


YAYGIN SERVIS AGI

NETWORK

Beyaz esya, kiiciik ev aletleri ve tiketici elektronigi
konularinda HTS'nin halihazirda Turkiye de toplam
1250 servis noktasi ile sézlesmesi mevcuttur.

HTS birden fazla firmaya hizmet verdigi icin,
distribtor firmalarin aksine kiiglk ilcelerde bile
servis anlasmalari yapabilmektedir. Distribitorlerin
yasadigi en buyiik problemlerden biri servislerin
isinin az olmasindan dolayi s6zlesmeyi fesih
etmeleridir. HTS de ise firma sayisi yiiksek oldugu
icin servislere sagladigi gelir de yukseliyor ve
dolayistyla bagliliklari artiyor.

HTS'nin yaygin servis agi sayesinde miisterilere,
irin grubu ve musterinin ikamet yeri ne olursa
olsun, 24 saat icinde hizmet verilmektedir.

LA

as actually 1250 service agents distributed all over
Turkey and specialized in major domestic appliances, small
appliances and consumer electronics.
Because HTS gives service to several brands, in contradiction
with the distributors, it has agreements with agents even in
small cities. The major problem faced by the distributors is
that the agents cancel their agreements because they do not
have much work. The loyalty towards HTS of the service
agents is very high because the volume of work is sufficient
due to the number of brands serviced.
Thanks to HTS's wide service network, customers are served
within 24 hours regardless of the product group and the
location of the customer.
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SERVIS YONETIMI

HTS'nin tecriibeli kadrosu sayesinde, Turkiye deki
yetkili servislerin biyuk bir kismi hakkinda detayli
bilgiler mevcuttur.

Bir bolgede ihtiya¢c dogdugunda birden fazla alternatif
degerlendirilmektedir ve ihtiyaca gore en iyi servis
saptanmaktadir.

Yapilan fakli denetimler ve anketler sonucunda
servislerdeki eksiklikler tespit edilmektedir ve
servislere uyarilar yapilmaktadir. Bu uyarilar belli bir
saylya ulastiginda veya dikkate alinmadiginda

alternatif servis calismalari bagslatilir.

Bunun yani sira HTS'nin calistigi tiim servislerin ve
teknisyenlerinin bilgileri bir veri tabaninda tutuluyor.
Bu veri tabani sirekli glincel tutulmaktadir. Potansiyel
servisler icin de bir veri tabani mevcuttur ve ihtiyag
duyuldugunda kullanilmaktadir.

SERVICE MANAGEMENT

Thanks to the HTS experienced staff, we have detailed
information about the authorized service agents
available all over Turkey

When an agent is needed in a certain region, more than
one alternative is assessed and the best service is
determined according to the needs.

As a result of different audits and surveys, deficiencies in
the services are detected and warnings are sent to the

agents. When these warnings reach a certain number or
are ignored, this agent is replaced by an alternative one.

In addition to this, information about all the service
agents and technicians working with HTS is kept in a
database. This database is kept up to date. A database is
also available for potential services and is used when
needed.




YEDEK PARCA
YONETIMI

Satis sonrasi Hizmetlerin en 6nemli unsurlarindan biride yedek parca
yonetimidir, bir Grintn satis senrasi hizmetini verirken olmazsa olmaz bir
surectir yedek parca.

Yedek parcanin Uretici firmadan siparisinden tiiketiciye ulastinlana kadar
yasanan sureci A'dan Z'ye stirdurmekteyiz,

Uriinlerin tiim yedek parga gereksinimleri gelismis algoritmalar kullanilarak
analiz edilip optimum stok tutacak sekilde siparis veriliyeni Grtinler icin ise
yedek parga listesi gelecek tirlintin oraninda segilir ve Uretici firma tarafindan
talep edilmektedir.

Yedek parcalarin aciklamalari Turkce degilse Tiirkce ‘yecevrilerek fiyatlandirilir
ve HTS Teknige 6zel yapilmis yazilimimiza tanitilir

Gelen parcalar kontrol edilerek yedek parca depomuza siniflandirilarak
istiflenmektedir, servisin istegine gore yedek parca ayni giin icinde servise sevk
edilerek tiiketiciye ulastinimaktadir.

SPARE PART MANAGEMENT §

One of the most important elements of after-sales services is the management of spare
parts, which is an indispensable process when repairing a product.

We are running the complete spare part process starting from the order placed to the
manufacturer till the delivery of the partto the end consumer.

All spare parts requirements are analyzed using advanced algorithms in order to keep the
optimum stock level,in what concerns new products spare parts order list is selected
according to the product order quantity.

If the names of spare parts are not in Turkish, their names are translated into Turkish and
then entered inour special software used by our 1250 service agent.

The incoming spare parts are subject to quality control and then are classified and stacked
on the shelves according to their addresses.Spare parts are delivered to the agent according
to the request on the same day and then from the agent to the customer.
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ONLINE VERI
YONETIMI

Tirkiye'nin her bélgesinde aktif olarak alisan 1250 yetkili servis yaptiklari tiim mo
HTS'nin servis uygulamasina girmektedir. Farkl dillerde calisan ve her tiirlti cihaz ve i
uygun tasarlanan bu uygulama sayesinde yetkili servislerle olan ttim islemler ydrditdil
nedenle hataya neden olan telefon goriismeleri ve faks gibi araclar kullanilmamaktadir.
sayesinde yetkili servisler online cari hesaplarini takip edebiliyor, yedek parca siparisi verip
durumunu takip edebiliyor, Griinlerin teknik dokiimanlarina erisebiliyor ayrlca mug>tenye dah
yapilan miidahaleleri inceleyebiliyor. Bunun disinda HTS dretici firmalara

detayl teknik raporlar h

h

distributed all around Turkey enter all the
uti Irs and installations they make to our service
e software made with latest technology works in
""37-‘-'..m orks in all types of devices (Computers, smart

\\\ \:\\\Q\ = phones, tablets) and operating system.
horized services are carried out through this

on, communication utilities that may cause errors
such as telephone calls and faxes are not used. With this software,
authorized agents can check online their current accounts, order spare
parts, track order status, access technical documentation of products,
and review customer interventions. Besides that, HTS can prepare
detailed technical reports for the manufacturers about the defects of the
products.




SERVIS EGITIMI SERVICE TRAINING )

HTS'de Egitim hig bitmez, Hts teknik hizmetler A.S. her bransta Training in HTS never ends, continuous trainings are given to service agents by

uzman egitimciler tarafindan servislerine siirekli egitimler verilir. specialized trainers in every branch,

Egitimlerde temel amac iriinleri anlama, miisteriyi anlama ve T ain aim of the trainings is to understand the products, to understand the

A N 4 o i <l customers and to provide the best service to the consumers or in other words satisfying

tlketiciye en iyihizmeti sunmayi yani tliketici memnuniyetidir, . ) 2 iy : e !
- . R umers. Therefore besides technical trainings behavior trainingsare also given to

bu nedenle sadece teknik egitim degil, servislere davranis thelService agents.

egitimleri de verilmektedir. Within theoretical trainings, practical trainings are also given to the service agents.

A es the information shared by HTSduring the trainings there are many other

Yetkili servisler ik egitimlerle birlikte pratik egitimlerde ts of these trainings, these are: strengthen communication between the agents,

verilir. Egitimde the experiences among the agents and increase the loyalty towards HTS.

faydasi mevcutt larda servislerle iletisimi kuvvetlendirmek,

servisler arasind criibeleri paylagsmak ve servisin HTS'ye olan

baghligini artirt




CAGRI MERKEZI

HTS'de SYS'nin Amerikan Televantage cagri merkezi sistemi
kullanilmaktadir.

Cagri merkezimiz 16 Agent, 16 dis hat ve 32 i¢ hat
kapasitelidir. Farkl firmalar icin gelen ¢agrilar ayni operatérler
tarafindan cevaplandirldigr igin firmalar arasinda bir sinerji
yaratilmaktadir ve ¢alisanlarin verimliligi artmaktadir.

Cagri merkezine gelen aramalar ile ilgili detayh raporlar
alinabilmektedir: Kagan aramalar, IVR'de bekleme siireleri,
gOriisme slreleri, operatdr bazinda gelen arama vs... Bu
raporlar kullanilarak gerekli iyilestirme faaliyetleri
yapilmaktadir.

Cagri merkezimize gelen ¢agrilar ilgili birimlere veya
servislere yonlendirilmektedir ve islem sonuglanana kadar
cagrilar takip edilmektedir. Bunun yansira cagri merkezine
gelen ¢agrilar hem il bazinda hemde talep tipine gore gtinliik
ve aylik raporlanmaktadir.

Cagri merkezinin diger bir fonksiyonu memnuniyet
anketlerinin yapilmasi. Alti sorudan olusan memnuniyet
anketi ile, servisler tarafindan verilen hizmet
sorgulanmaktadir. Bu anket sonuclari aylik raporlanmakta.
Anket sonuclarina gore yetkili servislere gerekli uyarilar
yapilmakta ayrica memnuniyetsizlige neden olan noktalarda
gerekli faaliyet planlar olusturulmaktadir. Yillik bazda en iyi
servisler dillendirilmekte.

CALL CENTER

HTS uses the American call center system Televantage which is
provided in Turkey by SYS.

Our call center has 16 agents, 16 external lines and 32 internal lines.
As the same operator can handle incoming calls for different
companies, a synergy is created between the companies and the
productivity of the employees is increased.

Detailed reports about incoming calls can be obtained from the call
center system: Unanswered calls, waiting time in IVR, call duration,
operator-based calls etc. ... These reports are used to take necessary
improvement actions.

Requests received by the call center are directed to the relevant
department or service agent and these requests are followed until the
end. In addition to this, calls incoming to the call center are reported
daily and monthly according to the type of demand and the province.
Another function of the call center is to conduct satisfaction surveys.
The satisfaction survey consists of six questions, the service given by
the agent is evaluated. The results of these surveys are reported
monthly. According to the results of the survey, necessary warnings
are made to the authorized services and the necessary action plans
are taken in case there is a customerdissatisfaction. The best services
are awarded on annual basis.
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