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1. PURPOSE /| AMAC

This procedure defines the method to be applied by Sigmacert for receiving, evaluating, investigating and concluding
complaints and appeals related to its conformity assessment activities, including activities performed under the GSTC
certification program (as applicable). It also defines roles and responsibilities for taking necessary corrective actions and
communicating outcomes to relevant parties.

Bu prosediir; Sigmacert’in yiiriittii i uygunluk de erlendirme faaliyetlerine (uygulanabildi i éiglide GSTC sertifikasyon
programi kapsamindaki faaliyetler dahil) ili kin ikayet ve itirazlarin alinmasi, de erlendiriimesi, incelenmesi ve
sonuglandiriimasinda uygulanacak yéntemi tanimlar. Ayrica gerekli diizeltici faaliyetlerin ba latilmasi ve sonuglarin ilgili
taraflara iletilmesine ili kin gérev ve sorumluluklari belirler.

2. DEFINITIONS / TANIMLAR

Complaint: An expression of dissatisfaction made to Sigmacert by an organization or any other interested party, relating
to Sigmacert’s activities, personnel, procedures, decisions or services, where a response is expected.

Appeal: A request by an interested party for reconsideration of a decision made by Sigmacert (e.g., certification,
suspension, withdrawal, scope change, or any other certification-related decision).

Complaints and Appeals Committee: A committee appointed by the General Manager, consisting of at least two persons,
responsible for evaluating complaints and appeals and ensuring impartial decision-making. Committee members shall not
have been involved in the activity and/or decision subject to the complaint/appeal.

ikayet: Kurulu larin veya di er ilgili taraflarin, Sigmacert’in faaliyetleri, personeli, prosediirleri, kararlari veya sundu u
hizmetlerle ilgili olarak iletti i memnuniyetsizlik beyanidir ve ikayete ili kin bir yanit beklenir.

tiraz: Igili tarafin, Sigmacert tarafindan verilen bir kararin (6r. belgelendirme, kapsam de i ikli i, aski, geri cekmeliptal
vb.) yeniden de erlendiriimesini talep etmesidir.

ikayet ve tiraz De erlendirme Komitesi: Genel Miidlir tarafindan atanan, en az iki ki iden olu an ve ikayetlitirazlari
de erlendirmekten sorumlu komitedir. Komite (yeleri, ikayetlitiraza konu faaliyet velveya kararda gérev almami
ki ilerden segilir ve tarafsiz karar alinmasini sa lar.

3. RELATED DOCUMENTS / LG L DOKUMANLAR
F.GST.023 Complaint and Appeal Evaluation Form / F.GST.023 ikayet ve tiraz De erlendirme Formu

Relevant accreditation requirements and scheme documents (including GSTC requirements, as applicable) / Igili
akreditasyon gereklilikleri ve  ema dokiimanlari (uygulanabildi i 6lctide GSTC gereklilikleri dahil)

GSTC Accreditation Manual for Certification Bodies — Industry, Version 5.0 (March 2026), Clause 8.6.1.3 / GSTC
Akreditasyon El Kitabi Versiyon 5.0 (Mart 2026), Madde 8.6.1.3

F.GST.022 Complaints and Appeals Committee Membership Agreement / F.GST.022 Sikayet ve Itiraz Komitesi Uyelik
Sozlesmesi

F.GST.060 Public Information Publication and Verification Register / F.GST.060 Kamu Bilgisi Yayin ve Dogrulama Sicili

P.GST.004 Document Control Procedure; P.GST.005 Records Control Procedure; P.GST.010 Impartiality Procedure;
P.GST.011 Confidentiality Procedure / P.GST.004 Dokiman Kontrol Proseduri; P.GST.005 Kayit Kontrol Prosediir(;
P.GST.010 Tarafsizlik Prosedird; P.GST.011 Gizlilik Prosediri

GSTC Grievance Procedure for Accreditation, v3.0 (17 March 2026), where applicable to accreditation-related escalation
| Akreditasyonla iliskili Gst basvuru durumlarinda uygulanabildigi 6lcide GSTC Grievance Procedure for Accreditation,
v3.0 (17 Mart 2026)

4. IMPLEMENTATION / UYGULAMA

SIGMACERT shall maintain publicly accessible and up-to-date information on its complaint and appeal mechanisms in
every language used by SIGMACERT for the relevant certification activities. The current controlled information shall be
accessible through SIGMACERT’s public website (currently https://www.sigmacert.com/iletisim/ or a controlled successor
URL) and shall remain consistent with this procedure.

The investigation team and/or decision-makers shall be independent from the activity and decision that is the subject of
the complaint/appeal (e.g., different from the audit team and certification decision-makers). Where the complaint/appeal
relates to the GSTC certification program, Sigmacert ensures that handling and decisions remain consistent with
applicable GSTC and accreditation requirements.
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S GMACERT, ikayet ve itiraz mekanizmalarina ili kin gtincel bilgileri, ilgili belgelendirme faaliyetlerinde kullandi 1 her
dilde kamuya acik ve eri ilebilir ekilde bulundurur. Gilincel kontrollii bilgi S GMACERT in kamuya ac¢ik internet sitesi
(mevcut durumda https://www.sigmacert.comliletisim/ veya kontrollii olarak bunun yerine gecen URL) (izerinden eri ilebilir
olur ve bu prosedilirle tutarl tutulur.

ikayetlitirazin incelenmesi ve karara ba lanmasinda gérev alan ki iler, ikayetlitiraza konu olan faaliyet ve karardan
ba 1msiz olmalidir (6r. denetimi yapan ekip ve belgelendirme karar vericilerinden farkli)). Konu GSTC sertifikasyon
programi ile ilgili ise Sigmacert, siirecin ve kararlarin uygulanabilir GSTC ve akreditasyon gereklilikleriyle uyumlu olmasini
sa lar.

4.1 RECEIPT AND REGISTRATION / ALINMASI VE KAYDA ALINMASI

Complaints and appeals may be submitted in writing or verbally (e.g., via e-mail, website, letter, telephone, or in person).
All valid complaints/appeals are recorded on F.GST.023 Complaint and Appeal Evaluation Form and assigned a tracking
reference. Receipt is acknowledged to the complainant/appellant without undue delay, and at the latest within 2 working
days, unless justified otherwise.

ikayet ve itirazlar yazili veya sézlii olarak (6r. e-posta, web sitesi, dilekge, telefon veya yliz yiize) iletilebilir. Gegerli
ikayetlitirazlarin tamami F.GST.023 ikdyet ve tiraz De erlendirme Formuna kaydedilir ve takip numarasi verilir.
ikayetlitirazin alindi 1, gecikmeksizin ve hakli bir gerekge olmadikca en ge¢ 2 i giini icinde ikayetlitiraz sahibine teyit
edilir.

4.2 COMPLAINTS RELATED TO SIGMACERT ACTIVITIES /| SIGMACERT FAAL YETLER LE LGL KAYETLER

Upon receipt, Sigmacert verifies whether the complaint relates to activities for which it is responsible. Where the
complaint concerns a certified client, the effectiveness and integrity of the certified system/program are taken into
account. Sigmacert remains responsible for decisions made at all stages of complaint handling.

The Management Representative collects relevant information, normally within 2 working days, and shares it with the
Complaints and Appeals Committee for preliminary review. The complainant is informed about the status and next steps
(in the complainant’'s preferred method, where feasible). The Committee convenes and reaches a decision, normally
within 2 working days after information collection, unless the case requires extended investigation.

Based on the Committee decision, corrective actions are initiated where necessary, and the complainant is informed
about the decision and implementation steps. The complaint is concluded within 1 month from the complaint date, unless
an extension is justified; in such cases, the complainant is informed about the reasons and expected timeline. Results are
communicated in writing.

ikayet alindi inda Sigmacert, ikayetin kendi sorumlulu unda ydriitilen faaliyetlerle ilgili olup olmadi 1ni teyit eder.
ikayet belgeli bir mi teri kurulu la ilgiliyse, de erlendirmede sertifikali sistem/programin etkinli i ve blitinli ( dikkate
alinir. Sigmacert, ikayeti ele almanin tiim a amalarindaki kararlardan sorumludur.

Yénetim Temsilcisi ilgili bilgileri normal olarak 2 i gini iginde toplar ve 6n de erlendirme igin ikayet ve tiraz
De erlendirme Komitesine iletir.  ikayetci tarafa, ikayetin hangi a amada oldu u ve sonraki adimlar hakkinda
(miimkiinse talep edilen yéntemle) bilgilendirme yapilir. Komite, bilgi toplama siirecini takiben normal olarak 2 i gini
icinde toplanir ve karar verir; dosyanin kapsamina gére daha uzun inceleme gerekiyorsa bu durum gerekgesiyle birlikte
yOnetilir.
Komite karar1 do rultusunda gerekli ise dlizeltici faaliyet ba latilir ve ikayetci tarafa karar ve uygulama adimlari bildirilir.
ikayet, ikayet tarihinden itibaren 1 ay icinde sonucglandirilir; hakli gerekgeyle siire uzamasi gerekiyorsa, gerekgesi ve
ongdriilen siire ikayetciye bildirilir. Sonuglar mutlaka yazili olarak iletilir.

4.3 COMPLAINTS ABOUT CERTIFIED CLIENTS / BELGEL KURULU LAR HAKKINDA YAPILAN KAYETLER

Complaints about certified clients (e.g., hotels/destinations within the scope of the GSTC program, as applicable) are
recorded on F.GST.023 and, where necessary, linked to a corrective action record. The certified client is informed and
requested to provide written feedback and evidence within 1 week, unless a different timeframe is justified by the nature
of the complaint.

The Management Representative shares collected information with the Committee and coordinates the evaluation.
Depending on the significance of the complaint, the Committee may decide on additional actions, such as a special audit,
increased surveillance, request for additional evidence, or review at the next scheduled audit. Decisions are implemented
and all parties are informed accordingly.
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Belgeli kurulu lar (uygulanabildi i élgtide GSTC programi kapsamindaki otelldestinasyonlar dahil) hakkinda gelen
ikayetler F.GST.023 formuna kaydedilir ve gerekli durumlarda diizeltici faaliyet kaydi ile ili kilendirilir. Belgeli kurulu
bilgilendirilir ve ikayete ili kin yazili gbrii ve kanitlarin normal olarak 1 hafta igcinde iletiimesi talep edilir ( ikayetin

niteli ine gore farkli siire gerekgelendirilerek belirlenebilir).

Yénetim Temsilcisi toplanan bilgileri Komite ile payla ir ve de erlendirme slirecini koordine eder. ikayetin 6nemine gére
Komite; dzel denetim yapilmasi, gbzetimin artirilmasi, ek kanit talebi veya bir sonraki planli denetimde detayli kontrol gibi
ilave adimlara karar verebilir. Alinan kararlar uygulamaya alinir ve ilgili taraflar uygun ekilde bilgilendirilir.

4.4 APPEALS /| T RAZLAR

If an appeal is submitted against a decision (e.g., certification, suspension, withdrawal, scope change), the appeal is
registered on F.GST.023 and forwarded to the Committee without delay and at the latest within 1 working day. Sigmacert
collects and verifies all necessary information to validate the appeal and enable an impartial review.

The Committee reviews the appeal, may request additional input from the Management Representative, General
Manager, lead auditor/auditor or technical experts, and issues a written decision. The decision and rationale are
communicated to the appellant. If the appellant does not accept the decision, applicable legal routes remain available.

Belgelendirme, kapsam de i ikli i, aski, geri gekmeliptal gibi kararlara ili kin bir itiraz iletimesi halinde itiraz F.GST.023
formuna kaydedilir ve gecikmeksizin, en ge¢ 1 i gini icinde Komiteye iletilir. Sigmacert, itirazin de erlendiriimesi icin
gerekli tiim bilgileri toplar ve do rular; tarafsiz bir yeniden de erlendirme yapiimasini sa lar.

Komite itirazi de erlendirir; gerekli gériirse Ybénetim Temsilcisi, Genel Midir, ba denetgildenetci veya teknik
uzmanlardan ek bilgi talep edebilir ve yazili karar olu turur. Karar ve gerekgesi itiraz sahibine yazili olarak bildirilir. tiraz
sahibinin karari kabul etmemesi halinde ilgili yasal ba vuru yollari saklidir.

4.5 CONFIDENTIALITY, COMMUNICATION AND RECORDS / GZL L K, B LG LEND RME VE KAYITLAR

All complaint and appeal information is treated as confidential. Information is not disclosed to third parties unless required
by law, requested by the accreditation body, or otherwise required by applicable scheme rules. Where disclosure to public
authorities is required, the relevant client is informed unless prohibited by law.

Sigmacert maintains an archive (digital and/or physical) of all complaints/appeals, related evidence, decisions,
communications and corrective actions. Records are retained for the defined retention period and made available to the
accreditation body and, where applicable, GSTC upon justified request.

Tim ikayet ve itiraz kayitlari gizli kabul edilir. Yasal zorunluluk, akreditasyon kurulu unun talebi veya uygulanabilir ema
kurallari di inda (glincl taraflarla payla ilmaz. Yasal mercilere bilgi verilimesi gerekti inde, mevzuat engeli yoksa ilgili
md teri bilgilendirilir.

Sigmacert; tiim ikayetlitiraz kayitlari, kanitlar, kararlar, yazi malar ve dlizeltici faaliyetleri kapsayan dijital velveya fiziksel
bir ar iv tutar. Kayitlar tanimli saklama stiresi boyunca muhafaza edilir ve hakli talep halinde akreditasyon kurulu una ve
uygulanabildi i 6l¢iide GSTC’ye sunulur.

4.6 PUBLIC ACCESSIBILITY AND PUBLICATION CONTROL / KAMUYA AGIKLIK VE YAYIN KONTROLU

The public complaint and appeal information shall, at a minimum, include: a clear summary of the complaint and appeal
process; the languages in which the process is available; active submission channels/contact points; access to the
current complaint/appeal application form or controlled electronic submission method; acknowledgement and indicative
processing timeframes; impartiality, non-discrimination, confidentiality and non-retaliation principles; and the responsible
SIGMACERT function. The public text shall not contain requirements that conflict with or materially omit mandatory
controls defined in this procedure.

Kamuya acik ikayet ve itiraz bilgilendirmesi asgari olarak; stirecin acik bir 6zetini, stirecin sunuldu u dilleri, aktif ba vuru
kanallarinilileti im noktalarini, giincel ikayetlitiraz ba vuru formuna veya kontrollii elektronik ba vuru yéntemine eri imi,
ba vurunun alindi na ili kin teyit ve éngdriilen i lem sirelerini, tarafsizlik, ayrimcilik yapmama, gizlilik ve misilleme
yapmama esaslarini ve sorumlu S GMACERT fonksiyonunu igerir. Kamuya ac¢ik metin, bu prosedtirde tanimlanan zorunlu
kontrollerle geli emez ve bu kontrolleri 6nemli éi¢lide eksik birakamaz.

The Quality Management Representative / GST Coordinator shall verify the public information against the current
approved version of P.GST.006 and record the publication URL, language(s), publication/revision date, responsible
person, verification result and dated screenshot/PDF evidence in F.GST.060. Any change to this procedure, submission
channels, contact details, responsible functions, applicable language(s), forms or GSTC requirements shall trigger an
immediate review of the corresponding public information.
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Kalite Yénetim Temsilcisi | GST Koordinatéri, kamuya acik bilgileri P.GST.006°nin ydirtrliikteki onayli sdrimdyle
kar ila tirarak do rular; yayin URL’sini, dilildilleri, yayin/revizyon tarihini, sorumlu ki iyi, do rulama sonucunu ve tarihli
ekran gorintisi/PDF kanitini F.GST.060 (zerinde kayit altina alir. Bu prosediirde, ba vuru kanallarinda, ileti im
bilgilerinde, sorumlu fonksiyonlarda, kullanilan dillerde, formlarda veya GSTC gerekililiklerinde de i iklik olmasi, ilgili kamu
bilgisinin derhal gézden gecirilimesini tetikler.

A revised complaint/appeal process shall not become effective until the corresponding public information has been
reviewed for consistency and, where affected, updated. Obsolete web texts, forms, links or contact information shall be
withdrawn or corrected without undue delay. Public availability and link/functionality shall be periodically verified, with
evidence retained in accordance with P.GST.005.

Revize edilmi bir ikéyetlitiraz sdreci, ilgili kamu bilgisi tutarlilik agisindan gdézden geciriimeden ve etkilenmi se
glincellenmeden yiiriirlli e alinmaz. Eski web metinleri, formlar, ba lantilar veya ileti im bilgileri gecikmeksizin geri ¢ekilir
ya da duzeltilir. Kamuya ac¢ik eri im ile ba lantilarin/ba vuru kanallarinin gali i1rli 1 periyodik olarak do rulanir ve kanitlar
P.GST.005%e gbre saklanir.

5. REVISION HISTORY / REV ZYON TAR HCES

Revision Date Revision Description Prepared by Reviewed by Approved by Management
Review
0 02.01.2026 First issue -
10.08.2026 GSTC Masabas! denetim bulgularina
1 istinaden / In response to GSTC desk
assessment findings
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