Musteri Memnuniyeti
Politikasi

AKYASAM, musterilerinin bildirimlerini kolaylikla ulastirabildigi iletisim kanallar olusturarak musterilerinin ilettigi bildirimleri objektif,
adil, dikkatli, gizlilik ilkesine uygun bir sekilde ele alir, bu kapsamda kendisine iletilen bildirimleri yasal sartlar ve sirket politikalarina
uygun sekilde degerlendirir.

AKYASAM olarak musteri memnuniyetini en st diizeye cikarmak icin ISO 10002 Misteri Memnuniyeti Yonetim Sistemi’ni uygulamayi
ve slirdiirmeyi amacliyoruz. Miisteri memnuniyetinin temel bir is degeri olduguna inaniyor ve bu politikaya bagl kalarak asagidakileri
taahhit ediyoruz;

Taahhiit
« Misteri memnuniyetini strekli iyilestirmeyi,
+ Musteri gorus 6neri ve sikayetlerini olabilecek en hizl ve etkili bir sekilde ele almayi,
« Misteri ihtiyaclarini ve beklentilerini dogru sekilde anlamak icin cabalamayi,

« Yonetim Sistemleri ile ilgili belirlenen genel ¢alismalari, ISO 10002 Miisteri Memnuniyet Yonetim Sisteminin standart sartlarina ve yasal
mevzuat sartlarina uygun olarak gerceklestirmeyi ve siirdiirmeyi taahhit ediyoruz.

Ust Yonetim olarak, bildirim sisteminin en uygun sekilde calismasi icin gerekli tiim kaynaklari (egitimli personel, donanim, makine, cihaz,
bilgisayar, hizmet, dis kaynak vb.) tahsis etmeyi taahht ederiz.

Akyasam’in tiim calisanlari olarak, ISO 10002 Misteri Memnuniyeti Yonetim Sistemi’nin iyilestirilmesine katkida bulunmaktan sorumlu
oldugumuzu ve buna gore asagidaki gorevleri yerine getirecegimizi taahhut ederiz.

Gorevlerimiz:
» Musteri sikayetlerini ve geri bildirimlerini dikkatlice dinlemekten ve anlamaktan,
- Sikayetleri ve geri bildirimleri ilgili birimler ile zamaninda ve verimli bir sekilde ¢c6zmekten,
- Musteri deneyimlerini iyilestirmek icin geri bildirimlerden yararlanmaktan sorumludur.
Miisteri Odaklyiz.

« Musterilerimizi en Ust diizeyde memnun etmek, glivenlerini ve sadakatlerini kazanmak icin tiim faaliyetlerimizde musteri odakli bir
yaklasim benimseriz.

Miisteri Sikayetlerini Dogru Algilar ve Sistematik Olarak Yonetiriz.

- Faaliyetlerimizle ilgili musteri sikayetlerini en dogru sekilde anlamak, tanimlamak, analiz etmek, yonlendirmek, ¢6ztimler tiretmek,
musteriye sonuglarini bildirmek gibi stireclerin; seffaflik, erisilebilirlik, cevap verebilirlik, objektiflik ve gizlilik prensipleri dogrultusunda
degerlendirerek yonetir ve bu bilgiyi stirekli iyilestirme saglamak icin kullaniriz.

Miisterilerin Siireclere Katilimini Saglariz.

- Musterilerimizin beklentileri, gereksinimleri ve ilettigi geri bildirimleri dogrultusunda, yeni tiriin ve hizmet tasarlamak ve mevcut tasarimlari
gelistirmek icin misterilerimizle birlikte calisir ve bu sekilde stireclerimize aktif olarak katilmalarini saglariz.

Miisteri Geri Bildirimlerinin Sirket icinde Paylasilmasini Saglaniz.

- Calisanlarimizin, musterilerimize yonelik deneyimlerini en ust diizeye cikarabilmesi icin; musteri geri bildirimlerine ve genel olarak musteri
iliskilerine ait faaliyetleri Isletme genelinde paylasir ve calisanlarimizin gerekli yetkinlik, bilgi ve yetki ile donatiimasini saglariz.

Miisteri Memnuniyetini En Ust Seviyede Tutmak icin Siirekli iyilestirme Yapariz.

 Musterilerimizin sagladigi geri bildirimleri ve algilamalarini stirekli olarak analiz eder, gézden gecirir, raporlar ve siirekli iyilestirme
calismalari kapsaminda kaynak olarak kullaniriz.

Seffaflik,

«» Musterilerimize, calisanlarimiza ve diger paydaslarimiza geri bildirimlerin nasil degerlendirildigi konusunda yeterli bilgiyi verir ve acik
davraniriz.

Erisilebilirlik,
« Farkl musteri gruplarinin gereksinim ve beklentilerini karsilayacak cesitli iletisim aglari olusturur ve bunlari duyurarak mdsteriler ile iletisimi
kolaylastiririz.
Cevap Verebilirlik,

- Musterilerimizin geri bildirimlerinin degerlendirilmesi asamalarinda onlara bilgi verir ve sikayetlerindeki aciliyete gore cevap 6nceligi
taniriz. Musterilerimizin talep ettikleri bilgiye kolayca erismelerini saglariz.

Objektiflik,
+ Musterilerimizden aldigimiz geri bildirimleri objektif bir cercevede ele alarak tiim taraflarin beklentileri dogrultusunda degerlendirir ve
¢Ozlim strecinde de objektiflik kriterlerini g6z 6ntinde bulundururuz.

Gizlilik,
» Kurumsal politikalarimizin yaninda yikimli oldugumuz tiim yasal mevzuatlara, musterilerimizin sartlarina uymayi ve bu stirecler boyunca
musterilerimizin bilgilerini gizli tutarak gtivenli bir sekilde saklamayi taahhiit ederiz.
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Customer Wy
Satisfaction Policy

AKYASAM, sets up communication channels to enable customers to easily make reports which will be addressed objectively,
fairly and carefully in line with the principle of confidentiality. In that respect, it assesses the reports communicated hereunder in
compliance with the legal provisions and corporate policies.

At AKYASAM, we aim to implement and maintain ISO 10002 Customer Satisfaction Management System to maximize customer satisfaction.
We believe in the intrinsic business value of customer satisfaction and make the following commitments in line with this policy;

Commitment
- We will continuously improve customer satisfaction,
- We will address opinions, suggestions and complaints of customers as quickly and effectively as possible,
- We will make efforts to discern the needs and expectations of customers accurately,

» We will conduct and implement general activities designated in relation to the Management Systems in compliance with the standard
rules of ISO 10002 Customer Satisfaction Management System and provisions of applicable laws.

The Senior Management will allocate all resources (i.e. qualified staff, hardware, machinery, equipment, workstation, services, outsourcing
etc.) required for functioning of the reporting system at optimum level.

All employees of Akyasam will be responsible for contributing to improvement of ISO 10002 Customer Satisfaction Management System
and performing the following duties accordingly.

Our Duties:
- Listening to and understanding customer complaints and feedback attentively,
« Resolving complaints and feedback in cooperation with relevant departments in a timely and effective manner,
- Making use of feedback in order to enhance customer experience.
We are Customer Oriented.
- We adopt a customer oriented approach in all activities in order to maximize customer satisfaction and earn their trust and loyalty.
We Discern Customer Complaints Accurately and Manage them Systematically.

- We evaluate and conduct the relevant processes such as discerning, identifying, analysing, referring, and resolving customer complaints
and informing customers of their outcome in line with the principles of transparency, accessibility, responsiveness, impartiality and
confidentiality and use the relevant information for continuous improvement of our operations.

We Ensure Participation of Customers in the Processes.

+ We cooperate with our customers to design new products and services and improve the existing designs in line with our customers’
expectations, requirements and feedback and encourage them to actively participate in our processes.

We Take Care to Share Customer Feedback Internally.

- We share information about the activities conducted in relation to customer feedback and customer relations in general and make sure
that our employees gain the necessary qualifications, knowledge and understanding in order to maximize their experience with respect to
our customers.

We Make Continuous Improvements to Maximize Customer Satisfaction.

- We continuously analyse, review and report customer feedback and perceptions and benefit from them for achieving our continuous
improvement goals.

Transparency,

- We provide our customers, employees and other stakeholders with sufficient information as to how the feedback is evaluated and act
transparently in relation to the process.

Accessibility,

« We create diversified communication networks to meet the needs and expectations of different groups of customers and announce them
as necessary to facilitate communication with customers.

Responsiveness,

- We inform our customers about the progress of the assessment carried out in relation to their feedback and give them priority according to
the urgency of their complaint. We make sure that our customers may have access to the necessary information easily.

Impartiality,

- We address and evaluate customer feedback in an impartial manner with due regard for the expectations of all stakeholders and consider
the impartiality criteria during the resolution process, as well.

Confidentiality,

+ We undertake to adhere to all applicable laws and customer requirements along with our corporate policies and keep the information
related to our customers confidential and ensure their safekeeping throughout the process.
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