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ORS c¢alisanlari, paydaslar, musteriler, kisiler, kuruluslar
ve tedarikgilerin sikayetlerinin degerlendiriimesi ve
¢bzUlmesi igin bir sistem olusturmak.

UYGULAMA

ORS hakkinda sikayeti olan; ORS ¢alisanlari, paydaslar,
musteriler, kisiler, kuruluslar ve tedarikgileri kapsar.
ILGILI DOKUMANLAR

01 FB 020 Disiplin Yonetmeligi

02 FB 016 Etik Calisma Kurallari

01 FB 032 insan Haklari ve Calisma Sartlari Politikas!

01 FB 033 Is Etigi Politikas|

01 FB 026 Isyeri Uygulamalari Yénetmeligi

11 CP 003 Danigma ve lletisim Prosediirii

11 CP 017 Calisanlarin Katilimi Prosediri

02 P 030 Miisteri Sikayetleri ve ladelerinin
Degerlendiriimesi

is Saghgi ve Giivenligi Kurulunun Gérev ve
Sorumluluklari

isyeri Kurullari Tamimi
ORS: PIM144 nolu Sikayet Formu
TANIMLAR

Sikayet ve Oneri inceleme Kurulu:

Bu kurul; c¢alisanlar, paydaslar, musgteriler, Kigiler,
tedarikciler ve diger kuruluglardan gelen sikayet ve
onerileri degerlendirir. Kurul Gyeleri, Kisim Mudurltkleri
calisanlarindan goérevlendirme yoéntemi ile Fabrika
Mudart tarafindan belirlenir. Belirlenen kurul Uyeleri
“Isyeri Kurullari Tamimi” ile ilan edilir.

Ancak Urtn sikayetleri istisnai olarak Kalite Guvence
Mudurlagu tarafindan, Griin tasarimi sikayetleri ise Mamul
Dizayn ve Uygulama Mdudurligu tarafindan incelenip
¢6ziime kavusturulur.

Sikayet ve Oneri inceleme Kurulu kararlarini, etki altinda
kalmadan herhangi bir miidahale olmaksizin tarafsiz ve
badimsiz olarak alir.
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PURPOSE

Establishing a system for evaluating and resolving
complaints from ORS employees, stakeholders,
customers, individuals and suppliers.

APPLICATION

It covers ORS employees, stakeholders, customers,

individuals, organizations and suppliers that have
complaints about ORS.

RELATED DOCUMENTS

01 FB 020 Disciplinary Regulation

02 FB 016 Code of Conduct

01 FB 032 Human Rights and Working Conditions Policy
01 FB 033 Business Ethics Policy

01 FB 026 Workplace Practices Regulation

11 CP 003 Consultation and Communication Procedure
11 CP 017 Employee Participation Procedure

02 P 030 Evaluation of Customer Complaints and
Returns

Duties and Responsibilities of the Occupational Health
and Safety Board

Workplace Boards Circular
ORS: PIM 144 Grievance Form

DEFINITIONS

Complaint and Suggestion Review Board:

This board evaluates complaints and suggestions from
employees, stakeholders, customers, individuals,
suppliers and other organizations. Board members are
determined by the Factory Manager by appointing
employees of the Section Directorates. The determined
board members are announced in the "Workplace
Boards Circular".

However, product complaints are exceptionally
examined and resolved by the Quality Assurance
Department, and product design complaints by the
Product Design and Application Department.

The Complaint and Suggestion Review Board takes its
decisions impartially and independently, without any
influence or interference.

ibrahim CELiK
Bakim Tesis Mudri
(Maintenance & Utilities Manager)

M. Turhan SAVAS

Fabrika Mudri
(Factory Manager)

Ahmet ASLAN
CEO
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YONTEM

Sikayetler; ic ve dis olmak lizere iki sekilde yapilir. ic
sikayetler; fabrikadaki sikdyet formunun doldurularak
sikayet kutularina atilmasi, sikayetin ORS web sitesi
Uzerinden vyazilip gonderilmesi veya diger iletisim
kanallarindan birisinin kullaniimasiyla yapilir.

Sikayetler, agagidaki e-mail adresine herhangi bir dil
sinirlamasi olmadan hazirlanip génderilebilir.

etik.ihbar@ors.com.tr

Bildirimde bulunan kiginin kimlik bilgileri gizli
tutulur. Sorusturma gizlilik igerisinde ydiriitiiliir.
Bildirimler kimlik gizli tutularak da yapilabilir.

Yapilabilecek sikayetler; Etik, ISG, Cevre, Eneriji, Kalite,
Lojistik, Uriin, Uriin Tasarimi, insan Haklari ve diger
konulari kapsayabilir.

Calisanlarin, paydaslarin, musterilerin, vatandaslarin ve
tedarikgilerin etik ve insan haklari konularindaki
(ayrimcilik, taciz, mobbing, zorbalik, risvet vb.) i¢ ve dis
sikayetleri, 02 FB 016 numarali "Etik Calisma Kurallan"
na uygun olarak Etik Komitesi tarafindan incelenir 7-glin
icinde karara baglanir ve ilgiliye bildirilir.

Calisanlarin, paydaslarin, musterilerin, kigilerin ve
tedarikgilerin, ISG, Cevre ve Enerji ile ilgili ig ve dis
sikayetleri 11 CP 003 veya 11 CP 017 nolu Prosedire
gére 7 giin iginde ISG-Cevre ve Enerji kurulu tarafindan
degerlendirilip karara baglanir ve ilgiliye bildirilir.

ORS tarafindan uretilen urunlerle ilgili mUsterilerin kalite
ve lojistik sikayetleri 02 P 030 nolu Prosedire gore Kalite
Glivence Mdudurliga tarafindan incelenir ve karara
baglanir. Uriin tasarimi sikayetleri ise Mamul Dizayn ve
Uygulama Muidurligu tarafindan incelenir ve karara
baglanir.

Madde 5.3, 5.4, 5.5'te belirtilenler disindaki ¢alisanlarin,
paydaslarin, mdusterilerin, kisilerin ve tedarikgilerin
sikayetleri ORS web sitesindeki Iletisim Sekmesi
kullanilarak yapilir. Bu sikayetler fabrikaya e-posta
yoluyla ulasir. Sikayetler daha sonra Fabrika Mudirt
tarafindan degerlendiriimek Uzere ilgili kurullara iletilir.
Sikayetler 7 gln igerisinde ¢6zime kavusturularak
ilgiliye bildirilir.

Calisanlar sikayetlerini imzali veya imzasiz ORS:
PiM144 formunu doldurup fabrikadaki sikayet kutularina
atarak da yapabilirler.

Sikayet kutulari her ayin ilk haftasinda Sikdyet ve
Oneri inceleme Kurulu'ndan iki kisi ve Mavi Yakali
Calisan Bas Temsilcisi tarafindan acilir ve kayit
altina alinir. Bu sikayetler, mail ortaminda gelen
sikayetlerle birlestirilip Sikayet ve Oneri inceleme
Kurulu tarafindan 7 giin icerisinde degerlendirilerek
sonuglandirilir ve ilgili kigiye bildirilir.
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METHOD

Complaints are made in two ways: internal and external.
Internal complaints are made by filling out the complaint
form and submitting it to the complaint box, by writing and
sending the complaint via the ORS website, or by using one
of the other communication channels.

Complaints can be prepared and sent to the e-mail
address below without any language restrictions.

etik.ihbar@ors.com.tr

The identity information of the person making the
notification is kept confidential. The investigation is
carried out under confidentiality. Notifications can also
be made by keeping their identities confidential.

Complaints that can be made may cover Ethics, OHS,
Environment, Energy, Quality, Logistics, Product, Product
Design, Human Rights and other issues.

Internal and external complaints of employees,
stakeholders, customers, citizens and suppliers on ethical
and human rights issues (discrimination, harassment,
mobbing, bullying, bribery, etc.) are examined by the Ethics
Committee in accordance with the "Code of Conduct" No:
02 FB 016 and it is concluded within 7-days and notified to
the relevant person.

Internal and external complaints of employees,
stakeholders, customers, persons and suppliers regarding
OHS, Environment and Energy are evaluated and decided
by the OHS-Environment and Energy board within 7 days
according to Procedure No. 11 CP 003 or 11 CP 017 and
notified to the relevant person.

Quality and logistics complaints of customers regarding
products produced by ORS are examined and resolved by
the Quality Assurance Directorate according to Procedure
No. 02 P 030. Product design complaints are examined and
resolved by the Product Design and Application Directorate.

Complaints of employees, stakeholders, customers,
persons and suppliers other than those specified in Articles
5.3, 5.4, 5.5 are done by using the Contact Tab on the ORS
website. These complaints reach the factory via e-mail. The
complaints are then forwarded to the relevant boards for
evaluation by the Factory Manager. Complaints are
resolved within 7 days and notified to the relevant person.

Employees can also make their complaints by filling out the
signed or unsigned ORS: PIM144 form and submitting it to
the complaint boxes in the factory.

Complaint boxes are opened in the first week of each
month by two persons from the Complaint and
Suggestion Review Board and the Blue-Collar
Employee Chief Representative and is recorded. These
complaints are combined with the complaints received
via e-mail, evaluated and concluded by the Complaint
and Suggestion Review Board within 7 days, and
notified to the relevant person.
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Kimligi belli sikayet sahiplerine sikayetin teslim alindig,
sikayetci kimliginin gizli tutulacad: ve en ge¢ 7 gun
icinde sonuglandirilacagi yazih olarak bildirilir. Kimligi
belli olmayan anonim sikayet formlar da dikkate alinir
ve 7 gun icinde karara baglanir.

Sikayetlerin degerlendiriimesi sonucunda kusurlu ve
hatali kisiler icin disiplin cezasi gerekirse durum
Sikayet ve Oneri inceleme Kurulu tarafindan Disiplin
Kurulu’ na bildirilir. Disiplin Kurulu, 01 FB 020 Disiplin
Yonetmelidi’ ne gore degerlendirme yapip ¢aligmalarini
tamamlar.

Eger sikayet yasal bir ceza gerektiriyor ise ORS Hukuk
danigsmanlari devreye girer ve siireg takip edilir. Sikayet
degerlendirme sireci tamamlandiktan sonra sikayetci
ve (st yonetim Sikayet ve Oneri inceleme Kurulu
tarafindan sonug hakkinda bilgilendirilir.

Sikayet konusu ¢oziime kavusturulduktan sonra ilgili
bilgiler, gdrusmeler, raporlar, kayit altina alinir ve
saklanir.

Sikayetcinin, Kurul kararlarina karsi on bes gln iginde
bir Ust mercie itiraz hakki sakhdir.

Ust Yénetim; sikayette bulunan kisi, kurulus ve fabrika
caligsanlarina karsi kesinlikle misilleme
yapillmayacagini taahhut eder.
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Identified complainants are notified in writing that the
complaint has been received, that the identity of the
complainant will be kept confidential and that it will be
concluded within 7 days at the latest. The complaint
forms without anonymity are also taken into
consideration and a decision is made within 7 days.

As a result of the evaluation of the complaints, if
disciplinary punishment is required for the faulty and
erroneous people, the situation is reported to the
Disciplinary Board by the Complaint and Suggestion
Review Board. The Disciplinary Board evaluates and
completes its work in accordance with the 01 FB 020
Disciplinary Regulation.

If the complaint requires a legal penalty, ORS Legal
consultant step in and the process is followed. After the
complaint evaluation process is completed, the
complainant and senior management are informed
about the result by the Complaint and Suggestion
Review Board.

After the issue of the complaint is resolved, the relevant
information, interviews, reports are recorded and stored.

The complainant reserves the right to appeal to a higher
authority against the Board's decisions within 15-days.

Senior Management undertakes that there will be
absolutely no retaliation against the person,
organization and factory employees who make a
complaint.




