ROYALCERT Belgelendirme ve Gozetim Hizmetleri A.S.

o

SIKAYET VE ITIRAZ KOMITESI ATAMA VE CALISMA TALIMATI / APPOINTMENT AND WORKING

INSTRUCTIONS FOR APPEALS AND COMPLAINTS COMMITTEE

RoYALCERT

1. Amag ve Kapsam / Purpose and Scope

Bu talimatin amaci; ROYALCERT’in GSTC kriterlerine uygunluk belgelendirmesi sirasinda meydana gelebilecek sikayet ve itirazlarin
¢dzUmiini saglamak icin olusturulan Sikayet ve itiraz Komitesinin belirlenmesi ve ¢alisma esaslarini agiklamaktir / The purpose of
this instruction; It is to determine and explain the working principles of the Complaints and Objections Committee, which was
created to provide the solution of complaints and objections that may occur during the certification of compliance with the GSTC
criteria of ROYALCERT

2. Referanslar / References

e  GSTC Akreditasyon El Kitabi (Oteller ve Tur Operatorleri V3.1) / GSTC Accreditation Handbook (Hotels and Tour Operators
v3.1)

e  GSTC-Gostergeli-Otel-Endustri-Kriterleri-Aralik-2016 / GSTC-Industry-Criteria-for-Hotels-with-indicators-Dec-2016

e  GSTC-Gostergeli-Tur-Operatorleri-Endustri-Kriterleri-Aralik-2016 / GSTC-Industry-Criteria-for-Tour-Operators-with-
indicators-Dec-2016

e ISO/IEC 17065:2012 Uygunluk degerlendirmesi — Uriinleri, siirecleri ve hizmetleri onaylayan kuruluslar icin gereksinimler /
ISO / IEC 17065:2012 Conformity assessment — Requirements for bodies certifying products, processes and services

e SO 19011:2018 Kalite ve/veya gevre yonetim sistemi denetimi i¢in yonergeler GSTC Akreditasyon Kilavuzu V3.1 / SO
19011:2018 Guidelines for quality and/or environmental management system auditing GSTC Accreditation Manual V3.1

3. Sorumluluk / Responsibility

Bu talimatin uygulanmasindan Genel Miidir, Belgelendirme Midiirii, Yonetim Temsilcisi, Sikayet ve itiraz Komitesi sorumludur /
The General Manager, Certification Manager, Management Representative, Complaints and Objections Committee are
responsible for the implementation of this instruction

4. Tanimlar / Definitions

itiraz / Objection: Miisteri tarafindan RoyalCert’e herhangi bir durumun yeniden degerlendirme talebi / Reconsideration request
of any situation to RoyalCert by the customer

Sikayet / Complaint: Musteri veya basvuru sahibi tarafindan RoyalCert in faaliyetleri ile ilgili memnuniyetsizlik / Dissatisfaction
with the activities of RoyalCert by the customer or the applicant

5. Uygulama / Application
5.1. Uyelik Yapisi / Membership Structure

1 (Bir) baskan, 2 (iki) asil Giye olmak lizere en az 3 (ii¢) kisiden olusur. Uyelerden en az biri meslek gruplari ile ilgili meslek hakkinda
teknik bilgiye sahip olmalidir. Komite Uyeleri Yonetim Temsilcisi tarafindan takip edilmektedir / it consists of at least 3 (three)
people, including 1 (one) chairman and 2 (two) permanent members. At least one of the members should have technical
knowledge about the profession related to the profession groups. Committee members are followed by the Management
Representative

5.2. Uyelik Kriterleri / Membership Criteria

Sikayet ve itiraz komitesi icin Uyelik kriterleri asagidaki gibidir / The membership criteria for the Complaints and Objections
committee are as follows

—  Onlisans mezunu olmak / Having an associate degree

—  Enaz 1 (bir) yillik is tecriibesine sahip olmak / Have at least 1 (one) year work experience

—  Yonetim sistemleri, turizm sektorii, GSTC ve ISO 17065 standardi ile ilgili bilgi sahibi olmak veya oryantasyon egitimine
katilmak / To have information about management systems, tourism sector, GSTC and ISO 17065 standard or to participate
in orientation training

—  Komite baskaninin herhangi bir yonetim sisteminde bas tetkikci olmasi / The chairman of the committee is the chief auditor
in any management system

—  ltiraz ve sikayet konusu olan GSTC kapsaminda, GSTC kriterleri bilgisine ihtiya¢ olmasi halinde komitede o kapsamdaki GSTC
kriterlerine hakim bir Gyenin bulunmasi / Within the scope of GSTC, which is the subject of objection and complaint, if there
is a need for GSTC criteria information, there should be a member in the committee who has knowledge of the GSTC criteria
within that scope
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—  Tarafsizhini etkileyebilecek gesitli mali baskilardan arinmis olmak / Being free from various financial pressures that may
affect its impartiality

—  FR.24 Gizlilik ve Tarafsizlik Taahhltname’ sini imzalamis olmak / FR.24 Commitment to Confidentiality and Impartiality

—  FR.25 itiraz ve sikayet komitesi Uye sbzlesmesi ni imzalamis olmak / To have signed the FR.25 Objection and Complaint
Committee Member Agreement

—  Gorusulecek sikayetle iligkisi bulunmamak / Not related to the complaint to be discussed

—  Yonetimde bulunanlar da dahil personellerin, gegen 2 (iki) yil igerisinde bir itiraza konu olmamasi / The personnel, including
those in the management, have not been subject to an objection in the last 2 (two) years

5.3. Calisma Prensipleri / Working Principles

Komite toplantisi itiraz ve sikayet durumunun olup olmamasina bagh olarak Genel Midur’iin ¢agrisi ile ROYALCERT ofisinde
toplanmaktadir / The committee meeting convenes at the ROYALCERT office upon the call of the General Manager, depending on
whether there is an objection or complaint

Olaganistt durumlarda Genel Mudur ek toplanti talebinde bulunabilir / In extraordinary circumstances, the General Manager
may request an additional meeting

Sikayet ve itiraz Komitesi, “PR.09 Sikayet ve itirazlarin Degerlendirilmesi Prosediirii” nde belirtilen GSTC kriterlerine uygunluk
belgelendirmesi ile ilgili ROYALCERT e gelen sikayet ve itirazlarla ilgili konulari gérismekte ve oy c¢oklugu ile karar almaktadir.
Kararlarin gegerli olabilmesi igin en az 3 (Ug) Uyenin toplantida bulunmasi gerekmektedir / The Complaints and Objections
Committee discusses the issues related to the complaints and objections received by ROYALCERT regarding the certification of
compliance with the GSTC criteria specified in the “PR.09 Complaints and Objections Evaluation Procedure” and takes decisions
by majority of the votes. In order for the decisions to be valid, at least 3 (three) members must be present at the meeting

Toplantilara herhangi bir asil Gyenin katilamamasi durumunda uyelik sartlarini saglayan bir kisi davet edilmektedir / In the event
that no full member can attend the meetings, a person who meets the membership requirements is invited

Gerektiginde ROYALCERT personelinden talep edilen veya konu hakkinda bilgisine basvurulacak kisiler de toplantiya katilabilir
ancak oylamada karar bildirme haklari yoktur / If necessary, persons requested from ROYALCERT personnel or whose information
on the subject will be consulted may also attend the meeting, but they do not have the right to make a decision during the voting

Komite kararlari “FR.23 Toplanti Tutanak Formu” ile kayit altina alinmaktadir / Committee decisions are recorded with the
““FR.23 Meeting Minutes Form”

Sikayet ve itiraz Komitesinin aldigi karar/kararlar Genel Midiiriin g6zetiminde ROYALCERT calisanlari tarafindan uygulanmaktadir
/ The decision/decisions taken by the Complaints and Objections Committee are implemented by ROYALCERT employees under
the supervision of the General Manager

Sikayet ve itiraz Komitesinin aldigi karar/kararlar ROYALCERT calisanlari tarafindan uygulanmadiginda, Sikayet ve itiraz Komitesi,
Genel Mudir ile goriiserek durumun diizeltilmesi igin bilgi vermektedir. Genel Midiir ile gorliismeden de sonug alinamaz ise
Sikayet ve itiraz Komitesi dogrudan GSTC ile gériismekte ve durumu onlara bildirmektedir / When the decision/decisions taken
by the Complaints and Objections Committee are not implemented by ROYALCERT employees, the Complaints and Objections
Committee meets with the General Manager and provides information to correct the situation. If no results can be obtained from
the meeting with the General Manager, the Complaints and Objections Committee directly meets with GSTC and informs them of
the situation

Arka arkaya (¢ toplantiya katiimayan Sikayet ve itiraz Komitesi tiyelerinin Gyelikleri diismektedir. Kendi istegi ile ayrilmak isteyen
Sikayet ve itiraz Komitesi lyeleri yazili beyanlarini Genel Miidiire iletmesi halinde, Genel Mudiiriin onayi ile {iyelik havuzundan
cikarilmaktadir / Members of the Complaints and Objections Committee, who do not attend three consecutive meetings, lose
their membership. If the members of the Complaints and Objections Committee who want to leave voluntarily submit their
written statements to the General Manager, they are removed from the membership pool with the approval of the General
Manager

Sikayet ve Itiraz Komitesinin gérevleri asagida belirtiimektedir / The duties of the Complaints and Objections Committee are as
follows
— llgili taraflarin sikayetlerini ve itirazlarini degerlendirmek, ¢dziim tiretmek / Evaluating the complaints and objections of the
related parties, producing solutions
—  C6zum Uretme sirasinda gerekli olmasi durumunda taraflarla iletisime gegmek / Communicating with the parties if necessary
during solution generation
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—  Gahsmalarini ROYALCERT politikalari, prosediirleri ve talimatlar dogrultusunda gizlilik, bagimsizlik ve tarafsizlik ilkelerine
uygun olarak yapmak / To carry out its work in accordance with the principles of confidentiality, independence and
impartiality in line with ROYALCERT policies, procedures and instructions

REViZYON BILGILERi / REVISION INFORMATION

Revizyon Tarihi / . .. .
Rev. No Revision Date Revizyon Agiklamasi / Revision Explanation
00 01.06.2022 ilk Yayin / First Publication
Dokiiman iki dilde (ingilizce/Tiirkce) olacak sekilde diizenlenmistir./ The document has been
01 15.03.2023 . ; )
prepared in two languages (English/Turkish).
02 08.08.2023 GSTC Auditor Manuel V3.0 ‘e gbre diizenleme yapildi./ Edited according to GSTC Auditor Manual
V3.0.
03 10.10.2023 GSTC Auditor Manuel V3.1 ‘e gore diizenleme yapildi./ Edited according to GSTC Auditor Manual
V3.1.
HAZIRLAYAN / PREPARED BY ONAY / APPROVED BY
YONETIM TEMSILCISI / MANAGEMENT REPRESENTATIVE GENEL MUDUR / GENERAL MANAGER
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