
 
 

ER DENIZCILIK SAN.NAK.VE TIC.A.S. 
 

Complaint Policy and Procedure   
 
Er Denizcilik San Nak.ve Tic.AS aims to provide a high quality of service in all its shipping 
business We take complaints seriously and welcome your feedback on the service that we 
provide. In order to ensure we are dealing with complaints effectively, we have adopted the 
procedure outlined below. 
 
WHO CAN MAKE A COMPLAINT? 
 
1.Any person who receives a service from the Company, any of the charterers, cargo  owners 
agencies .service suppliers ,ship chandlers whom we work with can make a complaint or anyone 
who is impacted upon by the service we deliver can make a complaint. If necessary, a person can ask 
a representative to make the complaint on their behalf. 
 
1a. Any person who works on board the Company's vessels can make a complaint. 
For such complaint procedure seafarers should refer to the company's ISM procedure CP02- 
Chapter -1 sub-paragraph 1.16 under the header of Complaints 

 
2.HOW SHOULD COMPLAINTS BE MADE? 
 
Complaints should be made in writing setting out the nature of your complaint in as much detail 
as possible and sending your letter to the head office or by-way of e-mailing we commit to 
handling your complaint as quickly and thoroughly as possible. 
 
3.RESPONSE TIMES 
 
Letters and e-mailing will be acknowledged within 3 working days on receipt and a full reply will 
be sent within 14 working days of receipt ,further response times are set out in the procedure 
itself . 
At all stages the complainant will be kept informed as to what is happening with their complaint or 
appeal.  If  for whatever reason is not possible to deal with the complaint within the published 
timescale then the complainant will be informed of this, and a reason given. 
 

4.Adress of the Complaints 
 
Er Denizcilik San.Nak.ve Tic.A.S. 
Barbaros Mah. Halk cad.No.35 Atasehir 34746 - Istanbul -  Turkey  
Tel: +90 216 472 9810 Fax:+90 216 472 9810 
 
E-mail : shipping@ergroup.com.tr 
 
Person in charge: Engin Ergenc ,Operation Manager , Board Member 
 
4a.  For  the  address  of   complaints  for  seafarers  who  works   onboard   the   vessel   shall   be 
referred to company's ISM procedure CP02-Chapter -1 sub-paragraph 1.16 under the header of 
Complaints 


