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1. AMAC/ PURPOSE

Bu proseduriin amaci; kurum igerisinde ve disarisinda iletisim yontemlerini ve sorumluluklari belirlemeye, i¢
ve dis iletisimin nasil saglanacagina ve mevcut iletisim aginin saglikli ve sirekli bir sekilde nasil
yurutulecegine yonelik sistem olusturmaktir. (The purpose of this procedure is to establish a system for determining
communication methods and responsibilities within and outside the institution, how to ensure internal and external
communication and how to conduct the existing communication network in a healthy and continuous way.)

2. KAPSAM/ SCOPE

Bu prosedr, kurum igerisinde ve disarisinda iletisim agi ile kullanilan arag ve uygulanan yontemleri kapsar.
(This procedure include the tools and methods used with the communication network inside and outside the institution.)
3. SORUMLULAR/ RESPONSIBILITY

Bu proseduriin uygulanmasindan tum galigsanlar sorumludur, diger sorumluluklar uygulama metni igerisinde

belirtiimistir. (All employees are responsible for the implementation of this procedure, other responsibilities are
specified in the implementation text.)

4. KISALTMALAR/ ABBREVIATIONS
KYS/QMS: Kalite Yonetim Sistemi (Quality Management System)
5. TANIMLAR/ DEFINITIONS

6. UYGULAMA/ IMPLEMENTATION

6.1. Miisteri ile isbirligi /Cooperation with Customer

Diger musterilerin gizliliginin korunmasinin saglanmasi kaydiyla, laboratuvar musteriler veya bunlarin
temsilcileri ile musterinin taleplerini agikliga kavusturma ve yapilan isle ilgili olarak laboratuvarin
performansini izleme konularinda is birligi i¢indedir. (Provided that the confidentiality of other customers is
protected, the laboratory cooperates with customers or their representatives to clarify the customer's demands and
monitor the performance of the laboratory in relation to the work performed.)

Musteriler veya musterinin temsilcileri, laboratuvarin izin verilen alanlarinda kendilerine ait deneylere taniklik
etme ve izleme imkanina sahiptir. Musteriler veya musterinin temsilcilerinin kendilerine ait deneylere taniklik
etme ve izleme talepleri laboratuvarin galisma programi ve yogunlugu dikkate alinarak Laboratuvar Mudurd
tarafindan degerlendirilir. Laboratuvara girmesine misaade edilen Musteriler veya misterinin temsilcileri
hicbir zaman laboratuvarda yalniz birakiimamaktadir. Laboratuvar Muduru yonlendirecegi kisiler esliginde
laboratuvara giris imkani saglanir. (Customers or customer representatives have the opportunity to witness and
monitor their own tests in the permitted areas of the laboratory. Requests by customers or customer representatives
to witness and monitor their own experiments are evaluated by the Laboratory Manager, taking into account the work
schedule and intensity of the laboratory. Customers or customer representatives who are allowed to enter the
laboratory are never left alone in the laboratory. Access to the laboratory is provided by people who will be directed by
the Laboratory Manager.)

Laboratuvar giris-gikiglari laboratuvar personeli olmadigi zaman yetkisi olmayan sahislarin girmesini
engelleyecek sekildedir. Alinan tedbirler ile laboratuvara girmesine musaade edilmis musterilerin veya
musterinin temsilcilerinin diger mUsterilere ait bilgilere ulasmasina imkan verilmez.

Deneylerin gerceklestiriimesinde herhangi bir gecikme veya Onemli sapmalar oldugunda musteriye
laboratuvar personeli tarafindan bilgi verilir. (Laboratory entrances and exits are such that they prevent
unauthorized persons from entering when there are no laboratory personnel. It is not possible for customers or
customer representatives who have been allowed to enter the laboratory with the measures taken to access information
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about other customers. The customer is informed by Laboratory Officer when there are any delays or significant
deviations in performing the tests.)

6.2. Miisteri Anketleri/Customer Surveys

Laboratuvarda, musterilerinden hem olumlu hem de olumsuz geri besleme bilgilerini musteri anketleri
(Musteri Memnuniyet Anket Formu) vasitasiyla ile almaktadir. (In the laboratory, it receives both positive and
negative feedback information from its customers through customer surveys (Customer Satisfaction Survey Form)
Anket Uygulamasi, Kalite Yonetim Sistemi Temsilcisi tarafindan, Misgteri Memnuniyet Anket Formunun yil
icerisinde belirli araliklarla; mail olarak génderiimesi, Google Forms, misterilerin www.techcert.com.tr web
sayfamizdan ilgili formu indirip doldurduktan sonra formu elden, e-posta veya kargo vasitasiyla tarafimiza
ulastirimasi, yada musterinin sahsen laboratuvarimizda formu doldurmasi seklinde yurattimektedir. (Survey
application, by a representative of the Quality Management System, Customer Satisfaction Survey Form is sent by
mail at certain intervals during the year, Google Forms, customers www.techcert.com.tr after downloading and filling
out the relevant form from our web page, the form is delivered to us by hand, via email or cargo, or the customer
personally fills out the form in our laboratory.)

Miisteri Memnuniyet Anket Formundaki sorular 1, 2, 3, 4, 5 seklinde puanlandirilarak degerlendirilmektedir.
Puanlama; 1 (Gok kétii), 2 (Kétii), 3 (Orta), 4 (iyi), 5 (Gok lyi) olarak siniflandiriimigtir. (Questions in the
Customer Satisfaction Survey Form are evaluated by scoring 1, 2, 3, 4, 5. Scoring is classified as 1 (Very Bad), 2
(Bad), 3 (Medium), 4 (Good), 5 (Very Good).)

Anketler ile laboratuvarin performansi izlenmekle beraber misteri beklenti ve istekleri de tespit edilir. Bu
bilgiler, yonetim sistemini, deney faaliyetlerini ve misteri hizmetlerini iyilestirmek icin Kalite Yonetim
Sorumlusu tarafindan analiz edilir. (The performance of the laboratory is monitored with surveys, as well as
customer expectations and requests are determined. This information is analyzed by the Quality Management Officer
to improve the management system, test activities and customer service.)

Musteri geri bildirimlerinde; 1 (Cok kotu) ve 2 (Kotu) puan alinmasi durumunda Kalite Yonetim Sorumlusu,
Laboratuvar Mudurd ile bir araya gelinerek kot olan geri bildirimlerin analizini yapilir, MUsterinin iletisim
bilgileri mevcutsa konu hakkinda daha ayrintili bilgi alinir. Gerekliginde Uygunsuzluk ve Diizeltici Faaliyet
Prosediirii'ne gore islem yapilir. (Customer feedback; 1 (Very Bad) and 2 (Bad) points are received in case of
Quality Management Officer, Laboratory Manager is met with bad feedback is analyzed, if customer contact information
is available, more detailed information about the subject is taken. If necessary, the process is carried out in accordance
with the Nonconformity and Corrective Activity Procedure.)

Musteri anketlerinin istatiksel analizi ise yillik bazda Kalite Yonetim Sorumlusu tarafindan Yonetimin Gozden
Gecirmesi (YGG) toplantisindan 6nce yapilir ve ayni toplantida degerlendirilir. (Statistical analysis of customer
surveys is carried out by the Quality Management Officer on an annual basis before the Management Review (MR)
meeting and evaluated at the same meeting.)

Musteri geri bildirimlerinde memnuniyetsizlik bildirilen konular Yénetimin G6zden Gegirmesi (YGG)
toplantisinda ele alinir. Geri bildirimler, yonetim sistemini, laboratuvar faaliyetlerini ve musteri hizmetini
iyilestirebilmek igin risk ve firsatlar yoninden Risk ve Firsatlar Yonetimi Prosediirii 'ne gore degerlendirilir.
Gerekli durumlarda duzeltici faaliyet baslatilir. Gergeklestirilen iyilestirmeler memnuniyetsizlik bildiren misteri
ile paylasilir. (Issues where dissatisfaction is reported in customer feedback are discussed at the Management Review

HAZIRLAYAN/PREPARED BY ONAYLAYAN/VALIDATOR
Kalite Yonetim Sorumlusu/ Quality Management Officer Sirket Midurd/ Company Manager

ELEKTRONIK NUSHA. BASILMIS HALi KONTROLSUZ KOPYADIR.


http://www.techcer/

Dokiiman Kodu PR.13

TECHNICAL UNIVERSAL VERIFICATION | Yijrilrliik Tarihi | 06.01.2020
BELGELENDIRME LABORATUVAR EGITIM —
VE SAGLIK HiZMETLERI SAN. TiC. LTD. STi. | Rev.No/Tarihi | 01/19.03.2021

Sayfa 3/8

MUSTERIYE HiZMET VE IiLETi$IM PROSEDURU/ CUSTOMER SERVICE AND COMMUNICATION PROCEDURE

(MR) meeting. Feedback is evaluated according to the Risk and Opportunities Management Procedure in terms of
risk and opportunities in order to improve the management system, laboratory activities and customer service.
Corrective activity is initiated if necessary. Improvements made are shared with the customer who reports
dissatisfaction.)

6.3. SIKAYETLERIN ALINMASI/Receiving Complaints

Laboratuvarimiza gelen tim sikayetlerin nasil ele alinacaginin tanimlandigi prosedir internet
sitesinde www.techcert.com.tr ilgili taraflarin erisimine sunulmaktadir. Sikéyetin alinmasindan
sonuglandirimasina kadar gegen slrecin tim agamalarinda yer alan personelin tarafsizlik ve gizlilik
ilkelerine gore hareket etmesi saglanir. (On the website of the procedure, which defines how to handle all
complaints that come to our laboratory www.techcert.com.tr available to interested parties. Personnel involved
in all stages of the process from receipt to conclusion of the complaint are ensured to act in accordance with
the principles of impartiality and confidentiality.)

Musteriden laboratuvara gelen sikayetler sozlii veya yazili olabilmektedir. (Complaints from the
customer to the laboratory can be oral or written.)

Musteriler, info@techcert.com.tr mail adreslerine sikayetlerini mail olarak yazarak, (Customers,
info@techcert.com.tr by writing complaints to mail addresses as e-mail,)

Laboratuvar dokiiman sisteminde bulunan ve ilgili taraflara agik olan Sikayet/Talep Formu 'nu
doldurarak, sikayetlerini yazili olarak iletebilmektedirler. (By filling out the Complaint/Request Form in
the Laboratory document system and open to interested parties, they can submit their complaints in writing.)
Sozll gerceklesen Musteri sikayetlerinde ilgili personeller tarafindan musteriye, Sikayet/Talep
Formu doldurtularak musteri sikayeti alinmaktadir. (In oral customer complaints, the customer complaint
is received by the relevant personnel by filling out the Complaint/Request Form.)

Kurumda calisan personeller laboratuvarla ilgili sikayetlerini Sikayet/Talep Forumu’'nu doldurarak
mail ile ya da elden Kalite Yonetim Sorumlusuna iletebilmektedir. Misterilerden personele gelen
sikdyet ve talepler Kalite YoOnetim Sorumlusuna incelenmek/degerlendiriimek Uzere iletilir.
(Employees working in the institution can submit their complaints about the laboratory by mail or manually to
the Quality Management Officer by filling out the Complaint/Request Forum. Complaints and requests from
customers to staff are forwarded to the Quality Management Officer for review/evaluation.)

Sikayetlerin incelenmesi, degerlendirilmesi ve sonuglandiriimasi sikdyet konusundan bagimsiz
Kalite Yonetim Sorumlusu ve teknik hususlara iligkin konular igin ve Laboratuvar Muduru tarafindan
hazirlanip, gdzden gegirip, onaylanir. Sikayet eger Kalite Yonetim Sorumlusu ve Laboratuvar
Mudard ile ilgili ise vekilleri tarafindan degerlendirilir. (Examination, evaluation and conclusion of
complaints are prepared, reviewed and approved by the manager of the laboratory for issues related to
technical issues and a Quality Management Officer independent of the complaint subject. If the complaint is
related to the Quality Management Officer and the Laboratory Manager, it is evaluated by their
representatives.)

Laboratuvarimiza iletilen tim sikéyetlere ve musteri beklentilerine onem verilir. Yazili ya da sozlu
gelen tum sikéyetler degerlendirilir. (Attention is paid to all complaints and customer expectations
transmitted to our laboratory. All complaints, written or oral, are evaluated.)

Sikayetlerin alinmasi, incelenmesi, degerlendirilmesi ve sonuglandiriimasi Kalite Yénetim Sorumlusu
tarafindan Ek-1de yer alan sikdyet proses akisina gore yUrdtulur. Kalite Yonetim Sorumlusu
sikayetin incelenmesi, degerlendirmesi ve sonuglandirimasi asamasinda lizumu halinde
Laboratuvar Mudur( ile bir araya gelir. Sikayetin gecerli kilinmasi igin, sikayetin hizmet alinan konuda
olup olmadigi, sikayet kapsamina ait dokiman ve kayitlar incelenerek on degerlendirmeye tabii
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tutulur. On degerlendirme sonucu; sikayetin laboratuvar faaliyetleri ile ilgili oldugu yéniindeyse
sikéyet kabul edilir. Aksi durumda musteri sikéyeti isleme alinmaz. Her iki durum iginde musteri
bilgilendirilir. Sikayeti alan personel tarafindan Sikayet/Talep Formu diizenlenerek sikayetin ele
alindigina dair en ge¢ 1 hafta icinde yazili veya sézlii olarak bilgilendirme yapilmasini saglanir.
Bilgilendirme kayitlar Sikayet/Talep Formuna not edilir. (Receiving, examining, evaluating and
concluding complaints is carried out by the Quality Management Officer in accordance with the complaint
process flow contained in Annex-1. The Quality Management Officer meets with the laboratory director if
necessary at the stage of examination, evaluation and conclusion of the complaint. In order to make the
complaint valid, whether the complaint is about the subject received the service, documents and records
belonging to the scope of the complaint are examined and pre-evaluated. As a result of preliminary evaluation,
if the complaint is related to laboratory activities, the complaint is accepted. Otherwise, the customer complaint
will not be processed. In both cases, the customer is informed. A Complaint/Request Form is arranged by
the personnel receiving the complaint and it is provided to inform them in written or oral form within 1 Week
at the latest. Information records are recorded in the Complaint/Request Form.)

o Sikayete yonelik gerceklestirilen islemler planlanir, tekrar olmamasi igin yapilan varsa dizeltici
faaliyetler ve dizeltici faaliyetlerin sonuglari ¢alismayi gerceklestiren personelle beraber Kalite
Yonetim Sorumlusu tarafindan Sikayet/Talep Formu ile kayit edilir. Sikéyetler kapatilinca, kayitlar
Kalite Yonetim Sorumlusu tarafindan muhafaza edilir. (Actions performed for the complaint are planned,
corrective activities, if any, and the results of corrective activities are recorded with the Complaint/Request
Form by the Quality Management Officer together with the personnel performing the work. When complaints
are closed, records are kept by the Quality Management Officer.)

o  Sikayet nihai olarak gerekli ise laboratuvar yonetiminin gérusleri de dikkate alinarak neticelendirilir.
Sikayet sirecini ydneten personel alinan karar neticesinde laboratuvarimizin géristni olusturur ilgili
personel mUsteriye yazili veya sozIU bilgi verir. (If the complaint is ultimately necessary, it is concluded
by taking into account the opinions of the laboratory management. The personnel who manage the complaint
process form the opinion of our laboratory as a result of the decision taken, the relevant personnel give written
or oral information to the customer.)

o Sikayetin gideriimesi icin uzun zaman alacak bir ¢alisma s6z konusu ise musterinin bilgisi dahilinde
sikayet giderilerek ara degerlendirmeler/raporlamalar ile misteri bilgilendirilir. (If there is a work that
will take a long time to decontaminate the complaint, the customer is informed with interim evaluations/reports
by eliminating the complaint within the customer's knowledge.)

e Degerlendirme sonucunda, isin geri ¢ekilmesi veya durdurulmasi gerekiyorsa Sikayetin slrecini
yurtten Personel bu durumu musteriye iletilen cevap yazisinda agiklar ve isin tekrarini saglar. (As a
result of the evaluation, if the work is to be withdrawn or stopped, the personnel conducting the complaint
process explains this situation in the reply letter forwarded to the customer and ensures the repetition of the
work.)

e Laboratuvar sikéyetleri ele alma prosesinin tamaminda alinan kararlardan sorumludur. (The
laboratory is responsible for decisions taken throughout the complaints handling process.)

e Laboratuvarimizda tadilat, cihazlarda ariza ya da analizlerde gecikmeler olmasi durumunda musteri
yazili olarak tim iletisim cihazlari ile bilgilendirilir. (In case of modifications in our laboratory, failures in
the devices or delays in the analysis, the customer is informed in writing by all communication devices.)

Tum sikayetlerin takibi Sikayet/Talep Takip Formu Uzerinden izlenmektedir. (All complaints are tracked
through the complaint/request follow up form.)
Laboratuvarimizda sikayetlerin degerlendiriimesi asagida yer alan Sekil 1'deki Sikdyet Proses Akigina gore
degerlendirilmektedir. (Evaluation of complaints in our laboratory is evaluated according to the Complaint Process
Flow in Figure 1 below.)
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Sekil-1 Sikdyet Proses Akisi / Figure-1 Complaint Process Flow

NO/HAYIR
Hata Kurumumuzdan mi
kaynaklaniyor?
Is the error caused by our
EVIETIVEQ
Miisteriye bilgi verilerek sikayet isleme alinir. So6zIi veya yazili musteri sikayetleri
The complaint is processed by informing the customer. Sorumlu Personel tarafindan
Sikayet/Talep Formuna
kaydedilmek suretiyle alinmaktadir.
l Verbal or  written  customer
complaints are received by the
Sozlii veya yazilh sikayetler Sikayet/Talep Formuna islenir. Responsible Personnel by recording
Verbal or written complaints are processed in the Complaint / Request Form. them in the Complaint / Request
Form.

—1

Sikayet/Talep Formu incelenmesi igin sorumlu personele iletilir.
The Complaint / Request Form is sent to the responsible personnel for examination.

A 4

Sikayetlerin incelenmesi, degerlendiriimesi ve sonuglandiril-
masi sikayet konusundan bagimsiz kisiler tarafindan yGratalur.
n, evaluation and finalization of the complaints are carried out by independent individuals of the subject of the|

v

Sorumlu personel, sikayetin incelenmesi, degerlendirmesi ve sonuglandiriimasi asamasinda lizumu h
Laboratuvar Yéneticisi ile bir araya gelir.
esponsible personnel come together with the Laboratory Manager, if necessary, during the examination,
and finalization of the complaint.

v

Sikayetlerin, incelemelerin ve laboratuvar tarafindan faaliyetlerin Sikayet/Talep Formuna islenir.
Complaints, examinations and activities by the laboratory are recorded in the Complaint / Request

Earm

\4

Kalite Yonetim Temsilcisi, gerekli durumlarda diizeltici Faaliyet Proseduriine gore dizeltici faaliyet ylritir ve etkin
The Quality Management Representative carries out corrective action and monitors its effectiveness in accordanc

Corrective Action Procedure when necessary.

Sikayetin neticesinde uygun olmayan deney isi kapsaminda yurdtilen igin durdurulmasi, tekrarlanmasi gerekirse Uygun
Olmayan Deney lsinin Kontrolii Proseddirii uygulanir.

As a result of the complaint, if the work carried out within the scope of the inappropriate test work is stopped, if it needs —

to be repeated, the Control Procedure for the Control of the Unsuitable Test Work is applied.
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6.4 iletisim/Communication

Kurum igi/disi iletisimde en az hata ile en kisa slrede is ve islemleri yuritmek amaciyla pek ok iletisim
y6ntemi kullanmaktadir. (It uses many communication methods in order to carry out business and operations in the
shortest time with the least errors in internal/external communication.)

Bilgiler, islerini yapma durumunda olan kisilere ve gruplara ulasmadigi zaman, ciddi orgutsel etkinlik ve
verimlilik sorunlari ortaya ¢ikaracagindan iletisim, bigimsel sistemler ya da iletisim kanallari ile gergeklesir.
(Communication occurs through formal systems or communication channels, as when information does not reach
people and groups who are in a position to do their job, it will cause serious organizational efficiency and productivity
problems.)

6.4.1. Bigimsel iletisim/Formal Communication

Kurumumuzda bicimsel iletisim akis!; dikey, yatay, capraz yonlerde hareket eder. Organizasyon semalarinda
iletisimin hangi yonde oldugu ve kimin kiminle iletisimde bulundudu, silsile ile agikga gérulir. (Formal
communication flow in our institution; moves in vertical, horizontal, cross directions. In organizational charts, which
direction the communication is in and who is communicating with whom is clearly visible with sequence.)

Kurumda dikey iletisim, organizasyon yapisinda mesajlarin yukaridan asagiya ve asagidan yukariya dogru
organizasyon basamaklarini izleyerek akmasidir. Dikey iletisim mail, telefonla, elektronik iletisim araglari ve
yuz yuze iletisimde esastir. Bu anlamda emir ve yonergeler Ust yonetimden baslayip asagi akmakta; raporlar,
istekler ve bilgi vermelerle ilgili mesajlar ise, asagidan yukari, astlardan Ustlere dogru akmaktadir. (Vertical
communication in an organization is the flow of messages in an organizational structure, following the steps of the
organization from top to bottom and from bottom to top. Vertical communication is essential in mail, telephone,
electronic communication tools and face-to-face communication. In this sense, orders and instructions start from the
top management and flow downwards, while messages about reports, requests and information flow from the bottom
up, from subordinates to superiors.)

Kurumda yatay iletisim, kisi ve bolimler arasinda bilgi ve is paylasimidir. Yatay iletisim, elektronik posta,
telefon, elektronik iletisim araclari ile gergeklesir. En dnemli islevi, birimler ya da bélimler arasinda ve iginde
faaliyetlerin koordinasyonunu saglamaktadir. (Horizontal communication in an institution is the exchange of
information and work between people and departments. Horizontal communication occurs by means of electronic mail,
telephone, electronic communication tools. Its most important function is the Coordination of activities between and
within units or departments.)

Kurumda gapraz iletisim, fonksiyonel yetki iligkilerinin sonucu olarak zamandan tasarruf etmek igin kullanilir.
Bir Ust yoneticinin hiyerarsik basamaklarini izlemeden degisik capraz kademelerdeki kisiler ya da birimlere
ilgili haberlesme agini kullanarak dogrudan dogruya haberlesmede bulunabilir. (Cross-communication in the
institution is used to save time as a result of functional authority relationships. It can communicate directly to people or
units at different cross-levels using the corresponding communication network without following the hierarchical steps
of the top manager.)

6.4.2. Kurumsal iletigim/Corporate Communication

Kurum personeli kurum igerisindeki duyurulari, haberlesmeyi ig iletisim Formu kullanilarak, elektronik
iletisim araclari, mail veya kisa mesaj ile takip etmekte ve izlemektedir. (Corporate personnel announcements
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within the organization, communication using the Internal Contact Form, electronic communication tools, it follows
and monitoring by email or text message.)

6.4.3. E-mail Yolu ile iletisim/Communication with E-mail

Kurum laboratuvar personeline kurumsal e-posta adresi Kalite Yonetim Sorumlusu tarafindan verilir.
Personeller i¢ ve dis iletisimde kurumsal maillerini kullanabilirler, bu mailler ile ilgili taraflarla veri ve bilgi
alisverisinde bulunabilirler. Kurum ile ilisigi kesilen personelin hesabi Kalite Yonetim Sorumlusu tarafindan
yetki ve sorumluluklari dahilinde ydnlendirilir. (Corporate e-mail address is given to the laboratory staff of the
institution by the Quality Management Officer. Employees can use corporate mail in internal and external
communication, exchange data and information with related parties. The account of the personnel who are dismissed
from the institution is directed by the Quality Management Officer within the scope of their authority and
responsibilities.)

6.4.4. Toplanti Yolu ile iletisim /Communication with Meeting

Kurumda toplantilar kurum ana stati sozlesmesi dahilinde belirlenen periyotlarda yonetim kurulu Gyelerinin
katilimi ile gergeklestirilir. Toplantilarda alinan ve kurumun timanu ilgilendiren kararlar uygun iletisim araglari
ile duyurulur. (Meetings in the institution are held with the participation of members of the board of directors during
periods determined within the framework of the main status agreement of the institution. Decisions taken at meetings
and related to the entire institution are announced with appropriate communication tools.)

Kurum igerisinde yapilan diger faaliyetler kapsaminda yapilacak toplantilar, ilgili birim yoneticileri veya
toplanti organizatéri tarafindan katilimcilara telefon, mail, kisa mesaj iletisim araclari ile duyurulmaktadir.
(Meetings to be held within the scope of other activities within the institution are announced by the relevant unit
managers or meeting organizer to the participants by telephone, mail, text message communication tools.)

6.4.5. Duyuru Panosu/Notice Board

Kurum binas! icerisinde bazi haberler, ilanlar ve sosyal aktiviteler personele ve binaya gelen ilgili taraflara
bilgilendirme yapilmak istendiginde duyuru ig iletisim Formu kullanilarak, pano vasitasiyla yapilir. (Some
news, announcements and social activities in the building of the institution when it is requested to inform the staff and
interested parties coming to the building, the announcement is made using the Internal Contact Form and via the
board.)

6.4.6. Elektronik iletisim araglari /Electronic Communication Tools

Elektronik iletisim araglari, kurum iginde yaygin bir sekilde kullanilimaktadir. Kurum i¢i gérismelerde
whatsapp, Skype, Messenger, Zoom vb. uygulamalar kullaniimaktadir. (Electronic communication tools are
widely used within the institution. WhatsApp, Skype, Messenger, Zoom, etc. applications are used.)

6.5 Dis iletigim /External Communication

Kurum, ilgili dis taraflar ile iletisimde, iletisim kaynaklarindan; telefon, e-posta ydntemlerini kullaniimaktadir.
Tum birimlerde ilgili faaliyeti gerceklestirmekten sorumlu kisi, faaliyetin gerceklestirimesi gereken zamanda
belirlenen iletisim kanallardan birini kullanarak ilgili taraflarla faaliyet gerceklestirilir. (The institution uses
telephone and e-mail methods from communication sources in communication with relevant external parties.

HAZIRLAYAN/PREPARED BY ONAYLAYAN/VALIDATOR
Kalite Yonetim Sorumlusu/ Quality Management Officer Sirket Midurd/ Company Manager

ELEKTRONIK NUSHA. BASILMIS HALi KONTROLSUZ KOPYADIR.



BELGELENDIRME LABORATUVAR EGITIM —
VE SAGLIK HiZMETLERI SAN. TiC. LTD. STi. | Rev.No/Tarihi | 01/19.03.2021

Dokiiman Kodu PR.13

TECHNICAL UNIVERSAL VERIFICATION | Yiiriirliik Tarihi | 06.01.2020

Sayfa 8/8

MUSTERIYE HiZMET VE IiLETi$IM PROSEDURU/ CUSTOMER SERVICE AND COMMUNICATION PROCEDURE

In all units, the person responsible for carrying out the relevant activity is carried out with the relevant parties using one

of the communication channels determined at the time when the activity should be carried out.)

Baz! ilgili taraflar igin kurumda 6zel iletisim yetkilileri belirlenebilmektedir (CIMER). Bu kapsamda belirlenen
kisiler, iletisim sorumluluklari dogrultusunda faaliyetleri koordine eder ve gerekli raporlamalar ilgili birime
yapar. (For some interested parties, special communication authorities can be determined in the institution (CIMER).
In this context, the designated persons coordinate the activities in accordance with their communication responsibilities

and make the necessary reporting to the relevant unit.)

7. ILGIiLi DOKUMANLAR /RELATED DOCUMENTS

I¢ Iletisim Formu (Internal Communication Form)
Risk ve Firsatlar Yonetimi Prosedrl (Risk and Opportunity Management Procedure)

Musteri Memnuniyet Anket Formu (Customer Satisfaction Survery Form)

Uygunsuzluk ve Duzeltici Faaliyet Prosedurt (Nonconformity and Corrective Activity Procedure)
Sikayet/Talep Formu (Complaint/Request Form)

Sikayet/Talep Takip Formu (Complaint/Request Follow-up Form)
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