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Flowchart of School Complaint Handling Procedures (1)

Handle inquiries, opinions or 

informal complaints

Person concerned 

accepts the result

No formal investigation 
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Person concerned lodges a 

formal complaint
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School appoints appropriate staff to conduct 

formal investigation and reply to the complainant

Complainant accepts the 

investigation result

Complainant puts forward reasons 

for new evidence for appeal

School appoints appropriate staff to conduct 

an investigation and reply to the complainant

Complainant accepts the 

appeal result

Close case
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should be handled as a 

separate case
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Flowchart of School Complaint Handling Procedures (2)



Review Procedures

Complainant or relevant organisation requests a review

Review Board reviews the case

Review Board submits review result to the Permanent Secretary for 

Education

EDB notifies the 

complainant/relevant organisation

of the review result

Review request accepted

Yes

No

EDB notifies the 

complainant / 

organisation of the 

refusal with 

justifications



Designated staff for handling complaints

Targets

involved

Investigation stage Appeal stage

Teaching 

and non-

teaching 

staff 

Senior teacher Vice Principal 

Vice Principal Principal 

Principal Supervisor 

Principal Supervisor of the 

Incorporated Management 

Committee (IMC)

Designated staff of the school 

sponsoring body#

Investigation Task Force 

set up by the IMC* 

Supervisor of the IMC/

IMC Appeal Task Force*

Supervisor 

of IMC  or 

IMC

Designated staff of the 

school sponsoring body# / 

Task force

Designated staff of the school 

sponsoring body# / Task force


