
Instant 
solution

Investigation of the complaint

NO

Notifying the customer about the solution 
activity by phone / e-mail at the same 

time by logging in to Dynamics 365  by the 
relevant sales / operation / customer 

representative

Is the Customer 
Satisfied with the 

Solution?

NO

YES

Turning off feedback from 
the Dynamics 365 program 
with the relevant Corrective 

Preventive Action

Making customer satisfaction 
inquiry by phone / mail by the 

relevant sales / operation / 
customer representative within 1 

week after the closure of the 
complaint.
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Automatic delivery of complaint information to the 
Customer by Dynamics 365 

Pre-evaluation of the complaint, root-
cause analysis and study

Reporting the complaint to the 
relevant unit / department

Planning the necessary solution 
activities regarding the complaint

Giving information to the customer

Carrying out solution activities related to the 
complaint

YES

Is the customer 
satisfied with the 
complaint closing 

service?

YES Necessary 
improvement 
activities are 
planned and 
carried out.

NO

Prepared
Quality Management Manager 

Neşe IŞIK

Confirming
Chairman of the Board

Nilgün KELEŞ

MANAGEMENT PROCESS OF CUSTOMER COMPLAINTS

Reporting of the complaint by the customer

Recording on  Dynamics 365 by the person who 
responded to the complaint

The finished
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