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1. INTRODUCTION

This Grievance Mechanism Procedure (GMP) (Internal and External) is prepared for the
following three affiliate companies of Eren Holding to complete the studies and documentation
for the management of the potential environmental and social impacts of the Working Capital

Facility Project.

& Modern Oluklu Mukavva Ambalaj Industry and Trade Inc. (Modern Ambalaj)
& Modern Karton Industry and Trade Inc. (Modern Karton)

&  Eren Perakende ve Tekstil Inc. (Eren Perakende)

Studies and documents related to the management of environmental and social impacts have
been carried out for the three companies mentioned above in accordance with the National
Environmental Legislation, Turkish Development and Investment Bank (TKYB) Environmental
and Social Policy, AlIB Environmental and Social Standards and IFC Performance Standards
(“PSs”). In addition to these, all works carried out within the scope of Modern Ambalaj and
Modern Karton companies (except for Eren Perakende) were carried out in compliance with
the World Bank's Environmental and Social Standards. (ESSs). The reference number of this
Plan is ER-PRC-SOC-GMP-001.

1.1 Background

Eren Holding and its affiliates, operating in the fields of energy, paper, packaging, retail,
cement and tourism, which started its commercial life in the textile sector in 1969, are
considered one of the largest groups in the country with their equity-based growth strategy.

The sectors within the scope of the project are paper, packaging, retail and textile.
Modern Ambalaj

Modern Oluklu Mukavva Ambalaj started its first production at its Corlu Facility established in
1997. After its facilities in Bursa, Manisa, Istanbul, Gebze and Eskisehir are opened, it became

the largest company in Turkey with its annual production capacity of 565,000 tons.

Table 1-1. Capacity of Existing Facilities

Existing Facilities Total Area (m?) Total Closed Area (m?)  Capacity (ton/year)
Corlu 90,000 44,000 170,000
Gebze 34,400 33,000 85,000
Eskisehir 46,000 27,000 85,000
Manisa 50,000 28,000 85,000
Kayseri 35,000 22,500 85,000
Bursa 17,500 14,500 55,000
Existing Total Capacity 272,900 169,000 565,000
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In addition to the capacity increase expected to be completed in 2020 regarding the Kayseri
factory, the company, which researches new investment opportunities in istanbul-Hadimkéy,
izmit-Adapazari and Bursa, aims to have a capacity of 1.000.000 tons in 2025 in line with these

projects.

Corrugated cardboard and boxes are produced by using various papers and starch as raw
materials at the facility. There is no paper production at the facility, the paper used in the

production of corrugated cardboard is outsourced.
Modern Karton

Paper Group of Eren Holding is the leader of the sector with Modern Karton facility, Turkey's
largest corrugated fiberboard producer, and Eren Kagit Industry and Trade Inc. (Eren Kagit)
operating at various locations Turkey-wide, collecting and bailing wastepaper. Environmentally
conscious growth policy of Eren Holding is supported by Eren Kagit that collects wastepaper
and Modern Karton that carries out entire production utilizing such wastepaper collected.
Modern Karton has increased annual production capacity above 1,000,000 ton thanks to the
investments made in recent years and started exporting part of its output to foreign markets,

contributing to the economy of the country.

Modern Karton is located in Tekirdag Province Ergene District Ergene-2 OIZ on an area of
561,640 m?, in a closed area of 210.452 m?. The facility operates in Kraftliner, NSSC (Neutral
Sulfite Semi Chemical), Fluting, Testliner, White Testliner, Barrier Paper, Packaging Waste

Recovery (Paper-Cardboard), Steam Energy, Electric Energy.

Paper production at the facility is made using wastepaper. Thus, while producing the needed
paper, it also contributes to the recovering of packaging waste, which is an environmental
waste. This situation, which is extremely beneficial in terms of recovering paper packaging

waste, has also increased imports due to the lack of wastepaper in Turkey.

All the wastewater released in the paper machine, pulp preparation and chemical preparation
department is collected within the pulp preparation department and passed through the DAF
(Dissolved Air Flotation) system and sent to the treatment plant. In addition to industrial
wastewater, domestic wastewater such as sinks, dining halls, toilets, etc. used by the

personnel also comes to the treatment plant.
Eren Perakende

Eren Perakende, which started its commercial life in the textile sector in 1975, carries out the
production of world brands that it holds license with advanced technology. It sells the products

it produces in the domestic market and also exports it abroad with its retail stores. Eren
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Perakende has the certificate of authorization to produce organic products using ecological
methods.

The facility, where combed cotton yarn production, yarn (bobbin) dyeing and fabric dyeing
processes of Eren Perakende are carried out, consists of three main units: cotton yarn
production unit, yarn dyeing unit and fabric dyeing unit. In addition, there is a waste treatment

unit established for the treatment of wastewater originating from the operation.

The facility located in Tekirdag Province, Ergene District, Ergene-2 Organized Industrial Zone,
continues its activities on an area of 125,558.46 m?, in a closed area of 59,160 m?. The closest
settlement to the activity area is Ulag Neighborhood, which is approximately 2 km from the
facility area.

The four main processes given below are carried out in the facility owned by Eren Perakende.

@  Combed Cotton Yarn Production Process
¥ Yarn (Bobbin) Dyeing Process

& Fabric Dyeing Process
(1]

Fabric Washing Process

The headquarters of all facilities within the scope of the project are at Atasehir Avenue,
Metropol istanbul, C-2 Blok, 34758, istanbul, Turkey, which is also the headquarters of Eren
Holding. The location, activities, EIA Status, Environmental Permit and License Issues of the

facilities of Modern Ambalaj, Modern Karton and Eren Perakende are given in Table 1-2.
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Table 1-2. Summary of Facilities

Activity Carried

(o]1]:

EIA Status

mGS

Environmental
Permit and License
Issue

Production of
corrugated
cardboard and
boxes using
various papers and
starch as raw
materials

Out of Scope

e Air Emission

o \Wastewater
Discharge

Paper production
using wastepaper

EIA Positive Decisions
Decision No0:4310, dated
04.10.2016

Decision No0:6093, dated
12.11.2020

EIA Not Required
Decisions
Dated 05.08.2021
Dated 18.12.2020
Dated 29.12.20015

e Air Emission

o Wastewater
Discharge

e Packaging Waste
Recycling

¢ Non-Hazardous
Waste Recycling

Affiliates Location Facility Address
Corlu Ulas Neighborhood Omurtak Kiime Evler
No:25 Ergene 2 OSB Ergene/Tekirdag
G Balgik Neighborhood 3257 Street No:1
ebze :
Gebze/Kocaeli
Modern Eskisehir EOSB 21stStreet N0:33
Ambalaj s Odunpazari/Eskigehir
Manisa inénii Neighborhood Eren Street. No:2
Muradiye San.Bol.Yunusemre/Manisa
Kayseri OSB 24 Street. No:3 Melikgazi/Kayseri
Modern Corlu Ulas OSB Neighborhood. D100Street No:
Karton 77/33 Ergene / Tekirdag
Eren Corlu Omurtak Neighborhood Asfalt Boyu Kiime
Perakende Evler No:6 Ulas Corlu/Terkirdag

Combed Cotton
Yarn Production

Yarn (Bobbin)
Dyeing

Fabric Dyeing

Fabric Washing

EIA Positive Decisions
Decision No0:4476, dated
30.12.2016

e Air Emission

o Wastewater
Discharge
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Except for the Gebze Facility of Modern Ambalaj, all facilities are within the boundaries of the
Organized Industrial Zone. The closest settlements to the facilities are listed in Table 1-3 with
their distances and directions.

Table 1-3. Nearest Settlements and Distances to the Project Area

Population
Facility Ul (e 2 Distance (m) Direction P
Settlement Female Total
Corl Kirkgéz 1,250 West 621 609 1,230
orlu
Ulas 100 East 3,838 3,171 7,009
Pelitli 2,000 East 1,104 975 2,079
Gebze
Balcik 1,800 North-northwest 680 606 1,286
Seving 1,800 North 634 595 1,229
Eskisehir Yassihoyuk 3,200 Northwest 81 76 157
Modern Kanlipinar 3,800 South-southwest | 127 112 239
Ambalaj
Muradiye 30 Northwest 16,524 | 16,817 | 33,341
Manisa Karaali 2,500 North-northwest 307 288 595
Glizelyurt 1,150 East-southeast 10,987 | 11,294 | 22,281
Tinaztepe 1,100 Nort 5,843 5,757 11,600
Kayseri Kocatepe 1,750 Northeast 5,393 5,405 10,798
Sakarya 1,800 Northeast 4,852 4,829 9,681
Modern Kirkgdz 550 West 621 609 1,230
Karton Corlu
Ulas 250 East 3,838 3,171 7,009
Eren Corlu Ulas 1,150 North-northwest | 3,838 | 3171 | 7,009
Perakende

The location of the Project Area is presented below in between Figure 1-1 and Figure 1-5.

Modern Ambalaj
Corlu Facility

Eren Perakende

Figure 1-1. Modern Ambalaj Corlu Facility, Modern Karton and Eren Perakende locations and nearest settlements
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NMollafenari
Modern Ambalaj
Gebze Fagility

< Modern Ambalaj
Eskisehir Facility

Figure 1-3. Modern Ambalaj Eskisehir Facility location and nearest settlements
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Figure 1-5. Modern Ambalaj Kayseri Facility location and nearest settlements
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1.2 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 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 Management Plans
developed for the Project. This procedure has overlaps and cross-linkages to the Stakeholder
Engagement Plan (SEP) (ER-PLN-SOC-SEP-001) and Environmental and Social
Management Plan (ER-PLN-HSE-ESMP-001) particularly concerning the contractor’s

activities.

1.3 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 minimize social
risks. The grievance mechanism aims to ensure that all comments 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.
This procedure is owned by the Social Responsibility Staff 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,

Z monitoring and reporting procedures, including Key Performance Indicators (KPls),

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,

Z how to minimize community conflict by systematically addressing grievances.

Key risks identified addressed by this procedure are:
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7 To provide a channel for external stakeholder and workers in particular women and
illiterate persons to log complaints through engagement activities by Social
Responsibility Staff (SRS),

7 To establish a transparent and mutually respectful relationship with the employees in
general,

7 To allow for confidential complaints to be raised and addressed by workers,

7 To create a culturally acceptable and accessible process to allow employees to raise

their issues, concerns, problems, and claims.

This procedure is not limited but can be updated. The procedure will be reviewed on a minimum
of a three-monthly basis during installation and commissioning. 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 owner of this procedure and will be subject to appropriate review and

approval processes.

1.4 Definitions

Grievance: 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, grievances are thought of
as involving the community as a whole and have been unresolved for some time in a formal

manner.

Complaint: 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.

Grievance Mechanism: A formal way that provides a clear and transparent framework for

addressing, assessing, and resolving community complaints concerning the performance or

behavior of the company, its contractors, or workers.

Internal Stakeholders: Groups or individuals within a business who work directly within the

business, such as employees and contractors.

External Stakeholders: 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.
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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.

Vulnerable People: People who by 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.

2. ROLES AND RESPONSIBILITIES

21 Key Principles

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

internally and externally.

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.

10
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2.2 Roles and Responsibilities

This section includes an overview of the roles and responsibilities of the grievance mechanism

procedure.

Table 2-1. Key Roles and Responsibilities

Roles Responsibilities
> . . o
General Manager / Board of Ensgrlpg that this procedure is |mplemepted properly,
7 Providing necessary resources for the implementation of the

Manager
9 procedure.

7 Approval of this Plan and resources required for
Operational Manager implementation,
7 Coordinating with parties for implementation of the procedure.

Implements and improves this procedure,

Ensuring the Project compliance with the Project Standards
and other requirements set out in this Management Plan,

7 Ensuring that all site staff, including Subcontractors worker’s
complaints process and resolutions, comply with this
Procedure,

Informing to workers about contract details and legal rights,
Determining and provides the necessary training materials for
employees,

7 Determining necessary resources for proper implementation of
the procedure and submits to managers,

Evaluating in compliance with laws and regulations,
Searching the causes of the grievance and the social incidents
that cause injuries, delays or stoppage in the work and
disputes among the Project and communities,

NN

NN

N N

Social Responsibility Staff 7 Monitoring all complaints and ensures that all complaints are
(SRS) resolved and closed,
7 Coordinating with parties for implementation of the procedure,
7 Creating all necessary reporting of worker grievance including

monthly report to the Management,

7 Investigating and proposes appropriate methodology for
resolving the complaint,

7 Following procedures related to employment and training for
site-specific issues,

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

7 Filling out a “Complaint Register Form” (see Appendix-C),

7 Determining necessary resources for proper implementation of
this Procedure and submits to his line managers,

7 Following the results of complaint and report on a weekly,
monthly, and annual basis,

7 Organizing cooperation activities with local communities,

11
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Roles Responsibilities

7 Organizing stakeholder meetings to collect the responses to
grievances actively as required.

7 Supporting SRS on the first evaluation of the relevance of

grievances collected,

Conducting internal audits/site audits,

Providing answers to the OHS and social grievances raised by

employees, the local community, and local institutions,

OHS Expert’ |7 Helping SRS for keeping the record of the complaints/
suggestions in the Grievance Database with details,

7 Evaluating in compliance with laws, regulations, and Project
requirements with legal departments,

7 Participating and supports the audits that will be done by third-
party auditors.

7 Providing answers to the environmental grievances raised by
employees, the local community, and local institutions,

7 Helping SRS for keeping the record of the complaints/

Environmental suggestions in the Grievance Database with details,

Engineer? 7 Evaluating in compliance with laws, regulations, and Project
requirements with legal departments,

7 Participates and supports the audits that will be done by third-
party auditors.

7 Complying with the requirements and standards of this

Contractors / Subcontractors procedure,

7 Fulfilling the works under the contract.

NN

Health and
Safety and
Environment
(HSE) Expert'

Tltis currently valid for the Gebze, Eskisehir and Manisa Facilities of Modern Ambalaj.
2tis currently valid for the Corlu and Kayseri Facilities of Modern Ambalaj and Modern Karton.

12
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3. PROJECT STANDARDS

The implementation and the procedure of this plan developed for Working Capital Facility
Project of Three Affiliate Companies of Eren Holding will comply with the related national and

international requirements and standards. The Project Standards involves:

World Bank Group Standards?®

applicable Turkish Standards and Turkish EIA requirements,

other commitments to and requirements of Turkish Government authorities,

Asian Infrastructure and Investment Bank (AlIB) Environmental and Social Framework®*

Turkish Development and Investment Bank (TKYB) Environmental and Social Policy,

NN N N N N

applicable international standards and guidelines.
3.1 Applicable Turkish 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:

X. Leqgal Eqalitarianism

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.

1. 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.

3 All works carried out within the scope of Modern Ambalaj and Modern Karton companies (except for Eren Perakende) were
carried out in compliance with the World Bank's Environmental and Social Standards. (ESSs).
4 The requirements and standards of this framework have been implemented for all facilities within the scope of the project.

13
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VIl. 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.

V. 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.

VIl. Right of Petition

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.

Labour 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

14
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indirectly, against an employee in the conclusion, conditions, execution and termination of
his/her 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
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 numbered 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.
Turkish EIA Requirements and 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, 17 July 2008,
no 26939) is defined which includes a limited public disclosure process.
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3.2 Applicable International Standards and Guidelines

The international standards and guidelines which the Project will follow are set by International
Finance Corporation (IFC), World Bank Group Standards and Asian Infrastructure and
Investment Bank (AlIB). IFC Performance Standards and Guidance Notes which are relevant

internal and external grievance mechanisms are:

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

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

7 Performance Standard 2 (PS2): Labor and Working Conditions

7 Guidance Note 2 (GN2) on Labor and Working Conditions

7 Environmental and Social Policies
7 OP/BP 4.01 Environmental Assessment

# 2010 Access to Information Policy

Z AlIB ESS 1 Environmental and Social Assessment and Management
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,

7 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.

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

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

7 To maintain a healthy relationship with stakeholders through adequate engagement

during project implementation.
Key requirements of PS17 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,
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7

7

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:

NNUNN N

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

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

Z 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.

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

documents and money.
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7 The Project will respect the rights of workers to leave the workplace after work.

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.

Z 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 Engaqged 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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The World Bank Environmental and Social Safeguard Policies include environmental
assessments of projects and other policies regarding environmental and social adverse
impacts, and mitigation and prevention. Specific policies relevant to the stakeholder

engagement are listed below:
OP/BP 4.01 Environmental Assessment

The main objectives and tasks of the OP/BP 4.01 Environmental Assessment are ensuring
environmental and social sustainability of proposed projects, informing decision-makers about
environmental and social risks and increase transparency through stakeholder participation in

decision making.
2010 Access to Information Policy

The World Bank recognizes that transparency and accountability are of fundamental
importance to the development process and to achieving its mission to alleviate poverty.
Transparency is essential to building and maintaining public dialogue and increasing public
awareness about the Bank’s development role and mission. It is also critical for enhancing
good governance, accountability, and development effectiveness. Openness promotes
engagement with stakeholders, which, in turn, improves the design and implementation of
projects and policies, and strengthens development outcomes. It facilitates public oversight of
Bank-supported operations during their preparation and implementation, which not only assists
in exposing potential wrongdoing and corruption, but also enhances the possibility that

problems will be identified and addressed early on.
Key issues included regarding grievance mechanism in AlIB ESS 1 are as follows:

7 Environmental Coverage:
e Environmental Risks and Impacts
o Biodiversity Impacts
o Critical Habitats
o Natural Habitats
e Protected Areas
e Sustainability of Land and Water
e Pollution Prevention
o Resource Efficiency
¢ Climate Change
e Greenhouse Gases

7 Social Coverage
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¢ Vulnerable Groups and Discrimination
e Gender
e Land and Natural Resource Access
e Loss of Access to Assets or Resources or Restrictions on Land Use
e Cultural Resources
7 Working Conditions and Community Health and Safety
o Safe Working Conditions and Community Health and Safety
e Child Labor and Forced Labor
e Labor Management Relationships in Private Sector Projects
e Building Safety
o Traffic and Road Safety

o Security Personnel

3.3 Other Commitments and Requirements

There are no other applicable commitments and requirements of Turkish Government

authorities related to this plan.
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4. INTERNAL AND EXTERNAL GRIEVANCE MANAGEMENT

The process to be followed to resolve any grievances is described in Figure 4-1 below.

Received Registration of Analysis of Identifying Root
Grievance Grievance Grievance Cause

Submitfing Resolution Proposal

Resolution
accepted
Resolution still not
accepted Grievance

closed

External w

Figure 4-1. Processes of Internal and External Grievance Management

4.1 Internal (Worker) Grievance Management Process

Workplace or job-related problems of Modern Karton, Modern Ambalaj and Eren Perakende
employees are dealt with by department chiefs - worker representatives and personnel

department officials, and their problems are tried to be resolved.

Employees have the right to express any problems such as break times during the day, and in
case of emergency, the problem is immediately communicated to the relevant persons and the

necessary action is taken.

A Wish and Complaint Procedure will be implemented to identify, evaluate, finalize and
continuously improve all suggestions and complaints of all personnel working at Eren

Perakende (see Appendix-A).

All kinds of complaints and suggestions are provided through the "Wish and Complaint" boxes
placed in the business and changing rooms. Personnel who want to make a wish or complaint
about any issue, write their complaint or wish on any piece of paper and put it in one of the
boxes. There is no obligation to write the name of the person making the complaint. Our staff
can also make their wishes and complaints verbally. It can do it directly to their superiors or to
union representatives elected by the union.
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Employees who make any complaints will not be retaliated or mistreated. All employees can
voice their complaints and wishes without any discrimination. Everyone's complaint is of
common importance and is given equal importance. Complainants are kept confidential and

necessary actions are taken.

At the end of each month, all complaint boxes are opened and evaluated by the union
representative and the OHS expert. The evaluation team decides which complaint or
suggestion to respond to. After the boxes are opened, the Evaluation team makes the

necessary decision about the complaint by meeting among themselves.

If the complaint or suggestion is of a type that can be resolved immediately, the problem that
is the subject of the complaint is immediately resolved by the people who make the

assessment, by contacting the relevant departments.

If the problem that is the subject of the complaint is of a type that will be resolved in the long
term, this complaint is addressed at weekly meetings or OHS meetings, the problem is
resolved by finding the necessary solutions, or the suggestion made is evaluated and

improvement is made.

Evaluation results are published the following month, and employees are informed by hanging
them on the boards. The identity of the petitioner or complaint owner is kept confidential during

the process from the declaration of the wishes or complaints to the announcement.

Employees, who may be direct workers or third party/subcontractor’s workers, are encouraged
to submit written complaints, comments and concerns (see Appendix-B). Since the
confidentiality of the complainant should be preserved, grievances are collected in grievance
boxes which are placed in areas workers can easily access, including dining rooms. Through
these forms, workers are also able to make anonymous complaints. Information on how to
express complaints, opinions and suggestions to workers will be provided during the induction
training process. Written submissions will not be used in any way to intimidate those submitting

the complaints.

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 Responsibility Staff aims to respond in
cooperation with the related department and solve each complaint within 30 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.
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411 Implementation and Updates of the Procedure

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 Responsibility Staff (SRS)”

who is 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.

4.2 Customer Grievance Management Process

Modern Karton implements the Customer Relationship Management Procedure, which
determines the authorities, methods and responsibilities for the actions to be taken for the
continuous improvement of the product and service quality, by evaluating the demands,
complaints and customer feedback regarding the products or services offered to the customer

and by measuring the customer satisfaction (see Appendix-G).

"Customer Relations Management Procedure" is applied in Modern Ambalaj in order to
determine the method, authority and responsibilities for receiving customer complaints,
forwarding them to the relevant departments and evaluating them. The customer, who submits
the complaint within two weeks at the latest after the complaint is received, is informed about
the receipt of the complaint. After the complaint is investigated, the suggested actions are
notified to the customer within three months at the latest. If more time is needed to investigate
the complaint, the customer and the certification body are informed. As a result of the
investigation regarding the complaint, the certification body and the complaining organization

are informed about the actions.

In addition to this customer related grievance mechanism procedure, following 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.

4.3 External Grievance Management Process

The steps of the grievance management process consist of receiving the grievance, assessing,
sending acknowledgment, investigating, feedback to stakeholder, implementing the

remediation activities and closeout.
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4.3.1 Receiving Grievances

Grievances are received through all available channels such as phone, mail, grievance forms,
websites, contractors and etc. The stakeholder can raise a grievance by filling out the

grievance form. Once the form is completed then SRS will process the form according to the

grievance procedure.

Table 4-1. Details of Contacts

Modern Oluklu Mukavva Ambalaj Industry and Trade Inc.

Contact Person on the

Website: http://www.modern-ambalaj.com.tr/

Corlu Facility Address: Ulas Neighborhood Omurtak Kiime Evler
No:25 Ergene 2 OSB Ergene/Tekirdag

Phone: +90 (282) 655 62 79

Gebze Facility Address: Balgik Neighborhood 3257 Street No:1
Gebze/Kocaeli

Phone: +90 (262) 751 39 99

Eskisehir Facility Address: EOSB 215! Street N0:33
Odunpazari/Eskisehir

Phone: +90 (222) 322 21 11

Manisa Facility Address: inénii Neighborhood Eren Street. No:2
Muradiye San.B6l.Yunusemre/Manisa

Phone: +90 (236) 214 01 66

Kayseri Facility Address: OSB 2.Cad. No:3 Melikgazi/ KAYSERI
Phone:+90 (352) 322 21 05

Email: info@modern-ambalaj.com.tr

Modern Karton Industry and Trade Inc.

Project Site

Phone: To be determined.
E-Mail: To be determined.

Address: To be
determined.

Contact Person on the

Website: http://www.modern-ambalaj.com.tr/

Address: Ulag OSB Neighborhood. D100Street No: 77/33 Ergene /
Tekirdag

Phone: +90 (282) 655 58 21

Email: modernkarton@modernkarton.com.tr

Eren Perakende ve Tekstil Inc.

Project Site
Phone: To be determined.

E-Mail: To be determined.

Address: To be
determined.
Contact Person on the
Project Site

Website: https://www.erenperakende.com/

Address: Omurtak Neighborhood Asfalt Boyu Kiime Evler No:6 Ulas
Corlu/Terkirdag

Phone: +90 (282) 655 53 16

Email: info@erentekstil.com.tr

Phone: To be determined.

E-Mail: To be determined.

Address: To be
determined.
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The Grievance Register Form (see Appendix-C) 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-F). “Open door policy” will not be encouraged as the one
and only way of communication, therefore, written complaints anonymously (or not) should be

encouraged.

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-F). The Social Responsibility Staff
investigates the grievance and makes the first evaluation with the help of other related
departments. 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-E). Any correspondence with the Complainant will be
recorded in the “Complaint Register Database”. When final decision is made on grievance,

feedback will be given to stakeholder.

4.3.3 Feedback to Stakeholder

Complainants will receive a formal response acknowledging that the Project has received the
grievance, within 5 working days of submitting the grievance. Complaints received
anonymously will be investigated in the same manner as non-anonymous complaints, but no

formal response will be issued.

4.3.4 Propose Resolution/Corrective Action

Within 30 calendar days of receipt of the grievance, responsible person from 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 “Complaint Register

Database”.

4.3.5 Close-Out of Grievances

The grievance procedure of the Project aims to formally close out every grievance within 30
calender 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. Close-

out requires the signature of the complainant (if not anonymous) on the Grievance Closure
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Form, which details the agreed resolution. The signed “Grievance Closure Form” will be

recorded in the “Complaint Register 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.
5. MONITORING

5.1 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.

5.2 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 5-1 below.

27



Three Affiliate Companies of Eren Holding / Working Capital Facility Project

Grievance Mechanism Procedure

Table 5-1. Key Monitoring Measures

MmGS

Indicator Method Period Location
Grievances/ | The Project will review Grievance
Concerns Log/Database, including complaints closed
and unresolved per period at a minimum
monthly to include:
7 number of outstanding complaints and
grievances opened in the month,
7 number of complaints and grievances | Grievance Monthly Site
opened in the month and evolution since | Records office
Project start (graphic presentation),
7 number of complaints grievances closed
in the month; and
7 type of grievance.
Customer Social Responsibility Staff will keep records CLfstomer
. . . . . Grievance :
Satisfaction | written and verbal complaints raised by Site
Records and | Monthly A
customers. ) ) office
Satisfaction
Surveys
Visitor to the | Visitors will be recorded including the o .
Office information of the reason for visit etc. and Visitor Monthly S|.te
consultation forms will be filled out. Records office
Community The SRS will record formal and informal .
. " Community ,
Engagement | engagement with local communities. Site
S Engagement | Monthly )
Activities office
Records
Disclosure SRS will keep records of the types of leaflets, )
Materials/ brochures, newsletters prepared and | Community .
Feedback to | distributed. SRS will monitor feedback to local | INf0 System Quarterly Site
Communities | communities. on the office
Website

5.3 Key Performance Indicators (KPlIs)

The Table 5-2 below summarizes the key performance indicators and related key monitoring

actions. These can be used to assess the progress and effectiveness of the proposed

mitigation strategies.
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Table 5-2. Key Performance Indicators (KPIs)

KPls Target Monitoring Measures
Total number of community Total number reduced year on )
) . Grievance Database
complaints or grievances year
% of complaints that are )
. Target of 70% Grievance Database
responded within 5 days
% of complaints that are closed )
Target of 100% Grievance Database

within 30 days.

Auditing Grievance Procedure

o Annual audit complete target of
to ensure that it is being i
_ _ 100% of grievances close out to .
implemented and grievances ) ) ) Audit Report
i satisfaction of complainant
are being adequately o
within 30 days.
addressed.

6. TRAINING

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 will be also provided as
necessary including grievance management. The implementation of this grievance mechanism
will be followed by the Social Responsibility Staff and other personnel and supervisors of the

Project. Contractors are also involved in or overseeing activities with local communities.

6.1 Induction Training

The induction training will provide information about the worker grievance mechanism to all
direct and indirect workers. The trainings will be given in the first “Induction Training” session.
All employees of the Project and contractors are required to participate in community relations
and human rights training. This training will provide the information on how to understand and
respect different cultures and opinions and to be an effective team member by behaving

appropriately with locals and colleagues.

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
Responsibility Staff (SRS) and other personnel and supervisors of the Project and contractors

involved.
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7. AUDIT AND REPORTING

In this section, auditing internally and externally is involved. For the Project activities, record

keeping, and reporting basics are explained.

7.1 Internal and External Auditing

Internal and External Audits will be carried out in order to ensure the assessment of the
mechanism’s efficiency by Social Responsibility Staff. Conformance and aspects of this
procedure, which are subject to regulatory audits, will be monitored in accordance with the
Project Environmental, Health, Safety and Social Management System and separately by
Project Lenders. Daily conformance will be monitored in accordance with the Project
Management System. Contractors will be subject to inspection and audit by the Project prior

to a contractor’s initial appointment.
7.2 Record Keeping and Reporting

Record keeping will be done during the following cases:

Consultation meetings,
Community engagement activities,

Grievances actions and closeout of grievances,

NN NN

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

and stakeholder engagement activities,

W

News on press and interviews,
7 Audits, investigations, and incidents which will be managed according to the Project
procedures.

On a monthly basis, an overview of the grievances recorded in terms of number and type will
be investigated. The situation of the grievances as open/closed out will be developed
periodically. The Social Responsibility Staff (SRS), Environmental Engineer and OHS Expert
(or EHS Expert) will evaluate and conclude this overview with project management in the

monthly progress meetings.
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Appendix A: Wish & Complaint Procedure

Dokiiman No I | il
llk ¥ayin Tarlhl = 3104720240
= _ere" . Dilek ve $ikayet Prosedirii | RevizyenTarhl : 03092021
PERAKENDE VE TEKSTIL
Reavizyon Ha A .
Sayfa Mo = 2

1. Amag

Bu prosed(rliin amaci, Eren Perakende ve Tekstil AS'de caligzan tiim personelin, her
tirlll Gneri ve sikayetlerinin tespit edilmesi, degerlendiriimesi, sonuglandirilmas) ve
slirekli iyilestirimesini saflayacak bir sistem belilemektir

2. Kapsam
Kurulusumuzda, tespit edilen veya sikayet deferlendirme ekibine iletilien, her tirlQ
sikayet ve Onerinin degerlendirilmesi faaliyetlerini kapsar.

3. Sorumluluklar
Bu prosediirin uygulanmasindan, Insan Kaynaklar, Sendika Temsilcisi sorumludur.

4. Tammlar
Sikayet: Yazili olarak hildirilen, her tidl hosnutsuzluk-clumsuziuk  belirten
dokiimanlardir.

Oneri: Bir sorunu gtizmek veya incelenmesiicinileri siirlilen gbriis, diistince ve teklif.

5. Uygulama

Firmamizda, her tirli sikayet ve Oneri igin, isletme ve soyunma odalarina konulan,
"Dilek ve Sikayet” kutular vasitas ile saglanmaktadir. Her hangi hir konuda, dilek veya
sikayette bulunmak isteyen personel, sikayetini veya dilegini her hang hir kagida
yazarak, kutulardan birisine atar. Sikayette bulunan kisinin ismini yazma zorunlulugu
yoktur. Personelimiz dilek ve sikayetlerini sdzlli olarak' da yapahilir. Dofrudan
amirlerine veya sendika tarafindan segilen sendika temsilcilerine yapabilir..

Herhangi hir sikayette bulunan calisana misilleme veya kétl davranista bulunulmaz.
Tim galiganlar, herhangi aynmecilik yapilmaksizin, sikayetlerini ve dileklerini dile
getirebilir. Herkesin sikayeti ortak Sneme sahip olup, esit dnem verilir. Sikayet sahipleti
gizli tutularak gerekli islemler yapilir.

Her ayin sonunda sendika temsilcisi, ISG uzman tarafindan biitln sikayst kutular)
acilarak, defjerlendirmeye alinir. Degerlendirme ekibi, hangi sikayete veya Oneriye geti
dénls yapilacagina karar verir. Kutular agildiktan sonra, Defjerlendirme ekibi, kendi
aralarinda toplanti yaparak, sikayet ile ilgili gerekli kararini verir.

Sayet sikayet veya Gneri hamen giderilecek tirden ise, deferlendirmeyi yapan kisiler
tarafindan, sikayete konu olan problem, ilgili bélimlerle gorislilerek hemen giderilir.

Hazirlayan Kontrol Eden Onaylayan
Siirdiiriilebilirlik Sorumlusu Insan Kaynaklan Miidiri Genel Miidiir Yardimeisi
Arcan Aman Esra Gbger Giirkan $enel
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Dokiiman No I | tdld ]
lik ¥ayin Tarihl = 304720240
eren 2 . . o ;
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Sayet, sikayete konu olan problem, uzun vadede giderilecek tirden ise, bu sikayet,
haftalik  toplantilarda veya ISG  toplantlarinda ele  alinarak  gerekli
gozlimler bulunarak sorun giderilir veya yapilan oneri deferendirmeye alinarak,
iyilestirme yapilir.

Deferlendirme sonuglart  bir sonraki ay yaynlanarak panolara asilarak
galiganlara kilgi wverilir.

Dilek veya sikayetlerin beyan edilmesinden duyurulmasina kadar olan siiregte,
dilek veya sikayet sahibinin kimligi gizli tutulur.

Hazirlayan Kontrol Eden Onaylayan
Siirdiiriilebilirlik Sorumlusu Insan Kaynaklan Miidirii Genel Miidir Yardimeisi
Arcan Aman Esra Gbger Giirkan Senel
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Appendix B: Internal Grievance Form

MmGS

Internal Grievance Form

Reference No:

Full Name

Note:  you can remain
anonymous if you prefer or
request not to disclose your
identity to the third parties without
your consent

Name & Surname:

LI wish to raise my grievance anonymously

Ll request not to disclose my identity without my consent

Contact Information

How the complainant wants to
be contacted (mail, telephone,
e-mail).

0 By Telephone:

0 By E-mail

0 By Post:
Mailing address:

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
0 Happened more than once (how many times?

0 On-going (Provide details)

)
)

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

Only for internal usage: Status of complaint

Date:

Signature:

Complaint is closed by:

Actions taken (Provide details):
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Appendix C: Grievance Register Form

MmGS

Grievance Register Form

Reference No:

Full Name Name & Surname:

Note: You can remain | (wish to raise my grievance anonymously
anonymous if you prefer

Mailing address:

0 By Telephone:

or request not fo
disclose your identity to . e
third parties without your irequest not to disclose my identity without my consent
consent.
Contact Information 0 By Post:

How the complainant wants to
be contacted (mail, telephone, | ; By E-mail

e-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
0 Happened more than once (how many times?
0 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 D: Grievance Closure Form

MmGS

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 /
Signature of the Person
Date: Closing the Complaint

Name, Surname /
Signature of Complainant
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Appendix E: Consultation Form

MmGS

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

[]
Phone: Face to face interview |:|
Address: Web-site/ E-Mail []
E-Mail: Other (Explain) []
Stakeholder Type
Eitt)iltiﬁtion |:| Eggg Aleces |:| E:;l:rt:rise |:| /I;as,%?:iation |:| NoO |:|
g:g[ﬁg |:| ,Ibr\]sdsuoséirgtions |:| \l/Jvr?i(r)ﬁers |:| Heda |:| onhersty |:|

Detailed Information on Consultation

Questions related to
Project
Concerns/feedbacks

related to Project

Responses to the views
expressed above:
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Appendix F: Grievance Database

mGS

GRIEVANCE DATABASE
Reporting Period

Name/Contact
Details of
Complainant

Internal/
External

Grievance
Received
by

Date
Received

Details of
Compliant/
Comment

Responsibility
(Related
Department)

Communication
with complainant*

Actions
taken

Date
Resolved

Communication
with
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 working
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 working days.
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Appendix G: Customer Relationship Management Procedure of Modern Karton

DOKUMAN NO | MI-PR-002
modern MUSTERI ILiSKILER] YONETIM PROSEDURU LKHAINTARH. 10000589
KARTON REVIZYON TARIHI [ 20.01.2021

REVIZYON NO 12

1. AMACQ

Modern Karton olarak miisteriye sunulan Griin ya da hizmetler ile ilgili talepleri, sikayetleri, misteri geri
beslemelerini degerlendirerek ve mdsteri memnuniyeti Slellerek, Ordn ve hizmet kalitesinin strekli gelismesine
yonelik yapilacak islemler icin yetki, yontem ve sorumluluklan belirlemektir.

2 KAPSAM

MOsteri ile agagidaki konulardaki iliskileri kapsar.
s fidsteriden gelenyazill ve sdzl0 sikayetler,
s [isteri ziyaretlerive ziyaret raporlarn,
& NMOsteri talep ve geri beslemeleri,
& NOsteri iadeleri,
& NOsteri memnuniyeti 8lclm anketi,
e [Midsteri denetimleri.

3. TANIMLAR

MEK: Modern Karton San.ve Tic, AS

DF: Dilzeltici Faaliyet

GDMS: Dokiman Y&netim Programi

FSC: Orman Yonetim Konseyi

PEFC: Orman Belgelendirme Onay Programi

4. UYGULARMA
4.1. Miisteriden gelen yazihve sézlii gikayetler

4.1.1. MK’ da yazili veya sozlu.mdsteri sikayetleri, Genel MUddr, Satis Madarldgd, Masteri Temsilcileri, Kalite
sistem Madariaga tarafindan alinir,

A.1.2. MOsteriden, sikayete konu olan Urinya da hizmet ile ilgili belirleyici, geriye donik izlenebilirli i saglayacak
hilgiler {bobin-numaras,, sevk tarihi, arag plakas vb.} alimir. Misterimizden Urin/levha numunesi
gondermesi iskenir. Numune meveut degil ise mutlaka sikayetin gdrzeli istenir.

4.1.3. Alinan gikayet =6zIU ise yazili hale getirilic ve Masteri Temszilcileri tarafindan QDS programina girilir,
OOMS programina girilen tim sikayetler Kalite Sistemn Madarl0ga tarafindan onaylanir ve gzim ekibi
olarak sikayet ile ilgili bolim secilir. Sikayetlerin takibi (kok neden analizi- aksiyon acma-aksiyon
gerceklestirme- sonug raporu-degerlendirme] bu program Uzerinden, QDMS Misteri Sikayetleri Modulu
Talimat!” na gore yapilir.

A.1.4. Kalite Sistem MadarlGga, ilgili balimler ile poragerek firmaya zivaretin gerekli olup olmadigin belirler.
Ziyaret gerekli ize, msteri ile haberlesmeyi saglayarak uygun organizasyonu yapar.

4.1.5. Kalite Sistem Maddrl0aa tarafindan, sikayete konu olan Grin ya da hizmetile ilgili alinan bilgilerden geriye

Hazirlayan Craylayan Kalite Sisterm Onay Sayfa
Tugha GAKMAKE Emine i5CAN TURKDEMIR Emine {5CAN TURKDEMIR 15
Kalite Sisterm Uzman Mihendisi Kalite Sistem MGdird Kalite Sistern Mudird
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doniik inceleme, gerekirse ilgili birimlerden ayrintil rapor istenerek arasgtirma yapilir.

4.1.6. MOsterinin zarar varsa kargilanmasi, Urlnde kalite dasarGimesi veya reklamasyon kabul karan
‘Maliyet/iadeye Dondsen Sikayet Onaylama Akigl Destek Dokimant’ na gare verilin. Gerekli islemler;
aretimin-sevkiyvatin tekrarlanmasi, fiyat indirimi gibi zarari tazmin edici islemler Kalite Sistem MGdarlaga
tarafindan Fabrika Madurl, Mali islerden Sorumlu Genel Madir Yardimeisi, Satis Madarlago ve gerekli
birimlere bildirilir. QOMS Tisteri sikayetleri modllinde ilgili sikayete sikayet maliyeti girisi mutlaka
yapilr.

4.1.7. lasteri sikayetleri ile ilgili, isletme calisanlanndan ve ydneticilerinden de kathm olacak sekilde aylk
toplantilar yapilir. Bu toplantilarda onceki aya ait gelen sikayetler konusunda Kalite Sistem MadarlGga
tarafindan bilgilendirme yapilir. Sikayetin tekrar etmmemesi igin kararlar alinie ve toplant tutanagina
kaydedilir. Toplant) tutanagl Kalite Sistem tarafindan ilgili bolimlere duyurulur. Toplant) tutanaginda
belirtilen kararlar igin QOMS Aksiyon Yonetimi modullUnden aksiyonlar agilir. Alinan kararlann takibi Kalite
Sistem MOdarlagi tarafindan yapihr.

4.1.8. F5C CoC sertifikas kapsamiyla ilgili sikayetler asagidakiler dahil olmak Uzere yeterince degerlendirilir ve
ilgili sikayet icin QOMS kaydi olusturulur;

& Sikayette bulunan misteriye, sikayetin alindigini en ger 2 haftaicinde bildirmek,

# Sikayeti arastirmak ve 3 ay icinde dnerilen eylemleri belirlemek, {daha fazla streye iktiyag var ise,
misteri ve belgelendirme kurulusuna bildirmek}

& Belgelendirme sartlanna wpunlugu etkileyen sireglerde bulunan sikayet ve eksikliklere kars wygun
onlemleri almak,

& Sikayet, basaril bir sekilde kapatldginda, sikayet sahibi misteriyi ve belgelendirme kurulusunu
hilgilendirmek.

4.1.9. PEFC CoC sertifikas kapsamiyla ilgili sikayetler asagidakiler dahil olmak lzere yeterince degerlendirilir ve

ilgili sikayet igin QOMS kaydi olugturalur:

»  Sikayette bulunan masterive, sikayetin alindiging 1015 glndl icerisinde resmen bildirmek,

»  Sikayeti degerlendirmek, dogrulamak ve gerekli tim bilgileri toplayarak sikayet hakkinda bir karar
vermek,

»  Sikayete ve sikayetiele alma slrecine iliskin kararlan sikayette bulunan miisteriye resmi olarak il etmek,

& Gerekirse uygdn dlzeltici faaliyetierin alinmasim salamak.
4.2 Miigteri zivaraetleri ve ziyaret raporlan

4.2.1. MK adina yapilan misteri zivaretlerinde;
= DMisterinin istek ve talepleri,
=« Bugunve gelecekte MK nin Urln ve hizmetlerinden beklentileri,
& Varsa yatinm planlar,
»  MK'va genel bakis,

Hazirlayan Craylayan Kalite Sistern Onay Sayfa
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kanularinda masteriden bilgi alinmaya caligilarak zivaret sonrasinda yapilan tonaf anlasmasi varsa fiyat ve tonaf
bilgileri aylik olarak dizenlenen tabloya islenir.

4.2.2. Misteri ziyaretlerinde Kalite Sistem MadGrldgd'na ilgilendiren konulann ggrasdlmesi durumunda
midsteri zivaret raporu, zivareti gerceklestirenler tarafindan dizenlenerek Kalite Sistem MOdarlaga balimiine
iletilir.

4.2.3. MOsteri ziyaret raporu Kalite Sistern MOdarlGga tarafindan incelenerek, gerekli ggrilen konular
perivodik ilk toplantida girise acilir. Yapilacak islemler toplanti kararlarina gore takip edilir.

4.3, Miisteriiade talepleri

4.3.1. Misteri iade talepleri satis Madarlagiave/veya Kalite Sistem Madarlogabalumine gelir. Maliyet/fiadeye
donisen sikayetler icin TWalivet/iadeye Donlsen Sikayet Onaylama Akisl Destek Dokimanrnda belirtilen
adimlar izlenerek misterinin iade istemi kabul veya red edilir.

4.3.2. Sikayet nakliye firmasi kaynakl ise, yapilan hasar tespitleri Satis departmani aracil@i ile muhasebeye
iletilir. Onay geldiginde Satis departmani onayl hasar bedelini Kalite ve Sevkiyat departmanlarina kildirir.
Hasar bedeli olmayip sadece uyan yapilacak ise Sevkiyat departmani tarafindan nakliye firmasina yazil olarak
uyarida bulunulur.

4.3.3. lade alinan Grinler, Kalite Sistem MGdOAGE0 sorumlulugunda Hurda ve iadelerin degerlendirilmesi
prosedlrine gére islem gorlr.

4.4. Miisteri Memnuniyeti Anksti

4.4.1. Misteri memnuniyeti anketi wilda 1 defa Kalite Sistem MGdarlGad ve Satis MGdarlGaa tarafindan Misteri
Memnuniyeti Olelim talimatina gore vapilir.,

4.4.2. ic Piyasa miisteri memnuniyeti ahketleri misteri zivaretleri ile yapilir. hracat miisteri memnuniyeti
anketleri ise soru listesi olarak misteriyesiletilir ve cevaplanmasi istenir. Salgin hastalik we mchir sebepler ile
zivaret yapilamayan misterilere mail yolu ile anketler iletilir.,

4.4.3. Alinan cevaplar Kalite SistennMadarlGgo tarafindan degerlendirilerek rapor haline getirilir ve ilk Yénetimin
G8zden Gecirmesi toplantisinda glindem maddesi olarak raporlanir.

4.4.4. Yapilacak degerlenditme sonucunda memnuniyetin gok disik oldugu konulann dizeltilmesi icin gerekli
islemler baslatilir. iyilestirilmesi we gelistirilmesi gereken konular icin de gerekli faaliyetler belirlenerek toplanti
kararlannda yer ¥erilic.

4.4.5. Yapilan islemlerve memnuniyetin gelisim durumu Kalite Sistemn Madarlaga tarafindan takip edilir.

4.5, Misteri sikayetleri ve iadeleri ile ilgili islemler igin gereken tlm arastirma, inceleme, degerlendirme, yazisma
ve pnuglandirmaislemleri maksimum 1 hafta icerisinde tamamlanarak mbsteriye dénllir.

4.6. Masteri iliskileri faaliyetierine ait risk ve firsatlar ilgili streglerde ele alinmistir,

Hazirlayan Craylayan Kalite Sistermn Onay Sayfa
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5. REFERANS DOKUMANLAR

KK-PR-006-HURDA YE iADELERIN DEGERLENDIRILMESI PROSEDURD, MI-DD-001-MALIYET/IADEYE DONDSEN
SIKAYET ONAYLAMA AKISI DESTEK DOKUMANI, MI-FR-002-003-MUSTERI ZIVARET RAPORU, MI-FR-002-006-
MALIYET/IADEYE DEONDSEN SIKAYET ONAYLAMA AKIS FORMU, MI-SY-TL-001-GDMS MOSTERI SiKAYETLERI
MODILD TALIMATI, 56-MM-TL-001-MUSTERI MEMNUNIYETI (LCUM TALIMATI, SG-PR-001-DCKUMAN VE
VERI KBNTRCL PROSEDURL, 5G-PR-004-KAYITLARIN KCGNTROLD PROSEDIURL

o, KAYITLAR

QS D Magteri Sikayetleri Modulu
Masteri Memnuniyet Anketleri
Magteri Sikayetleri Toplant Tutanaklan
lsteri Sikayet Maliyet Tablolan

¥ SORUMLULUKLAR
Genal Midir: Yiksek malivet/iadeye dinGgen sikayetlerin kabulinlin onayinin verilmesinden,

Mali islerden Sorumlu Genel Miidiir Yardmeisi: Msterinin.Zaran varsa karsilanmasi, Griinde kalite disirilmesi
veya reklamasyon kabul karannin verilmesinden,

Fabrika Mudiirii: fMisteri sikayetleri toplantisina katihm saglanmaszindan,

ic Piyasa Sabiy Midirii/ Dis Piyasa Satiy Midiiri: Mosteri sikayetlerinin alinmasindan, miisteri sikayetleri
toplantilanina katim saglanmasindan,, misteri memnuniyet anketlerinin yapilmasindan, mdsteri istek ve
taleplerinin alinmasindanve misteri iade taleplerinin onaylatiimasindan,

ic Piyasa Miisteri Temsilcisi/Dis Piyasa Miisteri Temsilcisi: Misteri sikayetlerinin alnmasindan, QDMS Dig
Masteri Sikayetleri Modiltne girisinin yapimasindan, masteri sikayetleri toplantilanna katilim saglanmasindan,
incelemefiyilestirme senusunun masteriye iletiimesinden, mister ziyaretierinin gerceklestirmesinden, masteri
memnuniyet anketlgrinin yapilmasindan, mdsteri istek ve taleplerinin alinmasindan ve msteri iade taleplerinin
organizasyonunun yapiimasindan,

Kalite Sistem Miidiri/yéneticisifUzman  MiihendisifMiihendisi: Misteri  sikayetlerinin  alinmasindan,
sikayetlerin ilgili balumlere bildiriminin saglanmasindan, sikayet ile ilgili gerek poraldaga takdirde misteri
ziyaretlerinin yaplimasindan, ziyaret raporu olusturulmasindan, sikayet cevaplannin misteri temsilcizine
iletiimesinden, aylik misteri sikayetleri toplantilaninin organize edilmesi ve yapilmasindan, FSC ve PEFC ile ilgili
alinan sikayetlerin inceleme sonucunu masteriye ve belgelendirme firmasina iletmekten, misteri memnuniyeti
anketleri degerlendirme raporunun olusturulup YGG'de degerlendirimesinden ve iade alinan Urinlerin
degerlendiriimesinden,

Hazirlayan Craylayan Kalite Sistermn Onay Sayfa
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PM isletme Miidirii/Uretim Miidiirii/voneticisifUzman Mihendisi/Mithendisi: Sikayetlerin incelenerek gerekli
aksiyonlann alinmazindan, iade/malivete dindsen sikayetlerin kalite ve satig ile birlikte onaylanmasindan, mdsteri
sikayet ziyaretierine katihm =aglamaktan ve mlsteri sikayet toplantilanina katiimdan sorumludur.,

Hazirlayan Craylayan Kalite Sistermn Onay Sayfa
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Modern Ambalaj

Yaymn Tarihi: 09.01.2017

modern MUSTERI SIKAYETLERI VE SUREKLI [
ﬁlMB'ﬂ\L&] GELisiM PROSED(IR( Dokiman Kodu: PR-KB-005

Revizyon Tarihi'No: |26.02.2013/1

LAMAG
Bu prosedlrln amac Modern Oluklu Mukavva Ambala] San. ve Tie. AS.de midsteri sikayetlerinin alinmasi, ilgili
béllmlere iletilmesi ve degerlendirilmesinin yapilmasi igin yontem, yetki, sorumluluklan belirlemektir.

2.KAPSAM
Bu prosedlr, Modern Ambalajdaki her tirll misteri sikayetini ve bu sikayetlerin degerlendirilmesi faaliyetlerini
kapsar.

L. TANIMLAR
Miisteri Sikayeti: Tuketicinin ya da mlsterinin olumsuz geri bildirimidir

4. iLGILi DOKUMAN ve VERILER

Kalite Excel Kayitlar Listesi

Performans Hedefleri Listesi

Uygun Olmayan Urinin Kontrol( Prosedird
Kalite Kayitlarinin Kontrold Proseddri

5. SCRUMLULAR
Bu prosedUrin uwyegulanmasindan satis ve kalite departmanlan basta elmak Uzere tim birimler sorumludur.

6. PROSEDURUN UYGULANMASI

6.1. Sikayetin Alinmasi

Sikayetler s6zI0 veya yazil olarak mlsteri tarafindan satis temsilcizine bildirilir, Sikayetler, kalite birimi tarafindan
incelendikten sonra gerekli gérulen durumlarda satis Birimine QDMS sistemi Uzerinden DOF actinlir. Bu DOF Uzerinde
misteri, isyeri, uygunsuzluk tanimi vhb. detay bilgiler tammlanir.

6.2. Sikayetin incelenmesi

Sikayet konusu bir Urin kusuru ise kalite bitimi ve satis temsilcisi problemi yerinde incelemek, tespit yapmak ve
masteriyi bilgilendirmek Ozere misteriyi ziyaret edilebilecegi gibi, sikayetin konusuna gore fotograf ve hatal Urin
mumunesi isktenerek sahit numune ilfe kiyaslanarak sikayet degerlendirebilir. Gida gdvenligi ile ilgili masteri sikayetleri,
HACCP ekip lideri tarafindan incelenip ilgili bélimler ile birlikte sikayete yBnelik en kisa slrede aksiyon alinmasi
saglanir ve HACCP toplantilannda.gida glvenligine yénelik miisteri sikayetleri degerlendirilir. FSC kaynakh misteri
sikayetleri, FSC Yonetim temsilgisi tarafindan degerlendirilir. FSC sertifikali rin tedarigi saglanan misterilerin, fatura
ve tasima dokiimanlariyla ilgili bir sikayet alinmasi durumunda, Grinle ilgili geriye ddnlk tim kayitlar incelenerek
Urtndn tim Gretim sdrec FSC Yonetim Sistemine wygun bir sekilde perceklestirildi ise ilgili dokiimanlann tadil
edilmesi teklif edilir.

6.3.5ikayetin Degerlendirilmesi

Uypunsuzlugun Modern Ambalaj'dan kaynaklandiginin kabul edilmesi durumunda kalite sefifytneticisi ve satis
temsilcisi malin degerlendirilebilmesi ya da kallaniminin saglanabilmesi icin misteriye alternatifler sunar. Masteri
wnulan alternatifler uypun gorirse mutabakat saglamir. MOsgteri ile mutabakat saglanamamas durumunda malin
iadesine kalite birimi tarafindan karar veriliv. Gerektigi takdirde fabrika midirinden de onay alinabilir. Bundan
sonrakiislemler Uygun Olmayan Uriindn Kontroll ProsedUrlne uygun alarak yapilir,

6.5.5ikayetin Cevaplandiriimasi
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Kalite birimi gerekli incelemeyi yaptiktan sonra, DOF ilgili birime y#nlendirilir. iletilen sikayetin alinmasina sebep olan
bolim sefligi/madarldga hatanin tekrarlanmamasi igin yapacagl calismalan QDS sistemi Uzerinden tekrar kalite
birimine iletir. Sikayetin edzUmine iliskin cevabin takibini kalite birimi yapar. Sikayet cevaplama siresi, sikayete bagli
olarak degisebilir. Eger masterinin bu konuda belirttigi gin varsa bu sUreye uygun olarak masteriye donds yapilir.

6.6.Miigterinin Geri Bilgilendirilmesi

fGsterilerden bazilan, sikayet bildirimini kendi formatlarinda yapip bu formatta yanit isteyehilirler. Bu durumda
kalite hirimi, QOMS sisteminin yaninda misteriden  gelen tutanad da doldurup satis birmi vastasiyla masteriye
iletilir.

6.7. F5C Gereksinimlerini Karsilamayan Uygunsuz Mamiil Sikayetleri
kKurulug, sikayetlerin kurulusun kapsam igin gecerli olan gerekliliklere uygunlugunu kuralusun Col sertifikasinin
yeterince degerlendirildigini, asagidakiler dahil:
& Sikayet alindiktan sonar en geq 2 hafta icinde sikayeti ileten magterive gsikayetin alindigi ile ilgili bilgi verilir,
s Sikayet arastinldiktan sonra onerilen onerilen aksiyonlar en gec Ggeay iginde misteriye bildirilir. Eger,
sikayetin arastinlmasi icin daha fazla zamana ihtivag varsa, masteri ve belgelendirme kurulusuna bilgi verilir.
s Sikayetle ilgili arastirma sonucu belgelendirme kurulusu wedsikayet eden kurulug aksiyonlarla ilgili
bilgilendirilir.

6.8.D8nemsel Raporlar Ve Raporlarin Ele Alinmasi

Tam masteri sikayetleri, kalite excel kayitlan formu/QDMS sistemi Uzerinden takip edilir. Performans kriterleri ve
hedeflerin degerlendiriimesi amaciyla masteri sikayetleri ilgili veriler Performnans Kriterleri ve Hedefler Tablosunda
belirtilerek aylik yapilan degerlendirme toplantizinda degedendirilir.

Yilda bir yapilan yoénetim gézden gecirmesi toplantilarinda mdsteri sikayetleri (st yonetime raporlanir. Sonucglar
incelenir ve degerlendirilir.

6.9. Siirekli Gelisimin Saglanmasi

8.9.1. Modern Oluklu Mukavva Ambalaj A.5. yénetim sisteminin slrekli gelisiminin saglanmasi ve takibi igin agsagidaki
sireglerde toplanan veriler anagirdi saglar.

[iizeltici ve Onleyici Faaliyet sanuclannin degerlendirilmesi,
& Misteri sikayetler,
& Egitim kayitlar,
& Kalite kayitlar,
& Misteri memnuniyeti ve personel memnuniyeti &lelim sonuglari,
»  Standart digi (uygunsuz) drinler ve hurda kayitlar,
»  Uretim ve makine performanslan,
= Satig-pazarlama verileri,
= Bakim kayitlan,
&« da glvenligine iliskin veriler,
s Satinalma performansin etkileyen veriler,
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& Lojistik kaytlar,

kKonulanndan yola gkarak modern ambala] kalite politikasi ve hedeflerine, stratejik is planlanna paralel firma
performans hedefleri Ust yonetim tarafindan belirlenir.

6.9.2.TUm bélimleri we slrecleri kapsayacak sekilde belirlenmis olan firma performans hedeflerine yanelik
veriler b8lUm yoneticileri tarafindan performans kriterleri ve hedefler tablosuna girilir. Kalite birimi tarafindan da
takibi saglanir.

6.9.3.Gelistirilmesi gereken konularda kalite yonetim temsilcisi tarafindan QDMS Uzerinden dizeltici ve onleyici
faaliyet baslatihr.

6.9.4.Firma Performans Hedeflerine ait gergeklesmeler yonetimin gézden gecirmiesi.toplantilannda  incelenir.
Hedeflerin yakalanmasinayonelik calismalar baslatilir. Hedeflerden sapmalar oldugandaénlemler alimir.

6.9.5.Bu prosedir kapsamunda tutulan kayitlar ve olusturulan raporlar Kalite Kayitlannin Kontreld Frosedirine gore
saklanir.

7. DAGITIM
Bu dokiiman QOMS Ozerinden tim birimlerin gorebilecegi sekilde paylasima aglmistir.
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