ANNEX 12 KOLEKTOR

Quality policy

For the management of every Kolektor company it is of primary consideration to understand the
business environment and to be capable to respond to the changes taking place in it. Meeting the
requirements of customers and other interested parties, risk and opportunity management, and rapid
and effective action in case of deviations from the requirements are important elements of managing a
company.

We fulfill the requirements and expectations of customers and other interested parties through the
established quality management system, which is the responsibility of the company management, while
the implementation and achievement of objectives in all areas of work is the responsibility of all
employees.

The first and the most important objective of the quality management system is the fulfillment of
customer needs and expectations. Our business performance and our existence or further development
depends on how successful we are in this.

We achieve this objective by:

linking the organization’s objectives to customer needs and expectations,

ensuring the resources required to achieve these objectives,

establishing the system with clear responsibilities and authorities for achieving the objectives,
communicating the strategy, policy and objectives throughout the company,

following the Kolektor process approach,

ensuring competent, responsible and motivated employees,

using teamwork and project approach for planning and developing the processes, products and
services that meet customer needs and requirements,

encouraging all employees in achieving the objectives and commitment to quality,
maintaining and improving knowledge in the company,

measuring and monitoring the achievement of defined objectives, monitoring the customer
satisfaction, and encouraging improvement at all levels,

establishing correct relationship with suppliers, local community and other interested parties,
e trying to create and sustain shared values and ethical behavior at all levels.

We are all a part of the quality management system and each of us performs a job, directly or indirectly
linked to the fulfillment of the needs and expectations of the customers and other interested parties.
Therefore, each individual contributes to the fulfillment of these requirements and thus to a successful
operation of the company.
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