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The lnstitute of Chartered Accountants of Nepal (ICAN)

1. Background

The lnstitute of Chartered Accountants of Nepat (ICAN), an autonomous body, estabtished under

a specific Act, The Nepat chartered Accounta nts Act 1997, is entrusted by the statute to promote

and regulate accounting profession in Nepal.. ICAN is committed to contribute to the economic
devetopment of the country and undertake responsibil.ity of Leadership on matters of public
interest, constructive submissions on tegistation and Government Policies, and enhancement of

sociat recognition and faith in the accounting protession. ICAN provides access to Chartered
Accountancy and Accounting Technician education to aspiring students atong with various post

q uatification courses to the members of the ICAN and training to the members and stakehotders.

2. Titte

This Bytaw shatt be known as the Grievance and Comptaint Redressal Bytaw, 2025 of ICAN and

shatt come into effect from the date of its approvat by the Councit.

3. Purpose

This bytaw outtines the standardized procedure for managing and addressing grievances or

comptaints raised by members, students, and other stakehotders at ICAN. The primary goat is to

ensure that alt grievances or comptaints are addressed in a fair, transparent, and timel.y manner,

fostering trust and confidence of atI stakehotders towards ICAN.

This bytaw outtines the steps to be fol.towed f rom the moment grievance or comptaint is received

untit it iS resotved. lt is specificatty designed to address any grievances or comptaints that may

arise within the operations of ICAN. The key aims of this procedure are:

Fostering a Positive culture: Encourage the perception of grievances/comptaint as

opponunities for lnstitute improvement. By addressing concerns constructivety, lcAN can

enhance its processes and overatl etfectiveness.

b, Documenting and Resotving Grievances/complaints: Ensure that every grievance or

compl.aints is property documented and resotved within a predetermined time frame. The

process is carried out with objectivity, sensitivity and confidentiatity, respecting the privacy

and concerns of att parties invotved.

4. Scope

This bytaw appties to att members, students, a nd stakehotders of lcAN. lt is designed to address

att types of grievances or comptaints, inctuding but not timited to concerns, queries, curiosities,

dissatisfactions and formal compLaints. The grievance mechanism is intended for use by

stakehotders invotved with ICAN, ensuringtheir issues are addressed appropriatety'

a. coverage: The bytaw is appticabte to att members, students enrotled at lcAN, and other

sta keho[ders interacting with lcAN.

b. lnctuded matters: This inctudes any grievances, concerns, questions, dissatisfaction, or

comptaints that may arise in retation to ICAN's operations and services'
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Exctusions: This bylaw does not appty to grievances raised by employees of ICAN.

Emptoyee's grievances are managed according to ICAN'S internaI grievance standards,
which are separate from this bylaw

Fu rthermore, this bylaw sha tt not appty to comptaints that fa [t under the pu rview of Section 14 of
the Nepat Chartered Accountants Act, 1997 as same is guided by separate disciptinary
investi gation proced u re.

Act: The Act means Nepat Chartered Accountants Act, 1997

Grievance: An issue, concern, probtem, or ctaim (perceived or actual) that a stakeholder seeks

to have addressed by ICAN through a formaI process. This inctudes:

- Concern: An issue that requires attention.

- Curiosity: A query or a request for information.

- Dissatisfa ctio n: Discontent or dispteasure regarding a particutar situation, service, or
process.

Comptaint: Genera L expression of d issatisfaction about action of the lnstitute atong with its staff,

cond uct of Member's and students other than fatting u nder purview of Section 14 of the Act.

Stakehotders: Att the key stakehotders of ICAN and atso inctudes the stakehotder as defined by

the Strategic ptan of lnstitutes
Council: The cou nciI as constituted pursuant to Section 7 of Act
Executive Committee: The Committee as constituted pursuant to Section 15 of Act

Executive Director: The Executive Director appointed pursuant to Section 38 of Act

GHO: The senior management teveI staff of the lnstitute as designated Grievance handting

Officer by Executive Director

6, Grievances or comptaints Handting Procedure

Slep 1: Receive Grievalees or Clmplaints

C

1.1

1.2.

-Submission: Grievances or comptaints can be submitted through an online portal,

email., or physicat submission at the ICAN office' Grievances or comptaints can be

submitted with identification detaits onLy.

An icon "Grievances/CompLaints" witt be disptayed in thefirst page of the ICAN's website,

which witt disptay the information about how ICAN handtes the communication as per

this Bytaw. This inctudes a dedicated ema il. address opened for this purpose, the name of

Grievance Handting otficer (GHo), the extension number of the GHo and other retevant

information for any concern reLating to the grievance/comptaints. The specimen of

apptication form has been attached on annexure 3

*Acknowledgment: upon receiving grievance or comptaint, an acknowl.edgment is sent

to the concerned appticants as soon as the matter is todged with the ICAN The

acknowLedgment shoutd incl.ude a unique grievance case lD for tracking'

The pictoria t ftow of the Grieva nce Handling Procedure has been attached on An nexure 1
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Cotlection: The Grievance Handting Officer (GHO) cottects att submitted grievances or
comptaints da ity.

The GHO shatL use his/her discretion whether or not to forward the grievances and

comptaints on the basis of its retevance. Any such grievances/comptaints decided to be

dropped by GHO shatt need to be reported to the Executive Director a[ong with the reason in

written form.

Step 3: Forward to Concerned Authority

2.1 .

3.1.

3.2.

Assignment: The GHO forwards the grievances/comptaints to the concerned authority
generatty stated betow tatest by next working day of grievances/comptaints received.

- student retated grievances/comptaints to the concerned Education Division/retated

Division.

- Member reLated grieva nces/compl.aints to the concerned Member Affairs

D ivis ion/Profess io n a I Development Division.

- Administrative grievances/comptaints to the Administration Division concerned.

- Poticy-retated grievances/comptaints to the Executive Director through Senior

I,4anagement Team (SMT).

For special category of grievances or complaints, GHO shatt consutt with the Executive

Director and decide the d ivision/Committee concerned to forward the grievance'

3.3. Tracking: Att grievances or compLaints are tracked in a centratized system to monitor

progress, and mechanisms shatt be put on pl.ace where the appticant can track the status

of the grievance/compLaints ontine via ptattorm or through maiudirect communication

with the GHO.

Step 4: lnvestidation and Brainstorming

4.1. Concerned Division Level: The concerned divisionaL staff shatl brainstorm workable

solutions of the grievances or comptaint received. lf the sotution is straightforward and

can be soLved by the concerned division head, it is to be imptemented at this tevet.

4.2. Department/Directorate Level: For those issues that need further discussion or that

cannot be soLved by the division tevet concerned, it is to be imptemented at this tevet.

4.3. Executive oirector Levet: For issues that need further discussion or minute assessment,

a decision from the Executive Dilector Level is to be done.
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Step 2: Colleclion al]dfdorrtizaton of Grievances or complairts

2.2. Prioritization: Grievances or comptaints are prioritized based on urgency and severity by

the GHO.
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4.4. Executive Committee/Council Levet: For matters retated to poticy or other complex
matter, the grievance or comptaint is presented to the ICAN Executive Committee or
Councit through the Executive Director.

A summary of grievances received, responded and resotved shal.t need to be updated in every

Councit meeting as per Annexure 2.

Step 5: Decision Making

5.1.

5.2.

5.3.

5.4.

Decision-Making: The concerned authority shatL take necessary action on the
grievance/comptaint received within 7 days.
Communication: The decislon as to the action taken is communicated to the appticants
concerned within the next 3 working days. The communication inctudes detaits of the
sotution, imptementation steps, and any further actions, if required, by the appticants.
lf grievance/comptaints is forwarded to the subseq uent authority, communication wit[ be

made within 7 days of the f inat decision taken.
ln the event that an appticant expresses dissatisfaction with a decision, he/she shat(

formatty todge the d issatisfaction, referencing the originat grievance or comptaint
number via same platform. Upon receipt, the GHO shatl. lorward the request to the
authority immediatety superior to the one who made the originat decision. The highest

authority shatt be the Councit, and the decision made by the Councit shatt be final and

b ind ing.

Step 6: Ctosure of Case

6.t. Closure: Once the tinat decision is taken by the concerned authorities' the case is

marked as closed.

6.2. Documentation: ALt records of the grievance/complaints and its resotution are

documented and stored for future reference. The reference of the recording form has

been attached on Annexure 4

7. Monitoring and Review

Regutar monitoring of grievances/comptaints witt be done by the Administration Director

a. Monthty Review: A monthly review of att grievances/comptaints is conducted to identify
patterns and areas for improvement.

b. Annual Review: An annuaI review of the grievance handting process is conducted to ensure

comptiance with this Bytaw and Annuat report witl be forwarded to the Council'

8. Responsibitities

a Grievance Handling otficer: Responsibte for cottecting, prioritizing, forwarding grievances

or complaint, and communicating the end decisions, actions and/or outcomes to the

a p ptic ant
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b, Concerned Division: Responsibte for brainstorming sotutions and making decisions.

c. Concerned Directorate: Oversees the resotution of complex grievances and comptaints.

d. Executive Director: Overseesthe resotution of compl.ex grievances and comptaints.

Executive committee/Councit: Handtes poticy-retated grievances and complaints along

with resolution of complex one.

9. Power to Remove Difficutties

The councit shaU. have the authority to remove any difficutties or address any unforeseen

circumstances or contingencies that may arise in the course of implementation of this Bytaw.

The Councit may issue necessary directives or take appropriate measu reS to ensure smooth and

effective execution of the provisions herein.

10. Comptiance with Prevaiting Laws

ln case of any conftict between this Bytaw and appticabte taws, the provisions of the prevaiting

laws shatt prevait.

1 1. Orders, Directions, and Operational Manuals

For the effective impLementation of this Bytaw the councit may issue necessary orders,

directions, and devetop operationat manuals.

12. Obtigation to Be lnformed of the By-taw

Att stakehotders to whom this Bylaw appties shatt have the responsibitity to be informed ot its

provisions.

13. Amendment and lnterpretation ofthe By-taw

The councit shatt have finat authority to interpret the provisions of this Bytaw, in the event of any

ambiguity in its apptication and the cou nciI may a mend this Bylaw as deemed necessary, su bject

to due process and in accordance with the appticabte tegaI framework.

e
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Annexure 1:

Flow Chart for Grievance or Comptaint Handting

Annexure 1 : Flow Chart for Grievance or complaint Handling

Grievance or
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Annexure 2:
Summary of Report to CounciI

The fottowing matters witl be informed to the councit as part of the Executive Director,s Report,
apart from the poticy retated grieva nces/compla ints:

Activities conducted to aware the stakehotders about the grievance or compl.aint handting
process,

b. Totat number of grieva nces/compta ints (no. of pending grievances/comptaints since tast
report, no. of new grieva nces/comptaints received, no. of resotved grievances/complaints
categorized into pending since last report and new receipt, no. of pending
grievances/compta ints categorized into pending since tast report and new receipt)

Totat number of grievances/comptaints, Departmentwise (grievance category, no. of pending
grievances/complaints since last report, no. of new grieva nces/comptaints received, no. of
resolved grievances/compta ints categorlzed into pending since tast report and new receipt,
no. of pending grieva nces/comptaints categorized into pending since Last report and new
receipt)

d. Time taken for Apptication-to-resolution cycte (shortest duration, longest duration, average
time)

e Detaythan standard time duration to resotve the issue (reason)

c
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Annexure 3
Grievance/Comptaint Case Application Formt

*Applicant lnformation

Name:
Membership/Student No:
Contact lnformation:

Emait:
Phone:

Grievance Detaits

Category of Grievance: Concern/Curiosity/Dissatjsfaction/Comptaint
Description of Grieva n ce/C om p ta int:

Submission Detail.s

Applicant Declaration
l, the undersigned, hereby dectare that the information provided in this apptication is true and
accurate to the best of my knowtedge. I understand that any false information may tead to the
rejection of my grievance/com pta int apptication and cou td tead to further action by ICAN if any issues
arise as a consequence of this apptication.

6rB
I This form is designed to gather essentiat detaits regarding grievances/complaints a nd ensure

Grievance And Complaint Redressat Bytaw, 2025
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Date of Submission:

Appticant's Signature: _
Date:

necessary inlormation is provided for proper processing and resotution.
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Annexure 4
Grievance/CompLaint Case Recording Formi

*lnformation

f4ember / Student No:
Contact lnformation:

Emait:
Phone:

Grievance Details

Category of Grievance: Concern/Curiosity/Dissatisfaction/Comptaint
Description of Grieva nce/C om p ta int:

Priority Levet: H igh/f4ed ium/Low

Grievance/Complaint Information

Submission Method: Ontine Porta t/Ema it/Physicat Submissjon
Submission Type: A n o nym ous/ld entif ied

Grievance/Comptaint Handling Received By:

Grievance Handting Otficer (GHO):

G rieva n c e/C o m pta int Categorized Date:
Concern ed Authority Forwarded To:

- Member Division:
Student Division:
Administrative Division

- Executive Director:

- Executive Committee/Councit via S14T:

Other
Date Forwarded:

Brainstorming Session

Division-LeveL Sol.ution:
Directorate Levet Sotution:
Executive Director :

Yes/N o
Yes/N o
Ye s/N o

Grievance And Comptaint Redressat Bytaw, 2025
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Name: _-

Grievance lD:
Date of Submission: 

--

Grievance/Comptaint Cottected Date: _
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Yes/NoEC/Councit LeveI Sotution:
Date of Brainstorming Session:
Detaits of Bralnstorming:

Decision Made By: Concerned Authority/Top 14anagement/Executive Director/EC/ICAN Councit
Date of Decision:
Detaits of Decision:

1.4 ethod of Communication: Emait/Phone/ln- Person/Oth er:

Case Ctosure

Date of Ctosure:
Feedback Received: Yes/No

Detaits of Feedback (if any):

Documents Attached:

- Grievance/Comptaint Apptication

- Acknowledgment
Communication Records

- Decision Document

- Feed back (if any)

- f4onthty Review Date:

Grievance Handting Officer
Concerned Division:
Concerned Directorate:
Executive Director:

Grievance And Comptaint Redressat Bytaw, 2025
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Decision & Communication

Date of Communication to Appticants: 

--

Documentation & Review

Signatures

i This form is to be fitted out for every Grievance/comptaint to ensure aLl cases are documented, processed,

and resotved according to the BYLAW outl.ined by the lnstitute of Chartered Accountants of Nepat (ICAN).

10


