
CUSTOMER AND THIRD-PARTY COMPLAINT FLOWCHART

Website 
www.meltem.com.tr 

Phone  
Head Office 

Antrepo 
Germany office 

 

Social Media 
Customer 

Visits 

Complaints Received 
via Phone or Email by 

Staff Engaging with 
Customers 

 

Customer 
Satisfaction 

Surveys 

Complaints are 
submitted to the 

Quality Department. 

Complaints are prioritized 
based on urgency. 

NON-
URGENT 

 

URGENT 
 

YES 
NO 

Contınuous 
Improvement 

The logged complaint is reviewed 
by the managers of the Quality, 
Customer Relations, and Fleet 

departments. 

An action plan for the 
complaint logged via 
UDF is developed in 
collaboration with 

relevantdepartments. 

At the end of the action 
monitoring period, a review 

is conducted. 

The customer is notified 
that the complaint has 

been received. 

The complaint is 
logged as UDF. 

An action plan is developed 
for complaints requiring 

immediate attention. 

Sales personnel update the 
customer on completed and 

ongoing actions. 

The complaint is 
logged as UDF. 

TAKİP ÇİZELGESİ 
ÜZERİNDE ÇÖZÜMLENEN 

ŞİKAYETİN ETKİNLİĞİ 
BELİRLİ PERİYOTLARDA 

TAKİP EDİLEREK GÖZDEN 
GEÇİRİLİR 

Based on senior management 
decisions, new action plans are 

created or the complaint is 
closed. 

COMPLAINT CHANNELS 

CUSTOMER SATISFACTION 
 

YES 

ŞİKAYET 
KAPATILIR 

New actions are identified 
within the existing UDF 
record, and the process 

restarts. 

Issues involving legal 
processes or requiring 

significant investment are 
submitted for senior 

management approval. 

The customer is informed 
of the completed actions. 

Completed actions are 
finalized and documented in 

the tracking system. 

The outcome is 
reported to relevant 

departments and 
senior management. 

The Quality 
Department logs the 

complaint using a form. 

Complaints are prioritized by 
the Quality, Customer 

Relations, and Fleet 
departments. 

 
The effectiveness of the 

complaint resolved on the 
tracking sheet is monitored and 

reviewed at certain intervals 
 

NO 

http://www.meltem.com.tr/

