
Appendix 15-A 
 

How is a complaint handled? 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Note: 
At any of the above stages, Complaints Officer may consult Members where necessary. 
 
 

A complaint may be lodged with the Public Complaints Office of  
the Legislative Council Secretariat by phone, post, fax, e-mail, complaint form or in person. 

If allegation concerns matters within the 
jurisdiction of independent or statutory bodies 
(such as ICAC Complaints Committee, 
Independent Police Complaints Council, 
Administrative Appeals Board, etc.), the 
complainant will be advised to lodge the complaint 
directly with those bodies. 

Complaints Officer examines the 
complaint in the light of Government 

policies and procedures. 

If the complaint is justified, Members may: 
 ask the Government to take remedial action; 

and/or 
 refer the issue to the relevant Legislative Council committee or raise the issue at a 

Legislative Council meeting, if a change in policy or law is considered necessary. 

Members are reported on and the complainant is informed of the outcome. 

Complaints Officer obtains relevant 
information from the Government 

where necessary. 

Complaints Officer receives and 
examines relevant information from 

the complainant. 

Members are unable to help if: 
 the complaint is unjustified 
 the original policy or decision of the 

Government is considered appropriate 
 the remedy sought cannot be supported. 



Appendix 15-A

How is a complaint handled?



Note:


At any of the above stages, Complaints Officer may consult Members where necessary.

A complaint may be lodged with the Public Complaints Office of 



the Legislative Council Secretariat by phone, post, fax, e-mail, complaint form or in person.







If allegation concerns matters within the jurisdiction of independent or statutory bodies (such as ICAC Complaints Committee, Independent Police Complaints Council, Administrative Appeals Board, etc.), the complainant will be advised to lodge the complaint directly with those bodies.







Complaints Officer examines the complaint in the light of Government policies and procedures.







If the complaint is justified, Members may:



ask the Government to take remedial action;



and/or



refer the issue to the relevant Legislative Council committee or raise the issue at a Legislative Council meeting, if a change in policy or law is considered necessary.







Members are reported on and the complainant is informed of the outcome.







Complaints Officer obtains relevant information from the Government where necessary.







Complaints Officer receives and examines relevant information from the complainant.







Members are unable to help if:



the complaint is unjustified



the original policy or decision of the Government is considered appropriate



the remedy sought cannot be supported.











