Singapore Karate-Do Federation (SKF)

COMPLAINT & FEEDBACK MANAGEMENT POLICY
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AVENUE FOR COMPLAINIJ‘!‘}M“\‘

There are existing channels within the organization for all for submitting complaints and
to seek redress for their grievances. If anyone thinks that he/ she has been wronged in
any matter by another person superior to him, he must first approach his club’. If the
club is unable to resolve his/ her complain, the club’s Hon. Secretary or the President
should bring it to the attention of the Hon. Secretary, Vice President, Technical Director
or the President of SKF.




Complaints, athletes and or participants should always attempt to resolve any disputes,
feedback on a club level before escalating matters to the Singapore Karate-do Federation
(SKF) Management Committee as a last resort.

Complaints and feedback are to be fully and clearly stated in writing.

For a quick view and understanding of how complains and feedback are processed and
managed in the SKF please refer to Annex A.
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the complaint and/or feedback.
3. E-mail address of person/club making the complaint or giving feedback
4. Description of complaint / feed back / problem/issue as comprehensively as possible

5. Evidence if any, to substantiate the complaint /feedback should be provided in the
first instance together with the complaint / feedback. Any failure to do so, may result

to no further action taken. The SKF MC reserved the rights to disregard further



complaint /feed back in the event the complainant /feed back provider only provide

evidence after an official reply has been given.
6. The date of complaint or feedback is lodged/received
7. Who or which organization is being complained about or no entry in case of feedback

8. What is the expected outcome the complainant / feedback provider seek to achieve.

Complaints or feedback should be made in writing addressed to the Hon. Secretary via e-
mail.  Frivolous, malicious and /@& ano ¥ mplaint / feedback will not be
entertained at all. “ “ I‘ < i
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direct the Hon. Secretary to notify feed back provider on its decision
and action taken.

The MC may after due deliberation, decides to empowered an Investigation Committee
(IC) or a Disciplinary Committee (DC) to investigate or conduct disciplinary proceedings
and make decisions on behalf of the MC.

The IC or the DC will takes over the complaint /feed back from the MC and will conduct
the investigation or disciplinary proceedings in due course. In which case, the IC or DC
will revert to the MC with its findings or decisions within two months. However, the IC



and / or the DC may write into the MC for an extension of time which is subjected to MC
approval.

Once the IC or the DC concluded the investigations and reported the established facts to
the MC, a possible resolution will be identified. Resolution may include, but is not
limited to:

1. “Explanation” and/or
2. “Apology” and/or
3. “Recommendations”
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Confirmation of issue that has been raised and appropriate action taken.
An official statement putting the matter to the right perspectives.

An assessment of the complaint or feedback and actions taken

Refer the matter to the IC or DC.
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