
 

     
                                                    
                                 
       
      

 

 

Handling Process for Feedbacks Received by Customer Relations (Domestic) 

Receiving the 
notification through

E-mail, 
WEB, 

Telephone, 
Face to face, 
Social Media

Interim reporting for 
notifications received 

through E-mail, WEB, or 
social media

Classification of 
notifications 
according to 
(complaint, 

suggestion, request)

Is the received 
notification  “a 

complaint”?

Specification of 
the importance 
degree of the 

complaint

Filling out 
Customer 

Complaint Form

Is the 
complaint can 

be solved 
within the Call 

Center

Directing the complaint to 
TAV Operations Related 

Department and 
Customer Relations 

Department

Application of the 
solution

Investigation of the 
complaint by CR and 
Related Department

Is the Customer 
right to complain?

Determining the suggestions that will 
satisfy the customer

Identifying the Corrective Actions to 
be taken and the root cause of the 

non-conformance

Providing the customer the Corrective 
actions and satisfaction suggestions by 

TAVCC

Is there a mutual 
agreement with 
the Customer?

Is there any 
alternative 

solution

Keeping the 
complaint 

open

Closing the complaint in case the 
customer does not refer to outer 

solutions 3 months after the 
complaint date

Defining alternative 
suggestions

TAV CC can handle the 
request and Suggestion 
within the department?

Directing the requests and 
Suggestions to TAV Operations 

Related Department and 
Customer Relations

Filling Customer 
Request/ 

Suggestion 
Form

Informing the 
customer via TAV 

CC
Closing the record

Evaluating the requests and 
suggestions within TAV Operations

Reporting the result 
of the evaluation to 

TAV CC

Yes 

No 

Yes 

No 

No 

No 

Yes 

Yes 

Yes 

Providing a 
record 

number

Providing a record 
number

No 

Yes 

Providing appropriate 
solutions in order to 

settle a mutual 
agreement with the 

Customer

No 
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