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In this report, we transparently share the sustainability 
management approach, and sustainability practices and 
performance of Turkcell İletişim Hizmetleri A.Ş. during 
the 1 January 2014 - 31 December 2015 period with our 
stakeholders.

This report using the internationally accepted 
sustainability reporting standard of Global Reporting 
Initiative (GRI) G4 Sustainability Reporting Principles also 
contains the seventh Communication on Progress of the 
United Nations Global Compact (UNGC) of which we have 
been a signee since 2007. We have declared our support 
for UNGC’s principles regarding human and employee 
rights, the environment and fight against corruption, and 
our progress in these fields.

Unless indicated otherwise, the information we have 
provided in this report belong to Turkcell İletişim A.Ş. and 
does not cover our subsidiary and overseas operations. 
Some information regarding Turkcell subsidiaries and 
overseas operations has been provided in the report along 
with its sources and scope. Furthermore, the download and 
usage figures of our products and services have been given 
as of the end of 2015. The 2012 and 2013 data have been 
included to illustrate the data regarding our economic, 
social and environmental performances, and have enabled 
comparisons to be made.

Feedback from our stakeholders carries importance in 
terms of developing our sustainability performance and 
improving our reports. Therefore, stakeholder views from 
different mediums regarding some of our practices and 
initiatives have been provided throughout the report.

You may share your views and suggestions regarding this 
report at turkcell-kurumsal-iletisim@turkcell.com.tr.

ABOUT  
THE REPORT
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In 2015, the United Nations approved “Sustainable Development 
Goals” set global goals, mainly to eliminate inequality and injustice, 
end poverty and overcome climate change. These goals that 
incur significant responsibilities on nations and all actors of the 
economy shall guide both us and all our operations until 2030 
for inclusive growth. Turkey also continues its operations in light 
of the extensive path determined with its 2023 goals that are in 
accordance with said international goals.

have adopted as a company, we contribute to all our stakeholders with 
solutions and investments to address the issues of Turkey, mainly our 
customers and shareholders. We carry this out mainly with leading 
work in Research and Development and innovation, and employment 
opportunities.

We are aware that our sector has significant potential in making 
Global Goals for Sustainable Development become true. Within this 
framework, we not only make plans to present the best quality, but 
to also enable all parts of society, including disadvantaged groups to 
benefit with our inclusive approach while presenting unique customer 
experience oriented services. We support a wide range of issues such 
as national economy, technological development and improvement, 
education, culture-art and sport, science, employment of women, all 
types of access and employment issues of our disabled citizens.

For the past two years, in which we achieved phenomenal success, we 
have been taking firm steps towards a future, in which we shall add 
more value to both our company, and national economy and society 
by transforming risks into benefits with a long-term viewpoint. We 
are glad to be continuing to build a safe future together with our 
shareholders and stakeholders with the trust we have gained from the 
momentum of success while enabling the sustainable growth of our 
company in the future just as today. 

I sincerely thank all Turkcell family members that support us in our aim 
to continue our achievements with the vision of being a sustainable 
company. We present our 2014-2015 report, in which we disclose our 
efforts in accordance with the Global Compact we signed to contribute 
to forming a common development culture in the business world.

Sincerely, 

Ahmet Akça
Chairman of the Board of Directors
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As Turkcell, we continuously aim for better with major improvements 
in life, communications and production qualities with our innovations 
that will contribute to national and international objectives coming to 
life. Beyond uniting individuals and societies with each other via our 
leadership in telecommunication and communication technologies 
that greatly contribute to knowledge-based societies and sustainable 
development, we believe in the importance of growing stronger with 
Turkey’s value-added products and technologies. As Turkcell, we 
continue to work with all our strength to maintain our leadership 
in the Internet of Things, big data usage, and technological trends 
that have lead to the 4th industrial revolution for a Turkey that 
strengthens and ever increases its presence outside of its own 
borders.

We strive to continuously develop our technology to build the 
future in a more habitable way with easily accessible and inclusive 
services. We guide our operations to produce something better by 
providing added value. As ever since the day we were established, 
we still devotedly proceed to make significant contributions to the 
Turkish economy today. We have left two more years behind, in 
which we presented our means that will enable our products and 
services to be provided to everyone at the same quality and without 
any interruptions, and that meet the ever increasing expectations 
of information society, to various countries in the world and Turkey. 
In these two years, we have focused not only on increasing our 
economic magnitude, but also on continuing our investments that 
will enable business continuity, increasing reliability before our 
stakeholders, and providing more benefits. This is because we are 
investing in the future of Turkey. Being one of the best known 
brands in Turkey gives us the responsibility of shaping projects and 
investments that will support the development of society. 

Up until today, the amount Turkcell has invested in Turkey has 
reached about 30 billion Turkish Lira, including licenses. With our 
development model based on technology and innovation that we 
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As Turkcell, we believe that scientific and technological 
developments will be a driving force in the development of next 
generations, stable growth of our nation’s economy, protection of 
the ecosystem and socio-economical improvements. In the light 
of this vision, improving the lives of consumers on a global scale, 
enabling sources to be efficiently used, and creating sustainable 
value today for the future remain among our priorities with the 
products and services we have brought to life.

In 2015, we completed our restructuring process as an integrated 
communication and technology services company in accordance 
with our strategic objectives. We have carried out numerous 
innovations such as BiP, Turkcell TV+, Smart Storage and 4.5 G 
to accelerate our nation’s economic and domestic technology 
gains. We have taken steps to become a producing country, not a 

more creative solutions and services that will help people with new 
business ideas put their business ideas into practice. The energy sector 
will be introduced to new opportunities, and efficiency will increase in 
the logistics sector, thus the environmental effects will be reduced in 
our country. Access to health will become easier while the opportunity 
of additional digital classrooms arises in schools.

We continue to carry out our social responsibilities that match with 
our brand with awareness and sensitivity. Ever since the day we were 
established, we have carried out our responsibilities towards our society 
with projects we support in various fields such as education, culture, art, 
sport, etc., and have worked to provide benefits to all disadvantaged 
groups. We view supporting our children reaching their dreams, creating 
equal opportunities in education for all, making the lives of disabled 
individuals easier, enabling our athletes and women to look at the 
future with hope as our responsibility. Because we are Turkey’s Turkcell. 
Therefore, we will continue to carry out our responsibilities towards 
society in different fields for as long as we exist.

We present this 2014 and 2015 Turkcell Sustainability Report 
containing the advances we have made in the last two years and 
our commitment to the United Nations Global Compact (UNGC) to 
you, our dear stakeholders, in this period that we have made many 
improvements in economic, social and environmental areas.

With the support of our stakeholders, we will continue to carry out 
more content-rich, more efficient and innovation oriented projects. For 
a stronger Turkey, we continue to take firm steps towards the future 
with the contributions of our valued stakeholders and our technological 
strength. I would like to express my gratitude to all the dear members of 
the Turkcell Family that make our achievement come true.

Sincerely,

Kaan Terzioğlu 
Turkcell CEO
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consuming country, developing our products and services in Turkey 
with entirely local background information and sources. According 
to 2015 year-end figures, our instant messaging application BiP has 
been downloaded 6.2 million times, and we have reached 558,000 
customers with Turkcell TV+, to which we attach great importance 
for our convergence vision. With our cloud service Smart Storage 
that enables a fast and easy usage and sharing environment, we 
have given hundreds of thousands of our customers the opportunity 
to securely save and share their files. With our 4.5G investments, 
we will continue to grow with our objectives in the coming term. 
Our customers will be able to access “wireless fibre” speed for the 
first time with Turkcell, thanks to our predominance in frequency 
that we won in the spectrum tender. 4.5G will make a big difference 
with its speed both in individual and corporate usage. With these 
developments, we not only gained the right to be the fastest in 
4.5G, but we also gained the opportunity to pioneer in 5G. We 
have developed strategic collaborations for collaborative work on 
5G technologies and research and development operations, and 
also taken concrete steps for strengthening Turkey’s software and 
hardware R&D capacity with our vision of becoming the leader in 
technology.

With every step we take, we have adopted a production and 
service process that respects our world’s resources. We create 
value with the investments we make while looking after the 
environment and society with the aim of being the leader in regional 
technology. We contribute to reducing the environmental effects 
of our current 1.9 million mobile subscribers by more efficiently 
managing their business processes with our Machine to Machine 
(M2M) communication services such as Smart City, Smart Energy, 
TeamMobile. By transforming over 650,000 devices into Smart 
Devices, we save approximately TRY 1.5 billion in fuel with our M2M 
infrastructure. Furthermore, as of 2018, approximately 175,000 
people will be indirectly employed as a result of our investments. 
Our high speed will accelerate entrepreneurship by allowing us to 
strengthen our customer oriented approach, and to provide faster, 
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As Turkcell Group, we provide services to 68.9 
million customers with 16,000 employees in 9 
countries in line with our vision of being a global 
company providing integrated communication and 
technology services. Ever since our establishment 
in 1994, we have begun to provide services to a 
broader market through increasing our number of 
customers, and product quality and variety with 
each passing day. With 2G, we reach 99.85% of 
the Turkish population and with 3G, we reach 2.4 
million households covering 95.03% of the Turkish 
population. Our total number of customers in 
Turkey has reached 35.8 million in mobile, fixed and 
IPTV.

With the 13-year authorisation we received in 2015, 
we began providing 4.5G services to our customers 
as of 1 April 2016. Turkcell shares have been traded 
at the Istanbul Stock Exchange (BIST) for 15 years 
and at the New York Stock Exchange (NYSE) as 
the only Turkish company. Furthermore, we are 
also on the Istanbul Stock Exchange Sustainability 
Index, to which we were added in 2014. We are 
representing Turkey for the 2015-2016 period at 
the GSM Association (GSMA) Board which includes 
mobile technology leaders that guide the world, 
carries out operations in terms of mobile operator 
statistics and sector predictions, and contributes 
to developing global sectoral policies, and we shall 
continue this duty in 2016-2017 as well.

Germany Belarus

Ukraine
Moldova

TRNC

TURKEY

Georgia

Azerbaijan

Kazakhstan

A TOTAL OF 

68.9 
MILLION 

CUSTOMERS

35.8 

MILLION 
CUSTOMERS 
IN TURKEY

IN 

9 

COUNTRIES

ABOUT 
TURKCELL
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2014 - 2015 DEVELOPMENTS

In 2015, significant administrative and organisational changes 
were made at Turkcell Group. By taking steps that will strengthen 
and reconstruct the enterprise management structure, we have 
gathered our domestic and overseas operations under two main 
roofs: Turkcell Turkey and Turkcell International respectively. As 
a result of consolidated operations, Turkcell Turkey involves the 
operations of the following companies: Turkcell İletişim Hizmetleri 
A.Ş., Turkcell Superonline, Turkcell Sales, Turkcell Global Bilgi in-
group activities, Turktell, Turkcell Technology, Turkcell Interactive, 
Global Tower, Guidance Services, Turkcell Payment and Turkcell 
Real Estate. Whereas Turkcell International involves the affiliate 
companies in Ukraine and Belarus, subsidiaries in the Turkish 
Republic of Northern Cyprus (TRNC), Kazakhstan, Azerbaijan, 
Georgia, Moldova, and operations in Germany (Turkcell Europe). 
KKTCell serving in TRNC is a wholly-owned subsidiary of Turkcell; 
and KCell in Kazakhstan, Azercell in Azerbaijan, Geocell in 
Georgia and Moldcell in Moldova are Turkcell’s 41.45%-owned 
subsidiaries through Fintur. More detailed information regarding 
other organisational changes made in 2014 and 2015 is given in 
the Annual Reports of these years.

In parallel to the strategic steps taken in the year, we have 
determined our goals for 2018 in accordance with our country’s 
2030 goals. We aim to contribute to the economic development 
of our country in line with our vision of ranking among the top 
ten economies in the world. In order to position Turkcell as a 
global technology company providing integrated communication 
and technology services in the coming years, we have set 
objectives of developing global products, and becoming Turkey’s 
integrated telecommunications leader and regional leader, and 
have shared these objectives with the public. Accordingly, we 
have set strategies for increasing the scope of global expansion 
oriented products and services that we provide, and creating 

foreseeable and sustainable value while strengthening Turkcell’s 
position in Turkey. We became one of the first operators in the 
world to use HSPA+ with our aim of becoming a leading integrated 
telecommunications company providing integrated communication 
and technology services. For the first time in the world, we were 
able to provide a data download speed of up to 63.3 Mbps and 
a data upload speed of up to 11.5 Mbps in a 3G network with a 
three carrier HSDPA and DC-HSUPA technologies. As the first 
telecommunications operator to provide fibre broadband access 
at speeds of up to 1000 Mbps/sec to homes in Turkey, we have 
developed a widespread fibre infrastructure with the investments 
we made in 2015, and have increased customer service quality 
and network opportunities. We continue to support digital 
transformations by providing all telecommunications solutions to our 
corporate customers in a centralised manner.

Another significant development in the third quarter of 2015 
was our purchase of the largest spectrum (47% of the total 
frequency) at the 4.5G tender. We will take the lead in 5G 
technology in Turkey with these frequencies in the coming term. 

Turkcell 2014 Annual Report: http://yatirimci.
turkcell.com.tr/2014/

Turkcell 2015 Annual Report: http://yatirimci.
turkcell.com.tr/2015/index.html

Only Turkcell provides of up to 1 Gbps for the first time in 
mobile devices with “Carrier Aggregation Technology” in 4.5G, 
thus our customers can benefit from mobile internet that is 
a lot faster compared to 3G. The strategic changes made in 
our corporate structure in 2015 reflected positively on our 
financial performance. While we gained TRY 12.8 billion with 
6% growth this year, our net profit was determined as TRY 
2.1 billion according to the IFRS. The ratio of our operational 
investments to income was 20%. Following the decisions 
taken at the Board meeting held in March 2015, we paid a 
dividend worth TRY 3.9 billion to our stakeholders.1

1  Financial data have been provided in a consolidated manner for Turkcell Group. 
Detailed information regarding economic indicators has been shared in the 2015 
Annual Report.

http://yatirimci.turkcell.com.tr/2014/
http://yatirimci.turkcell.com.tr/2014/
http://yatirimci.turkcell.com.tr/2015/index.html
http://yatirimci.turkcell.com.tr/2015/index.html
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TURKCELL’S 20TH YEAR

Leaving 20 years behind in 2014, as Turkcell, we celebrated the 
anniversary of our establishment with the attendance of the 
heads of state. The reception for the 20th anniversary of our 
establishment was held on 11 November 2014 in Ankara with the 
attendance of President Recep Tayyip Erdoğan, the Minister of 
Transport, Maritime Affairs and Communication Lütfi Elvan and 
official representatives of the countries, in which we operate.

TURKCELL’S 15TH YEAR AT BIST AND NYSE

The stocks of Turkcell, Turkey’s international pride and the first 
and only company from Turkey to be listed on the New York 
Stock Exchange have been traded at the Istanbul Stock Exchange 
and New York Stock Exchange since 2000. We celebrated 
Turkcell’s 15 years of public listing on the BIST and NYSE on 1 
September 2015 at the traditional closing gong ceremony of the 
New York Stock Exchange with the flags of Turkey and Turkcell 
being raised at the NYSE building.
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STRUCTURE OF 
THE BOARD OF 

DIRECTORS

A sense of fair, transparent and accountable enterprise management 
plays a significant role in carrying out Turkcell’s global vision of 
providing integrated communication and technology services. 
Nowadays, while investors and customers expect companies to abide 
by these principles, they prefer to invest in companies that manage 
their investment and sources responsibly and create long-term value. 
At Turkcell Group, we manage our relations with approximately 69 
million customers, over 16,000 employees and all other stakeholders 
in 9 countries, in which we operate, and our operations in these 
countries within the following principles: equality, transparency, 
accountability and responsibility. Our enterprise management 
structure of which these principles constitute the basis guarantees 
the way we conduct business. We adopt the Enterprise Management 
Principles constituted by the Capital Markets Board, and regularly 
share our practices regarding this matter with all our stakeholders 
through Corporate Governance Compliance Reports. We adopt 
the principle of separation of powers, which is among the most 
significant principles of the Enterprise Management Principles; 
therefore the Board Presidency and CEO positions are assigned to 
different individuals.

At Turkcell, the highest governing body is our Board of Directors. 
Our Board of Directors consists of 7 members meeting independence 
criteria, all of which are appointed by the Capital Markets Board 
(SPK) and 3 of which are independent members. Members of 
the Board of Directors have no executive duties. The Enterprise 
Management Committee, Auditing Committee, Candidate Selection 
Committee, Compensation Committee and Early Risk Detection 
Committee work under the Turkcell Board of Directors and support 
their operations.

•  The Enterprise Management Committee supports the Board of 
Directors in our relations with our stakeholders and therefore 
observes investor relations activities. The Committee also aids 
and advises the Board of directors in developing and implementing 

enterprise management principles. The Enterprise Management 
Committee consists of 4 members, and its president is an 
independent Board member as required by the regulations.

•  The Auditing Committee consists of three independent 
members. Inspecting whether Turkcell’s financial and 
operational activities and their public information is accurate, 
transparent and accountable, and auditing the operation 
of inner control systems are among the main duties of the 
committee.

•  The Candidate Selection Committee supports the operations 
of the Board of Directors through selecting candidates and 
evaluating performances in independent board candidate 
selection processes. The Candidate Selection Committee 
consists of 5 members, and its president is an independent 
Board member as required by the regulations.

•  Evaluating proposals of the Board of Directors and senior 
managers regarding pricing regulations through taking the 
company’s long term objectives into consideration are among 
the duties of the Compensation Committee. Another main 
duty of the committee is to determine the performance criteria/
measures that may be employed in determining prices, and 
to present the proposals regarding the prices to the Board of 
Directors. The Compensation Committee consists of 3 members, 
and its president is an independent Board member as required 
by the regulations.

•  The primary duty of the Early Risk Detection Committee 
is to identify the risks that may endanger the existence, 
development and continuity of the company beforehand, to 
take and implement necessary precautions regarding these 
determined risks, and to carry out operations to manage these 
risks. The Committee consists of 3 members, and its president is 
an independent Board member as required by the regulations.

We adopt being a company 
that is solution oriented with 
the technologies, integrated 
products and services and 
infrastructure improvements 
that we develop, and creates 
a difference with its leading 
technologies, provides a 
unique customer experience, 
and works together with its 
stakeholders to create value 
for all its stakeholders as our 
corporate values.
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Stakeholder Nominal Value (TRY) Share 
Percentage

Turkcell Holding A.Ş. 1,122,000,000,238 51.00%

Sonera Holding A.Ş. 287,632,179,557 13.07%

Çukurova Holding A.Ş. 995,509,429 0.05%

Publicly Traded 789,372,310,776 35.88%

TOTAL 2,200,000,000 100.00%

SHAREHOLDING STRUCTURE1

The founding partners of Turkcell are Sonera Holding, formerly 
known as Telecom Finland Ltd. and currently owned by 
TeliaSonera, Çukurova Group and MV Holding.

SHAREHOLDING STRUCTURE

51%

35.88%

0.05%
13.07%

Turkcell Holding 

A.Ş.

Sonera Holding 
A.Ş.
Çukurova Holding 

A.Ş.

Publicly Traded

Our issued capital has a nominal value of 2,200,000,000 TRY and 
consists of 2,200,000,000 shares, each with a nominal value of 1 
TRY.

1 31 December 2015
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INVESTOR RELATIONS

Turkcell stocks have been traded at the Istanbul Stock Exchange 
and New York Stock Exchange since 2000. We continue to be 
proud as the first and only company from Turkey to be listed 
on the New York Stock Exchange. We meet global market 
expectations and requirements with our fair, accountable and 
responsible enterprise management model, and establish our 
relations between partnerships and investors through these 
principles. Our communication with investors, financial analysts, 
press members and other stakeholders takes place within the 
Turkcell Information Policy. Our Information Policy ensures that 
our communication with all our stakeholders remains complete, 
accurate, timely, transparent and active within applicable 
regulations.

We disclose developments which may effect the value of the 
company’s capital market tools to the public as required by the 
regulations. We conduct matters concerning public disclosures 
and relations with stakeholders through the Turkcell Investor 
Relations Department. The Investor Relations Department also 
conducts operations to provide rapid feedback to stakeholders 
and analysts, and to inform stakeholders in a transparent, 
consistent and timely manner.

The department regularly reports back to the Board of Directors 
regarding operations carried out as part of the enterprise 
management principles adopted by Turkcell throughout the year, 
and enables the information concerning operations conducted 
by the Board of Directors to be kept up to date. Turkcell 
Investor Relations conducts its operations through knowing and 
analysing the company well, and establishing the communication 

of company strategies with the most efficient methods to 
reach more investors, and to reflect Turkcell’s success and 
potential onto its market value. In 2015, our Investor Relations 
Department took part in 15 investor conferences, two of which 
were local, and spoke to 53 bond investors at bond roadshows 
held in the USA and Europe. The department also shared our 
strategies and medium-term predictions with approximately 
100 analysts and investors, and thus made contact with 460 
financial analysis and investors through these meetings in 
2015. Furthermore, over 1,000 requests for information sent via 
telephone and e-mail were answered by our Investor Relations 
Department throughout the year.

http://s.turkcell.com.tr/SiteAssets/Hakkimizda/
yatirimciiliskileri/documents/pdf/TURKCELL_
Bilgilendirme_Politikasi_son.pdf

http://s.turkcell.com.tr/SiteAssets/Hakkimizda/yatirimciiliskileri/documents/pdf/TURKCELL_Bilgilendirme_Politikasi_son.pdf
http://s.turkcell.com.tr/SiteAssets/Hakkimizda/yatirimciiliskileri/documents/pdf/TURKCELL_Bilgilendirme_Politikasi_son.pdf
http://s.turkcell.com.tr/SiteAssets/Hakkimizda/yatirimciiliskileri/documents/pdf/TURKCELL_Bilgilendirme_Politikasi_son.pdf
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ETHICAL PRINCIPLES

Our Business Ethics Rules are compatible with Turkcell policies, values and 
principles, and are an integral part of these. We deal with fighting bribery 
and corruption, preventing conflicts of interest, receiving and giving gifts, 
and the security of customer and company information with Turkcell 
Common Values and Business Ethics Rules. We expect our Board of 
Directors, all employees, including managers, and our suppliers to comply 
with our ethics rules that regulate our relations with our shareholders, 
suppliers, customers, employees and society.

All our employees are obligated to contact the Turkcell Ethics Committee 
through reporting channels if there any circumstances which may be in 
breach of the rules and regulations specified in the Turkcell Common 
Values and Business Ethics Rules Guide or which may cause reasonable 
suspicion that such a breach may arise. Our employees, partners, suppliers, 
dealers, shareholders and customers can report such issues to the Ethics 
Committee through the Turkcell Ethics Hotline (etikbildirim@turkcell.com.
tr). Our employees may also report to the Ethics Committee using company 
intranet, internal forms, telephone or e-mail. All information of the 
reporting person is reserved unless indicated otherwise. Whereas, in cases 
where personal information is shared, we manage all processes according 
to privacy rules.

We have publicly shared Turkcell Business Ethics Rules on our website 
as a summary. These ethical rules complement other policies, codes of 
conduct and guidelines already issued or to be issued by the company. For 
years, we have been providing courses and information through various 
channels, including Turkcell Academy for our employees to be informed 
about Business Ethics Rules and for our employees to adopt these ethics 
rules. To this end, we continue to organise Turkcell Common Values and 
Business Ethics Rules (TODEIK) courses. In 2015, 16,728 of our employees 
in Turkcell Group, including our cell centres successfully completed TODEIK 
courses. Thus, we reached 95% of our employees and shared our common 
values and ethical approach with our employees.

Turkcell Common 
Values and Business 
Ethics Rules, 
which serve as an 
undertaking of fair and 
transparent enterprise 
management, form the 
basis of our relations 
and activities with all 
our stakeholders. 

ANTI-BRIBERY AND ANTI-CORRUPTION

Our Turkcell Common Values and Code of Ethics document forbids all 
our employees and suppliers from receiving and giving bribes, the misuse 
of company assets and services or their utilization for personal interest, 
money embezzlement and all forms of corruption. All our employees are 
obliged to report existing or suspicious breaches to the Ethics Hotline in 
such instances.

ETHICS COMMITTEE AND THEIR OPERATIONS

The Ethics Committee is responsible for investigating any processes, 
issues or complaints that breach company regulations or are unethical, 
received via the Ethics Hotline, intranet, internal forms, telephone or 
e-mail; evaluating the results of the investigations and concluding these 
investigations. The Ethics Committee that operates with the Auditing 
Committee sends any unethical processes, issues and complaints sent by 
customers and suppliers to the Auditing Committee. Every three months, 
the Ethics Committee reports all activities to the Auditing Committee.

The Ethics Committee consists of one President and 5 members, which are 
the Legal Executive Vice President, Executive Vice President of Business 
Support, Employee Relations Management Director and Internal Audit 
Director, and two representatives of at least a Director level representing 
Legal and Financial functions. The Ethics Committee determines the Legal 
and Financial function representatives.

The Committee meets every three months, and makes evaluations 
regarding issues that need finalising, intercorporate briefings, and 
operations concerning the reasons of incidents. As a matter of principle, 
the members of the Ethics Committee do not participate in votes, in which 
the faults of employees under their responsibility are discussed.

http://www.turkcell.com.tr/tr/hakkimizda/yatirimci-iliskileri/
kurumsal-yonetim/etik-kurallarimiz

http://www.turkcell.com.tr/tr/hakkimizda/yatirimci-iliskileri/kurumsal-yonetim/etik-kurallarimiz
http://www.turkcell.com.tr/tr/hakkimizda/yatirimci-iliskileri/kurumsal-yonetim/etik-kurallarimiz
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RISK 
MANAGEMENT

Within our company, we carry out detailed evaluations under 
financial, operational, strategic, legal, reputation and business 
continuity for corporate risk management. With this intent, 
we formed the Enterprise Risk Management (ERM) process 
that contains determining risks on a departmental basis for 
our company to be able to foresee all risks with a holistic 
approach, proactively conducting risk analysis and evaluation 
studies, planning necessary actions, and sharing the results 
through reports with enterprise management and following up 
on these. The Enterprise Risk Management Unit is responsible 
for coordinating the ERM process under the supervision of the 
Group Internal Audit Directorate. We established an Early Risk 
Detection Committee to report to the Board of Directors in 
our company within the operations carried out for complying 
with Enterprise Management Principles, and to enable the 
management of risks.2 The Enterprise Risk Management Unit 
is responsible for coordinating the risk assessment and risk 
avoidance activities in all departments of the company as well 
as reporting the results to the Early Risk Detection Committee 
within the scope of Enterprise Risk Management methodology. 

The risk management policies and systems are constantly 
reviewed so as to project the company’s activities and changes in 
the market conditions.

2  This decision was taken during the Board Meeting on 19 December 2012, in 
accordance with Article 378 of the Turkish Commercial Code and Capital 
Markets Board Communique Serial: IV, No: 56 Regarding the Identification and 
Implementation of Corporate Management Principles.

The risk identification 
and evaluation process 
is carried out using 
various methods such 
as various conducted 
researches and 
workshops, mainly 
the COSO Enterprise 
Risk Management 
Framework and 
international 
ISO 31000 Risk 
Management standard, 
reports received from 
risk contacts and 
interviews.

Determination of Risks 
by ERM Contacts from 
Each Department

Forwarding of the Risks 
to the Enterprise Risk 
Management Unit by  
ERM Contacts

Evaluation of the 
Risks at the Early 
Risk Detection 
Committee

ENTERPRISE RISK MANAGEMENT PROCESS

As a company operating in the telecommunications sector, 
we regard enabling the continuity of data security and data 
transmission of our continuously increasing number of users, 
and developing infrastructure operations and innovative 
products as significant risk management issues. We proactively 
manage these risks by strengthening the infrastructure of our 
services, providing user information and data security, making 
improvements in data and information security and reducing the 
environmental effects of our services and operations and base 
our company on providing business continuity.

In Turkcell, we pay heed to risks based on climate change and 
new opportunities created by these risks at Turkcell. Again, we 
disclosed the strategies and practices we developed against 
climate change risks using the Carbon Disclosure Project (CDP) 
platform in 2014 and 2015 as well.
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With Turkcell Group 
Business Continuity 
Management System, 
we guarantee calls, 
messaging, mobile 
internet and societal 
security services 
at acceptable and 
predefined levels after 
possible power cuts.

For Turkcell’s 

Business Continuity 

Policy, please visit:
http://www.turkcell.
com/tr/hakkimizda/
genel-bakis/issurekliligi-
politikasi

BUSINESS CONTINUITY

As Turkcell, we continue to conduct operations for effectively 
managing business continuity. From a risk perspective, Business 
Continuity Management established to enable normal running 
after extraordinary events that prevent the continuity of all 
types of activities, communications infrastructure and network, 
and normal operations, identifies possible threats and the 
effects of these threats. Within this framework, the Turkcell 
Group Business Continuity Management System (BCMS) was 
established in 2004 to implement, manage, follow and develop 
business continuity operations and to make them permanent.

The BCMS generates a framework necessary for creating an 
effective response capacity that protects the interests, prestige, 
brand and value creating activities of all our individual and 
corporate stakeholders, and protects Turkcell’s critical operations 
against interruptions originating from people, nature and 
technology.

At Turkcell, the BCMS is a full-time and highly significant 
undertaking which is conducted through being supported by 
coordinators and virtual teams. Business continuity courses 
and awareness programmes are regularly carried out within 
the establishment. Our technical infrastructure, coverage 
area, solution partner network, mobile switchboards, mobile 
cell towers, additional capacity, emergency centre and past 
experiences in a wide region allow risks to be reduced as much as 
possible. Furthermore, our accumulated knowledge of customer 
services, rapid fiber-optic infrastructure, data storage service, and 
experienced software developer teams from our companies help 
disasters to be managed from another centre and our operations 
to continue.

The efficiency of the Business Continuity Management System 
is monitored with management controls, drills and internal and 
external audits conducted each year. Once again, the accordance 
of business continuity plans, communication and warning 
procedures with our goals are regularly tested each year and 
drills are carried out to guarantee that the plans are effective in 
emergency situations.

Being one of the first operators to have the international ISO 
22301 Societal Security – Business Continuity Management 
System standard in the world, Turkcell guarantees to provide 
the continuity of calls, messaging, internet and societal security 
services in emergency situations through structuring its system 
according to the requirements of this certificate. 

http://www.turkcell.com/tr/hakkimizda/genel-bakis/issurekliligi-politikasi
http://www.turkcell.com/tr/hakkimizda/genel-bakis/issurekliligi-politikasi
http://www.turkcell.com/tr/hakkimizda/genel-bakis/issurekliligi-politikasi
http://www.turkcell.com/tr/hakkimizda/genel-bakis/issurekliligi-politikasi
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QUALITY MANAGEMENT

With the importance we place on being a company focused 
on providing a unique customer experience, pleasing all our 
stakeholders, particularly our customers, forms the basis of 
our policy and sense of quality. Turkcell Senior Management 
endorses a customer oriented sense of management in 
accordance with legislations and regulations to develop, 
implement and continuously improve the operation of the 
Quality Management System. Turkcell’s Quality Policy and 
Strategic Business Priorities create a framework to reach the 
vision and quality objectives defined by Senior Management.

Turkcell is carrying out activities and establishing necessary 
processes and practices to create a framework for setting and 
examining quality goals. We periodically conduct studies for 
measuring the satisfaction of our stakeholders with certain 
methods, and then take necessary corrective and preventive 
actions following the evaluation of the measurement results.

In addition to ISO 10002, ICT 20000 systems, we also practice 
the requirements of ISO 9001:2008 Quality Management System 
and ISO 10002:2004 Customer Complaint Management at our 
company. At the same time, we are in the process of renewing 
ISO 27001:2005 Information Security, ISO 20000:2005 and ISO 
2000:2012 certifications.

As Turkcell, we are also the owners of the ISO/IEC 20000 
certificate which is a very extensive certificate that is specially 
prepared for Information Technology Service Management, 
defining the best practices and management processes, and 
specifies post-sale service standards.
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OUR SUSTAINABILITY 
APPROACH

At Turkcell, we 
are conscious of 
the importance of 
integrated technology 
and communication 
services that we 
provide in terms 
of sustainable 
development. Creating 
sustainable and 
foreseeable value 
constitutes one of the 
foundations of our 
corporate strategy.

In this day and age, mobile technologies and internet are of great 
importance for providing necessary economic infrastructure 
to reach the 17 Sustainable Development Goals set by the 
United Nations to end poverty, fight inequality and injustice 
and overcome climate change by 2030, and for developing 
technology’s positive effects on society. Communication 
technologies not only make modern life easier, they also make 
access to basic needs easier for every part of society in various 
parts of the world. Creating a difference in numerous fields 
from communication to making financial services widespread, 
access to health services and education to safety and emergency 
response transcends through digital technologies that link the 
world together.

While the number of mobile communication means users 
increases with each passing day, the solutions that these means 
provide are continuing to develop and become an indispensable 
part of our daily lives. Whilst there are approximately 7 billion 
mobile phone subscribers throughout the world as of 2014, the 
number of only smart phone users is expected to reach 6 billion 
by 2020. On the other hand, only about 40% of the world’s 
population using internet despite developing opportunities 
reveals that the digital divide is increasing and not everyone 
is able to equally benefit from the opportunities presented by 
technology.

As we take significant strategic steps towards our vision of 
becoming a global company providing integrated communication 
and technology services, we aim to create long-term value for all 
our stakeholders and in particular for our customers. While doing 
this, we adopt enterprise management principles and establish 
a transparent and accountable dialogue with our stakeholders 
based on the first step being a sense of efficient enterprise 
management. 

We are commited to developing solutions to meet 
different needs of our customers by providing solution 
oriented technologies that make life easier. With the 
products and services we provide with our objective of 
becoming an integrated communication and technology 
services company not only in our own country, but also 
in neighbouring regions, we reduce technological costs, 
increase our quality and make it easier for everyone to 
access services. With 4.5G technology, we enable our 
customers to conduct business everywhere without any 
interruptions and take an important step in providing high 
efficiency that smart homes and smart cities require. Our 
customers will begin to do many jobs and activities on 
their mobile phones with the speed and efficiency provided 
by 4.5G. Over time, we believe this case will change our 
habits and sectors.

We contribute to balanced and sustainable economic 
development with our sense of inclusive employment, 
support for entrepreneurship and investment. With the 
importance we place on Research and Development and 
innovation, we provide solutions that will speed up and 
ease the operations of all participants in economic life 
including public enterprises, private sectors and individual 
entrepreneurs. We continue to be the driving force of the 
Turkish economy with investments that focus on local 
development.

As a part of our environmental awareness, we place 
importance on developing our performance and sharing 
transparently to reduce our carbon footprint and to 
effectively manage our risks deriving from climate change. 
We increase our operational efficiency through investing in 
renewable energy sources. 
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We were rewarded 
the CDP 2015 Turkey 
Climate Disclosure 
Leadership Award 
and became the first 
telecommunications 
operator in Turkcey 
to received the “ISO 
14064 – Accounting 
and Verification of 
Corporate Greenhouse 
Gas Emissions” 
document.

Since our establishment, we have fulfilled our responsibilities to 
the community with projects in areas such as education, culture, 
art, sport, etc. We aim to create maximum social value with our 
social investments and ventures. We put emphasis on providing 
equal opportunities to every part of society, and take steps for 
women, disabled and disadvantaged communities to take part 
in economic life as self-supporting, happy individuals. With 
leading projects such as Developers of the Future and Women’s 
Empowerment in the Economy and People Without Boundaries 
movement, we support increasing social awareness. 

In 2014, we brought Turkcell Digital Academy to life to 
provide equal opportunities in access to information. 
Today, Turkcell Academy which we have strengthened 
with strategic collaborations in occupational, personal, 
professional development, technology and English courses and 
entrepreneurship provides over 3,000 content-rich courses. Our 
digital education platform initiative which has been granted over 
30 awards to date was selected as the Best Corporate University 
in 2015 by the Association for Skill Development. We continue 
to take steps towards creating awareness at an early age by 
collaborating in terms of spreading digital literacy which is one 
of the most necessary subjects for reducing the digital divide and 
increasing comprehensiveness. We are introducing today’s and 
the future’s technology users to the digital world as we believe it 
will open new doors for them.

 We are aware of our responsibilities for inclusive and 
sustainable development. With our products and services, 
business conduct and social investment programmes, we 
continue to advance with a value oriented approach since our 
very first day.
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OUR 
CONTRIBUTION 

TO THE NATIONAL 
ECONOMY

By providing innovative products and services that we have 
developed with our investments in R&D, innovations and 
technologies in Turkey as Turkcell, we contribute to increasing 
gross domestic product (GDP) and employment throughout 
the country with new lines of business we have created. 
By collaborating with all our stakeholders included in our 
ecosystem, primarily our partners and suppliers, with which we 
deal, we support the inclusive growth of our country’s economy.

OUR INCLUSIVE EMPLOYMENT APPROACH

We are working to contribute to the country’s economy 
through employment and to create sustainable value for 
society. Furthermore, we believe that employment is the most 
important driver behind sustainable development, and therefore 
we are carrying out operations to provide equal opportunities 
for everyone in order to train qualified manpower for the 
sector and ensure participation in the workforce. We are 
also working to create decent work and to promote inclusive 
economic growth stated as in the Global Goals for Sustainable 
Development. Moreover, we contribute to the economy of 
regions in which we operate through investments we have made 

8.5. Achieving full and 
productive employment 
and decent work for all 
women and men, including 
for young people and 
persons with disabilities 
by 2030

to increase call centres, intelligent networks and machine to 
machine communication with technological infrastructures in 
telecommunications in various regions in Turkey, particularly in 
Anatolia. We allow individuals of working age to develop their 
skills, and we also contribute to improving work and service 
quality. Through the investments we make and services we 
provide, we create a multiplier effect in development through 
enabling locals, private sector representatives, local producers to 
benefit from innovative services that will make their lives easier.

By contributing to maintaining basic public services such as 
health, education and transport, we also support economic 
and social development. Our call centre investments provide 
significant advantages for individuals, society and the public 
in the regions and cities they are made. While contributing to 
the economic sustainability and welfare of individuals, these 
investments also allow society to live a stable life.

PEOPLE IN 
TURKCELL GROUP

JOB OPPORTUNITIES FOR

16,000

We are aware 
that technological 
development is one of 
the most significant 
factors in enabling 
growth and economic 
sustainability.



By increasing our net sales 
by 6%, we ended 2015 on a 
high note through reaching all 
our goals with a performance 
that increases each quarter of 
the year.

In addition to the employment 
we have directly or indirectly 
generated for the progression 
of the Turkish economy, 
we support Turkey’s 
economic development while 
contributing to the growth of 
the sector with our increasing 
profitability.

Operational and Financial Information 2014 (Million TRY) 2015 (Million TRY)

Net sales 12,043.6 12,769.4 

Net profit 1,438.7 1,905.8 

Operating costs 7,056.1 7,272.3 

Sum of employee’s wages, additional income and severance/termination pay 1,225.7 1,356.6 

Payments to shareholders (dividends to capital providers + interest payments made to 

creditors)

- 3,925.0 

Payments to the government 731.1 667.7 

Social investment expenses 7.5 12.0 

Total operating capital broken down in liabilities and equity capital 16,688.8 14,399.3 

Scope of the organization’s salary-based retirement plan liabilities 7.8 8.4 

Government Incentives Received 0.6 1.4 
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OPERATIONAL 
AND FINANCIAL 
INFORMATION
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OUR SUPPORT FOR 
ENTREPRENEURSHIP 
AND OUR BUSINESS 

PARTNERS

We are of the opinion that inclusive growth that enables 
development is possible with encouraging highly effective 
initiatives that create added value and developing existing 
actors. This is due to diversity, which will increase with 
promoting innovative ideas and approaches, appearing before 
us a significant factor in providing competitive advantages. On 
this account, we place emphasis on diversity that will emerge 
with new entrepreneurs joining the economy and innovative 
ideas being shared for enabling competitive advantages and for 
the development of our services in both our country and the 
telecommunications sector, in which we operate. Therefore, 
we encourage new initiatives while foreseeing that the 
telecommunications sector can develop with creative ideas and 
innovation, and projecting opportunities in these fields. In this 
scope, we promote the activities of all our business partners 
and initiatives with the potential of being our business partners 
in the future as outlined in the 8th Global Goal for Sustainable 
Development.

By assembling local and international experts with the 
collaborations we have made with our focus on entrepreneurship, 
we provide an environment appropriate for the development of 
entrepreneurs and for their experiences to be shared. 

OUR SUPPORT FOR ENTREPRENEURSHIP

We contribute to training entrepreneurs that utilize technology, 
more people joining workforce, the growth of initiatives and 
developing sustainable business models with our incentives in 
competitions developing entrepreneurship, and seeding and 
mentorship projects. Studies suggest that the number of new 
entrepreneurs is set to increase with the spreading of broadband 
investments and opportunities. We believe our technological 
investments support our national entrepreneurship development 
operations through increasing the number of entrepreneurs 
and increasing the effectiveness of their operations. By 
strengthening our strategic partnerships in 2014-2015, we 
aimed to spread our work regarding initiatives with different 
stakeholders throughout the nation.

We believe in 
the necessity 
of developing 
a favourable 
investment climate 
for innovative ideas 
and entrepreneurship 
that will pave the 
way for technological 
progress to increase 
competitiveness and 
contribute to economic 
development.

8.3.  Promoting development-
oriented policies that 
support productive 
activities, decent job 
creation, entrepreneurship, 
creativity and innovation, and 
encouraging the formalization 
and growth of micro-, 
small- and medium-sized 
enterprises, including through 
access to financial services
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SUPPORT FOR FEMALE ENTREPRENEURS

In order to further our goal of reaching more women in 2014, 
we collaborated with e-commerce website, n11.com to enable 
women to produce more, and more efficiently, and to sell their 
products to a wider audience with our Women’s Empowerment 
in the Economy project. With this partnership, we enabled 
female entrepreneurs to bring their traditional and completely 
hand-made products to wider audiences. 

INNOVATOR’S MBA PROGRAMME

We organise training programmes as people with dreams of 
becoming entrepreneurs need to know the fundamentals of 
setting up a business to put their business ideas into practice. 
In 2015, Turkcell Digital Academy prepared the world’s first 
“Innovator’s MBA” programme in both Turkish and English, 
pioneering in online education with MIT (Massachusetts Institute 
of Technology), regarded as the most prestigious university 
of technology. With this agreement with Turkcell, MITx (MIT 
Online Education Platform) cooperated with a company in 

online education for the first time in the world. Participants 
can receive a certificate and education regarding “Who Are Our 
Customers?”, “How Do We Get To Know Our Customers?” and 
“Innovation from Our Customers” from MIT with the Innovator’s 
MBA programme, in which lessons can be followed free of charge 
and which is open to the public.

ARIKOVANI (BEEHIVE) PROJECT

In 2015, we supported the Arıkovanı (Beehive) social enterprise 
project that aims to come up with innovative solutions for 
Turkey’s technological problems and to contribute to new 
technological initiatives, in cooperation with Young Guru 
Academy (YGA). Thus, we aim to raise the funding necessary for 
ideas to be developed with society’s financial support through 
the Arıkovanı platform that operates with a social fund-raising 
system enabling initiatives to reach the funding they require with 
the small and large scale support of strangers.

MUSIC MARATHON

In 2015, we held a Music Marathon to support young people find 
more educational, developmental and business opportunities 
by merging the informatics sector potential with the power of 
technology and communication as the music industry grows even 
further with digitalisation and the development of technology. 
The entrepreneurs that joined the marathon generated projects 
to bring their innovative business ideas that they developed for 
artists, fans and the music industry to life with a sustainable 
business model. The creative team that developed the most 
successful application in this marathon which was attended by 
software developers with creative applications and product 
ideas to improve or enrich the music listening, sharing and 
production experience won the right to participate in the MIDEM 
International Music Festival held in Cannes. As Turkcell, we 
contributed not only to the development of entrepreneurship, 
but also to increased accessibility of art with this project.
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TURKCELL PARTNER CANDIDACY PROGRAMME

After seeing a substantial increase in the number of early-
stage initiatives and their financial difficulties, we developed 
the Turkcell Partner Candidacy Programme in 2015 to provide 
moral and material support to entrepreneurial companies with 
small budgets. Within the programme, early-stage initiatives 
with creative and 
innovative business 
ideas that do not have 
necessary funding 
and require technical 
infrastructure 
and mentorship 
support can benefit 
from Turkcell’s 
opportunities free of 
charge.

IN-HOUSE ENTREPRENEURSHIP

We do not support entrepreneurship solely throughout our 
nation, but also within our company, and place emphasis on our 
employees’ innovative ideas. In 2014, we initiated the Joint In-
House Entrepreneurship Programme to systematically support 
the innovative ideas of our employees. With this programme, we 
aim to endogenize our employees’ entrepreneurship culture and 
to create an environment, in which they can initiate and manage 
their own work. We have joined forces with Garanti Bank to 
expedite our new product and service development operations. 
Within this programme, we also aim for business ideas from our 
employees to be transformed into reality by our employees. This 
merged team consisting of employees from both companies is 
putting ideas into practice using the Lean-Startup method and its 
tools that emerged in Silicone Valley and have spread all over the 
world. With the Joint In-House Entrepreneurship Programme, we 
became one of the pioneering companies to supply information 
and financing necessary for their own employees to make their 
business ideas come to life in Turkey. Our aim is to enable our 
employees to play a role in producing projects that could change 
Turkey’s future.

TURKCELL TECHNOLOGY SUMMIT 

With Turkcell Technology Summit organisations that have become 
traditional through expanding its scope and participating audience 
since 2010, we aim to allow entrepreneurship to flourish in 
technology in Turkey, and to fulfil Turkey’s technology potential 
by contributing to companies’ business methods with technology 
solutions, mobile, fixed and IT product services. In 2014, we 
gathered software developers for the Turkcell Technology Summit. 
Private sector and government executives from Turkcell and the 
Turkcell ecosystem, industrialists and businessmen, leaders of the 
business world and business owners, academicians, entrepreneurs 
and professionals working in information technology joined 28 
talks held as part of the Summit. We reached about 2,500 people 
during our two day programme with courses, seminars and panels 
hosted by field experts from abroad and within the country.
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SUPPORT FOR OUR BUSINESS PARTNERS 

By finding ways to enhance the lives of our business partners and 
customers, we aim to contribute to extending open innovation 
throughout information technologies and thus, collectively 
increase our nation’s economic competitive power. With 
turkcellpartner.com, which we brought to life with this objective 
and is still the first and only digital information management 
channel in Turkey, we offer our partners many services that 
increase business efficiency, such as corporate memory, 
communication, operational management, promotion and 
reporting over a secure platform. We have continued to develop 
Turkcell Partner Programme and Turkcell Partner Network, 
one of Turkey’s most well-established and influential business 
ecosystems, with new implementations. With these innovations, 
we enable the sharing of talent, experience and mobile trend 
between our business partners as well as allowing them to gain 
competence in technological knowledge and infrastructure.

TURKCELL PARTNER MOBILE

In 2014, we developed the Turkcell Partner Mobile application to 
create new business opportunities for business partners in the 
Turkcell Partner Network. With this application, our business 
partners gained the opportunity to introduce their products 
by coming together with over 100,000 corporate customers. 
Being a significant platform in terms of the establishment and 
support of new SMEs working in technology, “Turkcell Partner 
Mobile” supports initiative ideas of its business partners with a 
commercial business plan and transforms these into marketable 
products and services. This platform provides numerous 
programmes such as information sharing, technical and business 
support for entrepreneurs and companies. Furthermore, business 
partners are given the opportunity to take part in mutual projects 
with Turkcell with the provision of training and consultancy 

Turkcell Partner 
Network, one of 
Turkey’s most well-
established and 
influential business 
ecosystems, includes 
more than 200 
business partners, 
international 
companies, NGOs, 
investors and 
entrepreneurs with 
which we cooperate 
and 15,000 software 
developers.

The Turkcell Partner 
Mobile application 
has been downloaded 
in approximately 30 
counties, including 
Turkey, USA, Germany, 
Russia and Holland.

services that vary according to their requirements and various 
technological platforms they use. With the application being 
used by over 6,000 businesses, Turkcell allows its customers 
to benefit from sources that can make a difference in their own 
local markets. We attach importance to the Turkcell Partner 
Mobile application in that it allows businesses to learn about new 
products and services, and expedites the process involving local 
businesses getting to know each other, getting in contact and 
reaching agreements. Business partners, many of which provide 
service in Anatolia, can easily and quickly reach all large or small-
scale business in 81 cities in Turkey with this application.
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R&D AND 
INNOVATION

Our R&D and innovation activities carry critical significance 
in terms of our aim of becoming more influential in 
international markets while strengthening our position in the 
telecommunications sector. Within the R&D and innovation 
operations we carry out at Turkcell, we create sustainable 
value for Turkey through providing competitive products and 
services with both local sources and international partnerships. 
In accordance with the United Nations Sustainable Development 
Goals, R&D and innovation are among our strategic priorities 
with the belief that value-added products and services are the 
stepping stones of economic development and sustainability.

9.5 Enhancing scientific 
research, upgrading the 
technological capabilities 
of industrial sectors in all 
countries, in particular 
developing countries, 
including, by 2030, 
encouraging innovation 
and substantially 
increasing the number of 
research and development 
workers per 1 million 
people and public and 
private research and 
development spending 

OUR R&D OPERATIONS

We manage our R&D operations according to our objectives 
of being pioneers, leaders and examples by evaluating local 
workforce in the best way to develop highly effective and 
innovative communications technologies. On a global scale, our 
Turkcell Technology R&D Centre, where we develop innovative 
and competitive information and communications technologies, 
provides service to 15 countries as well as Turkcell’s companies 
with various products.
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While we continuously improve our competencies in information 
and communications technologies at our Centre approved by the 
Ministry of Science, Industry and Technology, we continue to carry 
out our product and service development processes at Küçükyalı 
Teknoloji Plaza under a single roof. With the technologies we 
develop, we contribute to profitability and competitiveness by 
exporting high value-added products and services abroad. We 
are successfully conducting our technology and software export 
operations in the Commonwealth of Independent States (CIS), 
Middle East, Africa and Europe, and we are also carrying on with 
our overseas sales and post-sales maintenance operations with 24 
products. In accordance with our international expansion oriented, 
sustainable value creation strategy, we place great significance 
on partnerships in R&D and innovation processes. As Turkcell, 
we continue our partnerships under the EUREKA network, an 
international platform, in which projects for the development of 
market oriented products and processes can be commercialised in a 
short period are supported. We have begun to use the experience 
we have gained in these platforms with our R&D Centre status in 
our projects within Horizon 2020: the EU’s largest scale Framework 
Programme for Research and Innovation of all time. Furthermore, 
nine of our projects, three of which are international partnerships, 
were supported by the Scientific and Technological Research Council 
of Turkey (TÜBİTAK). During 2015, we also applied to TÜBİTAK for 
nine new projects.

Moreover, we are also conducting operations to incorporate 
fundamental and applied research projects carried out at 
universities, and transforming them into high value-added products 
and services for Turkey through concentrating on partnerships 
with universities. From the beginning of 2015, we carried out 
meetings with the technology transfer departments of universities 
for creating a R&D Partnership Model. With the workshops we 
organised, we analysed innovative approaches and technological 
solutions that we could offer for business problems in detail with 
academicians. Thereafter, we focused on determining the issues that 
require research and then generating solutions for these issues.

Our R&D Centre 
is among Turkey’s 
largest R&D Centres 
with 677 research 
engineers.

Focal Work Areas of Turkcell Technology R&D Centre

Big Data Processing Music and Entertainment Services

Business Intelligence Applications IPTV Services

Customer Relations Management and Solutions Revenue Management Capabilities

Network Management Solutions Cloud Computing

Location Based Technologies Terminal Applications

New Generation Value-Added Services Mobile Marketing Solutions

SIM Technologies Machine to Machine Communication Technologies (M2M)

Mobile Financial Systems Campaign Management Systems

RESEARCH SUBJECTS OF THE R&D PARTNERSHIP MODEL

•  Generating new correlations and developing analysis 
algorithms in big data

•  Developing Turkish natural language processing and 
interpretation algorithms

•  Mood state analysis on audible and written customer 
relations

•  Reviewing communications layers in 4G and 4G+ cellular 
communication networks

•  Data mining analysis for subscribers’ loss of data

•  Social Network Analysis

•  Smart City / Home applications

•  Software Engineering Measurement and Estimation Models

•  Microlocation Platform and Solutions

•  Sensor Telemetry

•  Security Issues in Mobile Cellular Networks

In 2015, we put in 
1.5 million hours of 
engineering work for 
the projects we are 
carrying out under 49 
titles.
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We continue to be part of the management of the following 
cluster programmes under the EUREKA network: ITEA3 
which focuses on software-intensive systems and services 
and Celtic+ which aims to continue European leadership in 
telecommunication. Within this scope, the following four ITEA3 
projects that we were involved in have been completed:

•  uService - Modular Development Programme for Multiserver 
Network Applications

•  DiYSE – Interactive Smart Space Applications

•  DEMWatch – Platform for Wearable Health

•  CarCoDe – Platform for Smart Car to Car Content Delivery

The following two projects are still in progress:

•  UPSC – SIM Card-based Security and Applications for Mobile 
Services

•  CAP – Collaborative Platform for Cloud Computing Data 
Analysis

During 2015, we received the international label of two new 
ITEA3 projects and 1 CELTIC+ project. Additionally, we also 
completed the application of three new ITEA3 projects and 
these projects were granted initiation following the successful 
completion of the two stage application system in 2015.

NATIONAL CELL TOWER DEVELOPMENT PROJECT

We continue to develop new products and projects with local 
manufacturers. Under the ownership of the Undersecretariat for 
Defence Industries, the national cell tower of which ASELSAN 
is the prime contractor and which we developed together with 
Netaş and Argela will support carrier aggregation technology 
which has become even more significant with 4.5G technology. 
As art of the work that began in the national cell tower (ULAK) 
project with the agreement signed between Turkcell and the 
Undersecretariat for Defence Industries in March 2014, we 
continue to significantly contribute to the technical development 

of the product by assigning our most experienced engineers, 
providing laboratory and test environments and transferring our 
mobile network operating experience to the project.

We shall take on an important task for increasing the 
competitiveness of the product on a global scale using our 
national cell towers in the networks of the countries we operate 
in. Furthermore, we aim to contribute to the 4.5G national cell 
tower establishing a presence not only in the Turkish market, 
but also in the mobile communications market as a competitive 
product on a regional or even global scale.

INNOVATION CULTURE

We are aware that R&D and innovation under the leadership of 
integrated telecommunications, and producing products used on 
a global scale play a key role. Therefore, in 2014, we restructured 
and expanded our innovation work into all our processes, and 
rendered innovation culture an integral part of our company. 
Within this context, we evaluate innovative ideas we receive from 

different channels such as our Group companies and stakeholders, 
and bring the innovative product, service and process ideas we 
deem suitable to life.

We strengthen our innovation processes with mechanisms 
that increase employee participation and support creativity. 
Our employees share their views on questions posted by our 
business units on the Turkcell Innovation Platform. In addition 
to our practices that reward innovative ideas on all Turkcell 
Group channels such as the TIP awards given to innovative ideas 
generated on the Turkcell Innovation Platform and the patent 
awards we give to our R&D engineers, we also organise work 
groups that encourage innovative thinking. Whereas, volunteering 
“Innovation Ambassadors” contribute to the development of 
innovation culture within the enterprise. We aim to transform 
innovative ideas originating from within the company with 
“segment based innovation” activities, which our Innovation 
Ambassadors organise, into products and services that will 
increase customer satisfaction and our quality of service.
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We believe that protecting intellectual property plays a critical 
role in R&D, innovation and scientific work transforming 
into economic value. Intellectual property is among the 
significant factors that provide competitive advantage. We 
avoid the hindrance or imitation of our products, services and 
infrastructures in national and international markets due to the 
intellectual property rights of other companies with our patents.

According to the 2015 patent application evaluation results 
of the Turkish Patent Institute, Turkcell Technology that 
ranked third in the Turkish Patent League with 90 application 
in 2014 was among the top two Turkish companies in patent 
applications made in 2015 and once again came in first place in 
the communication sector. 

We are aware that the patent application process contributes 
greatly to Turkcell Technology products and services creating 
a difference, being competitive and having a high potential of 
being exported. While preparing patent applications for work 
that we newly develop, we gain information about competition 
and trends by reviewing patents which technology companies 

INTELLECTUAL 
PROPERTY

in the area of work have applied for or have acquired, and can 
more strategically determine the areas, in which we can make 
a difference. We are aware of the contributions of our patent 
application, incentive and rewarding system in the development 
of our human resources each day, and in becoming more open to 
innovative and creative areas. 

The inventions made within Turkcell Technology are protected 
with patents with the goals of hindering copying, preventing 
any legal issues that may arise in the commercialisation process, 
generating licence income, creating the opportunity to cross 
license in complex product development projects involving more 
than one technical field. With our advanced intellectual property 
system, we are able to strengthen our leader in technology 
position in the sector by measuring R&D expenditure efficiency 
and employee performance. 

In 2014, we came in third 
place in the Turkish Patent 
League.

http://www.turkcellteknoloji.com.tr/
intellectualproperty-2/

PATENT 
APPLICATIONS90

In 2015, we were among 
the top two leading 
companies in the Turkish 
Patent League. We are 
the leader in patent 
applications of the 
communication sector.

As Turkcell Technology, 
we are in a leading 
position in the 
telecommunications 
sector in Turkey with 
514 national, 56 
international patent 
applications we have 
made since 2008, 
and 145 registration 
certificates. As of 2015, 
we aim to maintain 
our leadership in 
the information and 
communications 
technologies sector 
with 145 patent 
applications in the long 
run.

http://www.turkcellteknoloji.com.tr/intellectualproperty-2/
http://www.turkcellteknoloji.com.tr/intellectualproperty-2/
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We are working to supply advanced technology to everyone 
by developing our products and services such that everybody 
can access them. In a time where a new industrial revolution 
may dawn upon us, we continue to maintain our competitive 
structure by generating permanent, sustainable values 
with the products and services we develop in our areas of 
expertise. 

TURKCELL TV+: TV PLATFORM OF THE FUTURE

Thanks to Turkcell TV+, which we brought to life in 2014, 
our customers have been experiencing new generation 
TV in their homes and on their mobile phones, tablets and 
computers. This service that has reached 600,000 customers 
in a year transforms all screens into televisions with the 
ability to stop, rewind and record live broadcasts with the 
advantages of Cloud technology. By developing Turkcell 
TV+ in the near future with features such as dynamic and 
interactive content and high definition, we aim for it to play 
an active role in Turkcell’s growth.

INNOVATIVE 
PRODUCTS AND 

SERVICES

With the innovative 
products and 
services we provide 
to our customers, 
we contribute to 
new technologies 
being used more 
frequently in every 
day life and thus, 
make our customers’ 
lives easier. Through 
focusing on providing 
our customers with a 
unique experience, we 
produce innovative 
products and services 
that cater to various 
needs.

TURKCELL MUSIC

With its renewed mobile application in 2014 and hundreds of 
new lists and user-friendly interface added in 2015, Turkcell 
Music has become the first choice among our customers’ music 
applications. Turkcell Music, providing our customers the 
opportunity to listen to music without reducing their internet 
quota, reached 5.4 million downloads and became the largest 
music platform in Turkey by tripling the number of customers 
and income in 2015 compared to previous years.

MILLION 
DOWNLOADS

PLAYLISTS

OVER

5.4

500

The figures specified in the content are the 
figures reached as of the end of 2015.

BiP: THE NEW 
GENERATION 
COMMUNICATION 
PLATFORM

The new generation IP-based 
communication platform 
BiP, of which the user base 
continues to rapidly grow, 
has been downloaded over 6 
million times in 189 countries. 
We continue to develop BiP in 
Turkey with local knowledge 
and resources. We provide high 
speed and high quality service 
to our customers with BiP 
which uses Turkcell’s powerful 
infrastructure.

36% of BiP’s users in 
Turkey consist of other 
operators’ customers.
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LIFEBOX: CLOUD TECHNOLOGY FOR EVERYONE

Providing our customers the opportunity to securely save and 
share photographs, videos, music and other files, Lifebox has 
reached 1.7 million users and become the leader in the Turkish 
market with features such as easy use, fast and easy sharing, 
functional interface and advanced automatic backup.

GOALS ON MOBILE

With our Goals on Mobile application, we provide services such 
as live goals during matches of the big four football teams, latest 
news and exclusive videos, live scores from around the world, score 
histories, league tables and live commentaries. Our application that 
allows supporters to discuss and chat with other supporters in the 
stadium about the agenda was downloaded 1.8 million times.

Lifebox is the first 
personal cloud 
application in the 
world with features 
such as viewing stored 
photographs printed 
on paper, selecting and 
sending pictures to be 
printed, and delivering 
the photographs that 
can be printed in any 
format and number 
by cargo to the user’s 
address.

MY TURKCELL ACCOUNT

We aim to provide a unique, user-friendly, easy and simple 
experience, which stems from world class infrastructure and 
technological resources, to millions of our customers having 
carried out 1 billion activities in a year via our digital channels. 
Within this framework, we introduced the My Turkcell Account 
application with the aim of meeting our customers’ needs such 
as accessing information, carrying out necessary processes, 
purchasing services and accessing customer services.

MY GOVERNMENT ERRANDS

With Turkcell’s My Government Errands application, we combine 
the services of public enterprises with our mobile infrastructure. 
Our customers are able to follow up on their children’s exam 
results and cases opened against them, learn their tax debts and 
traffic fines, if any, and query information such as retirement age 
and total number of years of service. In 2015, 22 million messages 
were sent with the application which enables them to be sent 
without needing to constantly query about requested information.

As of the end of 2015, 
the My Turkcell Account 
application that reached 
over 2.1 million users 
and www.turkcell.com.tr 
website was awarded first 
place in the “Best User 
Experience” category at 
the 2015 Loyalty Awards.

MILLION  
SMS TRAFFIC

MILLION 
DOWNLOADS

MILLION VIDEO 
VIEW COUNTS

22

1.8
2

The figures specified in the 
content are the figures reached 
as of the end of 2015.
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MOBILE PAYMENT

We established Turkcell Ödeme Hizmetleri A.Ş. (TÖHAŞ) to 
create more suitable payment solutions and to provide a faster 
and easier shopping experience for our customers. By expanding 
the network of over 2000 businesses, where the Turkcell Mobile 
Payment service is accepted, we have provided faster and easier 
payment methods in numerous new fields such as application 
stores, restaurant chains, car park payments, insurance premium 
payments and fast services at airports.

SMART SWITCHBOARD

With our fixed voice infrastructure being IMS (IP Multimedia 
Subsystem), we provide fast communications services parallel 
to world trends. Among these is our “Smart Switchboard” 
service. With this service, we provide switchboard services to 
our corporate customers through the network without them 
requiring to make investments.

We provide the Smart Switch service which is among our 
Unified Communications services to our clients with mobility 
by enriching it with the “soft client” service given on PCs and 
mobile devices. In the upcoming period, we aim to rapidly bring 
new generation services to life with services such as video-
conference and WebRTC.

SMALL CELL

With Femto solutions positioned as Small Access Points, we have 
prepared our product and network infrastructures to provide 
location based services to our customers. Thus, we are able to 
inform a 3G subscriber entering a Femto service area.

AGRICULTURAL METEOROLOGICAL OBSERVATION 
STATIONS

We are currently conducting the TARBIL (Agricultural Tracking 
and Information System) project, which aims to increase 
agricultural productivity and to support farmers’ income, carried 
out by the Turkish Ministry of Food, Agriculture and Livestock 
in partnership with Istanbul Technical University. As part of the 
project, our subsidiary Global Tower carries out the installations 
and maintenance of agricultural meteorological observation 
stations in agricultural areas.

OVER

2 

BUSINESSES

2.3 

MILLION 
USERS

THE WIRELESS INFRASTRUCTURE OF THE GENDARMERIE 
INTEGRATED COMMUNICATIONS AND INFORMATION 
SYSTEM

Global Tower also conducts wireless infrastructure system 
installation operations within Aselsan’s Gendarmerie 
Integrated Communications and Information System (JEMUS) 
project providing opportunities such as high quality audio 
communication, exchanging electronic mail, file sharing, 
intranet access, secure and fast data transfer, crime and criminal 
investigations, etc. for the Gendarmerie General Command.

CORPORATE WI-FI

With our corporate Wi-Fi service, our customers are able to 
provide wireless internet services to their own customers 
without investing in any equipment. Thus, we provide a turn-key 
service that manages our customers’ services 24/7 and fulfils 
regulation obligations.
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MACHINE TO MACHINE COMMUNICATION (M2M) 

Machine to Machine (M2M) communication is a technology that 
allows devices to be monitored and managed remotely and to 
communicate with each other without human interference with 
special sim cards inserted into devices. This technology, which 
is also referred to as the Internet of Things, provides significant 
opportunities for business processes to develop. With our M2M 
solutions, we significantly increase productivity and reduce 
costs for our customers in numerous areas such as driving safety, 

vehicle route planning, energy and meter reading management, 
building energy and security management, logistics, smart irriga-
tion in agriculture and livestock breeding, and smart agriculture 
practices. Moreover, our customers that use our M2M solutions 
reduce environmental effects using natural resources more 
efficiently.
With Intelligent Networks, we aim to reach 1.8 million machines 
with SIM cardsby the end of 2016 and to contribute more than 
TRY 2 billion to the nation’s economy in 2016.

9.4 Upgrading 
infrastructure and 
retrofitting industries to 
make them sustainable, 
with increased resource-
use efficiency and 
greater adoption of clean 
and environmentally 
sound technologies and 
industrial processes, with 
all countries taking action 
in accordance with their 
respective capabilities by 
2030

In 2015, our number 
of M2M subscribers 
exceeded 1.9 million, 
thus we contributed 
more than TRY 2 
billion to the nation’s 
economy in just one 
year.

At the “Global Telecom 
Business Innovation 
Awards” where the most 
innovative applications 
around the world in the 
telecommunications 
sector are chosen, we 
received the first prize in 
the “Business Services” 
category for the Smart 
Energy Tracking Service, 
in the “Wholesale 
Services” category for the 
4G Roaming project, and 
in the “Customer Services” 
category for the SMS 
Ticket project brought to 
life by Belarus Life:).
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While satisfying our customers with our solution oriented 
technology investments, we carry Turkey’s technological 
infrastructure one step further. We are working for new 
technologies to be produced with local sources, establishing 
partnerships around the world, and rapidly adopting new 
technologies. 

INTEGRATED NETWORKS AND CELL TOWERS

With our investments and efforts, we continue to bring our 
mobile and fixed networks even closer with the power of our 
widespread fibre infrastructure. We aim to become the leader  
in the integrated telecommunications market share in Turkey 
with our convergence vision in our fundamental network and 
access infrastructures. Thus, we enhance the quality of the 

TECHNOLOGY 
AND 

INFRASTRUCTURE

services we provide our customers and the level of service even 
further.

While continuing 4.5G cell tower installations for our 4.5G 
networks to be used efficiently, we also are also connecting cell 
towers with fibre-optic infrastructure. By rapidly transferring 
large amounts of data from one point to another, we continue 
to provide a fast and quality mobile broadband experience to 
our customers. Turkcell Superonline’s fibre-optic network that 
surpassed 35,000 kilometres as of the end of 2015 has also been 
the carrier of Turkcell’s 4.5G network. We contribute to the 
development of Turkey’s infrastructure making our investments 
in cell towers and fibre-optic infrastructure such that they 
meet our needs in the future and for services in integrated 
telecommunications.
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During the spectrum tender held in 2015, we won the widest 
spectrum in the tender by obtaining a total bandwidth of 172,4 
MHz. 

In this tender, we acquired the largest share of the total 
spectrum by gaining 234,4 MHz spectrum for 1.9 billion Euros. 
Furthermore, we also purchased the C1 package, the largest 
package at 1800 MHz which is the most commonly used 
spectrum in 4.5G in the world and is the most efficient spectrum 
both in terms of coverage and capacity. 

Gaining 13 years of authorisation with the spectrum tender, we 
began to provide 4.5G service to our customers in 2016. The new 
spectra we own may be employed in 2G, 3G, 4.5G and future 5G 
networks as they are technology neutral.

We establish our infrastructure such that it meets our needs in 
the future and for value-added services in 4.5G to provide our 
customers the best quality 4.5G service. We are increasing our 
mobile subcarrier network capacity to 10G using the power and 
superiority of our fibre infrastructure. Thus, we will provide 
infrastructure to support an escalation of speeds over 1 Gbps 
with 5-carrier aggregation using our frequency superiority 
in 4.5G. We are conducting studies for the development of 
new technologies based on the usage of 4.5G. In this context, 
we became the first operator in Turkey to test the “Enriched 
VoLTE” service. In tests conducted together with Ericsson, we 
successfully displayed enriched services such as being able to 
draw on the display image simultaneous with the call, start a 
call by adding a message, photograph and location, make an HD 
conference call, apart from high quality sound and the ability to 
instantly make calls in VoLTE. 

As Turkcell, we 
became one of the 
first operators in the 
world to test LAA 
(License Assisted 
Access) which is part 
of 4.5G technology.

OUR 4.5G SERVICE
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LEADERSHIP AND PARTNERSHIP IN 5G

The fact that the frequencies we gained in the spectrum tender 
are technology neutral, will allow us to become leaders in 5G 
technology in the future. Therefore, we have made deals with 
Huawei, Aselsan and Ericsson to enhance our leadership in 
5G after 4.5G. We take an active role to support 5G Research 
and Development activities in Turkey. Whereas, in the 
international arena, we take part in the 5G activities of NGMN 
(The Next Generation Mobile Networks Alliance) and GSMA 
(GSM Association). In accordance with this plan, we will work 
on the course of 5G technology, participate in international 
standardisation processes and make a joint effort for commercial 
success in local and international markets with products to 
be developed. We also aim to develop mutual understanding 
regarding the use, requirements and implementation scenarios 
of 5G with our cooperation with Ericsson. We are of the belief 
that this cooperation will make it easier for us to focus on the 
requirements and expectations of consumers and our corporate 
customers from different sectors.

TRANSMISSION INFRASTRUCTURE

Being one of the few operators in the world to integrate “Full 
Outdoor” products into our Radiolink infrastructure, we have 
shown our leadership in using technology and have thus, reduced 
our energy consumption. In 2015, we enabled the first commercial 
WSON (wavelength switched optical network) application, 
independent from directions and wavelengths in the world which 
was brought to life in the 2011 Istanbul metro network to be 
implemented in the entirety of our network. We have successfully 
tested high-capacity DWDM (Dense wavelength division 
multiplexing) technologies that can increase the speed of the 
current fibre infrastructure by 2.5 fold. Therefore, we are making 
necessary investments for the establishment and spreading of 
infrastructures that are compatible with these technologies.

With our expansion and optimisation projects in our main 
backbone to meet the increasing data traffic demand in our 
mobile and fixed services, and to provide high performance 
access service to our customers, we have increased our 
transmission infrastructure to 100G based infrastructures.

Compared to 2014, we 
increased the amount 
of traffic carried on 
our transmission 
backbone to over 13.5 
Tbps in 2015 with an 
increase of 58%.

With our collaboration 
with Aselsan, we aim 
to render Turkey a 
producing country in 
5G technology.

With our investments in 
our CGNAT (Carrier Grade 
Network Address Translation) 
infrastructure, we have 
increased our volume of fixed 
network customers receiving 
service via CGN by 36%, 
and we have increased our 
performance by reducing the 
in-use Public IP ratio from 
70% to 57%.

Turkcell’s CEO Kaan 
Terzioğlu and the General 
Manager of Aselsan 
Faik Eken at the signing 
ceremony of the 5G R&D 
Contract
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INTERNET INFRASTRUCTURE AND REGIONAL 
LEADERSHIP

With our overseas output capacitance which we have raised to 
2 Tbps by increasing it approximately 500-fold in the last five 
years, we undertake an important role in meeting the increasing 
demand for internet, particularly in the Middle East. Moreover, 
we enable our operators and customers in the Middle East and 
Caucasus to quickly reach the largest operators in the world 
while maintaining high quality with our strategic partnerships.

Additionally, we create a variety of routes with our business 
partnerships which we make with Europe’s most significant 
infrastructure and capacity providers, and contribute to Turkey 
and countries in the region experiencing ‘continuous internet’.

This increase in our overseas output capacity possesses great 
importance in terms of our vision of rendering Turkey an internet 
base in the region and Istanbul one of the capitals of internet. 
By providing the internet output of major national players and 
content owners through this high capacity, we encourage this 
content to remain within the country.

With our traffic superiority, we support new global operators 
and investors to enter the Turkish market, and to contribute to 
the growth of the market through being involved in the economy 
which this traffic has created.

OPERATIONAL SUSTAINABILITY

With the Terminal Server project, we have made it possible 
to access devices, which you have lost access to on our own 
network when disasters strike. To avoid POPs remaining isolated 
and to maintain operational sustainability in cases such as multi-
fibre or equipment failure, we are conducting the Terminal Server 
project as part of Turkcell NDC, Main and Midi POP points to 
access relative equipment through console interface or current 
NMS systems through alternative channels (ADSL, 3G) instead 
of our network sources.

MOBILE INTERNET TRAFFIC AND CUSTOMER 
SATISFACTION

Spreading our Transparent Internet Caching (TIC) infrastructure so 
that it encompasses mobile internet traffic, we have moved 18% 
of our traffic from this closer infrastructure while cutting annual 
operational costs. Thus, we have increased customer satisfaction 
by providing better quality mobile internet to our customers.

At the Boğaziçi Informatics Awards held for the third 
time by Compec (Boğaziçi University IT Club), we were 
chosen first in the “Best GSM Operator” and “Best Internet 
Provider”categories as a result of the jury and public vote. 

MEASURING NETWORK PERFORMANCE WITH 
DRONES

The areas of use of remote controlled aircraft called “drones” 
are expected to expand, especially with the spreading of 4.5G. 
We have added drones to the devices we use to determine our 
network performance and to provide service quality continuity.

We also began using drones for the first time in Turkey to 
conduct our vertical coverage tests in hard to reach areas. 
Furthermore, at the 3rd Bosphorus Bridge and İzmit Gulf Bridge 
construction sites, we took network measurements with a 
telephone that had special software integrated onto a drone at 
heights of 80 m from the ground along 1,408 m and 2,682 m long 
bridges. Thus, we completed our initial tests with this technology 
we will use to perfect our vertical coverage range in areas and 
structures such as bridges, stadiums and skyscrapers.
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OUR PEOPLE

We rank among the top brands where people want to work in 
Turkey with our continuously improved work environment using 
innovative practices, where our employees are our focus. We 
rank among the top 10 companies, where young people want 
to work in the “Most Popular Companies” list that has been 
complied by Bloomberg Businessweek since 2010.

We follow a transparent and fair employee management system 
in all business processes from recruitment and placement to 
career management, performance and skill management to 
pricing and additional rights, increase dialogue channels with 
various feedback mechanisms and move forward with the aim of 
always providing more to our employees. 

HR ANALYTICS

We continuously improve our employee management, and the 
opportunities and projects we provide our employees and wish to 
be certain that these will increase the commitment and happiness 
of our employees. With “HR Analytics” management, we aim to 
spread data-based employee management. By gathering all our 
human resources data in an original platform and evaluating these 
data with a text mining method with envisaged and descriptive 
statistical analyses, we are able to reveal significant findings 
regarding the career moves and commitment of our employees, 
our behaviour model and organisation culture. We are able to 
benefit from these analyses and findings in numerous areas such 
as corporate project design, career management, leadership model 
projects and enterprise culture projects. 

In accordance with 
the “our most valuable 
asset: our employees” 
approach that we 
have adopted, we are 
working to improve 
our happy and 
wholesome working 
ecosystem, where our 
employees are valued.
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EQUAL OPPORTUNITIES AND RESPECT FOR 
HUMAN RIGHTS

In accordance with our equal opportunities policy, we view the 
variety within our workforce as an asset and therefore support 
diversity. With this awareness, we do not discriminate against 
gender, age, belief, ethnic origin, nationality, marital status, 
health condition, physical capacity, or sexual orientation in 
recruitment processes and workplace environment. We stand 
against all types of discrimination and harassment towards or 
amongst our employees, and we take a firm stand on this matter. 
As a company that respects fundamental human rights, we do 
not permit child labour nor do we enforce forced labour under 
any circumstances. We respect syndication and the right to 
collective bargaining. We enforce all our human rights policies 
and processes based on these fundamental principles.

FOCUS ON WOMEN

We understand that women’s participation in economic and 
social life holds great significance in the economic development 
and improvement of our nation. At Turkcell, women constitute 
25% of administrative staff. Our 31% female ratio among all our 
employees is above the female employee ratio of 23% in the 
telecommunications sector.

We also display our support for women with commitments to 
national and international declarations. As the first Turkish 
technology company to sign the “Women’s Empowerment 
Principles”, we strive to increase inclusion of all women in 
the company, beginning with our employees. Social gender 
equality and strengthening women in political, economic and 
public life are also among the Sustainable Development Goals. 
In parallel with this objective, we are conducting our operations 
for women’s empowerment under the «Strong Women, Strong 
Turkey» programme. We are initiating projects that support 
women with the aim of providing equal opportunities both in 
education and work for women to live in a world, where they 
are free in their business and private lives. While working 
with leading social projects such as Snowdrops and Women’s 
Empowerment in the Economy, we are also implementing and 
continuously developing approaches and practices for equal 
opportunities for women in our companies.

HAP (Programmes for Life) trainings constitute one of the 
practices we provide especially for our female employees. 
Within this programme, we provide lessons for Raising Children 
Successfully, Private-Professional Life Balance, the Place of 
Women in Professional and Private Life, the Art of Parenthood, 
Preparation for Childbirth and Breathing Techniques Training, 
Being a Working Mother, etc. At Tuesday Market seminars, 
one of our intracompany communication platforms, we discuss 
various issues such as cervical cancer and breast cancer.

 

ALMOST

EMPLOYEES  
AT TURKCELL4,000

TURKCELL EMPLOYEE INFORMATION

2014 2015

Our equal 

opportunities policy:
http://www.turkcell.
com.tr/tr/hakkimizda/
insan-kaynaklari/
firsatesitligi-politikamiz 

5.5. Ensuring women’s full 
and effective participation 
and equal opportunities 
for leadership at all levels 
of decision making in 
political, economic and 
public life

31%

69%

31%

69%

Women

Men

Women

Men

Female Managers

Male Managers

Female Managers

Male Managers

27%

73%

34%

66%

http://www.turkcell.com.tr/tr/hakkimizda/insan-kaynaklari/firsatesitligi-politikamiz
http://www.turkcell.com.tr/tr/hakkimizda/insan-kaynaklari/firsatesitligi-politikamiz
http://www.turkcell.com.tr/tr/hakkimizda/insan-kaynaklari/firsatesitligi-politikamiz
http://www.turkcell.com.tr/tr/hakkimizda/insan-kaynaklari/firsatesitligi-politikamiz
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With our practices showing we care about gender equality, as 
Turkcell we were awarded the “Gender Equality Certificate” in 
2014 within the framework of the project that KAGIDER (Women 
Entrepreneurs Association of Turkey) brought to life with the 
support of the World Bank. We documented our high standards 
in gender equality by receiving this certificate that is given to 
companies sensitive to gender equality after their conformity to 
selected criteria, primarily recruitment, wages, performance and 
skill management, promotion, training processes has been tested.

RECRUITMENT PROCESS

During the recruitment process, we try to bring in the candidate 
which is most befitting to Turkcell Values, Turkcell Behaviour 
Model and the occupational skill and experience that the position 
requires. By announcing job openings on our website and career 
websites, we are able to assess the candidates through various 
ways such as preliminary assessment, Personality Inventory, skill-
based interviews, simulations of our “Evaluation Centre” in the 
recruitment process. We are conducting the Turkcell Young Talent 
Programme under the “GNCYTNK” brand to bring in the best 
talented young people that will play an important role in shaping 
the future of Turkcell. In this programme, which we provide 
full-time work and internship opportunities, we both invest in 
the development and future of these young people and also 
incorporate promising talented individuals into our organisation.

PERFORMANCE AND SKILL MANAGEMENT

Providing long-term career opportunities to Turkcell employees and 
supporting their career development are among our priorities with 
performance and skill management. Therefore, we annually conduct 
3 separate assessments: target assessment, behaviour assessment 
and talent assessment.

In target assessment, our employees are assessed in terms of “smart 
targets” which span from senior management to expert level. 
This assessment is carried out in 3 stages: setting targets, interim 

assessment and year-end assessment. At the end of the year, point 
target notes are prepared for each employee as they evaluate their 
targets with their manager.

Our talent assessment, which we carry out to evaluate future 
potentials of our employees, is conducted from the results of the 
target and behaviour assessments. Thus, managers determine skill 
notes by evaluating their employees in terms of these inputs and 
their potential.

We give priority to our employees by announcing newly opened 
positions first within the company. Similarly, we prefer to fill new 
management positions with Turkcell employees. In 2015, we filled 
82% of our management positions with our talents from within 
the company. Moreover, we enable rotation within the company 
by offering our employees the opportunity to temporarily transfer 
to a new position between functions, department or units. Thus, 
we aim to enrich careers and to support personal development. 

Capabilities and 
conformity to 
corporate culture 
in Turkcell Group’s 
Leadership model are 
evaluated each year 
in our behavioural 
assessment. Our 
employees receive 
feedback through 
surveys conducted 
with a 360° 
assessment method.

In 2015, we filled 82% 
of our management 
positions with our 
talents from within the 
company.

Setting Targets
Setting personal 

targets

Interim 
Assessment 

Interim assessment 
of mid-year targets

Behaviour 
Assessment

Objective feedback 
regarding the strong 

points and development 
areas of employees 
within the Turkcell 

Group Behaviour Model

Skill Management
Assessment of future 

potential of our employees 
with the managers together 
through talent committees 
set up within a department, 

function, company and 
group basis.

Target 
Assessment

Performance 
assessment based on 

year-end targets
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LEADERSHIP PROGRAMME

We believe that we will carry Turkcell forward with the support 
we provide to the career development of our employees. With 
this perspective, we contribute to our managers and manager 
candidates with Leadership Development Programmes. We 
shape the contents of the programme according to our annual 
strategy, and provide all levels with various opportunities such 
as a mentorship system, e-learning, MBA programmes, etc. 
In addition to the mentorship system, our new managers may 
benefit from classroom training and e-learning programmes, 
where they about learn financial, legal and human resources 
systems. Our experienced managers are trained in classrooms 
directed at their developmental requirements or they participate 
in projects including one-on-one coaching sessions. Furthermore, 
all levels of managers can access the Harvard Manage Mentor, 
a distance learning tool of Harvard Business School, and Get 
Abstract, the most comprehensive online library in the world. 
In addition to all of these, we also support our leaders in their 
development path using the e-learning portal of Turkcell 
Academy prepared with the motto “Learn Freely” where they can 
freely watch the best advisors and experts in the world.

MENTORSHIP SYSTEM

As part of the importance we place on leadership development, 
we match our promising talents with volunteering mentors 
from our senior management employees, and support their 
development on their leadership journey. Assigning a mentor 
for the specified personal development areas is based on the 
employee’s choice, and we pay attention to the mentor being 
from a different group company, function or department that 
does not make decisions in the employee’s career process. 
Whereas, Turkcell Academy is responsible for the quality 
and integrity of the programme, and communication with the 
participants. 

A HAPPY AND SAFE WORK ENVIRONMENT

Our employees play a key role in providing an uninterrupted 
customer experience. By focusing on our employees, we are 
working towards their happiness and well-being. At Turkcell, we 
believe that accidents, injuries and occupational diseases can be 
prevented beforehand with the training we give, the precautions 
we take, and predetermining the risks. 

We manage and follow-up on matters regarding occupational 
health and safety with the Turkcell Group Occupational Health 
and Safety Unit which we established in 2013 within our 
Occupational Health and Safety Policy. We have OHS Boards as 
per laws at all our workplaces with over 50 employees. Turkcell 
has 9 such OHS Boards.

These OHS Boards regularly convene each month under the 
leadership of employer representatives, and official reports 
are made. With these meetings, we are able to discuss possible 
risks and OHS issues, and are able to take proactive precautions 
against risks. At our OHS Boards, the employer representatives 
are at the level of the director, vice president and Anatolian 
regional manager. At our Boards, the representatives are 
competent in terms of regulatory compliance to represent our 
employees on a departmental basis. Other members of the Board 
are comprised of the administrative affairs representative, human 
resources representative, occupational safety representative and 
occupational physician. All members of the Board are subjected 
to trainings regarding the responsibilities they take, and given 
certificates for these courses.

At Turkcell Group workplaces, we have employees that have 
been specially trained to render OHS culture in Network field 
operations sustainable, and that support this matter in addition 
to their own duties.

We created our internal communication page “Turkcell OHS 
Portal” and published documents for all our employees to 
be informed of our OHS policies and relevant legislation and 
procedures, and access these documents when they need them. 
We also share Turkcell’s OHS Policy with the public on our 
corporate website. 

We also expect our Management Solution Partners to comply 
with our OHS policies, and encourage our Management Solution 
Partners to take precautions within the framework of our 
policies. Within this scope, we began our risk analysis efforts in 
November 2015 in the sites covered by the Turkcell network and 
reached 1920 sites before completing these risk analysis efforts. 
Based on these analyses, we take precautions in occupational 
health and safety, and carry out audit and surveillance 
operations. We have warning signs regarding OHS at all sites. 
We also contain vertical lifelines to contribute to creating a 
safe working environment at the tower sites. We also supply 
personal protective equipment according to sites conditions and 
the characteristics of the work at the sites and organise trainings 
regarding the use of these equipment. With fundamental 
occupational health and safety courses during periods suitable 
for the hazard class at the workplaces under Turkcell, we 
organise courses that increase the knowledge and competencies 
of our employees regarding OHS. We also organise separate 
courses (working at heights, driving safe, etc.) for our colleagues 
working in positions of a hazardous nature. In addition to 
fundamental OHS courses, 112 of our employees completed their 
first aid training and 75 of our employees also completed safe/
defensive driving techniques training in 2015. Thus, we reached 
our goal of 98% completion in each training group.
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In 2014, we provided an average of 46 hours OHS training per 
employee. 
In 2015, we gave an average of 52 hours OHS training per 
employee.

• Network employees:

The set-up, maintenance, repair and relocation of base stations 
and towers involve danger due to the nature of the work and are 
one of our high risk areas. The height at which the work is carried 
out, electrical works, and other factors involve a serious risk for 
our employees performing this work. Thus, we identified the 
hazards and risks and created necessary procedures to prevent 
accidents from happening. In addition to these procedures, we 
also equipped cell towers with vertical lifelines to increase 
the safety of our employees working at Turkcell and in the 
ecosystem. In 2016, we planned and initiated courses on working 
at heights for 314 employees that we employed within Network 
operations. We also encouraged our solution partners to train 
their own employees in these matters. Furthermore, we provided 
483 employees from our employees within Network operations 
with a personal protective equipment set in line with their 
requirements, and trained them regarding their use.

Compared to the 
previous reporting 
period, we increased 
the average 
Occupational Health 
and Safety training 
hours per person by 
33%.

ANNUAL AVERAGE OHS TRAINING PER EMPLOYEE (HOURS)

2014

46

52

2015

13% increase

We follow accidents that occur on the premises and/or outside 
the workplace through our OHS specialists. The accident reports 
that we prepare play a vital role in determining the causes of 
the accident and preventing them. Each month, we present the 
statistics studies/reports that we compile as a result of the 
reports we prepare to senior management. The risks from the 
results of the reports are discussed at “Management Review 
Meetings” and provide input for future targets. 

We have identified and categorized our risk areas, and have 
developed preventive measures and actions against these risks in 
order to identify areas open to improvement and to proactively 
prevent accidents. Within this framework, we have identified 
3 main risk groups at Turkcell as far as occupational health and 
safety is concerned:
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• Employees driving a vehicle at the site:

We have identified accidents occurring while driving a vehicle 
as the next area posing a risk. We developed a driving procedure 
to prevent these risks and began implementing a vehicle driving 
assessment rule during recruitment. 1200 of our employees who 
drive a vehicle in our pool system have been identified as the 
target population for safe driving training, and 71% of these 
employees successfully completed their training.

• Office employees: 

As a result of the risk evaluation efforts we have completed 
at all our offices, we have created a hazard and risk map for 

*  Accident Frequency Rate = Total Number of Accidents x 1.000.000/Total Number 
of People-Working Hours. In comparison to 2013, the Accident Frequency Rate 
increased by 22% in 2015.

**  Lost Days Rate = (Total Number of Lost Days Due to Accidents/Total Number of 
People-Working Hours) x 1000. In comparison to 2014, the Lost Days Rate fell by 
37.5% in 2015.

each workplace. Within the action plans we have prepared in 
accordance with the results, we have undertaken operations to 
reduce risks according to their level of precedence. The trainings 
we have carried out, identifying risk areas, and taking necessary 
precautions and action regarding these risks play a significant 
role in preventing accidents. While our Lost Days Rate due 
to accidents was 0.0008 (84 business days) in 2014, this rate 
became 0.0005 (52.5 business days) in 2015. Moreover, while our 
Accident Frequency Rate was 0.9 in 2014, this ratio fell to 1.44 in 
2015. No fatal occupational accidents occurred at Turkcell during 
the reporting period. Furthermore, no data for occupational 
diseases was reported during the same period.

ACCIDENT FREQUENCY RATE*

LOST DAYS RATE**

2013

1.18

2013

0.006

2014

0.9

2014

0.008

1.44

2015

0.005

2015
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OUR DIALOGUE WITH OUR EMPLOYYES AND 
EMPLOYEES COMMITMENT 

We believe that the work environment is significant for 
productive and happy employees. By developing living spaces, 
social platforms and activities in our offices, we conduct business 
with an approach of providing more for our employees.

Within our “Wellness” programme, we provide health seminars 
about 20 different topics for health and fitness, office exercises 
in the morning and afternoon with a fitness instructor five 
days of the week, healthy eating and weight control supported 
by a dietician against the risk of obesity which is frequently 
encountered in office employees, pilates exercises for spinal 
health, and yoga and zumba classes. We greatly care for the health 
of our employees with the opportunities we provide such as annual 
eye tests and dental screenings, and spinal posture check-ups.

In addition to our social and modern offices, we provide 
numerous platforms for the happiness of our employees, and 
maintain our communication with our employees through various 
activities. We provide many opportunities to our employees such 
as additional birthday leave, the chance to benefit from offers 
with contracted companies, and “first day of school” leave for 
mothers with children. 

EMPLOYEE PLATFORMS 

Turkcell Innovation Platform: Turkcell Group employees can 
convey their ideas regarding questions posted by business units 
through this platform. We announce the winning ideas of each 
question at the end of the process consisting of an input of ideas, 
evaluation and final presentation. The owners of the ideas that 
advance to the final directly present their ideas to sponsors that 
are department managers at an organisation which the entire 
group can watch, and we reward the owners of the winning ideas 
at the Turkcell Awards Ceremony.

Now This Deserves An Award: At Turkcell Group, innovative, 
original, inspiring projects that carried out with initiative and 
create a difference are presented with awards. Each application 
is assessed in detail by the Awards Committee, then the projects 
that deserve awards are determined.

Communication Meetings: At the beginning of each year, we 
determine the communication requirements of that year with 
our senior management. According to the decision made here, 
we hold function-based communication meetings or Infoday, in 
which we gather all Turkcell employees and the management 
team of our group companies under the same roof. During 
these meetings, we share Turkcell’s targets for that year, vision 
and focus areas of the departments with employees. We also 
ensure that these meetings become fun for our employees with 
entertainment activities.

Tuesday Market: These are internal seminars to which we 
invite experts from various sectors and fields. We carry out 
eye-opening conversations by listening to different viewpoints 
and experiences. These seminars may also be viewed online 
via Pikcell, the joint video sharing portal of Turkcell Group 
Companies.

Social Clubs: At Turkcell, we encourage our employees to take 
part in social clubs. Social clubs such as Mothers & Fathers, 
Bloggers, Sports Fan Clubs, Animal Lovers, Motorcycling and 
Cinema share posts via Inside which is Turkcell’s intranet, and can 
organise activities. 

We include various 
facilities in our work 
environment from a 
music room to hobby 
studios, and a  
1700 m2 gym 
containing a basketball 
and fitness area to 
dietician services.
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TSAG:

Turkcell Social Activity Group (TSAG), a team consisting of 
volunteers from different departments, organises various social 
activities for group employees and their friends and families 
each week. Each year approximately 400 activities are organised 
from trips to photography and theatre courses, and sports 
tournaments to concerts.

White Shadow: Within our White Shadow implementation for 
new employees to quickly adapt to Turkcell, new employees 
can receive support from an experienced employee regarding all 
subjects from general operations to documentation and systems 
within their first month.

Inside: Turkcell’s intranet which we have called Inside is on one 
hand used to spread and access work-related documents, news 
and announcements. On the other hand, our employees can 
share, like and comment on posts through a structure built as 
social media.

Mobilim (My Mobile): This is a mobile application used by 
Turkcell Group employees to access their operations from 
their mobile phones. My Mobile provides these employees the 
opportunity to perform many tasks such as entering their leave 
days, approving processes, applying for the social activities 
organised by TSAG from on their mobile phones.

Pikcell: This is our video portal within Turkcell. Significant 
meetings such as quarterly statements organised in the company 
are published live to all our employees through this system. 
Many videos such as our advertisement films, management 
messages, etc. may be viewed on Pikcell on demand.

EMPLOYEE COMMITMENT EVALUATION SURVEY

With the Employee Commitment Evaluation Survey, which is 
carried out every year and involves all full-time employees at 
Turkcell, we measure the commitment and satisfaction of our 
employees. As a result of the evaluations, we create commitment 
scores based on the company, function and department. As 
a result of the results being assessed by senior management 
based on function, action plans for aspects that are open for 
improvement and for strengths are developed together with 
function employees. After these action plans have been followed 
all year round, their results are evaluated in the following 
employee commitment survey. The commitment score was found 
to be 74 out of 100 as a result of the employee survey we carried 
out in 2015 with 76% participation. 
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PAYMENT OF WAGES AND FRINGE BENEFITS

Within the framework of our wages policy that supports 
Turkcell’s vision and strategy, and takes our leading position in 
the sector into account, we closely follow the market with wage 
surveys that we join every year on a regular basis and review our 
wages once a year in March. 

In accordance with parameters such as macroeconomic 
indicators, aimed position in the market as a company, in-
company balance, market value of the position, we adopt a 
wage policy that rewards employees displaying skill and high 
performance and that is fair and innovative.

We design our premium systems as sales premium systems and 
annual premium systems. Sales premium systems are designed to 
enable teams that have a high impact on income and profitability 
to reach their targets, and to reward successful employees. Sales 
teams are given premium payments either each month or quarter 
depending on performance results. Whereas, annual premium 
systems are designed in light of the results from annual score 
cards. Premiums are paid twice a year according to performance 
results. A number of the fringe benefits we provide our 
employees to make their lives easier and to create a happy work 
environment are provided below.

• With our Flex Menu flexible fringe benefits programme, our 
employees can select from a variety of benefits including 
gift vouchers, holiday packages, interim payment for the 
individual pension plan and a healthy life package based on 
their needs and wishes, and can create their own benefits 
programmes.

• With our Individual Pension System, we pay all our 
employees contributions at a rate of 2-3% of their gross 
salary based on their seniority.

• With our “Rejuvenation Programme”, we designed a 
programme that provides guidance for healthy living. With 
this programme, we initiated many practices that would have 
both spiritual and physical benefits for our employees and 
rejuvenate them..

At Turkcell, we allow 
our employees that 
have worked with us 
for 7 or more years to 
take a “Rejuvenation 
Break”. During this 
time, they can take a 
break from work of up 
to 3 months and can 
evaluate this time as 
they wish.
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Above all, we are there for our customers with our work that 
focuses on providing a unique customer experience. We guarantee 
to quickly and assuringly resolve our customers’ wishes with our 
outstanding technology and understanding of always providing 
quality service. We concentrate on meeting the demands of our 
customers and ensuring their satisfaction, and communicate with 
them in an interactive and positive way. With this communication, 
we objectively, meticulously and carefully review all suggestions, 
views and complaints from our customers, and take action 
in a solution oriented manner. By rendering our customers’ 
satisfaction sustainable, we also reinforce customer commitment. 
For many years, we have continued to provide quality product 
service, innovative product variety, and campaigns adding value 
for our customers to prefer Turkcell’s quality and become a part of 
our community. 

OUR PROMISES TO OUR CUSTOMERS

We generate solutions that appeal to customer requests and 
recommendations, and are suitable for every need to provide 
reliable and impeccable service to every region in Turkey. We shall 
continue to work for our customers in the future as we do today.

We will continue to add value to the lives of our customers 
with our established customer oriented organisation structure, 

with our awards from Europe and the rest of the world, and our certified 
quality customer services,

with over 13,500 service networks expanded across Turkey,

with 6,500 customer representatives in 10 locations in Turkey,

with our 200-person expert staff providing high quality technology consultancy 
(Mobile Technology Centre, 350,000 customers per month), and

with new generation customer experiences which we provide with our services 
that are faster and more enriched with 4.5G and our services making lives 
easier, such as My Turkcell Account and BiP (Webchat [200,000 per month] 
and BiP customer services [47,000 per month]).

CUSTOMER 
RELATIONS

As Turkey’s leading 
communications and 
technology company, 
we owe our success 
to our customers’ 
trust and satisfaction. 
With our outstanding 
technology, we 
enhance the quality 
of our services and 
the level of service we 
provide our customers 
even further.

6,500 
CUSTOMER 

REPRESENTATIVES

OVER 

13,500 
SERVICE NETWORKS
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WITH OUR INDIVIDUAL CUSTOMERS

Gencaver 875 sms chats 

Webchat 600 conversations

BiP 82 conversations

Cell Centre 7.5 K calls

IVR 13.2 K 

Private Services Team 40 visits

Website 40 K visits

Turkcell My Account logins 38 K logins

Turkcell Communication Centres 52k visits

 
WITH OUR CORPORATE CUSTOMERS

Cell Centre 540 calls

IVR 125 processes

SMS 7.5 K processes

Website 2.2 K visits

Digital channels 36.5 K processes

Turkcell Communication Centre 200 processes

 
WITH OUR FIXED CUSTOMERS

IVR 2.5 K

Cell Centre 1.5 K calls

Website 2 K visits

Turkcell My Account and online services 818 logins

Face-to-face channels 220 encounters

Cell Centre 1.5 K calls

We are establishing systematic channels to listen to our 
customers and receive feedback from them. Moreover, we are 
measuring the satisfaction of our customer receiving service 
through our call centre and face-to-face channels.

CUSTOMER SATISFACTION RATES BY YEAR*

Channel 2015 Mobile 2015 Fixed

Call Centres 4.02 3.19

IVR 3.43 3.00

Dealers 4.10 4.12

Digital Channels 3.93 3.75

* Scored out of 5 points. The 2015 score for Individual Mobile and Fixed segments 
was calculated from the average of the last 6 months.

As Turkcell, we 
communicate through 
numerous channels in 
1 hour.

As Turkcell, we were 
awarded the most 
prestigious award, 
the Black Statue, for 
maintaining our first place 
in customer satisfaction 
for 10 years in “Turkey’s 
Customer Satisfaction 
Index” organised by 
KalDer. At the same 
time, we also won the 
Golden Statue with the 
“Sustainable Success 
Award” and the Silver 
Statue with the “2014 
First Place In The Sector” 
award.

SPECIAL SOLUTIONS AT 
CUSTOMER SERVICES

Using our leadership in 
technology to minimise the 
communications issues our 
disabled customers encounter, 
we provide services that have 
been developed specifically for 
disabled individuals and aim 
to meet all their requirements. 
Examples thereof are the free 
audible invoice and audible 
contract option, and the 
Ringback Tone service that we 
have developed for hearing-
impaired individuals to play 
“The person you have called is 
hearing-impaired. Please send 
an SMS or MMS to contact this 
person ” to all callers for free.
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CUSTOMER CONFIDENTIALITY AND INFORMATION 
SECURITY

At Turkcell, the information security of all our customers, both 
individual and corporate are of utmost importance. Hence, we are 
the first company to receive the information security certificate 
in the telecommunication sector in which we operate. Having the 
certificate of information security standard ISO 27001 since 2008, 
we carry out information-sharing practices with services such as 
e-learning, in-company LCD panels, a portal for our employees, 
classroom-based training, etc. to support the training and 
awareness level of our employees in information security.

At Turkcell, we protect information through classification. We 
record and keep all personal information of our subscribers in 
accordance with laws and regulations. Relevant units of the 
company regularly review the authorizations to access critical 
information, and authorization updates are handled carefully. 
Moreover, records which must be legally kept for the operations 
conducted at Turkcell (contracts, reports, etc.) are kept by the 
relevant department by taking physical and logically necessary 
security measures. We independently respond to complaints sent to Turkcell 

through the channel which the complaint was sent as follows: 

We regularly review and make improvements to our customer 
request and complaint management process and the systems 
we use by identifying the areas that are open to improvement 
and aiming for efficiency. We take corrective and preventive 
actions and include them in our processes to prevent complained 
issues from repeating. By regularly tracking the issues that 
our customers most frequently complain about, we are able 
to follow the increase and decrease rates in similar complaints 
after improvements have been made. We also regard any of 
our customers calling us again with a similar complaint in a 
short period as a follow-up criterion, and we accordingly take 
necessary action. When repeating problems are indentified, we 
conduct a root cause analysis to determine the main cause, and 
prevent its repetition by taking necessary actions.

In 2014, as Turkcell, we 
received the “PCI DSS 
(Payment Card Industry - 
Data Security Standard)” 
certificate which is the most 
significant data security 
standard document in the 
world for card payment 
systems. Thus, we certified 
that we provide 100% credit 
card information security on 
all of Turkcell’s online sales 
channels with this PCI DSS 
compliance certificate.

For more detailed 

information, visit:
http://www.turkcell.
com.tr/tr/gizlilik-
veguvenlik Within our customer 

satisfaction policy, 
we place great 
emphasis on complaint 
management to assess 
the requests from our 
customers.

A complaint that 
cannot be resolved 

in the first stage and 
that requires detailed 

research

Instantly 
resolvable 
complaint

The Front Office 
responds to the 

complaint

CUSTOMER COMPLAINTS

We communicate with our customers in an open and transparent 
manner, and gather their complaints and requests through one 
of our channels which they can instantly and easily access. With 
these notifications, we can quickly resolve complaints with a 
customer oriented approach. 

We require identity verification and information security on 
our customer request and complaint delivery channels. Within 
this framework, all our corporate and individual customers 
can currently delivery their requests and complaints through 
Call Centres, Turkcell Communication Centres, Turkcell.com.tr, 
Superonline.net and Social media channels. In addition to these 
channels, our customers can send in their complaint regarding 
technical issues through BiP. We are continuing our operations 
for this channel to become more widespread. 

A complaint record is 
classified according to its 

main cause and transferred 
to the Back Office. The 
“Back Office” provides 

information regarding the 
status of the complaint 

throughout and after the 
resolution process by 

taking necessary action 
regarding the  

complaint

The Front Office unit 
creates a complaint 

record in accordance 
with the customer’s 

statement

http://www.turkcell.com.tr/tr/gizlilik-veguvenlik
http://www.turkcell.com.tr/tr/gizlilik-veguvenlik
http://www.turkcell.com.tr/tr/gizlilik-veguvenlik
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As a company that connects approximately 36 million people 
in Turkey and almost 69 million people worldwide to the rest 
of the world, we prioritise making the lives of our employees, 
business partners and all other stakeholders, primarily our 
customers, easier with our innovative products and services. 
Developments in the past half century such as increased access to 
communications technologies, the acceleration of technological 
advancements in more than one discipline, and the integration of 
telecommunications, informatics and the Internet of Things with 
each other have allowed the communications sector to gain a 
function beyond its conventional role. With our 99.8% coverage 
area, we are making investments so as to provide more coverage 
for people, and through reaching more people, we are contributing 
to social development and welfare through our numerous projects 
from smart living to health, education to the empowerment of 
women, cultural and art activities to disaster relief.

SOCIAL 
INVESTMENT 

PROGRAMMES 30 BILLION 
INVESTMENT 
IN OUR 
NATION IN  
21 YEARS

TRY
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10.2. Empowering 
and promoting the 
social, economic and 
political inclusion of all, 
irrespective of age, sex, 
disability, race, ethnicity, 
origin, religion or economic 
or other status by 2030

Through increasing 
women’s participation 
in economic and social 
life in Turkey, we aim 
to reduce the current 
divide in financial 
equality and equal 
opportunities.

WOMEN’S EMPOWERMENT IN THE ECONOMY

Reducing inequalities and empowering women, which 
hold significance among the Global Goals for Sustainable 
Development, are also among our priorities at Turkcell. Within 
this framework, we initiated the Women’s Empowerment in 
the Economy project in 2013 in collaboration with the Turkish 
Foundation for Waste Reduction (TISVA).

Communications technologies play a significant role in 
reaching and mobilising disadvantaged groups in terms of easy 
accessibility, being budget-friendly and access capacity. In 
the framework of enhancing information and communications 
technologies, one of the Global Goals for Sustainable 
Development regarding social gender equality, we provide 
financial support for our female entrepreneurs through www. 
ekonomiyekadingucu.com which we set up.

With this site, we are able to bring our female entrepreneurs 
together with volunteers that want to provide microloans, and 
are able to provide funds to these female entrepreneurs with a 

5.6. Enhancing the use 
of enabling technology, 
in particular information 
and communications 
technology, to promote the 
empowerment of women

MS. MELEK
Women’s Empowerment in the 
Economy Beneficiary

“My dream was to run a 
small farm to guarantee my 
children’s future and I was 
able to accomplish this with 
Women’s Empowerment in the 
Economy.”

MICROCREDIT 
SUPPORT  

EXCEEDING 

TRY 1
MILLION

70 
THOUSANDS 
FEMALE 

ENTREPRENEURS

At the 2014 Ethical 
Corporation Responsible 
Business Awards, we 
received an award in 
the “Most Effective 
Community Investment” 
category with our 
Women’s Empowerment in 
the Economy Project.

“crowdfunding” method which was initiated in Turkey for the first 
time with communications technologies. Volunteers can either 
directly support our female entrepreneurs or they can contribute 
to the “Entrepreneur Funding Pool”. With our project that 
completed its third year in 2015, we have contributed to 70,000 
female entrepreneurs in 69 cities to have their dreams jobs and 
contribute to the economy with these microloans. With our credit 
support exceeding TRY 1 million in 3 years, we have affected the 
lives of 300,000 people including our female entrepreneurs and 
their families.
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SNOWDROPS

Being aware of the unlimited potential and 
opportunities that children bear, we continue to work 
to create equal opportunities for all children. With 
the Snowdrops project that we initiated in 2000 
to contribute to the empowerment of girls, their 
inclusion in economic and social life, and to creating 
equal opportunities and gender equality throughout 
society, we support tens of thousands of girls that 
cannot continue their education due to economic 
reasons with the scholarships we provide, and we 
contribute to social development with the multiplier 
effect we create. 

In March 2010, the United Nations introduced 
Snowdrops to the world as an exemplary social 
responsibility project.

Providing quality, free 
and good education 
to all children without 
gender disparities 
plays a significant role 
among Sustainable 
Development Goals. 
With our project that 
has been ongoing for 
15 years, we have 
reached 30,000 female 
students through over 
100,000 scholarships 
we have provided, and 
we have supported 
our students complete 
their high school and 
university education.

4.1. Ensuring that all girls 
and boys complete free, 
equitable and quality 
primary and secondary 
education leading to 
relevant and effective 
learning outcomes by 2030

30 

THOUSANDS 
SNOWDROPS

OVER 

100 
THOUSANDS 
SCHOLARSHIPS
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EDUCATION WITHOUT BORDERS PROGRAMME

Equal access to all levels of education and vocational 
training for persons with disabilities, one of the Sustainable 
Development Goals, is of high importance for our vision of 
holistic and sustainable development. With the “Education 
Without Borders Programme” which we are carrying out in 
partnership with the Turkish Ministry of Education, we aim 
to support the development of disabled children that require 
special education, increase their vocational training and enable 
their participation in the community. With this vision, we aim 
to create professional workshops and technology classes in 80 

hearing impaired, we aim to contribute to disabled students’ 
development towards employment and to increase their personal 
development with the technology courses we will be providing. 
Additionally, we will help disabled students prepare for work life 
after school at the professional workshops we aim to set up at 
45 Special Education - Vocational Education Schools. With the 
information technologies classes we will be setting up, we will be 
providing our hearing impaired students with courses in graphic 
design, computer technologies and similar fields, and we will 
be supporting them in becoming experts and being employed in 
these fields. In the technology classes that will be set up for our 
visually impaired students, we will be supporting their personal 
and professional development by increasing their access to 
information with devices specially developed for our students.

schools where disabled students receive special education. We 
have taken the initial steps to carry out our goals, and in 2015, we 
opened our classes in 12 of our 80 schools. Within the project, we 
aim to reach 10,000 children in 2 years with the classes we will 
open in 40 cities. We have set aside a budget of TRY 7 million for 
the studios we plan on carrying out within the Education Without 
Borders Programme. 

By opening “Technology” and “Information Technologies” classes 
at 15 schools for the visually impaired and 20 schools for the 

7MILLION BUDGET FOR THE 
EDUCATION WITHOUT 
BORDERS PROGRAMME

TRY

4.5. Eliminating gender disparities 
in education and ensuring equal 
access to all levels of education 
and vocational training for the 
vulnerable, including persons 
with disabilities, indigenous 
peoples and children in vulnerable 
situations by 2030
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TURKCELL DIALOGUE MUSEUM

Dialogue in the Dark is an exhibition that was organised in 
Germany fro the first time to enable visually impaired individuals 
and the disabled to participate in social life on a global scale, 
to change the perspective of those taking part in the exhibition 
regarding visually impaired individuals and the disabled, and 
to create employment opportunities for visually impaired 
individuals with the awareness that the obstacles standing in 
the way of visually impaired individuals accessing education 
and participating in economic life are created due to society’s 
prejudices regarding individuals with visual impairment and 
inequality of opportunities. The exhibition, which has allowed 
over 8 million visitors in 135 cities in 32 countries until today to 
experience the everyday lives of the visually impaired, has been 
carrying out projects in Istanbul since 2013 to create awareness 
with the initiatives of Istanbul Social Enterprise hosted by the 
Metropolitan Municipality of Istanbul and İstanbul Ulaşım A.Ş. 

Logo Alternatif 01

HARUN SARIKAYA
Dialogue in the Dark Guide 

“I have been working as a 
guide for almost three years. 
Communicating, exchanging 
information and chatting with 
thousands of different people 
has developed my perspective 
on life and vision. There is an 
immense difference between 
where I started and where I 
am now. What pleases me the 
most is that by the end of the 
exhibition, the visitors can see 
that we are not disconnected 
from life, we are able to live 
and can remain connected to 
the world if there is actual 
support.”

ÖMER ŞIRIN
Dialogue in Silence Guide 

“The Dialogue in Silence 
exhibition, where I had the 
opportunity to meet new 
people and work with hearing-
impaired people like myself, 
not only changed my negative 
thought and perspective 
on life by generating an 
employment opportunity, but 
also allowed me to change the 
opinions of visitors towards 
us. Whereas, the visitors get 
the opportunity to know and 
understand our world and 
empathise with us. I have also 
witnessed people wanting 
to do something for us and 
wanting to learn sign language 
to communicate with us. 
They learned to become more 
sensitive towards us and to 
live in harmony with us. This 
is the best, most satisfying 
feeling.”

VISITOR VIEWS
 

“What I experienced was that 
all people are equal when you 
close your eyes.” 

As Turkcell, we have been supporting this exhibition since 2013 
under “People Without Boundaries” and have been providing our 
contribution to creating equal rights for disadvantaged groups in 
Turkey. In 2015, we expanded the scope of the exhibition within 
our business partnership aiming to understand differences, break 
down barriers and respect those that are different with the 
experiential learning method, and we established the Turkcell 
Dialogue Museum by incorporating the Dialogue in Silence 
exhibition. While raising awareness, we are also generating 
employment opportunities and providing benefits for visually-
impaired individuals and the disabled with the museum. At 
the Turkcell Dialogue Museum, we are employing 20 visually-
impaired individuals and 15 hearing-impaired individuals as 
guides. With the “Dialogue with Time” exhibition which we plan 
on incorporating into the museum, we are aiming at allowing our 
visitors to experience the old age of elderly individuals who are 
neglected by society and subjected to discrimination.
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DEVELOPERS OF THE FUTURE

The Developers of the Future project, which we initiated in 2013 
to increase everyone’s access to technology and information in 
Turkey and to fulfil Turkey’s potential in the software sector, is a 
mobile software ecosystem that is open to everyone that wants 
to develop software or to increase their knowledge on mobile 
software languages and web programmes.

Providing education, development and employment opportunities 
in informatics to almost 60,000 people around the world, mainly 
from Turkey, through gelecegiyazanlar.turkcell.com.tr to date, 
this ecosystem allows us to bring our information, experience 
and knowledge in integrated technology and communications 
services together with young people, and thus to support 
entrepreneurship and to come up with innovative ideas.

Apart from the online platform, we have shared our experiences 
and current information regarding the sector by coming together 
with over 6,500 students to date with our sharing meetings we 
have held at 101 universities in 81 cities in Turkey. With this project 
we initiated to strengthen Turkey’s position in software issues 
in the international arena, we not only promote consuming, but 
also producing technology. Therefore, we support our members in 
their production stages, and enable continuous development by 
bringing project developers and our mentors together. Additionally, 
we contribute to the surfacing of entrepreneurship potential by 
bringing participants together with leading corporations and 
non-governmental organisations in the sector. We encourage 
our participants to develop services in various areas such as 
health, education, finance and agriculture. Until this day, we have 
introduced 11,000 entrepreneurs with certificates of achievement 
into the sector with our education programmes.

With Developers 
of the Future, 
we contribute 
to generating 
employment and 
qualified workforce 
with our certified 
learning programmes 
and the business 
opportunities we 
provide within 
Turkcell while setting 
the potential of the 
informatics sector in 
Turkey into motion.

VOLKAN KILIÇ
Developers of the Future 
Stakeholder 

I came across Developers 
of the Future while I was 
searching for sources during 
my university education. I was 
able to receive support with 
my university lessons with this 
platform that easily explained 
the topics I needed. After 
learning the basics, I carried on 
to intermediate and advanced 
levels, and this became guiding 
for me. As everyone else 
taking the first step on this 
path, I remember my first step 
and the excitement of typing 
“hello world” onto the console 
screen. Developers of Future 
has a significant impact in 
maintaining that excitement 
and further advancing by 
adding more.

60,000

11,000

PERSON 
ECOSYSTEM

ENTREPRENEURS 
WITH CERTIFICATES 
OF ACHIEVEMENT
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Turkcell Volunteers, which was formed by Turkcell employees 
to provide moral and material support to volunteer work and 
has almost 2,000 regular donors, provides individual support to 
people and projects in need of aid with partnership established 
with non-governmental organisations. Our volunteer group 
that receives its budget from donations made by volunteers 
in projects creating value for children across Turkey with the 
belief that a difference can be made with cooperation. Turkcell 
Volunteers that has reached over 50,000 children with over 30 
projects focused on children and social responsibility such as 
“Mobile Kindergarten”, “Toy Hospital”, “Children to the Streets”, 
“Water Bowls for Birds”, “Sweet Serenity” since the day it 
was established continues to work together to make a positive 
difference in the lives of children.

In 2015, Turkcell Volunteers prepared presents specially for 
each child by gaining information about each student from 
their favourite colour to what they want to be when they grow 
up with the “Choose Your Sibling” project initiated to create a 
special bond between our volunteers and 1,094 children receiving 
their education in 11 village schools in 7 cities. Our volunteers 
added special notes to the presents for each child, and also met 
the basic needs of the children such as coats, boots, books and 
notebooks while sharing presents they thought would make the 
children happy. By personally visiting and handing out presents 
to children in villages in Samsun, Van, Sinop, Tokat, Diyarbakır, 
Çanakkale and Ordu, our volunteers had the chance to witness 
the children’s happiness. With our “Greetings from Hopa” project 
we initiated in 2015, we repaired the kindergarten of Sugören 
Primary School in Hopa’s Sugören Village, which suffered great 
damage from floods with our volunteers. While meeting the 
basic needs of the kindergarten, we also renovated the inside of 
this kindergarten, from the curtains to the tables. Our employees 
that met the basic needs of the students also painted pictures 
onto the school walls with the children and watched a theatre 
play with children that had never seen a play before.

TURKCELL 
VOLUNTEERS

FATIH GÜVEN
Turkcell Volunteers Stakeholder 

I joined Turkcell Volunteers for 
the first time in 2012 with the 
Curiosity Room project. We 
came together with children 
and made presentations 
with this project that aims at 
indoctrinating curiosity into 
children, and contributing to 
them becoming individuals 
that ask questions and second 
guess everything. Being 
together with the children was 
an absolute delight. Both the 
moral feeling of helping out 
and what we shared with the 
children and as well as being 
a part of such a project made 
me feel very lucky and special. 
Carrying out all this work 
with friends such as Turkcell 
Volunteers that support each 
other no matter what and work 
with their heart and soul for 
the same purpose was also a 
pleasure.

We also set up “Curiosity 
Libraries” at Sugören Primary 
School, Sinop Taşmanlı 
Dizdaroğlu Şehit Erol Keçeci 
Primary School, Tokat 
Karakaya Yunus Emre Primary 
School and Kahramanmaraş 
Çatova Secondary School for 
the children to acquire reading 
habits and to enable them to 
grow up as children that are 
always curious.

THE NUMBER OF CHILDREN 
TURKCELL VOLUNTEERS  

HAS REACHED50,000
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The employment, participation in social life and access to 
technology of the disabled plays an important role in carrying 
out our goal of fair and holistic social development which 
everyone can equally benefit from. Reducing inequalities holds a 
significant place in our Sustainable Development goal.

Our Turkcell Group Companies and Turkcell Call Centres employ 
500 disabled employees. 50 percent of our employees at Turkcell 
Global Bilgi Karaman and Van – Erciş Call Centres are made 
up of our disabled personnel. Whereas, all across Turkcell, the 
disabled constitute 3% of our workforce. Within the project we 
conduct with the Ministry of Communications, we are employing 
215 disabled citizens as home agents. Increasing our disabled 
employees’ physical access at workplaces, contributing to their 
personal development, and creating a safe and wholesome 
work environment for our employees are among our priorities. 
Therefore, we provide education and career development 
opportunities for our disabled employees, and create an equal 
and equally comfortable work environment for all our employees 
with our disability-friendly offices.

TURKCELL – YOUNG GURU ACADEMY (YGA) 
LEADERSHIP PROGRAMME  
FOR THE VISUALLY-IMPAIRED

We have developed the “Turkcell – YGA Leadership Programme 
for the Visually-Impaired” in partnership with Young Guru 
Academy to contribute to the personal development of students 
at schools for the visually-impaired. During the discovery 
process, the first step in the programme designed to train leaders 
and role model of the future, 50 visually impaired students 
studying at secondary school take part in a 10-week education 
programme. The most successful 25 visually impaired students 
which complete the programme then take part in a 5-day 
Leadership Camp. During the camp, the students go through an 
intensive training programme, and develop their skills through 
teamwork. At the end of the camp, 10 successful students receive 
one-on-one coaching from the role model leaders within the 
mentorship programme. 

ACCESSIBILITY 
AND INTEGRATION 
INTO SOCIAL LIFE

Under our “People 
Without Boundaries” 
project at Turkcell, 
we contribute to 
well-being being 
equally shared 
among everyone 
with the employment 
opportunities we 
create for the disabled, 
our education 
programmes, and our 
technology that we 
continuously improve 
and that increases the 
access of the disabled 
to our products and 
services.

10.2. Empowering 
and promoting the 
social, economic and 
political inclusion of all, 
irrespective of age, sex, 
disability, race, ethnicity, 
origin, religion or economic 
or other status by 2030
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TURKCELL DREAM PARTNER

With our “Turkcell Dream Partner” service that we brought to 
life to increase disabled citizens’ access to information with our 
products and services, we enable our disabled citizens to use 
information services such as current news from Turkey and around 
the world, columns, thousands of books from world classics to 
personal development, financial markets and weather, etc., and 
numerous courses in an audible way and for free. With our “Mobile 
Audio Description” service provided on a mobile application for the 
first time in the world, we describe films, including dialogue-free 
scenes in detail, and support the visually impaired in taking part 
in social life. We enable Dream Partner users to find stores and 
directions, and receive voice guidance with the navigation system 
developed with Beacon technology that we added in 2015.

SOLUTIONS FOR THE DISABLED

A few of our solutions for disabled customers are the free 
audible invoice and audible contract option, and the Ringback 
Tone service for hearing-impaired individuals to play “The person 
you have called is hearing-impaired. Please send an SMS or MMS 
to contact this person” to all callers for free. Providing audible 
location information provided in the Turkcell “Where Am I” 
service, and providing an SMS package service independent from 
our voice service to requesting subscribers are among our other 
services. Furthermore, we provide video call centre services to 
our hearing-impaired subscribers. Turkcell Video Call Centre 
which we provide for free to our hearing-impaired customers is 
our video call centre operation which can provide service in sign 
language.

Our “Mobile Audio 
Description” service 
which we developed for 
the visually-impaired in 
partnership with Young Guru 
Academy (YGA) and with 
the support of the Audio 
Description Association was 
awarded the “Best Use of 
Mobile for Accessibility and 
Social Inclusion” award at 
the Global Mobile Awards, 
the most prestigious 
award ceremony in the 
telecommunications sector.

Our Dream Partner project 
was given an award in a 
competition prepared by 
Massachusetts Institute 
of Technology (MIT) 
and organised by MIT 
Technology Review. 
Visually impaired Duygu 
Kayaman, one of the 
creators of the Dream 
Partner service, was listed 
among “the innovators of 
the year around the world” 
determined by a jury in 
the “Innovators Under 35” 
Competition.
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TURKCELL FARMERS UNION

With nearly 3.4 million farmers in Turkey, agriculture and 
agricultural labour has a significant impact on our entire 
nation’s development. We use our structure of integrated 
telecommunication technologies to enable the economic and 
environmental sustainability of agriculture, and to contribute 
to the development of farmers. With our Turkcell Farmers 
programme, we provide solutions that increase the productivity 
of 1.3 million farmer members and that are specific to their 

requirements, products they grow and region; and help increase 
productivity while contributing to the development of agriculture.

When our service cannot reach our farmers due to a low literacy 
rate, we personally talk to our farmers and enable them to 
benefit from our services. 

AGRICULTURAL INFORMATION PACKAGE

With the agricultural information package, we send daily 
SMS messages to farmers to inform them about agricultural 
developments and news in the country and specific cities. 

PRODUCT INFORMATION SERVICE

We send daily SMS messages that contain customised 
information and news on 5 main topics (Field Crops, Fruit 
Growing, Vegetable Growing, Livestock Farming and Organic 
Farming) and 52 subcategories according to the farmer’s area 
of work. Using this package, producers can choose as many 
products as they want to, and follow the agricultural news and 
growing suggestions about their crops. 

TURKCELL AGROMED: 
PERSONALISED AGRICULTURE CONSULTANCY

With the awareness that productivity varies upon the properties 
of the field and climate where the product is grown and the 
product itself, we developed the Turkcell AgroMed service which 
develops special solutions for each farmer’s field and product. 
All farmers subscribing to the Turkcell AgroMed service and 
registering their field and product can follow the transitional 
periods and physical condition of their products. For this project, 
we use the expertise of dedicated agricultural engineers and 
Turkcell’s technological infrastructure. These teams ensure that 
any problems that may arise during production are solved, the 
use of correct, modern production methods is supported, and the 
producer is informed with a personalised program throughout the 
production season. The service is supported by the call centre, 
dealership network and field visits by agricultural engineers 
when necessary, in addition to the SMS channel.

With Turkcell 
AgroMed, there is 
a 20% reduction in 
farmers’ costs and a 
10% increase in their 
yield.

1.3 MILLION 
TURKCELL 
FARMER 
MEMBERS
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While we use our integrated telecommunications’ power to 
support disadvantaged groups become a part of economic and 
social life, we also mobilise our technological infrastructure in 
disasters and emergencies for humanitarian aid as a part of our 
responsibility towards each person whose the lives we have 
touched.

EMERGENCY MANAGEMENT

At Turkcell, we manage emergencies under the Turkcell Natural 
and National Disaster Aid Team that we formed with 147 
employees from 9 different administrative units. The team 
follows natural disasters through various information systems, 
and coordinates the actions to be taken in emergency situations 
and the establishments to be contacted in the disaster areas.

During emergencies, we prioritise calls made from the disaster 
areas and follow social media posts that may be shared by 
disaster victims. We make sure that our users that may be 
affected by the disaster are safe and well in the disaster areas 
with SMS messages we send them. By sending our users in the 
areas free minutes and SMS packages, we ensure that they 

remain in contact with their loved ones and necessary contact 
numbers. In cases where we do not receive a reply to our SMS 
messages within an hour, we follow up on the situation of our 
users by calling them; and in cases where they require help, 
we share their location information with the Disaster and 
Emergency Management Presidency (AFAD) and take necessary 
steps to ensure their safety. We follow up on the safety and 
wellness of our users that cannot contact their friends and family 
by reaching their friends and family.

We reopen the telephone lines of our user’s whose lines have 
been shut down due to debts, and we support our users by 
postponing their billing transactions after a disaster.

With our Urgent SMS service that we developed to reach 112 
and 155 emergency service numbers to which SMS messages 
cannot be sent under number circumstances, we immediately 
view the location of the sender of SMS messages which are sent 
to emergency service numbers such as 112 and 155 and we share 
the content and location information of the SMS sent by the 
disaster victim with the closest Emergency Centre. 

HUMANITARIAN 
AID

 88 
THOUSANDS  

CARE  
CALLS

 17 
MILLION 

FREE CALL 
MINUTES

13.2 
MILLION 

FREE SMS

Between 2013 – 2015, 
we were beside our users 
during 42 natural disasters 
in 22 countries. We made 
88,000 care calls to tens 
of thousands of our users 
affected by the disaster and 
provided 17 million free call 
minutes and 13.2 million free 
SMS messages for our users. 
Additionally, we postponed 
the debts of 21,000 of our 
users. By following close 
to 24 million social media 
posts throughout and after 
disasters, we were able to 
conduct operations for the 
determination of the disaster 
victims in need of help.
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We continue providing support for the development of society in 
Turkey with our support for sports, cultural and artistic activities. 
Therefore, we play an active role in the development of sports, art 
and cultural activities in Turkey with our sponsorships, partnerships 
and the projects we develop.

SPORTS

FOOTBALL AND BASKETBALL

Since 2005, we have been continuing our support as the “Main 
Sponsor” of our National Football Team, of which we began as the 
“Official Communications Sponsor” in 2002.

As the largest supporter of football in Turkey, last year we also added 
“Official Communications Sponsorship of Spor Toto Super League” to 
our sponsorships and “PFD Football Awards Sponsorship” organised 
by the Turkish Professional Footballers Association in August 2015.

With the wish of furthering the value we place on football, we 
became the main sponsor of the Premier League Professional 
Football Clubs’ Foundation of Turkey (KBV) by signing a partnership 
agreement with the foundation. With this partnership, we aim to 
contribute to increasing the brand value of football in Turkey. As the 
main sponsor, we initiated the “Match of the Week” project with 
our slogan “Football’s So Great”. With this project, we aimed at 
increasing people’s interest in and enthusiasm for football and filling 
stadiums with the idea of creating a football festival environment. 
We plan on expanding the content of the “Match of the Week” 
project with various activities and initiatives in the coming terms. 
We continue to develop sports in Turkey by contributing to the 
development of basketball. Since 2002, we have continued to 
support our National Basketball Team that represented Turkey in 
the 2015 European Basketball Championship.

In 2002, we began our journey as the official communications 
sponsor of our Men’s National Basketball Team that inspires and 
encourages new generations, and have continued our support as the 
“Main Sponsor” since 2006.

We aim to increase the participation of women in all sports 
branches, to support women’s basketball, and to enable the 
coming generations to benefit from this support. To this end, we 
have signed a new two-year sponsorship agreement involving 
the Women’s National Basketball Teams. Within this agreement, 
we have become the “Main Sponsor” of the Women’s National 
Basketball Team, which will be taking part in the Olympic 
Qualifying Tournament in France in June 2016, as well as all 
categories of women’s national teams.

NATIONAL BLIND TEAM AND LEAGUE

We continue our sponsorship efforts in sports for our disabled 
citizens to take part in everyday life in partnership with the 
Blind Sports Federation. With our partnership with the Turkish 
Football Federation and Turkish Blind Sports Federation, we 
have supported the National Blind Football Team as the “Main 
Sponsor” and the “Turkcell Voice-Seers League” which is a 
football league for the visually-impaired as the Name Sponsor.

OUR CORPORATE 
SUPPORT

As a result of all our 
efforts, the support 
we have provided 
football in Turkey in 
13 years has reached 
TRY 400 million.
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THE “VOICE-SEERS” FOOTBALL LEAGUE AND B1 NATIONAL 
FOOTBALL TEAM

Following cycling, we have contributed to football as the 
main sponsor of the Blind Sports Federation to increase equal 
opportunities for our visually-impaired citizens. Furthermore, 
we continue to support the “Voice-Seers League” and B1 
(completely blind) National Football Team on their way to the 
2016 Paralympic Games in partnership with the Turkish Football 
Federation and Turkish Blind Sports Federation.

SWIMMING AND ATHLETICS

We will continue to support Swimming and Athletics projects 
which we initiated in 2013 in partnership with the Turkish Ministry 
of Youth and Sports until 2020. Therefore, we plan to invest TRY 
28 million in these projects.

With the project, in which we remain active throughout every 
stage, we aim to increase Turkey’s representation and success 
in international mediums and to reach our aim of 200,000 
qualified athletes. We are conducting operations with Athletic 
and Swimming Federations on various project elements including 
athlete selection and improvement methods, management and 
institutional development consultancy with different sponsorship 
models we have developed. We aim to establish federations 
that prioritise organisational structuring and work for attaining 
sustainable success by training successful national athletes for the 
2016 and 2020 Summer Olympic Games which are among future 
goals in swimming and athletics. Moreover, we aim to spread 
swimming and athletics to a wider audience. We do our very best 
to bring success and development to Turkish sports by reaching 
more people each passing year with our contributions.

We provide the biggest 
support in amateur 
sports in Turkey.

200,000
QUALIFIED 
ATHLETES  

IN SWIMMING AND 
ATHLETICS BY 2020
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TURKCELL OLYMPIC PERFORMANCE PROJECTS IN 
ATHLETICS AND SWIMMING

We have been developing projects for our National Teams to 
achieve success in national and international arenas with the 
significance of sports and athletes improving in Turkey. We 
planned to not just limit our projects which we initiated in 2013 
with professionals, but to also transform them such that they 
contain and place emphasis on amateur sports spirit. In order to 
reach and maintain success, we aim to carry out a New Era New 
System approach. We continue our activities, following in the 
footsteps of the 360 degree approach in various areas with our 
project coming to life.

By aiming at increasing the number of races for infrastructure 
branches, we wish to contribute to training more qualified 
athletes. Focusing on the moments when future athletes 
are introduced to sports, we have initiated operations to 
put international sportive training systems into practice in 
our country. We have planned courses for cooperation with 
expert members in our federations to improve the training and 
development of our trainers who are have the most significant 
role, as well as their family, in training these future athletes.

We have taken the first steps to bring our Olympic Performance 
Centres to life to increase our professional athletes’ success 
by establishing international partnerships. Furthermore, we 
have developed our infrastructure with the support of our 
technological skills and expertise in areas we can advance with 
the power of technology to contribute to the development of our 
project. Also, we continue to provide significant support to team 
sports and individual sports with the notion that this support 
will pave the way for our country’s development in other sports 
branches. Following our sponsorship to Marsel İlhan and Çağla 
Büyükçay who have broken ground in Turkish tennis, we have 
also begun to support our national swimmer Ediz Yıldırımer who 
has displayed his potential with his performances in international 
races in partnership with the Turkish Swimming Federation.
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TURKCELL GALLIPOLI MARATHON

The Turkcell Gallipoli Marathon held on the 100th anniversary of 
the Gallipoli War took place on the 4th of October 2015 with the 
participation of over 2,000 professional and amateur athletes from 
13 countries with the sponsorship of Turkcell on the historic Gallipoli 
peninsula. Our support for the marathon will continue to grow this 
year as well. 

CULTURE AND ART PROJECTS

With our view that the development of society will be possible with 
holistic improvement, we support cultural and artistic activities as well 
as sports in Turkey. In order to create a suitable environment for art to 
develop and to promote artistic activities in Turkey, we continue to be 
the “Communications and Technology Sponsor” of the Istanbul Modern 
Gallery since 2012, which is Turkey’s first contemporary and modern art 
museum. Within this framework, we have installed talking tags with QR 
code and NFC technologies by developing solutions and applications 
unique to the museum. We have pioneered in Turkey with the first 
museum application compatible with Beacon to make the lives of art-
lovers easier. As the “Communications and Technology Sponsor” for the 
Sakıp Sabancı Museum in 2014, we made purchasing tickets easier and 
provided conveniences at the museum entrance for museum visitors 
with the “My Mobile Ticket” service. Additionally, for the first time in 
Turkey, we designed education programmes for children of 0-36 months 
to participate in at museums with their families.

We will continue our support and culture and art projects by integrating 
Turkcell technology into museums in order to ease and improve lives. 
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TURKCELL ACADEMY

In 2006, we established Turkcell Academy, our platform 
where we provide various learning content to contribute to 
the development of our employees as well as our business 
ecosystem based on our value of “investing in people”. With 
the courses we have prepared by following global trends 
and developments, we support our employees teaching 
voluntarily and fund their education through internal 
resources. By digitizing Turkcell Academy, in which we 

TURKCELL ACADEMY AND ECOSYSTEM DEVELOPMENT IN NUMBERS

2012 2013 2014 2015

Number of Participants in the Courses 669,000 634,000 826,000 925,000

Total Training Hours 1,375,000 1,320,000 2,162,000 1,890,000

Number of Turkcell Academy Instructors 810 758 700+ 800+

Internet Based Courses – All Courses Ratio 85% 87% 87% 80%

Number of Business Partners Taking Courses 400+ 400+ 400+ 400+

At Turkcell 
Academy, we 
provided about 1.9 
million hours of 
education to about 
925,000 people in 
our ecosystem in 
2015.

OUR TRAINING PERFORMANCE

Number of 
Participants

Total Training 
Hours

2012 2013 2014 2015

669,000 634,000
826,000

925,000

1,375,000

2,162,000

1,320,000

1,890,000

provide the latest virtual classes, web-videos, e-learning and 
mobile learning technologies in education and development 
solutions, in 2014 to support “equal opportunities in education” 
and accessibility, we have made this platform available to the 
whole of Turkey. We are contributing to everyone receiving the 
education they want by developing Turkcell Academy according to 
our mission of learning “again and afresh”. 

While we ensure the development of our employees and 
continuity of their performance with the solutions we offer 
at Turkcell Academy, we also offer our business partners 
and promising young people the opportunity to improve 
themselves. At the Academy, we gave approximately 36 
hours of education per person.
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The education programmes we offer our employees:

• Beginning Work Programme

• Leadership Development Programme

• Customer Development Programmes (Training given to 
Marketing – Sales Functions and Dealership Channels which 
are in direct contact with customers)

• Technology Programmes (All courses that produce and use 
technology)

• Functional Development Programmes (Special development 
programmes for all functions such as Finance, Human 
Resources)

• Personal Development Courses – HAP (Programmes For Life)

• Occupational Health and Safety, Information Security and 
other mandatory courses bound to regulations

DEVELOPMENT OF OUR ECOSYSTEM WITH UNIVERSITY 
PARTNERSHIPS

Among our ongoing partnerships as of 2015 is the MBA Certificate 
Programme we have organised with the contributions of Bahçeşehir 
University. We aim to increase the command of customer 
managers’ business world dynamics with their participation in the 
certificate programme. Additionally, we initiated the development 
programme “Real-Time Business Solutions” for our Corporate Sales 
teams with our aim of transforming Turkcell’s corporate customers 
into “Real-Time Businesses” and increasing their productivity by 
digitalising their business methods. With the “Retail Management 
Certificate Programme” we prepared together with Koç University, 
we aim to increase the expertise of our teams carrying out the 
retail management of exclusive and non-exclusive channels. 
Another development programme initiated in 2015 was the “TİM 
Coordinator Development Programme” which we prepared together 
with Okan University. By enabling the participation of coordinators 
working at Turkcell Communications Centres having more than one 

store in this programme, we aim to contribute to the development 
of their management skills and retail visions. Furthermore, we also 
reached about 18,000 people by organising profile-based courses for 
increasing the expertise of our field personnel.

Within our university partnerships, we brought 16,000 students 
from 32 universities together with our managers at 65 events. 
At these events, we shared our knowledge in “Transformation in 
Society with 4.5G”, “Mobile Innovation”, career, leadership, new 
technologies and entrepreneurship with young people.

REGIONAL ACADEMY TRAINERS SUPPORT FOR OUR 
EMPLOYEES

We have contributed to finding specific solutions for local needs 
with our regional academy trainers to increase the knowledge and 
skills of our employees working at Corporate Solutions Centres, 
Fibre Solution Centres and TİMs (Turkcell Communications Centres).

We initiated the “TİM Transformation Development Programme” 
for the employees of 60 renewed stores to provide unique 
customer experience oriented service at TİMs. In the programme 
including our employees and store managers, we presented 
simulation workshops increasing knowledge with digital and 
in-class education under retail, smart devices, customer processes 
and systems, service and sales skills from a single point, unique 
customer experience and store management.

OUR TECHNOLOGY DEVELOPMENT PROGRAMMES

In 2015, we carried out 700 courses for improving the expertise 
of our technical teams. Furthermore, we offered development 
solutions regarding project management to 297 analysts in the 
Analyst Development Programme and 57 project managers in 
the Project Management Development Programme. We also 
contributed to the development of 2,200 people working with 
Regional Solutions Partners for the continuity of our network’s 
quality with 110 in-class and distance courses.

We are carrying 
out university 
– industry 
collaborations 
within our work 
with universities 
under Turkcell 
Academy. Thus, 
with the nine 
certificate 
programmes 
we prepared 
throughout 
October 2014 – 
December 2015, 
we contributed to 
creating skilled 
workforce for the 
informatics sector 
by reaching out to 
2,000 students at 
14 universities.

Our “Ground Breaking 
Customer Experience” 
implementation designed 
to increase customer 
satisfaction and benefit-
oriented solutions sales 
was deemed worthy of a 
silver prize in the “Best 
Program for Sales Training 
and Performance” category 
at the 2015 Brandon Hall 
Awards.

OUR LEADERSHIP AND 
SKILL DEVELOPMENT 
SOLUTIONS

With our leadership and skill 
development solutions, we aim 
to transform the development 
investment to carry Turkcell 
Group into the future, from 
a new manager to a CxO 
level, into a measurable value 
for the company. In 2015, 
we continued to contribute 
to the development of our 
leaders with programmes 
aimed at approximately 950 
managers in Turkcell Group in 
general, and organised by our 
Academy Leadership and Skill 
Development Team.
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OUR PERSONAL DEVELOPMENT PROGRAMMES

We continue to carry out our “Programmes of Life” courses to 
support the personal development of our employees. By adding 
different and experimental courses to our programme in 2015 
which reached 28,000 people in five years, we have provided 
different experiences to our employees such as sailing, a visit to 
the Turkcell Dialogue Museum and pilot training.

contributing to the development of employees with new 
generation learning methods, educational consultancy services 
and current content. With the infrastructure we provide, 
employees can receive education, be assessed with exam systems 
and access current and accurate information when they want.

TURKCELL ACADEMY CERTIFICATION PROGRAMMES

In our programme followed by 120,000 people, we have provided 
access to Turkish and English material equivalent to the courses 
provided in a semester at MIT in “The Basics of Entrepreneurship” 
and “Entrepreneurship From the User”. Moreover, we have 
supported our entrepreneur that completed the Turkcell – MIT 
Innovator’s MBA programme ranking first to join the MIT 
Entrepreneur Bootcamp, which is organised at MIT and only a 
limited number of entrepreneurs are allowed to enter, so as to 
support the entrepreneurship ecosystem in Turkey.

In terms of partnerships with universities, we have played an 
important role in providing equipped workforce to the sector by 
initiating the “Sales and Retail Development Programme” and 
“SPL Licence Level 1 - Programme for Exam Preparation” with 
Bilgi University and “Call Centre Certification Programme” with 
Ege University in 2015. We also provided the opportunity for 
individuals wishing to improve themselves in marketing to come 
together experts with digital courses in the “Turkcell Academy 
Marketing Certification Programme”, one of the top searched 
programmes by young people.

EDUCATION WITHOUT BOUNDARIES

Education Without Borders is among the development topics we 
provide on the Turkcell Digital Academy platform. We support 
raising social awareness for the disabled to be employed and 
educated, and their lives being made easier with “Education 
Without Borders”. We also support the disabled and their 
families with the fundamental courses we provide on the Turkcell 
Digital Academy platform.

As Turkcell Academy, 
we have been given 
over thirty international 
prestigious awards 
since the day we were 
established. In 2015, we 
were awarded “The Best” 
award by being selected 
“The Best Corporate 
University” by the 
Association for Talent 
Development (ATD).

In 2015, we were 
awarded first prize in 
the “Customer Focus” 
category, in which we 
were evaluated for the 
value we present to our 
customers with Turkcell 
Digital Academy.

Having more than 
3,000 courses, 
more than 9 million 
educational views 
and providing the 
opportunity to learn 
English and prepare 
for exams to over 
600,000 people, 
Digital Academy has 
become a platform 
providing solutions 
adding value to the 
business world and 
society in a short time 
with its rich content 
in 2015.

By establishing a 
strategic partnership 
with Massachusetts 
Institute of 
Technology (MIT) 
to support equal 
opportunities in 
education, we offered 
the first online 
Innovator’s MBA 
Program in the world 
through EdX and 
Turkcell Academy 
Platform free of 
charge.

28
THOUSANDS 
TURKCELL DIGITAL ACADEMY

In 2014, we initiated Turkcell Academy to share our expertise in 
information and development with the whole of Turkey and to 
“create equal opportunities in accessing information”. Anyone 
wishing to develop themselves in “English”, “Exam Preparation”, 
“Professional Development”, “Coursera” and “Khan Academy 
Turkish” and MITx through computers and mobile devices can 
benefit from thousands of courses in video and e-learning format.

CONTRIBUTING TO THE DEVELOPMENT OF THE 
ECOSYSTEM WITH TURKCELL ACADEMY CORPORATE

In 2015, we initiated “Turkcell Academy Corporate” by expanding 
our area of activity to spread online education processes, which 
are rapidly developing across the world, in Turkey. Furthermore, 
we offer services to our corporate customers with online 
courses allowing the development of employees to become more 
efficient through Turkcell Academy Corporate.

As Turkcell Academy, we are pioneering in transforming the 
ecosystems of corporations to become more efficient while 

THE NUMBER OF 
EMPLOYEES REACHED 
IN 5 YEARS WITH 
PROGRAMMES FOR LIFE
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With the awareness that we can spread our responsibility 
approach with our ecosystem partners, we also share this with 
our suppliers.

By determining our relationship with our suppliers, we have 
established the Turkcell Group Ethical Rules for Procurement 
to standardise our business relation and to make this relation 
more transparent. Ethical Rules for Procurement contain our 
expectations with the following subheadings: legal requirement, 
child labour, harassment, bribes, severance, working times, 
non-discrimination, health, safety and environment. We publish 

these Ethical Rules for Procurement on the online supplier portal 
which our suppliers use to reach us. Additionally, by sharing the 
printed version of the rules with our suppliers, we ensure that 
they vow to tailor their activities and business approaches to our 
principles.

We place emphasis on managing our relations with our business 
partners in accordance with rules and regulations. As part of our 
expectations, it is compulsory for our suppliers to comply with 
the legislation in general and the Turkcell Group Ethical Rules for 
Procurement.

SUPPLIER 
RELATIONS AND 
PROCUREMENT

We lay emphasis on 
working with local 
suppliers with our 
mission of contributing 
to the nation’s 
economy.

The Supplier Portal is 
a website designed to 
be first and primary 
channel for Turkcell’s 
current or potential 
suppliers to reach 
Turkcell’s procurement 
team.
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First of all, we conduct a preliminary assessment in the supplier 
selection process so as to work with the supplier we select 
for many years and to foresee the continuity of the service we 
receive. We evaluate the supplier taking references provided 
on the basis of paying taxes, and financial and technical 
competencies into account. Furthermore, we evaluate our 
suppliers based on our green procurement principles we have 
established with our awareness for environmental effects. We 
place importance on purchasing materials and equipment that can 
become energy efficient with the latest technology and designs.

At the end of these assessments, we inform the respective 
procurement manager and officers about potential risks and 
the status of the supplier. We sign standard and work based 
contracts with all suppliers who pass the preliminary assessment 
and with whom we plan on working. The respective contract 
contains articles regarding respect for human rights, social and 
environmental criteria. Moreover, the suppliers vow to ensure 
the articles in the Turkcell Group Ethical Rules for Procurement.

We evaluate suppliers that have quality management and 
information security management certificates, are conscious 
of environmental effects, and work with the awareness of 
social responsibility together with other criteria, however such 
suppliers are prioritised.

OUR CIPS CORPORATE PROCUREMENT CERTIFICATE

With over 100,000 corporate members, Turkcell Group was 
awarded the “CIPS Corporate Procurement Certificate” by the 
Chartered Institute of Purchasing and Supply (CIPS), one of the 
most prestigious procurement organisations in the world. Following 
a 6-month review period, the Turkcell Group Finance Procurement 
Department which was found to conform to the certificate was 
assessed in 110 different criteria under the following 5 main titles: 
“Leadership and Organisation”, “Strategy”, “People”, “Processes 
and Systems”, and “Performance Management”. As one of the few 
127 companies to have this certificate in the world, Turkcell became 
the first company in Turkey to receive the certificate. With this 
certification, Turkcell documented that it exhibited conformity to 
“independently accredited” business practices and international 
procurement management certification, and that it efficiently 
manages procurement processes with consistent and transparent 
processes, standards and documents, and works in accordance with 
international standards.

SUPPLIER’S VOICE AND INNOVATION

Our Supplier’s Voice service is a communications platform 
developed to gather the ideas, suggestions and feedback of 
our suppliers, and to enable them to directly contribute to our 
improvement in terms of process and system. With this platform, 
we receive new ideas, project suggestions, questions, complaints 
and requests from our suppliers to develop products/processes/
systems, and also create new and different development 
opportunities with a versatile business partnership approach, 
rather than just a commercial perspective. Thus, Turkcell Group 
Procurement can easily access independent views to contribute 
to continuous development, and can transform these views and 
suggestions into projects with its suppliers. Furthermore, our 
suppliers can send all suggestions, questions and complaints 
through the Turkcell Supplier Portal or to  
tedarikciportal@turkcell.com.tr.

Turkcell Group Procurement is managed in the following 5 main 
categories: information technologies, corporate procurement, 
field services procurement, network procurement, and 
commercial procurement. Either the previous work experience 
or education of our procurement category managers assigned 
under categories concerns the sector of the product they supply. 
Also, we support all our procurement category managers with 
courses regarding their fields within Procurement Development 
Programmes planned by Turkcell Academy.

AUDITING SUPPLIERS

We inspect the suppliers in our portfolio by means of a 
Supplier Management System. As part of this system, we 
periodically perform supplier assessments and audits of which 
the frequency varies according to the class of our suppliers. In 
these assessments and audits, by supporting the implementation 
of Turkcell’s purchasing policies, we aim at applying standard 
principles in supplier management, increasing transparency in 
the communication we establish with them, creating a supplier 
quality management process and developing new supplier 
management strategies. We share any non-compliances detected 
as a result of these assessments and audits with our suppliers in 
the format of a report. We ask the supplier to prepare an action 
plan for the elimination of the reported non-compliances, and 
follow up on the actions within the planned schedule.

At the end of assessments and audits, the development actions 
and areas of improvement are identified for the next period 
and are followed up based on the supplier’s score. We blacklist 
suppliers with due to reasons such as breach of information 
security, refusal to be audited by Turkcell, giving inaccurate 
and misleading information, withholding information, risking 
business and human lives and demonstrating unethical 
behaviour.
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As Turkey’s integrated communications and technology company, 
we are aware of our environmental responsibilities. We identify 
our environmental impact areas, and manage our operations 
taking these areas into consideration.

With the innovations in the telecommunications sector, in 
which we operate, we are aware that the business world greatly 

contributes to reducing environmental impacts. We place emphasis 
on accord with the environmental policies in the Sustainable 
Development Goals of the United Nations Development 
Programme. While we support sustainable industrialisation with 
our technologies, we establish our infrastructure considering 
the future of climate and the environment. We aim to reduce our 
environmental impacts while improving our services.

Furthermore, we also aim for less carbon emission while 
closely following our carbon footprint in our fight against 
climate change. With each passing year, we increase our use of 
renewable energy sources in our business processes. We focus 
on saving energy in our process improvement efforts to increase 
energy efficiency. We reduce and eliminate our waste by sorting 
it at its source.

9.4. Upgrading 
infrastructure and 
retrofitting industries to 
make them sustainable, 
with increased resource-
use efficiency and greater 
adoption of clean and 
environmentally sound 
technologies and industrial 
processes, with all 
countries taking action 
in accordance with their 
respective capabilities by 
2030
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Climate change stands out as a global issue. We handle climate 
change as a significant risk in parallel with Climate Action, one 
of the Sustainable Development Goals, and focus on energy 
efficiency in battling with climate change. Each year, we minimise 
our carbon footprint with our efforts to reduce emissions. Due to 
the high energy consumption of data centres, these data centres 
constitute the most important part of our efficiency efforts. 

CLIMATE  
CHANGE 

AND ENERGY 
EFFICIENCY

13.3. Improving education, 
awareness-raising and 
human and institutional 
capacity on climate change 
mitigation, adaptation, 
impact reduction and early 
warning

We are the first GSM 
company to have ISO 
50001 and ISO 14064 
certificates.

We received the highest 
scores among the 
companies in the “Carbon 
Disclosure Leadership 
Index”, in which 
companies disclose their 
climate change strategies 
using the CDP platform. 
As one of the 5 companies 
within the top 10% group 
of the index in 2015, we 
were awarded the “CDP 
2015 Turkey Climate 
Disclosure Leadership” 
award. 

At the Global Mobile 
Awards, we advanced to 
the finals with 4 projects, 
one of which concerned 
the environment. In 2015, 
we represented Turkey 
in four categories at the 
Global Mobile Awards 
which determines the 
leader of the mobile 
communications world. 
Additionally, we were 
among the GSMA finalists, 
in which only the best 
compete, with our Energy 
Management Programme.

With new generation energy efficient equipment we use in our 
network, we are able to save energy and are continuing to make 
investments to reduce our carbon footprint.

2014 became a year, in which we broke new ground in terms of 
the environment. With our systematic approach towards energy 
management in the mobile communications sector, we became the 
first GSM company to receive the ISO 50001 Energy Management 
System Standard certificate in 2014. In 2014, we received the  
ISO 14064 Accounting and Verification of Corporate Greenhouse 
Gas Emissions document to fulfil the expectations of our 
stakeholders and to also fulfil our responsibilities in battling 
against climate change. In the same year, we began CDP (Carbon 
Disclosure Project) reporting. In 2015, we saved over 350,000 
kilowatt hours of energy with our transition to LED lighting 
systems in our plaza buildings, and energy efficiency efforts our 
air conditioning systems, including changing the chillers, pump 
and air conditioner revisions at Samsun Plaza. Additionally, we 
were able to reduce our energy consumption by approximately 
2,000,000 kilowatt hours by switching off servers we don’t use at 
Turkcell and Superonline data centres and with reduced thermal 
load due to these switched off servers. With the reduction in 
energy consumption due to the systems we switched off, we were 
able to save approximately TRY 550.000. While we saved about 
13 million kilowatt hours of energy with our energy efficiency 
projects at our plaza buildings, data centres and cell towers in 
2015, we also prevented 5,985 tonnes of CO

2
 greenhouse gas 

emissions.

TOTAL GREENHOUSE GAS EMISSIONS (tonnes CO
2
E)

Year Scope 1 Scope 2

2014 13,471 276,612

2015* 15,155 288,560

* Superonline was included in the 2015 emission calculations.
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Cell towers form the basis of the service we provide to offer high 
quality integrated communications and technology services and 
to fulfil the future needs of our customers. During the set-up 
and inspection process of cell towers, we display a scientific 
and strategic approach, in which criteria such as network 
requirements including the 4.5G network, customer feedback 
regarding network performance, investment analyses and 
geographical structure of the cells’ location are evaluated.

As Turkcell, our priority in all stages of cell towers from the 
planning to design, set-up to use and maintenance stage 
is to reduce environmental impact with human health and 
safety. During the set-up and inspection stages of cell towers, 
electromagnetic field intensity is regularly measured, and 
we manage all processes according to the Regulations on 
the Identification, Control and Inspection of Exposure Limit 
Values for the Electromagnetic Field Intensity from Electronic 
Communication Devices According to International Standards. 
We also conduct greenhouse gas reduction efforts at our 
stations within the framework of reducing the environmental 
effects of cell towers and our battle with climate change. We are 
able to reduce our carbon footprint with our energy efficiency 
and energy management efforts, and by increasing our use of 
renewable energy. Between 2013-2014, we exceeded our aim 
of a 3.6% reduction in our Scope 2 emissions from cell towers 
with a reduction of about 5%. We reduced our electricity 
consumption with improvements in energy consumption and 
innovative practices such as passive cooling. Taking energy 
requirements of cell towers that vary in different periods of the 
day into account, we established an energy management system, 
in which we developed power saving algorithms.

In 2015, we saved energy at our cell towers with energy 
efficiency efforts that include switching to air conditioners with 
on-off inverters and using passive cooling systems and efficient 
outdoor cabinets.

CELL TOWERS

In 2015, we produced 
365 megawatt hours 
of electricity from 
renewable energy 
sources with solar 
panels and wind 
turbines on 26 of our 
cell towers.

7.2. Substantially 
increasing the share 
of renewable energy 
in the global energy 
mix by 2030
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WATER MANAGEMENT

We view reducing water consumption and increasing water 
efficiency as our environmental responsibilities. The most 
significant part of water consumption happens in our office 
buildings, and we focus in this area for our water saving efforts.

Adding aerators that enable a softer water flow and save water 
by mixing water with air to our water fixtures in our buildings, 
and changing old fixtures with fixtures that use water more 
efficiently are among our efforts for water efficiency. By saving 
TRY 75,000 annually with changes we have made to fixtures, we 
have annually saved 25% in water consumption. 

WASTE MANAGEMENT

Minimising waste production and recycling waste as much as 
possible are part of our environmental responsibility.

We are making efforts to reduce the use of paper and printer 
ink, and separately collect paper, plastic and household waste 
at our offices. By cooperating with the provincial and/or 
district municipality where are plazas are located, and relative 
establishments, we steer this separated waste to recycling plants. 
Furthermore, we prevent oils from mixing with waste water by 
separating used oils with our collecting systems. We manage all 
processes concerning our wastes, including hazardous wastes, in 
accordance with relative regulations.

TOTAL AMOUNT OF WASTE (tonnes)

WATER AND 
WASTE 

MANAGEMENT

TOTAL WATER CONSUMPTION (m3)

Year Volume

2014 66,196

2015 67,386

Type of Waste 2014 2015

Household Waste 513.1 587.3

Waste Oil 2.8 3.1

Generator Oil 3 2.7

Paper 44.5 76.7

Batteries 0.9 1.4
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GOOD PRACTICES

APİS ENERGY EFFICIENCY PROJECT
We not only provide energy efficiency in our operations and 
value chain but also with various projects. We initiated the “APİS 
Energy Efficiency Project” in partnership with the Governorship 
of Bursa and the Bursa-Eskişehir-Bilecik Development Agency 
(BEBKA) and with the support of the Bursa branch of the Energy 
Efficiency Association under the coordination of Bursa Yeşilyayla 
Technical and Industrial Vocational High School. With the 
main objective being the efficient and effective use of energy 
sources, the project determined excess electricity consumption 
and the use of reactive energy at 20 schools in Bursa and thus, 
saved TRY 39.000 worth of electricity in a year. This project was 
presented awards at the 2014 Efficiency Projects Awards held by 
the General Directorate of Efficiency at the Ministry of Science, 
Industry and Technology. The project was chosen as the third best 
project in Turkey in the public category. 

We aim to spread our awareness for saving energy with our 
subscribers as well. Therefore, we promote the use of e-invoices 
and SMS-invoices as an environmentally-friendly service that 
reduces both paper consumption and carbon emissions. Thus, we 
saved about 21,559 trees only in 2015.

“OUT WITH THE OLD, IN WITH THE NEW”

We aim to recycle old or unused mobile telephones, thus, 
minimising their potential environmental effects and adding the 
raw materials in these telephones to the economy again. We plan 
to recycle 12,500 telephones in the first half of 2016 within our 
planned “Out With the Old, In With the New” campaign.

We save 21,559 
trees from being cut 
down every year with 
e-invoices and SMS 
invoices.

EMPLOYMENT OF CISCO SYSTEMS 

In 2015, we made over 69,000 calls with this system that contains 
over 300 video conference devices we set up in our offices. By 
holding our meetings in such a way, we are able to prevent the 
greenhouse gasses and costs caused by transportation and to 
also save time. 623 of our employees are able to connect with the 
software we have loaded onto their computers or iPads. We are 
continuing to work to offer this service to all our employees.
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M2M TECHNOLOGY

With smart services provided by machine to machine (M2M) 
communication, businesses are able to save a lot while 
instantaneously tracking their energy consumption. Additionally, 
energy data can be transferred faster from sites to centres with 
the speed provided by 4.5G, consequently, both energy efficiency 
and economic yield increase. In the past two years, we have saved 
energy in many areas and contributed to the nation’s economy 
with the use of M2M solutions. With this technology which has a 
wide area of use from logistics to agriculture, water and electricity 
meters to domestic appliances and housing, we contributed to more 
than TRY 2.1 billion to the nation’s economy between 2013-2015.

By consuming 80.2 
million kilowatt 
hours less energy 
in 2015 with M2M 
technology, we 
were able to save 
one year’s worth of 
energy consumed 
in about 30,000 
households. With 
Turkcell M2M Smart 
Vehicle solutions, 
we were able to save 
TRY 1.5 million in the 
nation’s economy in 
2015 by optimising 
the fuel consumption 
of vehicles on the 
roads.

We received the innovation award in the Business Services 
category at the Global Telecom Business Innovation Awards 
with our Smart Energy Tracking Service.

DR. REHA ÇETIN
General Manager, Aktek Bilişim 

“With its constant 
investment in technology 
and infrastructure providing 
continuous communication, 
Turkcell has given full support 
to us reaching our goals.”

TURKCELL SMART ENERGY 
TRACKING SERVICE

With the M2M communications 
solutions we provide, 
businesses can track 
and manage their energy 
consumption all over Turkey 
on a single map. Precautions 
can be taken by previously 
foreseeing reactive fines with 
Turkcell Smart Energy Tracking 
Service, thus, the sustainability 
of both environmental and 
financial sources can be 
significantly increased. All 
21 electricity distribution 
companies operating in our 
country work with Turkcell in 
smart energy, and also every 3 
out of 4 businesses prefer only 
Turkcell’s infrastructure.

We try to provide the 
technological infrastructure 
that especially the energy 
sector requires to increase 
efficiency and conservation 
in numerous stages from 
production to distribution with 
the tracking service we have 
developed.

With the Remote Automatic Meter Reading Project, we are 
able to reduce leakages of up to 70% and to contribute to the 
nation’s economy since 2012, and prevent our nation’s economy 
from being wasted.
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In addition to these applications, we ensure that our buildings 
continue to use energy and water efficiently with operational 
efficiency efforts. By regularly carrying out maintenance, we follow 
up on the efficiency of all our equipment with planned maintenance 
and measurements. We save energy by adjusting our lighting 
according to exterior light intensity. We operate all equipment in our 
buildings based on a timetable we prepared according to requirements. 
Furthermore, we can track energy consumption in our buildings with 
the energy manager service we have begun to receive, thus we can 
also ensure that our energy consumption remains at a minimum and 
can reduce our consumption with new reduction projects.

HEADQUARTERS WITH A LEED PLATINUM 
CERTIFICATE

In 2015, the environmental and social performances of our A and 
B Block buildings at Küçükyalı Ofispark were evaluated within the 
LEED programmed of the U.S. Green Building Council (USGBC) 
and received the “Platinum” certificate which is the highest rating. 

Some of the main issues that are evaluated in the certification 
process are “Sustainable Sites”, “Water Efficiency”, “Energy and 
Atmosphere”, “Materials and Resources”, “Indoor Environmental 
Quality”, “Locations and Linkages”, “Awareness and Education”, 
“Innovative Design” and “Regional Priority”. With 80 out of 100 
points in the evaluation, the following energy efficiency and water 
management projects were carried out starting from the design 
of the buildings in the process for receiving the LEED Platinum 
certificate:

• The amount of water necessary for garden irrigation was 
minimised using endemic plants instead grass that requires 
continuous watering in all landscaping areas of about 6.000 m2.

• Energy and water was conserved by selecting batteries, 
urinals, shower sets and toilets meeting international 
standards in the project.

• LED lighting systems were selected as one of the most efficient 
lighting options for exterior lighting applications.

• The building was designed so as to benefit the most from 
daylight.

• The need for cooling and heating was reduced using blinds.

• Measurements and improvements were made with energy 
modelling.

• Heating and cooling pumps were chosen from the magna pump 
series which are among the most efficient classes.

• Tempered glass which is among the most efficient classes of glass 
was preferred in terms of heat insulation for all exterior windows.
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GRI AND GLOBAL 
COMPACT INDEX

GENERAL STANDARD DISCLOSURES

GRI General Standard Indicators Subject Page UN Global Compact Principles

G4-1 Statement from the most senior decision-maker of the organization (e.g., CEO, chair, or equivalent 

senior position) about the relevance of sustainability to the organization and its strategy

4, 5

G4-2 Description of key impacts, risks, and opportunities 4, 15

G4-3 Name of the organization 3, 7

G4-4 Primary brands, products, and/or services 31, 32, 33, 

34

G4-5 Location of organization’s headquarters 9

G4-6 Number of countries where the organization operates, and names of countries with either major 

operations or that are specifically relevant to the sustainability issues covered in the report

7, 9

G4-7 Nature of ownership and legal form 12

G4-8 Markets served 7, 9

G4-9 Scale of the reporting organization, including: 

Number of employees 

Number of operations 

Net sales (for private sector organizations) or net revenues (for public sector organizations) 

Total capitalization broken down in terms of debt and equity (for private sector organizations) 

Quantity of products or services provided

9, 22
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GENERAL STANDARD DISCLOSURES

GRI General Standard Indicators Subject Page UN Global Compact Principles

G4-10 Total number of permanent employees broken down by employment type and gender, total workforce 41

G4-12 Description of the organization’s supply chain 70, 71

G4-13 Significant changes during the reporting period regarding size, structure, ownership, or supply chain 9

G4-14 Precautionary approach of the organization 15

G4-17 List of all entities included in the organization’s consolidated financial statements or equivalent 

documents 

Whether any entity included in the organization’s consolidated financial statements or equivalent 

documents is not covered by the report

7

G4-18 The process for defining the report content and the Aspect Boundaries 

How the organization has implemented the Reporting Principles for Defining Report Content

3

G4-28 Reporting period 3

G4-30 Reporting cycle 3

G4-31 Contact point for questions regarding the report or its contents 3

G4-34 Governance structure of the organization, including committees under the highest governance body 11
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GENERAL STANDARD DISCLOSURES

GRI General Standard Indicators Subject Page UN Global Compact Principles

G4-38 Composition of the highest governance body and its committees by:

Executive or non-executive

Independence

Tenure on the governance body

Number of each individual’s other significant positions and commitments, and the nature of the commit-

ments

Gender

Membership of under-represented social groups

Competences relating to economic, environmental and social impacts

Stakeholder representation

11

G4-39 Whether the Chair of the highest governance body is also an executive officer 11

G4-56 The organization’s values, principles, standards and norms of behaviour such as codes of conduct and 

codes of ethics

14

G4-57 The internal and external mechanisms for seeking advice on ethical and lawful behaviour, and matters 

related to organizational integrity, such as helplines or advice lines

14

G4-58 The internal and external mechanisms for reporting concerns about unethical or unlawful behaviour, 

and matters related to organizational integrity, such as escalation through line management, whistleb-

lowing mechanisms or hotlines

14

GRI GENERAL STANDARD INDICATORS SUBJECT PAGE AND UN GLOBAL COMPACT PRINCIPLES

G4-EC1 Economic value distributed:

Income

Operating costs

Employee wages and benefits

Payments to providers of capital

Payments to government (by country) – Community investments

22

G4-EC7 The extent of development of significant infrastructure investments and services supported 35-38
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GRI GENERAL STANDARD INDICATORS SUBJECT PAGE AND UN GLOBAL COMPACT PRINCIPLES

GRI General Standard Indicators Subject Page UN Global Compact Principles

 G4-EC8 Significant indirect economic impacts, including the extent of the impacts 21

G4-EN6 Reducing energy consumption 75

G4-EN8 The total volume of water withdrawn from sources 75

G4-EN15 Direct greenhouse gas (GHG) emissions (Scope 1) 73

G4-EN16 Energy indirect greenhouse gas (GHG) emissions (Scope 2) 73

G4-EN19 Reduction of greenhouse gas (GHG) emissions 73

G4-EN23 Total weight of waste by type and disposal method 75

G4-SO4 Communication and training on anti-corruption policies and procedures 15

G4-LA6 Rates of injury, occupational diseases, lost days and absenteeism, and number of work-related fatalities 45

G4-LA10 Programs for skills management and lifelong learning 43

G4-LA12 Composition of governance bodies 41

G4-PR5 Results of surveys measuring customer satisfaction 50



The Turkcell Sustainability Report (“Report”) is prepared solely for 
informative purposes and does not create a basis for any kind of 
investment decisions. All contents and information in this Report 
are prepared using the information and sources deemed to be 
accurate and reliable at the time the Report was written. None of 
the information and content in this Report can be interpreted as a 
statement, warranty and/or commitment; nor is it guaranteed that 
the information and content in this Report is complete and constant.

All rights reserved.
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