"GENERAL CONSULTING CO." MMC Senad No GC-PR-010
GENERAL CONSULTING CO. LLC Document No
Tarixi
GEMNERAL .. . .. . . gj;;eseagz; 05.01.2026
consuLTING 0. MUSTORI OLAQOLORI iDARD EDILMOSI Tosdia Tarixi
PROSEDURU o e 110.01.2026
CUSTOMER RELATIONSSHIP MANAGEMENT PROCEDURE [2ERIova: ate
Reviziya Tarixi
. No | 00
Revision Date
KEYFiYYOTi IDARDETM®O SISTEMI
GC-PR-010
MUSTORI OLAQOLORI IDARD EDILMOSI
CUSTOMER RELATIONSSHIP MANAGEMENT PROCEDURE
Tortib etdi/ Compiled by Yoxlady/ Checked by Tasdiq etdi/ Confirmed by
Idaroetmo Niimayandaosi Direktor Direktor
R.R.Nasirov N.N.Hiiseynzado N.N.Hiiseynzada

Sahifa1/4




"GENERAL CONSULTING CO." MMC Sonad No GC-PR-010
GENERAL CONSULTING CO. LLC Document No

CENERAL gjas;efeag;“ 05.01.2026
MUSTORI OLAQOLORI iDARD EDILMOSI Tosdia Ta ryixi

PROSEDURU A°s d Doy | 10012026
CUSTOMER RELATIONSSHIP MANAGEMENT PROCEDURE 2RI OY4 Zate
Reviziya Tarixi

.. No | 00
Revision Date

1. MOQSOD / OBJECTIVE

Bu prosedur, GENERAL CONSULTING CO daxilindo hoyata kegirilon biitiin xidmotlor hagqinda
miistori molumatlarimin alds edilmasi vo onun aktualligina riayat edilmasi prinsiplorini izah etmok
mogqsadilo hazirlanmigdir.

This procedure explains the principles of taking knowledge from customers and following currency
of the knowledge within all activities within GENERAL CONSULTING CO , related with customer
relationship.

2. OHATO DAIROSI / SCOPE

Bu prosedur GENERAL CONSULTING CO -don xidmat alan biitiin soxs/qurum/taskilatlar ilo bagl
foaliyyatlori ohato edir.

This procedure includes all activities of all persons /establishments/ foundations getting service

3. MOSULIYYOTLILOR / RESPONSIBLES
Biitiin sobalor /All of the units

4. TORIFLOR / DEFINITIONS

4.1 Anket / Questionnaire

GENERAL CONSULTING CO torofindon toqdim edilon xidmatlor ilo bagli miivafiq toroflorin
momnunlugunu, toklifini, voziyyatini vo miinasibotini miisyyon etmok ii¢lin toskil edilmis bir sira
otrafl1 vo ohatoli suallardir.

This is a comprehensive index of questions to determine the satisfaction, suggestion, situation and

behaviour of related parties about the conformity assessment service that was given by GENERAL
CONSULTING CO.

4.2 Taklif / Suggestion

GENERAL CONSULTING CO torofindon hoyata kegirilon xidmotlor ¢orgivesindo hor ciir
qurum/tagkilatlar vo soxslor torafindon gostorilon xidmatlori yaxsilagdirmaq tiglin sorgular, formalar
va/va ya oxsar qiymatlondirma sonadlori ilo edilon yazili roy vo molumatlardir.

These are the written opinions and information to improve the services which are carried out by
GENERAL CONSULTING CO , with questionnaire, forms, and/or similar evaluation documents
given all kinds of foundation/establishment and persons that has taken service from GENERAL
CONSULTING CO.

5. TOTBIQ ETM® / IMPLEMENTATION
5.1.  GENERAL CONSULTING CO xidmatlori  ilo  olagadar  golon  biitiin

etiraz/sikayot/miibahiso/tokliflor, Etiraz, Sikayot vo Miibahiso Qiymatlondirms Proseduruna
uygun olaraq hoyata kegirilir.
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All kind of objections, complaints, incompatibility and suggestions are performed by using
“Objections, complaints and incompatibility assessment procedure”.

5.2.  GENERAL CONSULTING CO xidmetlori ilo bagli miistori momnuniyyetinin dlgiilmasi
miivafiq sObolor torafindon onlarin hazirladiglar1 sonadlor vasitasilo hoyata kegirilir.
Measurement of customer satisfaction related with GENERAL CONSULTING CO services
are carried out with the documents that are prepared by the related unit.

5.3.  GENERAL CONSULTING CO sébalorino daxil olan sikaystlarin/tokliflarin/gdzlentilorin
Olgiilmasi vo yaxud miistori momnuniyyotinin Ol¢lilmosi zamani digor sdoboloro aid
molumat/masalalor yarandigda, bu molumat/mossls miivafiq s6bo rohbarinoe catdirilir.
GENERAL CONSULTING CO units take “Complaints/suggestions/ expectations ‘“coming

from customers during any kind of activities and this information/subjects conduct to the
manager of relevant department.

5.4. Miistori Memnuniyyati Anketlorinin Alinmasi va Qiymoatlondirilmasi
Taking and assessment of the customer satisfaction quaestionnarie

Anket uygunlugun qiymatlondirilmasi xidmatlorinin keyfiyyot soviyyesini vo GENERAL
CONSULTING CO torafindon hoyata kegirilon biitiin oxsar faaliyyatlori 8lgmok {i¢iin miivafiq s6bo
torofindon hazirlanir.

The questionnaire is prepared by the relevant unit in order to measure the quality level of the
conformity assessment services and all similar activities performed by GENERAL CONSULTING
Co.

Anketlor, Miistori Momnuniyyasti Anketi Formasi ilo sorgular slaqadar soxslora/qurumlara/toskilata
gostarilon xidmatlordon sonra qavrayis 6l¢iilmasi mogsadils gondarilir. Anketlor miiqavilo baglamis
miistorilorimizo on azi ilds bir dofs digor miistorilors iso xidmatdon sonra togdim olunur.
Questionnaires, Customer  satisfaction  questionnaire  form  are  conducted  to
persons/foundations/establishments after the services in order to measure the perception. It is given
to customers that have agreement, once a year and to the other customer after the service.

Miistori momnuniyyati anketlori statistik olaraq qiymatlondirilir vo naticalor har il miivafiq s6ba
rohbarlarina ¢atdirilir.

Customer satisfaction questionnaires are evaluated yearly and conducted to the relevant department
manager.

Bu aragdirma ilo miistorilori gane etmoyan masololor, miistori istok vo tokliflori miioyyon edilorok
gruplasdirilaraq geydo alinir. Toklif vo sikayatlor yazili sokildo aidiyyati bolmalore catdirilir.
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By that activities, the matters that make the customer unpleased and requests and suggestions of the
customers are determined .They are arranged into groups and recorded. Suggestions and complaints
are conducted to relevant units in written.

Miisteri naraziliginin aradan qaldirilmasi, miistori gézlontilorinin 6donilmasi vo xidmaot keyfiyyastinin
yliiksaldilmasi mogsadilo miivafiq séba torafindon zoruri diizoldici vo qabaglayici todbirlor miioyyon
edilir..

Miioyyan edilmis diizoldici vo gabaglayici todbirlor iiglin miivafiq sobalorin roylori, habelo zoruri
hallarda miivafiq bélmonin tosdiqi alinir. Miivafiq sobo zoruri hesab etdikdo, miivafiq sobonin soxsi
heyatino molumat vermok ii¢lin imumi iclas togkil edilir.

For the planned corrective and preventative actions, the opinion of the relevant units are taken if
necessary approval is taken. If the department manager finds it necessary, an informing meeting can
be arranged for the department employees.

Diizoldict vo qabaglayici tadbirlorin monitoringi Idaroetms Niimayondasi vo miivafiq sdbelor
torofindon hoyata kegirilir.

Monitoring the corrective and preventative actions are made by Quality representative and relevant
units.

Miistori momnuniyyati soviyyesini o6lgmok {i¢iin aparilan arasdirmanin noticolori Idaroetmo
Niimayandasi torofindon Rohbarlik Torofindon Tohlil iclaslarinin giindeminds toqdim olunur. Miistori
momnuniyyati soviyyesini Olgmok {iciin aparilan todgiqatlarm biitiin qeydlori Idaroetmo
Niimayondosi torofindon saxlanilir.

The result of the activities related to measure the level of perception of the customer satisfaction is
laid before the participants in management review meetings. All the records of activities related to
measure the level of perception of the customer satisfaction are saved by Quality representative.

6. 9LAQODAR SONODLOR

GC-PR-009 ETIRAZ, SIKAYST VO MUBAHISO QIYMOSTLONDIRMS PROSEDURU
GC-PR-009 ASSESSMENT OF OBJECTION, COMPLAINT AND INCOMPATIBILITY
PROCEDURE

GC-FR-027 MUSTORI MOMNUNIYYOTiI ANKET FORMASI
GC-FR-027 CUSTOMER SATISFACTION SURVEY
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