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COMPLAİNT AND APPEAL PROCEDURE
 

1.    PURPOSE
The purpose of th�s procedure �s to def�ne the methods to be appl�ed by
the Urban Development Assoc�at�on (KEGED) �n handl�ng and resolv�ng
the compla�nts and object�ons of real or legal persons on any matter
ar�s�ng d�rectly or �nd�rectly from the work, bus�ness and transact�ons of
our Assoc�at�on.
2.SCOPE
Th�s procedure covers the handl�ng and resolut�on of compla�nts and
appeals related to the act�v�t�es of the Urban Development Assoc�at�on
(KEGED). Th�s procedure also covers project partners that cooperate
w�th KEGED through an off�c�al protocol.
3.DEFINITIONS 
- KEGED: Urban Development Assoc�at�on.
- Appeal: Request for recons�derat�on of any dec�s�on made by KEGED,
the benef�c�ar�es of KEGED's work, act�v�t�es.
- Compla�nt: The express�on of d�ssat�sfact�on by the benef�c�ar�es of
KEGED's work and act�v�t�es �n relat�on to KEGED act�v�t�es, w�th the
expectat�on of a response.
4.APPLICATION
It �s essent�al that all compla�nts and object�ons w�th�n the scope of th�s
procedure are handled by KEGED w�th�n the framework of object�ve
ev�dence w�th real and legal persons w�th�n the framework of s�tuat�ons
that may cause confl�ct of �nterest �n terms of �mpart�al�ty, measures to
be taken to prevent the�r occurrence and poss�ble sanct�ons.
The procedure descr�bed below does not apply to compla�nts and
reports of poss�ble sexual explo�tat�on and abuse. There �s a separate
procedure for th�s, wh�ch �s descr�bed �n the KEGED "Declarat�on on
sexual explo�tat�on and abuse".
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4.1 Rece�v�ng Compla�nt and Appeal Appl�cat�ons
4.1.1 Compla�nts and Object�ons can be rece�ved at any stage of KEGED's
serv�ce prov�s�on (appl�cat�on �ntake, aud�t, approval process, etc.) or
after the serv�ce �s completed.
4.1.2 KEGED d�scloses the procedure for rece�v�ng and evaluat�ng
compla�nts and appeals to the publ�c through �ts webs�te
https://www.keged.org.tr/, customers can access the compla�nt and
appeal procedure on the webs�te.
4.1.3 Compla�nts and object�ons are rece�ved �n person, by telephone, e-
ma�l and onl�ne commun�cat�on channels v�a the web and �n wr�t�ng. 
4.1.4 Compla�nts and object�ons that cannot be rece�ved �n wr�t�ng shall
be put �n wr�t�ng by the KEGED board member who �s the addressee of
the compla�nt and object�on by f�ll�ng out the "Object�on-Compla�nt
Evaluat�on Form". 
4.1.5 When necessary, KEGED may conduct an �nvest�gat�on to ver�fy the
�dent�ty of the compla�nant. If the compla�nt �s rece�ved w�thout name
and contact �nformat�on or w�thout ver�fy�ng the �dent�ty of the
compla�nant, �t w�ll not be processed w�th�n the scope of th�s procedure,
but may be exam�ned depend�ng on �ts content.
4.2 Evaluat�on and Resolut�on of Compla�nts and Appeals
4.2.1 If the compla�nt �s real�sed dur�ng the appeal aud�t phase, the
KEGED aud�tor wr�tes the s�tuat�on �n h�s/her report and f�lls �n the
"Appeal-Compla�nt Evaluat�on Form".
4.2.2 If the compla�nt �s made to KEGED (telephone, ema�l, face-to-face),
KEGED Secretary General rece�ves the compla�nt w�th the "Appeal-
Compla�nt Evaluat�on Form", and �f he/she cannot resolve the compla�nt,
he/she conveys the s�tuat�on to KEGED Pres�dent or V�ce Pres�dent and
the compla�nt �s resolved. 
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4.2.3 Accord�ng to KEGED's pol�cy, �t �s essent�al to resolve compla�nts
w�th�n f�fteen (15) days after they are subm�tted to KEGED �n wr�t�ng, �f
poss�ble �n pract�ce. Compla�nts requ�r�ng the prov�s�on of
�nformat�on/documentat�on from persons or organ�sat�ons other than
KEGED should be concluded w�th�n f�fteen (15) days after such
�nformat�on/documentat�on �s prov�ded, and compla�nts requ�r�ng aud�t
should be concluded w�th�n f�fteen (15) days after the aud�t process �s
completed.
4.3 Conf�dent�al�ty
4.3.1 All compla�nts, object�ons and appl�cat�ons rece�ved by KEGED are
conf�dent�al and under no c�rcumstances shall be d�sclosed to th�rd
part�es. In case �nformat�on �s requested by jud�c�al author�t�es, the
relevant customer �s def�n�tely �nformed.
Conf�dent�al�ty measures shall be taken �n correspondence w�th a
person or a th�rd party regard�ng the compla�nt and object�on; when
necessary, correspondence shall be made �n accordance w�th the rules
of conf�dent�al correspondence.
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