& SunExpress

CUSTOMER SATISFACTION POLICY

SunExpress Airlines is determined to establish and unceasingly develop a Customer Satisfaction
and Complaints Management System to meet evolving aviation industry standards and also realize
the expectations of its customers by safe, cost effective and efficient flight operations as well as
customer centered, open and accessible customer service.

Our aims in this concept are;

1. Demonstrate company's commitment to customer care

2. Increase customer satisfaction level and loyalty by providing customers with an open, effective,

easy-to-use complaints process, and ensure response to all complaints
3. Maintain the reliable image of our company internationally

4. Comply with legal regulations
5. Expand staff knowledge and improve their capabilities in "Customer Relationship Management"
including personel training.

What we do to reach the aims mentioned above are;

Openness: To be open in our customer related activities
Accessibility: To ensure easy access free of charge for all customers
Accountability: Equally address each complaint in an objective and unbiased
approach
Confidentiality: Respect the confidentiality of customer's personal information
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MUSTERI MEMNUNIYETI POLITIKASI

SunExpress Havayollar’'nin kalici miisteri memnuniyeti ve sikayet yénetiminin temininde, havayolu
enddstrisinin dinamik standartlarini kargilamak igin belirledigi strateiji;

Musteri odakh, seffaf ve erigilebilir misteri hizmetleri ile glivenli, ekonomik ve verimli ugus
operasyonlarinin, tiiketici beklentilerini kargilayacak sekilde sunulmasini kapsar.

Bu anlayig dogrultusunda hedeflerimiz;

1. Misteri memnuniyetine baghligin sergilenmesi
2. Musteri memnuniyeti ve sadakatini arttirmak igin seffaf, verimli, tim sikayetlere cevap verebilen,

kullanimi kolay bir sikayet sisteminin temini
3. Uluslararasi alanda sirketin sahip oldugu glivenilir imajin strekliligi

4. Yasal dizenlemelere uygunluk
5. Personelinin "Musteri iligkileri Yonetimi" konusundaki beceri ve bilgilerinin genisletimesidir.

Bu hedeflere ulagsmak igin benimsedigimiz ilkeler ise;

Seffaflik: Mdisteri ile ilgili faaliyetlerde agik bir tutum sergilenmesi
Erisilebilirlik: Musterilerin, geri bildirimlerini kolay ve licretsiz iletebilmesi
Hesap verebilirlik: Sikayetlere tarafsiz, adil ve 6nyargisiz yaklagiimasi
Gizlilik: Misterinin kisisel bilgilerinin gizliligine sayg! gésterilmesi
Ocak 202/3\
1 /) N -

: /]

(e L
Max Kownatzki tuﬁcay Emm glu

Genel Midir Genel Midiir Yardimcisi



	Customer_Satisfaction_Policy_2023
	Müşteri_Memnuniyeti_Politikaları_2023

