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Revizyon Kapsami/ . Bolum No / Section | Sayfa/
No . Tarih / Date
Scope of revision no Page
00 ilk Yayin / First issue 01.01.2008 - -

Tarafsizligl Saglama
Komitesi ve
Sertifikasyon komitesi
tanimlari degistirildi. /
01 The def.initions of the 16.04.2008 i i
Committee to Ensure
Impartiality and the
Certification
Committee have been

changed.

itiraz ve sikayetin ele
alinmasi tarafsizlik
acgisindan gdzden

02 gecirildi. / The handling ] ]
of the Appeals and 25.04.2008
complaint was
reviewed for

impartiality.

Sertifikasyon kararina
yonelik itiraz tanimi
03 eklendi / Added
definition of Appeals to 01.05.2008
certification decision

itirazlar gézden
04 gecirildi. / Appeals
have been reviewed. 20.07.2008 6ve7

17020 agisindan
05 gozden gegirildi. /
Reviewed for 17020. 01.01.2010 Genel/ General
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06

itirazlar gézden

gecirilmesi eklendi. /

Added Appeals review. | 14.07.2010

7,8

07

‘itiraz ve  sikayetler
gizlilik sartlarina uygun
ele alinir, itiraz ve
sikayette bulunan kisi
veya kuruma ayrimcilik
yapilmaz’ beyani ilave
edildi. / The statement
‘Appeals and 08.08.2010
complaints are
handled in accordance
with confidentiality
conditions, and there is
no discrimination
against the person or
institution making the
Appeals, and
complaint" was added.

10

08

TS EN 45011 agisindan
gdzden gegirildi. /

Reviewed in terms of 01.03.2011
TS EN 45011.

Genel/ General

Genel/
General

09

icra kuruluna paralel
giincellendi. / It was
updated parallel to the 30.06.2011
executive board.

10

TUV-i-001 dokiimanina
atif yapildi. Sn Esref
Unsal onayi eklendi. /
Reference was made 22.12.2011
to TUV-I-001
document. Approval of

11
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Mr. Esref Unsal was
added.

11

itiraz ve sikayete konu
olan sahislarin s6z
konusu itiraz ve
sikayetin
degerlendirilmesi
sUrecinde yer
almayacaklari ifadesi
eklendi./ It was added
that the persons who
are the subject of the 09.06.2013
Appeals and complaint
will not take part in the
evaluation process of
the said Appeals and
complaint.

5.3 2

12

icra Kurulu ifadesi
cikartildi. Madde 4’deki
ifadeler gozden
gecirildi. / The phrase
"Executive Board" was 28.02.2014
removed. The
statements in Article 4

have been reviewed

2,4

13

TNCERT portalina
girise iliskin detaylar
belirtildi. / Details
regarding logging into
the TNCERT portal
have been stated.

19.01.2015

4.3.4 9

14

17065 agisindan
gozden gegirildi. /
Reviewed for 17065

21.10.2015

Genel/ General 9
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15

ISO 17021-1’e gore
gozden gegirildi./
Reviewed according to
ISO 17021-1.

01.08.2016

Genel/
General

Genel/ General

16

TUV NORD CERT'i
ilgilendiren itiraz-
sikayet linki
guncellendi. Refere
edilen Onleyci faaliyet
proseduru ¢ikarldi. /
The Appeals-complaint
link concerning TUV
NORD CERT has been
updated. The
Preventive action

04.09.2019

procedure referenced
has been removed.

4.5 6

17

Musteri memnuniyet
anketleri hakkinda
detayli bilgi eklendi /
Added detailed
information about 13.09.2019
customer satisfaction
surveys

4.2 5

18

Almanya i¢ denetim
bulgusu olarak FSC
standarti ayri olarak
belirtildi. / The FSC
standard was stated 17.02.2020
separately as a
German internal audit
finding.

4.5

19

itiraz ve sikayetlerin
mutlaka yazili ortamda
alinmasi kurali getirildi.
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Aktif durumda olmayan
L-12 listesi cikarilip,
yerine crm  sistemi
eklendi. / The rule that
Appeals and

19.11.2020

complaints must be
received in written form
has been introduced.

The inactive L-12 list
was removed and the
CRM system was
added instead.

4.2

20

4.4 Muayene/Tetkik /
Uriin
Belgelendirme/Laborat
uvar Hizmeti Sirasinda
Olusabilecek itirazlar
boélimune musteriye
geri bildirim
eklenmistir. /
Customer feedback 26.08.2022
has been added to the
Appeals That May
Occur During
Inspection/Inspection/
Product
Certification/Laborator
y Service section.

4.4.

21

Genel gozden gegirme
yapildi. Unvan
degisikligi ya-pildi. TUV
Teknik Kontrol ve
Belgelendirme A.S.
yerine TUV NORD
Turkey Teknik 14.11.2022
Belgelenirme ve
Kontrol A.S. yazildi./ A
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general review was
made. Title change was
made. TUV Technical
Control and
Certification Inc.
replaced by TUV NORD
Turkey Technical
Documentation and
Control Inc. was
written.

22

Referans alinan CERT-
120-VA-012
dokiimaninin numarasi
duzeltilmistir. / The
number of the 17.04.2023
referenced document
CERT-120-VA-012 has
been corrected.

4.5

23

IATF ve genel tum
musteri itiraz-
sikayetlerine iligkin ek
izlenebilirlik yontemi
tanimlanip, sureg
detaylandirilmis, IATF
tarafiigin sureg akisi
olusturulmustur. / An
additional traceability
method for IATF and all
general customer 01.10.2024
objections-complaints
was defined, the
process was detailed,
and a process flow was
created for the IATF
side.

4.2

24

Gelen musteri
sikayetleri hakkinda

Hazirlayan
Pinar DEMIR

Onaylayan

Sadik Yasin CETIN

F-110 R02 (Rev.13.06.25)

UYARI: Yalniz, - \DOCUMENTATION\GECERLI -Dokumanlar’ klasériinde bulunan dokiimanlar giincel ve kontrollii olup buradan alinacak kagit baskilar ‘KONTROLSUZ KOPYA’ dir.




TUV NORD Turkey Teknik Kontrol ve

Belgelendirme A.S. Rev.No / Rev. No

TUVNORD | iTiRaz VE SIKAYET PROSEDURU / APPEALS 24
AND COMPLAINT PROCEDURE Rev. Tarihi / Rev Date
P-003 31.07.2025

CRMve CAMS igin
eskalasyon sureci
tanimlatilmistir. 31.07.2025 4.2 10-11
Prosedur formati
guncellenmistir,
ingilizce karsiliklar
eklenmistir. / The
escalation process for
CRM and CAMS has
been defined. The
procedure format has
been updated, and the
English equivalents
have been added

1. AMAC / PURPOSE

Bu prosedurin amaci, musterilerden ve ilgili taraflardan gelen sikayetlerin ve itirazlarin alinmasi,
degerlendirilmesi, ¢bziimlenmesi ve tekrarinin énlenmesi slrecinin isleyisini agiklamaktir.

Bu prosediir, TNCERT tarafindan yayinlanan ilgili tim dokiimanlari (CERT-120-VA-012 Sikayet ve itiraz
Prosediirii, CERT-120-AA-001 Kalite Giivence ve lletilen Sikayetler ve itirazlar Prosediirii, CERT-120-
MU-001: Sikayet ve itirazlarin Dogrulanmasi, CERT-120-MU-002: Sikayet ve itiraz érnekleri, CERT-120-
VA-012 Sikayet ve itiraz yonetimi prosedurleri) referans alarak yerel uygulamalari daha detayli agiklamak
icin hazirlanmistir. /

The purpose of this procedure is to explain the operation of the process of receiving, evaluating, resolving
and preventing recurrence of complaints and Appealss from customers and interested parties.

This procedure is prepared in greater detail for local implementation by referencing all relevant documents
published by TNCERT (CERT-120-VA-012: Complaint and Appeal Criteria, CERT-120-AA-001: Quality
Assurance and Transmitted Complaints and Appeals Tests, CERT-120-MU-001: Verification of Complaints
and Appeals, CERT-120-MU-002: Examples of Complaints and Appeals, CERT-120-VA-012: Layout for
Complaint and Appeal Management).

2. KAPSAM / SCOPE
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Bu proseduir, TNCERT tarafindan belirlenen kriterler dogrultusunda TUV NORD Turkey Teknik Kontrol ve
Belgelendirme A.S.ye iletilen tum sikadyet ve itirazlarin alinmasi, kaydedilmesi, degerlendiriimesi,
dogrulanmasi, sonuclandiriimasi ve basvuru sahibine geri bildirim yapilmasi sireclerini kapsar. Proseddr,
c¢alisanlar, musteriler, tedarikgiler, is ortaklari ve ilgili taraflardan gelen sikayet ve itirazlari igerir. Bu
kapsamda; sikayet ve itirazlarin tarafsiz, seffaf, zamaninda ve etkin bir sekilde ele alinmasi igin izlenecek
yontem ve sorumluluklar tanimlanir. /

This procedure covers the processes for receiving, recording, evaluating, verifying, resolving, and
providing feedback regarding all complaints and appeals submitted to TUV NORD Turkey Teknik Kontrol
ve Belgelendirme A.S., in accordance with the criteria established by TNCERT. It applies to complaints
and appeals from employees, customers, suppliers, business partners, and relevant stakeholders. Within
this scope, the methods and responsibilities to ensure impartial, transparent, timely, and effective handling
of complaints and appeals are defined.

3. TANIMLAR / DEFINITIONS

Sikayet: Kuruluglarin veya diger ilgili taraflarin TUV NORD Turkey Teknik Kontrol ve Belgelendirme
A.S.’nin uygunluk dederlendirme, muayene ve belgelendirme faaliyetleri ile ilgili performansi, prosedurleri,
politikalari ve kendi adina hizmet veren tum calisanlari, uygunluk degerlendirme, muayene hizmeti verdigi
ve belgelendirdigi firma ile ilgili belge kapsamindaki yaptidi faaliyetleri ilgili memnuniyetsizligi v.b.

itiraz: Misterinin TUV NORD Turkey Teknik Kontrol ve Belgelendirme A.S.’nin verdigi hizmet konusunda
aldigi karari yeniden mitalaa etmesine yonelik talebi.

Tarafsizligi Saglama Komitesi: Tarafsizli§i Saglama Komitesi itiraz ve sikayet durumu ortaya ¢iktiginda
‘Hakem Heyeti (Arbitration Body)' fonksiyonunu da Ustlenir. Ancak anlagmazlik taraflarinin bunu kabul
etmesi 6n kosuldur. Tarafsizhdr Saglama Komitesi 'nin yapisi, fonksiyonu ve igleyisi ilgili ydnetmelikte (Y-
405) tanimlanmigtir.

itraz ve Sikayet Komitesi: Yonetim sistemleri kapsaminda ortaya c¢ikan ve goziilemeyen itiraz ve
sikayetlerini ele alp c¢6zimine vyoénelik faaliyetlerin tarafsizhk ve gizlilik prensiplerine uyarak
degerlendirmesini yapip goruslerini sunan komite

Complaint: The performance, procedures, policies, and all employees of organizations or other relevant
parties regarding conformity assessment, inspection and certification activities of TUV NORD Turkey
Technical Control and Certification Inc. dissatisfaction with the company's activities within the scope of the
document, etc.

Appeals: The customer's request to reconsider the decision taken by TUV NORD Turkey Technical Control
and Cetrtification Inc. regarding the service provided.
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Committee to Ensure Impatrtiality: The Committee to Ensure Impartiality also undertakes the function of
the 'Arbitration Body' when an Appeals or complaint arises. However, it is a prerequisite for the parties to
the dispute to accept this. The structure, function and operation of the Committee to Ensure Impartiality
are defined in the relevant regulation (Y-405).

Appeals and Complaint Committee: The committee that handles the Appeals and complaints that arise
within the scope of the management systems and cannot be resolved, evaluates the activities for their
solution, in accordance with the principles of impartiality and confidentiality, and presents its opinions.

4. SORUMLULUKLAR / RESPONSIBILITIES

Bu prosediiriin uygulanmasinda itiraz ve Sikayet Komitesi, Yonetim Sistemleri Yénetim Temsilcisi/ Kalite
Midiri (YSYT), Genel Miidiir, ilgili Balim Miidiiri ve Uriin Midiirleri sorumludur. TUV NORD Turkey,
itiraz veya sikayetin degerlendirilmesi surecindeki her karardan sorumludur. /

The Appeals and Complaint Committee, Management Systems Management Representative/Quality
Manager (YSYT), General Manager, Relevant Department Manager and Product Managers are
responsible for the implementation of this procedure. TUV NORD Turkey is responsible for every decision
during the evaluation of the Appeals or complaint.

5. PROSEDUR / PROCEDURE

TUV NORD Turkey, itiraz ve sikayetleri yonetim sisteminin iyilestirilmesi icin bir ara¢ olarak gorulir ve
gerektiginde duzeltici ve dnleyici faaliyet baslatarak tekrarlanmasi onler.
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TUV NORD Turkey, itiraz ve sikayetleri alma, degderlendirme ve karar verme strecinde gizlilik sartlarina
uymayi taahhit eder. TUV NORD Turkey, itiraz ve sikayeti ayrimci olmama ve esitlik prensibi ile ele alir.
Anketlerin olusturulmasi, sonuclarin degerlendiriimesi ve ilgili kisilere iletiimesi ve surecin yonetiimesi TUV
NORD Turkey ofisin sorumlulugundadir.

itiraz ve sikayete konu olan calismada goérev almis kisiler bu prosediiriin igleyisinde gérev alamazlar.
Prosedurun isleyisinde tarafsizligi, gizliligi ve objektifligi etkileyebilecek olan kisiler, itiraz ve gikayetlerin
¢6zUm igin gbrevlendirilemezler. Bu kigiler asagida belirtilmigtir:

-Son iki yil icinde itiraz-sikayet sahibi veya konusu olan firmada yénetim sistemine iliskin danismanlik
hizmeti, Tetkik/Muayene/Belgelendirme hizmeti sunmus Kkisiler,

-Muayene edilen malzemelerin tasarimcisi, imalatgisi, tedarikgisi, montajcisi, satin alicisi, sahibi,
kullanicisi veya bakimcisi ve bu kesimlerin yetkili temsilcisi,

-Belgelendirilen Grun tipinin tedariki ve tasarimini yapan, istenen belgelendirmeye teskil eden konularla
ilgili metodlar i¢in basvurana danigsmanlik hizmeti veren ve tavsiyelerde bulunan Kisiler,

itiraz ve sikayetlerin nasil ele alindigi P-003 nolu prosediir dokumani ile www.tuv-nord.com adresinde
kamuya duyurulmaktadir. /

TUV NORD Turkey sees Appeals and complaints as a tool for improving the management system and
prevents recurrence by initiating corrective and preventive action when necessary.

TUV NORD Turkey undertakes to comply with confidentiality conditions in the process of receiving,
evaluating and deciding on Appeals and complaints. TUV NORD Turkey handles Appeals and complaints
with the principle of non-discrimination and equality. TUV NORD Turkey office is responsible for creating
the surveys, evaluating the results, communicating them to the relevant people and managing the process.

Persons who took part in the study that is the subject of the Appeals or complaint cannot take part in the
operation of this procedure. Persons who may affect impartiality, confidentiality and objectivity in the
operation of the procedure cannot be assigned to resolve Appeals and complaints. These people are listed
below:

-Persons who have provided consultancy services, Audit/Inspection/Certification services regarding the
management system in the company that has or is the subject of the Appeals-complaint in the last two
years,

-The designer, manufacturer, supplier, assembler, purchaser, owner, user or maintainer of the inspected
materials and the authorized representative of these parties,
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-Persons who supply and design the certified product type, provide consultancy services and make
recommendations to the applicant on methods related to the issues that constitute the requested
certification,

How Appeals and complaints are handled is announced to the public at www.tuv-nord.com with procedure
document number P-003.

5.1 Talebin Alinmasi ve Degerlendirilmesi / Receipt and Evaluation of Complaints

Mail, internet adresi, memnuniyet anketi, F-1726 Miisteri itiraz ve Sikayet Formu v.b. gibi yazili ortamdan
itiraz- sikayet talebi alinmaktadir. Tetkik sonrasi tim misterilere, Tetkik Sonrasi islemler Sorumlusu/
Planlama Sorumlusu tarafindan anket linki iletilerek, anket sonuclari excel tablosu aylik olarak Kalite
Muadari’ne Almanya ofis tarafindan e-mail ile iletiimektedir. Anket degerlendirmeleri, musteri tarafindan
2.ve 3. Bolumdeki sorulari 1’ den 4’ e kadar derecelendirmeye tabii tutulur. (1: Cok memnun, 2: memnun
3: Orta derece memnun 4: Memnun degil). Anket sonuglari Kalite Muduri tarafindan én degerlendirmeye
tabii tutulur ve sonuglarin icinde 3 ve 4 puan veren musteriler kalite muduri tarafindan degerlendirilerek
departman mudiiri, Griin midird ve satis midiriine anket sonuglari excel tablosu e-mail ile iletilir. ilgili
miisteri sikayetlerinin CRM QM Follow-up Activities ve CAMS sistemine girigleri, her Uriin Mid(irii
tarafindan kendi departmanina ait olacak sekilde takip edilmektedir;
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o IATF 16949 Otomotiv standardi misteri sikayetleri icin Otomotiv Uriin Midird,
. Gida Yénetim Sistemleri misteri sikayetleri icin Gida Uriin Miduird,
. Surdrilebilirlik standardi miisteri sikayetleri icin Strdirilebilirlik Urin Midard,
o Medikal ve Tibbi Cihazlar siireci ile ilgili olan msteri sikayetleri Medikal Uriin MGdiird,
o Satis ve Pazarlama ile ilgili siire¢ ve muUsteri sikayetleri Satis ve Pazarlama Maduru,
o Uretim Teknolojileri miisteri sikayetleri igin Uretim Teknolojileri Miidir(,
o Proses Teknolojileri musteri sikayetleri icin Proses Teknolojileri Muduird,
o Yenilenebilir Enerji musteri sikayetleri icin Yenilenebilir Enerji Hizmetleri Madart,
o Mobilite Hizmetleri mUsteri sikayetleri icin Mobilite Hizmetleri Mudurd,
o Kalite & Entegre Yonetim Sistemi slreclerine iliskin diger musteri sikayetleri Kalite Muduru

tarafindan ele alinir.

ilgili sikayetin durumu QM Follow up kisminda takip edildikten sonra burada kapanan sikayetlerin CAMS
sisteminde de kapatilabilmesi icin TNCERT ‘e mail yolu ile bilgi verilir. Satis ve Pazarlama sirecinden
gelen misteri sikayetleri ise; ilgili sikayetin teklif standardina gore ilgili Uriin Midiri’ne aktarilir. Sistem
surecinin yoneticisi tarafindan; F-Anket Geribildirim Formu/ Questionnaire Feedbacks formuna aktarilir ve
memnuniyet anketini dolduran iletigsim kigisi telefonla ile aranir. Gérigsme detaylari bu forma kaydedilir.
Duzeltici faaliyet baglatiimasi gerekli olan/olmayan tum sikayetler (IATF 16949’da dahil olmak Uzere) ilgili
sikayetin standart ve sireg siniflandirmasina gére Uriin Midurleri ve Kalite Miduri tarafindan CRM yerel
sistem; “QM Follow-up Activities” ekraninda issue type “Musteri sikayeti” olarak belirtilerek kayit agilir.
Akreditasyon tipi(ilgili standart) manuel yazilarak ilgili standart/sure¢ belirtiierek QM Follow up ekranina
kaydi saglanir. Sikayetin isleyis aksiyonuna gore gerekli dnlemler ve iyilestirmeler saglandiktan sonra
musteri sikayeti sonlandi ve iyilestirmeler yapildi ise QM Follow-up Activities ekranindan ilgili sikayetin
durumu status secgeneginden “kapal’” olarak isaretlenerek tamamlanir. Duzeltici faaliyet gerektiren
durumlarda “Duzeltici Faaliyet Prosedird’ ne (P-005)" gbre slreg ilerler.
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IATF 16949 standardina yodnelik musteri sikayetlerini Uriin Yéneticisi, CRM'deki ilgili alana giris yapar ve
gerekli igslemi yapar ve sureci koordine eder. QM Follow up ekrani ile birlikte SAP sistem altinda-Extranet-
CAMS (Complaints Appeals Management System) sistemine sikayet girisi Otomotiv Uriin Muduri
tarafindan gergeklestirilir. Gelen musteri sikayetleri, en ge¢ 7 gin icinde hem CAMS hem de CRM
sistemlerine kaydedilmelidir. ilgili sikayetin durumu QM Follow up kisminda takip edildikten sonra burada
kapanan sikayetlerin CAMS sisteminde de kapatilabilmesi icin TNCERT ‘e mail yolu ile bilgi verilir. IATF
16949 standardi igin gelen OEM (IATF Customer Complaints) sikayetleri, IATF Global Database sistemine
ilgili OEM tarafindan girilmekte olup, TUV NORD Turkey Ofis- Otomotiv Merkezi ekibine TNCERT
Automotive’den e-posta yolu ile bilgi gelir. Mail yolu ile gelen OEM sikayeti ile ilgili belge aski prosesi de
(decertification) gerceklestirileceginden IATF OEM Customer Complaint sikayetleri CRM yerel sistem
“Decertification” ekranindan takip edilir. Ilgili ekranda “reason” sebep kismina OEM Special Customer
Complaint secilerek” kaydi saglanir. Kaydi saglanan OEM sikayeti alan firma Otomotiv Merkezi Asistani
tarafindan CAMS (Complaints Appeals Management System) sistemine kayit edilir. OEM sikayeti ile ilgili
gerekli aksiyonlar alindiktan sonra (6rnegin 6zel denetim, belge aski sireci vb.) tamamlanan slreg
decertification ekraninda status olarak belirtilir OEM gikayeti sonucu decertifikasyon sureci
geciren/gecirmeyen IATF 16949 firmalari TUV NORD Tlrkiye server sistemi icerisinde Sertifikasyon - IATF
16949 Report- Decertification klasért altinda toplanir. OEM sikayeti IATF Global Database ekraninda
TNCERT tarafindan kapatildiktan sonra, TNCERT tarafindan CAMS sisteminde de kapatilir.

IATF 16949 standardina yénelik misteri sikayetleri, Otomotiv Urlin Miidirii tarafindan CRM sisteminde
“QM Follow-up Activities” ekranina girilir, gerekli islemler yapilir ve sure¢ koordine edilir. Sikayet ayni
zamanda SAP — Extranet — CAMS (Complaints Appeals Management System) sistemine de kaydedilir.

Tam otomotiv musteri sikayetleri en ge¢ 7 giin icinde hem CRM hem de CAMS sistemlerine girilmelidir.
QM Follow-up ekraninda kapatilan sikayetlerin CAMS sisteminde de kapatilabilmesi icin TNCERT e e-
posta ile bilgi verilir.

OEM (IATF Customer Complaints) sikayetleri, ilgili OEM tarafindan IATF Global Database sistemine
kaydedilir. Bu kayitlarla ilgili bilgi TNCERT Automotive tarafindan TUV NORD Tiirkiye Otomotiv Merkezi
ekibine e-posta ile iletilir. OEM sikayetleri, belgenin askiya alinmasi (decertification) surecini de
icerdiginden CRM sisteminde “Decertification” ekraninda takip edilir ve “reason” béliminde “OEM Special
Customer Complaint” secilerek kaydedilir. OEM sikayetleri CAMS sistemine ise Otomotiv Merkezi Asistani
tarafindan kaydedilir.

Gerekli aksiyonlar (6rnegin 6zel denetim, belgenin askiya alinmasi vb.) tamamlandiktan sonra sire¢
“Decertification” ekraninda uygun “status” segenegiyle kapatilir. OEM sikayeti nedeniyle decertification
siireci gegiren/gecirmeyen firmalar, TUV NORD Turkiye sunucusunda Certification — IATF 16949 Report
— Decertification klaséru altinda arsivlenir. OEM sikayetleri, TNCERT tarafindan IATF Global Database’de
kapatildiktan sonra CAMS sisteminde de TNCERT tarafindan kapatilir.
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Complaint/appeal requests are received in written form through channels such as e-mail, website,
customer satisfaction survey, F-1726 Customer Complaint and Appeal Form, etc. After the audit, the “Post-
Audit Process Responsible/Planning Responsible” sends a survey link to all clients. The survey results
are then compiled in an Excel table and sent monthly via e-mail by the Germany office to the Quality
Manager.

Survey evaluations are made by the client, who rates the questions in Sections 2 and 3 on a scale from 1
to 4 (1: Very satisfied, 2: Satisfied, 3: Moderately satisfied, 4: Not satisfied). The Quality Manager makes
a preliminary evaluation of the survey results. Customers who gave a rating of 3 or 4 are reviewed by the
Quality Manager, and the survey results are forwarded via Excel table by e-mail to the relevant Department
Manager, Product Manager, and Sales Manager.

The entries of relevant customer complaints into the CRM “QM Follow-up Activities” and CAMS systems
are monitored by each Product Manager for their own department, as follows:

. Automotive Product Manager — IATF 16949 Automotive complaints,

. Food Product Manager — Food Management Systems complaints,

. Sustainability Product Manager — Sustainability standard complaints,

. Medical Product Manager — Medical and Medical Devices complaints,

. Sales and Marketing Manager — Sales and Marketing process/complaints,
. Production Technologies Manager — Production Technologies complaints,
. Process Technologies Manager — Process Technologies complaints,

. Renewable Energy Services Manager — Renewable Energy complaints,

. Mobility Services Manager — Mobility Services complaints,

. Quality Manager — all other complaints related to Quality & Integrated Management System
processes.

Once the status of a complaint is monitored in the QM Follow-up section and closed, TNCERT is informed
by e-mail to ensure that the complaint is also closed in the CAMS system.

Customer complaints arising from the Sales and Marketing process are transferred to the relevant Product
Manager according to the standard indicated in the offer. The process owner records the case in the “F-
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Questionnaire Feedback Form” and contacts the client who filled out the survey via phone. The details of
this call are recorded in the form. Whether or not corrective action is required, all complaints (including
IATF 16949) are registered by Product Managers and the Quality Manager in the CRM local system under
“QM Follow-up Activities,” with the issue type marked as “Customer Complaint.” The accreditation type
(related standard) is manually entered, and the record is saved in the QM Follow-up screen.

Once necessary actions and improvements have been implemented according to the status of the
complaint, the complaint is finalized. If improvements were made, the complaint status in the QM Follow-
up Activities screen is updated to “Closed.” Cases requiring corrective action are handled in accordance
with the “Corrective Action Procedure (P-005).”

For IATF 16949 standard complaints, the Product Manager records and coordinates the process in CRM.
In addition, the complaint must also be registered in SAP — Extranet — CAMS (Complaints Appeals
Management System) by the Automotive Product Manager. All customer complaints must be entered into
both CAMS and CRM systems within 7 days at the latest.

Once the status of the complaint is monitored and closed in the QM Follow-up section, TNCERT is notified
via e-mail so that the complaint can also be closed in the CAMS system.

For OEM complaints (IATF Customer Complaints) related to IATF 16949, the records are entered into the
IATF Global Database by the respective OEM. TUV NORD Turkey’s Automotive Center team receives the
information via e-mail from TNCERT Automotive. Since such OEM complaints also involve certificate
suspension processes (decertification), they are tracked in the CRM local system under the
“Decertification” screen. In this screen, “OEM Special Customer Complaint” is selected as the reason. The
OEM complaint is then registered in the CAMS system by the Automotive Center Assistant.

Once necessary actions (e.g., special audit, certificate suspension process, etc.) are completed, the
process is updated in the Decertification screen with the appropriate status. Companies that undergo a
decertification process due to an OEM complaint are listed in TUV NORD Turkey’s server system under:
Certification — IATF 16949 Report — Decertification folder.

Finally, once the OEM complaint is closed in the IATF Global Database by TNCERT, it is also closed in
the CAMS system by TNCERT.

Customer complaints related to the IATF 16949 standard are recorded by the Automotive Product
Manager in the CRM “QM Follow-up Activities” screen, where necessary actions are taken and the process
is coordinated. The complaint must also be registered in the SAP — Extranet — CAMS (Complaints
Appeals Management System) system.
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All automotive customer complaints must be entered into both CRM and CAMS systems within 7 days
at the latest. Once a complaint is closed in the QM Follow-up screen, TNCERT is informed via e-mail to
ensure that it is also closed in the CAMS system.

OEM (IATF Customer Complaints) are recorded directly in the IATF Global Database by the respective
OEM. TNCERT Automotive forwards this information via e-mail to TUV NORD Turkey’s Automotive Center
team. Since OEM complaints also involve certificate suspension (decertification) processes, they are
tracked in the CRM “Decertification” screen, with the reason specified as “OEM Special Customer
Complaint.” OEM complaints are entered into the CAMS system by the Automotive Center Assistant.

Once the required actions (e.g., special audit, certificate suspension, etc.) are completed, the process is
updated with the appropriate “status” in the Decertification screen. Companies subject to decertification
as a result of OEM complaints are archived in TUV NORD Turkey’s server under:
Certification — IATF 16949 Report — Decertification folder.

Finally, after an OEM complaint is closed in the IATF Global Database by TNCERT, it is also closed in
the CAMS system by TNCERT.

THMCERT tarafindan TUW NORD TR
bilgilendirilir, SPA baslatur.

Ctomotiv Oriin Madiria/Asistan sikayeti
Miigteriye ask sirecinin bagladig bilgisi CRM girigini yapar.

iletilir.

SPA planlamir ve denetim gergeklegtinilir,
THNCERT e denetim sonucu bilgisi verilir.

SPA denetim sonucu

uygun mu 7

THNCERT belgeyi iptal eder, musteriye bilgi
verilin

Belge ask siireci kaldinUr, CRM sikayeti
kapatilir, CAMS icin TNCERT" e bilgi verilir.

Sikayet kapatilir.

The flow for IATF 16949 customer complaints is as follows;

Ctomotiv Oriin Madiiria sikayeti gerekli
gorirse CAMS sistemine girer.

Sikayetin igerigi ile ilgili 5n inceleme ve

gili gorosmeler Otomotiv Driin MModiiri
tarafindan yapiur.

Gerekli gormldagiunde 4M analizi ile kik
neden yapilir ve abnan aksiyonlan takip
eder, masteriyi bilgilendirir.

CAMS ve CRM sistemlerinde sikayet
kapatlur
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CUSTOMER COMPLAINT AND APPEALS MANAGEMENT PROCESS FLOW

Collection of customer complaints
by TUV NORD TR

OEM Costumer
complaint?

Client Complaint? .
OEM Costumer Client

Complaints sent by TMCERT to TUV by phone Mail, Phone, Customer Satisfaction
NORD TR wvia e-mail are entered into

CAMS and CRM.

Complaints received by phone are
requested to be reported in writing.

A13F150 form is filled out and the
document suspension pro S is
started. CAMS and CRM entry is made. The complaint e-mail is forwarded
to the Autometive Product
Manager.

By mail

A13F150 form and CAMS entry are
forwarded to TNCERT.

Customer satisfaction survey

The customer satisfaction surve

forwarded to the Automotive
Product Manager by the Quality
Manager. With Website,

Has the
suspension The documentis

process been canceled by TNCERT.
started?

Tha first response is forwerded to the
customer by the website administrator end
the complaint is forwanded to the
Automotive Product Manager.

TUV NORD TR is informed by TMCERT and

SPA is started.
The Automotive Product

ManagerfAssistant enters the complaint

Th t is inf d that the
ustomer 13 Infornmec a =} into the CRM.

suspensicn process has started.

If the Automotive Product Manager
deems the complaint necessary, it
enters the CAMS system.

SPA is planned and audited, TMCERT is
informed of the audit result.

Preliminary review and relevant discussions
regarding the content of the complaint are camried
out by the Auto tive Product Manager.

Is the SPA audit
result appropriate?

TMCERT cancels the document and the
customer is informed.

When deemed necessary, the root cause is
determin through 4M analysis, the actions taken
are followed and the customer is informed.

The document suspension process is removed, the CRM
complaint is closed, and TNCERT is informed for CAMS.

The complaint is clozed in CAMS and
CRM systems.
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5.2 Kararin Alinmasi ve ilgili Tarafa Bildirimi / Taking the Decision and Notifying the
Relevant Party

Degerlendirme sonucunda alinan karar (baslatilacak duzeltici faaliyet dahil) itiraz-sikayet sahibine Kalite
Mudurd ya da ilgili Grin/ departman muduru tarafindan ya da arama yoluyla bilgilendirir.

Karar ilgili tarafca tatmin edici bulunmuyorsa itiraz-sikayet konusu, Genel Miidir tarafindan itiraz ve
Sikayet Komitesi'ne iletilir. itiraz ve Sikayet Komitesi, Kalite Midiri’ niin konuyla ilgili tuttugu kayitlari
detayl, objektif bir sekilde incelenir, gerekli gérilirse bilir kisi raporuna basvurulur. Bu degerlendirme
sonunda komite tarafsizligi, bagimsizhigi ve bitlinliglu saglayacak sekilde goérisinl verir. Komite
gorusunu, degerlendirmeler, 6nerilen dizeltici-Onleyici faaliyetler ile ilgili bilgiler ile Genel Muadur’an
onayina sunar. Genel Midir’in onayi ile verilen karar, itiraz-sikayet sahibine, itiraz tarihinden sonraki 15
gun iginde yazi ile bildirilir.

itiraz-Sikayet sahibi dogrudan Itiraz ve Sikayet Komitesi’ne bagvurabilir. Konunun goérisilecegi tarih, itiraz
ve Sikayet Komitesi tyelerinin isim ve 6zgec¢misleri ilgili tarafa yazi ile bildirilir ve bu konularda fikir beyan
etme hakkina sahip olduklari ve talep ettikleri takdirde toplantiya katilabilecekleri belirtilir. ilgili tarafin itiraz
ve Sikayet Komitesi liyelerinden birine, hakli gerekge bildirmek kaydi ile onay vermemesi durumunda itiraz
ve Sikayet Komitesi'ne yedek lye tayin edilir. Yedek tyenin 6zgeg¢misi icin tekrar teyit alinir.

itiraz- sikayet konusunda taraflar halen anlasamiyorsa, iki tarafin da mutabakat ile itiraz-sikayet bir
hakeme géturulebilir. Taraflar kabul ederse, Tarafsizligi Saglama Komitesi hakemlik yapabilir. Hakem ile
¢6zUmlenemeyen itirazlar ve sikayetler hukuk gercevesinde ¢oézime ulastirilir.

TUV NORD TURKEY, musterisi ve sikayet sahibi ile birlikte sikayetin konusu ve ¢dzimunin kamuya agilip
acllmamasina ve eger agilacaksa hangi mertebede agilacagina karar verir.

The decision taken as a result of the evaluation (including the corrective action to be initiated) is notified
to the Appeals-complainant by the Quality Manager or the relevant product/department manager or by
calling.

If the decision is not satisfactory by the relevant party, the Appeals-complaint issue is forwarded to the
Appeals and Complaint Committee by the General Manager. The Appeals and Complaint Committee
examines the records kept by the Quality Manager regarding the issue in a detailed and objective manner,
and if deemed necessary, an expert report is consulted. At the end of this evaluation, the committee gives
its opinion in a way that ensures impartiality, independence and integrity. The Committee submits its
opinion, along with information regarding evaluations and proposed corrective-preventive actions, to the
General Manager for approval. The decision made with the approval of the General Manager is notified to
the Appeals-complainant in writing within 15 days after the date of Appeals.
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Appeals- The complainant can directly appeal to the Appeals and Complaint Committee. The date on
which the issue will be discussed, the names and CVs of the Appeals and Complaint Committee members
are notified to the relevant party in writing, and it is stated that they have the right to express their opinions
on these issues and that they can attend the meeting if they request. If the relevant party does not approve
one of the members of the Appeals and Complaint Committee, provided that it provides justified reasons,
an alternate member is appointed to the Appeals and Complaint Committee. Reconfirmation is taken for
the substitute member's CV.

If the parties still cannot agree on the Appeals-complaint, the Appeals-complaint can be taken to an
arbitrator with the agreement of both parties. If the parties agree, the Committee to Ensure Impatrtiality
may arbitrate. Appeals and complaints that cannot be resolved by the arbitrator are resolved within the
framework of the law.

TUV NORD TURKEY, together with its customer and the complainant, decides whether the subject of the
complaint and its solution should be made public and, if so, at what level.

5.3 Muayene/Tetkik / Uriin Belgelendirme/Laboratuvar Hizmeti Sirasinda Olusabilecek
itirazlar / Appeals That May Occur During Inspection/Inspection/Product
Certification/Laboratory Service

Bas tetkikci/Endustriyel Hizmetler Uzmani, muayene/tetkik sirasinda ortaya ¢ikan itirazlari calisma stresi
icinde ¢cbzmekten sorumludur.

itiraz, muayene/tetkik/iiriin belgelendirme siresince giderilememis ise, durum bir tutanakla kayit altina
alinir. MUmkuinse organizasyonun da itirazin agiklandigi tutanak hazirlanir. Tutanak, tetkikten sonra YSYT’
ne iletilir. YSYT, ilgili bélim mudiriinin de gérisini alarak itirazi inceler ve ¢dzim igin takip eder. itiraz
¢ozilemiyorsa, Genel Mudir’e bilgi verilerek konu itiraz ve Sikayet Komitesi'ne aktarilir.

Laboratuvar ve diger departmanlar musteriden gelen itiraz ve sikayetleri kabul edip ilgili stireci baslattiktan
sonrasinda musteriye ilerleme raporunu ve sonucunu Ug¢ ay i¢erisinde geri bildirmelidir.

The lead auditor/Industrial Services Specialist is responsible for resolving Appeals arising during the
inspection/audit within the working period.

If the Appeals cannot be resolved during the inspection/study/product certification period, the situation is
recorded in a report. If possible, a report is prepared in which the Appeals is explained by the organization.
The report is forwarded to YSYT after the examination. YSYT examines the Appeals by taking the opinion
of the relevant department manager and follows up for a solution. If the Appeals cannot be resolved, the
General Manager is informed and the issue is transferred to the Appeals and Complaint Committee.
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After accepting the Appeals and complaints from the customer and initiating the relevant process, the
laboratory and other departments must report back to the customer the progress report and result within
three months.

5.4 TUV NORD CERT ile ilgili itiraz ve Sikayetler / Appeals and Complaints Regarding
TUV NORD CERT

TUV NORD CERT i ilgilendiren ve tUm yonetim sistemleri ile ilgili olarak gelen itiraz-sikayet Kalite Mudurd’
ne iletilir. Kalite Mdurd, itiraz ve sikayeti TUV NORD’ un CERT-120-VA-012 prosediriine goére 1 gln
icinde https://extranet.tuev-nord.de/sites/tncert_bm/default.aspx linkinden TUV NORD CERT CAMS
(Complaint and Appeal Management) portalina kaydeder. Sikayetin degerlendirmesi ve ¢éziimlenmesi 4.3
ve 4.4 nolu maddelere gore yurutalir. Ayni zamanda sikayeti CRM-QM follow up kisminda da girer.

IATF 16949 icin; denetgi degisiklik talepleri yazili olarak kabul edilmektedir. Firmadan sebebine dair yazili
olarak alinan denetci degisiklik talebi planlama birimi tarafindan iletisim “e-mailleri” klasériine kaydedilir.
Planlama birimi Otomotiv Uriin Miidiriine bilgi iletmelidir. Talep CAMS sistemine Griin midir(i tarafindan
giris yapilir. Denetgi degisiklik talebi, planlama ve déngu kurallarina uymuyor ve TNCERT den bir 6zel
onay gerektiriyorsa onay icin TNCERT'e A13F180e veya A13F114e formu ile yazili olarak bildirilir.
Appeals/complaints that concern TUV NORD CERT and are related to all management systems are forwarded to
the Quality Manager. The Quality Manager submits the Appeals and complaint within 1 day according to TUV
NORD's CERT-120-VA-012 procedure at TUV NORD CERT CAMS (Complaint and Appeal) from the link
https://extranet.tuev-nord.de/sites/tncert_bm/default.aspx. Management) portal. Evaluation and resolution of the
complaint is carried out according to articles 4.3 and 4.4. At the same time, the complaint is entered in the CRM-QM
follow up section.

For IATF 16949; Auditor change requests are accepted in writing. The auditor change request received
from the company in writing regarding the reason is recorded in the communication "e-mails” folder by the
planning unit. The planning unit must convey information to the Automotive Product Manager. The request
is entered into the CAMS system by the product manager. If the auditor's change request does not comply
with the planning and cycle rules and requires a special approval from TNCERT, it is notified in writing to
TNCERT with form A13F180e or A13F114e for approval.

5.5 Kayitlar / Records

Alinan tim itiraz ve sikayetler Kalite Muduri ve Uriin Miidurleri tarafindan F-213 formuna ve/ veya CRM
yerel sistem QM Follow-up Activies ekranina “musteri sikayetleri” olarak” kaydedilir. IATF OEM sikayetleri
Decertification ekraninda takip edilir ve TN Turkiye Server sisteminde Decertification klaséru altinda
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toplanir.itiraz-sikayete iliskin tim kayitlar X:\Kalite\DOKUMANTASYON\GECERLI DOKUMANLAR\21-

ITIRAZ-SIKAYET dosyasina kaydedilir.

All Appeals and complaints received are recorded as "customer complaints” by the Quality Manager and
Product Managers on the F-213 form and/or the CRM local system QM Follow-up Activies screen. IATF
OEM complaints are tracked on the Decertification screen and collected under the Decertification folder
in the TN Turkey Server system. All records regarding the Appeals-complaint are recorded in the

X:\Quality\DOCUMENTATION\VALID DOCUMENTS\21-APPEALS-COMPLACEMENT file.

6. ILGILi DOKUMANLAR / RELATED DOCUMENTS

F- 213 Musteri itiraz ve Sikayet Formu

P-005 Diizeltici Faaliyet Prosediirii

Y-408 itiraz ve Sikayet Komitesi Yonetmeligi
CRM-QM Follow-up
CERT-120-VA-012 Sikayet ve itiraz Prosediirii,

CERT-120-AA-001 Kalite Giivence ve iletilen Sikayetler ve itirazlar Prosediirii,

CERT-120-MU-001: Sikayet ve itirazlarin Dogrulanmasi,
CERT-120-MU-002: Sikayet ve itiraz 6rnekleri,
CERT-120-VA-012 Sikayet ve itiraz yonetimi prosediirleri
F- 213 Customer Appeals and Complaint Form

P-005 Corrective Action Procedure

Y-408 Appeals and Complaint Committee Requlation

CRM- QM Follow-up

CERT-120-VA-012 Complaint and Objection Procedure,

CERT-120-AA-001 Quality Assurance and Complaints and Objections Procedure,

CERT-120-MU-001: Verification of Complaints and Objections,

CERT-120-MU-002: Complaint and Objection examples,
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CERT-120-VA-012 Complaint and objection management procedures

7. EKLER / ATTACHMENTS
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