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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
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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
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Purpose and Profit
Ten questions for executives

- Have you explained your state of play?

- Who are you ?

- Does business model explain value 
creation?

- What makes your business unique?

- Where is your business going?
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Purpose and Profit
Ten questions for executives

- How will you get there?

- Do you measure what gets managed?

- What are your challenges?

- Is action linked to reward?

- Have you provided a complete picture of 
value?
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Garanti Bank 
2018 Integrated
Annual Report
True Stories – Garanti Empathy
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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
WHY

HOW

WHAT
‘Garanti Empathy Program’
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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.

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

“Garanti is you…

And what lies at 
the heart of

Garanti
is…

empathy”
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Empathy Projects 
to improve customer experience

• Improve Experience in Critical 
Customer Journeys

• Build Emotional Connection with 
Customers

• Improve Customer Communication

• Redesign Complaint Handling 
Process

Empathy Tools
to support employees in 
delivering the best experience

• Tips 

• Checklists 

• Experience standards/protocols

• Trainings

• Case studies

Empathy Stories
to share employees’ 
empathy stories and let 
them inspire one
another

Garanti Empathy Program is followed by Customer Committee through periodic meetings.
CEO, EVPs and all key departments are the members of this committee.

1 2 3
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Garanti Empathy has a web page as part of intranet

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

‘Empathy Stories’ shared by employees

Personalized page

Score Board: CX Score and open market NPS results
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Empathy Tools: 
Tips: e-mails empowering employees in both personal & business life

Toltec Wisdom: 4 Agreements Non-Violent Communication
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Empathy Tools: 
Best Practices & Case Studies: sharing inspiring stories of global corporates

Case Study Mailing

Success Secrets of the Case

Empathy Stories from the Case
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Empathy Stories
Research¹ 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

Paul J. Zak, Ph.D., December 2013
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Empathy Stories is the main theme of 2018 
integrated annual report

www.garantiannualreport.com 
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An Empathy Story from a Security Guard
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An Empathy Story from a Customer Representative
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