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1. PURPOSE AND SCOPE  
 

 To regulate and develop rela�onships with customers who take advantage of the test services related to 
TS EN ISO / IEC 17025 Laboratory Management System test ac�vi�es offered by ÖZER KONVEYÖR BAND TURİZM 
SAN VE TİC AŞ. The purpose of this procedure is to determine methods of monitoring how the customer perceives 
whether their demands have been met, and to obtain informa�on about customer sa�sfac�on, to collect customer 
complaints and sugges�ons, and to evaluate such posi�ve/nega�ve feedback.  

The scope of the procedure includes all Laboratory Management System documents.  
 

2.IMPLEMENTATION :  
 

Appeal:                    Request by the provider of the object of conformity assessment to the conformity assessment body or
 accredita�on body that the body reconsider a decision it has made rela�ng to the said object.

 

Complaint:                         Expression of dissa�sfac�on, other than an appeal, made by any person or organiza�on to a
 conformity  assessment body or accredita�on body rela�ng to the ac�vi�es of that body, for which a 
response is expected  
 

Service:                    All kinds of ac�vi�es that have characteris�cs that meet the requirements of the customer in line 
with their demands and requests, and consumed as soon as they are performed.  
 

ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. explains explicitly in the following defini�ons how appeals 
and complaints are addressed, and makes them available to the public online.  

 
. 

 

GENERAL: 

 Posi�ve/nega�ve feedback from our customers is employed for the improvement of the management system, 
tes�ng ac�vi�es and customer services. Any problem raised by a customer regarding laboratory ac�vi�es shall 
be given the appropriate a�en�on, and a solu�on shall be sought as soon as prac�cal. 

If the customer needs test services for verifica�on purposes, the request is no�fied in wri�ng to the Technical 
Manager of the Laboratory . Test samples shall be prepared, the test shall be properly performed, and the
 results shall be sent under the coordina�on of the Technical Manager of the Laboratory. 

 

Receiving Customer Sa�sfac�on Sugges�ons and Complaints:  

The sa�sfac�on levels of domes�c and interna�onal customers shall be monitored through the ÖZ.F12 Customer 
Sa�sfac�on Survey Ques�onnaire. The Customer Ques�onnaire Form shall be published on the website and made
 available for filling out online by customers.  If so requested by the customer, the ÖZ.F12 Customer Sa�sfac�on 
Survey Ques�onnaire can also be send via e-mail to measure customer sa�sfac�on levels.  
 
Customer sugges�ons and complaints shall be collected through the test laboratory menu on the laboratories 
page of the company website (www.ozerband.com). Collected sugges�ons and complaints shall be conveyed
to the Management Representa�ve in wri�ng. All verbal complaints and sugges�ons shall be recorded on the 
ÖZ.F13 Appeal and Complaint Evalua�on Form. All complaints sent online, as well as hard copies, shall be 
a�ached to this Form.
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Evalua�on of Appeals:  

Only the decisions and prac�ces of the tes�ng experts of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. can 
be subjected to appeal when deemed to be in error, and only by par�es affected by such decisions and ac�ons. 
All applica�ons by third par�es are addressed under the evalua�on of complaints within this procedure. 

Any ac�vi�es or decisions of ÖZER CONVEYOR BAND TURİZM SAN.VE TİC.A.Ş., or any situa�on arising thereof, 
may be subject to an appeal. 

The fact that the relevant par�es have the right to appeal and the mode of appeal 
shall be explained specifically and indicated on the website in general, as well as in correspondence with the 
relevant par�es (cancella�on of a test laboratory report, etc.). Appeal and complaint reports can be found on 
the website. It is stated on the website that when a situa�on arises related to appeals and complaints, customers 
can fill out the forms and reach Özer Konveyör Band Turizm San. ve Tic. A.Ş.' s Laboratory.

All appeals are recorded on the ÖZ.F13 Appeal and Complaint Evalua�on Form which shall be kept together with
the original records and the a�ached documents. Appeals recorded as such are followed through the ÖZ.F14 
Appeal and Complaint Tracking Form. Objec�ons to the Tes�ng Expert and the Test Our test customers have a 
right to object to the tes�ng personnel and the test performed. All such objec�ons shall be addressed and 
resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such objec�on shall be sought and
 evaluated as to their merits, and shall cons�tute the basis of a decision. 

 
 

 

Objec�ons to the Tes�ng Expert and the Test: 

Our test customers have a right to object to the tes�ng personnel and the test performed. All such objec�ons 
shall be addressed and resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such 
objec�on shall be sought and evaluated as to their merits, and shall cons�tute the basis of a decision. 

  
 

 

 Cases where the customer's objec�ons are uncondi�onally valid: 

Upon the receipt and examina�on of a customer complaint, when the customer's claims are proven to be just, the 
laboratory shall no�fy the merits of their claims to the customer and acknowledge the just grounds. The necessary 
correc�ve ac�ons shall be ini�ated according to the ÖZ.P08 Correc�ve Ac�on Procedure. The customer shall be
 informed in wri�ng, via e-mail, fax, etc., of the correc�ve ac�on stages ini�ated regarding the complaint. The team 
members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people who
 have not been involved in the original situa�on that gave rise to the complaint. When the necessary correc�ve 
ac�ons regarding the complaint are completed in an effec�ve manner, the customer shall be no�fied in wri�ng. 
A�er all these phases, the Laboratory Technical Manager shall reevaluate the situa�on before making a decision 
and no�fying the same to the relevant organiza�on in wri�ng. If the objec�on remains, the appeal and complaint 
evalua�on team shall discuss and decide upon a course of ac�on.   

 

 

 Appeals related to other issues:  

The first fundamental rule that is applied in handling such appeals is that the subject ma�er in hand shall be addressed
 by a person not involved with the appealing organiza�on or in the ma�er. Appeals related to tes�ng and repor�ng 
services shall be handled by the Laboratory Technical Manager in a way that ensures the due applica�on of the principle
 of independence, depending on the ins�tu�on/customer or the subject. 
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Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 

 
Ac�ons to be Taken Regarding Appeals: 
Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the 
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on 
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 
Ac�ons to be Taken Regarding Appeals: All appeals shall be recorded and kept in the appeals and complaints file. 
Along with the records of the appeals, all documents, evidence and records obtained during the examina�on shall be
 a�ached to the relevant file and kept confiden�al. 

Appeals shall be handled within this procedure with the aim of revealing facts, in due considera�on of the rights of 
the appealing organiza�ons, and all measures shall be taken to ensure that the appeal proceedings do not reflect 
nega�vely on the other transac�ons of the appealing party.  The ongoing proceedings of any appeal shall not be
 handled by any personnel who are the subject of the appeal un�l the procedure has been concluded, and a�er the 
conclusion of the appeal, if the appealing party's claims are deemed to be just, the personnel subjected to appeal 
shall not carry out any future ac�vi�es related to the subject of the appeal. 
 While evalua�ng the appeals, previous objec�ons related to the subject shall be taken into account, and the
 informa�on gathered about such an objec�on shall be kept and reviewed as a part of the evalua�on. 
The receipt, processing and final decisions of appeals shall be no�fied to the appealing party in wri�ng. 

Based on the decision taken as a result of the appeal process (and usually in cases where the appeal is jus�fied), 
correc�ve ac�on shall be ini�ated regarding the subject. The responsibility to commence such an ac�on belongs to the 
Technical Manager of the Laboratory. According to the correc�ve ac�on to be taken, if necessary, ac�vi�es such as 
restric�ons in the appointment of personnel, further training, etc. shall be carried out.  The decision taken regarding the 
appeal shall be no�fied in wri�ng to all par�es involved in the receipt, processing, evalua�on and resolu�on of the 
appeal, and to all par�es who will be affected as a result of the appeal. Decisions taken by the Appeals and Complaints
 team shall be no�fied to the appealing party in wri�ng.  

Evalua�on of Complaints:  
Complaints regarding the pre-test phase (communica�on with the client, failure to provide a quota�on in a �mely 
manner, and similar), the post-test phase (failure to no�fy the results or invoices or any residual samples to the client 
in a �mely manner) or the client's receipt of a test report, or any other subject, may be filed with ÖZER KONVEYÖR 
BAND TURİZM SAN.VE TİC.A.Ş. For all complaints received by the Laboratory, all informa�on required to validate the 
complete shall be compiled and checked to confirm the merits of the complaint. 

 

The personnel receiving the complaints filed with ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. shall fill out the 
ÖZ.F49 Customer Complaints Form and forward it to the Laboratory Technical Manager and/or Management 
Representa�ve. 

When the Laboratory Technical Manager or Management Representa�ve examines the complaint, s/he shall firstly
 ascertain whether the complaint is related to the tes�ng ac�vi�es of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.
A.Ş. laboratory. The Laboratory Technical Manager and/or Management Representa�ve shall then ini�ate correc�ve
 ac�ons with due considera�on of the subject ma�er and the importance of the Complaint. S/he shall also inform 
the General Manager of the ma�er, depending on the gravity of the complaint. Depending on the gravity of the
 complaint, a team may be formed to come up with a solu�on. The members of team charged with inves�ga�ng 
the complaint shall be selected for among those with sufficient competence to evaluate the subject ma�er in hand. 
The team members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people
 who have not been involved in the original situa�on that gave rise to the complaint. The correc�ve ac�on to be taken 
in line with the decision made jointly by the team members following their evalua�on is then reported  
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To the Laboratory Technical Manager and/or Management Representa�ve.  The acceptance, inves�ga�on and 
decisions related to such complaints shall be handled in a way that does not lead to a discriminatory prac�ce
 against the complaining party. The laboratory shall be responsible for decisions made in handling and evalua�ng 
complaints. 

 
 

 
 

Ac�ons to be Taken Regarding Complaints: 

Customer Service/Customer's A�endance to the Ordered Test: 

Requests of the customer and/or his representa�ve to a�end tests and examina�ons as an observer shall be 
evaluated by the Laboratory Technical Manager and the Tes�ng and Repor�ng Officer, and an appointment shall be 
given. In line with the request of the customer and/or his representa�ve, the Laboratory Technical Manager shall meet 
with the Tes�ng and Repor�ng Officer who will carry out the tests. Considering the current workload of the relevant 
department, a suitable date shall be determined for the service to be provided to the customer and/or his
representa�ve. The determined date is no�fied to the customer in wri�ng by the Tes�ng and Repor�ng Officer. 
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Before the visit of the customer and/or his representa�ve, the necessary arrangements shall be made by the Tes�ng 
and Repor�ng Officer to ensure confiden�ality and reliability within the Laboratory. 

A�er the customer and/or his representa�ve are accepted in accordance with the ÖZ.T02 Visitor Admission Instruc�ons, 
they shall be informed by the Tes�ng and Repor�ng Officer about the confiden�ality of the ac�vi�es carried out in the 
Laboratory, and shall not be allowed to enter sites not related to the given test.  The ÖZ.T03 Confiden�ality Instruc�on 
shall be applied to prevent the customer and/or his representa�ve from seeing the tests and/or test results of other 
customers. 

If the customer and/or his representa�ve so requests during his/her visit to the laboratory, all necessary 
informa�on regarding the test methods, measurements and test devices, etc., shall given by the Tes�ng and
 Repor�ng Officer. 

Any proprietary and non-proprietary rights that the customer wishes to remain confiden�al shall be specifically
 protected by all laboratory personnel. The results of the customer shall be compiled in a printed media and delivered 
to the customer in a sealed envelope. 

The test inspec�on results shall be communicated to the customer in wri�en 
and electronic form. To obtain feedback from domes�c or interna�onal customers, the ÖZ.F12 Customer Sa�sfac�on
 Evalua�on Survey shall be posted on the website (www.ozerlerband.com) or e-mailed to the customers to be filled out.
 Obtained customer feedback shall be evaluated by the Laboratory Management Representa�ve according to one of the
 methods specified in ÖZ.T04 Data Analysis Instruc�on. 

By making use of posi�ve and/or nega�ve feedback from internal and external customers, prac�ces are carried out in 
accordance with the SAN. VE TİC. A.Ş.. ÖZ.P08 Correc�ve Ac�on Procedure for the con�nuous improvement of ÖZER 
KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş.'s 17025 Quality Management System. Customer sa�sfac�on levels indicated 
on the ques�onnaires shall be compared with annual targets. 

If the total sa�sfac�on rate is lower than the target 
sa�sfac�on rate, based on the survey evalua�on result, correc�ve ac�ons shall be ini�ated according to the related 
ÖZ.P08 Correc�ve Ac�on Procedure, and the root cause of the dissa�sfac�on of customers dissa�sfied with the 
laboratory and test service shall be inves�gated. If necessary, customers with low sa�sfac�on may be visited.  

RELEVANT DOCUMENTS : 
�  ÖZ.P10 Records Control Procedure   
�  ÖZ.P11 Internal Audit Procedure  
�  ÖZ.P08 Correc�ve Ac�on Procedure  
�  ÖZ.T02 Visitor Admission Instruc�on   
�  ÖZ.T03 Privacy Policy  
�  ÖZ.T04 Data Analysis Instruc�ons 
�  ÖZ.F12 Customer Sa�sfac�on Survey Ques�onnaire
�  ÖZ.F13 Reports and Complaints Evalua�on Form  
�  ÖZ.F14 Objec�on and Complaint Tracking Form  
�  Öz.F15 Correc�ve Ac�on Request report  

                    ÖZ.F49 Customer Complaints Form  
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REVISION INFO  

Rev. No Rev. Date  Revision Descrip�on  

00 01.10.2013 First Release  

01 05.12.2014 How to receive customer sugges�ons and complaints through the website is defined. 

02 23.10.2018 

Procedure revised according to Ar�cle 7.9 of TS EN ISO/IEC 17025(2017).The sentences related to 

inspec�on, analysis and preven�ve ac�on were omi�ed. How to evaluate the sa�sfac�on of domes�c

customers is detailed

 
 

 

03 17.11.2020 How to receive customer sugges�ons and complaints through the website is defined.  
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1. PURPOSE AND SCOPE  
 

 To regulate and develop rela�onships with customers who take advantage of the test services related to 
TS EN ISO / IEC 17025 Laboratory Management System test ac�vi�es offered by ÖZER KONVEYÖR BAND TURİZM 
SAN VE TİC AŞ. The purpose of this procedure is to determine methods of monitoring how the customer perceives 
whether their demands have been met, and to obtain informa�on about customer sa�sfac�on, to collect customer 
complaints and sugges�ons, and to evaluate such posi�ve/nega�ve feedback.  

The scope of the procedure includes all Laboratory Management System documents.  
 

2.IMPLEMENTATION :  
 

Appeal:                    Request by the provider of the object of conformity assessment to the conformity assessment body or
 accredita�on body that the body reconsider a decision it has made rela�ng to the said object.

 

Complaint:                         Expression of dissa�sfac�on, other than an appeal, made by any person or organiza�on to a
 conformity  assessment body or accredita�on body rela�ng to the ac�vi�es of that body, for which a 
response is expected  
 

Service:                    All kinds of ac�vi�es that have characteris�cs that meet the requirements of the customer in line 
with their demands and requests, and consumed as soon as they are performed.  
 

ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. explains explicitly in the following defini�ons how appeals 
and complaints are addressed, and makes them available to the public online.  

 
. 

 

GENEL: 

 Posi�ve/nega�ve feedback from our customers is employed for the improvement of the management system, 
tes�ng ac�vi�es and customer services. Any problem raised by a customer regarding laboratory ac�vi�es shall 
be given the appropriate a�en�on, and a solu�on shall be sought as soon as prac�cal. 

If the customer needs test services for verifica�on purposes, the request is no�fied in wri�ng to the Technical 
Manager of the Laboratory . Test samples shall be prepared, the test shall be properly performed, and the
 results shall be sent under the coordina�on of the Technical Manager of the Laboratory. 

 

Receiving Customer Sa�sfac�on Sugges�ons and Complaints:  

The sa�sfac�on levels of domes�c and interna�onal customers shall be monitored through the ÖZ.F12 Customer 
Sa�sfac�on Survey Ques�onnaire. The Customer Ques�onnaire Form shall be published on the website and made
 available for filling out online by customers.  If so requested by the customer, the ÖZ.F12 Customer Sa�sfac�on 
Survey Ques�onnaire can also be send via e-mail to measure customer sa�sfac�on levels.  
 
Customer sugges�ons and complaints shall be collected through the test laboratory menu on the laboratories 
page of the company website (www.ozerband.com). Collected sugges�ons and complaints shall be conveyed
to the Management Representa�ve in wri�ng. All verbal complaints and sugges�ons shall be recorded on the 
ÖZ.F13 Appeal and Complaint Evalua�on Form. All complaints sent online, as well as hard copies, shall be 
a�ached to this Form.
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Evalua�on of Appeals:  

Only the decisions and prac�ces of the tes�ng experts of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. can 
be subjected to appeal when deemed to be in error, and only by par�es affected by such decisions and ac�ons. 
All applica�ons by third par�es are addressed under the evalua�on of complaints within this procedure. 

Any ac�vi�es or decisions of ÖZER CONVEYOR BAND TURİZM SAN.VE TİC.A.Ş., or any situa�on arising thereof, 
may be subject to an appeal. 

The fact that the relevant par�es have the right to appeal and the mode of appeal 
shall be explained specifically and indicated on the website in general, as well as in correspondence with the 
relevant par�es (cancella�on of a test laboratory report, etc.). Appeal and complaint reports can be found on 
the website. It is stated on the website that when a situa�on arises related to appeals and complaints, customers 
can fill out the forms and reach Özer Konveyör Band Turizm San. ve Tic. A.Ş.' s Laboratory.

All appeals are recorded on the ÖZ.F13 Appeal and Complaint Evalua�on Form which shall be kept together with
the original records and the a�ached documents. Appeals recorded as such are followed through the ÖZ.F14 
Appeal and Complaint Tracking Form. Objec�ons to the Tes�ng Expert and the Test Our test customers have a 
right to object to the tes�ng personnel and the test performed. All such objec�ons shall be addressed and 
resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such objec�on shall be sought and
 evaluated as to their merits, and shall cons�tute the basis of a decision. 

 
 

 

Objec�ons to the Tes�ng Expert and the Test: 

Our test customers have a right to object to the tes�ng personnel and the test performed. All such objec�ons 
shall be addressed and resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such 
objec�on shall be sought and evaluated as to their merits, and shall cons�tute the basis of a decision. 

  
 

 

 Cases where the customer's objec�ons are uncondi�onally valid: 

Upon the receipt and examina�on of a customer complaint, when the customer's claims are proven to be just, the 
laboratory shall no�fy the merits of their claims to the customer and acknowledge the just grounds. The necessary 
correc�ve ac�ons shall be ini�ated according to the ÖZ.P08 Correc�ve Ac�on Procedure. The customer shall be
 informed in wri�ng, via e-mail, fax, etc., of the correc�ve ac�on stages ini�ated regarding the complaint. The team 
members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people who
 have not been involved in the original situa�on that gave rise to the complaint. When the necessary correc�ve 
ac�ons regarding the complaint are completed in an effec�ve manner, the customer shall be no�fied in wri�ng. 
A�er all these phases, the Laboratory Technical Manager shall reevaluate the situa�on before making a decision 
and no�fying the same to the relevant organiza�on in wri�ng. If the objec�on remains, the appeal and complaint 
evalua�on team shall discuss and decide upon a course of ac�on.   

 

 

 Appeals related to other issues:  

The first fundamental rule that is applied in handling such appeals is that the subject ma�er in hand shall be addressed
 by a person not involved with the appealing organiza�on or in the ma�er. Appeals related to tes�ng and repor�ng 
services shall be handled by the Laboratory Technical Manager in a way that ensures the due applica�on of the principle
 of independence, depending on the ins�tu�on/customer or the subject. 
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Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 

 
Ac�ons to be Taken Regarding Appeals: 
Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the 
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on 
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 
Ac�ons to be Taken Regarding Appeals: All appeals shall be recorded and kept in the appeals and complaints file. 
Along with the records of the appeals, all documents, evidence and records obtained during the examina�on shall be
 a�ached to the relevant file and kept confiden�al. 

Appeals shall be handled within this procedure with the aim of revealing facts, in due considera�on of the rights of 
the appealing organiza�ons, and all measures shall be taken to ensure that the appeal proceedings do not reflect 
nega�vely on the other transac�ons of the appealing party.  The ongoing proceedings of any appeal shall not be
 handled by any personnel who are the subject of the appeal un�l the procedure has been concluded, and a�er the 
conclusion of the appeal, if the appealing party's claims are deemed to be just, the personnel subjected to appeal 
shall not carry out any future ac�vi�es related to the subject of the appeal. 
 While evalua�ng the appeals, previous objec�ons related to the subject shall be taken into account, and the
 informa�on gathered about such an objec�on shall be kept and reviewed as a part of the evalua�on. 
The receipt, processing and final decisions of appeals shall be no�fied to the appealing party in wri�ng. 

Based on the decision taken as a result of the appeal process (and usually in cases where the appeal is jus�fied), 
correc�ve ac�on shall be ini�ated regarding the subject. The responsibility to commence such an ac�on belongs to the 
Technical Manager of the Laboratory. According to the correc�ve ac�on to be taken, if necessary, ac�vi�es such as 
restric�ons in the appointment of personnel, further training, etc. shall be carried out.  The decision taken regarding the 
appeal shall be no�fied in wri�ng to all par�es involved in the receipt, processing, evalua�on and resolu�on of the 
appeal, and to all par�es who will be affected as a result of the appeal. Decisions taken by the Appeals and Complaints
 team shall be no�fied to the appealing party in wri�ng.  

Evalua�on of Complaints:  
Complaints regarding the pre-test phase (communica�on with the client, failure to provide a quota�on in a �mely 
manner, and similar), the post-test phase (failure to no�fy the results or invoices or any residual samples to the client 
in a �mely manner) or the client's receipt of a test report, or any other subject, may be filed with ÖZER KONVEYÖR 
BAND TURİZM SAN.VE TİC.A.Ş. For all complaints received by the Laboratory, all informa�on required to validate the 
complete shall be compiled and checked to confirm the merits of the complaint. 

 

The personnel receiving the complaints filed with ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. shall fill out the 
ÖZ.F49 Customer Complaints Form and forward it to the Laboratory Technical Manager and/or Management 
Representa�ve. 

When the Laboratory Technical Manager or Management Representa�ve examines the complaint, s/he shall firstly
 ascertain whether the complaint is related to the tes�ng ac�vi�es of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.
A.Ş. laboratory. The Laboratory Technical Manager and/or Management Representa�ve shall then ini�ate correc�ve
 ac�ons with due considera�on of the subject ma�er and the importance of the Complaint. S/he shall also inform 
the General Manager of the ma�er, depending on the gravity of the complaint. Depending on the gravity of the
 complaint, a team may be formed to come up with a solu�on. The members of team charged with inves�ga�ng 
the complaint shall be selected for among those with sufficient competence to evaluate the subject ma�er in hand. 
The team members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people
 who have not been involved in the original situa�on that gave rise to the complaint. The correc�ve ac�on to be taken 
in line with the decision made jointly by the team members following their evalua�on is then reported  
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To the Laboratory Technical Manager and/or Management Representa�ve.  The acceptance, inves�ga�on and 
decisions related to such complaints shall be handled in a way that does not lead to a discriminatory prac�ce
 against the complaining party. The laboratory shall be responsible for decisions made in handling and evalua�ng 
complaints. 

 
 

 
 

Ac�ons to be Taken Regarding Complaints: 

Customer Service/Customer's A�endance to the Ordered Test: 

Requests of the customer and/or his representa�ve to a�end tests and examina�ons as an observer shall be 
evaluated by the Laboratory Technical Manager and the Tes�ng and Repor�ng Officer, and an appointment shall be 
given. In line with the request of the customer and/or his representa�ve, the Laboratory Technical Manager shall meet 
with the Tes�ng and Repor�ng Officer who will carry out the tests. Considering the current workload of the relevant 
department, a suitable date shall be determined for the service to be provided to the customer and/or his
representa�ve. The determined date is no�fied to the customer in wri�ng by the Tes�ng and Repor�ng Officer. 
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Before the visit of the customer and/or his representa�ve, the necessary arrangements shall be made by the Tes�ng 
and Repor�ng Officer to ensure confiden�ality and reliability within the Laboratory. 

A�er the customer and/or his representa�ve are accepted in accordance with the ÖZ.T02 Visitor Admission Instruc�ons, 
they shall be informed by the Tes�ng and Repor�ng Officer about the confiden�ality of the ac�vi�es carried out in the 
Laboratory, and shall not be allowed to enter sites not related to the given test.  The ÖZ.T03 Confiden�ality Instruc�on 
shall be applied to prevent the customer and/or his representa�ve from seeing the tests and/or test results of other 
customers. 

If the customer and/or his representa�ve so requests during his/her visit to the laboratory, all necessary 
informa�on regarding the test methods, measurements and test devices, etc., shall given by the Tes�ng and
 Repor�ng Officer. 

Any proprietary and non-proprietary rights that the customer wishes to remain confiden�al shall be specifically
 protected by all laboratory personnel. The results of the customer shall be compiled in a printed media and delivered 
to the customer in a sealed envelope. 

The test inspec�on results shall be communicated to the customer in wri�en 
and electronic form. To obtain feedback from domes�c or interna�onal customers, the ÖZ.F12 Customer Sa�sfac�on
 Evalua�on Survey shall be posted on the website (www.ozerlerband.com) or e-mailed to the customers to be filled out.
 Obtained customer feedback shall be evaluated by the Laboratory Management Representa�ve according to one of the
 methods specified in ÖZ.T04 Data Analysis Instruc�on. 

By making use of posi�ve and/or nega�ve feedback from internal and external customers, prac�ces are carried out in 
accordance with the SAN. VE TİC. A.Ş.. ÖZ.P08 Correc�ve Ac�on Procedure for the con�nuous improvement of ÖZER 
KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş.'s 17025 Quality Management System. Customer sa�sfac�on levels indicated 
on the ques�onnaires shall be compared with annual targets. 

If the total sa�sfac�on rate is lower than the target 
sa�sfac�on rate, based on the survey evalua�on result, correc�ve ac�ons shall be ini�ated according to the related 
ÖZ.P08 Correc�ve Ac�on Procedure, and the root cause of the dissa�sfac�on of customers dissa�sfied with the 
laboratory and test service shall be inves�gated. If necessary, customers with low sa�sfac�on may be visited.  

RELEVANT DOCUMENTS : 
�  ÖZ.P10 Records Control Procedure   
�  ÖZ.P11 Internal Audit Procedure  
�  ÖZ.P08 Correc�ve Ac�on Procedure  
�  ÖZ.T02 Visitor Admission Instruc�on   
�  ÖZ.T03 Privacy Policy  
�  ÖZ.T04 Data Analysis Instruc�ons 
�  ÖZ.F12 Customer Sa�sfac�on Survey Ques�onnaire
�  ÖZ.F13 Reports and Complaints Evalua�on Form  
�  ÖZ.F14 Objec�on and Complaint Tracking Form  
�  Öz.F15 Correc�ve Ac�on Request report  

                    ÖZ.F49 Customer Complaints Form  
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REVISION INFO  

Rev. No Rev. Date  Revision Descrip�on  

00 01.10.2013 First Release  

01 05.12.2014 How to receive customer sugges�ons and complaints through the website is defined. 

02 23.10.2018 

Procedure revised according to Ar�cle 7.9 of TS EN ISO/IEC 17025(2017).The sentences related to 

inspec�on, analysis and preven�ve ac�on were omi�ed. How to evaluate the sa�sfac�on of domes�c

customers is detailed

 
 

 

03 17.11.2020 How to receive customer sugges�ons and complaints through the website is defined.  
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1. PURPOSE AND SCOPE  
 

 To regulate and develop rela�onships with customers who take advantage of the test services related to 
TS EN ISO / IEC 17025 Laboratory Management System test ac�vi�es offered by ÖZER KONVEYÖR BAND TURİZM 
SAN VE TİC AŞ. The purpose of this procedure is to determine methods of monitoring how the customer perceives 
whether their demands have been met, and to obtain informa�on about customer sa�sfac�on, to collect customer 
complaints and sugges�ons, and to evaluate such posi�ve/nega�ve feedback.  

The scope of the procedure includes all Laboratory Management System documents.  
 

2.IMPLEMENTATION :  
 

Appeal:                    Request by the provider of the object of conformity assessment to the conformity assessment body or
 accredita�on body that the body reconsider a decision it has made rela�ng to the said object.

 

Complaint:                         Expression of dissa�sfac�on, other than an appeal, made by any person or organiza�on to a
 conformity  assessment body or accredita�on body rela�ng to the ac�vi�es of that body, for which a 
response is expected  
 

Service:                    All kinds of ac�vi�es that have characteris�cs that meet the requirements of the customer in line 
with their demands and requests, and consumed as soon as they are performed.  
 

ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. explains explicitly in the following defini�ons how appeals 
and complaints are addressed, and makes them available to the public online.  

 
. 

 

GENEL: 

 Posi�ve/nega�ve feedback from our customers is employed for the improvement of the management system, 
tes�ng ac�vi�es and customer services. Any problem raised by a customer regarding laboratory ac�vi�es shall 
be given the appropriate a�en�on, and a solu�on shall be sought as soon as prac�cal. 

If the customer needs test services for verifica�on purposes, the request is no�fied in wri�ng to the Technical 
Manager of the Laboratory . Test samples shall be prepared, the test shall be properly performed, and the
 results shall be sent under the coordina�on of the Technical Manager of the Laboratory. 

 

Receiving Customer Sa�sfac�on Sugges�ons and Complaints:  

The sa�sfac�on levels of domes�c and interna�onal customers shall be monitored through the ÖZ.F12 Customer 
Sa�sfac�on Survey Ques�onnaire. The Customer Ques�onnaire Form shall be published on the website and made
 available for filling out online by customers.  If so requested by the customer, the ÖZ.F12 Customer Sa�sfac�on 
Survey Ques�onnaire can also be send via e-mail to measure customer sa�sfac�on levels.  
 
Customer sugges�ons and complaints shall be collected through the test laboratory menu on the laboratories 
page of the company website (www.ozerband.com). Collected sugges�ons and complaints shall be conveyed
to the Management Representa�ve in wri�ng. All verbal complaints and sugges�ons shall be recorded on the 
ÖZ.F13 Appeal and Complaint Evalua�on Form. All complaints sent online, as well as hard copies, shall be 
a�ached to this Form.
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Evalua�on of Appeals:  

Only the decisions and prac�ces of the tes�ng experts of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. can 
be subjected to appeal when deemed to be in error, and only by par�es affected by such decisions and ac�ons. 
All applica�ons by third par�es are addressed under the evalua�on of complaints within this procedure. 

Any ac�vi�es or decisions of ÖZER CONVEYOR BAND TURİZM SAN.VE TİC.A.Ş., or any situa�on arising thereof, 
may be subject to an appeal. 

The fact that the relevant par�es have the right to appeal and the mode of appeal 
shall be explained specifically and indicated on the website in general, as well as in correspondence with the 
relevant par�es (cancella�on of a test laboratory report, etc.). Appeal and complaint reports can be found on 
the website. It is stated on the website that when a situa�on arises related to appeals and complaints, customers 
can fill out the forms and reach Özer Konveyör Band Turizm San. ve Tic. A.Ş.' s Laboratory.

All appeals are recorded on the ÖZ.F13 Appeal and Complaint Evalua�on Form which shall be kept together with
the original records and the a�ached documents. Appeals recorded as such are followed through the ÖZ.F14 
Appeal and Complaint Tracking Form. Objec�ons to the Tes�ng Expert and the Test Our test customers have a 
right to object to the tes�ng personnel and the test performed. All such objec�ons shall be addressed and 
resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such objec�on shall be sought and
 evaluated as to their merits, and shall cons�tute the basis of a decision. 

 
 

 

Objec�ons to the Tes�ng Expert and the Test: 

Our test customers have a right to object to the tes�ng personnel and the test performed. All such objec�ons 
shall be addressed and resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such 
objec�on shall be sought and evaluated as to their merits, and shall cons�tute the basis of a decision. 

  
 

 

 Cases where the customer's objec�ons are uncondi�onally valid: 

Upon the receipt and examina�on of a customer complaint, when the customer's claims are proven to be just, the 
laboratory shall no�fy the merits of their claims to the customer and acknowledge the just grounds. The necessary 
correc�ve ac�ons shall be ini�ated according to the ÖZ.P08 Correc�ve Ac�on Procedure. The customer shall be
 informed in wri�ng, via e-mail, fax, etc., of the correc�ve ac�on stages ini�ated regarding the complaint. The team 
members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people who
 have not been involved in the original situa�on that gave rise to the complaint. When the necessary correc�ve 
ac�ons regarding the complaint are completed in an effec�ve manner, the customer shall be no�fied in wri�ng. 
A�er all these phases, the Laboratory Technical Manager shall reevaluate the situa�on before making a decision 
and no�fying the same to the relevant organiza�on in wri�ng. If the objec�on remains, the appeal and complaint 
evalua�on team shall discuss and decide upon a course of ac�on.   

 

 

 Appeals related to other issues:  

The first fundamental rule that is applied in handling such appeals is that the subject ma�er in hand shall be addressed
 by a person not involved with the appealing organiza�on or in the ma�er. Appeals related to tes�ng and repor�ng 
services shall be handled by the Laboratory Technical Manager in a way that ensures the due applica�on of the principle
 of independence, depending on the ins�tu�on/customer or the subject. 
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Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 

 
Ac�ons to be Taken Regarding Appeals: 
Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the 
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on 
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 
Ac�ons to be Taken Regarding Appeals: All appeals shall be recorded and kept in the appeals and complaints file. 
Along with the records of the appeals, all documents, evidence and records obtained during the examina�on shall be
 a�ached to the relevant file and kept confiden�al. 

Appeals shall be handled within this procedure with the aim of revealing facts, in due considera�on of the rights of 
the appealing organiza�ons, and all measures shall be taken to ensure that the appeal proceedings do not reflect 
nega�vely on the other transac�ons of the appealing party.  The ongoing proceedings of any appeal shall not be
 handled by any personnel who are the subject of the appeal un�l the procedure has been concluded, and a�er the 
conclusion of the appeal, if the appealing party's claims are deemed to be just, the personnel subjected to appeal 
shall not carry out any future ac�vi�es related to the subject of the appeal. 
 While evalua�ng the appeals, previous objec�ons related to the subject shall be taken into account, and the
 informa�on gathered about such an objec�on shall be kept and reviewed as a part of the evalua�on. 
The receipt, processing and final decisions of appeals shall be no�fied to the appealing party in wri�ng. 

Based on the decision taken as a result of the appeal process (and usually in cases where the appeal is jus�fied), 
correc�ve ac�on shall be ini�ated regarding the subject. The responsibility to commence such an ac�on belongs to the 
Technical Manager of the Laboratory. According to the correc�ve ac�on to be taken, if necessary, ac�vi�es such as 
restric�ons in the appointment of personnel, further training, etc. shall be carried out.  The decision taken regarding the 
appeal shall be no�fied in wri�ng to all par�es involved in the receipt, processing, evalua�on and resolu�on of the 
appeal, and to all par�es who will be affected as a result of the appeal. Decisions taken by the Appeals and Complaints
 team shall be no�fied to the appealing party in wri�ng.  

Evalua�on of Complaints:  
Complaints regarding the pre-test phase (communica�on with the client, failure to provide a quota�on in a �mely 
manner, and similar), the post-test phase (failure to no�fy the results or invoices or any residual samples to the client 
in a �mely manner) or the client's receipt of a test report, or any other subject, may be filed with ÖZER KONVEYÖR 
BAND TURİZM SAN.VE TİC.A.Ş. For all complaints received by the Laboratory, all informa�on required to validate the 
complete shall be compiled and checked to confirm the merits of the complaint. 

 

The personnel receiving the complaints filed with ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. shall fill out the 
ÖZ.F49 Customer Complaints Form and forward it to the Laboratory Technical Manager and/or Management 
Representa�ve. 

When the Laboratory Technical Manager or Management Representa�ve examines the complaint, s/he shall firstly
 ascertain whether the complaint is related to the tes�ng ac�vi�es of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.
A.Ş. laboratory. The Laboratory Technical Manager and/or Management Representa�ve shall then ini�ate correc�ve
 ac�ons with due considera�on of the subject ma�er and the importance of the Complaint. S/he shall also inform 
the General Manager of the ma�er, depending on the gravity of the complaint. Depending on the gravity of the
 complaint, a team may be formed to come up with a solu�on. The members of team charged with inves�ga�ng 
the complaint shall be selected for among those with sufficient competence to evaluate the subject ma�er in hand. 
The team members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people
 who have not been involved in the original situa�on that gave rise to the complaint. The correc�ve ac�on to be taken 
in line with the decision made jointly by the team members following their evalua�on is then reported  
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To the Laboratory Technical Manager and/or Management Representa�ve.  The acceptance, inves�ga�on and 
decisions related to such complaints shall be handled in a way that does not lead to a discriminatory prac�ce
 against the complaining party. The laboratory shall be responsible for decisions made in handling and evalua�ng 
complaints. 

 
 

 
 

Ac�ons to be Taken Regarding Complaints: 

Customer Service/Customer's A�endance to the Ordered Test: 

Requests of the customer and/or his representa�ve to a�end tests and examina�ons as an observer shall be 
evaluated by the Laboratory Technical Manager and the Tes�ng and Repor�ng Officer, and an appointment shall be 
given. In line with the request of the customer and/or his representa�ve, the Laboratory Technical Manager shall meet 
with the Tes�ng and Repor�ng Officer who will carry out the tests. Considering the current workload of the relevant 
department, a suitable date shall be determined for the service to be provided to the customer and/or his
representa�ve. The determined date is no�fied to the customer in wri�ng by the Tes�ng and Repor�ng Officer. 

Prepared by  Approved by  

Management Representa�ve General   Manager  
 

 

  

 

PROCEDURE FOR EVALUATING 
CUSTOMER SERVICES AND COMPLAINTS 

 
 

 

Document No:  ÖZ.P05 

Release Date:  01.10.2013 

Rev. No:   03 

Rev. Date:  17.11.2020 

Page No:   5/5 
TS EN ISO/IEC 17025 –  TEST AND CALIBRATION LABORATORY SERVICES ACCREDITATION ACTIVITIES SYSTEM  

 

 
 

Before the visit of the customer and/or his representa�ve, the necessary arrangements shall be made by the Tes�ng 
and Repor�ng Officer to ensure confiden�ality and reliability within the Laboratory. 

A�er the customer and/or his representa�ve are accepted in accordance with the ÖZ.T02 Visitor Admission Instruc�ons, 
they shall be informed by the Tes�ng and Repor�ng Officer about the confiden�ality of the ac�vi�es carried out in the 
Laboratory, and shall not be allowed to enter sites not related to the given test.  The ÖZ.T03 Confiden�ality Instruc�on 
shall be applied to prevent the customer and/or his representa�ve from seeing the tests and/or test results of other 
customers. 

If the customer and/or his representa�ve so requests during his/her visit to the laboratory, all necessary 
informa�on regarding the test methods, measurements and test devices, etc., shall given by the Tes�ng and
 Repor�ng Officer. 

Any proprietary and non-proprietary rights that the customer wishes to remain confiden�al shall be specifically
 protected by all laboratory personnel. The results of the customer shall be compiled in a printed media and delivered 
to the customer in a sealed envelope. 

The test inspec�on results shall be communicated to the customer in wri�en 
and electronic form. To obtain feedback from domes�c or interna�onal customers, the ÖZ.F12 Customer Sa�sfac�on
 Evalua�on Survey shall be posted on the website (www.ozerlerband.com) or e-mailed to the customers to be filled out.
 Obtained customer feedback shall be evaluated by the Laboratory Management Representa�ve according to one of the
 methods specified in ÖZ.T04 Data Analysis Instruc�on. 

By making use of posi�ve and/or nega�ve feedback from internal and external customers, prac�ces are carried out in 
accordance with the SAN. VE TİC. A.Ş.. ÖZ.P08 Correc�ve Ac�on Procedure for the con�nuous improvement of ÖZER 
KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş.'s 17025 Quality Management System. Customer sa�sfac�on levels indicated 
on the ques�onnaires shall be compared with annual targets. 

If the total sa�sfac�on rate is lower than the target 
sa�sfac�on rate, based on the survey evalua�on result, correc�ve ac�ons shall be ini�ated according to the related 
ÖZ.P08 Correc�ve Ac�on Procedure, and the root cause of the dissa�sfac�on of customers dissa�sfied with the 
laboratory and test service shall be inves�gated. If necessary, customers with low sa�sfac�on may be visited.  

RELEVANT DOCUMENTS : 
�  ÖZ.P10 Records Control Procedure   
�  ÖZ.P11 Internal Audit Procedure  
�  ÖZ.P08 Correc�ve Ac�on Procedure  
�  ÖZ.T02 Visitor Admission Instruc�on   
�  ÖZ.T03 Privacy Policy  
�  ÖZ.T04 Data Analysis Instruc�ons 
�  ÖZ.F12 Customer Sa�sfac�on Survey Ques�onnaire
�  ÖZ.F13 Reports and Complaints Evalua�on Form  
�  ÖZ.F14 Objec�on and Complaint Tracking Form  
�  Öz.F15 Correc�ve Ac�on Request report  

                    ÖZ.F49 Customer Complaints Form  
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REVISION INFO  

Rev. No Rev. Date  Revision Descrip�on  

00 01.10.2013 First Release  

01 05.12.2014 How to receive customer sugges�ons and complaints through the website is defined. 

02 23.10.2018 

Procedure revised according to Ar�cle 7.9 of TS EN ISO/IEC 17025(2017).The sentences related to 

inspec�on, analysis and preven�ve ac�on were omi�ed. How to evaluate the sa�sfac�on of domes�c

customers is detailed

 
 

 

03 17.11.2020 How to receive customer sugges�ons and complaints through the website is defined.  
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1. PURPOSE AND SCOPE  
 

 To regulate and develop rela�onships with customers who take advantage of the test services related to 
TS EN ISO / IEC 17025 Laboratory Management System test ac�vi�es offered by ÖZER KONVEYÖR BAND TURİZM 
SAN VE TİC AŞ. The purpose of this procedure is to determine methods of monitoring how the customer perceives 
whether their demands have been met, and to obtain informa�on about customer sa�sfac�on, to collect customer 
complaints and sugges�ons, and to evaluate such posi�ve/nega�ve feedback.  

The scope of the procedure includes all Laboratory Management System documents.  
 

2.IMPLEMENTATION :  
 

Appeal:                    Request by the provider of the object of conformity assessment to the conformity assessment body or
 accredita�on body that the body reconsider a decision it has made rela�ng to the said object.

 

Complaint:                         Expression of dissa�sfac�on, other than an appeal, made by any person or organiza�on to a
 conformity  assessment body or accredita�on body rela�ng to the ac�vi�es of that body, for which a 
response is expected  
 

Service:                    All kinds of ac�vi�es that have characteris�cs that meet the requirements of the customer in line 
with their demands and requests, and consumed as soon as they are performed.  
 

ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. explains explicitly in the following defini�ons how appeals 
and complaints are addressed, and makes them available to the public online.  

 
. 

 

GENEL: 

 Posi�ve/nega�ve feedback from our customers is employed for the improvement of the management system, 
tes�ng ac�vi�es and customer services. Any problem raised by a customer regarding laboratory ac�vi�es shall 
be given the appropriate a�en�on, and a solu�on shall be sought as soon as prac�cal. 

If the customer needs test services for verifica�on purposes, the request is no�fied in wri�ng to the Technical 
Manager of the Laboratory . Test samples shall be prepared, the test shall be properly performed, and the
 results shall be sent under the coordina�on of the Technical Manager of the Laboratory. 

 

Receiving Customer Sa�sfac�on Sugges�ons and Complaints:  

The sa�sfac�on levels of domes�c and interna�onal customers shall be monitored through the ÖZ.F12 Customer 
Sa�sfac�on Survey Ques�onnaire. The Customer Ques�onnaire Form shall be published on the website and made
 available for filling out online by customers.  If so requested by the customer, the ÖZ.F12 Customer Sa�sfac�on 
Survey Ques�onnaire can also be send via e-mail to measure customer sa�sfac�on levels.  
 
Customer sugges�ons and complaints shall be collected through the test laboratory menu on the laboratories 
page of the company website (www.ozerband.com). Collected sugges�ons and complaints shall be conveyed
to the Management Representa�ve in wri�ng. All verbal complaints and sugges�ons shall be recorded on the 
ÖZ.F13 Appeal and Complaint Evalua�on Form. All complaints sent online, as well as hard copies, shall be 
a�ached to this Form.
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Evalua�on of Appeals:  

Only the decisions and prac�ces of the tes�ng experts of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. can 
be subjected to appeal when deemed to be in error, and only by par�es affected by such decisions and ac�ons. 
All applica�ons by third par�es are addressed under the evalua�on of complaints within this procedure. 

Any ac�vi�es or decisions of ÖZER CONVEYOR BAND TURİZM SAN.VE TİC.A.Ş., or any situa�on arising thereof, 
may be subject to an appeal. 

The fact that the relevant par�es have the right to appeal and the mode of appeal 
shall be explained specifically and indicated on the website in general, as well as in correspondence with the 
relevant par�es (cancella�on of a test laboratory report, etc.). Appeal and complaint reports can be found on 
the website. It is stated on the website that when a situa�on arises related to appeals and complaints, customers 
can fill out the forms and reach Özer Konveyör Band Turizm San. ve Tic. A.Ş.' s Laboratory.

All appeals are recorded on the ÖZ.F13 Appeal and Complaint Evalua�on Form which shall be kept together with
the original records and the a�ached documents. Appeals recorded as such are followed through the ÖZ.F14 
Appeal and Complaint Tracking Form. Objec�ons to the Tes�ng Expert and the Test Our test customers have a 
right to object to the tes�ng personnel and the test performed. All such objec�ons shall be addressed and 
resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such objec�on shall be sought and
 evaluated as to their merits, and shall cons�tute the basis of a decision. 

 
 

 

Objec�ons to the Tes�ng Expert and the Test: 

Our test customers have a right to object to the tes�ng personnel and the test performed. All such objec�ons 
shall be addressed and resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such 
objec�on shall be sought and evaluated as to their merits, and shall cons�tute the basis of a decision. 

  
 

 

 Cases where the customer's objec�ons are uncondi�onally valid: 

Upon the receipt and examina�on of a customer complaint, when the customer's claims are proven to be just, the 
laboratory shall no�fy the merits of their claims to the customer and acknowledge the just grounds. The necessary 
correc�ve ac�ons shall be ini�ated according to the ÖZ.P08 Correc�ve Ac�on Procedure. The customer shall be
 informed in wri�ng, via e-mail, fax, etc., of the correc�ve ac�on stages ini�ated regarding the complaint. The team 
members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people who
 have not been involved in the original situa�on that gave rise to the complaint. When the necessary correc�ve 
ac�ons regarding the complaint are completed in an effec�ve manner, the customer shall be no�fied in wri�ng. 
A�er all these phases, the Laboratory Technical Manager shall reevaluate the situa�on before making a decision 
and no�fying the same to the relevant organiza�on in wri�ng. If the objec�on remains, the appeal and complaint 
evalua�on team shall discuss and decide upon a course of ac�on.   

 

 

 Appeals related to other issues:  

The first fundamental rule that is applied in handling such appeals is that the subject ma�er in hand shall be addressed
 by a person not involved with the appealing organiza�on or in the ma�er. Appeals related to tes�ng and repor�ng 
services shall be handled by the Laboratory Technical Manager in a way that ensures the due applica�on of the principle
 of independence, depending on the ins�tu�on/customer or the subject. 
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Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 

 
Ac�ons to be Taken Regarding Appeals: 
Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the 
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on 
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 
Ac�ons to be Taken Regarding Appeals: All appeals shall be recorded and kept in the appeals and complaints file. 
Along with the records of the appeals, all documents, evidence and records obtained during the examina�on shall be
 a�ached to the relevant file and kept confiden�al. 

Appeals shall be handled within this procedure with the aim of revealing facts, in due considera�on of the rights of 
the appealing organiza�ons, and all measures shall be taken to ensure that the appeal proceedings do not reflect 
nega�vely on the other transac�ons of the appealing party.  The ongoing proceedings of any appeal shall not be
 handled by any personnel who are the subject of the appeal un�l the procedure has been concluded, and a�er the 
conclusion of the appeal, if the appealing party's claims are deemed to be just, the personnel subjected to appeal 
shall not carry out any future ac�vi�es related to the subject of the appeal. 
 While evalua�ng the appeals, previous objec�ons related to the subject shall be taken into account, and the
 informa�on gathered about such an objec�on shall be kept and reviewed as a part of the evalua�on. 
The receipt, processing and final decisions of appeals shall be no�fied to the appealing party in wri�ng. 

Based on the decision taken as a result of the appeal process (and usually in cases where the appeal is jus�fied), 
correc�ve ac�on shall be ini�ated regarding the subject. The responsibility to commence such an ac�on belongs to the 
Technical Manager of the Laboratory. According to the correc�ve ac�on to be taken, if necessary, ac�vi�es such as 
restric�ons in the appointment of personnel, further training, etc. shall be carried out.  The decision taken regarding the 
appeal shall be no�fied in wri�ng to all par�es involved in the receipt, processing, evalua�on and resolu�on of the 
appeal, and to all par�es who will be affected as a result of the appeal. Decisions taken by the Appeals and Complaints
 team shall be no�fied to the appealing party in wri�ng.  
Şikâyetlerin Değerlendirilmesi: 
Complaints regarding the pre-test phase (communica�on with the client, failure to provide a quota�on in a �mely 
manner, and similar), the post-test phase (failure to no�fy the results or invoices or any residual samples to the client 
in a �mely manner) or the client's receipt of a test report, or any other subject, may be filed with ÖZER KONVEYÖR 
BAND TURİZM SAN.VE TİC.A.Ş. For all complaints received by the Laboratory, all informa�on required to validate the 
complete shall be compiled and checked to confirm the merits of the complaint. 

 

The personnel receiving the complaints filed with ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. shall fill out the 
ÖZ.F49 Customer Complaints Form and forward it to the Laboratory Technical Manager and/or Management 
Representa�ve. 

When the Laboratory Technical Manager or Management Representa�ve examines the complaint, s/he shall firstly
 ascertain whether the complaint is related to the tes�ng ac�vi�es of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.
A.Ş. laboratory. The Laboratory Technical Manager and/or Management Representa�ve shall then ini�ate correc�ve
 ac�ons with due considera�on of the subject ma�er and the importance of the Complaint. S/he shall also inform 
the General Manager of the ma�er, depending on the gravity of the complaint. Depending on the gravity of the
 complaint, a team may be formed to come up with a solu�on. The members of team charged with inves�ga�ng 
the complaint shall be selected for among those with sufficient competence to evaluate the subject ma�er in hand. 
The team members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people
 who have not been involved in the original situa�on that gave rise to the complaint. The correc�ve ac�on to be taken 
in line with the decision made jointly by the team members following their evalua�on is then reported  
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To the Laboratory Technical Manager and/or Management Representa�ve.  The acceptance, inves�ga�on and 
decisions related to such complaints shall be handled in a way that does not lead to a discriminatory prac�ce
 against the complaining party. The laboratory shall be responsible for decisions made in handling and evalua�ng 
complaints. 

 
 

 
 

Ac�ons to be Taken Regarding Complaints: 

Customer Service/Customer's A�endance to the Ordered Test: 

Requests of the customer and/or his representa�ve to a�end tests and examina�ons as an observer shall be 
evaluated by the Laboratory Technical Manager and the Tes�ng and Repor�ng Officer, and an appointment shall be 
given. In line with the request of the customer and/or his representa�ve, the Laboratory Technical Manager shall meet 
with the Tes�ng and Repor�ng Officer who will carry out the tests. Considering the current workload of the relevant 
department, a suitable date shall be determined for the service to be provided to the customer and/or his
representa�ve. The determined date is no�fied to the customer in wri�ng by the Tes�ng and Repor�ng Officer. 
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Before the visit of the customer and/or his representa�ve, the necessary arrangements shall be made by the Tes�ng 
and Repor�ng Officer to ensure confiden�ality and reliability within the Laboratory. 

A�er the customer and/or his representa�ve are accepted in accordance with the ÖZ.T02 Visitor Admission Instruc�ons, 
they shall be informed by the Tes�ng and Repor�ng Officer about the confiden�ality of the ac�vi�es carried out in the 
Laboratory, and shall not be allowed to enter sites not related to the given test.  The ÖZ.T03 Confiden�ality Instruc�on 
shall be applied to prevent the customer and/or his representa�ve from seeing the tests and/or test results of other 
customers. 

If the customer and/or his representa�ve so requests during his/her visit to the laboratory, all necessary 
informa�on regarding the test methods, measurements and test devices, etc., shall given by the Tes�ng and
 Repor�ng Officer. 

Any proprietary and non-proprietary rights that the customer wishes to remain confiden�al shall be specifically
 protected by all laboratory personnel. The results of the customer shall be compiled in a printed media and delivered 
to the customer in a sealed envelope. 

The test inspec�on results shall be communicated to the customer in wri�en 
and electronic form. To obtain feedback from domes�c or interna�onal customers, the ÖZ.F12 Customer Sa�sfac�on
 Evalua�on Survey shall be posted on the website (www.ozerlerband.com) or e-mailed to the customers to be filled out.
 Obtained customer feedback shall be evaluated by the Laboratory Management Representa�ve according to one of the
 methods specified in ÖZ.T04 Data Analysis Instruc�on. 

By making use of posi�ve and/or nega�ve feedback from internal and external customers, prac�ces are carried out in 
accordance with the SAN. VE TİC. A.Ş.. ÖZ.P08 Correc�ve Ac�on Procedure for the con�nuous improvement of ÖZER 
KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş.'s 17025 Quality Management System. Customer sa�sfac�on levels indicated 
on the ques�onnaires shall be compared with annual targets. 

If the total sa�sfac�on rate is lower than the target 
sa�sfac�on rate, based on the survey evalua�on result, correc�ve ac�ons shall be ini�ated according to the related 
ÖZ.P08 Correc�ve Ac�on Procedure, and the root cause of the dissa�sfac�on of customers dissa�sfied with the 
laboratory and test service shall be inves�gated. If necessary, customers with low sa�sfac�on may be visited.  

RELEVANT DOCUMENTS : 
�  ÖZ.P10 Records Control Procedure   
�  ÖZ.P11 Internal Audit Procedure  
�  ÖZ.P08 Correc�ve Ac�on Procedure  
�  ÖZ.T02 Visitor Admission Instruc�on   
�  ÖZ.T03 Privacy Policy  
�  ÖZ.T04 Data Analysis Instruc�ons 
�  ÖZ.F12 Customer Sa�sfac�on Survey Ques�onnaire
�  ÖZ.F13 Reports and Complaints Evalua�on Form  
�  ÖZ.F14 Objec�on and Complaint Tracking Form  
�  Öz.F15 Correc�ve Ac�on Request report  

                    ÖZ.F49 Customer Complaints Form  
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REVISION INFO  

Rev. No Rev. Date  Revision Descrip�on  

00 01.10.2013 First Release  

01 05.12.2014 How to receive customer sugges�ons and complaints through the website is defined. 

02 23.10.2018 

Procedure revised according to Ar�cle 7.9 of TS EN ISO/IEC 17025(2017).The sentences related to 

inspec�on, analysis and preven�ve ac�on were omi�ed. How to evaluate the sa�sfac�on of domes�c

customers is detailed

 
 

 

03 17.11.2020 How to receive customer sugges�ons and complaints through the website is defined.  
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1. PURPOSE AND SCOPE  
 

 To regulate and develop rela�onships with customers who take advantage of the test services related to 
TS EN ISO / IEC 17025 Laboratory Management System test ac�vi�es offered by ÖZER KONVEYÖR BAND TURİZM 
SAN VE TİC AŞ. The purpose of this procedure is to determine methods of monitoring how the customer perceives 
whether their demands have been met, and to obtain informa�on about customer sa�sfac�on, to collect customer 
complaints and sugges�ons, and to evaluate such posi�ve/nega�ve feedback.  

The scope of the procedure includes all Laboratory Management System documents.  
 

2.IMPLEMENTATION :  
 

Appeal:                    Request by the provider of the object of conformity assessment to the conformity assessment body or
 accredita�on body that the body reconsider a decision it has made rela�ng to the said object.

 

Complaint:                         Expression of dissa�sfac�on, other than an appeal, made by any person or organiza�on to a
 conformity  assessment body or accredita�on body rela�ng to the ac�vi�es of that body, for which a 
response is expected  
 

Service:                    All kinds of ac�vi�es that have characteris�cs that meet the requirements of the customer in line 
with their demands and requests, and consumed as soon as they are performed.  
 

ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. explains explicitly in the following defini�ons how appeals 
and complaints are addressed, and makes them available to the public online.  

 
. 

 

GENEL: 

 Posi�ve/nega�ve feedback from our customers is employed for the improvement of the management system, 
tes�ng ac�vi�es and customer services. Any problem raised by a customer regarding laboratory ac�vi�es shall 
be given the appropriate a�en�on, and a solu�on shall be sought as soon as prac�cal. 

If the customer needs test services for verifica�on purposes, the request is no�fied in wri�ng to the Technical 
Manager of the Laboratory . Test samples shall be prepared, the test shall be properly performed, and the
 results shall be sent under the coordina�on of the Technical Manager of the Laboratory. 

 

Receiving Customer Sa�sfac�on Sugges�ons and Complaints:  

The sa�sfac�on levels of domes�c and interna�onal customers shall be monitored through the ÖZ.F12 Customer 
Sa�sfac�on Survey Ques�onnaire. The Customer Ques�onnaire Form shall be published on the website and made
 available for filling out online by customers.  If so requested by the customer, the ÖZ.F12 Customer Sa�sfac�on 
Survey Ques�onnaire can also be send via e-mail to measure customer sa�sfac�on levels.  
 
Customer sugges�ons and complaints shall be collected through the test laboratory menu on the laboratories 
page of the company website (www.ozerband.com). Collected sugges�ons and complaints shall be conveyed
to the Management Representa�ve in wri�ng. All verbal complaints and sugges�ons shall be recorded on the 
ÖZ.F13 Appeal and Complaint Evalua�on Form. All complaints sent online, as well as hard copies, shall be 
a�ached to this Form.
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Evalua�on of Appeals:  

Only the decisions and prac�ces of the tes�ng experts of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. can 
be subjected to appeal when deemed to be in error, and only by par�es affected by such decisions and ac�ons. 
All applica�ons by third par�es are addressed under the evalua�on of complaints within this procedure. 

Any ac�vi�es or decisions of ÖZER CONVEYOR BAND TURİZM SAN.VE TİC.A.Ş., or any situa�on arising thereof, 
may be subject to an appeal. 

The fact that the relevant par�es have the right to appeal and the mode of appeal 
shall be explained specifically and indicated on the website in general, as well as in correspondence with the 
relevant par�es (cancella�on of a test laboratory report, etc.). Appeal and complaint reports can be found on 
the website. It is stated on the website that when a situa�on arises related to appeals and complaints, customers 
can fill out the forms and reach Özer Konveyör Band Turizm San. ve Tic. A.Ş.' s Laboratory.

All appeals are recorded on the ÖZ.F13 Appeal and Complaint Evalua�on Form which shall be kept together with
the original records and the a�ached documents. Appeals recorded as such are followed through the ÖZ.F14 
Appeal and Complaint Tracking Form. Objec�ons to the Tes�ng Expert and the Test Our test customers have a 
right to object to the tes�ng personnel and the test performed. All such objec�ons shall be addressed and 
resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such objec�on shall be sought and
 evaluated as to their merits, and shall cons�tute the basis of a decision. 

 
 

 

Objec�ons to the Tes�ng Expert and the Test: 

Our test customers have a right to object to the tes�ng personnel and the test performed. All such objec�ons 
shall be addressed and resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such 
objec�on shall be sought and evaluated as to their merits, and shall cons�tute the basis of a decision. 

  
 

 

 Cases where the customer's objec�ons are uncondi�onally valid: 

Upon the receipt and examina�on of a customer complaint, when the customer's claims are proven to be just, the 
laboratory shall no�fy the merits of their claims to the customer and acknowledge the just grounds. The necessary 
correc�ve ac�ons shall be ini�ated according to the ÖZ.P08 Correc�ve Ac�on Procedure. The customer shall be
 informed in wri�ng, via e-mail, fax, etc., of the correc�ve ac�on stages ini�ated regarding the complaint. The team 
members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people who
 have not been involved in the original situa�on that gave rise to the complaint. When the necessary correc�ve 
ac�ons regarding the complaint are completed in an effec�ve manner, the customer shall be no�fied in wri�ng. 
A�er all these phases, the Laboratory Technical Manager shall reevaluate the situa�on before making a decision 
and no�fying the same to the relevant organiza�on in wri�ng. If the objec�on remains, the appeal and complaint 
evalua�on team shall discuss and decide upon a course of ac�on.   

 

 

 Appeals related to other issues:  

The first fundamental rule that is applied in handling such appeals is that the subject ma�er in hand shall be addressed
 by a person not involved with the appealing organiza�on or in the ma�er. Appeals related to tes�ng and repor�ng 
services shall be handled by the Laboratory Technical Manager in a way that ensures the due applica�on of the principle
 of independence, depending on the ins�tu�on/customer or the subject. 
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Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 

 
Ac�ons to be Taken Regarding Appeals: 
Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the 
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on 
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 
Ac�ons to be Taken Regarding Appeals: All appeals shall be recorded and kept in the appeals and complaints file. 
Along with the records of the appeals, all documents, evidence and records obtained during the examina�on shall be
 a�ached to the relevant file and kept confiden�al. 

Appeals shall be handled within this procedure with the aim of revealing facts, in due considera�on of the rights of 
the appealing organiza�ons, and all measures shall be taken to ensure that the appeal proceedings do not reflect 
nega�vely on the other transac�ons of the appealing party.  The ongoing proceedings of any appeal shall not be
 handled by any personnel who are the subject of the appeal un�l the procedure has been concluded, and a�er the 
conclusion of the appeal, if the appealing party's claims are deemed to be just, the personnel subjected to appeal 
shall not carry out any future ac�vi�es related to the subject of the appeal. 
 While evalua�ng the appeals, previous objec�ons related to the subject shall be taken into account, and the
 informa�on gathered about such an objec�on shall be kept and reviewed as a part of the evalua�on. 
The receipt, processing and final decisions of appeals shall be no�fied to the appealing party in wri�ng. 

Based on the decision taken as a result of the appeal process (and usually in cases where the appeal is jus�fied), 
correc�ve ac�on shall be ini�ated regarding the subject. The responsibility to commence such an ac�on belongs to the 
Technical Manager of the Laboratory. According to the correc�ve ac�on to be taken, if necessary, ac�vi�es such as 
restric�ons in the appointment of personnel, further training, etc. shall be carried out.  The decision taken regarding the 
appeal shall be no�fied in wri�ng to all par�es involved in the receipt, processing, evalua�on and resolu�on of the 
appeal, and to all par�es who will be affected as a result of the appeal. Decisions taken by the Appeals and Complaints
 team shall be no�fied to the appealing party in wri�ng.  
Şikâyetlerin Değerlendirilmesi: 
Complaints regarding the pre-test phase (communica�on with the client, failure to provide a quota�on in a �mely 
manner, and similar), the post-test phase (failure to no�fy the results or invoices or any residual samples to the client 
in a �mely manner) or the client's receipt of a test report, or any other subject, may be filed with ÖZER KONVEYÖR 
BAND TURİZM SAN.VE TİC.A.Ş. For all complaints received by the Laboratory, all informa�on required to validate the 
complete shall be compiled and checked to confirm the merits of the complaint. 

 

The personnel receiving the complaints filed with ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. shall fill out the 
ÖZ.F49 Customer Complaints Form and forward it to the Laboratory Technical Manager and/or Management 
Representa�ve. 

When the Laboratory Technical Manager or Management Representa�ve examines the complaint, s/he shall firstly
 ascertain whether the complaint is related to the tes�ng ac�vi�es of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.
A.Ş. laboratory. The Laboratory Technical Manager and/or Management Representa�ve shall then ini�ate correc�ve
 ac�ons with due considera�on of the subject ma�er and the importance of the Complaint. S/he shall also inform 
the General Manager of the ma�er, depending on the gravity of the complaint. Depending on the gravity of the
 complaint, a team may be formed to come up with a solu�on. The members of team charged with inves�ga�ng 
the complaint shall be selected for among those with sufficient competence to evaluate the subject ma�er in hand. 
The team members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people
 who have not been involved in the original situa�on that gave rise to the complaint. The correc�ve ac�on to be taken 
in line with the decision made jointly by the team members following their evalua�on is then reported  

Prepared by  Approved by  

Management Representa�ve General   Manager  
 

 
 

  

 

PROCEDURE FOR EVALUATING
 CUSTOMER SERVICES AND COMPLAINTS  

 

Document No ÖZ.P05 

Release Date 01.10.2013 

Rev. No: 03 

Rev. Date:  17.11.2020 

Page No:    4/5 
TS EN ISO/IEC 17025 –  TEST AND CALIBRATION LABORATORY SERVICES ACCREDITATION ACTIVITIES SYSTEM  

 
To the Laboratory Technical Manager and/or Management Representa�ve.  The acceptance, inves�ga�on and 
decisions related to such complaints shall be handled in a way that does not lead to a discriminatory prac�ce
 against the complaining party. The laboratory shall be responsible for decisions made in handling and evalua�ng 
complaints. 

 
 

 
 

Ac�ons to be Taken Regarding Complaints: 

Customer Service/Customer's A�endance to the Ordered Test: 

Requests of the customer and/or his representa�ve to a�end tests and examina�ons as an observer shall be 
evaluated by the Laboratory Technical Manager and the Tes�ng and Repor�ng Officer, and an appointment shall be 
given. In line with the request of the customer and/or his representa�ve, the Laboratory Technical Manager shall meet 
with the Tes�ng and Repor�ng Officer who will carry out the tests. Considering the current workload of the relevant 
department, a suitable date shall be determined for the service to be provided to the customer and/or his
representa�ve. The determined date is no�fied to the customer in wri�ng by the Tes�ng and Repor�ng Officer. 
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Before the visit of the customer and/or his representa�ve, the necessary arrangements shall be made by the Tes�ng 
and Repor�ng Officer to ensure confiden�ality and reliability within the Laboratory. 

A�er the customer and/or his representa�ve are accepted in accordance with the ÖZ.T02 Visitor Admission Instruc�ons, 
they shall be informed by the Tes�ng and Repor�ng Officer about the confiden�ality of the ac�vi�es carried out in the 
Laboratory, and shall not be allowed to enter sites not related to the given test.  The ÖZ.T03 Confiden�ality Instruc�on 
shall be applied to prevent the customer and/or his representa�ve from seeing the tests and/or test results of other 
customers. 

If the customer and/or his representa�ve so requests during his/her visit to the laboratory, all necessary 
informa�on regarding the test methods, measurements and test devices, etc., shall given by the Tes�ng and
 Repor�ng Officer. 

Any proprietary and non-proprietary rights that the customer wishes to remain confiden�al shall be specifically
 protected by all laboratory personnel. The results of the customer shall be compiled in a printed media and delivered 
to the customer in a sealed envelope. 

The test inspec�on results shall be communicated to the customer in wri�en 
and electronic form. To obtain feedback from domes�c or interna�onal customers, the ÖZ.F12 Customer Sa�sfac�on
 Evalua�on Survey shall be posted on the website (www.ozerlerband.com) or e-mailed to the customers to be filled out.
 Obtained customer feedback shall be evaluated by the Laboratory Management Representa�ve according to one of the
 methods specified in ÖZ.T04 Data Analysis Instruc�on. 

By making use of posi�ve and/or nega�ve feedback from internal and external customers, prac�ces are carried out in 
accordance with the SAN. VE TİC. A.Ş.. ÖZ.P08 Correc�ve Ac�on Procedure for the con�nuous improvement of ÖZER 
KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş.'s 17025 Quality Management System. Customer sa�sfac�on levels indicated 
on the ques�onnaires shall be compared with annual targets. 

If the total sa�sfac�on rate is lower than the target 
sa�sfac�on rate, based on the survey evalua�on result, correc�ve ac�ons shall be ini�ated according to the related 
ÖZ.P08 Correc�ve Ac�on Procedure, and the root cause of the dissa�sfac�on of customers dissa�sfied with the 
laboratory and test service shall be inves�gated. If necessary, customers with low sa�sfac�on may be visited.  

RELEVANT DOCUMENTS : 
�  ÖZ.P10 Records Control Procedure   
�  ÖZ.P11 Internal Audit Procedure  
�  ÖZ.P08 Correc�ve Ac�on Procedure  
�  ÖZ.T02 Visitor Admission Instruc�on   
�  ÖZ.T03 Privacy Policy  
�  ÖZ.T04 Data Analysis Instruc�ons 
�  ÖZ.F12 Customer Sa�sfac�on Survey Ques�onnaire
�  ÖZ.F13 Reports and Complaints Evalua�on Form  
�  ÖZ.F14 Objec�on and Complaint Tracking Form  
�  Öz.F15 Correc�ve Ac�on Request report  

                    ÖZ.F49 Customer Complaints Form  
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REVISION INFO  

Rev. No Rev. Date  Revision Descrip�on  

00 01.10.2013 First Release  

01 05.12.2014 How to receive customer sugges�ons and complaints through the website is defined. 

02 23.10.2018 

Procedure revised according to Ar�cle 7.9 of TS EN ISO/IEC 17025(2017).The sentences related to 

inspec�on, analysis and preven�ve ac�on were omi�ed. How to evaluate the sa�sfac�on of domes�c

customers is detailed

 
 

 

03 17.11.2020 How to receive customer sugges�ons and complaints through the website is defined.  
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1. PURPOSE AND SCOPE  
 

 To regulate and develop rela�onships with customers who take advantage of the test services related to 
TS EN ISO / IEC 17025 Laboratory Management System test ac�vi�es offered by ÖZER KONVEYÖR BAND TURİZM 
SAN VE TİC AŞ. The purpose of this procedure is to determine methods of monitoring how the customer perceives 
whether their demands have been met, and to obtain informa�on about customer sa�sfac�on, to collect customer 
complaints and sugges�ons, and to evaluate such posi�ve/nega�ve feedback.  

The scope of the procedure includes all Laboratory Management System documents.  
 

2.IMPLEMENTATION :  
 

Appeal:                    Request by the provider of the object of conformity assessment to the conformity assessment body or
 accredita�on body that the body reconsider a decision it has made rela�ng to the said object.

 

Complaint:                         Expression of dissa�sfac�on, other than an appeal, made by any person or organiza�on to a
 conformity  assessment body or accredita�on body rela�ng to the ac�vi�es of that body, for which a 
response is expected  
 

Service:                    All kinds of ac�vi�es that have characteris�cs that meet the requirements of the customer in line 
with their demands and requests, and consumed as soon as they are performed.  
 

ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. explains explicitly in the following defini�ons how appeals 
and complaints are addressed, and makes them available to the public online.  

 
. 

 

GENEL: 

 Posi�ve/nega�ve feedback from our customers is employed for the improvement of the management system, 
tes�ng ac�vi�es and customer services. Any problem raised by a customer regarding laboratory ac�vi�es shall 
be given the appropriate a�en�on, and a solu�on shall be sought as soon as prac�cal. 

If the customer needs test services for verifica�on purposes, the request is no�fied in wri�ng to the Technical 
Manager of the Laboratory . Test samples shall be prepared, the test shall be properly performed, and the
 results shall be sent under the coordina�on of the Technical Manager of the Laboratory. 

 

Receiving Customer Sa�sfac�on Sugges�ons and Complaints:  

The sa�sfac�on levels of domes�c and interna�onal customers shall be monitored through the ÖZ.F12 Customer 
Sa�sfac�on Survey Ques�onnaire. The Customer Ques�onnaire Form shall be published on the website and made
 available for filling out online by customers.  If so requested by the customer, the ÖZ.F12 Customer Sa�sfac�on 
Survey Ques�onnaire can also be send via e-mail to measure customer sa�sfac�on levels.  
 
Customer sugges�ons and complaints shall be collected through the test laboratory menu on the laboratories 
page of the company website (www.ozerband.com). Collected sugges�ons and complaints shall be conveyed
to the Management Representa�ve in wri�ng. All verbal complaints and sugges�ons shall be recorded on the 
ÖZ.F13 Appeal and Complaint Evalua�on Form. All complaints sent online, as well as hard copies, shall be 
a�ached to this Form.
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Evalua�on of Appeals:  

Only the decisions and prac�ces of the tes�ng experts of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. can 
be subjected to appeal when deemed to be in error, and only by par�es affected by such decisions and ac�ons. 
All applica�ons by third par�es are addressed under the evalua�on of complaints within this procedure. 

Any ac�vi�es or decisions of ÖZER CONVEYOR BAND TURİZM SAN.VE TİC.A.Ş., or any situa�on arising thereof, 
may be subject to an appeal. 

The fact that the relevant par�es have the right to appeal and the mode of appeal 
shall be explained specifically and indicated on the website in general, as well as in correspondence with the 
relevant par�es (cancella�on of a test laboratory report, etc.). Appeal and complaint reports can be found on 
the website. It is stated on the website that when a situa�on arises related to appeals and complaints, customers 
can fill out the forms and reach Özer Konveyör Band Turizm San. ve Tic. A.Ş.' s Laboratory.

All appeals are recorded on the ÖZ.F13 Appeal and Complaint Evalua�on Form which shall be kept together with
the original records and the a�ached documents. Appeals recorded as such are followed through the ÖZ.F14 
Appeal and Complaint Tracking Form. Objec�ons to the Tes�ng Expert and the Test Our test customers have a 
right to object to the tes�ng personnel and the test performed. All such objec�ons shall be addressed and 
resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such objec�on shall be sought and
 evaluated as to their merits, and shall cons�tute the basis of a decision. 

 
 

 

Objec�ons to the Tes�ng Expert and the Test: 

Our test customers have a right to object to the tes�ng personnel and the test performed. All such objec�ons 
shall be addressed and resolved by the Technical Manager of the Laboratory. Firstly, the grounds for such 
objec�on shall be sought and evaluated as to their merits, and shall cons�tute the basis of a decision. 

  
 

 

 Cases where the customer's objec�ons are uncondi�onally valid: 

Upon the receipt and examina�on of a customer complaint, when the customer's claims are proven to be just, the 
laboratory shall no�fy the merits of their claims to the customer and acknowledge the just grounds. The necessary 
correc�ve ac�ons shall be ini�ated according to the ÖZ.P08 Correc�ve Ac�on Procedure. The customer shall be
 informed in wri�ng, via e-mail, fax, etc., of the correc�ve ac�on stages ini�ated regarding the complaint. The team 
members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people who
 have not been involved in the original situa�on that gave rise to the complaint. When the necessary correc�ve 
ac�ons regarding the complaint are completed in an effec�ve manner, the customer shall be no�fied in wri�ng. 
A�er all these phases, the Laboratory Technical Manager shall reevaluate the situa�on before making a decision 
and no�fying the same to the relevant organiza�on in wri�ng. If the objec�on remains, the appeal and complaint 
evalua�on team shall discuss and decide upon a course of ac�on.   

 

 

 Appeals related to other issues:  

The first fundamental rule that is applied in handling such appeals is that the subject ma�er in hand shall be addressed
 by a person not involved with the appealing organiza�on or in the ma�er. Appeals related to tes�ng and repor�ng 
services shall be handled by the Laboratory Technical Manager in a way that ensures the due applica�on of the principle
 of independence, depending on the ins�tu�on/customer or the subject. 
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Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 

 
Ac�ons to be Taken Regarding Appeals: 
Decisions shall be made upon the due examina�on of the appeals and a�ached documents, a�er ascertaining the 
reasons for the appeal. The decision is tried to be resolved by no�fying all relevant par�es in wri�ng. If the objec�on 
remains, the appeal and complaint evalua�on team shall discuss and decide upon a course of ac�on. 
Ac�ons to be Taken Regarding Appeals: All appeals shall be recorded and kept in the appeals and complaints file. 
Along with the records of the appeals, all documents, evidence and records obtained during the examina�on shall be
 a�ached to the relevant file and kept confiden�al. 

Appeals shall be handled within this procedure with the aim of revealing facts, in due considera�on of the rights of 
the appealing organiza�ons, and all measures shall be taken to ensure that the appeal proceedings do not reflect 
nega�vely on the other transac�ons of the appealing party.  The ongoing proceedings of any appeal shall not be
 handled by any personnel who are the subject of the appeal un�l the procedure has been concluded, and a�er the 
conclusion of the appeal, if the appealing party's claims are deemed to be just, the personnel subjected to appeal 
shall not carry out any future ac�vi�es related to the subject of the appeal. 
 While evalua�ng the appeals, previous objec�ons related to the subject shall be taken into account, and the
 informa�on gathered about such an objec�on shall be kept and reviewed as a part of the evalua�on. 
The receipt, processing and final decisions of appeals shall be no�fied to the appealing party in wri�ng. 

Based on the decision taken as a result of the appeal process (and usually in cases where the appeal is jus�fied), 
correc�ve ac�on shall be ini�ated regarding the subject. The responsibility to commence such an ac�on belongs to the 
Technical Manager of the Laboratory. According to the correc�ve ac�on to be taken, if necessary, ac�vi�es such as 
restric�ons in the appointment of personnel, further training, etc. shall be carried out.  The decision taken regarding the 
appeal shall be no�fied in wri�ng to all par�es involved in the receipt, processing, evalua�on and resolu�on of the 
appeal, and to all par�es who will be affected as a result of the appeal. Decisions taken by the Appeals and Complaints
 team shall be no�fied to the appealing party in wri�ng.  
Şikâyetlerin Değerlendirilmesi: 
Complaints regarding the pre-test phase (communica�on with the client, failure to provide a quota�on in a �mely 
manner, and similar), the post-test phase (failure to no�fy the results or invoices or any residual samples to the client 
in a �mely manner) or the client's receipt of a test report, or any other subject, may be filed with ÖZER KONVEYÖR 
BAND TURİZM SAN.VE TİC.A.Ş. For all complaints received by the Laboratory, all informa�on required to validate the 
complete shall be compiled and checked to confirm the merits of the complaint. 

 

The personnel receiving the complaints filed with ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş. shall fill out the 
ÖZ.F49 Customer Complaints Form and forward it to the Laboratory Technical Manager and/or Management 
Representa�ve. 

When the Laboratory Technical Manager or Management Representa�ve examines the complaint, s/he shall firstly
 ascertain whether the complaint is related to the tes�ng ac�vi�es of ÖZER KONVEYÖR BAND TURİZM SAN.VE TİC.
A.Ş. laboratory. The Laboratory Technical Manager and/or Management Representa�ve shall then ini�ate correc�ve
 ac�ons with due considera�on of the subject ma�er and the importance of the Complaint. S/he shall also inform 
the General Manager of the ma�er, depending on the gravity of the complaint. Depending on the gravity of the
 complaint, a team may be formed to come up with a solu�on. The members of team charged with inves�ga�ng 
the complaint shall be selected for among those with sufficient competence to evaluate the subject ma�er in hand. 
The team members who will evaluate the complaint and follow up the correc�ve ac�on shall be selected from people
 who have not been involved in the original situa�on that gave rise to the complaint. The correc�ve ac�on to be taken 
in line with the decision made jointly by the team members following their evalua�on is then reported  
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To the Laboratory Technical Manager and/or Management Representa�ve.  The acceptance, inves�ga�on and 
decisions related to such complaints shall be handled in a way that does not lead to a discriminatory prac�ce
 against the complaining party. The laboratory shall be responsible for decisions made in handling and evalua�ng 
complaints. 

 
 

 
 

Ac�ons to be Taken Regarding Complaints: 

Customer Service/Customer's A�endance to the Ordered Test: 

Requests of the customer and/or his representa�ve to a�end tests and examina�ons as an observer shall be 
evaluated by the Laboratory Technical Manager and the Tes�ng and Repor�ng Officer, and an appointment shall be 
given. In line with the request of the customer and/or his representa�ve, the Laboratory Technical Manager shall meet 
with the Tes�ng and Repor�ng Officer who will carry out the tests. Considering the current workload of the relevant 
department, a suitable date shall be determined for the service to be provided to the customer and/or his
representa�ve. The determined date is no�fied to the customer in wri�ng by the Tes�ng and Repor�ng Officer. 
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Before the visit of the customer and/or his representa�ve, the necessary arrangements shall be made by the Tes�ng 
and Repor�ng Officer to ensure confiden�ality and reliability within the Laboratory. 

A�er the customer and/or his representa�ve are accepted in accordance with the ÖZ.T02 Visitor Admission Instruc�ons, 
they shall be informed by the Tes�ng and Repor�ng Officer about the confiden�ality of the ac�vi�es carried out in the 
Laboratory, and shall not be allowed to enter sites not related to the given test.  The ÖZ.T03 Confiden�ality Instruc�on 
shall be applied to prevent the customer and/or his representa�ve from seeing the tests and/or test results of other 
customers. 

If the customer and/or his representa�ve so requests during his/her visit to the laboratory, all necessary 
informa�on regarding the test methods, measurements and test devices, etc., shall given by the Tes�ng and
 Repor�ng Officer. 

Any proprietary and non-proprietary rights that the customer wishes to remain confiden�al shall be specifically
 protected by all laboratory personnel. The results of the customer shall be compiled in a printed media and delivered 
to the customer in a sealed envelope. 

The test inspec�on results shall be communicated to the customer in wri�en 
and electronic form. To obtain feedback from domes�c or interna�onal customers, the ÖZ.F12 Customer Sa�sfac�on
 Evalua�on Survey shall be posted on the website (www.ozerlerband.com) or e-mailed to the customers to be filled out.
 Obtained customer feedback shall be evaluated by the Laboratory Management Representa�ve according to one of the
 methods specified in ÖZ.T04 Data Analysis Instruc�on. 

By making use of posi�ve and/or nega�ve feedback from internal and external customers, prac�ces are carried out in 
accordance with the SAN. VE TİC. A.Ş.. ÖZ.P08 Correc�ve Ac�on Procedure for the con�nuous improvement of ÖZER 
KONVEYÖR BAND TURİZM SAN.VE TİC.A.Ş.'s 17025 Quality Management System. Customer sa�sfac�on levels indicated 
on the ques�onnaires shall be compared with annual targets. 

If the total sa�sfac�on rate is lower than the target 
sa�sfac�on rate, based on the survey evalua�on result, correc�ve ac�ons shall be ini�ated according to the related 
ÖZ.P08 Correc�ve Ac�on Procedure, and the root cause of the dissa�sfac�on of customers dissa�sfied with the 
laboratory and test service shall be inves�gated. If necessary, customers with low sa�sfac�on may be visited.  

RELEVANT DOCUMENTS : 
�  ÖZ.P10 Records Control Procedure   
�  ÖZ.P11 Internal Audit Procedure  
�  ÖZ.P08 Correc�ve Ac�on Procedure  
�  ÖZ.T02 Visitor Admission Instruc�on   
�  ÖZ.T03 Privacy Policy  
�  ÖZ.T04 Data Analysis Instruc�ons 
�  ÖZ.F12 Customer Sa�sfac�on Survey Ques�onnaire
�  ÖZ.F13 Reports and Complaints Evalua�on Form  
�  ÖZ.F14 Objec�on and Complaint Tracking Form  
�  Öz.F15 Correc�ve Ac�on Request report  

                    ÖZ.F49 Customer Complaints Form  
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REVISION INFO  

Rev. No Rev. Date  Revision Descrip�on  

00 01.10.2013 First Release  

01 05.12.2014 How to receive customer sugges�ons and complaints through the website is defined. 

02 23.10.2018 

Procedure revised according to Ar�cle 7.9 of TS EN ISO/IEC 17025(2017).The sentences related to 

inspec�on, analysis and preven�ve ac�on were omi�ed. How to evaluate the sa�sfac�on of domes�c

customers is detailed

 
 

 

03 17.11.2020 How to receive customer sugges�ons and complaints through the website is defined.  
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