
Complaint / feedback received 

Complaint / feedback written and 
handed in by affiliated clubs* 

Acknowledge of receipt of the Complaint / 
feedback by the Hon. Secretary 
(within 4 working days)  

Case 
resolved 

MC takes the appropriate 
actions and notify the club 
with official reply. 
Adopts case as a standard 
procedure to deal with 
future occurrences 

Honorary Secretary# to resolve 
complaint/ feedback at  Hon. 
Secretary, TD or President level 
with the appropriate reply 
(Resolve within 3 weeks times after  the 
1st acknowledgement of receipt)  

MC assesses, deliberate on the complaint /feedback 
and actions taken by the Hon. Secretary, VP/TD or 

President 

There is merit in the 
complaint / feedback 

There is no merits  
in the complaint / feedback 

Attempts to resolve complaint/ feedback 
unsuccessful. Club proceeds to press on 
with complaint / issues 

Complainant will be 
informed and 

complaint / issues will 
be process by IC or DC IC or DC made findings or decision and report to 

MC. MC informed the Club’s Hon. Secretary & 
President on the IC findings or DC decision. 

Case closed, all documents pertaining to the case should 
be submitted and archived 

Complaint still unhappy with course 
of action taken and plans to take 
matter up to SSC. (1) 
(1) Complainant must highlight intention to 
escalate matter up to higher authority to the MC 
first.   In which case, SKF will make a 
written submission to SSC 

Honorary Secretary, VP/TD or President will bring 
matters up to MC for deliberation, decision followed 
by SKF official reply 

SKF MC made a 
decision and direct Hon. 
Secretary to provide 
official reply. Case 
closed and all 
documents pertaining 
the case are archived 

Further action 
required 

Formation of  
Investigation Committee 

(IC) 
Or 

Disciplinary Committee 
(DC) 

SKF Complaint &  
Feedback policy 
(Within the SKF) 

A	
  –	
  1	
  

Annex	
  A:	
  SKF	
  Complaints	
  &	
  Feedback	
  Management	
  

*Clubs:	
  Refers	
  to	
  clubs	
  affiliated	
  to	
  the	
  Singapore	
  Karate-­‐do	
  FederaDon	
  (SKF)	
  	
  
#Honorary	
  Secretary	
  will	
  vet	
  through	
  the	
  complain/	
  feedback	
  and	
  decide	
  whether	
  case	
  can	
  be	
  resolve	
  by	
  
a	
  reply	
  from	
  the	
  Hon.	
  Secretary,	
  VP/TD	
  or	
  the	
  President	
  or	
  requires	
  MC	
  deliberaDon,	
  decision	
  followed	
  
by	
  SKF	
  official	
  reply.	
  	
  	
  Frivolous,	
  malicious,	
  anonymous	
  complaint	
  /feedback	
  will	
  not	
  be	
  entertained.	
  	
  

SKF MC made  official 
reply. Case closed 



Complaint/ feedback received 

Complaint/ feedback written and handed 
in to Hon. Secretary of SKF* 

Honorary Secretary# determines merit of complaints/ feedback and  
take the appropriate measures. Acknowledge of receipt of the 
Complaint / feedback by the Hon. Secretary if there is a merit.  
(within 4 working days) 

Require reply or actions to 
be taken No merits. 

Take no action# 

Honorary Secretary refer the 
matter to  the relevant personnel 
or 

Inform the complaint 
of no action. 
 Case closed. 

Refer the matter to the President, VP/
TD and reply accordingly.. 
(Resolve	
  	
  ma+er	
  in	
  3	
  weeks	
  2me) 

Called for Emergency MC Meeting (within 10days) 
Refer to regular MC Meeting (within 2 months) 

Case closed.   Highlight and notify in 
the next MC meeting 
- Archive and submit all documents 

Discussion and decision among MC 

Complainant will 
be notify with 
SKF official 
response.  

Case Closed 

Complaint still unhappy with course of 
action taken and plans to take matter up 
to SSC.(1) 
(1) Complainant must highlight intention to escalate 
matter up to higher authority to the Management 
Committee first.   In which case, SKf will make its 
written submission to the SSC 

Further action 
required 

Further action 
not required 

Formation of  
Investigation Committee (IC) 

Or 
Disciplinary Committee (DC) 

(within 1 months) 
Complaint  are investigated by the IC or DC and dealt with 
accordingly. Complainant are notify of the outcome in due 
course. (Resolve within 2 months times) 

Case Closed Complainant happy 

Complainant unhappy 
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