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At Redstar Aviation (RSA), we are dedicated to providing exceptional aviation and medical services
driven by an unwavering commitment to safety, clinical excellence, and long-term loyalty. This
policy defines our strategic framework for meeting and exceeding client expectations.

This policy applies to all business units (Air Ambulance, Off-Shore Helicopter, MRO, Flight Training,
AOC Management), full-time and contract personnel, and third-party service partners operating on
behalf of RSA.

RSA recognizes that our “customers” possess highly distinct operational, technical, and
psychological needs. We manage customer satisfaction through two primary lenses:

« Corporate Clients (B2B): Insurance providers, medical assistance companies, offshore energy
corporations, flight training students, and AOC asset owners. Their satisfaction relies on strict
contract compliance, operational reliability, regulatory adherence, and asset optimization.

« Patients & Families (B2C): End-users of our aeromedical services. Their satisfaction relies on
absolute clinical safety, radical empathy, clear communication during high-stress scenarios,
and flawless data privacy.

OBJECTIVES

Customer-Centric Culture: RSA cultivates a customer-first mindset across all organizational levels,
ensuring that positive customer experience remains paramount to our operational and clinical
success. We actively evaluate the specific technical, operational, and clinical requirements of our
diverse clientele to consistently deliver tailored, high-quality solutions. Understanding our customer is a
starting point to have excellence in customer journey.

Quality Assurance and Compliance: RSA will continually assess and improve its services to ensure
they meet or exceed customer expectations in terms of safety, quality, reliability & functionality
and in line with relevant local & international

regulations and guidelines.

Open & Responsive Communication: RSA maintains objective, open, honest, and timely
communication with its customers. All concerns and feedback are addressed swiftly while strictly
adhering to data privacy, corporate confidentiality, and medical data protection standards
(including patient confidentiality in aeromedical operations).

Feedback Collection: RSA actively encourages customer feedback through easily accessible and
secure channels—including post-flight surveys, annual reviews, and direct communications - to
gather actionable insights for continuous operational refinement.

KEY PRINCIPLES

Respect and Courtesy: All customer interactions will be handled with respect and courtesy. RSA will
treat each customer as individually, valuing their unique needs and preferences.

Service Level Agreements: RSA responds to customer inquiries, concerns, and feedback in
accordance with Service Level Agreements (SLA) identified for each contract, procedures and tasks. It
is part of our DNA to meet our promises to our stakeholders.

-"r’
'F['jiii'i

www.redstar.com.tr

Document No: RSA-MNG-POL-005
Document Revision No: 01
Document Revision Date: 19.06.2026


http://www.redstar.com.tr/

AV I

& Redstar

Front-line Decision-Making: RSA believes that the best solutions are driven by expertise and
closeness to the client and operations. We empower our experienced personnel, medical crew, and
subject-matter experts who manage our daily operations to make real-time decisions that protect
service quality and customer satisfaction.

Transparency:RSA acts transparently about its services and policies, ensuring that customers have
access to all necessary significant information to make informed decisions.

Employee Training & Resources: RSA provides its employees with the necessary training and
resources to deliver exceptional customer service and handle customer issues effectively.

Continuous Improvement: RSA regularly reviews its customer satisfaction policies, processes and
procedures to identify opportunities forimprovement.

RESPONSIBILITIES

Management: The management team is responsible for forming and implementing customer
satisfaction strategy through entire organization, monitoring performance, allocating resources as
needed and improving RSA’s offerings based on

customer feedback and market trends.

Sales & Marketing (S&M) Team: S&M Team is responsible for promptly addressing customer
inquiries, concerns, issues and to coordinate the relevant process.

Quality Management & Compliance Team: The Quality Management and Compliance team
regularly audits customer complaints and feedback. RSA ensures a strict link between customer
satisfaction and our Quality Management System (QMS).

All Employees: Every RSA employee is personally accountable for treating customers, patients,
partners, and colleagues with the utmost respect, courtesy, and highly professional service at
every touchpoint. They are empowered and required to report customer friction points or perceived
service deficiencies directly to the S&M or QA.

REVIEW AND REVISION

This policy will be reviewed regularly to ensure its effectiveness and compliance. RSA, based on
customer feedback, will make adjustments and improvements in accordance with regulations,
industry best practices and changing business needs.

At RSA, we are dedicated to fostering a customer-centric environment and ensuring the satisfaction of
every customer. This policy reflects our commitment to continuous improvement and the highest
standards of customer service.

Accountable Manager/CEO
C.Emre DURSUN
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Redstar Aviation (RSA) olarak, emniyet, klinik mikemmellik ve uzun vadeli musteri baglligina
olan sarsiimaz bagliligimiz dogrultusunda Gstan havacilik ve medikal hizmetler sunmayi taahhtt
ediyoruz. Bu politika, musteri beklentilerini karsilamak ve asmak igin benimsedigimiz stratejik
yaklagimi tanimlamaktadir.

Bu politika; tum ig birimlerini (Hava Ambulansi, Offshore Helikopter Operasyonlar, Bakim
Organizasyonu, Ugus Egitimi ve AOC Yénetimi), tam zamanli ve sézlesmeli personeli ile RSA adina
faaliyet gésteren Gguncu taraf hizmet saglayicilarint kapsar.

RSA, musterilerinin birbirinden farkli operasyonel, teknik ve psikolojik ihtiyaglara sahip oldugunun
bilincindedir. MUsteri memnuniyetini iki temel perspektiften yonetir:

« Kurumsal Musteriler (B2B): Sigorta sirketleri, medikal asistans kuruluslari, offshore eneriji sirketleri,
ugus egitimi égrencileri ve AOC varlik sahipleri. Bu musteri grubunun memnuniyeti; sézlesme
sartlarina uyum, operasyonel guvenilirlik, mevzuata uygunluk ve varliklarin etkin yénetimine
baghdir.

« Hastalar ve Yakinlan (B2C): Hava ambulans hizmetlerinin son kullanicilaridir. Bu musteri
grubunun memnuniyeti; mutlak klinik emniyet, yuksek dizeyde empati, stresli durumlarda acgik
iletisim ve kusursuz veri gizliligine bagldir.

AMAGLAR

Musteri Odakli Kultiir: RSA, organizasyonun tum seviyelerinde musteri odakli bir yaklagim benimser
ve olumlu musteri deneyimini operasyonel ve klinik bagarisinin temel unsurlarindan biri olarak gérur.
Farkli musteri gruplarinin teknik, operasyonel ve klinik ihtiyaclarini degerlendirerek beklentilerine
uygun, yuksek kaliteli ¢ézimler sunmayi hedefler. Musteriyi anlamak, mukemmel bir musteri
deneyimi olugturmanin baslangi¢ noktasidir.

Kalite Glivencesi ve Uyum: RSA, hizmetlerini surekli olarak degerlendirir ve gelistirir. Hizmetlerin;
emniyet, kalite, gavenilirlik ve islevsellik agisindan musteri beklentilerini kargilamasini veya agmasini
ve ilgili ulusal ve uluslararasi mevzuat ile rehberlere uygun olmasini saglar.

Acik ve Etkin iletisim: RSA, mUsterileriyle objektif, acik, durtst ve zamaninda iletigim kurar. Tum geri
bildirim ve talepler hizli sekilde ele alinirken veri gizliligi, kurumsal gizlilik ve medikal veri koruma
gerekliliklerine tam uyum saglanir.

Geri Bildirimlerin Toplanmasi: RSA; ugus sonrasi anketler, yillik degerlendirmeler ve dogrudan
iletisim kanallari dahil olmak Gzere erigilebilir ve gvenli ydntemlerle musteri geri bildirimlerini tegvik
eder. Elde edilen bilgiler operasyonel sureclerin surekli gelistiriimesi amaciyla kullanilir.

TEMEL iLKELER

Saygi ve Nezaket: TUm musteri etkilegimleri saygi ve nezaket gergevesinde yarattltr. Her musteri,
kendine 6zgu ihtiyag ve beklentilere sahip bireysel bir paydas olarak degerlendirilir.

Hizmet Seviyesi Taahhltleri: RSA, musteri taleplerini, geri bildirimlerini ve sikayetlerini ilgili
sbzlesmelerde, prosedurlerde ve gérev tanimlarinda belirlenen Hizmet Seviyesi Anlagmalari
dogrultusunda yoénetir. Paydaslarimiza verdigimiz sézleri yerine getirmek kurumsal kaltaramutzin
ayrilmaz bir parcasidir.
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Operasyona En Yakin Noktada Karar Verme: RSA, en dogru ¢ézimlerin mugteriye ve operasyona
en yakin kisiler tarafindan geligtirildigine inanir. Bu nedenle deneyimli personelini, saglik ekiplerini
ve konu uzmanlarini; hizmet kalitesini ve musteri memnuniyetini koruyacak kararlari zamaninda
alabilmeleri igin yetkilendirir.

Seffaflik: RSA, sundugu hizmetler ve uyguladidi politikalar konusunda seffaf davranir. MUsterilerin
bilingli karar verebilmeleri igin gerekli bilgilerin erigilebilir olmasini saglar.

Egitim ve Kaynaklar: RSA, ¢calisanlarina Gstin musteri hizmeti sunabilmeleri ve musteri taleplerini
etkin sekilde yénetebilmeleri igin gerekli egitimleri ve kaynaklari saglar.

surekli lyilestirme: RSA, musteri memnuniyeti politika, stre¢ ve uygulamalarini dizenli olarak
gbzden gegirerek iyilestirme firsatlarini degerlendirir.

SORUMLULUKLAR

Yoénetim: Yonetim ekibi; musteri memnuniyeti stratejisinin olusturulmasindan, organizasyon
genelinde uygulanmasindan, performansin izlenmesinden, gerekli kaynaklarin saglanmasindan ve
musteri geri bildirimleri ile pazar egilimleri dogrultusunda hizmetlerin gelistiriimesinden sorumludur.

Satis ve Pazarlama Ekibi: Satis ve Pazarlama Ekibi; musteri taleplerinin, geri bildirimlerinin
ve sikayetlerinin zamaninda ele alinmasindan ve ilgili birimler arasindaki koordinasyonun
saglanmasindan sorumludur.

Kalite Yonetimi ve Uyumluluk izleme Ekibi: Kalite Yénetimi ve Uyumluluk izleme Ekibi, musteri
sikayetlerini ve geri bildirimlerini duzenli olarak degerlendirir. RSA, musteri memnuniyeti ile Kalite
Yénetim Sistemi arasinda guclu bir iligki kurulmasini saglar.

Tam Caliganlar: RSA'nin tum c¢aligsanlari; mdusgterilere, hastalara, is ortaklarina ve c¢alisma
arkadaslarina her temas noktasinda saygill, nazik ve profesyonel yaklasmaktan bireysel olarak
sorumludur. Ayrica musteri memnuniyetini olumsuz etkileyebilecek hususlari veya hizmet
eksikliklerini Satig ve Pazarlama ya da Kalite GUvence birimlerine bildirmekle yakimludur.

GOZDEN GEGIRME VE REViZYON

Bu politika, etkinliginin ve uygunlugunun surdurdlmesi amaciyla duzenli olarak gbézden gegirilir. RSA,
musteri geri bildirimleri, yasal gereklilikler, sektér uygulamalari ve degisen is ihtiyaclar dogrultusunda
gerekli guncellemeleri yapar.

RSA, musteri odakl bir calisma kultard olugturmayi ve her musterinin memnuniyetini saglamayi
taahhut eder. Bu politika, sarekli iyilestirme anlayisimizi ve musteri hizmetlerinde en yuksek
standartlara olan bagliigimizi yansitmaktadir.

Sorumlu Miidir/CEO
C.Emre DURSUN
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