint officer will prepare an annual report (Annex 2) on the
general nature and number of staff complaints received and actions taken to
resolve complaints and enhance service delivery.

4.6.5 Copies of correspondence, action taken, and any other documents relating to the
complaint have to be kept on the Staff Complaint File and copied to the Service
Head for information.

4.6.6 The Staff Complaint Register File and Staff Complaint File are to be maintained
by the Senior Social Work Supervisor or his/her delegate, and copies of
complaints related documents shall only be placed on the files of individual staff
members if deemed necessary by the Service Head.
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4.7 Keeping Staff Members Informed about the Complaint Policy and
Procedures of the Service Units

4.7.1 All staff members will be informed of the complaints' channel via Administrative
Guidelines .

Date of Review and Revision: 6 July 2023
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Caritas

to

Annual Report of Staff Complaint

Annex 1

Serial No.

Date of Complaint

Nature of Complaint

Follow up Action & Outcome

Completion Date

[ ] During the above years, the unit did not receive any complaints. Signature of designated complaint officer:

Date of Review and Revision: 6 July 2023

(Name:

Date:
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Annex 2
Caritas
to Annual Report of Staff Complaint
Serial No. | Date of Complaint Nature of Complaint Follow up Action & Outcome Completion Date
[ ] During the above years, the unit did not receive any complaints. Signature of unit-in-charge: Date:

Date of Review and Revision: 6 July 2023

(Name:
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