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(Distribution list: This Policy should be read by all staff and members of
HKICP, Professional Council and its committees, and the general public.)

1. Objectives

1.1 This document describes the procedures for handling complaints against
the Hong Kong Institute of Clinical Psychologists Limited (HKICP) with a
view to ensure that the complaints are handled efficiently, and effectively
with fair and independent governance as the guiding principles.

1.2 The complaint handling procedure is intended to:

1.2.1 Enable HKICP to proceed to issues raised by people making

complaints in a timely and cost-effective way,

1.2.2 Boost public confidence in our organizational management, and

1.2.3 Provide information that can be used by HKICP to deliver quality

improvement in our administration, services, staff, and complaint
handling.

2. Scope

This policy applies to all complaints from the Registrants of HKICP and the
public made to or about HKICP, such as but not limited to:

2.1
2.2
2.3
2.4
2.5
2.6
2.7
2.8
2.9

Governance
Operational Effectiveness
Standards of Registrants

Continuing Professional Development

Registration Procedures

Complaint and Appeal Handling Procedures

Risk Management
Reputation of HKICP
Management of Organization
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3. Terms and Definitions
In this policy, unless the context other requires:

3.1 “Complaint” means an expression of dissatisfaction made to or about
HKICP, our administration, services, staff, and complaint handling;

3.2 “Complainant” means any person who files a complaint to the secretariat
of HKICP;

3.3  “Council” means the Professional Council of HKICP;
3.4 “Secretariat” means the secretariat of HKICP;
3.5 “Working day” means a weekday except public holiday.

4. Organizational commitment

4.1 The Council

The Council shall follow up and/or implement the recommendation(s) made by
the Complaint Handling Group (CHG) regarding the complaints. A remedy or
resolution, if appropriate, shall be made accordingly in a timely manner. Any
remedy and resolution, where appropriate, shall be publicized via different
channels such as HKICP website, newsletter and/or announcement etc.

4.2 Register of complaints

The secretariat shall maintain and update a register of complaints received by
the secretariat under section 6 below. The register shall record any information
of the complaints and in a form and format prescribed by the Council.

5. Making a complaint

5.1.1 A complaint about HKICP could be from, but not limited to, the following
people:

5.1.1.1 A member of the public,

5.1.1.2 A Registrant of HKICP, and

5.1.1.3 A staff/femployee of HKICP.

5.1.2 A complaint about HKICP shall be made by the complainant:

5.1.2.1 By filling in the Complaint Form of HKICP (Appendix 1) and post or
fax the form to the secretariat of HKICP; or
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5.1.2.2 By completing and submitting the online complaint form on the

website of HKICP with all supporting information; or

5.1.2.3 By calling the contact number of HKICP and HKICP shall arrange an

5.1.3

interviewing officer to interview the complainant to fill out the
Complaint Form.

No anonymous complaint will be dealt with. Complainant must provide
their personal details as required.

6. Acknowledgement of complaint

The secretariat shall issue an acknowledgement of receipt of complaint to the
complainant within 5 working days.

7. Consideration of complaint by the Professional Council

7.1

7.2

7.3

7.4

7.5

7.6

7.7

The secretariat shall forward the Complaint Form and the supporting
document(s), if any, to the Chairperson of the Professional Council (“the
Chairperson”) within 5 working days after receiving the complaint.

After receipt of the Complaint Form and the supporting documents(s), if
any, the Chairperson shall form the Complaint Handling Group (CHG)
within 14 working days.

CHG may compose of 3 members of the Professional Council. At least
one of the members shall be a lay-member of the Professional Council.
The Professional Council may decide the group size of the CHG case by
case.

CHG shall have a meeting to consider the complaint within 20 working
days of its formation.

The Secretariat shall send a copy of document(s) such as, but not limited
to, the Complaint Form, the document(s) supporting the complaint, the
internal policy, guideline, operation manual of HKICP, which are
considered to be relevant to the complaint, to all members of CHG for
reference before the meeting.

CHG has the discretion to invite any personnel of HKICP, whom the
complaint is concerned with and/or CHG thinks relevant to the
consideration of the complaint, to attend the meeting.

The Secretariat shall, at the meeting at which the complaint is
considered, put before CHG, the Complaint Form, the supporting
document(s), any relevant internal documents of HKICP, and any other
available document or material relevant to the complaint.
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7.8

7.8.1
7.8.2
7.8.3

7.9

7.10

7.10.1
7.10.2
7.10.3
7.10.4
7.10.5

7.10.6

7.10.7
7.10.8
7.10.9

7.11

7.12

CHG shall determine, by a simple majority, one of the following
outcomes:

That the complaint shall be dismissed,
That the complaint is established, or

That further information and additional advice or assistance are
required. In this case, CHG shall seek further information and
additional advice or assistance within 10 working days after the
meeting. The documents received therewith shall be circulated among
CHG members, and after the receipt of those documents, CHG shall
direct the secretariat to fix a date within 10 working days for another
meeting of CHG.

If CHG determines that the complaint is established, CHG shall discuss
and make decision on the remedy or resolution in relation to the
complaint to the Council.

Possible remedies that may be offered to complainants are as follows:
A feedback,
An appreciation,
An apology,
Reconsideration of a decision,

Amending or retracting documentation (e.g. publications, media
statements, web pages),

An offer of non-financial assistance, as appropriate (e.g. providing
information or contact details),

Changed policies or practices to prevent a reoccurrence, and

Training and support to the staff member who the complaint was about,
if applicable.

CHG shall forward a report, signed by all members of CHG, to the
Council for endorsement. The report shall state its findings of facts, the
reasons for the conclusion with dissenting view, if any, and its
recommendation on remedy or resolution in relation to the complaint, if
any, within 10 working days after the last meeting of CHG on the
Complaint.

If the Council endorses the report submitted by CHG, the Council shall
implement the recommendation on remedy or resolution in relation to the
complaint, if any. The Council shall give the complainant a written reply
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7.13

on the outcome of investigation and recommendation. Recommendation
may include remedy or resolution in relation to the complaint, and/or
action proposed or taken to improve the administration of HKICP and/or
action taken to address the conduct of any concerned personnel. The
written reply shall inform the Complainant the right and the channel of
appeal.

The Council shall dissolve CHG after receiving the report from CHG.

8. Appeal

8.1

8.2

8.3

8.4

8.4.1
8.4.2

8.5

8.6

If the complainant is aggrieved by the outcome of the investigation under
this policy, the complainant may lodge an appeal, subject to 9.3, to the
Board of Directors of HKICP within 30 working days after the date of the
written reply on the outcome of investigation and recommendation issued
by the Council.

Upon the receipt of appeal, the Board of Directors shall direct the
Secretariat to send a copy of document(s) such as, but not limited to, the
Complaint Form, the document(s) supporting the complaint, the internal
policy, guideline, operation manual of HKICP, and the investigation
report of CHG, which are considered to be relevant to the complaint, to
all members of the Board of Directors before having a meeting to
consider the appeal.

No appeal shall be allowed unless the Board of Directors is satisfied that
(1) there is new evidence to support the complaint; or (2) the previously
submitted evidence is deemed misinterpreted in the investigation.

The Board of Directors shall determine, by a simple majority, one of the
following outcomes:

That the appeal shall be dismissed,

That the complaint is established and the alteration of the
recommendation made by the Council, if any.

The Board of Directors shall give a written reply, copied to the
Chairperson of the Council, to the Complainant on the outcome of the
appeal and the recommendation, if any, within 60 working days upon the
receipt of appeal.

The decision made by the Board of Directors shall be final.
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9. Conflict of interest

9.1 All members of CHG, the secretariat, the Council and the Board of
Directors shall observe the relevant rules and procedure stipulated in the
Policy on Declaration & Handling of Conflict of Interest of HKICP (HKICP-
ECI-PO-003-R0). Any conflict of interest arisen during the handling

procedures shall be reported immediately and documented.

9.2 All personal information of the complainant shall be handled with care

throughout the complaint handling procedure.

10. Attachment

10.1 Appendix 1: Hong Kong Institute of Clinical Psychologists Complaint

Form (about HKICP)

10.2 Appendix 2: Flowchart of the procedures for handling a complaint

against HKICP
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Appendix 1:
Hong Kong Institute of Clinical Psychologists Complaint about HKICP Form

BRERLVESZAY
HONG KONG INSTITUTE OF CLINICAL PSYCHOLOGISTS

g (FREEEROEERAT)
Complaint Form (About HKICP)

YEEEEIE Notes
(@) IEIEEFREIIIRE (FAEROEEZ AgREHASNIER ZEF) CCE4mst: HKICP-ECI-

(b)

(©)

(d)

()

(f)

PD-004-R2) 5 EVTEIIZRE - FrA 1A U fE E R -

This specified Complaint Form is prescribed under section 5 of the Procedures for Handling of
Complaints against Hong Kong Institute of Clinical Psychologists (document code: HKICP-ECI-
PD-004-R2). All complaints must be lodged in this specified form.

N R LUEAR B M E A5 R AR N & H - AR BE IRV ER} - WRIEATIEN - 55
AR E RS TR - I IR — R 2B B B Elicp@icphk.org hkiE AL BT F&
=

You are required to fill in the various fields of the Complaint Form in a clear and legible manner
and provide accurate and true information. You may add sheet(s) and attach it to this Form or
submit an electronic word file via email icp@icphk.org.hk if the space of this form is insufficient.
i NP PR AR LR NV E B - NS ~ Sl A B - R aesshl ~ BT 8T T& A AE
BEN - BHRETRIG A 2T - BAERER OEER g ZH -

Please provide your personal particulars in the Complaint Form. Hong Kong Institute of Clinical
Psychologists shall not deal with any complaint that is made anonymously, or when the
complainant cannot be identified or traced, or if the form is not duly completed.
BN Ry E R - R SNBSS b - frA BRREH R -

The information provided will only be used in the processing of the complaint. The information
will be kept in strict confidence.

g (EFEEROCEER A NGRPEAFIHRET 2R ) CUF4R5E: HKICP-ECI-PD-004-R2)
TREVRE - B TSR E X E R EHZE R R 5E -

In accordance with Section 7 of the Procedures for Handling of Complaints against Hong Kong
Institute of Clinical Psychologists (document code: HKICP-ECI-PD-004-R2), your complaint will
be submitted to the Professional Council for initial consideration.

WIET T A I A A R ERE B - 558 E % icp@icphk.org.hk Hii4s & ARk PR L 3 AR
RN GIER

If you have any questions or need assistance in filling out this Form, please contact the office of
Hong Kong Institute of Clinical Psychologists via icp@icphk.org.hk.
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(P T A
Part I: Particulars of Complainant
PR (G 7INME) B
Surname (Mr./ Ms.) Given Name
4R B ah i HESS (WA )
Contact Phone No. Fax. No. (if any)

EEMAE (405)

Email Address (if any)

G4k Correspondence Address

Ll FTNE
Part II : The Complaint

NG E B O N FHI B ZE 8 - BIRHZBEZEE Y - DIER
HE o

If you complain about the conduct of a staff or a member of a committee / the Professional Council of
HKICP, please provide the name of the staff or the member for our follow up.

[ N RERGIN B T BRIER - T E FIRF G —Eo% - BB EE e R
BlE— TR o ERT R RITEECE 2R E R R — g 2N 15 [ 2E AR O
B NG R Z GBI (EER - SEEROEER A AGMARR -

You must put down the content of the complaint in separate paragraphs and number the paragraphs
consecutively. Each paragraph must so far as convenient contain one complaint only. Where there are
two or more complaints incorporated in one single paragraph, Hong Kong Institute of Clinical
Psychologists shall not be held responsible for any omission of dealing with more than one complaint
in one paragraph.
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AN B AEBEROIEER NG ELRET - 5EBE0T
I hereby lodge a complaint to Hong Kong Institute of Clinical Psychologists. Details of the complaint are
as follows:

Resfr g (425 4E /Y H B (4078 F)Date when the alleged incident being complained occurred, if applicable

PEF 2 AR At BE(207% ) Place where the alleged incident being complained occurred, if applicable

T IR FEETE Major issue(s) to complain

PEFEREE4I4E R Details of the alleged incident being complained
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SCFRPRBIFGTIVEERIS M (BB EEE THsE L v 57) ¢
Supporting document(s) of the complaint (Please v* as appropriate):

1 w2

Yes, please refer to the attachment(s)

ueZ]

No
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PR : B A

Part III : Declaration and Consent

O R AGEEH LR -

I declare that the information provided by me in this form is true and correct to the best of my knowledge.

O AKRAFEEIAT LN ER  HRHEEBEROEER A NGNEEEHEZEEHRE > WTH
EWET - R R 2 et B K [ B R AR b
I agree that this complaint and the supportive information provided would be examined by the Professional
Council of Hong Kong Institute of Clinical Psychologists and, where appropriate, would be used in all
relevant complaint handling and/or disciplinary procedures.

LIV = AT ANHEE

Name of Complainant Signature of Complainant

HHA
Date
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Appendix 2:

Flowchart of Procedures for Handling of Complaints against Hong Kong Institute of

Clinical Psychologists Limited

HKICP Secretariat receives a
Complaint Form

Issue an acknowledgement of receipt of
complaint to Complainant

] L

Forward the complaint and supporting

document(s) to Chairperson of
Professional Council

Members of Professional
Council

At least one lay member of
Professional Council (if needed)

Complaint Handling Group (CHG, group size to be

Chairperson of Professional Council forms the

decided by Professional Council)

Secretariat Officer

CHG invites the HKICP
personnel whom the
complaint is concerned with
1 relevant to the
consideration of the
complaint to the meeting

Within 20 working days
upon formation of CHG

CHG decides
whether to invite the
HKICP personnel whom the
complaint is concerned with /
relevant to the consideration
of the complaint to the
meeting

Send a copy of documents e.g.
Complaint Form, supporting
documents, internal policy,
guideline, HKICP operation manual
to CHG members

CHG directs Secretariat Officer
to fix the date for another

A CHG meeting is held to consider the complaint

meeting

Secretariat Officer puts before CHG the Complaint

Form, supporting documents, any relevant internal
documents and any other available documents at

the meeting

Circulated received documents
among CHG members

Obtain further information /

I advice /

l

CHG determines the

]‘Need further it

advice / assistance

outcome by simple majority

Complaint is established

Complaint is dismissed
CHG shall discuss and decide on
remedy / resolution in relation to the
complaint

' Within 10 working days '
\after CHG meeting  \ | L e
"""""""""" ! Within 10 working days !

Forward areporttoandseek | _ 0 ) e----------o----

endorsement from the Council

'

Once the report is endorsed

The Council shall implement the
recommendations on remedy or
resolution in relation to the complaint

The Council shall provide written reply
to Complainant on the outcome of
investigation, recommendations and the

right and channel to appeal T

The Council shall dissolve CHG ]
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L

The Council shall implement the
recommendations on remedy or
resolution in relation to the complaint

The Council shall provide written reply
to Complainant on the outcome of
investigation, recommendations and the
right and channel to appeal

If the Complainant is aggrieved by the
outcome of investigation

Write to HKICP Board of Directors to
appeal against the outcome of
investigation

Board of Directors
evaluate whether there is a
new evidence to support the
complaint, or the previously submitted
evidence is deemed
misinterpreted in the
investigation

Yes

v

Board of Directors instruct Secretariat Officer to

send a copy of documents e.g. Complaint Form,

supporting documents, internal policy, guideline,

HKICP operation manual and investigation report
by CHG to Board of Directors

l

A meeting by Board of Directors is held to
consider the appeal

The Council shall dissolve CHG

within 60 working days
upon the receipt of appeal

Board of Directors

determines the outcome by
simple majority

The appeal is established

The council shall make alteration of the ]

The appeal shall be dismissed

The Board of Directors shall provide written
reply to Complainant , copied to the
Chairperon of the Council, on the outcome of
appeal and recommendations if any / decision
of appeal rejection

recommendation




