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Istanbul Airport

ISTANBUL HAVALIMANI MISAFIR DENEYIMIi POLITIKASI

Havalimani ¢atisi altindaki tiim ¢alisanlarimizin ayni diizeyde yetkinlige sahip olmalari ve misafirlerimize giiliimseten anlar yasatmalari icin sundugumuz hizmetler ve misafir odaklilik Gizerine
yilda iki kez egitim almalarini saglar, bu egitimlerin icerigine paydaslar olarak birlikte karar veririz.

Misafirlerimizin kalbine dokunan anlari alkislamak icin bagimsiz bir 6dul komitesi kurar, gelen hikayeleri titizlikle degerlendirir ve her ¢eyrekte en iyilerini dodiillendiririz. En iyi hikayeleri
birbirimizle de paylasir, takdir ve tesekkirlerimizi birbirimize sunariz.

Her durum ve kosulda misafirlerimizin yiizlerini giilimsetmenin yollarini arar, ortak sorumluluk bilinciyle calisanlarimizin hedef kartlarina misafir odakhlik ile ilgili en az bir hedef
ekleriz.

Yalnizca misafirlerimizi degil, calisanlarimizi da giiliimsetmeyi amaclar, bu nedenle ¢alisanlarimiza yilda bir kez memnuniyet anketi diizenler ve anketimize "istanbul Havalimani'nda
Gahsmak" bashgi altinda sorular ekleriz.

Misafirlerimizin hizmetlerimizle ilgili degerlendirmelerini gérmek amaciyla yilda en az bir defa misafir memnuniyeti arastirmasi gerceklestiririz.
Elde ettigimiz tiim sonuclari koordinasyon toplantilarinda birbirimizle paylasir, misafir memnuniyetini en list diizeye cikarmayi ve kapsayici bir hizmet sunmayi hedefleriz.

Farkhlasan ihtiyac ve beklentilere cevap veren kapsayici hizmetler sunabilmek amaciyla birlikte calisarak misafirlerimizin ihtiyaclarini belirler ve bu ihtiyacglara gére onlar segmente ederiz.
Yilda bir misafir segmentlerimizi gozden gecirir, ihtiyac ve beklentilerini detaylica goriir, diger paydaslarimizla paylasarak bilgi akisi saglariz.

Cahsanlarimizin suiregleri iyilestirecek yenilikgi fikirlerini kolay bir sekilde ilgili birimlere iletmelerini ve sik¢a sorulan sorular gibi 6zelliklerle bilgi birikimlerini glincel tutarak daha etkili hizmet
sunmalarini saglamak adina iletisim kanallari kurar ve siirekli iletisimi saglariz.

Bilgi giictiir; bu nedenle sahadan, musteri geribildirimlerinden ve diger kaynaklardan gelen bilgi ve onerileri diizenli olarak toplar, isleriz.

Bilginin paylastikca cogalacagini bilir, yilda iki defa yiiz yiize veya cevrimici koordinasyon toplantilar diizenleyerek bir araya geliriz. Bu toplantida misafir memnuniyeti sonuclari, saha
ziyaretleri, stireg iyilestirme Onerileri, proje statleri ve isimizle ilgili gelismeler gibi bir cok konuda bilgi paylasimi ve fikir alisverisi gerceklestiririz. Havalimanimizda misafirlere sundugumuz
hizmetlerdeki yenilikleri bu toplantilarin da sayesinde bilir ve bilgimizi sahada misafirlerimize en iyi deneyimi yasatmak icin kullaniriz.

Kalite standartlarimiz dogrultusunda ¢apraz saha ziyareti gerceklestirir ve birbirimizin i¢ musterisi oluruz. Elde ettigimiz sonuclar koordinasyon toplantilarinda birbirimizle paylasir, bilginin
isiginda siireclerimizi iyilestiririz.

Teknolojik gelismeleri ve gozlemlerimizi birbirimizle paylasir, dijital kanallarimiza yeni hizmetler entegre eder, paydaslarimiz ve ¢alisanlarimizla bu hizmetleri test ederiz. Koordinasyon
toplantilarimizda dijital uygulamalarimizin degerlendirmesini hep birlikte yapariz.

Misafirlerimizle iletisimimizi biyik bir Snemle ele aliriz. Bu nedenle, temas noktalarindaki personelimizin en az birinin yabanci dil bilgisine sahip olmasini veya teknolojinin sundugu ceviri
¢6ztmlerini kullanabilmesini saglar, dil bariyerlerini ortadan kaldirir, misafirlerimizi ¢gziime ulastirinz.

is yapis bicimimizde kapsayicihigi hedefler ve bu dogrultuda cesitlilik ve farkliigs kucaklanz. Sunacagimiz hizmetleri tasarlarken farklilasan gereksinimleri olan misafirlerimizi dahil
eder ve hizmetlerimizi onlarla sekillendiririz.

Surdurdlebilirlik uygulamalarina misafirlerimizin da katilimini gozetir, yilda bir siirdiiriilebilirlik calistayi diizenleyerek misafirlerimizi geri donusiime tesvik edici uygulamalar Uretiriz.

Biz istanbul Havalimani’nin tiim paydaslari olarak Misafir Deneyimi Politikasi’ni sahiplenir, birlikte karar verdigimiz politikayi hayata gecirmeyi taahiit ederiz.
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ISTANBUL AIRPORT GUEST EXPERIENCE POLICY

To ensure that all our employees under the roof of the airport have the same level of competence and create moments that will put a smile on the faces of our guests, we organize trainings
twice a year, incorporate customer orientation into training topics and decide on the training content together as stakeholders.

To applaud the moments that touch the hearts of our guests, we set up an independent awards committee, rigorously evaluate incoming stories and award the best ones every quarter.
We share the best stories also with each other and express our appreciation and thanks to each other.

We look for ways to put a smile on the faces of our guests in every situation and condition, and always acting with a sense of shared responsibility, we add at least one goal related
to guest orientation to our employees’ scorecards.

We aim to put a smile not only on the faces of our guests, but also on the faces of our employees. To this end, we conduct employee satisfaction surveys once a year and incorporate
survey questions under the title "Working at Istanbul Airport”.

We conduct guest satisfaction surveys at least once a year to see how our guests rate our services. We share all obtained results with each other at coordination meetings, aiming to
maximize guest satisfaction and provide an inclusive service.

We work together to determine the needs of our guests and segment them according to these needs to provide inclusive services that respond to differentiated needs and expectations. We
review our guest segments once a year, see their needs and expectations in detail, and provide information flow by sharing them with other stakeholders.

We set up communication channels and ensure continuous communication to enable our employees to easily convey any deficiencies in the field or their innovative improvement-oriented
ideas to the relevant units, and to provide more effective service by keeping their knowledge up-to-date with features such as frequently asked questions.

Knowledge is power. Therefore, we regularly collect and process information and suggestions from the field, customer feedback and other sources.

Knowing that knowledge multiplies as it is shared, we convene twice a year at face-to-face or online coordination meetings. At these meetings, we share information and exchange
ideas on many topics such as guest satisfaction results, field visits, channel test findings, process improvement suggestions, project status and developments related to our business. These
meetings help us know the innovations in the services we offer to our guests at the airport, and we use this knowledge in the field to provide the best experience to our guests.

In line with our quality standards, we conduct joint cross-site visits using mutually agreed report forms and become each other's internal customers. We share the obtained results with each
other in coordination meetings and improve our processes in the light of this knowledge.

We share technological developments and observations with each other to catch up with the times, integrate new services into our digital channels, and test these services with our
stakeholders and employees. We evaluate our digital practices together at our coordination meetings.

We attach great importance to communication with our guests. For this, we make sure we have at least one staff available at touchpoints who has command of foreign language or can use
translation Technologies, thus eliminating language barriers and make our guests reach the solutions they need.

We aim for inclusiveness in the ways we do business and embrace diversity and differences. Whenever we design a new service, we include our guests with different needs and
shape our services together.

We ensure guest participation in sustainability practices, organize a sustainability workshop once a year and produce practices that encourage recycling among our guests.

As all stakeholders of Istanbul Airport, we embrace the Guest Experience Policy and commit to implementing the policy we have jointly decided upon.
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