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2-4 Convinced by the senior management of the association and all its employees

to provide quality services that meet the needs and exceed the expectations of

stakeholders and related parties, regarding customer 2018 :15010002 and to

enhance this and meet the requirements of Standard complaints, the association

encourages its customers to submit complaints and suggestions, as a valuable

means and an entry point to continue the processes of continuous improvement

and development to reach Institutional excellence in the association and the

senior management is committed to it

o Introducing the complaints handling system and the policy associated with
it, making it available to all stakeholders and related parties, and
simplifying the work procedures through the association's complaints

management system
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® The Association is committed to protecting the complainant from any form
of retaliation, whether direct or indirect, arising from the good-faith
submission of a complaint, under the Association’s approved Whistleblower
Protection Policy.

® Dealing with all complaints and proposals received by the association from
various stakeholders and related parties with objectivity, confidentiality,
reliability, complete fairness, impartiality, and applying the highest levels of
corporate governance to achieve justice, transparency integrity, and

accountability in dealing with complaints within a specific time

® Tightening continuous control with a periodic audit through the system of
processes, procedures and standards approved for this in the association
Securing all human, technical and financial resources necessary to manage
all complaints processes efficiently and effectively to satisfy customers
Upgrading the administrative and organizational competencies and skills of
the cadres concerned with complaints management and providing
developmental training courses to allow them to work with high
professionalism in accordance with the requirements of 15010002:2018
Continuous development and improvement of the complaints management
system in line with international best practices
Work to achieve the goals set for handling complaints, taking into account
the laws and regulations for complaints handling processes, following up on
reports and complaints indicators in a systematic, continuous and periodic
manner, with a commitment to hold any employee who violates the rules

set forth in the policy accountable
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Follow the teachings and guidelines associated with and issued by the association

and any relevant regulatory body that has influence on the association
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