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Publication 
1

06.06.2024

The person responsible for the relevant process was revised from the Board of Partners to the General Manager.
2

08.09.2025

The phrase "The method related to the purpose of the relevant process is explained under the heading of purpose" has been revised as "method and review process".



	1. PURPOSE

	The purpose of this process is to explain the method and review process for evaluating customer objections, complaints and suggestions.

	2. SCOPE

	This process includes customer satisfaction, complaints and objection procedures.

	3. INPUTS
	4. OUTPUTS

	Customer Objections-Complaint Applications
	Evaluated/Resolved Customer objections-complaints

	5. RESOURCES

	Internet Connection 
Sufficient Management Staff 
Computer 
Office programs 
Websites
	Fax Machine 
Printer 
Office & Office Furniture
Financial Source

	Car
Network Connectivity and Network Systems

	6. RESPONSIBLE

	General Manager

	7. PERFORMANCE CRITERIA 

	Closure Status of Complaints %

Finalization of Objections %

Time for Resolution of Objections and Complaints 

	8. PROCESS REVIEW PERIOD 

	6 Months

	9. PROCESS CONTROL

	RISKS
	CONTROL
	CONTROL PERIOD

	Failure to Finalize Complaints and Objections
	CAPA Reports
Objection and Complaint Reports
	For Every Objection and Complaint

	Impartiality Violation
	CAPA Reports
Objection and Complaint Reports
	For Every Objection and Complaint

	Failure to Reach a Permanent Solution of Complaints and Objections
	CAPA Reports
Objection and Complaint Reports
	For Every Objection and Complaint

	10. PROCESS MONITORING DOCUMENTS

	Customer Notification Mails

Survey Reports 

CAPA Reports

Objection and Complaint Reports


11. WORKFLOW[image: image2.png]
12. CUSTOMER OBJECTION AND COMPLAINTS PROCESS WORKFLOW
	No 
	Workflow Step
	Explanation
	Responsibility Matrix

	1. 
	CUSTOMER'S REPORTING OF COMPLAINTS AND OBJECTIONS
	At the end of the verification process, customers can submit any objections or complaints regarding the process online.

Objections and complaints can also be received via email, phone, and/or in person. In such cases, the customer is directed to the website to submit the objection or complaint in writing.
	Performer
	Customer

	2. 
	
	
	Responsible
	Quality Management Representative

	3. 
	
	
	Consulted
	General Manager

	4. 
	
	
	Informed
	Customer

	5. 
	CONDUCTING PRELIMINARY INVESTIGATION OF COMPLAINTS AND OBJECTIONS THROUGH THE SYSTEM
	A preliminary review of the Complaint-Objection is carried out through the system.
	Performer
	Quality Management Representative

	6. 
	
	
	Responsible
	General Manager

	7. 
	
	
	Consulted
	General Manager

	8. 
	
	
	Informed
	Customer

	9. 
	SUBMITTING OBJECTION AND COMPLAINT REPORTS TO THE OBJECTION AND COMPLAINT EVALUATION COMMITTEE
	Objections and complaints received are submitted to the committee for review.
	Performer
	Quality Management Representative

	10. 
	
	
	Responsible
	General Manager

	11. 
	
	
	Consulted
	General Manager

	12. 
	
	
	Informed
	Customers, Objections and Complaints Evaluation Committee

	13. 
	EVALUATION OF OBJECTION AND COMPLAINT REPORTS AND OBJECTION AND COMPLAINT REPORTS
	Investigations are carried out and decisions are made depending on the nature of the objection and complaint.
	Performer
	Customers, Objections and Complaints Evaluation Committee

	
	
	
	Responsible
	General Manager

	
	
	
	Consulted
	General Manager

	
	
	
	Informed
	Customers with Objections and Complaints

	14. 
	IS CAPA REQUIRED?

	According to the evaluations, improvement activities are applied if needed. CAPA decision is made.
	Performer
	Quality Management Representative

	15. 
	
	
	Responsible
	General Manager

	16. 
	
	
	Consulted
	Customers, Objections and Complaints Evaluation Committee

	17. 
	
	
	Informed
	Personnel

Customers

	18. 
	CAPA PROCEDURE


	If a CAPA decision is taken, the action is followed through the system. 
	Performer
	Quality Management Representative

	19. 
	
	
	Responsible
	Top Management

	20. 
	
	
	Consulted
	Personnel

	21. 
	
	
	Informed
	Personnel
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