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1. PURPOSE

The purpose of this procedure is to standardize how to effectively manage complaints from customers and to
increase customer satisfaction.

2. SCOPE

Any customer complaint that reaches Global Securities is within the scope.

3. DEFINITIONS

Complaint: Situation indicating negativity and/or dissatisfaction as a result of the service received

4. DUTIES AND RESPONSIBILITIES

Responsibilities of Top Management:
e  Ensuring the establishment of the process of handling complaints and setting goals
e  Ensuring that the process is periodically reviewed, continuously improved and implemented
e  Promoting a customer focused approach
e  Ensuring that the process of handling complaints is accessible to customers and employees
Responsibilities of Customer Complaint Manager:
e  Monitoring, following and reporting the performance of the complaint management
e  Responsible for the management of Global Process Manager. It carries out the closure of complaints
on Global Process Manager.
e Following the effective and efficient use of all resources in the process, in the form of technology
required for the process
Responsibilities of all staff:
e Reporting noticed complaints to the manager

e  Reporting the shortcomings seen and points that need to be corrected

5. APPLICATION

Customer complaints from each channel (phone, website, e-mail, etc.) are entered into Global Process Manager
by the relevant persons. If the complaint has reached in writing, a copy of this form is kept on file and entered
into Global Process Manager.

If the incoming complaints are related to the relevant outsourcing company, they are forwarded to the relevant
outsourcing company, and a relevant feedback is expected for the complaint. Complaints that can be resolved
within the Global Process Manager are resolved by the Customer Complaint Manager.
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Everyone in Global Process Manager has the authority to open a complaint. With the approval of the manager of
the person who filed the complaint, the process starts and the process continues by including the relevant units.
At the point where the problem is solved, people involved in the process can terminate the complaint. However,
if any of the people in the process does not find the solution suitable, they can reactivate the complaint as “not

concluded”.

Complaints must be closed legally at the latest within 5 business days.

Recurrence of complaints should be prevented by taking regulatory and preventive decisions. For this reason, if
the complaint creates a systemic improvement and change requirement, it is forwarded to the relevant units as a

request through the complainant.

Customer complaints are reviewed by the Customer Complaint Manager on a monthly basis and shared with the

management if necessary.

Written complaints should be kept on file for one year, they should be kept in the archive for another year at the

end of this period.

[Signatures]

ASENA.YILMAZ@TR.EY.COM 3



|
IRSRINIINTRINRRNT
[
SRR ;

= MENKUL DEGERLER

Dokiiman No:

Dokiiman Adi: Musteri Sikayet Yonetimi ProsedUrl
Versiyon: 1.0
Yayinlanma Tarihi: 11.11.2019

Dokiimani Hazirlayan(lar):

Gllseyma Dogancay, Hande Bilgin,
Bahar Lafgl, Veli Kizilgiines

Daditim Grubu:

Tum Calisanlar

Uygqulama Alani:

Global Menkul Degerler A.S.

Versiyon Onaylanma Tarihi

Gegerlilik Tarihi Onaylayan

. o

ASENA.YILMAZ@TR.EY.COM




GLOBAL

A== MENKUL DEGERLER
1. AMAC

Bu proseduriin amaci musterilerden gelen sikayetleri etkin bir sekilde nasil yénetilecegini standart hale getirmek
ve musteri memnuniyetini arttirmaktir.

2. KAPSAM

Global Menkul Degerler'e ulagsan her turli musteri sikayeti kapsam dahilindedir.

3. TANIMLAR

Sikayet: Alinan hizmet sonucu olumsuzluk ve/veya hosnutsuzluk belirten durum

4. GOREV VE SORUMLULUKLAR

Ust Y6netimin Sorumluluklan:

o Sikayetleri ele alma stirecinin kurulmasini saglamak ve hedefleri belirlemek

e Surecin periyodik araliklarla gézden gegirilmesini, strekli iyilestiriimesini ve uygulanmasini
saglamak

e Musteri odakli yaklasimi tesvik etmek

»  Sikayetleri ele alma strecin musteriler ve ¢alisanlar tarafindan erigilebilir olmasini saglamak

Miisteri Sikayet Yoneticisinin Sorumluluklar:

*  Sikayet yonetiminin performansini izlemek, takip etmek ve raporlamak

*  Global Process Manager yonetiminden sorumludur. Global Process Manager Uzerinde sikayetlerin
kapanisini gergeklestirir

»  Slreg igin gerekli olan teknoloji seklinde siregteki her turlti kaynagin etkin ve verimli bir sekilde
yuratulmesini takip etmek

Tiim personelin sorumluluklari:

¢ Fark edilen sikayetleri yoneticiye rapor etmek

e Gorllen eksik ve diizeltilmesi gereken noktalarin bildirmek

UYGULAMA

Her kanaldan gelen (telefon, internet sitesi, e-posta vb.) musteri sikayetleri ilgili kisiler tarafindan Global
Process Manager'a girilir. Eger sikayet yazili olarak ulasmissa, bu formun bir kopyasi dosyada tutulur ve’

Global Process Manager'a girisi yapilir.

Gelen sikayetler ilgili dis kaynak sirketi ile ilgili ise ilgili dis kaynak sirkete iletilir ve sikayetle ilgili geri
dénus yapilmast beklenir. Global Process M/\ager buinyesinde ¢ozllebilecek sikayetler Mu5terl Sikayet
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Global Process Manager'da bulunan herkesin sikayet agma yetkisi bulunmaktadir. Sikayeti agan kisinin
yoneticisinin onay! ile birlikte sureg baglar ve ilgili birimler dahil edilerek sureg devam eder. Sorun
cozumlendigi noktada sirece dahil olan kisiler sikayeti sonlandirabilir. Fakat streg icerisindeki kisilerden
herhangi birinin ¢6zimi uygun bulmamasi durumunda, sikayeti “sonuglanmad!” olarak tekrar
aktiflestirebilir,

Kanuni olarak sikayetler en geg 5 is glint iginde kapanmalidir.
Duzenleyici ve dnleyici kararlar alinarak sikayetlerin tekrar olusmasi engellenmelidir. Bu sebeple gikayet
sistemsel bir gelistirme ve degisiklik gereksinimi olusturuyorsa talep olarak ilgili birimlere, sikayet sahibi

Ozerinden iletilir.

Musteri sikayetleri aylik periyotlarla Musteri Sikéayet Yoneticisi tarafindan gozden gegcirilir ve gerek
duyulmasi durumunda yénetimle paylasilir.

Yazili sikayetler dosyada bir yil boyunca tutulmali, bu stirenin sonunda bir yil da arsivde saklanmalidir.




