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1.0

2.0

3.0

Objective

11

1.2

13

1.4

This policy prescribes the guiding principles, process and outcomes in the
handling of complaints against Hong Kong Institute of Speech Therapists
Limited (hereafter referred to as HKIST) and registrants (hereafter referred to
as registrants) on the matters of professional misconduct. This policy guides
HKIST in its regulatory role in safeguarding the public.

This policy guides the decision-making with regard to its key functions,
including, but not limited to, complaint handling procedure and the subsequent
disciplinary proceedings. Such procedures based on a two-tier decision-making
system. After the preliminary checking of completeness of document, a
committee or sub-committee (First tier) reviews the subject on hand and makes
recommendations to the Council for discussion and final decision or approval
(Second tier).

Any expression of concerns or complaints over the speech therapy profession
are perceived as opportunities for its improvement. This document sets out the
procedures which the PIC will follow a complaint is received. These procedures
reflect the policies as endorsed by the HKIST Professional Council. The
workflow of complaint handling is illustrated in the flow chart A /B with expected
time frame at Appendix 1, and the details are set out in the sections that follow.

HKIST has no jurisdiction whatsoever over claims for refund or compensation,
which should be pursued through separate civil proceedings.

Roles and Responsibilities

2.1  To ensure ethical and professional practice of HKIST and registrants of HKIST
by enforcing the Code of Ethics for Speech Therapists.
2.2  To ensure that complaints are handled in a fair and transparent manner.
Scope
3.1  This policy applies to all complaints against HKIST and registrants of HKIST
made to HKIST, such as but not limited to :
3.1.1 The quality or delivery of the Professional Services
3.1.2 The Conduct of a registrant of HKIST
3.2 Complaints from the registrants of HKIST and the public made to or about

HKIST, such as but not limited to:

3.2.1 Governance
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3.2.2 Operational Effectiveness

3.2.3 Standards of Registrants

3.2.4 Continuing Professional Development

3.2.5 Registration Procedures

3.2.6 Complaint and Appeal Handling Procedures
3.2.7 Risk Management

3.2.8 Reputation of HKIST

3.2.9 Management of Organization

4.0 Terms and Definitions

In this policy, unless the context other requires:

4.1
4.2

4.3

4.4
4.5

4.6

4.7

"Registrant” means the registrants under HKIST.

“‘Complaint” means an expression of concern, dissatisfaction or frustration with
the quality or delivery of the professional services, or the conduct of a registrant;

“‘Complainant” means any person who files a complaint to the secretariat of
HKIST;

“Professional Council” means the Professional Council of HKIST;

‘CHG” means the Complaint Handling Group under Professional Council of
HKIST

“‘PIC” means the Preliminary Investigation Committee under Professional
Council of HKIST

“Secretariat’ means the secretariat of HKIST

5.0 Principles in Handling Complaints Against HKIST and Registrants of
HKIST

HKIST upholds the following principles:

5.1
5.2

5.3

All complaints are viewed as opportunities for improvement.

Protecting service users and the public is always the prime consideration in
handling complaints.

HKIST shall provide accessible means for the public to make written complaints
against HKIST and the individual or group of registrants of HKIST.
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5.4

5.5

5.6

5.7

5.8

5.9

5.10

5.11
5.12

5.13

5.14

All complaints are handled in accordance with the principles of fairness and
independence, which may include the involvement of lay people in the
complaints handling process, and the use of a 3-stage process (investigation,
adjudication and appeals) with different people involved in each stage

HKIST is committed to effective complaint handling and values feedback
through complaints.

Information about how and where to complain is well publicized to the public,
registrants, staff and other interested parties.

The process of making a complaint and investigation is transparent and easy-
to-understand for the complainant.

Complaints are acknowledged in a timely manner, addressed promptly and
according to order of urgency, and the complainant is kept informed throughout
the process.

Complaints are dealt with in an equitable, objective and unbiased manner.
Personal information related to complaints is kept confidential.
If a complaint is upheld, a remedy or resolution shall be provided.

There are opportunities for internal and external review and/or appeal about
HKIST’s response to the complaint, and the complainants are informed about
these avenues.

Accountabilities for complaint handling are clearly established, and complaints
and responses to them are monitored and reported to the Board of Directors,
the Professional Council, and other relevant stakeholders.

All complaints handled and the respective actions taken shall be properly
documented.

6.0 Receipt of complaint

6.1

6.2

6.3

Members of the public could submit a written complaint to the HKIST using the
Complaint Form A / B at Appendix 2. On receipt of the written complaint, an
acknowledgement letter would be sent to the complainant within 14 working
days from the date of receipt of the written complaint.

Response within a set time frame, and keeping the complainant informed
should there be delays.

Advice and support to persons giving information or evidence in relation to
complaints and disciplinary cases, including withnesses and staff or registrants
being complained against.
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6.4  No anonymous complaint will be dealt with. Complainant must provide their
personal details as required.

7.0 Investigation

7.1  For Handling Complaints Against HKIST

7.1.1

7.1.2

7.1.4

7.1.5

7.1.7

The Professional Council shall set up the Complaint Handling Group
(CHG) upon receiving a complaint against HKIST. 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.

CHG is responsible for deciding the merits and outcomes of the
complaint.

CHG shall have a meeting to consider the complaint within three month
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, which considered to be relevant to the
complaint, to all members of CHG for reference before the meeting.

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

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

7.1.5.3 That further information and additional advice or assistance
are required. In this case, CHG shall seek further information
and additional advice or assistance within a month 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 a month for another meeting of CHG.

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 Professional Council.

Possible remedies that may be offered to complainants are as follows:
7.1.7.1  Afeedback,

7.1.7.2  An appreciation,

7.1.7.3  An apology,
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7.2

7.1.9

7.1.7.4 Reconsideration of a decision,

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

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

7.1.7.7  Changed policies or practices to prevent a reoccurrence, and

7.1.7.8 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
Professional 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 three months after the last meeting of CHG on the
Complaint.

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

7.1.10 The Professional Council shall dissolve CHG after receiving the report

from CHG.

7.1.11 In case the Professional Council failed to endorse the report submitted

by CHG, the Professional Council shall dissolve CHG and set up another
CHG for re-investigation.

For Handling Complaints Against Individual or Group of Registrants

7.2.1 All complaints received by HKIST shall first be considered by the

Preliminary Investigation Committee (PIC), which is a standing
committee under the Professional Council.  All complaints received by
HKIST shall first be considered by the Preliminary Investigation
Committee (PIC), which is a standing committee under the Professional
Council of HKIST (Professional Council). PIC comprises a
Chairperson, the speech therapist member of the PIC, one expert
member in the field of speech therapy related to the complaint and one
lay member.
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7.2.2

7.2.3

7.2.4

7.2.5

7.2.6

7.2.7

7.2.8

Before the matter is discussed at the PIC meeting, the registrant being
complained against will be informed of the complaint and be invited to
give an explanation in reply. All information related to the complaint will
be handled in strict confidentiality.

The written complaint received, the explanation submitted by the
concerned registered speech therapist and any other relevant
information which is available will be considered during the investigation.
PIC shall have a meeting to consider the complaint within three months.

PIC shall determine, by a simple majority, one of the following outcomes:
7.2.4.1  That the complaint is not being upheld, or
7.2.4.2 That the complaint is upheld.

If the complaint is not being upheld, a brief on the complaint will be
prepared for the Chairman of the PIC, who will inform the complainant
and the registrant being complained against about the outcome in
writing.

If the complaint is being upheld, a brief on the complaint will be prepared
for the Chairman of the PIC, which will include any disciplinary actions.
The PIC Chairman will review the outcome and any disciplinary actions,
and if in agreement, will prepare a report on the case which will be
submitted to the HKIST Board for adjudication.

The Professional Council shall dissolve PIC after receiving the report
from PIC.

In case the Professional Council failed to endorse the report submitted
by PIC, the Professional Council shall dissolve PIC and set up another
PIC for re-investigation.

8.0 Adjudication by the HKIST Professional Council

8.1

8.2

Upon receipt of the report on the complaint from the PIC Chairman, the HKIST
Professional Council will review the outcome of the investigation and
recommended disciplinary actions. All members present at the Professional
Council meeting forms the Inquiry Panel. Upon ratification and endorsement,
the registrant being complained against will be informed of the outcome and
disciplinary actions would be taken accordingly.

Where relevant to the overriding concern of protecting the public, reporting
bona fide concerns on practitioners to the appropriate authorities
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8.3

A Record of Complaint Outcome includes, but not limited to, review/audit of
administration procedures, disciplinary actions, reporting to appropriate
enforcement agencies will be signed by Chairperson of Professional Council at
Appendix 3.

9.0 Disciplinary actions

9.1

9.2

A checklist at Appendix 4 prescribes the policies and procedures for decision-
making with regard to disciplinary proceeding against individual or group of
registrants. Such policy and procedures should be based on a two-tier
decision-making system. After the preliminary checking of completeness of
documents, the Preliminary Investigation Committee (PIC) reviews the subject
on hand (First tier) and makes recommendations to the Council and final
decision or approval (Second tier).

For complaints against individual or group of registrants, the complaints will be
categorized as minor breach, disciplinary matters or criminal offence. While
timely referral to the appropriate authority would be carried out in case of
criminal offense, penalties and/or required undertakings will be imposed on the
registrant being complained against depending on the nature and severity of
the breach of ethical framework. Decisions on disciplinary actions should be
publicised and should be proportionate to the level of severity of breach of
conduct such as written warning, temporary de-registration, and permanent de-
registration. Examples of penalties and required undertakings, may include but
not limited to the following:

Penalties Required undertakings

- Written warning - completion of training related to clinical
practice or management practices, etc.
- Temporary de-registration
- changes to clinical or reporting

- Permanent de-registration practices

- rectification of the concerned matter

10.0 Notification of the results

It will generally take at least six months before a case can be concluded, depending on the
complexity of each case. The complainants will be informed about the progress of the
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disciplinary proceedings as far as possible and they will be notified of the decision of the
complaint within six months from the launch of investigation.

11.0 Appeal

If either the complainant or the individual being complained against disagree with the
outcome of the investigation of the complaint, he or she may request Board of Directors for
appeal for re-investigation of the complaint within one month after the notification of results.
The re-investigation of the complaint will be conducted by an Appeal panel. The Appeal Panel
is appointed by Board of Directors consists of a team of three members different from the
original investigating team. A Record of Appeal Outcome includes, but not limited to,
review/audit of administration procedures, disciplinary actions, reporting to appropriate
enforcement agencies will be signed by Board of Directors at Appendix 5.

12.0 Publication of HKIST’s decision on Disciplinary Inquiries

In order to improve the transparency of the disciplinary proceedings and to educate the public
and members of the profession on what contributes a breach of ethical framework in relation
to speech therapy, the HKIST’s decision on disciplinary inquiries will be published onto the
HKIST website. If the registrant is found guilty of any professional misconduct, the full
judgment will be published onto the HKIST’s website for a fixed period of three years after
the expiry of the one-month appeal period or after the final decision of the appeal is made.
While the full identity of the guilty speech therapist will be shown, the identity of the
complainant and other related parties will be edited out.

13.0 Complaint Register

The secretariat shall maintain and update a register of complaints received under section 6.1.
The register shall document the information of all the complaints handled, in a form and
format prescribed by the Professional Council at Appendix 6.

14.0 Conflict of Interest

14.1  All members of PIC, the Inquiry Panel, the Appeal Panel, the secretariat and
the Council as well as the Secretariat shall observe the relevant rules and
procedure stipulated in the Policy on Declaration and Handling of Conflict of
Interest of HKIST (HKIST-A-COC-v2). Any conflict of interest arisen during the
handling procedures shall be reported immediately and documented.

14.2 All personal information of the complainant shall be handled with care
throughout the complaint handling procedure.
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15.0 Liability

All members of the Committee, includes PIC and CHG, Inquiry panel, Appeal panel and the
Council shall be indemnified out of the assets of HKIST against any liability and expenses
incurred by them, including without limitation the costs of legal representation in defending
any court proceeding which may be commenced by any person in regard to matters arising
out of or in connection with these Procedures.

16.0 Reference

16.1

16.2

16.3

Policy on Handling of Complaints (n.d.). Retrieved June 20, 2022, from Hong
Kong Institute of Clinical Psychologists Limited website,
https://www.icphk.org.hk/images/
conduct_and_discipline/D13_Policy%200n%20Handling%200f%20Complaint
s_EN%2020211020.pdf

Procedures for Handling of Complaints against Hong Kong Institute of Clinical
Psychologists Limited(n.d.). Retrieved June 20, 2022, from Hong Kong
Institute of Clinical Psychologists Limited website,
https://www.icphk.org.hk/images/conduct_
and_discipline/D12_Procedures%20for%20handling%200f%20Complaints%?2
Oagainst%20HKICP_EN%2020211020.pdf

Procedures for Handling of Complaints against Registrants of
Hong Kong Institute of Clinical Psychologists Limited(n.d.). Retrieved
June 20, 2022, from Hong Kong Institute of Clinical Psychologists Limited
website, https://www.icphk.org.hk/
images/conduct_and_discipline/D14_Procedures%20for%20Handling%200f%
20Complaints%20against%20Registrants%200f%20HKICP_EN%202021102
0.pdf
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Flowchart A: Workflow of Complaint Handling against HKIST

HKIST Secretariat receives a
complaint form

Within 14 days

Issue an acknowledgment of receipt of
complaint to Complainant

Within 1 month

Chairperson of Professional Council form the
" Complaint Handling Group (CHG)

l

A CHG meeting is
held to consider
the complaint

Within 2 months

Report is o
not Complaint is Complaint is
endorsed establishad l dismissed
CHG shall discuss and decide on remedy /
resolution in relation to the complaint
l Within 3 months
Forward a report to and seek endorsement
from the Professional Council
Report is endorsed 17 Within 14 days
The Professional Council The Professional Committee shall
implement the recommendation provide written reply to
on remedy or resolution in Complainant and the right and
relation to the complaint channel to appeal

Appendix 1
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Appendix 1

Flowchart B: Workflow of Complaint Handling against individual or

group of Registrants

HKIST Secretariat receives a
complaint form

Within 14 days

Issue an acknowledgment of receipt of
complaint to Complainant

Within 2 months

Refer the complaint to Preliminary
Investigation Committee (PIC)

l

A PIC meeting is
held to consider
the complaint

Within 1 month

Complaint is

Complaint is l
Report is upheld
not
endorsed PIC Chairperson prepare the report and
suggested possible disciplinary action

not upheld

+
Adjudication by the
HKIST Professional Council

v

Within 3 months

Forward a report to and seek endorsement
from the Professional Council

Report is endorsed l Within 14 days

channel to appeal

The Professional Committee shall provide written reply to Complainant and the
registered ST being complained against about the outcome and the right and
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25/8/2022
Hong Kong Institute of Speech Therapists H KIST
EESEARG LR LA AN

BaiRig A (AMEASHEAREIAE)
Complaint Form A (About HKIST)

ERZEE Notes

A.

HREERFAGTIRE (FESHE AR A SR HAGIRER ZEF) CUt4RsE: HKIST-B-CHP-v2) 25
BIFAREHEIHENE - FTARERALI IS E RIS -
This specified Complaint Form is prescribed under section 6 of the Procedures for Handling of
Complaints against Hong Kong Institute of Speech Therapists (document code: HKIST-B-CHP-v2).
All complaints must be lodged in this specified form.

- BT APUERS A Z R RAS N S E - M PR B IEREMESEAT R - ML RIER - SAIERE

BT AR » W RERER#RAE — A EA M B Flinfo@hkist.org hkE AL B TS EAE R -

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 info@hkist.org.hk if the space of this form is insufficient.

AN TERASSE AL TAVE AR} - LES - B3GR ANS DA EeER] - SEERAW TSR REEE -
B RS W R RS - BRI A SRR 25 -

Please provide your personal particulars in the Complaint Form. Hong Kong Institute of Speech
Therapists 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.

- FETF R ftayEskt - 1’ R RREEIGTER L - BT SRHE s R -

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

- AR T EHEE I FAS A (LT AR S8 - S5 EEE info@hkist.org.hk 48T BS HaRETI A G

If you have any questions or need assistance in filling out this Form, please contact the Secretariat,
Hong Kong Institute of Speech Therapists via info@hkist.org.hk.

1
Secretariat, HKIST, Unit 2101, 21/F, Gala Place, 56 Dundas Street, Kowloon
Email: inffo@hkist.org.hk
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25/8/2022
Hong Kong Institute of Speech Therapists H KIST
EEBEREAERMAS ol

e T ARE

Part I: Particulars of Complainant

2 (k)
Name (Mr./ Ms.)

R4 EEh TS

Contact Phone No.

BwERE ()
Email Address (if any)

fragitlil Correspondence Address:

ZH

D BERAE
Part Il : The Complaint

HE TR RS e A G ENZ S iRt BENZEELT  ER
i@ o

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

R N VRN A Sy BHE S WA B FIEF R — % B —BSER TR
HEE&E—TARET - BRI B WHECE AR BHBUERE— B 2 » 5 (B E &
S aRAT A GER B Z AL EHIT A (EMER - BASHARIMAGHIAR
H o

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 Speech Therapists shall
not be held responsible for any omission of dealing with more than one complaint in one paragraph.

2
Secretariat, HKIST, Unit 2101, 21/F, Gala Place, 56 Dundas Street, Kowloon
Email: info@hkist.org.hk
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Hong Kong Institute of Speech Therapists

BERESEARMAS

Appendix 2

25/8/2022

follows:

AN BEEESH ORI GFHEGT - sEE0T

| hereby lodge a complaint to Hong Kong Institute of Speech Therapists. Details of the complaint are as

T4 2E A H B (2038 )Date when the alleged incident being complained occurred, if applicable

FrarEa a8 4= B F) Place where the alleged incident being complained occurred, if applicable

T EFEIE Major issue(s) to complain:

P {5 E4I4G 7 Details of the alleged incident being complained:

(] 5 mewwme

Yes, please refer to the attachment(s)

SCRPARITGF RIS (G EEE I8EL v 5F) -

Supporting document(s) of the complaint (Please v’ as appropriate):

3

Secretariat, HKIST, Unit 2101, 21/F, Gala Place, 56 Dundas Street, Kowloon
Email: info@hkist.org.hk
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Hong Kong Institute of Speech Therapists
EBEHRABEGDRLE

Appendix 2

25/8/2022

W IR EE

Part Ill : Declaration and Consent

O A GHERA LA E R

knowledge.
O A AJEIES

LT R TR AL
PFTE R fRERERE R [ 56

Y

i

| declare that the information provided by me in this form is true and correct to the best of my
CTiE AR A SN RES B WAERENEWLT -
i %pax & s ol
| agree that this complaint and the supportive information provided would be examined by the
Professional Committee of Hong Kong Institute of Speech Therapists and, where appropriate, would
be used in all relevant complaint handling and/or disciplinary procedures

eI
13

Name of Complainant

A E

Signature of Complainant Date

4

Secretariat, HKIST, Unit 2101, 21/F, Gala Place, 56 Dundas Street, Kowloon
Email: info@hkist.org.hk
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Hong Ko
&8

Appendix 2

25/8/2022

Kong Institute of Speech Therapists HKIST
ERARBAE 5 :

ne
T

& }\é‘ﬂﬂiﬁ%”‘é%

RIE & A S GR T AR E TR A FEE -

2. {RETHEACAYFT A B RDIHEE A SR AR B PEAERE RS B, I vT R TR 45 A REH RS B AYREIL
BT -

3. f'J EREMRE (EAZEHERRRG) BRI E IETIERAE P IO ER - WZRHGE H (A&
fE DIFmERZE info@hkist.org.hk i «

{ERER R 4R

1. (REAEBSHEEHETA SR EIE AR MBS B RS - A SRR LR RATEE
HAAE L B EATER - MIRRAESEBET TR R} - AR eiRaEE— U IR %A -

2. R AGIEAERRISERAVR B E R - A A MR A PR G B AT R A R R AY AR TS B R e
RE PR IEEFAREA - MHRRREGEFAIIRTS (I E P RERGET A FUfth/ e AR B R ) 2 P2 R R R A
S REFEER AR F IR (raG I EE -

3. WSS A SAHBRRE SIS A 18 5% 0 HEER ASGHBRREGSFAVIR IS I K B a0 A RS A
WAEL B B A SR RS R a RS 5 F & iR B e e i

4. RAE SR BRI A A R R A RE PR E a4 P P LA BRI ER AR  HERE R4S

PERSONAL INFORMATION COLLECTION STATEMENT:

1;
2.

3.

The provision of your personal data to the Hong Institute of Speech Therapist (HKIST) is voluntary.

All personal data submitted will only be used for purposes which are directly related to your complaints, and
may be disclosed to agencies who are authorised to receive information for the same purposes.

You have the right to request access to and correction of your personal data submitted in this complaint form
in accordance with the Personal Data (Privacy) Ordinance. Request for access or correction of personal data
should be made in writing to info@hkist.org.hk.

TERMS and CONDITIONS

1.

The provision of your personal data and other information to the HKIST is voluntary. The HKIST reserves the
right to request any incomplete information or any information the HKIST thinks fit. Should you fail to provide
the requested information, the HKIST may not proceed with the complaint handling procedure.

Should the complainant be not the service user in the complaint, the HKIST reserves the right to request the
complainant to submit a written explanation of the reasons the service user in the complaint not filing the
complaint in person, the authorisation letter from the service user in the complaint authorising the
complainant to file the complaint on his/her behalf and the evidence of the relationships between the
complainant and the service user in the complaint.

Should the complainant or the service user in the complaint is under the age of 18 years old, the parent or
the legal guardian of the complainant or the service user should accompany the complainant or the service
user in the complaint during the complaint handling.

Should the complaint be filed to any other organizations, the HKIST reserves the right to request you to
provide the information, progress and results of the complaint filed to those organizations.

5
Secretariat, HKIST, Unit 2101, 21/F, Gala Place, 56 Dundas Street, Kowloon
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BEEERARBMASE o o e et

BErRiE B (R SEEARET)
Complaint Form B (About Registered Speech Therapist)

FEREE Notes

A HEHRGEREIETIIME (FESHERMAGRBHAGIRTTZIZF) CUF&ESE: HKIST-B-CHP-v2) 5
BIFRFUENTHEIIRIS - FrAIGERALUL IS E RIS
This specified Complaint Form is prescribed under section 6 of the Procedures for Handling of
Complaints against Hong Kong Institute of Speech Therapists (document code: HKIST-B-CHP-v2).
All complaints must be lodged in this specified form.

B. BITNHLIER WL Z e R8N A ME - W ERERALATE - QLRI BIER - SHH &
FHEEFIA R AR » WRERERERE — R A B B Efinfo@hkist.org. hkFE A2 B T U HREE -
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 info@hkist.org.hk if the space of this form is insufficient.

C. NSRBI T AVEAZOR - FLES ~ SRR ARV S (AR RESRS ~ BIGER AR TSR REIBE Y -
BRI 2T - AT A AgRA 28 -
Please provide your personal particulars in the Complaint Form. Hong Kong Institute of Speech
Therapists 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.

D. FITAHRBEHIRIR - i AR R EGRIZR L - FrA SkE i -
The information provided will only be used in the processing of the complaint. The information will be
kept in strict confidence.

E. R TEHIE RIS A (T E R 2L - S5ME% info@hkist.org.hk Hfiss &S s AR &k
i -
If you have any questions or need assistance in filling out this Form, please contact the Secretariat,
Hong Kong Institute of Speech Therapists via info@hkist.org.hk.

2 |
Secretariat, HKIST, Unit 2101, 21/F, Gala Place, 56 Dundas Street, Kowloon
Email: info@hkist.org.hk
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BEREEAERMASE s o o s

IS T AR
Part I: Particulars of Complainant

2 (/&)
Name (Mr./ Ms.)

B8 T REBA S

Contact Phone No.

BwHE (0F)
Email Address (if any)

&t Correspondence Address:

RN BRI AR & Yes / & No
Are you complaining on someone else’s behalf? *

* S R please delete the inappropriate

ZH . PSRRI SRS 6 RERnaYEk

Part Il : Particulars of Registered Speech Therapist being complained
ARG IR Al =Tt pran 4 1 e el

Name of Registered Speech Therapist Being Complained:

AR
Employing Agency :

T RIB B S S A AT RS 70k » S LA T 22 A%y -
If you have the contact information of the Registered Speech Therapist being complained, please provide
it in the following blanks:

B s
Contact Tel. No:

Fii%&ih il Correspondence Address:

2
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WD« A
Part Ill : The Complaint

o [EITVEMEVIHRATERFIENEEN » IR X F S HI -

You must have actual knowledge of the alleged offence being complained of and give the date(s)
when the complained event(s) occurred.

o T MEERNNAE T BERE » WIS HFIEFERE S - 5 ESSIER T4
REg—aiE - BET RERERE SRR RE —BEEZA » 5 BEES
sETRET A GERE L EHRGRBIEN S R - SESHEFRMAgAa® -
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 Speech Therapists shall not be
held responsible for any omission of dealing with more than one complaint in one paragraph.

AN B EEES AR ASEHRST  SFEUT ¢
| hereby lodge a complaint to Hong Kong Institute of Speech Therapists. Details of the complaint are as
follows:

Hraf s (484 H | Date when the alleged incident being complained occurred

HrF (3£ fUHEL Place where the alleged incident being complained occurred

FEEILEFHEIE Major issue(s) to complain

3
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FEEFE(FAYEEATIAASR Details of the alleged incident being complained

SCRPARRATGEIEIA S GREEEISEL v 91 ¢«

Supporting document(s) of the complaint (Please v" as appropriate):

D H  HSHIH: D BH
Yes, please refer to the attachment(s) No

WE - BRREE

Part Ill : Declaration and Consent

O AR AERU L RHEREMRL
| declare that the information provided by me in this form is true and correct to the best of my
knowledge.

O  AAFEFEIIGF A EEER M A S AR A S ERZ B gHERE  EEENEY T
R FRE MR R R | S iEr L -
| agree that this complaint and the supportive information provided would be examined by the
Professional Committee of Hong Kong Institute of Speech Therapists and, where appropriate, would
be used in all relevant complaint handling and/or disciplinary procedures

KR AHA KHRAEE F i Date
Name of Complainant Signature of Complainant
4
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Hong Kong Institute of Speech Therapists H KIST
EEERARMAS

HON n».u,
DB;

EPNCENE S - SER

1.

IRIAE B E R A S A8 A SR SR -

2. {RATRACHIETAE A E RS E R SR MRER AT B BRI RS &L M eTAE R B Aa A e A 5] B AU
BRI -

3. RARERE (EAZREEREE) SR ERIERIE P HEACHIE AR - e w EEAZH,
[E LUEmMEHZE info@hkist.org.hk $iH -

[ Sg&aiil=Uk

1 {REEAEE S ERATA SR A AR R it B9 H BRI « ARErE R R IR St R Bk
HAA S ATRENER - OIRARRERERTTRER  AgoURAEE— DR BE LT -

2. LR AAGCIEFERTRATATARES (E I A A RS RIESF A E R AR AR B AR AV AR RS (R e
FREFEERETREE ~ BRI R B AUt e AR R RS A T B s A
BILAE [T ARAY AR (6 F E AR e8I -

3. AHEER ASHRRGERAIRTE B E AR 18 BE - KR ASUERRGERIRISER B B EEEREA
WA B[R S BRI RE S (o R i B R A B -

4. WRE R e A R R R AT - A AR S RERUSRZ R AR R AR R - M R4S

.

PERSONAL INFORMATION COLLECTION STATEMENT:

1
2.

3.

The provision of your personal data to the Hong Institute of Speech Therapist (HKIST) is voluntary.

All personal data submitted will only be used for purposes which are directly related to your complaints, and
may be disclosed to agencies who are authorised to receive information for the same purposes.

You have the right to request access to and correction of your personal data submitted in this complaint form
in accordance with the Personal Data (Privacy) Ordinance. Request for access or correction of personal data
should be made in writing to info@hkist.org.hk.

TERMS and CONDITIONS

1.

The provision of your personal data and other information to the HKIST is voluntary. The HKIST reserves the
right to request any incomplete information or any information the HKIST thinks fit. Should you fail to provide
the requested information, the HKIST may not proceed with the complaint handling procedure.

Should the complainant be not the service user in the complaint, the HKIST reserves the right to request the
complainant to submit a written explanation of the reasons the service user in the complaint not filing the
complaint in person, the authorisation letter from the service user in the complaint authorising the
complainant to file the complaint on his/her behalf and the evidence of the relationships between the
complainant and the service user in the complaint.

Should the complainant or the service user in the complaint is under the age of 18 years old, the parent or
the legal guardian of the complainant or the service user should accompany the complainant or the service
user in the complaint during the complaint handling.

Should the complaint be filed to any other organizations, the HKIST reserves the right to request you to
provide the information, progress and results of the complaint filed to those organizations.

5
Secretariat, HKIST, Unit 2101, 21/F, Gala Place, 56 Dundas Street, Kowloon
Email: info@hkist.org.hk



Hong Kong Institute of Speech Therapists Limited Document No.  HKIST-B-CHP-v2
Issue Date 25/08/2022
Complaint Handling Procedures Review Date 24/08/2024
Page 23 of 26
Appendix 3
25/8/2022
Hong Kong Institute of Speech Therapists

Record of Complaint Outcome

Complaint Ref. No.

Receive Date:

Complainant:

Complaint Details:

O Against HKIST 0O Against Individual or Group of Registrants
Name of Registrant:

Personnel handling
the Complaint:

Preliminary Investigation Committee:

Inquiry Panel:
Findings: O Complaint upheld O Dismissal
Disciplinary Action:
(if any)
Reporting to appropriate enforcement agencies O YES O NO

Remarks (if yes):

| have reviewed and audited the administration procedures that adhere to the
HKIST Complaint Handling Procedures.

(Name)

Chairperson,

Professional Council, HKIST
Date:

Secretariat, HKIST, Unit 2101, 21/F, Gala Place, 56 Dundas Street, Kowloon

Email: info@hkist.org.hk
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EH =R

EAEBMAS

HKIST

Checklist for disciplinary proceedings

This checklist provides a guide about the policies and procedures for decision-making with

regard to disciplinary proceeding against the registrant.
be based on a two-tier decision-making system.

Such policy and procedures should
After the preliminary checking of

completeness of documents, the Preliminary Investigation Committee (PIC) reviews the

subject on hand (First tier) and makes recommendations to the Council and final decision or

approval (Second tier).

Name of the Registrant under disciplinary proceedings:

Task Responsible | YES | NO | N/A | Date | Initial
personnel

1. Receive the report from PIC. Secretariat

2. Being endorsed at Council. Secretariat

3. Inform both parties, Secretariat
complainant and respondent.

4. Receive any appeal. * Secretariat

5. The decision becomes final. * Secretariat

6. Receive the final decision from Secretariat
Appeal Panel. *

7. Inform the Reg-com Secretariat
(Registration subcommittee).

8. Acknowledgment form Reg-com.

9. Publish the Disciplinary Inquiry Secretariat
on HKIST website.

10. Update the Complaint Register. Secretariat

* An Appeal Panel will be formed if either complainant or respondent requests within one
month after the notification. Otherwise, the decision becomes final.

Secretariat, HKIST, Unit 2101, 21/F, Gala Place, 56 Dundas Street, Kowloon
Email: info@hkist.org.hk
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Record of Appeal Outcome

Appeal Ref. No.

Receive Date:

Complainant:

Complaint Details:

O Against HKIST O Against Individual or Group of Registrants
Name of Registrant:

Personnel handling
the Appeal:

Appeal Panel:

Findings:

O Allow the appeal O Sustain the original judgment
Rectification (if allow the appeal):

Disciplinary Action:
(if any)

Reporting to appropriate enforcement agencies O YES O NO

Remarks (if yes):

| have reviewed and audited the administration procedures that adhere to the
HKIST Complaint Handling Procedures.

(Names)

Boards of Directors, HKIST
Date:

Secretariat, HKIST, Unit 2101, 21/F, Gala Place, 56 Dundas Street, Kowloon

Email: info@hkist.org.hk
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Hong Kong Institute of Speech Therapists Limited

Complaint Handling Procedures

Appendix 6

Hong Kong Institute of Speech Therapists
EEEEAEMAS

01/09/2019

Complaint Register

No. | Received | Date of | Complainant | Complaint Details Findings Disciplinary Result Appeal? | Posted
Date Acknowle Actions Notification | (Y/N) | Online?
dgement Date (Y/N)
1
2
3

Secretariat, HKIST, Unit 2101, 21/F, Gala Place, 56 Dundas Street, Kowloon
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