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The guideline on handling complaints against Subvented NGOs 

(Non-Lump Sum Grant Mode) by Social Welfare Department is as follows - 

 

(A) Screening 

 

(i) The Screening Officer will screen all the complaints received and 

prepare Screening Reports. 

 

(ii) Anonymous complaints will be referred to NGOs concerned for their 

information except those relating to the misuse of subventions or the 

abuse of service users in respect of which Subventions Section may 

conduct direct investigation. 

 

(iii) Complaints which have not been handled by the NGOs concerned are 

referred to them for handling and direct reply to the complainants with a 

copy to Subventions Section. 

 

(iv) Where a complaint is flimsy, ambiguous or lacking sufficient 

information, Subventions Section may seek more concrete information 

from the complainant before considering whether to refer the complaint 

to the NGO. 

 

(v) Where a complaint is malicious, trivial or vexatious, or has virtually the 

same substance that has been handled by Subventions Section before, 

Subventions Section may not proceed with the handling of the 

complaint. 



 

(vi) Where a complaint is based on hearsay, Subventions Section may, 

instead of relying on such unsafe information, ask the complainant to 

invite the person with first-hand information to provide the information 

direct to Subventions Section. 

 

(vii) Subventions Section will not forward a message to the NGO where the 

message is irrelevant to the handling of the complaint, is blatantly 

insulting or amounts to a personal attack on the NGO staff. 

 

(viii) The screening officer should acknowledge receipt of a complaint in 

writing as soon as possible and no later than 10 calendar days, unless 

the complainant only requests oral replies.  A substantive reply should

be provided to the complainant within 30 calendar days after receipt of a 

complaint.  For complicated cases that require a longer processing

time, the complainant should be kept informed of the progress of the 

case and the reasons why a longer time is needed to provide a 

substantive reply and, if possible, the estimated time frame.  In 

general, the time frame should not be more than 3 months as far as 

possible. 

 

(B) Investigation 

 

(i) For complaints warranting investigation by Subventions Section, the 

investigating officer will prepare Investigation Reports with findings 

and/or recommendations. 

 

(ii) Depending on the nature of the complaint, Subventions Section may

require a complainant to meet with Subventions Section and/or the 

NGO at any stage of the complaints handling. 

 



(iii) Further to a decision on the outcome of the investigation, the 

investigating officer will reply to the complainants and the NGOs 

concerned and follow up the action plans/improvement measures. 

 

(iv) If a complainant or the NGO fails to cooperate, the progress and/or the 

outcome of Subventions Section’s investigation may be affected.  In 

the circumstances, Subventions Section will take proper actions as 

appropriate, such as making its decisions based on the available 

information, terminating the investigation or following up the complaint 

issues as suspected problem performance issues. 

 

(C) Case Appeal 

 

(i) In case a complainant disagrees with the handling or the result of the 

investigation of a complaint, he/she may seek clarification from 

Subventions Section.  If the complainant still disagrees with the reply, 

he/she may lodge an appeal to Subventions Section. 
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