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1 INTRODUCTION

This Grievance Mechanism Procedure (“GMP”) is prepared for “FIRAT Plastic Roof SPP
Investment Project” (“Project”) for the internal and external stakeholders of the “Sheet Metal
Processing Machinery Production Facility” located in Biiyiikgekmece District of istanbul
Province to be implemented in parallel to Stakeholder Engagement Plan (“SEP”) prepared for

the Project.

This GMP will be conducted to fulfill the required studies to evaluate the Environmental and
Social Impacts of the Project as per the national legislation, Development and Investment Bank
of Turkey (“TKYB”) Environmental and Social Policy (‘ESP”), International Finance
Corporation (“IFC”) Performance Standards (PSs) and Agence Francgaise de Development
(“AFD”) Environmental and Social Framework (“ESFs”). The reference number of this Plan is
FRT-PRC-SOC-GMP-001.

This GMP reflects the general issues which should be taken into consideration during the
operations of the Project, and this is a dynamic document which is subject to revisions and

updates in case of the needs and changes in the Project.
1.1 Background

Firat Plastic Rubber Industry and Trade Inc. (hereinafter called as FIRAT) was established in
1972 in Buylkgekmece District of Istanbul Province. Production has been carried out in
Istanbul Blytkcekmece complex since 1991. Blylkcekmece complex is located on an area
of 574,000 m?, in a closed area of 274,000 m?2.

FIRAT produces plastic-based products for various sectors such as construction, agriculture,
medical and white goods. PVC Window and Door Profiles, PVC Rain Gutters, PVC Wastewater
Pipes and fittings, PVC Deep Well Pipes, PVC Hose Groups, Rubber and PE Based Hoses,
PPRC Indoor Installation Pipes and fittings, PP Composite Pipe and fittings, HDPE Pipe and
its fittings, LDPE Pipe and fittings, Electrofusion fittings, PE fittings, PE-80 Natural Gas Pipes,
PVC and PE Drainage Pipes, Double Walled Cable Casing Pipes, EPDM Gasket Production,
TPE Gasket Production, Metal Injection Production (hinge and thousands of FIRAT products
such as window fasteners), PEX Mobile System and Floor Heating Pipes, Pex-Alpex Pipes,
Geothermal Hot Water Pipe and PP PE Sheet are used in many parts of Turkey and the world.

FIRAT products are available in more than 90 countries.

FIRAT has a product range of more than 5000. FIRAT products are produced as integrated
systems so that the buyers can get the highest benefit and satisfaction from these products.
FIRAT is the only company in the world plastics industry that produces all of the elements that

make up PVC Window and Door Systems, excluding glass and screws. Since PVC Window




FIRAT Plastic Roof SPP Investment Project m
C7

Grievance Mechanism Procedure (Internal and External) November 2022

and Door systems can be 100% compatible with each other, it is possible to produce them
under the same roof; Firat manufactures all of the PVC Profile, EPDM Gasket, TPE Gasket,
Support Sheet and Metal Accessories integratedly in its own facilities. Firat products, for which
all quality control tests have been carried out, are offered to the market with the Firat Quality
Assurance Approval. FIRAT also serves the PVC Window industry with the brands Firatpen,
Winhouse and Gedizpen.

Within the scope of the project, it is planned to produce electricity by placing solar panels on
the roofs of 13 buildings, including buildings larger than 6000 m? with suitable roofs and 3
masterbatch buildings. With the project to be made, it is planned to produce 15,525,215.57
kWh of electricity annually with a power of 12,000 kWp. The general layout plan of FIRAT is
given in Figure 1.1, and the buildings where solar panels are planned to be placed are given

in Figure 1.2

Figure 1.1 General Layout plan of FIRAT
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The location of the Project Area is in administrative border of Biiyiikgekmece District istanbul.

There are industrial facilities in the region that carry out different activities from different

sectors. Firat Plastic's facilities cover a large area in its region. The Project area is considered

as an area of influence (Aol) with a radius of 1 km. Area of Influence; Access roads will be

evaluated taking into account environmental and social impacts, including existing buildings

and infrastructures. Figure 1.3 and Figure 1.4 below show the locations and impact areas of

the Project Area.

Table 1-1. Information on Closest Settlements within the Aol

Settlement Distance to

the Project

District and Province

Population

Direction

Female

Turkoba Neighborhood
. . <1km Northwest 14.755 7.499 7.256
Bulyukgekmece / Istanbul
Guizelce Neighborhood
o ) <1km Southwest 8.447 4.264 4.183
Buyukgekmece / Istanbul
Murat¢cesme Neighborhood
. <1km Southeast 18.183 9.209 8.974
Bulyukgekmece / Istanbul
Hurriyet Neighborhood
) <1lkm Northeast 22.263 11.419 10.844
Bulyukgekmece / Istanbul
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1.2 Purpose

The purpose of this document is to outline the principles of internal and external grievance
mechanisms and how to integrate grievance management into business to eliminate or
minimize social risks. The grievance mechanism aims to ensure that all comments,
suggestions and complaints concerning the Project will be considered transparently and the
related measures will be taken. The processes and responsibilities of this procedure will be
defined for both external stakeholders and internal direct and indirect employees.

m—
8
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This procedure is under the responsibility of the Social Affairs Staff (SAS) of the Project.
This document aims to identify:

7 the scope of grievance mechanism procedure and the applicable management
interfaces,

7 the definition of roles and responsibilities,

7 the applicable project standards, project commitments, operational procedures, and
guidance relevant to this Procedure,

7 monitoring and reporting procedures, including Key Performance Indicators (KPIs),

7 training requirements and references for supporting materials and information,

7 the procedure for stakeholders and employees to voice their grievances in a timely and
transparent manner,

7 how to minimize community conflict by systematically addressing grievances.

This procedure is not limited but can be updated. The procedure will be reviewed on a minimum
annually basis during construction and operation phase. During steady-state operations, this
procedure will be reviewed on an annual basis to determine if there are any changes or
updates required to the procedure unless a more frequent update is required to reflect
changing project design or procedures. Any requests for changes to this procedure must be
addressed to the executive of this procedure (SAS) and will be subject to appropriate review

and approval processes.
1.3 Scope

This document outlines the grievance mechanism procedure which is applied to all internal
direct and indirect workers and external stakeholders. The commitment and approach of the
Project are on the basis of handling complaints, suggestions and comments that may arise as
a direct or indirect result of the environmental and social performance of the Project. The
Grievance Mechanism Procedure (GMP) is not a replacement for stakeholder engagement

activities.

This procedure covers all the grievances raised by internal and external stakeholders,

including the activities of contractors.

This Procedure is a part of the environmental and social management plans developed for the
Project. It overlaps and cross-linkages to number of the other Management Plans given as

follows:

7 Grievance Mechanism Procedure (Internal and External) (FRT-PRC-SOC-GMP-001),
7 Gender Equivalent Action Plan (FRT-PLN-SOC-GEAP-003),
7 Emergency Response Action Plan (FRT-PLN-HSE-ERP-002),
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7 Occupational Health and Safety Management Plan (FRT-PLN-HSE-OHSMP-003),
7 Contractor Management Plan (FRT-PLN-SOC-CMP-002)

7 Waste Management Plan (FRT-PLN-HSE-WMP-001),

7 Carbon Footprint Report.

1.4 Definitions

Accessibility

All employees and stakeholders can raise a comment or submit a grievance
easily.

Compliant

A notification provided by a community member, group or institution to the
Project that they have suffered some form of offense, detriment, impairment or
loss as a result of business activity and/or contractor behavior.

Confidentiality

Anonymous complaints can be submitted and resolved. Raising a complaint will
not require personal information or physical presence.

Culturally
Appropriate

A complaint or an issue raised by local communities are considered in the
manner of regional concerns and convenient resolution process will be taken.

External
Stakeholder

Groups or individuals outside a business who are not directly employed or
contracted by the business but are affected in some way from the decisions of
the business, such as customers, suppliers, community, NGOs and the
government.

A formal way that provides a clear and transparent framework for addressing,

Grievance . . . ) .
. assessing, and resolving community complaints concerning the performance or
Mechanism . .
behavior of the company, its contractors, or workers.
An issue, complaint and/or dispute that has escalated to the point where it
. requires third party intervention or adjudication to help resolve it. Typically,
Grievance: . . . .
grievances are thought of as involving the community as a whole and have been
unresolved for some time in a formal manner. Complaint.
Impartialit A fair and equal grievance procedure will be applied for every complaint or
P y concern submitted by individually or as a community.
Informed

Consultation
and
Participation

On-going relationship based on information, consultation and participation with
the indigenous peoples affected by a project throughout the project’s life cycle.

Internal
Stakeholders

Groups or individuals within a business who work directly within the business,
such as employees and contractors

Project
Affected
People (PAP)

Any person who, as a result of the implementation of a project, loses the right
to own, use, or otherwise benefit from a built structure, land (residential,
agricultural, or pasture), annual or perennial crops and trees, or any other fixed
or moveable asset, either in full or in part, permanently or temporarily.

Stakeholder

Any and all individuals, groups, organizations, and institutions interested in and
potentially affected by a project or having the ability to influence a project.

Transparency

All the grievances are considered in the scope of the grievance procedure in a
clear and understandable manner.

Vulnerable
People

People who by virtue of gender, ethnicity, age, physical or mental disability,
economic disadvantage, or social status may be more adversely affected by
resettlement than others and who may be limited in their ability to claim or take
advantage of resettlement assistance and related development benefits.

10
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2 KEY ROLES AND RESPONSIBILITIES
2.1 Key Principles

The Internal (Worker) and External Grievance Mechanisms will be implemented by relying on
the following key principles for all the Project-related internal and external comments, issues,
and complaints.

7 Transparency: All the grievances are considered in the scope of the grievance
procedure clearly and understandably.

7 Impartiality: A fair and equal grievance procedure will be applied for every complaint
or concern submitted by individuals or as a community.

7 Confidentiality: Anonymous complaints can be submitted and resolved. Raising a
complaint will not require personal information or physical presence.

7 Accessibility: All employees and stakeholders can raise a comment or submit a
grievance easily.

7 Culturally Appropriate: A complaint or an issue raised by local communities is
considered in the manner of regional concerns and a convenient resolution process

will be taken.
2.2 Roles and Responsibilities

Key roles and responsibilities relevant for the implementation of this procedure are outlined in
Table 2-1.

Table 2-1. Key Roles and Responsibilities
Roles Responsibilities

e Determining the policies and targets regarding the social

Top Management communication and stakeholder engagement,

e Approval of the social budget of the Project determined and submitted
by HR Unit.

e Conveying the issues related to the factory management to the Top
Management.

e Providing support to the factory manager on related issues.

e Approval of this Plan and resources required for implementation
determined and submitted by Human Resources (HR) Unit Manager,

e Ensuring this plan is implemented properly during the lifetime of the
Project.

e Conveying the developments regarding the implementation of this Plan
to the Technical Deputy General Manager.

Technical Deputy
General Manager

Factory Manager

Human Resources e Making the final decision concerning internal and external grievances
(HR) Unit Manager (if needed) in terms social issues in the light of the assessments of the
Social Affairs Staff (SAS),

11
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Roles Responsibilities

e Having overall responsibility for the implementation of this GMP by
fulfilling the Project requirements together with SAS,

e Determining the social budget of the Project and reporting it to the Top
Management.

e Implementing SEP and GMP,

e Ensuring the Project’s compliance with the national and international
standards and requirements set out in this Plan,

e Coordinating the relevant parties for the proper implementation of this
Plan,

e Reporting to the HR Unit Manager about the system performance,

e Ensuring national and international legislation/guidelines which are
applicable to the Project activities are identified and tracked,

e Recording all formal and informal engagement activities with local
communities in DCC,

o Keeping records of the types of leaflets, brochures, newsletters
prepared and distributed, by location and inserting this detail into
stakeholder engagement reports,

e Monitoring and recording the social responsibility activities carried out
in the scope of the Project and inserting those details into stakeholder
engagement reports,

e Forming relationships with the Project stakeholders,

e Organizing stakeholder meetings to collect the grievances, concerns
and/or requests actively as required,

e Providing regular reporting back to the community on the management
related to community grievances,

e Determining and providing the necessary training materials for all
employees,

e Keeping the records of the complaints and/or suggestions in the
Grievance Database with details (by whom, date, status, etc.),

e Searching the causes of the grievances and the social incidents that
cause; injuries, delays or stoppage in the work and disputes among
the Project and communities,

e Monitoring all complaints and ensuring that all complaints are resolved
and closed properly in a timely manner,

¢ Following the results of complaint and reporting on a weekly, monthly
and annual basis,

e Recording and reporting general and local employment rates and
complaints which are received verbally or observed visually,

o Fills out the “Complaint Register Form” & “Consultation Form” (see
Appendices A and C),

e Giving the feedback to the stakeholders about the results of their
grievances through Complaint Register Form within 30 calendar days
(complainants who have provided their names and contact information
will be notified within 5 days that the grievance solution process has
started and after the grievance closed).

Social Affairs Staff
(SAS)

12
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Roles Responsibilities

Quality Manager

Making the final decision concerning internal and external grievances
(if needed) in terms of OHS and environmental issues in the light of the
assessments of the Social Affairs Staff (SAS), HSE Manager and HSE
Staff,

Having overall responsibility for the implementation of this GMP by
fulfilling the Project requirements together with HR Unit,

Determining necessary resources for proper implementation of this
GMP and reporting them to the Factory Manager.

Health, Safety and
Environment (HSE)
Manager

Determining the environmental impacts and hazards in accordance
with the actions, potential mitigation measures and measures to
eliminate any potential social grievances,

Ensuring that all provisions in the Contractor engagements regarding
environmental requirements as per the Project Standards during the
construction and operation phases and auditing the performance of
the Contractors on those requirements,

Supporting SAS to find solutions to the answers of grievances raised
by employees, the local community and local institutions regarding
environmental issues.

Health, Safety and
Environment (HSE)
Staff

Determining the OHS hazards in accordance with the actions,
potential mitigation measures and measures to eliminate any potential
social grievances,

Ensuring that all provisions in the Contractor engagements regarding
HS requirements as per the Project Standards during the construction
and operation phases and auditing the performance of the Contractors
on those requirements,

Supporting SAS to find solutions to the answers of grievances raised
by employees, the local community and local institutions regarding
health and safety issues.

Contractor
Representatives /
Project Responsible

Ensuring that all requirements in this GMP are complied with.

Contractors /
Subcontractors /
Suppliers &
Employees

Not making any commitment in their interactions with the stakeholders
beyond their competence,

Complying with the requirements of this GMP and other relevant
Management System documentation of the Project.

3 PROJECT STANDARDS

The implementation and the procedure of this plan developed for the Project will comply with

the related national and international requirements and standards. The Project Standards

involves:

13
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7 applicable Turkish Standards,
7 Turkish EIA requirements,
7 other commitments to and requirements of Turkish Government authorities,

7 applicable international standards and guidelines.

3.1 Applicable National Standards
The Constitution of The Republic of Turkey

The main document of the national requirements and standards is “The Constitution of The
Republic of Turkey” which comprises articles related to human and labor rights, peace of the
community and stakeholder engagement of the Project. These articles are as follows:

|. Legal Eqgalitarianism

ARTICLE 10. Everyone is equal before the law regardless of distinction as to language, race,
color, sex, political opinion, philosophical belief, religion or any similar reasons. Men and
women have equal rights which are the obligation to be ensured exist in practice by the
government. Measures taken for this purpose shall not be interpreted as contrary to the

principle of equality.

Il. Prohibition of Forced Labor

ARTICLE 18. Nobody can be forced to work. Drudgery is prohibited. Employers are not

allowed to take deposits of money from workers and retain ID Cards.

I1l. Freedom of Thought and Opinion

ARTICLE 25. Everyone has the right to freedom of thought and opinion. For whatever reason
and purpose, nobody can be forced to explain their thoughts and opinions; cannot be

condemned and accused of their opinions.

IV. Freedom of Expression and Dissemination of Thought

ARTICLE 26. Everyone has the right to express and disseminate his thoughts and opinion by
speech, in writing or pictures or through other media, individually or collectively. This right
includes the freedom to receive and give information and ideas without interference from

official authorities.

V. Right of Petition

14
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ARTICLE 74. Turkish citizens and foreign residents have the right to raise requests and
complaints concerning themselves or the public in writing to the competent authorities and the
Turkish Grand National Assembly.

Law on The Right to Information

Everyone has the right to give information on the activities of public institutions and
professional organizations, which qualify as public institutions. The procedure and the basis of
the right to information according to the principles of transparency, equality and impartiality are
regulated in the Law on Right to Information numbered 4982 and issued on 24.10.2003 with
the official gazette number of 25269.

Law on The Use of Right to Petition

ARTICLE 3. Everyone has the right to apply in writing to the Turkish Grand National Assembly
and the component authorities concerning the requests and complaints concerning themselves
or the public according to this article of the Law on the Use of Right to Petition No. 4982 which
was issued on 01.11.1984 with the official gazette number of 3071.

Labor Law

The Principle of Equal Treatment

ARTICLE 5. Discrimination in employment is prohibited. No discrimination based on language,
race, sex, political opinion, philosophical belief, religion and sex or similar reasons is
permissible in the employment relationship. Except for biological reasons or reasons related
to the nature of the job, the employer must not make any discrimination, either directly or
indirectly, against an employee in the conclusion, conditions, execution and termination of
his/lher employment contract due to the sex or maternity of employee. The differential

remuneration for similar jobs or work of equal value is not permissible.

The Worker’s Right of the Immediate Termination for the Valid Reason

ARTICLE 24. Whether or not the duration is fixed, the worker can terminate before the end of
the contract or without waiting for the notice period. The employment contract is not subject to

any special form unless the contrary is stipulated by the Law.

Overtime Work

ARTICLE 41. Overtime work can be done for reasons such as the general benefits of the

country and increased production. Overtime work requires the employee’s consent.

ARTICLE 42. Compulsory overtime work is only allowed for all or some of the employees in

case of a breakdown, whether actual or threatened or in the case of urgent work to be
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performed on machinery, tools or equipment or in case of force majeure. Compulsory overtime

work shall not exceed the time necessary to enable the normal operating of the establishment.

Working Age and Prohibition of Child Employment

ARTICLE 71. The employment of children under the age of fifteen is prohibited. However,
children who have reached the age of fourteen and have completed their primary education
may be employed in light labor that will not hinder their physical, mental or moral development.

Unions and Collective Agreements Law

Workers are covered by the legislation humbered of 6356 (dated on 07.11.2012, Official
Gazette No. 28460). There are four types of collective agreements regulated which are
workplace collective bargaining agreement, enterprise collective agreements, group collective

agreements, and framework agreements.
Environmental Law

The main law of National Environmental Legislation is the Environmental Law numbered 2872
which was issued on 11.08.1983 with the official gazette number of 18132. In this law, the
Turkish Regulation on Environmental Impact Assessment (EIA) (Official Gazette, 29 July 2022,
no 31907) is defined which includes a limited public disclosure process. The purpose of the
environment law is to protect and improve the environment which is the common asset of all
citizens; make better use of, and preserve land and natural resources in rural and urban areas;
prevent water, land and air pollution; by preserving the country's vegetative and livestock
assets and natural and historical richness, organize all arrangements and precautions for
improving and securing health, civilization and life conditions of present and future generations
in conformity with economic and social development objectives, and based on certain legal

and technical principles.

When it comes to the public consultation requirements, it is mandatory to hold at least one
public participation meeting for the Projects which is under the Annex-I of the EIA Regulation,

while no requirement is needed for the projects under the Annex-Il of the same regulation.

Similarly, according to the EIA Regulation, which entered into force with the Official Gazette
dated 29.07.2022 and numbered 31907, a 'Stakeholder Engagement Plan' should be added
to the EIA Application File. Whereas, SEP is not required to be added to the 'Project
Introduction Files', which are prepared for the projects under the Annex-Il list of the EIA

Regulation.

16



FIRAT Plastic Roof SPP Investment Project m
C7

Grievance Mechanism Procedure (Internal and External) November 2022
3.2 Environmental and Social Policy of TKYB

Within this scope, the TKYB closely follows and implements national legislation, laws and
regulations to manage its environmental and social impact while fulfilling its legal obligations.
It consistently follows national and international developments within the industry and best
practices in environmental and social issues. The Bank supports and joins all kinds of
environmentally friendly activities and volunteering efforts particularly concerning education
and the environment, along with all public and civil society organizations as well as other

shareholders who enhance social prosperity and development.

While reducing its negative impact stemming from construction and operational activities, the
Bank supports positive environmental movements with its efforts to increase energy and
resource efficiency. To this end, the Bank regularly monitors energy, water and paper use, air
emissions, waste generation and greenhouse gas emissions and aims to improve its reduction

performance.

The Environmental Management System targets the principles below:

7 Reduce the use/waste of resources and the generation of waste while we carry out our
activities and services without any loss in our quality of service,

7 Create a positive environmental impact and awareness through the Bank’s activities
and services,

Z Minimize our damaging impact on human health and the environment,

# Ensure sustainability and continuous improvement of the established system,

7 Support all environmentally friendly activities and all kinds of volunteering activities,

7 Establish a management system that is world-class and compliant with the TS-EN-ISO

14001 Environmental Management System Standards.
3.3 Applicable International Standards, Legislations and Guidelines

International standards to be applicable by the Project is AFD ESFs. Basic objectives of the

ESFs are as follows:

7 Operates in a transparent and accountable manner, requiring that relevant information,
including related to E&S issues, is made available to the affected and potentially
affected communities at projects level, and, as well to external stakeholders of AFD in
general,

7 To publish information of projects financed by AFD on the AFD “Open Data” Internet
portal, on the “International Aid Transparency Initiative” website, and on the open data

platform of the French public data,

17



FIRAT Plastic Roof SPP Investment Project m
C7

Grievance Mechanism Procedure (Internal and External) November 2022

7 To ensure efficiency, effectiveness and sustainability of projects, AFD involves and

develops partnership and/or consultation with civil society at all stages of project life

cycle, including project design, implementation, and evaluation,

7 AFD ensures through contractual commitments and technical assistance that the

project owner consults and engages all project stakeholders and local communities in

particular. Interests and concerns of stakeholders are also taken into account in project

evaluation,

7 To ensure the effective engagement of communities, vulnerable populations, groups

and individuals, indigenous peoples, local communities and other marginalized groups

of people and individuals that are affected or potentially affected by Program activities.

3.3.1 IFC Performance Standards

The international standards and guidelines which the Project will follow are set by International

Finance Corporation (IFC). IFC Performance Standards and Guidance Notes which are

relevant internal and external grievance mechanisms are:

7

7

7
7

Performance Standard 1 (PS1): Assessment and Management of Environmental
and Social Risks and Impacts

Guidance Note 1 (GN1) on Assessment and Management of Environmental and
Social Risks and Impacts

Performance Standard 2 (PS2): Labor and Working Conditions

Guidance Note 2 (GN2) on Labor and Working Conditions

Key objectives of PS1 related to external grievance management are:

7

To identify people/communities who have comments/grievances about the Project,
as well as other interested parties and evaluate these environmental and social
risks,

To adopt mitigation measures to prevent and minimize social risks and impacts,
and where residual impacts remain, compensate for risks, and impacts to workers,
Affected Communities, and the environment.

To ensure that grievances from Affected Communities and external
communications from other stakeholders are responded to and managed
appropriately.

To promote and provide sufficient engagement with Affected Communities during
the Project about issues which may affect them,

To maintain a healthy relationship with stakeholders through adequate engagement

during project implementation.
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Key requirements of PS1 involve:

7

To develop a grievance mechanism to receive and facilitate the resolution of
Affected Communities’ concerns and grievances related to environmental and
social performance of the Project,

To identify the risks and impacts of the Affected Communities and other
stakeholders,

To maintain an understandable, culturally appropriate, accessible and transparent
consultation to stakeholders through early and ongoing engagement,

To inform the Affected Communities about the mechanism in the course of the
stakeholder engagement process.

To follow the developed grievance mechanism to receive and respond to
stakeholder concerns related to the Project promptly.

To establish a monitoring and review procedures of the concerns and grievances

raised by Affected Communities and stakeholders.

Key objectives of PS2 related to worker grievance management are:

7
7
7
7
7

7
7

To create equal, fair, and nondiscriminatory working opportunities for every worker,
To develop, maintain, and improve the worker-management relationship,

To promote compliance with national employment and obey the labor laws,

To protect workers, including vulnerable categories of workers such as children,
migrant workers, workers engaged by third parties, and workers in the client’s
supply chain by developing a reliable grievance mechanism,

To identify, evaluate and respond to workers concerns and grievances in a timely
manner,

To promote safe and healthy working conditions to direct and indirect workers,

To avoid the use of forced and child labor.

Key requirements implemented by the Project according to PS2 are as following:

Human Resources Policy, Terms of Employment and Working Conditions & Relationship

7

7
7

The Project will adopt and implement human resources policies and procedures
which are provided to workers with documented information clearly, regarding their
rights under national labor and employment law, including their rights related to
hours of work, wages, overtime, compensation, and benefits.

The Project will make all policies understandable to all workers.

The Project will respect the terms of a collective bargaining agreement, if there

exists, and provide reasonable working conditions and terms of employment.
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Workers’ Organizations

7 The Project will comply with the national labor law which contains rights of workers
to form and to join workers’ organizations.

7 If national law restricts the right to organize and workers’ organizations, the Project
will enable the means for workers to bargain collectively and to organize and
establish an alternative way for workers to file grievances.

7 The Project will not discriminate against workers who choose to organize and
create equal conditions for all the workers.

7 Worker representatives should be given access to management.

Non-Discrimination and Equal Opportunity

7 The Project will hire, promote, and compensate workers solely based on their ability
to do the job and all workers are provided equal access to training, tools and
opportunities for advancement.

7 The Project will ensure that all workers will be free from harassment by

management or other workers.

Retrenchment

7 The Project will establish and implement a procedure to mitigate the adverse impact
of retrenchment and carry out an analysis of alternatives to retrenchment.
7 The procedure will incorporate non-discrimination principles and include the input

of workers, their organizations, where appropriate, the government.

Child Labor

7 The Project will not employ workers under the minimum age for employment as
defined by national law.
7 Workers between the minimum age and 18 will not be employed in dangerous work

or work that interferes with their education or development.

Forced Labor

7 The Project will not employ forced labor which consists of any work or service not
voluntarily performed that is exacted from an individual under threat of force or
penalty and

7 The Project will respect and protect rights of workers to retain their personal
documents and money.

7 The Project will respect the rights of workers to leave the workplace after work.
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Grievance Mechanism

7 The Project will provide a grievance mechanism for workers and develop it as a
transparent process for workers to express concerns and file grievances, including
anonymous complaints.

7 The Project will ensure that there will be no discrimination against those that
express grievances, and all the grievances are considered seriously and take
prompt, appropriate action.

7 Any grievance mechanism will not replace other channels as defined by law or

collective bargaining agreements.

Occupational Health and Safety

7 \Workers are not unreasonably endangered at work or in dormitories and all the
necessary precautions to mitigate work-related risks and develop an emergency
prevention and response system.

7 Workers will be provided personal protective equipment and will be trained in its
use.

7 The Project will document and report accidents, diseases, and incidents during the

Project.

Workers Engaged by Third Parties

7 The Project will extend the labor standards performance policies and procedures
to contractors hired directly or through employment agencies.

7 The Project will not use contracting as a means of circumventing labor rights and
laws and will ensure all the workers have access to a grievance mechanism.

7 The Project will monitor contractors, employment and recruitment agencies to verify

their adherence to labor rights and laws.

Supply Chain

7 The Project will extend the implementation of these key requirements of PS2 as
feasible to the suppliers.

7 The Project will identify the risks of child labor or forced labor in the supply chain
and notify the suppliers of the PS2 requirements to prevent its presence.

7 The Project will monitor the performance of suppliers according to PS2

requirements concerning child labor and forced labor and significant safety issues.
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3.3.2 AFD Requirements

In Environmental and Social Framework set out by AFD describe the grievance redress

mechanisms as follows:

“Complaints Mechanism enhances AFD’s transparency over its activities and forms
part of an in-depth dialogue with its partners from civil society, parliamentarians, non-
financial rating agencies, and the National Consultative Commission on Human Rights
(CNCDH). The Mechanism aims to ensure that there is an independent handling of
Complaints sent to AFD, by one or several natural or legal persons, concerning the
environmental or social impacts of a project conducted in foreign countries whose
financing has been allocated by AFD, excluding projects initiated by NGOs.

The Mechanism has two methods for handling Complaints:

e The dispute resolution function, which aims to restore a dialogue between the Author
of the Complaint or its Representative and the Counterparty in order to find a solution
to the problem(s) that led to the Complaint;

e The compliance audit function, which aims to determine whether or not AFD has
complied with its Environmental and Social Risk Management Procedure with regard

to an AFD-funded project which has been the subject of a signed agreement.”

3.4 Project Standards

The Project will meet both national and international standards. In case those differ, the most

stringent requirement will be met.

4 INTERNAL AND EXTERNAL GRIEVANCE MANAGEMENT
4.1 Grievance Mechanism

Grievances are complaints, suggestions and problems that employees and external
stakeholders raise on a specific issue. The spectrum of grievances ranges from major and
potentially illegal issues such as discrimination or victimization in the workplace to more minor

day-to-day disputes of local stakeholders or Project Affective People (PAP).

Grievance mechanism procedure (FRT-PRC-SOC-GMP-001) of the Project provide a clear
and transparent framework to deal with difficulties. A grievance mechanism is a structured
process that allows complainants to address disputes, fear and aspirations, concerns in a fair,

easily accessible and transparent manner.

Grievance procedures will be coordinated through the appointed Social Affairs Staff (SAS) with
the help of HSE Staff and HSE Manager who are the primary interfaces between the

community and the Project. Complainants will have the chance to provide their names in order
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to gain effective feedback on their complaints/grievances, however; confidentiality procedures
will be put in place to protect the complainant, as appropriate. The SAS is expected to conduct
a bridge between the company and the employees, in order to formalize the grievance process

and procedures, as it is existent, but in a non-formal way.

The grievance mechanism will be informed to the stakeholders so that they are aware of the
process, having knowledge of the right to submit a grievance and understand how the
mechanism will work and how their grievance will be addressed. In most cases, a grievance
or complaint will be submitted by a stakeholder or local resident by phone, in writing or by
speaking with the Project SAS, if it is not anonymous.

In addition, the mechanism shall also constitute an internal grievance process, conducted
specifically for employees, subcontractors and other suppliers of the Project.

The internal and/or external grievance mechanism process to be followed to resolve the

grievances is described in below Figure 4.1.

med 4. Acknowladge

V/

8. Follow up,
Close out and
Monitor

6. Respond to 7. Implement

5. Investigate Stakeholder Remediation

Figure 4.1. Processes of Internal and External Grievance Management

4.1.1 Principles of the Grievance Mechanism (Internal and External)
The grievance mechanism is developed to cover the following:

7 Simplicity and necessity: Procedures will be kept as simple as possible, avoiding

unnecessary administrative stages. Fair and transparent, informative for relevant people.

7 Keeping it up to date: The process will be regularly reviewed jointly by the SAS, HSE
Staff and HSE Manager. Regular monitoring and evaluation should be conducted

continuously.

7 confidential and impartial process, non-retribution: The process will be confidential

and impartial, without employees fearing retribution.
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7 Reasonable timescale: A certain timeframe to deliver responses and solve the problems

mentioned will be followed, which is 30 calendar days as the assigned duration for

grievance resolution.

7 Keeping of records: Grievances are tracked and recorded in a written manner, hard and

soft copies, if possible.

7 Workers should not experience retribution for raising concerns through such mechanisms.

4.1.2

Grievance Mechanism Communications

Employees should know whom they notify to in case of the event of a grievance and the support

is available. Managers (Top Management members, Quality Manager, HSE Manager, HR Unit,

etc.) should be familiar with procedures. Details about the procedures should be easily

available, for example in employee handbooks or flowcharted in local places and in DCC.

For the collection of internal grievances from employees:

7

Grievance mechanism process are communicated with all employees (including
contractor’'s employees) during the recruitment process and the first induction training
sessions also include the stakeholder engagement and grievance mechanism process;
Communication about the grievance mechanism is repeated regularly with the toolbox
trainings;

The grievance/suggestion tools are available at the social places (social resting rooms,
changing rooms, etc.) in the Project area for internal grievances which are in use by
the workers. The tools are connected to internal network, which makes the grievances
able to be delivered to relevant departments at any time; and

All employees are aware of the location of those tools and how to submit their
grievances; the employees should be informed in case of any change regarding the

location of those tools.

For the collection of external grievances from community:

7

7

Grievance mechanism process will be communicated with external stakeholders during
stakeholder engagement meetings;

The grievance/suggestion boxes will be made available at the Mukhtars’ offices or
villagers’ gathering points (such as tea houses etc.) in the nearest settlements, and the
boxes will be checked regularly (at least once a week); and

Stakeholders will be aware of the location of the grievance/suggestion boxes and how
to submit their grievances (either through web site, by telephone or with

grievance/suggestion boxes).
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The grievance mechanism constitutes two parts: External and internal (Workers,
subcontractors and suppliers of the Project). These two mechanisms will be run by the Project
SAS, HSE Manager and HSE Staff. During the resolution of the internal or external grievances,
different departments can be collaborated such as Quality Insurance, HSE Manager and HR
Unit, etc.

4.2 Internal (Worker) Grievance Management Process

Employees, who may be direct workers or third party/subcontractor’s workers, are encouraged
to submit written complaints, comments and concerns. Since the confidentiality of the
complainant should be preserved, grievances are collected in grievance tools which are placed
in social places that workers can easily access, including social resting rooms and changing

rooms. The workers use those tools by using their Project ID cards.

Information on how to express complaints, opinions and suggestions to workers will be
provided during the induction training and refreshment trainings. Grievance submissions will

not be used in any way to intimidate those submitting the complaints.

Management will treat the grievances seriously and take prompt, appropriate actions. “Social
Affairs Staff’ will have the main responsibility to collect the complaints. The complaints will be
discussed with management in order to gather accurate information about a given complaint.
Social Affairs Staff will process the complaint/concern and provide a resolution. Resolutions of
complaints will be developed in accordance with relevant Turkish laws, regulations, as well as

international requirements. Feedback will be provided to those involved.

It is possible to extend the process for the complex grievances, and workers will be informed
about the schedule of the process. All parties should get a reasonable agreement on the
corrective actions during solution process. Social Affairs Staff aims to respond in cooperation
with the related department and solve each complaint within 30 calendar days. The grievance
mechanism does not replace other channels as defined by law and during the grievance

process, all the requirements of this procedure should be fulfilled.

Moreover, employees mostly prefer to solve their complaints by notifying their superiors.
Although there are "Suggestion Boxes" within the company, employees do not use this

mechanism very actively (see Figure 4.2).
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Figure 4.2 Suggestion Boxes

In addition, there is an "Award and Suggestion System" being implemented in the company.
The purpose of this system is to increase the dependency of the personnel on the company
and to solve the existing problems. Information on the details of this system can be found in

the Appendix E: Reward and Suggestion System.
4.3 External Grievance Management Process

Besides internal grievance mechanism procedure, external grievance management process
will be implemented for grievances raised by all stakeholders such as local communities,

governmental or non-governmental organizations, universities, media etc.

The steps of the grievance management process consist of (i) receiving the grievance, (ii)
assessing, (iii) sending acknowledgement, (iv) investigating, (v) feedback to stakeholder, (vi)

implementing the remediation activities and (vii) closure.
4.3.1 Receiving Grievances

Grievances are received through all available channels such as phone, e-mail, grievance
forms, website, contractors and etc. The stakeholder can raise a grievance by filling out the
grievance form. Once the form is completed then “Social Affairs Staff” will process the form

according to the grievance mechanism procedure.
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Table 4-1. Contact Details of the Project

Firat Plastic Rubber Industry and Trade Inc. Contact Person on the Project Site
Contact Persons:
Serhat ATAMER
Social Affairs Staff / Corporate
Website: https://www.firat.com/ Communications Manager
Project Site Address: E-Mail: s.atamer@firat.com
Tarkoba Mah. Firat Plastik Cad. No: 23 34537 Phone: To be determined.
Blylikcekmece / istanbul,
Phone: + 90 (212) 866 41 41 Serdar SARIKAYA
HSE Manager
E-mail: s.sarikaya@firat.com
Phone: +90 542 411 91 56

The Complaint Register Form (see Appendix A) will be used to collect the information about
grievances, concerns and the complainant. All grievances will be recorded and collected in the

Grievance Database (see Appendix B).

The existing contact details of the Project is given above. The contact information regarding
the assigned SAS (name and contact number/e-mail address) will be included when this

Procedure is updated.
4.3.2 Assessment and Investigation of Grievances

Each evaluation and investigation steps will be followed when a grievance/concern is received
and registered into “Grievance Database” (see Appendix B). The Social Affairs Staff (SAS)
investigates the grievance and makes the first evaluation with the help of HSE Manager and
HSE Staff, when necessary. The Project investigates the grievance and involves appropriate

departments in its investigation and formulation of a resolution.

The complainant may be contacted (if not anonymous) to gather more information, using the
“Consultation Form” (see Appendix C). Any correspondence with the complainant will be
recorded in the “Grievance Database”. When final decision is made on the grievance, feedback

will be given to stakeholder.
4.3.3 Feedback to Stakeholders

Feedback duration on the status of the delivered grievance, is assigned as 30 calendar days,
after the receipt of the grievance. If the complainant has provided a name and contact
information, this will give the chance to inform them about the status of their grievance within
5 working days of grievance receipt. Complaints received anonymously will be investigated in

the same manner as non-anonymous complaints, but no formal response will be issued.
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4.3.4 Proposed Resolution/ Corrective Action

Within 30 calendar days of receipt of the grievance, SAS of the Project will formally
communicate a proposed resolution or corrective action to the complainant (if not anonymous)
and discuss it with the complainant. The complainant will be informed about the methodology

followed. All communication will be recorded in the “Grievance Database”.
4.3.5 Closure of Grievances

The grievance procedure of the Project aims to formally close out every grievance within 30
calendar days after receiving it, unless an alternative agreement is made with the complainant.
Note that this alternative agreement must be reached within these 30 calendar days. Closure
requires the signature of the complainant (if not anonymous) on the Grievance Closure Form
(see Appendix D), which details the agreed resolution. The signed “Grievance Closure Form”

will be recorded in the “Grievance Database”.
4.3.6 Non-Resolution Case

If a grievance cannot be resolved although efforts will be made to solve the concern within the
set timeframe, the Project will involve other external experts, neutral parties or local and

regional authorities, as necessary and appropriate.

Moreover, an explanation to the complainant (if not anonymous) about why the grievance

cannot be resolved will be given.
4.4 Customer Grievances

For the customer grievances Firat Plastic has a specific procedure of the Project. The
procedure explains the responsible personnel, the steps to be followed when a customer
complaint is received, relevant forms and other documents to be filled up and kept in DCC.
The purpose of this procedure is to establish a system to increase the trust of customers in
Firat by creating a system for measuring customer satisfaction and collecting suggestions,

acting on Firat's customer satisfaction policy.

The mentioned procedure is given in Appendix F: Customer Data Measurement and

Evaluation Procedure.
4.5 Sexual Exploitation, Abuse and Sexual Harassment (SEA/SH)

Sexual Exploitation and Abuse / Sexual Harassment (SEA/SH) is a risk for any project that
interfaces with a community. However, risks increase in settings where incidents of sexual
exploitation, abuse and sexual harassment (SEA/SH), are normalized and/or committed with
impunity, and where survivors are unlikely to seek assistance due to social stigma, retaliation,

or other security issues. When the rule of law and basic protective infrastructure is lacking,
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further contributing to risks of SEA/SH. In order to minimize those risks, following mitigation
measures will be taken within the scope of the Project:

7 Sensitization of the managements of the Project on SEA/SH issues will be provided.
Trainings regarding SEA/SH will be provided to all Project workers.
All Project workers will sign and be informed about the Code of Conduct.

NN N

All details of the SEA/SH survivors will be kept strictly confidential in the Grievance
Register Database.

Y

Those kinds of SEA/SH claims/issues will be evaluated/addressed and responded

directly by the Ethical Committee formed by General Manager, Human Resources

Manager, Legal Counsel, Senior Manager and Corporate Communications Manager

7 When the claim is proved, necessary legal sanctions will be applied, or their
enforcement will be ensured.

7 If necessary, female personnel (other than SAS) will be assigned for the registration of
SEA/SH grievances, and a separate training will be conducted only for the female
workers in order to inform and raise awareness on the SEA/SH response mechanism.

7 Moreover, Firat Plastic plan to establish a special mechanism for SEA/SH in

accordance with their Ethical Rules Instructions (EYS-005-03-1118365-1-R1) and

Employees Work Discipline Procedure (EYS-003 - 1512966 - 1 - RO).

4.6 Other Grievance Redress Mechanisms

In addition to Firat Plastic’s grievance mechanism, the residents and/or Project stakeholders
can apply to TKYB’s existing grievance mechanism and national-level grievance mechanisms
such as CIMER and YIMER.

TKYB’s Environmental Complaint Mechanism: Any parties directly and/or significantly
affected by environmental impacts arising from the TKYB’s operational or financial activities
can submit a complaint to the TKYB. Complaints are systematically archived and promptly
handled. The online form available on the contact webpage of TKYB (can be filled. Also, the

phone number and physical address of the general directorate of TKYB is given as:

www.kalkinma.com.tr

Online complaint/suggestion form: https://kalkinma.com.tr/en/contact-us/contact-
information

Phone number: +90 216 636 87 00

Fax number: +90 216 636 89 28

E-mail address: haberlesme@kalkinma.com.tr

Physical address: Saray mahallesi. Dr. Adnan Buyikdeniz caddesi. No:10 34768
Umraniye/istanbul/Turkiye

7
7

NN NN
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Presidency’s Communication Center: The Presidency’s Communication Centre (CIMER)
has been providing a centralized complaint system for Turkish citizens, legal persons and
foreigners. CIMER will be available to Project stakeholders as an alternative and well-known
channel for conveying their Project-related grievances and feedback directly to state
authorities.

www.cimer.gov.tr

Call Centre: 150

Phone number: +90 312 525 55 55

Fax number: +90 0312 473 64 94

Mail addressed to Republic of Turkey, Directorate of Communications

Individual applications at the community relations desks at governorates, ministries and
district governorates.

NN NN NN

Foreigners Communication Center: The Foreigners Communication Center (YIMER) has
been providing a centralized complaint system for foreigners. YIMER will be available to
Project stakeholders as an alternative and well-known channel for conveying their Project-

related grievances and feedback directly to state authorities.

www.yimer.gov.tr

Call Centre: 157

Phone number: +90 312 5157 11 22

Fax number: +90 0312 920 06 09

Mail addressed to Republic of Turkey, Directorate of Communications

Individual applications at the Republic of Turkey General Directorate of Migration
Management

5 MONITORING

5.1 Review and Revision of This Procedure

NN NN NN

This procedure will be reviewed on minimum annually basis during construction and operation
phase. During steady-state operations, this procedure will be reviewed on an annual basis and
any necessary revisions made to reflect the changing circumstances or operational needs. The
revision of this procedure will be the responsibility of the “Social Affairs Staff’ in cooperation

with the HR Unit, HSE Manager and HSE Staff who are the custodian of the procedure.

If material changes to operating procedures are required, the procedure may be updated on
an “as required” basis. If there is any revision on this procedure, it will be uploaded to the
Document Control Center (DCC) of the Project to ensure that all staff has access to the latest

version of this procedure.
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5.2 Overview of Monitoring Requirements

In compliance with the Project Standards which is described in Section 3 of this procedure,
monitoring measures will be implemented to prevent the reoccurrence of grievances and
monitoring management. Therefore, this grievance mechanism will be subject to periodic
reviews to decrease the systemic problems and maintain the resolution process efficiently.

If monitoring identified non-conformance with the Project Standards, these will be investigated,
and appropriate corrective actions identified. The overall grievance management performance
will be monitored and evaluated according to the key performance indicators.

5.3 Key Performance Indicators (KPIs)

The following table summarizes the key performance indicators and associated key monitoring
actions that can be used to assess the progress and effectiveness of the grievance

management performance.

Table 5-1. Key Performance Indicators (KPIs)

KPI |

Number of community
complaints or grievances

Target  Monitoring Measure

Total number reduced year on year Grievance Database

Number of customer

; - Grievance Database
complaints or grievances

Total number reduced year on year

Number of internal
complaints or grievances

Total number reduced year on year

Grievance Database

% of complaints that are
responded within 5 working
days

Delivery of regular reports to stakeholders
on the outcomes of the Grievance
Mechanism

Reporting

% of complaints that are
closed within 30 calendar
days

100% of the complaints are closed within 30
calendar days

Grievance Database

Auditing Grievance
Procedure to ensure that it
is being implemented and

grievance are being

adequately addressed

Annual audit complete target of 100% of
grievances close out to satisfaction of
complainants within 30 working days

Audit Report

5.4 Key Monitoring Activities

The key monitoring activities are used to assess grievance management. The Project will also
monitor the efficiency and application of the third-party grievance mechanism. The procedures
and the grievance management tool will be adjusted as required. Key monitoring measures

are set out in Table 5-2 below.
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Table 5-2. Key Monitoring Activities

Monitoring

November 2022

Monitoring

MmGS

Monitoring

Topic / Aspect

Monitoring Indicator

The Project will review
Grievance Log / Database,
including complaints closed
and unresolved per period at
a minimum monthly to
include:

e number of outstanding

Method

Periodicity

Location

complaints and
grievances opened in
. the month, .
Grievances/ . Grievance . '
e number of complaints Monthly Project office
Concerns . Database
and grievances opened
in the month and
evolution since Project
start (graphic
presentation),
e number of complaints
grievances closed in the
month; and
e type of grievance.
SAS and Customer Services Customer
Customer Team Leader will keep Grievance
) : records written and verbal Records and Monthly Project office
Satisfaction . : . .
complaints raised by Satisfaction
customers. Surveys
. The SAS will record formal .
Community ; Community
and informal engagement : i
Engagement : " Engagement Monthly Project office
A with local communities.
Activities Records
SAS will keep records of the
. types of leaflets, brochures,
Disclosure .
Materials and ngw_sletters prepar_ed and_ Community Info . .
Feedback to distributed. SAS will monitor System on the Quarterly Project office
" feedback to local Website
Communities o
communities
6 TRAININGS

All necessary training will be provided as induction training to provide general awareness for

all employees of the Project and its contractors. Job-specific training for responsible personnel

will be also provided as necessary including stakeholder engagement and grievance

management. The implementation of this GMP will be followed by the Social Affairs Staff and

other personnel and supervisors of the Project Contractors are also involved in or overseeing

the stakeholder engagement activities and grievance mechanism procedure.
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6.1 Induction Training

The induction training will provide information about the worker grievance mechanism to all
direct and indirect workers (i.e., workers of contractors and/or subcontractors). The trainings
will be given in the first “Induction Training” session. All employees of the Project and
contractors are required to participate in social trainings. This training will provide the
information on how to understand and respect different opinions and to be an effective team
member by behaving appropriately with locals and colleagues; how to raise a grievance/

suggestion or comments.

Moreover, Code of Conduct and SEA/SH training as well as the relevant issues will be provided
to all employees and the other external stakeholders.

6.2 Job Specific and Other Training Requirements

Job-specific training and additional specialist training (if there any) for key personnel involved
in the community, then it will be provided to those and employees for grievance management.
Specific training on the application of the Grievance Management is also provided to the Social

Affairs Staff and other personnel defined in Section 2 of this document.

7 AUDITING AND REPORTING
7.1 Internal and External Auditing

Routine internal inspections will be carried out by Social Affairs Staff during the construction
and operational phases to ensure the assessment of the social responsibility program and
overall grievance management. The conformance will be monitored in accordance with the
requirements set out in this Procedure. The aspects of this GMP are subject to regulatory
audits. Internal annual audit will be conducted by assessing KPIs and monitoring activities
defined in this GMP.

The conformance with this document will be subject to periodic assessment as part of the Firat

Plastic audit program and separately by Project Lenders.
7.2 Record Keeping and Reporting
Record keeping will be done by SAS during the following cases:

7 Consultation meetings,
Community engagement activities,

Grievances actions and close out of grievances,

NN N

Concerns/opinions/suggestions by the local community during consultation meetings

and stakeholder engagement activities,
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7 Audits, investigations and incidents which will be managed according to the Project
procedures.

On monthly basis, an overview of the grievances and engagement activities recorded in terms
of number and type will be investigated. The situation of the grievances as open/closed out
and engagement activities as completed/ongoing will be recorded periodically. The SAS will
evaluate and conclude this overview with project management in the monthly management

progress meetings.
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Appendix A: Complaint Register Form

Complaint Register Form

Reference No:

Full Name Name & Surname:
Note: You can remain Iwish to raise my grievance anonymously
anonymous if you prefer or|
request not to disclose lrequest not to disclose my identity without my consent
your identity to third parties|
without your consent.
Contact Information [ By Post:

Mailing address:
How the complainant wants to be | [ By Telephone:
contacted (mail, telephone, e- | [ By E-mail
mail).

01 don’t want to be contacted

Details Related to Grievance:

Description of Incident or Grievance: What happened? Where did it happen? Who did it happen to?
What is the result of the problem?

Case summary:

Date of Incident/Grievance

0 One-time incident/grievance (Date
1 Happened more than once (how many times? )
1 On-going (Provide details)

What would you like to see happen to resolve the problem?

Only for internal usage: Status of complaint

Date: Signature:

The complaint is closed by:

Actions taken (Provide details):
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Appendix B: Grievance Database
Grievance Database
Reporting Period
N Contact Gri Details of R ibilit .. . C icati
ame/.on ac Internal/ nevt'mce Date € al.s ° esponsibtity Communication |Actions Date ommu.mca fon
Details of Received . Compliant/ (Related . . o with
. External Received with complainant* | taken |Resolved . e
Complainant by Comment Department) complainant

* Notification date and method (via call/face to face): If complainant has provided a name and contact information, he/she will be notified within 5 days
that the grievance solution process has started.

** Notification date and method (via call/face to face): If complainant has provided a name and contact information, he/she will be notified with related
information after the grievance resolved within 30 calendar days.
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Appendix C: Consultation Form
Consultation Form
Reference No:
Person Filling the Form: Date:

Interview Agenda:

Reference No:

Information on Consultation

Interviewee Institution:

Communication Type

Name-Surname of the Interviewee:

Phone/Free Line

L]
Phone: Face to face interview |:|
Address: Web-site/ E-Mail |:|
E-Mail: Other (Explain) []
Stakeholder Type
El;lt)iltijtion |:| Eggg leced |:| E:;/:rt;ise |:| eras((j)?:iation |:| NGO |:|
I(rs]:gzi)sst |:| I%Csdslfégtions |:| \L/Jvrﬂtr)kners |:| Mode |:| niversty |:|

Detailed Information on Consultation

Questions related to

Project

Concerns/feedbacks
related to Project

Responses to the views
expressed above:
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Appendix D: Grievance Closure Form

Grievance Closure Form

Reference No:

Determination of Corrective Action(s)

1

Responsible Departments

Close Out the Grievance

This section will be filled and signed by
the complainant in case the complaint
stated in the "Grievance Registration
Form"is resolved.

Name Surname / Name, Surname /
Signature of the Person Signature of Complainant
Date: Closing the Complaint
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Appendix E: Reward and Suggestion System

IL
ILI

ONERI SISTEMI

AMAC

Onen ssteminin amace FIRAT persomelinin girkete ballbsbe artsmak, moral
gicuni yokselvmek, birmlerm sadhikh bir iletigm ve ighirlidi essinde cahsmases
saplemalk, is disiplinme ve FIRAT'IN wygpulamskea prosediriere ve
sstemlere wyumunu sadlamak, mevout problemlens ¢ozumu, is ve faalivetlern
etkinlik ve verimliligini arurmays yooelX ofarak is gorenlerin goriy ve oneriler
urtmclen ve iletmelermi 1egvik etmek, bindece grkesin giderlenni azltmak, sistem

etherini nei imeektir
if veya birden fizla &5 goven tarafindan Gretilen ve igletmenin verimlilk ve

cllunhmm artirscak ve %dcrlcm azaltacak goeus ve tekiflerdir.

Oner, yessorijingl bir

kir veya eskisbifinen bir fikrin yea bir uygulames: geklinde

ofahilir,
ONERI SISTEMI

Kapsam:

Omeride Bulunabilecehler:
FIRAT Oweri Sistemi, kendi ahsanlanyla beraber destek hinmet aldids sirket
cahgankarnia beraber 1m ig gdrenken ve tim Ayaretgileri kapsar.

Omerinin mitdikleri:
Dederleme ve odile defer olahilmesi igin coenlerm asabcdaki dzeliklen tagimas
gerekir

Yeni birgrun, malzeme, tasanm{d@zayn) veya metod getiren,

Gereksiz sggocu, ekipman ve faalivetleni elimine eden,

Her komuda israfi azaltan,

Hizme, kalite, verimlilik ve etkinligi ivilegtiren,

Isatch, hammadde, mdzeme, enerji, fmansal kKaynakessamufu salleyvan,
Faalivet ve foeksiyonlan uyumlagtiran gocugles, omen nisedidi tagir

Ig kazalenm calevici huiimler Gretmek,

Kabul edilmeyecek Onerler;
Asadndaki gocugler, anen alarak kabul ediimez ve dederlendinilmeye alimmazdar:

Yanh olmayan coerder,

Onen sahuplerinm sim ve imzasinm almadiy deerder,
Yasalara ve ahlaka avkn teklifier,

Kigisel anlagmaziklara dair gonisler,

Destekleyic kamit ve goraghkr igermeyen caeriler,
Tekrar nitelifindeki (mukerrer) coenler,

Ucret sistem, 15 sddegmess de dizenlesmis hususdara dar dewerder,
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1LY Ohoeri Sisveminin Kurallan:

l. Soreq igerisinde vapilan hir babey e venmlilidi atdirmak, malivetleri mealimalk,
L. Kaltew ve dretind dirckt olarak etkilevecek toenler petimaek,

J. Unen, diger Birimlerin ve kigilenn ighermi yapmalanna engel tepial etmemelidir
4. Oneri, rutm teeir vebakim iglenini icermemelidir.

5. Onen, genel sirketkumllarnna aykon clmamahdir.

th. Cinen, FIRAT yitnetim sistemleri politikalannawsgun odmalidir.

7. Onerer, Oneni ve odil Degerlendirme Kusulu tarsfindan incelenerek wygulamabiliv
pdmas kpsulu de ddullendrilir

& Aym dnenyi getiren birden fazle persomel vars, toerniilk getiren docelik kazsmr.

%, Clnen sahibinin uygulama smsinde gdmbiinse gdmey almas siilamr.

b, Ol v proje sgin valnizze bir defeva mehsus verdir.

IL Gelen dneriler Oneri Deferlendinme  Konlu  arefinden incelenir.  Uspulamays
alinmayscek  onerler Insan  Kaymaklen tarafindan  mecive edici bir yas e
cevaplandmhir

1 £ Bireysel weva grup dnens seklinds dmernler veriletalir,
1 3. Oneni Barmkan sirker tarafindan yerlestiriken daen kutulanng anlr.

IL3  Omerimin Sekli:

1. Her dnen ekbeki fowm e verilecektir,

Y. Oneni kenusunu en i temsil edecek kisa hirbayhk verilecekdir,

3. Onende bulunuleskamumun mevom veya dnceki pomiesiawrum, sluyos sonm veya
dwerimin perekoest de sgiklesmacaknr.

4. Cneni, ayrmnh sekilde ve mast! wygmlamacagr gerekli keymrklar(rokioek maifred,
silre, il kiyilirime Leevie ) do befimtilerek sulmdacakar.

£, Chnesinin uyvadanmas ile elde sdilecek kazamamlar sayisal verilere apiklsmacakir

& Onert Borsiwe, dner sshiplen tarsfindan imzalasacakr.

L4 Omerimin Odiillendirme Esaskan:
V1. Birevsel Onerslirup Omerisi:

Hireysel (kneri: Tek kigi tarafindan oretiles ve detilen ameridir Cnen kabil edilir
we uygulamrsa, Gdlie camarm, neri sabibi is gorene aniir

Grup Owertsi{Ovitak Oueril: ki vevn deba fazda kigi inrafiedan verilen Gnenidir.

Odiile vk ganden onak anerilerin adild, dnen ssdiplen arasinds gl sekilde
paylasindir

VONERI VE QDU L SISTEMINDE ORGANIZASYON, YETRI VE SORUMLULUK

TV Genel Widir
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Cmen Kisteminin 1ekil ve igleyisi keousundn emideki vetkiler Genel Mosdore aittir:
I Oneni Sestesmnin kabidd, woulanays kosulmasi,
2, Oneri Degerlendirme Bunaha'nun teskili, iveleninin sznmas,
3. Onen Degerlendirme Kurulu kararkarnms onayi,
4. Onen Sistemi Ol Miktarsdaki dafisikikberin anay,

IV.2. (huerd Degerfendirme Knruba:
Onen defeslendime kunk;

- llgili Gessel Midir ¥ ardumcist,

Cneni ve (il komssenda ilgill fonksivon Mudiing,
Araghrmafiehgtirme Midank

Kdite ¥ dnetiminden sorumlu Y dnetici

Insan Kaveaklan Modan

Kol ayda en azx | kex toplanir ve kararlanm {ov goklugu} ile alir.

IV. 3, {ners Sisteniuin Koordinatdrled;

Oineri Sistemi Koordinatardogdo gorevini, Insan Kaynaklan madurlign verine getinr. Bu
kapsamia;

= Cnesiler Insan Kaynaklan beltnd temiindankayda ahmr

- Insan Raynadan bakim tarafindan aneri kundda ilecili

= Oneri keuldn gocigildikien seors kabul, wygulama, deneme  suresmin
Belirlenmesi veya ret karanyla soouglandinbr

= [Deneme sirecing alinan anerinin uygulamada baganva ulsp, ulsmadid 1akip
edilir

= Uypulasads basarva wlasan dnesinin krul karen ile Odillendinlir veva
baganya ulasmaan oneri ign tesekkir vazs vaznbr

- Kurul karedares Gesel mddir ongana sunulur. (Varsa) o30kn hesaplanmass
we ddenmesivenlmesi,

- llgil vansmalenn gergeklestinilir.

= Sigtemle ilgili Bilgi ve helgelenn dosyvalanmasi vh gomevlerin verine getmilmesi,
koordmatcrlogin gorevidir

V. ONERI SISTEMINDE ODULLENDIRME CESITLERI

.1, Ol Corglrterd
(il pesitleri asagdaki gibidir;

. Tesekhor Belgesi,
L. Genel Duyuru,
3. Hediye,

4. Uecrethi lzin,

£, Tesvik Odili,
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Tesekkir Helgesi— Ceenel Dvpwrw
Insan kKaveaklin Midird ve Gemel Modiiddis imzas ile vayslant Bir
kopvas persceelin domasinda saklamr, Odil akgegine ghre &0 puann alinda
kalan dnenlere verilir

il
I!'J"l:l,u'i Degerlendirme  Kurulu tarafindan hedive verilmesne lenk  gorilen
persomele oy gokluguyls sdillendirme yapibe. Bu odaller Insan Kaynakhninda
boscelenir. Genel Modurksiom onmandan sonra vamurude girer. Onenos girkete
olacak katkis Boorul cerafinden dederlendinderck sirkete olan kabma dedesine
wore gevrek eltin, yenm alon, tam akin segencdklenmden binle deferlendinilir.
Bunum ki dnerinin 75 ve dzerinde puan almas gerekir.

erethi .i;fn
Oneri Degerendinme Kurulu tarafindan Ucretli Lsn verilmesing lmak gorilen
persongde 1 ile & gune kadar izin verilmesine oy gokheda ile karar verlir. Genedd
Mo arayl ile varirkige grer Persomelin dereth ine hak kazendiiing
dair vaz Insan Kaynaklan teralindss vashr, Onennin 60 ve (eer puan almas

gerekir ve calsanin kag gin ucretli izne goaderilecedine band karar venir

Toswlk hiviliv
Parasgd Ol veva Tesvik Odali, kunlun tfder ettigi oranda Sdenir ve kerar
kunyl tarafindan oy pokluguyla ghmr Odiil maikian, kebul edilen Cmerirem hayata
geemesyle palsamn bordrosuna & knmang ofarak eklenerek ddenir. 85 puan
trennde ahran éeerdlerde tegvik ddili venilir: Parasal adul lile 5 maag amsinda
kurul cerafindan belirlenir.

VLONERI SISTEMININ DEGERLENDIRILMES]

=  YVerlen anerinin vmdilne mgunlugy ve deen kapsame ipgnde obap cdmadiin,
o kurnuleierafindesincdenir ve degerlendmilir

= Oweriler kurul tarafindas yapilan ik toplentsds degerendinlr ve kararz
badlamr

- Deperlendme sonucunds kurul, deervi “Kabul Edildi”, “Kebul Edisedi™
veya “Creperli Delnl™ seklinde degierlendanr

- Onen degedendwme iglern vaplicken asaida ver slan 1ablods Belinilen
kriterler ve puanlanm sistemi esas abmr.

Kriter Puan
Giyret [0-15)
Orijrallik _ [0-300
Direkt Eeki  [0-300
Dolayh Etki  [0=25)
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= D[hrekt etki ile ilgih puan verilirken, Gnerinin uygulanmas ile hirkkze olpidehilir
eatelkre olan wilestirmeler ghz Smdeme shr.

= Dolavk eiki il ilglk puan venrken, dnenmin uygaanmas ile hirkkte olpdebilir
mitelikte olmayan fakat motivasyonu artiran veya bélimlerde yaplan iglere
katkm artirem wilegtirmeler gz Gndee shnir.

= Toplan poan her kntere verilen puan deden dgpginden toplanarak hesaplamir
Egder hesaplaman poan: ‘60 {alimig]’ ve dzen ise dmerl kot oflir, kogikse
onern kabul eddmer Pumn doplame &0 olmayan fakat gl vometicinm
uvgulamaye deder buldugu dneriler kabul oflebibr. Kabul dilmeyven veye
ez sayilam dmeriler, kurul tarafindeas yanlacak Oheree Cevap Yanayla
daeri sahihine dmermin kabul :ﬂilmbﬁ'_?:w' i siz clhdugdunu nedenleni ile
babdrilir. Oneni sahibims motivasvosun k we Geen sistemim sadedeyecek
bar (sshapyerine tesvik pdio bir yoatem wenir
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Appendix F: Customer Data Measurement and Evaluation Procedure

M'US:]“ERT VER_TLERTNT GLCM:E VE | Taih, Revizpan Mo 19012022 16
DEGERLENDIEME PROSEDURU | Dokiman No PROL

1.0 __ AMA

FIRAT' m kosulsuz mister1 memnumyet polibkasmdan  hareket ederek  miisten
memnumyetmn - Olgilmes), dnenlern  toplanmast  igin bir sistem olugturarak
mistenlenmuzim FIRAT' a olan givenlenmn artbnlmas: 1¢in bir sistem kurmak.

2.0 KAPSAM

Turt 1¢1 ve yurt dist tiom musten venlerm kapsar.

3.0__ KISATTMA VE TANIMT AR

Miisteri: Bayi veya nihai tilketiciler

Sikayet: bir kurulusa iiriinlert veya gsikayetlenm ele alma sireglen ile 1lgh yapilan
memnuniyetsizlik

Miasteri Memnuniyeti: gergeklestinlen miisten sartlanmn miisten tarafindan almlanma
derecesi

Miisteri Hizmeti: bir iiriiniin dmiir déngiisi boyunca miisten 1le kurulan etkilesim
4.0 __REFERANS VE IL.GIT I DOKUMANLAR
03/B/052F Misten WMemnumyet Ankeb

50 SORUMLULUELAR

Misteri Hizmetleri Boliami
Bu prosediiriin uygulanmasmdan Misten Hizmetlen Bdlimii sorumludur.

Diger Madirlikler
Gerekh destek hizmet vermekle yikimliidiirler.

6.0 UVGULAMA
6.1. Miisteri Memnuniy etinin Olgiilmesi

Kapatilan misten sikayetlermin %25 ne ayhk bazda misten temsilcis1 tarafindan doniis
yapilarak, memnuniyet ve uzmanmizin objektiflim kontrol edilir. Misten memmumyet
saglanamarms ve uzmann ohjektithg hakkimda herhangi olumsuz bir durum ortaya gikar 1se
misten temsilcis) tarafindan konu Misten Hizmetler: Yetkihsine raporlamr. Aynca gen
domiilen gikayetlerden elde edilen veriler de migteri hizmetler: yetkilisine raporlamr.

6.1.1. Misteri Sikayetlerinin Raporlanmas
Mliistern Hizmetlen Biéliimi misten sikayetler: hakkinda ayhk penyotta rapor yaymnlar.

Diénem igindek 1stabistik degerlendirmeler ve cozimlensmeyen migtern sikayetlen YGG
toplantsinda gindeme getimhr.

Sayfa 1/3
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19012022 16
PRI

MUSTERT VERTLERINT OLCME VE | Taib, Revizyon No

DEGERLENDIRME FROSEDURT

Dokimnan Mo

6.2. Saglanan Uriin Kalitesini Arttrmak

Miisterive saglanan drinin kahitestmi artbrmak amac 1le gelen misten sikayetlenne
1stinaden asagidak: tablova gore dizelbio faahvet baglablw. Tabloda belirhlen savida
sikavet: asan bilimlere misten sikayetlen vetkilisince tabloda belirtilen 1k1 knter dikkatte
almarak diizeltic faaliyvet baslablir.

DOF ACMA KRITERLERI

BOLUMLER BOLUM SIKAYET ADET | SIKAYET NEDENI ADETI
ENJEKSIYON =10 =5
PROFIL =20 =6
PVC BORU =2 =2
PE-PP =7 =]
HORTUM =3 =2
EAUCTUK =1 =1
METAL EK PARCA =2 =1
SAC =1 =1
ERAH =1 =l
METAL ENJEKSIYON =1 =l
TRIPLEX =1 =1
SEVEIYAT *1 =1

Not: Eger aym miistenn sikdyet nedeninden dolay: bir sonraks ay 1gin de Diizeltici Faaliyvet
agilmasim gerekbren bir durum var 1se ve sikdyetler zaten aplmis Diizelbol Faaliyetin
kapanma temmninden Once gelnus 1se knterler saglansa bile Misten Hizmetlen Yetkilisi ya
de Kalite Muduri wmsiyatifi ile Dizelbo Faaliyet baglablmasma gerek yoktur karan
almabilir.

6.3. Sikavet ve Bilgi Toplama

Mistenlenn sikayet ve Onenlermm toplanmasi Mister Anket Formlan (03/FPO5S2F ve
03/P033F)1le yilda en az bir kez olmak izere 1lgili pazarlama midirligi tarafindan yapilir.

Ayrica iletigim kanallarumiz vasiasiyla driinlerimiz icin drneriderde bulunan miigterilerimizin
Hetigim bilgileri Miigteri Fizmetleri Temsilcimiz tarc findan excel formatinda olugturulan bir
listeye hayit edilir. Alman dneri ginlik plantlorda degerlendirmek dzere Kalite
Miidiirii 'me ietilir. Kalite Midiiri gerek girmesi halinde koru ile dlgili alman karar
Miigteri Hizmetleri Temsilcisine ileterek miigteriye geri donils yapilir.

6.3.1. Anketlerin Raporlanmast ve Degerlendirilmesi

Yillik penyotlarda veya dimem iginde pazarlama midirliklen tarafindan gergeklestinlen
seminerlerde yapilan anketler rapor hazitlanmak dzere Sabis veva Reklam bolumi tarafindan
Miisten Hizmetlen bdlimine gondenlir. Yazh venler Mister: Hizmetlen Departmam
tarafmdan istatistk degerlendirmeye tabi tutulur. Hazrlanan rapor, Kahte Midira'ne
sunulur. Kalite Miidiiri tarafindan degerlendirme raporu pdf formatnda, ¢ mal 1le tim
gihlere vayinlamr. Kalite Midirid tarafindan yaplan degerlendirmede Wister: Hizmetlen
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Departmamna gelen sikayetler 1le anketlerde alinan sikavetler karmlastinhr. Anketler ile
alman sikayetlerde Miisten Hizmetler: Bolimi sikayet agar ve notmal prosediirii 15letir.

Raporun yayinlanmas1 sonrasy, kalite-satg-ar&ge-letisim -iretim bdlimler: sorumlulanmn
kathmu 1le toplanti yapilir. Toplantida anket degerlendirme raporu izennden katilimo
cevaplan degerlendinlit. Sorulara verilen 1y1 ve gok 1v1 cevaplann oram %70 ve dzennde se
herhangi bir gahisma yapmlmaz ancak disiik orandaise ilgih Sabg Mildir]igi misten verilen
raporlannda belirtilen konulan ve miisten sikayetlernim degerlendirerek aksayan konulardan,
teshmat 1le 1]zl dnen veya sorunlar 1gin Sevkiyat Planlama ve Ambarlar Sefhine, Kalite
e 1lg@li tnenler ve sikayetler igin KW 'ne yen driin taleby veya meveut drinlerde gelisttme
igin Ar-Ge Miidirligi'ne tambm ile ilgili &nen veva sikayetler igin Kurumsal Tetisim
Midirligiine yazil taleplerde bulunur.

Yazh talep 1le 1letilen konular igin 1lg@li bdlimler hazrlayacaklan plan dogrultusunda dmen

gergeklestinlmes: ve skayetlenn gidenlmes: 1gin faahivetlere baglavarak bir sonrak:

dimemde soz konusu aksayanm konular igin dzelhkle da daba yiksek puan ahnmas
hedeflenir.

Ngili pazarlama miidiinigi veya diger midirlikler miister sikavet, istek, beklenti ve
tnenlenm dikkate alarak diizeltici ve dnleyici faahivet baslatabilirler.

7.0____EKTER

Tok.
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