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1. Background

The Institute of Chartered Accountants of Nepal (ICAN), an autonomous body, established under
a specific Act, The Nepal Chartered Accountants Act 1997, is entrusted by the statute to promote
and regulate accounting profession in Nepal. ICAN is committed to contribute to the economic
development of the country and undertake responsibility of leadership on matters of public
interest, constructive submissions on legislation and Government Policies, and enhancement of
social recognition and faith in the accounting profession. ICAN provides access to Chartered
Accountancy and Accounting Technician education to aspiring students along with various post
qualification courses to the members of the ICAN and training to the members and stakeholders.

2. Title

This Bylaw shall be known as the Grievance and Complaint Redressal Bylaw, 2025 of ICAN and
shall come into effect from the date of its approval by the Council.

3. Purpose

This bylaw outlines the standardized procedure for managing and addressing grievances or
complaints raised by members, students, and other stakeholders at ICAN. The primary goal is to
ensure that all grievances or complaints are addressed in a fair, transparent, and timely manner,
fostering trust and confidence of all stakeholders towards ICAN.

This bylaw outlines the steps to be followed from the moment grievance or complaintis received
until it is resolved. It is specifically designed to address any grievances or complaints that may
arise within the operations of ICAN. The key aims of this procedure are:

a. Fostering a Positive Culture: Encourage the perception of grievances/complaint as
opportunities for Institute improvement. By addressing concerns constructively, ICAN can
enhance its processes and overall effectiveness.

b. Documenting and Resolving Grievances/Complaints: Ensure that every grievance or
complaints is properly documented and resolved within a predetermined time frame. The
process is carried out with objectivity, sensitivity and confidentiality, respecting the privacy
and concerns of all parties involved.

4. Scope

This bylaw applies to all members, students, and stakeholders of ICAN. Itis designed to address
all types of grievances or complaints, including but not limited to concerns, gueries, curiosities,
dissatisfactions and formal complaints. The grievance mechanism is intended for use by
stakeholders involved with ICAN, ensuring their issues are addressed appropriately.

a. Coverage: The bylaw is applicable to all members, students enrolled at ICAN, and other
stakeholders interacting with ICAN.

b. Included matters: This includes any grievances, concerns, questions, dissatisfaction, or
complaints that may arise in relation to ICAN’s operations and services.
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c. Exclusions: This bylaw does not apply to grievances raised by employees of ICAN.
Employee’s grievances are managed according to ICAN’s internal grievance standards,
which are separate from this bylaw.

Furthermore, this bylaw shall not apply to complaints that fall under the purview of Section 14 of
the Nepal Chartered Accountants Act, 1997 as same is guided by separate disciplinary
investigation procedure.

5. Definitions

Act: The Act means Nepal Chartered Accountants Act, 1997
Grievance: An issue, concern, problem, or claim (perceived or actual) that a stakeholder seeks
to have addressed by ICAN through a formal process. This includes:

— Concern: An issue that requires attention.

— Curiosity: A query or a request for information.

— Dissatisfaction: Discontent or displeasure regarding a particular situation, service, or

process.

Complaint: General expression of dissatisfaction about action of the Institute along with its staff,
conduct of Member’s and students other than falling under purview of Section 14 of the Act.
Stakeholders: All the key stakeholders of ICAN and also includes the stakeholder as defined by
the Strategic plan of Institutes
Council: The council 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 level staff of the Institute as designated Grievance handling
Officer by Executive Director

6. Grievances or Complaints Handling Procedure

Step 1: Receive Grievances or Complaints

1.1. ‘Submission: Grievances or complaints can be submitted through an online portal,

email, or physical submission at the ICAN office. Grievances or complaints can be
submitted with identification details only.
An icon “Grievances/Complaints” will be displayed in the first page of the ICAN’s website,
which will display the information about how ICAN handles the communication as per
this Bylaw. This includes a dedicated email address opened for this purpose, the name of
Grievance Handling Officer (GHO), the extension number of the GHO and other relevant
information for any concern relating to the grievance/complaints. The specimen of
application form has been attached on annexure 3

1.2. *Acknowledgment: Upon receiving grievance or complaint, an acknowledgment is sent
to the concerned applicants as soon as the matter is lodged with the ICAN. The

acknowledgment should include a unique grievance case ID for tracking.

The pictorial flow of the Grievance Handling Procedure has been attached on Annexure 1

" First Amendment, 2025 W
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Step 2: Collection and Prioritization of Grievances or Complaints

2.1. Collection: The Grievance Handling Officer (GHO) collects all submitted grievances or
complaints daily.

2.2, Prioritization: Grievances or complaints are prioritized based on urgency and severity by
the GHO.

The GHO shall use his/her discretion whether or not to forward the grievances and
complaints on the basis of its relevance. Any such grievances/complaints decided to be
dropped by GHO shall need to be reported to the Executive Director along with the reason in
written form.

Step 3: Forward to Concerned Authority

3.1. Assignment: The GHO forwards the grievances/complaints to the concerned authority
generally stated below latest by next working day of grievances/complaints received.
- Studentrelated grievances/complaints to the concerned Education Division/related
Division.
—  Member related grievances/complaints to the concerned Member Affairs
Division/Professional Development Division.
—  Administrative grievances/complaints to the Administration Division concerned.
—  Policy-related grievances/complaints to the Executive Director through Senior
Management Team (SMT).

3.2.  For special category of grievances or complaints, GHO shall consult with the Executive
Director and decide the division/Committee concerned to forward the grievance.

3.3. Tracking: All grievances or complaints are tracked in a centralized system to monitor
progress, and mechanisms shall be puton place where the applicant can track the status
of the grievance/complaints online via platform or through mail/direct communication
with the GHO.

Step 4: Investigation and Brainstorming
4.1. Concerned Division Level: The concerned divisional staff shall brainstorm workable
solutions of the grievances or complaint received. If the solution is straightforward and

can be solved by the concerned division head, it is to be implemented at this level.

4.2. Department/Directorate Level: For those issues that need further discussion or that
cannot be solved by the division level concerned, it is to be implemented at this level.

4.3. Executive Director Level: For issues that need further discussion or minute assessment,
a decision from the Executive Director Level is to be done.

i
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4.4, Executive Committee/Council Level: For matters related to policy or other complex
matter, the grievance or complaint is presented to the ICAN Executive Committee or
Council through the Executive Director.

A summary of grievances received, responded and resolved shall need to be updated in every
Council meeting as per Annexure 2.

Step 5: Decision Making

5.1. Decision-Making: The concerned authority shall take necessary action on the
grievance/complaint received within 7 days.

5.2. Communication: The decision as to the action taken is communicated to the applicants
concerned within the next 3 working days. The communication includes details of the
solution, implementation steps, and any further actions, if required, by the applicants.

5.3. Ifgrievance/complaintsis forwarded to the subsequent authority, communication will be
made within 7 days of the final decision taken.
5.4. In the event that an applicant expresses dissatisfaction with a decision, he/she shall

formally lodge the dissatisfaction, referencing the original grievance or complaint
number via same platform. Upon receipt, the GHO shall forward the request to the
authority immediately superior to the one who made the original decision. The highest
authority shall be the Council, and the decision made by the Council shall be final and
binding.

Step 6: Closure of Case

6.1. Closure: Once the final decision is taken by the concerned authorities, the case is
marked as closed.

6.2. Documentation: All records of the grievance/complaints and its resolution are

documented and stored for future reference. The reference of the recording form has
been attached on Annexure 4

7. Monitoring and Review
Regular monitoring of grievances/complaints will be done by the Administration Director

a. Monthly Review: A monthly review of all grievances/Complaints is conducted to identify
patterns and areas for improvement.

b. Annual Review: An annual review of the grievance handling process is conducted to ensure
compliance with this Bylaw and Annual report will be forwarded to the Council.

8. Responsibilities

a. Grievance Handling Officer: Responsible for collecting, prioritizing, forwarding grievances
or complaint, and communicating the end decisions, actions and/or outcomes to the

applicant.
ra\lg \(\@"
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b. Concerned Division: Responsible for brainstorming solutions and making decisions.
c. Concerned Directorate: Oversees the resolution of complex grievances and complaints.
d. Executive Director: Oversees the resolution of complex grievances and complaints.

e. Executive committee/Council: Handles policy-related grievances and complaints along
with resolution of complex one.

Power to Remove Difficulties

The Council shall have the authority to remove any difficulties or address any unforeseen
circumstances or contingencies that may arise in the course of implementation of this Bylaw.
The Council may issue necessary directives or take appropriate measures to ensure smooth and
effective execution of the provisions herein.

Compliance with Prevailing Laws

In case of any conflict between this Bylaw and applicable laws, the provisions of the prevailing
laws shall prevail.

Orders, Directions, and Operational Manuals

For the effective implementation of this Bylaw, the Council may issue necessary orders,
directions, and develop operational manuals.

Obligation to Be Informed of the By-law

All stakeholders to whom this Bylaw applies shall have the responsibility to be informed of its
provisions.

Amendment and Interpretation of the By-law
The Council shall have final authority to interpret the provisions of this Bylaw, in the event of any

ambiguity inits application and the Councilmay amend this Bylaw as deemed necessary, subject
to due process and in accordance with the applicable legal framework.
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Annexure 1:
Flow Chart for Grievance or Complaint Handling

Annexure 1 : Flow Chart for Grievance or complaint Handling
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Annexure 2:
Summary of Report to Council

The following matters will be informed to the Council as part of the Executive Director’s Report,
apart from the policy related grievances/complaints:

a.

Activities conducted to aware the stakeholders about the grievance or complaint handling
process,

Total number of grievances/complaints (no. of pending grievances/complaints since last
report, no. of new grievances/complaints received, no. of resolved grievances/complaints
categorized into pending since last report and new receipt, no. of pending
grievances/complaints categorized into pending since last report and new receipt)

Total number of grievances/complaints, Department wise (grievance category, no. of pending
grievances/complaints since last report, no. of new grievances/complaints received, no. of
resolved grievances/complaints categorized into pending since last report and new receipt,
no. of pending grievances/complaints categorized into pending since last report and new
receipt)

Time taken for Application-to-resolution cycle (shortest duration, longest duration, average
time)

Delay than standard time duration to resolve the issue (reason)

e P
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Annexure 3
Grievance/Complaint Case Application Form'

*Applicant Information

Name:
Membership/Student No:
Contact Information:
Email:
Phone:

Grievance Details

Category of Grievance: Concern/Curiosity/Dissatisfaction/Complaint
Description of Grievance/Complaint:

Submission Details

Date of Submission:

Applicant Declaration

I, the undersigned, hereby declare that the information provided in this application is true and
accurate to the best of my knowledge. | understand that any false information may lead to the
rejection of my grievance/complaint application and could lead to further action by ICAN if any issues
arise as a consequence of this application.

Applicant's Signature:
Date:

" This form is designed to gather essential details regarding grievances/complaints and ensure tha't{aj, :
necessary information is provided for proper processing and resolution. 1
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Annexure 4
Grievance/Complaint Case Recording Form'’

*Information

Name:
Member / Student No:
Contact Information:
Email:
Phone:

Grievance Details

Category of Grievance: Concern/Curiosity/Dissatisfaction/Complaint
Description of Grievance/Complaint:

Priority Level: High/Medium/Low
Grievance/Complaint Information

Grievance ID:
Date of Submission:
Submission Method: Online Portal/Email/Physical Submission
Submission Type: Anonymous/Identified

Grievance/Complaint Handling Received By:

Grievance Handling Officer (GHO):
Grievance/Complaint Collected Date:
Grievance/Complaint Categorized Date:
Concerned Authority Forwarded To:
- Member Division:
— Student Division:
— Administrative Division:
— Executive Director:
— Executive Committee/Council via SMT:
— Other
Date Forwarded:

Brainstorming Session

Division-Level Solution: Yes/No
Directorate Level Solution: Yes/No
Executive Director : Yes/No

B
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EC/Council level Solution: Yes/No
Date of Brainstorming Session:
Details of Brainstorming:

Decision & Communication

Decision Made By: Concerned Authority/Top Management/Executive Director/EC/ICAN Council
Date of Decision:
Details of Decision:

Date of Communication to Applicants:
Method of Communication: Email/Phone/In-Person/Other:

Case Closure

Date of Closure:
Feedback Received: Yes/No
Details of Feedback (if any):

Documentation & Review

Documents Attached:
— Grievance/Complaint Application
— Acknowledgment
— Communication Records
— Decision Document
— Feedback (if any)

— Monthly Review Date:

Signatures

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

i This form is to be filled out for every Grievance/Complaint to ensure all cases are documented, processed,
and resolved according to the BYLAW outlined by the Institute of Chartered Accountants of Nepal (ICAN).
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