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Presenter
Presentation Notes
Research providing Board-level Insights on value.

Based on a survey with executives from across the globe.

Seeks to recognize the trends and challenges in measuring, disclosing and understanding the value that companies create. 

The survey underlying this report is tied to an earlier survey, providing some indications of the evolution in thinking over time



Future Business Success
relies on a broader perspective .

89%

agree on need to focus on
wider value considerations
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Business leaders believe long-term thinking cultivates
Long-term Success

82%

believe long-term
strategic planning would
improve value creation
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Broader Value is Growing
In importance and relevance

64 %

rated broader
information considerations
as extremely important
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Considering Stakeholder Interests
IS central to building trust

Value creation discussion
Is most useful for

Employees

%

Customers

Investors
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Focusing on Value

leads to better communication

Accountantss
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99%

believe it’s important to
explain how their
organization creates value

51%

feel they are making progress
on the reporting journey
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Integrated Thinking
needs board support to progress further

74 % 35%

think integrated reporting feel they receive vital board

will provide a more cohesive or executive level support to

approach to corporate progress on their integrated
reporting reporting journey
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Sharing practical ideas
and insights to deliver value

INTEGRATED REPORTING <IR

WA\ siccicton
‘ of Internatio |
Certifie dP f

. Accoun tants«

INTEGRATED REPORTING (JR)>

The unified voice of AICPA and CIMA

©BlackSunPlc



Get in touch
spilot@blacksunplc.com
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Purpose and Profit

 Value creation needs to be viewed in a
broad sense

* Non-financial and intangible should be
considered alongside the financial

 However, this is not easy —it requires
insightful management information

g

Value of Value.
The new long-term horizon for business leaders.
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Purpose and Profit

Ten questions for executives Considerations for

enhancing your

- Have you explained your state of play?

- Who are you ?

. . ti L

- Does business model explain value createnEen
creation?

- What makes your business unique?

- Where is your business going?

© International Integrated Reporting Council
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Purpose and Profit

Ten questions for executives Considerations for

enhancing your

How will you get there?

Do you measure what gets managed?

creation story

What are your challenges?

Is action linked to reward?

Have you provided a complete picture of
value?

© International Integrated Reporting Council
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2018 INTEGRATED
ANNUAL REPORT

Garanti Bank
2018 Integrated TRUﬁm

An n u a I Re po rt GARANTI EMPATHY
True Stories — Garanti Empathy

“Empathy lies at the heart of Garanti.
The most valuable distinction we have lies in our ability to
understand our customers’ expectati rom life, malke them
Jfeel good and safe, and establish an emotiona ith them,

in addition to the fast and high quality service we offer.”

Inspiring global alignment through value creation A\ .
The IIRC’s Global Conference 2019 o\ Garanti
BBVAGroup
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A road map for a broad transformation

Drive the change towards more human-centricity
Engage all employees in improving customer experience
Make sure right actions are taken based on insight
Use change management methodology

HOW _
‘Garanti Empathy Program’

\] .
o Garanti
BBVA Group

© International Integrated Reporting Council



Inspiring global alignment through value creation

The IIRC’s Global Conference 2019

INTEGRATED REPORTING {IR>

We started Garanti Empathy Program in 3Q 2016

Our CEO is the main sponsor of

the program.

He broadcasted a video message
to all employees at the kick-off.

GUNE BASLARKEN...

Videoyu izlemek icin lGtfen tiklayiniz

He also sent a letter to everyone
encouraging them to create and share

empathy stories.

4

i -I '-: '\J_ ;:___ | = | /‘
{107 U JJI/ L/

“Garanti is you...

And what lies at
the heart of
Garanti
is...
empathy”

?%Garantl
BBVA Group
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cEmpathy Projects aEmpathy Tools eEmpathy Stories
to improve customer experience to support employees in to share employees’
delivering the best experience empathy stories and let
* Improve Experience in Critical them inspire one
Customer Journeys  Tips another
* Build Emotional Connection with e Checklists
Customers

* Experience standards/protocols
* Improve Customer Communication
* Trainings
* Redesign Complaint Handling
Process * (Case studies

Garanti Empathy Program is followed by Customer Committee through periodic meetings.

CEO, EVPs and all key departments are the members of this committee.

\] .
o Garanti
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Garanti Empathy has a web page as part of intranet

Garanti Empati

E \ WMOSTES YOLCULUHLAR HAASTIRMALAR oUMYADAN DRNEHLER FROJELER J .

Miisteri Deneyiminde ilham Veren Ornekler:
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Inzaniar, seupiyl ve perleri biraraya getiren markaren bagan selan ve smpati
Pikasgalan igin tiklayiniz.
PEOPLE  PLACES  LOVE HIREKE

-
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2 Migten Jereyi=i Jeazak Biwwnlik Earwdii - lgkdar 5 Miytnei Danwyimi Daatek:
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Lot larn mam o s s gEdiEied

sirylndi. "Sarminm kuylans da yee weediinizi

Personalized page

Customer Journey Maps, Researches, Case Studies, CX Projects

Recent news about CX projects and NPS Results

Quotes about the importance of empathy

Tips to improve customer experience, empathetic behavior

Score Board: CX Score and open market NPS results

‘Empathy Stories’ shared by employees

9% Garanti
BBVA Group
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Empathy Tools:

Tips: e-mails empowering employees in both personal & business life

Toltec Wisdom: 4 Agreements

Garanti Empati

Non-Violent Communication

TOLTEK OGRETISi VE DORT ANLASMA!

Toltek &gretisi, Meksika Kizilderilileri tarafindan hayata gegirilen bir yasam sanatidir.

Toltekler, daha iyi yasamak igin yasamimizi yoneten anlasmalann farkinda olmamiz gerektigine inamr.
Efer yas yaneten anlagmalanmizin farkinda olursak, yasamimizdan hognut elmadigimizda, bu
anlagmalan degistirerek mutlu olabiliriz.

BIRINCI ANLASMA: SOZCUKLERINI OZENLE SEG
“Sézler biyiddr ve insan, sézd kullanma yetisine sahip bir biydciddr”

Soz; kendimizi ifade etme, iletizim kurma ve yaratma glicumuzdir. Her sey sozlerimiz sayesinde gercege
danisir ve niyetimiz sézler sayesinde sekillenir.

Bir 56z, dikkatimize capa atarak zihnimize girebilir ve tim inang sistemini iyiye ya da kotiye dogu
degistirebilir.

Yorgun oldugu igin sarki styleyen kiglk kizina kizginlikla O girkin sesini kes. Sus ve otur” diyen bir anne
disiindn.

Annenin, o anda herhangi bir sese kargi toleransi sifirdir. Gergek, kiigik kizin sesinin girkin olmas: degildir
ama kiglk kiz annesinin sozine inanir. Ve o anda kendisiyle bir anlagma yapar. Kigdk kiz o andan
itibaren bir daha sark: séylemez glinkii sesinin girkin olduguna inanmigtir.

Sesiyle insanlara rahatsizlik vermemek igin bagkalanyla kenugmakta bile zorlanan, igine kapanik,
utangag bir gocuk haline gelir. Yaptigi bir anlagma ile kiig ik kiz igin her gey degismigtir. Bu etki, onu qok
seven biri, yani annesi tarafindan farkinda bile olmadan yaratilmigtir.

Kigik kiz, sesinin guzel olduguna dair yeni bir anlagma yapana kadar da bu gekilde devam eder.

Hem baskasina hem de kendimize syledigimiz sozleri duganan. Sézlerimizi bagkalanin incitmek igin mi
kullarmyoruz? Etrafimizdaki insanlar hakkinda olumsuz fikirler yiirGtip, bunu baskalaryla paylagiyor
muyuz?

Devamu icin trklaymn.

' Don Miguel Ruiz'in ‘Dért Anlagma’ adli kitabindan

Garanti Empati

SIDDETSIZ ILETISIM

"Hakli cikmak mi yoksa hayatr daha giizel kilmak mi? Siz hangi oyunu oynamayi
tercih edersiniz?"

Masil oluyor da baziinsanlar baskalarnimin iyiligine kathda bulunmaktan keyif aliyorken,
digerleri birbirine sdzld ya da fiziksel siddet uygulayabiliyor?

Siddetsiz iletisim, Marshall B. Rosenbergin yukarndaki sorunun cevabmni ararken
gelistirdigi bir yaklasimdir;

- Kendi degerlerimizden 6din vermeden karsimizdakini empatiile anlamaya,
- iliskilerimizin niteligini dizeltmeye,

- Karsimizdakini suglamadan, gergek duygu ve ihtiyaclanmizi agik yireklilikle ve
diristee ifade edebilmeye yardima olur.

Bu yaklasim sayesinde, zorlayici sartlar altinda bile insanca davranabilme yetenegimizi
giclendiren dil ve iletisim becerileri gelistirebiliriz.

Kendinizi ifade etme ve baskalanni dinleme bigiminize yeni bir cergeveden bakmak ister
misiniz?

Siddetsiz iletisimin dort §gesi igin tiklayin. )Js Garantl
.7

BBVA Group
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Empathy Tools:

Best Practices & Case Studies: sharing inspiring stories of global corporates

Success Secrets of the Case

Case Study Mailing

Garanti Empati

MUSTERI DENEYIMINDE iLHAM VEREN ORNEKLER

Misterilerin beklentilerini ve duygulanni anlayan; sunduklar deneyimin her adimin
msteri gdzinden tasarlayan markalar bunu nasil basaryor?

Sihirli Bir Diinya: Disneyland

Walt Disney; eglence sektdrinde, dinyanin en biyik . !‘ )
sirketlerinden biri. i a-
A

Oy Doney

Misterilerine bayald bir deneyim sunmak isteyen
markanin basan sirlarini ve empati hikayelerini
buradan inceleyebilirsiniz.

Lo Paylag

' Basari Sirlari

Teknolojinin Sihri

Miisterilerin, gok sira bekleme, otu k yer gibi
Kl cligin kesfeden Disney, hayal peri tozuyla degil; kendi

vl

Misafirler biletlerini online akdiklannda, Disneyland de gegirecekleri giini; hangi
gisteriye katilacaklanm, nelere bineceklerini ya da nerede yemek yiveceklerini
planlayabiliyor. Ardindan Disney, onlara kargo ibe bir «Sihirli Bilekliks
(MagicBand) iletiyor. Bu hileklikle, misafirler sira beklemeden ya da oturacak yer
bulma sorunu lanladiklan aktivitelere k iliyor. Aynica,
milsteriler bu bileklikler), kredi kartlariyla da egleyerek; Disney Park'ta harcama
yapmak igin kullanabiliyor.

Disney, misterilerinin yolculugunda sihir ve merak duygusuna hitap etmenin
waninda, bu yolculugun kesintisiz ve verimli olmasina da dzen

Empathy Stories from the Case

< Empati Hikayeleri - II

Kaplumbaga Crush’tan Yiizme Dersi

Alli, kizi ve ofluyla Disney Park'a gidiyor ve Kaplumbaga Crush'in gésterisine katiliyor.
Gosteri esnasinda, seyirciler arasindan Crush’la konugmak icin bir cocuk seciliyor.
Kaplumbaga Crush’la konugmay cok isteyen oflu, secilemeyince ok Uziliyor ve
gosteri sona erdiinde aglamaya bashyor,

Birinin oglunun iyi olup olmadi@im sarmasi iizerine Alli durumu agikliyor, Durumu
duyan goreviilerden biri, salon bosalincaya kadar beklemelerini rica ediyor.

Salon tamamen bosaldiginda, Crush tekrar ekrana gelivor ve ofiluyla denizde
yagamanin nasil bir sey oldugunu birebir konusarak birkag dakika geciriyor; hatta ona

biraz ylizme dersi bile veriyor.

Baylece hem oglunun hem de Alli'nin kalbini kazaniyor:
wllzgiin bir gocuga yardim ettigi ve ofluma hayran oldugu bir firsatt Igin

9% Garanti

ne kadar sagkin ve gasterideki calisana ne kadar mir g dyley »
BBVAG roup
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Empathy Stories

Research' shows that; stories shape
our brains, tie strangers together, and
move us to be more empathic and
generous.

We ask all employees to share their
personal stories with customers

Employees can enter and share their
stories via Empathy platform

All employees can read, comment
and/or like stories

D .
o Garanti
BBVA Group

PaulJ. Zak, Ph.D., December 2013 © International Integrated Reporting Council
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Empathy Stories is the main theme of 2018
integrated annual report

2018 INTEGRATED
ANNUAL REPORT

(@) IT'S ALL ABOUT
MAKING YOUR
: WAY INTO i

THE HEARTS

www.garantiannualreport.com FOREWORD

“EMPATHY LIES AT THE HEART OF GARANTI ) .
o9 Garanti

BBVA Group
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FOREWORD

"EMPATHY LIES AT THE HEART OF GARANTL"

Customer experience consists of rational and emotional

experiences delivered at each touch point involving
communication upon understanding the customers' feelings,
needs and expectations. Garanti positions its customers as a
building block of its strategy and the customer experience as
its strategic priority. One of the most important distinctions of
Garanti is its ability to "empathize”. Empathy, in the simplest
terms, for an individual or an organization, is defined as
putting cneself in the shoes of another, that one is in
interaction with.Garanti, however, takes empathy a step
further. For Garanti, empathy means correctly understanding,
its customers’ constantly evelving needs and expectations,
offering them timesaving solutions to improve their lives, and
while doing so, delivering a swift and smooth experience. It
means helping them make the right financial decisions,
supporting them to grow their businesses sustainably, and
providing the best experience at all digital and physical touch

points.

$)

As a result of all these, the Bank desires its customers to feel
good for working with Garanti. It is an indispensable passion
for Garanti to offer an excellent experience to its more than
16 million customers. To this end, the Bank designs and
simplifies the experiences at all touch points from its
customers’ perspective, in a bid to offer an uninterrupted,
seamless and personalized experience throughout all
channels. The Bank constantly follows up and applies all new
technologies for an enhanced customer experience. The
opportunities that the technology offers and all digital
transformation initiatives are integral parts of the customer
experience. But at the heart of it all, lies "human". And this
makes "employees of Garanti” one of the constant and key
actors in customer experience. More than 18 thousand
Garanti employees are working to drive Garanti forward in
customer experience, employing “transparent, clear and
responsible banking” principles.

In a year that was challenging for both our country and the
global markets, Garanti Bank, in its 2018 Integrated Annual
Report, focused on one of the most significant reflections of
its customer-centric strategy that is the key of its sustainable
success: True Stories. Each one of these stories that actually
happened all over Turkey, in fact, reveals the secret underlying
the longstanding success of Garantic standing by its
customers through every moment, whether it is a good, bad,
happy, sad, tough or pleasant one.

Just as it has done in the past, Garanti will continue to make
its customers feel that they are cared, they are precious, and
that Garanti will continue to be by their side at all times...

9% Garanti

BBVA Group
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OUR TOP PRIORITY IS TO OFFER ASSISTANCE

KISMET UYGUN
Outsource Operations Specialist, Istanul

P 000/224 @ ) i (\])

o Garanti
BBVA Group
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An Empathy Story from a Security Guard

THIS IS MY HOME AND YOU ARE MY GUESTS

It was about four vears ago. An old man was leaning against
the wall outside the branch. He must have been cold because
he was rubbing his hands. [ went over to him and said “Sir,
come in and wait inside. Do not stand out here in the cold” |
“Son, what if vou get into trouble for letting me in?” he said.
“Don’t worry, I will not. Come in. Who are you waiting for
here?” 1 asked huim_ “T am waiting for my son. He told me to
wait outside the bank. This is why I am here,” he said “Let
us affer you a cup of tea to warm you up” While he was
sipping the tea, his son passed outside the bank. When he
spotted his father inside the branch, he came in, surprised.
“What is up dad? Why are yvou waiting here? I told you to
wait outside the other bank,” he said. The father replied, “I¢
was cold outside that bank, I got cold so I waited here
because it was sunny here.” Pointing at me, the son asked his
father “How come you are sitting here drinking tea. Do you
krnow this gentleman here?” The father said, “No I don't.
But he saw me waiting outside and invited me in and offered

me tea.”

MUSTAFA MERAL
Security Guard, Trabzon

The son went on, “Very well then, do you have a cup of tea
Jor me as well?” and turmed to me as he sipped his tea “Deo
you always greet the people you don’t know so warmly and
affer them tea?” he asked. “I do. I treat them just like I treat
the people who come to my house. This is my home and you

are my guests and you are important to me” 1 said.

The man said, “T have come from France. I intended to
deposit the money I brought with me to another bank but I
loved that you rreated my father who is a rotal stranger to
you this way and it made me proud”™ He left after telling his
father to wait and that he would come back soon. When he
came back ten minutes later, he was carrving a big bag. The
gentleman has become our customer that dav, and opensd
Euro and TL accounts for a respectable amounts before
leaving the branch

\] .
o Garanti

BBVA Group
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An Empathy Story from a Customer Representative

WHO NEEDS WHO?

UMUT DAGISTAMLI
Customer Representaiive, Pomuikole Dnivarsigy

Umie does need others, nzht” We may tend to thunk, that every
customer, walkine m throush the deoor, meeds us to get
something done for huim or her. But 2z an old savins soes
‘Oaly God kmows whe will need whe'. I had a firsthand
EXperiance.

It was 2017 M som Alper 1= well behaved and calm at
home but he 13 an active, favansh kad elsewhere. That's win
hiz teacher had been calling all the fime, to mform us zhout
hiz goings at school. Aly phone rang on a working day once
zgam. | picked up and asked “Helle Mo'om, did something
happen agaimn ™ The teacher sand, “T wall tell vou something
wow, bur vou have o kesp colm Alper hir iz head on the
corner of an epen window: I thnk ke needs sorchez Can
vou come ever? LIy colleasues were on lezve, zo ot was
difficult for ma to leave the branch. I called mrv koshand, bart
he didi’t answear, becanze he was still m clzss. A customer of
mine, who 1z zn ambulance dover, had come m for a
franzaction five minotes earher and overheard all o
conversztions. “Now, do net pante. T will go prel him up™ he
offerad.

2o he pcked up Alper and tock him to the ER. He got the
scar stitched and sent me photos, zo that I would not panic. In
the meanfime, [ reached my hushand who went fo the EE |
and took over Alper. I look back and wondar if our customer
would do what he did if T had been sulkoy, whined every fima
he callad, or if I did not offer a fnendly service, or did not do
my Job properly”

A doctor for whom we perform 2 tramsachion foday, can
become our mothers’ doctor the other dav; 2 teacher we
provide support, can become our chuldran’s teacher, or we can
become the cliant of 2 lavver, who we zarvice foday. That's
why, we should offer all the halp we can to evaryone, zo that
we will recerve the same. You kmow, oaly God knows who to
need who and when!

\])
o\

Garanti
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