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komitesi tanimlar degistirildi./ The definitions of the
Committee to Ensure Impartiality and the

Certification Committee have been changed.

02

itiraz ve sikayetin ele alinmasi tarafsizlik agisindan
g6zden gegcirildi./ The handling of the Appeals and

complaint was reviewed for impartiality.

25.04.2008

03

Sertifikasyon kararina yonelik itiraz tanimi eklendi /

Added definition of Appeals to certification decision

01.05.2008

04

itirazlar gdzden gecirildi. / Appealss have been

reviewed.

20.07.2008

6ve7

05

17020 acisindan gdzden gegcirildi./ Reviewed for
17020.

01.01.2010

genel

06

itirazlar gézden gecirimesi eklendi/ Added

Appealss review.

14.07.2010

7,8

07

‘ltiraz ve sikayetler gizlilik sartlarina uygun ele
alinir, itiraz ve sikayette bulunan kisi veya kuruma

ayrimcilik yapilmaz’ beyani ilave edildi./

The statement "Appealss and 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.

08.08.2010

10

08

TS EN 45011 acisindan gd6zden gegirildi./
Reviewed in terms of TS EN 45011.

01.03.2011

genel genel

09

icra kuruluna paralel glncellendi./ It was updated

parallel to the executive board.

30.06.2011

10

TUV-i-001 dokiimanina atif yapildi. Sn Esref Unsal
onayi eklendi./ Reference was made to TUV-/-001

22.12.2011
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document. Approval of Mr. Esref Unsal was added.

11

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

process of the said Appeals and complaint.

09.06.2013

5.3 2

12

icra Kurulu ifadesi cikartildi. Madde 4’deki ifadeler
g6zden gegirildi. / The phrase "Executive Board"
was removed. The statements in Article 4 have

been reviewed

28.02.2014

2,4 3,5,6,7,8,9

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 acgisindan gdzden gegcirildi. / Reviewed for
17065

21.10.2015

Genel/ | 3,4,5,6,8,9
Genera
I

15

ISO 17021-1’e goére gobzden gegirildi./ Reviewed
according to 1ISO 17021-1.

01.08.2016

Genel/ | Genel/
Genera | General
I

16

TUV NORD CERT! ilgilendiren itiraz-gikayet linki
gincellendi. Refere edilen Onleyci faaliyet
proseduru ¢ikarildi./ The Appeals-complaint link
concerning TUV NORD CERT has been updated.
The Preventive action procedure referenced has

been removed.

04.09.2019

4.5 6

17

Musteri memnuniyet anketleri hakkinda detayl bilgi
eklendi / Added detailed information about

customer satisfaction surveys

13.09.2019

4.2 5

18

Almanya i¢ denetim bulgusu olarak FSC standarti

17.02.2020

4.5 7
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ayri olarak belirtildi. / The FSC standard was stated
separately as a German internal audit finding.
19 |itiraz ve sikayetlerin mutlaka yazili ortamda | 19.11.2020 4.2 5

alinmasi kurali getirildi.

Aktif durumda olmayan L-12 listesi c¢ikarilip, yerine
crm sistemi eklendi. / The rule that Appealss and
complaints must be received in written form has
been introduced.

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

20 | 4.4 Muayene/Tetkik / Uriin | 26.08.2022 | 4.4. 7

Belgelendirme/Laboratuvar ~ Hizmeti  Sirasinda

Olusabilecek ltirazlar bolimiine misteriye geri
bildirim eklenmigtir. / Customer feedback has been
added to the Appealss That May Occur During
Inspection/Inspection/Product

Certification/Laboratory Service section.

21 | Genel gdzden gegirme ya-pildi. Unvan degisikligi | 14.11.2022 - -
ya-pildi. TUV Teknik Kontrol ve Belgelendirme A.S.
yerine TUV NORD Turkey Teknik Belgelenirme ve
Kontrol A.S. yazildi./ A 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 allinan CERT-120-VA-012 dokimaninin | 17.04.2023 4.5 8
numarasi duzeltilmistir. / The number of the
referenced document CERT-120-VA-012 has been
corrected.

23 | IATF ve genel tum musteri itiraz- sikayetlerine | 01.10.2024 4.2 6-7
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iliskin ek izlenebilirlik ydéntemi tanimlanip, slreg
detaylandiriimig, |ATF tarafi igin slUre¢ akisi
olusturulmustur. / An additional traceability method
for IATF and all general customer objections-
complaints was defined, the process was detailed,

and a process flow was created for the IATF side.

1- Amacg

Bu prosedirin amaci, musterilerden ve ilgili taraflardan gelen sikayetlerin ve itirazlarin alinmasi,

degerlendirilmesi, cézimlenmesi ve tekrarinin 6nlenmesi surecinin isleyisini agiklamaktir.

Bu prosedir, TNCERT tarafindan yayinlanan ilgili tim dokimanlari (CERT-120-VA-012 Sikayet ve
itiraz Proseduirii, 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 6rnekleri,
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CERT-120-VA-012 Sikayet ve itiraz yonetimi prosedurleri) referans alarak yerel uygulamalari daha

detayh agiklamak igin hazirlanmistir.

1.Purpose

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.

Bu prosediir, TNCERT tarafindan yayinlanan ilgili tiim dokiimanlar (CERT-120-VA-012 Sikayet ve
Itiraz kriterleriii, CERT-120-AA-001 Kalite Giivence ve lletilen Sikayetler ve ltirazlar testleriii, CERT-
120-MU-001: Sikayet ve ltirazlarin Dogrulanmasi, CERT-120-MU-002: Sikayet ve ltiraz 6rnekleri,
CERT-120-VA-012 Sikayet ve ltiraz yénetimi yerlesimi) referans alinarak yerel uygulamalar daha

ayrintili olarak hazirlanir.

2- Sorumluluk ve Yetki

Bu prosediiriin uygulanmasinda itiraz ve Sikayet Komitesi, Yoénetim Sistemleri Yénetim Temsilcisi/
Kalite Mudiri (YSYT), Genel Midr, ilgili Bélim Midird ve Uriin Midiirleri sorumludur. TUV NORD

Turkey, itiraz veya gikayetin dederlendiriimesi surecindeki her karardan sorumludur.

2. Responsibility and Authority

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.

3- Tanimlar

Sikayet: Kuruluglarin veya diger ilgili taraflarin TUV NORD Turkey Teknik Kontrol ve Belgelendirme
A.$.’nin uygunluk degerlendirme, muayene ve belgelendirme faaliyetleri ile ilgili performansi,
prosedurleri, politikalari ve kendi adina hizmet veren tium c¢aliganlari, uygunluk degerlendirme,
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muayene hizmeti verdigi ve belgelendirdigi firma ile ilgili belge kapsamindaki yaptigi faaliyetleri ilgili
memnuniyetsizligi v.b.

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.

itiraz: Musterinin TUV NORD Turkey Teknik Kontrol ve Belgelendirme A.S.nin verdigi hizmet
konusunda aldigi karari yeniden mutalaa etmesine yonelik talebi.
Appeals: The customer's request to reconsider the decision taken by TUV NORD Turkey Technical

Control and Certification Inc. regarding the service provided.

Tarafsizhigi Saglama Komitesi: Tarafsizli§i Saglama Komitesi itiraz ve sikayet durumu ortaya
ciktiginda ‘Hakem Heyeti (Arbitration Body)' fonksiyonunu da Ustlenir. Ancak anlasmazlk taraflarinin
bunu kabul etmesi 6n kosuldur. Tarafsizgr Saglama Komitesi 'nin yapisi, fonksiyonu ve igleyisi ilgili

yonetmelikte (Y-405) tanimlanmistir.

Committee to _Ensure Impartiality: 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).

itiraz ve Sikayet Komitesi: Yénetim sistemleri kapsaminda ortaya cikan ve ¢dzillemeyen itiraz ve
sikayetlerini ele alip ¢d6zimune yodnelik faaliyetlerin tarafsizhk ve gizlilik prensiplerine uyarak
degerlendirmesini yapip goruslerini sunan komite

Appeals and Complaint Committee: The committee that handles the Appealss 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.
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4.1 - Prensipler
TUV NORD Turkey, itiraz ve sikayetleri yonetim sisteminin iyilestirilmesi i¢in bir arag olarak gorulir ve

gerektiginde dluzeltici ve Onleyici faaliyet baslatarak tekrarlanmasi onler.

TUV NORD Turkey, itiraz ve sikayetleri alma, degerlendirme ve karar verme sirecinde gizlilik
sartlarina uymayi taahhiut eder. TUV NORD Turkey, itiraz ve sikayeti ayrimci olmama ve esitlik
prensibi ile ele alir. Anketlerin olusturulmasi, sonuglarin degerlendiriimesi ve ilgili Kigilere iletiimesi ve

surecin yonetilmesi TUV NORD Turkey ofisin sorumlulugundadir.

itiraz ve sikayete konu olan g¢alismada gérev almis kisiler bu prosediiriin isleyisinde goérev alamazlar.
Prosedurin isleyisinde tarafsizhgi, gizliligi ve objektifligi etkileyebilecek olan Kkisiler, itiraz ve

sikayetlerin ¢ozumu igin gorevlendirilemezler. Bu kisiler asagida belirtilmistir:

-Son iki yil icinde itiraz-sikayet sahibi veya konusu olan firmada yénetim sistemine iligskin danismanlik

hizmeti, Tetkik/Muayene/Belgelendirme hizmeti sunmus Kisiler,

-Muayene edilen malzemelerin tasarimcisi, imalatgisi, tedarikgisi, montajcisi, satin alicisi, sahibi,

kullanicisi veya bakimcisi ve bu kesimlerin yetkili temsilcisi,

-Belgelendirilen Griin tipinin tedariki ve tasarimini yapan, istenen belgelendirmeye teskil eden

konularla ilgili metodlar i¢in bagvurana danismanlik 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.

4.1 Principles
TUV NORD Turkey sees Appealss 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 Appealss and complaints. TUV NORD Turkey handles Appealss 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.
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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 Appealss 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,

-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 Appealss and complaints are handled is announced to the public at www.tuv-nord.com with

procedure document number P-003.
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4.2- Talebin Alinmasi ve Degerlendirilmesi
Mail, internet adresi, memnuniyet anketi v.b. gibi yazili ortamdan itiraz- gikayet talebi alinmaktadir.
Tetkik sonrasi tiim musterilere, Tetkik Sonrasi islemler Sorumlusu/ Planlama Sorumlusu tarafindan
anket linki iletilerek, anket sonuglari excel tablosu aylik olarak Kalite Muduri'ne Almanya ofis
tarafindan e-mail ile iletiimektedir. Anket degerlendirmeleri, musteri tarafindan 2.ve 3. Bolimdeki
sorulari 1’ den 4’ e kadar derecelendirmeye tabii tutulur. ( 1: Cok memnun, 2: memnun 3: Orta derece
memnun 4: Memnun degil). Anket sonuglari Kalite Mudura tarafindan 6n degerlendirmeye tabii tutulur
ve sonuglarin icinde 3 ve 4 puan veren musteriler kalite muduri tarafindan degerlendirilerek
departman muaduri, Grin madart ve satis mudurine anket sonuglari excel tablosu e-mail ile iletilir.

¢ IATF 16949 Otomotiv standardi miisteri sikayetleri icin Otomotiv Uriin Miidurd,

e Gida Ydnetim Sistemleri musteri sikayetleri icin Gida Uriin MduirQ,

Sirdirdlebilirlik standardi musteri sikayetleri igin Strdurulebilirlik Uriin Madard,

Medikal ve Tibbi Cihazlar sureci ile ilgili olan misteri sikayetleri Medikal Uriin Mudur(,

Satis ve Pazarlama ile ilgili stire¢ ve musteri sikayetleri Satis ve Pazarlama Mudurd,

Kalite & Entegre Yonetim Sistemi slreclerine iliskin diger musteri sikayetleri Kalite Muduari
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 surecinden gelen musteri sikayetleri ise; ilgili sikayetin teklif standardina gore ilgili
Uriin Midari'ne aktariir.  Sistem sirecinin yéneticisi tarafindan; F-Anket Geribildirim Formu/
Questionnaire Feedbacks formuna aktarilir ve memnuniyet anketini dolduran iletisim Kigisi telefonla ile
aranir. Gorusme detaylari bu forma kaydedilir. Duzeltici faaliyet baslatiimasi gerekli olan/olmayan tim
sikayetler ( IATF 16949’da dahil olmak Uzere) ilgili sikayetin standart ve slure¢ siniflandirmasina gore
Uriin Middrleri ve Kalite Mudiri tarafindan CRM yerel sistem ; “QM Follow-up Activities” ekraninda
issue type “Musteri sikayeti” olarak belirtilerek kayit acilir. Akreditasyon tipi(ilgili standart) manuel
yazilarak ilgili standart/sure¢ belirtlerek QM Follow up ekranina kaydi saglanir. Sikayetin igleyis
aksiyonuna goére gerekli énlemler ve iyilestirmeler saglandiktan sonra musteri sikayeti sonlandi ve
iyilestirmeler yapildi ise QM Follow-up Activities ekranindan ilgili sikayetin durumu status
seceneginden “kapal” olarak isaretlenerek tamamlanir. Duzeltici faaliyet gerektiren durumlarda

“Duzeltici Faaliyet Prosedirl’ ne (P-005)” gore sureg ilerler.
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IATF 16949 standardina yonelik misteri sikayetlerini Uriin Yéneticisi, CRM'deki ilgili alana giris yapar
ve gerekli islemi 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
Madara tarafindan gergeklestirilir.

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
icin gelen OEM ( IATF Customer Complaints) sikayetleri, IATF Global Database sistemine ilgili OEM
tarafindan giriimekte 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 ( érnegin 6zel denetim, belge aski sireci vb.)
tamamlanan slre¢ decertification ekraninda status olarak belirtilir OEM sikayeti sonucu
decertifikasyon sureci geciren/gecgirmeyen IATF 16949 firmalari TUV NORD Turkiye server sistemi
icerisinde Sertifikasyon - IATF 16949 Report- Decertification klasérl altinda toplanir. OEM Sikayeti
IATF Global Database ekraninda TNCERT tarafindan kapatildiktan sonra, TNCERT tarafindan CAMS
sisteminde de kapatilir.

4.2- Receiving and Evaluation of Request
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Email, website address, satisfaction survey, etc. Appeals-complaint requests are received through
written media such as. After the audit, the survey link is sent to all customers by the Post-Audit
Transactions Officer/Planning Officer, and the excel table of the survey results is sent monthly to the
Quality Manager by e-mail by the Germany office. Survey evaluations are made by the customer by
rating the questions in Sections 2 and 3 on a scale from 1 to 4 (1. Very satisfied, 2: satisfied, 3:
Moderately satisfied, 4: Dissatisfied). The survey results are pre-evaluated by the Quality Manager
and the customers who give 3 and 4 points in the results are evaluated by the quality manager and
the excel table of the survey results is sent to the department manager, product manager and sales
manager via e-mail.

Automotive Product Manager for IATF 16949 Automotive standard customer complaints, Food
Product Manager for Food Management Systems customer complaints, Sustainability Product
Manager for sustainability standard customer complaints, Customer complaints regarding the Medical
and Medical Devices process are handled by Medical Product Manager, Sales and Marketing related
processes and customer complaints Sales and Marketing Manager, Other customer complaints
regarding Quality & Integrated Management System processes are handled by the Quality Manager.
Customer complaints coming from the Sales and Marketing process are; The relevant complaint is
transferred to the relevant Product Manager according to the offer standard. By the administrator of the
system process; It is transferred to the F-Survey Feedback Form/Questionnaire Feedbacks form and
the contact person who completed the satisfaction survey is called by phone. Interview details are
recorded on this form. All complaints that require or do not require corrective action (including IATF
16949) are handled by Product Managers and Quality Manager in the CRM local system according to
the standard and process classification of the relevant complaint; A record is opened by specifying the
issue type as “Customer complaint” on the “QM Follow-up Activities” screen. Accreditation type
(relevant standard) is written manually and the relevant standard/process is specified and recorded on
the QM Follow up screen. After the necessary precautions and improvements are taken according to
the processing action of the complaint, if the customer complaint is terminated and improvements are
made, the status of the relevant complaint is marked as "closed" from the status option on the QM
Follow-up Activities screen. In cases where corrective action is required, the process proceeds

according to the "Corrective Action Procedure (P-005)".
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IATF 16949 musteri sikayetleri icin akis asagidaki gibidir;

IATF 16949 standardi i¢in gelen OEM ( IATF Customer Complaints) sikayetleri, IATF Global Database
sistemine ilgili OEM tarafindan giriimektedir. OEM sikayeti, TNCERT tarafindan TUV NORD TR
Otomotiv Departmanina e-mail yolu ile gelir. / OEM complaints received for the IATF 16949 standard
(IATF Customer Complaints) are entered into the IATF Global Database system by the respective
OEM. The OEM complaint is sent to the TUV NORD TR Automotive Department via email by
TNCERT.

OEM sikayeti ile ilgili belge aski prosesi de (decertification) gerceklestiriieceginden 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 Urlin Mudiir(/ 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 sureci vb.) tamamlanan sireg
decertification ekraninda status olarak belirtilir.

OEM sikayeti sonucu decertifikasyon sdreci geciren/gegirmeyen IATF 16949 firmalari TUV NORD
Tarkiye server sistemi igerisinde Sertifikasyon - IATF 16949 Report- Decertification klaséri altinda
toplanir. OEM Sikayeti IATF Global Database ekraninda TNCERT tarafindan kapatildiktan sonra,
TNCERT tarafindan CAMS sisteminde de kapatiir. / The document suspension process
(decertification) will also be carried out regarding the OEM complaint, so IATF OEM Customer
Complaints are monitored through the "Decertification" screen in the CRM local system.

On the relevant screen, the "reason" field is updated with "OEM Special Customer Complaint”, and the
record is created accordingly. The recorded OEM complaint is then entered into the CAMS
(Complaints Appeals Management System) by the Automotive Product Manager/Automotive Central
Assistant.

Once the necessary actions related to the OEM complaint are taken (e.g., special audit, document
suspension process, etc.), the completed process is updated as a status on the decertification screen.
IATF 16949-certified companies that undergo or do not undergo the decertification process due to an
OEM complaint are archived under the Certification - IATF 16949 Report - Decertification folder within
the TUV NORD Tiirkiye server system.

After the OEM Complaint is closed in the IATF Global Database by TNCERT, it is also closed in the
CAMS system by TNCERT.
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Diger sikayetler, itiraz kapsaminda degerlendirilir, memnuniyet anketi, e-mail veya web sitesi, portal vb
yoluyla yazili sikayet alindiginda; éncelikle sikdyet CRM sistemine girilir. Sikayetin 6n incelemesini ve
ilgili taraflarla gérusmesi yapilir. Buna gére kok neden analizi ve gerekli aksiyonlar alinarak CRM
sisteminde sikayet aksiyonlari tanimlanir. Sikayet/ itiraz gerekli Otomotiv Urlin Mudiir( tarafindan
gerekli gorulirse CAMS sistemine girilir. Aksiyonlar takip edilerek CRM ve CAMS sisteminde kapatilir.
Sikayetlerin ¢6zim metodolojisi, CRM ve CAMS sisteminde tanimli oldugu sekilde kék neden analizi
yapilarak aksiyon alinmasidir, dizeltici aksiyonlarin yaninda uygulanabilecek durumlarda onleyici
tedbirler alinarak ilerlenir.

Other complaints are considered as appeals. When a written complaint is received via a satisfaction
survey, email, website, portal, etc., it is first entered into the CRM system. A preliminary review of the
complaint is conducted, and discussions with relevant parties take place. Based on this, a root cause
analysis is performed, and necessary actions are defined in the CRM system. If deemed necessary by
the relevant Automotive Product Manager, the complaint/appeal is also entered into the CAMS system.
Actions are monitored and closed in both the CRM and CAMS systems. The complaint resolution
methodology involves taking action based on root cause analysis as defined in the CRM and CAMS

systems. In addition to corrective actions, preventive measures are implemented where applicable.
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MUSTERI SIKAYETI VE iTiRAZ YONETIM SURECI AKISI

Mugteri gikayetinin TUV MORD TR
tarafindan alinmas:

OEM gikayati mi ?
Client [Genel Misteri)}
Sikayeti mi?

TNCERT tarafindan mail yoluyla TUV Telefonla
NORD TR ye gelen sikayet CAMS ve CRM
girigi yapiur. Telefonla gelen gikayetin yazil

bildirilmesi talep edilir

A13F150 formu doldurulur ve Belge asl
sureci baglabli. CAMS ve CRM gingi
yapilir.

A13F150 formu ve CAMS girigi TNCERT e
iletilir.

Ask siireci
baslatildi mi?

TMCERT tarafindan belge
iptal olup olmayacagina
larar verilir.

TNCERT tarafindan TUV NORD TR
bilgilendirilir, SPA baglatilir.

Miigteriye ask siirecinin bagladig bilgisi

SPA planlanir ve denetim gergeklegtirilir,
THCERT' e denetim sonucu bilgisi verilir.

SPA denetim sonucu
uygun mu 7

THMCERT belgeyi iptal eder, musteriye bilgi
verilir

Belge aski sireci kaldinlir, CRM gikayeti
kapatilir, CAMS igin TNCERT" & bilgi verilir.

Sikayet kapatilir.

The flow for IATF 16949 customer complaints is as follows;

Client
Mail, Telefon, Misteri Memnuniyet
Anketi, Linkedin, Web Sitesi, vb..
Mailile
Musteri Memnamiyet

Anketi ile

Misteri memnuniyet anketi Kalite

Miidiirii tarafindan Otemotiv Uriin
Miidiiriine iletilir.

Web
Sitesi,
Linked

in
Portal

ilk cevabi web sitesi sorumlusu tnrnfll]dnn A
miigteriya iletilir ve gikayet Otomotiv Uriin vs.. lle

Miidiirii ne lletilir.

Otomotiv Uriin Midiiri/Asistan) sikayeti
CRM girigini yapar.

Otomotiv Uriin Midiiri sikayeti gerekli
gorirse CAMS sistemine girer.

Sikayetin igerigi ile ilgili &n inceleme ve
ilgili girigmeler Otomotiv Uriin Madird
tarafindan yapilir.

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

CAMS ve CBM sistemlerinde sikayet
kapatilir.
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CUSTOMER COMPLAINT AND APPEALS MANAGEMENT PROCESS FLOW

Collection of customer complaints
by TUV NORD TR

com plaint?

Client Complaint? .
OEM Costumer Client

Complaints sent by TNCERT to TUY by phone Mail, Phone, Customer Satisfaction
MORD TR via e-mail are entered into
CAMS and CRM.

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

A13F150 formis filled out and the
document suspension process is
started. CAMS and CRM entry is made. The complaint e-mail is forwarded

n By mail
to the Automotive Product

Manager.

A13F150 form and CAMS entry are
forwarded to TNCERT.

Customer satisfaction survey
The customer satisfaction survey is
forwarded to the Automotive
Product Manager by the Quality
Manager.

Has the
suspension The document is

process been canceled by TNCERT.
started?

The first responsa iz forwarded to the
customer by the w te administrator and
the complaint is forwarded to the
Automotive Product Manaeger.

TUV NORD TR is informed by TNCERT and
SPA is started.
The Automotive Product
Manager/Assistant enters the complaint
into the CRM.

The customer is informed that the
suspension process has started.

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

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

s the SPA audit Preliminary review and relevant discussions

result appropriate?

regarding the content of the complaint are carried
out by the Automotive Product Manager.

TMCERT cancels the document and the
customer is informed.

When deemed necessary, the root cause is
determined 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 closed in CAMS and
CRM systems.

4.3-  Kararin Ahinmasi ve ilgili Tarafa Bildirimi
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Degerlendirme sonucunda alinan karar (baslatilacak dizeltici faaliyet dahil) itiraz-sikayet sahibine

Kalite MUduru ya da ilgili Gran/ departman mudurd tarafindan ya da arama yoluyla bilgilendirir.

Karar ilgili tarafca tatmin edici bulunmuyorsa itiraz- sikayet konusu, Genel Midur tarafindan itiraz ve
Sikayet Komitesi'ne iletilir. itiraz ve Sikayet Komitesi, Kalite Mudirl’ niin konuyla ilgili tuttugu kayitlari
detayli, objektif bir sekilde incelenir, gerekli gorilirse bilir kisi raporuna basvurulur. Bu degerlendirme
sonunda komite tarafsizhdi, bagimsizhig ve butinligu saglayacak sekilde goérisunu verir. Komite
goruasinl, degerlendirmeler, dnerilen dizeltici-Onleyici faaliyetler ile ilgili bilgiler ile Genel Mudur’in
onayina sunar. Genel Mudur’dn onayi ile verilen karar, itiraz-sikayet sahibine, itiraz tarihinden sonraki

15 gun icinde yazi ile bildirilir.

itiraz- Sikayet sahibi dogrudan Itiraz ve Sikayet Komitesi’'ne basvurabilir. Konunun gérisiilecegi tarih,
itiraz ve Sikayet Komitesi tyelerinin isim ve ézgecmisleri 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 Uye tayin edilir. Yedek tiyenin 6zgegmisi igin tekrar teyit

alinir.

itiraz- sikayet konusunda taraflar halen anlagsamiyorsa, iki tarafin da mutabakati ile itiraz-gikayet bir
hakeme goétirulebilir. Taraflar kabul ederse, Tarafsizhigr Saglama Komitesi hakemlik yapabilir. Hakem

ile ¢dzUmlenemeyen itirazlar ve sikayetler hukuk ¢ercevesinde ¢ézime ulastirilir.

TUV NORD TURKEY, misterisi ve sikayet sahibi ile birlikte sikayetin konusu ve ¢éziminin kamuya

aclilip agilmamasina ve eger agilacaksa hangi mertebede acgilacagina karar verir.

4.3 - Taking the Decision and Notifying the Relevant Party

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.
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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 impatrtiality, 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.

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 naotified 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 Impartiality
may arbitrate. Appealss 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.

4.4 Muayene/Tetkik / Uriin Belgelendirme/Laboratuvar Hizmeti Sirasinda Olusabilecek

itirazlar

Bas tetkik¢i/Endustriyel Hizmetler Uzmani, muayene/tetkik sirasinda ortaya ¢ikan itirazlari galisma
suresi icinde ¢ézmekten sorumludur.

itiraz, muayene/tetkik/iriin belgelendirme siiresince giderilememis ise, durum bir tutanakla kayit altina
alhinir. MUmkunse organizasyonun da itirazin agiklandidi tutanak hazirlanir. Tutanak, tetkikten sonra
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YSYT’ne iletilir. YSYT, ilgili bolim mudurd’nin de gérusind alarak itirazi inceler ve ¢dézim igin takip
eder. itiraz ¢ozllemiyorsa, Genel Miidir’e bilgi verilerek konu itiraz ve Sikayet Komitesi'ne aktarilir.

Laboratuvar ve diger departmanlar muisteriden gelen itiraz ve sikayetleri kabul edip ilgili slreci
baglattiktan sonrasinda musteriye ilerleme raporunu ve sonucunu Ug¢ ay igerisinde geri bildirmelidir.

4.4 - Appeals That May Occur During Inspection/Inspection/Product Certification/Laboratory
Service

The lead auditor/Industrial Services Specialist is responsible for resolving Appealss 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.

After accepting the Appealss 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.

4.5 TUV NORD CERT ile ilgili itiraz ve Sikayetler

TUV NORD CERT:i ilgilendiren ve tum yonetim sistemleri ile ilgili olarak gelen itiraz-sikayet Kalite
Madard’ ne iletilir. Kalite Madurd, itiraz ve sikayeti TUV NORD’ un CERT-120-VA-012 prosedurtine
gére 1 gln iginde https://extranet.tuev-nord.de/sites/tncert bm/default.aspx linkinden TUV NORD
CERT CAMS (Complaint and Appeal Management) portalina kaydeder. Sikayetin degerlendirmesi ve
¢6zimlenmesi 4.3 ve 4.4 nolu maddelere gore yuritilir. Ayni zamanda sikayeti CRM-QM follow up
kisminda da girer.

IATF 16949 icin ; denetci degisiklik talepleri yazili olarak kabul edilmektedir. Firmadan sebebine dair
yazil olarak alinan denetci degisiklik talebi planlama birimi tarafindan iletisim “e-mailleri” klasérine
kayit edilir. Planlama birimi Otomotiv Uriin Midiriine bilgi iletmelidir. Talep CAMS sistemine Griin
mudurd tarafindan giris yapilir. Denetci degdisiklik talebi, planlama ve déngu kurallarina uymuyor ve
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TNCERT den bir 6zel onay gerektiriyorsa onay icin TNCERT’e A13F180e veya A13F114e formu ile
yazili olarak bildirilir.

4.5 Appealss and Complaints Regarding TUV NORD CERT

Appealss/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.

4.6 Kayitlar

Alinan tim itiraz ve sikayetler Kalite Mudiri ve Uriin Miidirleri 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
klasérii altinda toplanir.itiraz- sikayete iligkin tim kayitlar X:\Kalite\DOKUMANTASYON\GECERLI
DOKUMANLAR\21-ITIRAZ-SIKAYET dosyasina kaydedilir.

4.6 Records

All Appealss 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
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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.
5. llgili Dokiimanlar

- F- 213 Mdusteri itiraz ve Sikayet Formu

- P-005 Duzeltici Faaliyet Proseduri

- Y-408 itiraz ve Sikayet Komitesi Yénetmeligi

- CRM- QM Follow-up

- CERT-120-VA-012 Sikayet ve itiraz Proseddir(,

- CERT-120-AA-001 Kalite Giivence ve iletilen Sikayetler ve itirazlar Prosediir(,
- CERT-120-MU-001: Sikayet ve itirazlarin Dogrulanmasi,

- CERT-120-MU-002: Sikayet ve itiraz drnekleri,

- CERT-120-VA-012 Sikayet ve itiraz yonetimi prosedurleri

5. Related Documents

- F- 213 Customer Appeals and Complaint Form

- P-005 Corrective Action Procedure

- Y-408 Appeals and Complaint Committee Regulation

- 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,

- CERT-120-VA-012 Complaint and objection management procedures
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