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Ankara'da gerceklestirilen ISG Komisyon Toplantisina katildik ve
cadr merkezi faaliyetlerinin az tehlikeli sinifa alinmasini sadladik.
BDDK tarafindan talep edilen gords icin proje ekibimiz ile bir araya geldik.

Turkeell Global Bilgi'ye 2. kez EN15838 Hizmet Standardi sertifikalarini verdik.
Yonetim Kurulu Toplantimizi gergeklestirdik.

(SGB ISG Genel Miidrd Ismail Gerim'i makaminda zivaret ettik.

T.C Kalkinma Bakanldr yetkililerini Cazibe Merkezleri Programi iin ziyaret ettik.
Kalkinma Bankas! yetkililerini Cazibe Merkezi Programi detaylarini gorismek
icin Ankara'da ziyaret ettik.

(PP Tiirkive'ye 2. kez EN15838 Hizmet Standardi denetimini gerceklestirdik

ve sertifikalarini verdik.

Uyelerimizin katihmiyla KVKK calistaylanmizi gerceklestirdik.

T0m tyelerimizin davetli oldugu Yonetim Kurulu Toplantimizi gerceklestirdik.

BloombergHT kanalinda yayinlanan Fokus programina, canli yayin konugu olarak katildik.

2017 Tarkiye Cadri Merkezi Pazar Arastirmasl icin hazirliklara basladik.

Pozitif Cadri Merkezi Gyemiz olarak aramiza katildl.

Yonetim Kurulu Toplantimizi gergeklestirdik.

Uyelerimizin katihmiyla ISG Calistayrmizi gerceklestirdik.

TGRT Haber kanalinda yayinlanan Ekonominin Dili programina canli yayin konugu
olarak katildik.

BKM tarafindan Ankara BTK'da gerceklestirilen Sosyal

Mihendislik Dolandinciligr Calistayrna katildik.

2016 yilina ait beyannamemizi vetkili mercilere ilettik.

Olaganusti Genel Kurul Toplantimizi gerceklestirdik.

BDDK Finansal Tiiketici Hizmetleri Daire Baskani Ahmet Yilmaz't makaminda ziyaret ettik.
MUSIAD Gyeleriyle bir araya geldik.

5. MUsteri Hizmetleri Zirvesinin agilisini gerceklestirdik.

Prizma Etkilesim Merkezi iyemiz olarak aramiza katild!.

BRISA cadr merkezine ENI5838 Hizmet Standardi ara denetimimizi gerceklestirdik.

/01/

How was 201/ like?

JANUARY

FEBRUARY

MARCH

APRIL

MAY

We have participated in OHS Commission Meeting held in Ankara and caused the call center
activities to be taken into less dangerous class.
We have met with our project team for the opinion requested by BRSA.

We have awarded EN15838 Service Standard certificates to Turkcell Global Bilgi

for the 2 time.

We have held Our Board Meeting.

We visited Ismail Gerim, MLSS OHS General Manager, in his office.

We visited the TR Ministry of Development officials for the Attraction Centers Program.
We visited the Development Bank officials in Ankara to discuss the details of the
Attraction Center Program.

We have conducted EN15838 Service Standard audit for CPP Turkey 2" time
and awarded the certificates.

We have realized our LPPD workshops with the participation of our members.
We have held our Board Meeting where all our members are invited.

We have joined the Fokus program on BloombergHT as an on-air guest.

We have started preparations for 2017 Turkish Call Center Market Research.

Pozitif Call Center joined us as our member.

We have held Our Board Meeting.

We have realized our OHS Workshop with the participation of our members.
We have joined the Ekonominin Dili program on TGRT Haber as an on-air guest.
We have participated in the Social Engineering Fraud Workshop Organized by
ICCin Ankara ITCA.

We have submitted our declaration of the year 2016 to competent authorities.

We have held our Extraordinary General Meeting.

We visited Ahmet Yilmaz, the BRSA Financial Consumer Services Department Head,
in his office.

We have met with MUSIAD members.

We have launched the 5" Customer Services Summit.

Prizma Interaction Center joined us as our member.

We have conducted ENI5838 Service Standard interim audit for BRISA call center.
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Istanbul Baydksehir Belediyesi tiyemiz olarak aramiza katildi.
Yonetim Kurulu Toplantimizi gergeklestirdik.

Uyelerimizle hirlikte 1SG calistayimizi gerceklestirdik.

Tlrkiye Finans Katilim Bankasl ¢adri merkezine ENI15838 Hizmet
Standardi ara denetimimizi gerceklestirdik.

Callart Cadr Merkezi tiyemiz olarak aramiza katild.

ELDER Giyeleriile Dernedimizin merkezinde bir araya geldik.
Yonetim Kurulu Toplantimizi gergeklestirdik.

Tepe Servis ¢adri merkezine EN15838 Hizmet Standardi ara
denetimimizi gerceklestirdik.

(MD1. Altin Kulaklik Yarismamizda “Bir Hayalim Var” kategorisinde
1. olan msteri temsilcimizin sokak roportaji hayalini gerceklestirdik.

Yonetim Kurulu Toplantimizi gerceklestirdik.

(MD 2. Altin Kulaklik Odldller?mizin kategorilerini revize ettik ve
hazirliklarina basladik

(MD 2. Takim Liderleri Zirvemizi gerceklestirdik.

Vakif Emeklilik cadri merkezine EN15838 Hizmet Standardi Mevcut
Durum Analizini gergeklestirdik.

Oladandisti Genel Kurul Toplantimizi gerceklestirdik.
Gelir Idaresi Baskanligi cadin merkezine EN15838 Hizmet Standardi
Mevcut Durum Analizini gerceklestirdik.

2017 Turkiye Cadri Merkezi Pazar Arastirmasrnin sonuglarini acikladik.

(MD 7. Geleneksel Sektor Bulusmamizi gerceklestirdik.
(MD 2. Altin Kulaklik Yarismamizin kazananlarini ilan ettik.
Yeni tiziigimiiz Il Dernekler Mid{irligii tarafindan onayland.

Denetim Kurulu Uyelerimizle birlikte ic denetimimizi gerceklestirdik.
Vakif Emeklilik cadri merkezine EN15838 Hizmet Standardi
denetimimizi gerceklestirdik.

Enerjisa cadr merkezine EN15838 Hizmet Standardi denetimimizi
gerceklestirdik.

Turkcell Global Bilgi'ye EN15838 Hizmet Standardi ara denetimimizi
gerceklestirdik

Mesleki Yeterlilik Kurumu (MYK) tarafindan Ankara'da diizenlenen
(alisma Hayatinda Mesleki Yeterlilik Calistayrna katildik.

JUNE

JULY

AUGUST
SEPTEMBER

OCTOBER

NOVEMBER

DECEMBER

The Istanbul Metropolitan Municipality joined us as our member.
We have held Our Board Meeting.

We have realized our OHS workshop with our members.

We have conducted EN15838 Service Standard interim audit for
Tlrkive Finans Participation Bank call center.

(allart Call Center joined us as our member.

We have come together in the headquarters of our Association with ELDER members.

We have held Our Board Meeting.

We have conducted EN15838 Service Standard interim audit for Tepe Servis call center.

We have realized the dream of street interview of our customer representative,

who ranked 1 in the category “I have a Dream” of our (CA 1 Golden Headphone Competition.

We have held our Board Meeting.

We have revised the categories of our CCA 2 Golden Headphone Awards and
started to get ready forit.

We have held our CCA 2" Team Leaders Summit.

We have conducted EN15838 Service Standard Current Status Analysis for
Vakif Emeklilik call center.

We have held our Extraordinary General Meeting.
We have conducted EN15838 Service Standard Current Status Analysis for
Revenue Administration call center.

We have announced the results of 2017 Turkish Call Center Market Research.

We have realized our CCA 7" Traditional Sector Meeting.

We have declared the winners of our CCA 2" Golden Headphone Competition.

Our new constitution has been approved by the Provincial Directorate of Associations.

We have carried out our internal audit together with our Members of Board of Supervisors.
We have conducted EN15838 Service Standard audit for Vakif Emeklilik call center.

We have conducted EN15838 Service Standard audit for Enerjisa call center.

We have conducted EN15838 Service Standard interim audit for Turkcell Global Bilgi.

We have participated in the Workshop Vocational Qualification in Working Life

organized by the Vocational Qualifications Authority (VQA) in Ankara.
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ONSOZ FOREWORD

Merhaba,

Dernedimizin 2017 yili faaliyetlerinin 6zeti nitelidindeki bu raporu sizlerle
paylasmaktan bu yil da cok biyiik bir mutluluk ve gurur duyuyorum.
Raporda yer alan onemli proje ve calismalarin hayata gecirilmesinde
emegi olan Yonetim Kurulu Uyelerimize, tim Gyelerimize ve Dernek
ekibimize tesekkur ediyorum.

2017 yilinda gerceklestirdigimiz Pazar arastirmamiza gore, cadri merkezi
sektoriindeki istihdam yiizde 71k blytme gdstererek 91 bin kisiye
ulasti. Takim lideri, yonetici ve idari kadro ile birlikte sayi yaklasik 105
bin oldugunu soyleyebilirim. Oniimzdeki yil bu istihdamin yiizde 5
hiyime oraniyla 110 bine ulasmasini bekliyoruz. Bu rakamin 95 binini
musteri temsilcilerinin olusturmasi bekleniyor. Ayni arastirmada,
istihdamin yizde 23'Untin telekomdinikasyon alaninda, yizde 17°sinin

finans, ylizde 13'tndn  tiketim drtinleri, yizde 12'sinin eglence ve medya,

ylzde 7sinin de perakende sektorinde gerceklestidini goriyoruz. Pazar
hiyuklugimdz ise 5.1 Milyar TL've ulasti. 51 tyemizle birlikte sektorin
yaklasik %90'inin temsil ediyoruz.

Bu yilin en heyecan verici gelismesi kuskusuz Cazibe Merkezleri Program
oldu. Dogu- Glneydogu Anadolu Bolgesi'ni kapsayan ve cazibe

merkezi ilan edilen illerde cadrn merkezlerine saglanacak 6zel tesviklerle
yaratilacak istihdamin bu bolgelerde artirmasi beklenmekteydi.

Ulkemiz ve sektéramiiz icin bizim de amacimiz, belirlenen bu illerde
halihazirda var olan T bin civarindaki cadri merkezi istihdamimizin 2
katina clkarmaktl. Ancak belirlenen tesviklerin yil igerisinde hayata
gegirilememis olmasl bu heyecanimizin bir sonraki yil icinde devam
etmesine neden oldu.

Sektortimaz icin 6nemli olan bir dider gelisme de is sagligr ve giivenlidi
aqisindan “tehlikeli sinif” ta olan cagn merkezi faaliyetlerinin, “az
tehlikeli” sinifa alinmasini sadlamammiz oldu. Bu siirecte Istanbul Ticaret
Odasr'nin destegini alarak tehlike sinifimizin degistirilmesi yonindek
talebimizin Ankara'da gerceklesen komisyon toplantisinda yeniden
glndem yapiimasini sadladik. Sektdrimiz icin Gnemli olan bu konuda
olumlu netice almamiza vesile olan basta IT0 Telekomiinikasyon

I 10 | (MD 2017 Faaliyet Raporu

Komitesi Baskani Murat Dursun olmak iizere, siirecte emedi gegen
Baskan Yardimamiz Haktan Saran’ a, Yonetim Kurulumuza ve tlim
{iyelerimize, IT0 ve TOBB yetkilerimize en icten tesekkiirlerimi tekrar
sunmak isterim.

Dider yandan ¢adri merkezi sektori dijital dinyaya hizla uyum
sadlayarak dondisiim geciriyor ve misteri deneyimindeki basarinin kritik
noktasi olmaya devam ediyor. Geleneksel hizmet kanallarimiz olan
telefon, SMS, IVR ve e-postanin yani sira, ses teknolojileriyle tuslama
yapmadan ve mobil uygulamalarla her an, her yerde islem yapabilirken,
chat ve sosyal medyadan sunulan ¢adn merkezi hizmetleri de artacaktir.
Yakin ve orta vadede olmasa da yapay zeka, insanlarin yapabildigi

bazi isleri yerine getirebilir. Ancak sorun ¢6zmek, empati kurmak,
duyguyu anlamak, kompleks bir sekilde disintp danisanlara daha genis
kapsamli yanit verme konusunda insana olan ihtiyacin dedismeyecedi
goriistindeyiz. Empati kurmayi gerektirmeyen ve tekrarlayan isleri, daha
oncekiislemleri aklinda tutabilen yapay zekalarla cozmek kullanicilara
daha hizlr hizmet verilmesini miimkiin kilacaktir ancak bu uygulamalarin
insan faktdrtindn yerini almasinin ddistindlemeyecedinin altini cizmek
isterim.

Bu yil, Yonetim Kurulu Baskan Yardimcilarimizdan dederli abimiz,
biiyigumdz Glrcan Aladinii nin vefatr ile hepimiz ¢ok derin bir Uzintd
yasadik. Kendisinin sektorimiize, Dernedimize ¢ok biyiik katkilari oldu,
herkes tarafindan sevilen sayilan birisiydi. Gircan Bey'i bir kez daha
sevgi, saygl ve rahmetle anmak istiyorum.

Sevailerimle,

Metin Tarakcl

(MD Yonetim Kurulu Baskani

Toplam 5] (iye sayIs

105.000

Istihdam
”\
A

Hello,

[am very happy and proud to share this report, which is a summary
of our association’s activities in 2017, with you this year. [ would like to
thank our Board members, all our members and our Association team,
who have contributed to the realization of the important projects and
activities in the report.

According to our market research in 2017, employment in the call center
sector grew by 7 percent and reached 91,000 people. | would say that
the number is about 105 thousand, along with the team leader, Manager
and administrative staff. We expect this employment to reach 110
thousand in the next year with a growth rate of 5 percent. It is expected
that 95% of this figure will be formed by customer representatives. In
the same research, we see that 23 percent of employment is in the field
of telecommunications, 17 percent is in finance, 13 percent in consumer
goods, 12 percent in entertainment and media, and 7 percent in retail
industry. Our market size reached 5.1 billion TL. We represent around
90% of the industry with our 5T members.

The most exciting development of the year was undoubtedly the
Attraction Centers Program. It was expected that the employment to be
created by spedial incentives provided to the call centers in the provinces
including the East-Southeast Anatolia Region and those declared to

he the attraction centers would be increased in these regions. For

our country and our industry, our aim was to double the call center
employment, which is currently about 11 thousand in these determined
provinces. However, the fact that the determined incentives were not
put into practice during the year caused this excitement to continue in
the next year.

Another important development for our sector was to ensure that

call center activities, which are in the “dangerous class” in terms of
occupational health and safety, were taken into “less dangerous”
class. In this process, we received the support of Istanbul Chamber of
Commerce and made it possible for our request to change our danger
class to be brought to the agenda at the commission meeting held

A~ 2 III

5,1 MILYAR TL

Sektoriin pazar degeri

in Ankara. | would like to present my most sincere thanks to our Vice
(hairman Haktan Saran, our Board of Directors and all our members,
IT0 and TOBB officials, especially Murat Dursun, Chairman of the ITO
Telecommunication Committee, who contribute to getting positive
results in this matter which is important for the sector.

On the other hand, the call center industry is transforming rapidly by
adapting to the digital world and continues to be a critical point of
success in customer experience. In addition to our traditional service
channels such as telephone, SMS, IVR and e-mail, call center services
offered from chat and social media will also increase while being able
to perform transactions anytime, anywhere with voice technologies
without dialing, and with mobile applications.

Artificial intelligence, though not in the short and medium term, can do
some of the things people can do. However, we believe that the need
for people to solve the problem, empathize, understand emotion, think
ina complex way and respond to clients more comprehensively will

not change. To solve repetitive tasks that do not require empathy, with
artificial intelligence that can keep track of previous processes, will make
it possible for users to be served faster, but | would like to underline that
these applications can’t be thought of replacing the human factor.

This year, with the death of our esteemed elder brother, Glrcan Aladinli,
one of the Vice Presidents of the Board of Directors, we all experienced

a deep sadness. He has made great contributions to our industry, our
association, and he was loved and respected by everyone. | would like to
remember Mr. Glrcan with love, respect and mercy once again.

Sincerely,

Metin Tarakgl

Chairman of (CA

oMD 2017 Faaliyet Raporu | 11 [ A MDD
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Kurulus

(adn Merkezleri Dernedi; cadri merkezi sektorinin hizla
hiyimesine paralel olarak, sadlikli bir gelisimin yani sira
faaliyet ve etki alanini genisletmeye yonelik is ve giig

hirligi saglamak amaciyla, 2008 yilinin Kasim ayinda dokuz
kurulusun ortak girisimiyle kurulmustur. Cagri Merkezleri
Dernedi 2017 yili sonu itibariyle 51 iyesi ile sektorin yaklasik
yiizde %90'ni temsil ettidi cadri merkezi sektorinin referans
kurulusu konumunda bulunmaktadir.

Misyon

(adr Merkezleri Dernedi; cagn merkezlerinin faalivet alanlarini
kamuoyuna daha iyi tanitmayr; sunulabilecek katma dederleri
is diinyasina anlatmay!; sektord etkileyecek tim reg(ilatif
calismalarda sektor temsilcisi olarak yer almayl; mesleki
sorunlar paylasmayr; dedisik paydaslar arasinda bir iletisim
ve uzlasl platformu olmay! ve sektdr problemlerine ¢6zim
getirmeyi kendine misyon edinmistir.

Vizyon

Tlrkiye'de cadri merkezi sektoriinin gelisimini sadlamaya,
faaliyet ve etki alanini genisletmeye yonelik is ve gl birliini
hedefleyen bir referans kurulus olarak sektort temsil etmektir.

(AGRI
MERKEZLER

DERNEGI

CALL CENTERS
ASSOCIATION

Foundation

The Call Centers Association was founded in November 2008
with a joint initiative of nine organizations to provide a business
and a power union aimed at expanding its activity and impact
area, in addition to healthy growth, in line with the rapid growth
of the call center industry. As of the end of 2017, the Call Centers
Association is in the position of reference organization for the
call center industry, representing about 90% of the industry with
its 51 members.

Mission

(all Centers Association aims; to introduce the activities of
call centers to the public better; to tell the business world the
added value that can be offered: to take part as an industry
representative in all the requlative studies that affect the
sector: to share professional problems; to be a platform

for communication and reconciliation between different
stakeholders and to bring solutions to sector problems.

To represent the industry as a reference organization aiming to

ensure the development of the call center industry in Turkey and
to expand its activity and impact area.

oM 2017 Faalivet Raporu | 13 [ A NDNR



YONETIM KURULU UYELERI

MEMBERS OF BOARD OF DIRECTORS

4. Donem Yonetim Kurulu Asil Uyeleri
4" Term Full Members of The Board of Directors

Metin Tarakg
Baskan / Webhelp Tiirkiye
Chairman / Webhelp

Haktan Saran Nimet Glventepe Engin Utkan
Baskan Yardimaisi / Alonet Bilgi Baskan Yardimcisi / Assistt Baskan Yardimaisi / Teleperformance
Vice Chairman / Alonet Bilgi Vice Chairman / Assistt Vice Chairman / Teleperformance

Eniz Akdad Okan Goztok 0zge Micozkadioglu Tekalp
Baskan Yardimaisi / Tiirk Telekom Uye / Atos Uye /TEB
Vice Chairman / Turk Telekom Member / Atos Member / TEB

~ Rengin Agilonu ~(adatay Aynur Ugur ipek
Uye / Erisim Msteri Hizmetleri Uye / Turkcell Global Bilgi Uve / Arcelik
Member / Erisim Misteri Hizmetleri Member / Turkcell Global Bilgii Member / Arcelik

~ Burak Bacak Selcen Uyguntizel Lekeriya Arslan
Uye / QNB Finanshank Uye / Vestel Uye / Eko(CS
Member / QNB Finanshank Member / Vestel Member / Eko(CS

I 1/ | (D201 Faaliyet Raporu

DENETIM KURULU UYELERI

MEMBERS OF THE AUDIT COMMITTEE

4. Donem Denetim Kurulu Asil Uyeleri
4" Term Full Members of The Audit Committee

Hasan Adiglzel Kadriye Cimen Bozacl
Pusula Call Center Turkiye Halk Bankas

DERNEK PERSONEL]

ASSOCIATION PERSONNEL

Dilek Guler

Lufthansa

Demet Kogkal Emre Sakallioglu
Genel Sekreter Kurumsal lletisim ve Pazarlama Uzman!
Secretary General Corporate Communications and

Marketing Specialist

Kiymet Ozyol
Finans Uzman Yardimasi
Finance Assistant Specialist

oMp 2017 Faaliyet Raporu | 15 [ AN DD



UYELERIMIZ OUR MEMBERS
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Aabadem Mobil Saglik Hizmetleri A.S.

Alonet Bilgi Teknolojileri A.S.

Anadolu Cadn Merkezi ve MUsteri Hiz. AS.

Arcelik Pazarlama AJS.

Arvato TelekomUnikasyon Hiz. A.S.

Assistt Rehberlik ve Misteri Hizmetleri A.S.

Atos Bilisim Danismanlik Misteri Hiz. San. ve Tic. AS.
Avea iletisim Hiz. AS.

Akkoyunlar Otomotiv Iletisim Tekstil San. ve Dis Tic. Ltd. Sti.

Aktif Bank Yatinm A.S.

Asseco See Teknoloji A.S.

Back Up Bireysel Urtinler Satis ve Paz. AS.
BSH Ev Aletleri San. ve Tic. AS.

. (allart Rehberlik ve Musteri Hizmetleri Ltd. Sti.

Callay Haberlesme Dan.0zel Egitim ve Miisteri Hiz.
Comdata Teknoloji ve Musteri Hiz. A.S.

(mc iletisim Bilgisayar Reklam ve Dan. Hiz. San. Tic. AS.
(PP Yardim ve Destek Hiz. AS.

Competence Call Center Istanbul Cagr Merkezleri Hiz. AS.
Defacto Istanbul Iletisim Hiz. Ltd. Sti.

. Desmer Bilgi ve [letisim Hiz. Tic. AS.
. DHL Worldwide Express Tas. ve Tic. AS.
. Digiturk/Krea Icerik Hiz. ve Prodiiksiyon AS.

EKO Cadr Merkezi Hiz. Tic. ve San. A.S.

. Erisim MUsteri Hizmetleri A.S.

QNB Finansbank AS.

. Global Bilgi Paz. Dan. ve Cadri Servisi Hiz. AS.
. Hayat Varlik Yonetim A.S.

. Istanbul Biiyiiksehir Belediyesi

. Lufthansa (adri Merkezi ve MUs. Hiz. Tic. AS.
. Metlife Emeklilik ve Hayat AS.

. Net Call Center/Hem Iletisim Reklamailik ve Emlak Hiz. Ltd. St
. Pluscom iletisim A.S.

PractiCall/Pratik Iletisim Céziimleri Bilisim Hiz. Tic. Ltd. Sti.

. Pronet Glvenlik Hizmetleri A.S.

Pusula Call Center lletisim A.S.

. Procat Danismanlik Yazilim Telekomunkasyon Paz. Tic. A.S.

Pozitif Cagn Merkezi A.S.
Prizma EMYS

. RGN [letisim Hiz. AS.

. Teleperformance/Metis Bilgisayar Sistemleri San. Tic. A.S.

. Tempo Cadri Merkezi ve Is Stirecleri Dis Kaynak Hiz. Tic. AS.
. Tepe Servis ve Yonetim A.S.

. Turk Ekonomi Bankasl A.S.

. Tlirkive Halk Bankasi A.S.

. Tarkiye Ziraat Bankasl A.S.

. Tlrkiye is BankasI A.S.

. Vestel Ticaret A.S.

. Vodafone Telekomunikasyon A.S.

Webhelp Cadr Merkezi ve Misteri Hizm. A-S.

. 32 Net Bilgi Teknolojileri ins. San. ve Tic. Ltd. Sti.

I 16 | (D 2017 Faaliyet Raporu
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PROJELERIMIZ VE FAALIYETLERIMIZ

OUR PROJECTS AND ACTIVITIES

Is Sagli1 ve Giivenligi, Tehlike Siniflarini Belirleme Komisyon Toplantisi
Occupational Health and Safety, Commission Meeting for the Identification of Danger Classes

T.C. Calisma ve Sosyal Givenlik Bakanligy, Is Sadhdii ve Givenlidi Genel
MidUrligu yonetiminde Ankara'da yapilan, sektdrlerin tehlike siniflarinin
degerlendirildigi korisyon toplantisina Istanbul Ticaret Odasi ile birlikte
katilim sagladlik.

Toplantida “tehlikeli” sinifta yer alan ¢adr merkezi faaliyetleri
iskolunun “az tehlikeli” sinifa alinmasl talebimizi dile getiren sunumu
Dernedimiz adina Istanbul Ticaret Ocast gerceklestirdi. Sunumumuz
sonrasinda komisyonda gerceklestirilen oylama sonucunda, 82.20.01
NACE kodundaki cagn merkezi faaliyetleri, “az tehlikeli” sinifa alinmistir.
S6zkonusu karar, 27 Subat 2017 tarihli ve 29992 Sayili Resmi Gazete'de
(mUkerrer) yayinlanmistir.

D\~ S
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We attended the commission meeting held in Ankara under the
direction of the T.R. Ministry of Labor and Social Security, General
Directorate of Occupational Health and Safety, where danger classes
of the sectors are evaluated, together with the Istanbul Chamber of
Commerce.

Istanbul Chamber of Commerce made a presentation at the meeting
on behalf of our Association expressing our request to take call center
activities into the “less dangerous” class. As a result of the voting
conducted at the commission after our presentation, the call center
activities in the code 82.20.01 NACE were placed in “less dangerous”
class. This decision was published in the Official Gazette dated
February 27, 2017 and numbered 29992 (bis).
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Bankacilik Diizenleme ve Denetleme Kurumu (BDDK)
Banking Regulation and Supervision Agency (BRSA)

Bankacilik Diizenleme ve Denetleme Kurumu (BDDK), Finansal Tiiketici
lliskileri Daire Baskanhi{ji tarafindan, banka cadr merkezlerindeki
hizmet kalitesinin belirlenmesi amaciyla hayata gecirilecek diizenleme
icin Dernegimizden goriis talep edilmesi tizerine hizlica bir proje ekibi
olusturduk. Gonilli olan Gyelerimizden olusan proje ekibimizle birlikte
taslak olarak iletilen dokiiman her agidan degerlendirilerek olusan ortak
gortis, Yonetim Kurulumuzun onay! ile BDDK'ya iletilmistir. Sonug olarak
s0zkonusu diizenlemeye dair asadidaki onerilerimizin kabul gormesini
sadladik;

- Satis ve pazarlama amaciyla misterilerin 3 ay icerisinde en fazla 3 kez
aranmas! kisitinin kaldinimasi

- Miisteri Temsilcisi icin cevap verme stiresi olan 120 saniye kuralinin
kaldinimasi

T.C. (SGB Is Saghdn ve Giivenligi Genel Midirligi

We have quickly formed a project team upon the request for an opinion
from our Association for an arrangement to be realized by the Banking
Regulation and Supervision Agency (BRSA), Financial Consumer Relations
Department to determine the quality of service in the Bank call centers.
Together with our project team, which consists of our members who

are volunteers, the document that is communicated in draft has been
evaluated from all aspects and the common opinion that is formed

has been communicated to the BRSA with the approval of our Board of
Directors. As a result, we have ensured that the following suggestions
regarding the said arrangement are accepted;

- Removing the restriction of calling the customers 3 times in 3 months at
the most for the purpose of sales and marketing

- Removal of the rule of 120 seconds, which is the time for the Customer
Representative to respond

b
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BANKACILIK
DUOZENLEME VE DENETLEME
Kurumu

T.R.MLSS General Directorate of Occupational Health and Safety

Istanbul Ticaret Odasi'nin destedi ile, Ocak ayinda cadr merkezi
faaliyetlerinin tehlikeli siniftan az tehlikeli sinifa alinmasinin ve kararin
Resmi Gazetede yayinlanmasinin ardindan, T.C Calisma ve Sosyal
Giivenlik Bakanlig, Is Sadligi ve Giivenligi Genel Midiird Sn. ismail Gerim'i
makaminda ziyaret ettik.

(adn merkezlerindeki stire¢ ve uygulamalara iliskin Dernek olarak
Bakanlikla isbirligine her zaman hazir oldudumuzu, gerekli gorilen
projelerin icinde gonulli olarak yer alabilecedimizi ileterek gorts
alisverisinde bulundudumuz bir nezaket zivareti gerceklestirdik.
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After the call center activities were taken from dangerous class to less
dangerous class thanks to the support of Istanbul Chamber of Commerce
in January and the decision was published in the Official Gazette, we
visited Mr. ismail Gerim, T.R. Ministry of Labor and Social Security, General
Director of Occupational Health and Safety in his office.

We have carried out a courtesy visit in which we exchanged views by
informing that we are always ready to cooperate with the Ministry as an
Association for the processes and applications at the call centers and that
we can voluntarily take part in the projects deemed necessary.

(azibe Merkezleri Programi
Attraction Centers Program

T.C. Kalkinma Bakanlidi tarafindan sahiplenilen ve grece az gelismis
holgelerdeki yatinm ortamini canlandirarak istindam, Gretim ve ihracati
artirmak yoluyla bolgeler arasi gelismislik farklarini azaltmak amaciyla
hayata gecirilmesi planlanan destek paketi kapsamina ¢adr merkezleri
de sektor olarak dahil edilmistir. Programin iceriginin olusturulmasina
iliskin tim konularda Bakanlik ve stireci ynetecek olan Kalkinma Bankasi
yetkilileri ile birlikte calistik. Sektoriimuziin intiyaci olan tesvikler ve
ozellikle program kapsaminda belirlenen illerde istihdamin arttinimasl
icin; vatirm tesvikleri, ISKUR destekleri, SGK prim destedi, operasyonel
destek unsurlari icin Onerilerimizi sektorimiiz adina paylastik.

Ek olarak; tesvik basvurularini degerlendirecek olan Kalkinma Bankasl
yetkililerine de talepleri tizerine, saglikli bir degerlendirme yapabilmeleri
icin asadidaki basliklarticeren detayl bir sunum yaptik;

- (agn merkezi hitmet modelleri,
- (agn merkezlerinde verilen hizmet tirleri,

- Ortalama lokasyon yatinm giderleri (bina,insaat, dekorasyon,teknoloji,
mobilya ve ekipman)

- Ortalama lokasyon isletme/Operasyon giderleri (iicret, lokasyon, dider
giderler)

- (adn merkezlerinde tretilen hizmetlerin gelire dondstirdiimesi

- Personel ise alim ve egitim siirecleri

(all centers are also included in the scope of the support package, which
is planned to be implemented by the TR. Ministry of Development in
order to reduce the development differences between regions through
increasing employment, production and exports by revitalizing the
investment environment in relatively less developed regions. We

have worked with the Ministry and the Development Bank officials to
manage the process, on all issues related to the formation of content

of the program. In order for the incentives needed by our industry and
the employment in the provinces determined within the scope of the
program to be increased, we shared our suggestions for investment
incentives, ISKUR supports, SGK premium support and operational support
elements.

In addition, we have made a detailed presentation with the following
headings to the Development Bank officials who will evaluate the
applications for incentives, upon their request so that they can make a
healthy evaluation;

- (all center service models,
- Types of services provided by call centers,

- Average location investment costs (building, construction, decoration,
technology, furniture and equipment)

- Average location operating/Operation costs (fee, location, other costs)

- Revenue conversion of services produced at Call centers
- Staff recruitment and training processes

Kisisel Verilerin Korunmas! Kanununa iliskin Calistaylarimiz
Our Workshops on the Protection of Personal Data

Nisan 2016 yilinda Resmi Gazete'de yayinlanan kanuna iliskin
farkindalidi arttirmak, yorum farkliliklarini gidermek ve uygun stireclerin
kuruglanmasina destek olabilmek icin Uyelerimizin davetli oldudu 2
calistay gerceklestirdik.

Bu calistaylarin ilkinde kanunun her maddesinin tizerinden gecerek, gorts
alisverisinde bulunduk ve sorularimizi belirledik. Hemen sonraki hafta
gerceklestirdigimiz 2. calistayimiza Av. Emre Berk'i davet ederek, bu
sorularmiza dair detayl yanitiar kendisinden aldik. Dokiimante ettigimiz
bu soru-cevalarimizi ayrica websitemize de ekleyerek tim sektorin
faydalanmasini amagladik.

In April 2016, we held 2 workshops where our members were invited to
raise awareness of the law published in the Official Gazette, to support
interpretation differences and to foster appropriate processes.

In the first of these workshops, we reviewed every article of the law and
exchanged views and identified our questions. We invited Att. Emre Berk
to our 2 workshop we held in the following week and received detailed
answers to these questions. We also aimed to make them available to the
entire industry by adding these questionnaires we have documented, to
our web site.
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Is Sagld1 ve Giivenligi Calistaylanmiz
Our Occupational Health and Safety Workshops

(adn merkezi sektorii olarak her ne kadar az tehlikeli sinifa alinmis olsak
da yasalarin gerektirdidi tedbirlerin alinmasi noktasinda sektorimuzdeki
hiling dtizeyini arttirmak, kamuoyundaki alginin iyilesmesine katki
sadlamak tizere bu konuyu en dnemli gindemlerimz arasina aldik.
Uyelerimizin katihmiyla olusturdugumuz calisma grubumuzla 2 calistay
gerceklestirerek dncelikli hedeflerimizi asadidaki gibi belirledik;

1- s saghi ve giivenligi agisindan var olan risk faktérlerimizi belirlemek
ve bu risk faktorlerinin nasil yonetilecedi konusunda kaynak niteliginde
bir calisma hazirlamak,

2- Az tehlikeli sinifta olsak da alinmasi gereken tedbirler konusunda
standart bilgi ve uygulamalarin olusmasina katki sadlamak,

3- Ornek olabilecek uygulamalarin olusmasina katki saglamak.

As the call center industry, we have put this issue on our most important
agendas to increase awareness of the industry in connection with taking
the measures required by laws, and to contribute to the improvement
of public opinion even though we have heen placed in less dangerous
class. We organized 2 workshops with our working group that we
created with the participation of our members and determined our
priority targets as follows;

1- To identify our existing risk factors in terms of occupational health and
safety and to prepare a reference study on how to manage these risk
factors,

2-To contribute to the formation of standard information and practices
on the measures to be taken even we are in less dangerous class,

3-To contribute to the formation of practices to be taken as a basis.

Bankalararasi Kart Merkezi (BKM) sbirligimiz ve Telefon Dolandiriciidi Olaylari
Our Cooperation with Interbank Card Center (ICC) and Phone Scam Cases

Dernek olarak 2016 yilinda dahil oldugumuz, Sosyal Mihendislik
Dolandirialigiini Onleme Calisma Grubu toplantis Nisan ayinda Bilgi
Teknolojileri Kurumu (BTK) nun evsahiplidinde gerceklesti. Toplantiya
Dernegimizle birlikte, Adalet Bakanlidi Ceza Isleri Miidurliig, BDDK
Bilgi Sistemleri Uyum Daire Baskanligi, BODK Finansal Tketici lliskileri
Daire Baskanligi, Bankalararas! Kart Merkezi (BKM), Bilgi Teknolojileri ve
lletisim Kurumu, Giimriik ve Ticaret Bakanhii, Hakim ve Savailar Yiksek
Kurulu, Istanbul Siber Suglarla Miicadele Sube Mdrliga, Jandarma
Genel Komutanhidi, Mastercard, Siber Suclarla Miicadele Daire Baskanlid,
Yargitay Baskanligi temsilcileri katilim gosterdi.

Toplantida, sosyal mahendislik basta olmak Uzere, banka hizmet
kanallari kullanilarak yapilan telefon dolandincilidi ile micadelede,
hankacilik sistem ve uygulamalarinin gelistirilmesine, vatandasin
bilinglendirilmesine, sahada yariitiilen micadelenin etkinlestirimesine
ve yasal dizenlemelerin Gnemine dedinildi. Katihimcr olan tiim ¢alisma
grubu Gyelerinin 6nerileri dederlendirilirken dne ¢ikan konularla ilgili de
alt calisma gruplari olusturuldu.

The Working Group meeting for the prevention of social engineering
fraud, in which we involved in 2016 as an association, took place in

April under the auspices of the Information Technologies Authority
(ITCA). In addition to our Association, the meeting was attended by the
Penal Affairs Directorate of the Ministry of Justice, BRSA Information
Systems Compliance Department, BRSA Financial Consumer Relations
Department, Interbank Card Center (ICC), Information Technologies and
Communications Authority, Ministry of Customs and Trade, Supreme
Council of Judges and Prosecutors, Branch Directorate of Combating
Cyber Crimes, General Command of Gendarmerie, Mastercard,
Department of Combating Cyber Crimes, Presidency of the Judicial Council
representatives.

In the meeting, we discussed the improvement of banking systems and
practices, raising awareness of the citizens, enabling the struggle in the
field, and the importance of legal arrangements in the fight against

the phone scam through bank service channels, especially against the
social engineering. While evaluating the recommendations of all the
participating working group members, sub-working groups were also
formed with regard to the outstanding issues.
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Uyelik Tabanini Genisletmek
Expanding Membership Base

Dernek olarak 2016-2019 stratejilerimiz arasinda belirledigimiz
konularimizdan biri olan tyelik tabanimizi genisletmek ve tedarikgi
firmalarin da Dernede Gyelidini sadlamak tizere tliziik degisikligine
gittigimiz bir yili geride biraktik. Mayis ayinda gergeklestirdigimiz
Olagantistii Genel Kurul Toplantimizda tim Genel Kurul Uyelerimizin
hemfikir oldugu kosul ve sartlarda Destekei Uye/Katilima Uye statiistiyle
yeni bir dyelik trd tanimladik ve yeni tiziigimiza yetkili merciilere
onava ilettik. Ancak Genel Kurul Uyelerimiz ve avukatimizca da uygun
bulunan bu tyelik tipi icin yaptigimiz tanimlama, belirledidimiz kosul ve
sartlar yasal bir takim engellere takildidindan maalesef

uygulamaya alamadik.

As an Association, we have left behind a year in which we changed

our constitution in order to expand our membership base, one of the
issues that we have identified among our 2016-2019 strategies, and to
ensure that supplier companies become a member of the Association.

In our Extraordinary General Meeting held in May, we defined a new
membership type with the status of Supporter Member/Participant
Member on the terms and conditions upon which all General Assembly
Members agree and communicated our new constitution to the
competent authorities. However, unfortunately, we have not been able
to implement this type of membership, which is deemed appropriate by
our General Assembly Members and our attorney, because the definitions,
terms and conditions we have identified have faced some legal barriers.

Yonetim Kurulu Toplantilarimizi Duizenli Olarak Gerceklestirdik
We Have Regularly Held Our Board of Directors Meetings

Sektorimizi etkileyen onemli glindemlerin degerlendirildidi, stratejilerin
belirlendigi, yeni giindem, eylem, proje ve isbirligi kararlarinin

alindigr Yonetim Kurulu toplantilarimizi 2017 yilinda da diizenli olarak
gerceklestirdik.

Yil icerisinde gerceklestirdigimiz dizenli toplantilarimizda tiye
hasvurularini degerlendirdik, dernek olarak atilan adimlari ve alinan
aksiyonlart paylastik. Glincel gelismelere gore beklenmedik ve
gundemimize aniden giren farkl, kritik konulari da atlamadik ve tiim
iyelerimizle birlikte bu konularla ilgili de sektoriin daha iyive gitmesiigin
neler yapilabilecedi gortstnd olusturduk.

Yonetim Kurulu Toplantilarimizi, sektorel bilgi paylasimlarinin disinda
sektordeki tst diizey yoneticilerin biraraya gelerek hem fikir alisverisi
yaptiklar hem de tecriibelerini paylastiklar bir platform olmaya
devam etti. Aynca yil iersinde gergeklestirdidimiz bilgilendirme amagli
yaptigimiz Genel (ye toplantilarimizda ise tim Gye temsilcilerimizin
yodun ilgi ve katilimi ile gerceklestirdik.

We held our Board meetings on a regular basis in 2017, where the
important issues affecting our industry were evaluated, strategies were
set, new agenda, action, project and cooperation decisions were taken.

During the regular meetings we held during the year, we evaluated the
applications of the members and shared the steps and actions taken

as an Association. We did not leave out the different, critical issues that
suddenly entered our agenda in parallel with current developments, and
together with all our members, we created an opinion on what can be
done to improve the sector.

Our Board meetings continued to be a platform where senior managers
in the sector came together and exchanged ideas and shared their
experiences in addition to sectoral information sharing. In addition, we
held our General members” meetings for information purposes during
the year with the intensive interest and participation of all our member
representatives.
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Denetim Kurulu Uyelerimizle ic Denetimimizi Gerceklestirdik
We Have Carried Out Our Internal Audit Together with Our Members of Board of Supervisors

Denetim Kurulu Uyelerimiz olan Kadrive (imen Bozac, Dilek Giler ve
Hasan Adigiizel ile birlikte Dernegimizin 2016 yilina iliskin faaliyetlerinin
tliziik hiikGmlerine uygunludunu ic denetimimizi yaparak gerceklestirdik.
Denetim Kurulu Uyelerimizden bir sonraki yil yapilacak olan denetim
planlarininot alarak bu yil da basarili bir denetim stirecini daha
tamamlamis olduk.

Together with our Audit Committee members Kadriye Cimen Bozacl,
Dilek Guiler and Hasan Adigtizel, we carried out our internal audit for the
compliance of the activities of our Association with the provisions of the
constitution for 2016. We have also completed a successful audit process
this year by taking note of the audit plans to be made by our Audit
Board members the next year.

Mesleki Yeterlilik Kurumu (MYK)'nin “Calisma Hayatinda Mesleki Yeterlilik Calistay!”
Vocational Qualifications Authority’s (VQA) “Workshop on Vocational Qualification in Working Life”

Dernedimiz tarafindan hazirlanan ve Mesleki Yeterlilik Kurumu tarafindan
onaylanan “ (adri Merkezi Misteri Temsilcisi” ve “Cadr Merkezi Takim
Lider” mesleklerine iliskin ulusal yeterlilikler ile 100 binden fazla kisinin
istihdam edildidi cadn merkezi sektoriinde, bu iki pozisyonun meslek
olarak algilanmasi noktasinda bayuk bir adim atmistik.

Ulusal yeterliliklerin belirlenmesi ile tiim editim kurumlarindaki
mufredatlar sektortn ihtiyaclarina gore sekillenerek, ise daha uygun
hilgi, beceri ve yetkinlige sahip kisilerin sektorimuzde istindam
edilmesine imkan saglyor. Bu projenin sadlayacadi en biiyiik
faydalardan birinin de, is gticti devir oraninda yaratacadi disus olacagini
soyleyebiliriz. Bu badlamda MYK tarafindan Ankara'da gerceklestirilen
calistaya katilarak konuyla ilgili gelismeleri verinde takip ettik.
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We have taken a big step in recognizing these two positions as a
profession in the call center industry where more than 100 thousand
people are employed with national qualifications related to the “Call
(enter Customer Representative” and “Call Center Team Leader”

jobs prepared by our Association and approved by the Vocational
Qualifications Authority.

With the determination of national qualifications, curriculum in all
educational institutions are shaped according to the needs of the
sector, enabling people with more appropriate knowledge, skills and
competence to be employed in our industry. We can say that one of
the greatest benefits that this project will provide is a decline in labor
turnover. In this context, we participated in the workshop held in Ankara
by VQA and followed the developments related to the topic on the spot.

CALISMA HAYATINDA

MESLEKi
YETERLILIK

MaAYIS 2017

LTen LK HERLER
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2017 Turkiye Cagri Merkezi Pazar Arastirmasi
2017 Turkey Call Center Market Research

Bu yil Dernek olarak sahibi oldugumuz Pazar arastirmamizi
gerceklestirmek (izere pek ¢ok arastirma sirketi ile tanistik ve sonucunda
bu dnemli projeyi XSIGHTS Arastirma firmasi ile yarttmeye karar verdik.
Projeyi arastirma sirketi ile birlikte yiritmek tizere kurulan ¢alisma
grubumuzla birlikte, oldukga yogun bir mesai harcayarak, tiim soru
setlerini, arastirmanin konu basliklarini, kapsama dahil olacak firmalarin
ve sektorlerin listesinin olusturulmasi noktasinda arastirma sirketi ile
birlikte calistik. Kasim ayinda cok degerli ve seckin basin mensuplarinin
katildidi bir basin toplantist ile kamuoyuna sonuglarini agikladigimiz bu
rapor, hem sektorden hem de basin tarafindan biyk ilgi gord.
Sektorimiize yon veren, isik tutan bu 6nemli kaynak raporumuz
kapsaminda dederli bilgilerini paylasarak destek veren tim firmalara
tesekk(ir ederiz.

EN15838 Miisteri Iletisim Merkezi Hizmet Standarti

This year we have met many research companies to carry out our

market research of which we have the possession as an Association and
as a result we decided to carry out this important project with XIGHTS
Research company. Together with our working group, which was set

up to carry out the project together with the research company, we

have worked with the research company in connection with creating all
the question sets, the topics to be investigated, the formation of list of
companies and industries to be included in the scope. This report, the
results of which we disclosed to the public in a press conference attended
by highly valued and distinguished press members in November,
attracted great interest both by the industry and the press. We would like
to thank all the companies that have supported our industry by sharing
their valuable information within the scope of this important reference
report which leads and gives an insight to our industry.

EN15838 Customer Communications Center Service Standard

Avrupa Standardizasyon Komitesi (CEN-European Committee for
Standardization) tarafindan hazirlanan, EN15838 Musteri iletisim
Hizmetleri Standardinin tanitim ve belgelendirme faaliyetlerini bu yil

da hiz kesmeden siirdiirdiik. Msteri iletisim merkezlerinde verilen
hizmetlerin, yurt icinde ve yurt disinda kabul gdren, gucld, kaliteli bir
yapiva ve standarda sahip olmalari hedefiyle Dernek olarak sektoriimuze
kazandirdigimiz “EN 15838 Miisteri iletisim Merkezleri Hizmet Standardi”
nin egitim ve denetim faaliyetlerini Bureau Veritas firmasi ile isbirlidi
icinde gerceklestirdik.

2017 yilinda CPP Tlrkive cadri merkezi,Vakif Emeklilik ve Enerjisa

¢adr merkezlerine EN15838 Hizmet Standardi kapsaminda denetim
gerceklestirdik. CPP Tlrkiye ve Turkcell Global Bilgi cadr merkezlerine
kalite belgelerini torenle teslim ettik. Ek olarak, Gelir Idaresi Baskanli
(Vergi iletisim Merkezi) cagr merkezi ve Vakif Emeklilik cagr merkezlerine
de standart kapsaminda Mevcut Durum Analizlerimizi yaptik.

Daha Once ana belgelendirme sirecini basar ile tamamlamis olan Tlrkiye
Finans Katilim Bankasi, Brisa cadrn merkezi,Turkcell Global Bilgi ¢adri
merkezi ve Tepe cadr merkezinin ara denetimlerini yine bu il icerisinde
gerceklestirdik.

2017 yil sonu itibariyle Dernedimiz tarafindan belgelendirilen firma sayisi
17°ye ulasmis oldu.

We continued to promote and document the EN15838 Customer
Communication Services Standard prepared by the European Committee
for Standardization this year without slowing down. In cooperation with
Bureau Veritas, we have carried out training and auditing activities of
“EN'15838 Customer Communication Services Service Standard” which
we brought in to the industry in order for services provided by customer
communication centers to have strong, high quality structure and
standards that are accepted both domestically and internationally.

In 2017, we audited CPP Turkey call center, Vakif Emeklilik and Enerjisa
call centers within the scope of EN15838 Service Standard. We delivered
quality certificates to (PP Turkey and Turkcell Global Bilgi call centers with
a ceremony. In addition, we conducted our Current Situation Analyses
within the scope of the standard for Revenue Administration (Tax
Communication Center) call center and Vakif Emeklilik call centers.

We have successfully completed the interim audits of Ttirkiye Finans
Participation Bank, Brisa call center, Turkcell Global Bilgi call center and
Tepe call center that have successfully completed the main certification
process before, within this year.

By the end of 2017, the number of companies certified by our Association
reached 17.
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(MD 2. Altin Kulaklik Yarismamizi Diizenledik

We Organized Our CCA 2 Golden Headphone Competition

Dernedimiz tarafindan bu yil ikinci kez gerceklestirilen Altin Kulaklik
Oduillernde miisteri temsilcilerimiz “En Samimi Miisteri Deneyimi
Hikavesi”, “En Etkili Sosyal Sorumluluk Projesi” ve “Bu si Seviyorum,
(lnk...” olmak tizere (i¢ kategoride yaristl.

TUm ¢adri merkezi msteri temsilcilerinin basvurusuna agik olan
yansmaya bu yil yine 100'0n tzerinde basvuru yapildi. Sektor
calisanlarinin amator olarak ¢ektikleri kisa videolarla katildiklar
yansmaya basvurular Dernegimizin websitesi tizerinden yapild.
Yarismacilar bir kategoriye en fazla bir videoyla katildilar.

2. Altin Kulaklik Odiiller?'nde “En Samimi Miisteri Deneyimi Hikayesi”
kategorisinin birincisi Emine Ul Kurtac olurken “En Etkili Sosyal
Sorumluluk Projesi” kategorisinin birincisi Derya Altiok ve “Bu Isi
Seviyorum Ciinkii” kategorisinin birincisi Merve Saatlioglu oldu.

At the Golden Earphone Awards, which was held for the second time this
year by our Association, our customer representatives competed in three
categories as “The Most Sincere Customer Experience Story”, “The Most
Effective Social Responsibility Project” and “I Love This Job, Because ...”.

More than 100 applications were made for the competition, which is
open for the application of all call center customer representatives.
Applications were made through the website of our Association for the
competition in which industry employees participate with short videos
which they take amateurishly. The contestants participated in one
category with a maximum of one video.

While Emine GUl Kurta¢ was the winner of the “Most Sincere Customer
Experience Story” category at the 2 Golden Headphone Awards, Derya
Altiok was the winner of the “Most Effective Social Responsibility Project”
category and Merve Saatlioglu was the winner of the “I Love This Job,
Because” category.

(MD 1. Altin Kulaklik Yarismamizin “Bir Hayalim Var” Kategorisinde 1. Olan MUsteri Temsilcimizin

Havalini Gerceklestirdik

We Have Realized the Dream of Our Customer Representative Who Ranked 1 in “| Have a Dream”
(ategory of our CCA T Golden Headphone Competition

2016 yilinda Dernek olarak sektorde bir ilke imza atarak
gerceklestirdigimiz ve tim musteri temsilcilerimizin katiimina agik

olan CMD Altin Kulaklik Yarismasi oldukga glizel videolar izlememize
imkan vermisti. Yanismadaki 3 kategoriden biri olan “Bir Hayalim Var!”
kategorisinin kazanani Erisim Misteri Hizmetlerinden Omer Faruk Kili¢'in
hayali, toplumun ¢agr merkezlerine bakis agisini 6grenmek istedidi bir
sokak roportaji cekmekti. Biz de Omer Faruk ile yollara ciktik ve hayalini
gerceklestirdik. Bu kevifli roportajr izlemek isterseniz sosyal medya
hesaplarimizi ziyaret edebilirsiniz.

— .__;_ |\
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(CA Golden Earphone Competition, which we realized as an Association
in the sector leading the way in 2016 and which was open to the
participation of all our customer representatives, has enabled us to
watch quite nice videos. The dream of Omer Faruk Kilig from Erisim
(ustomer Services who was winner of the category “I Have a Dream”,
one of the 3 categories in the competition was to take a street interview
where he wanted to learn about community’s perspective on call
centers. So, we went on the road with Omer Faruk and realized his
dream. You can visit our social media accounts if you want to watch this
enjoyable interview.

Elektrik Dagitim Hizmetleri Dernegi (ELDER)

Electricity Distribution Services Association (ELDER)

ELDER (iyesi 8 enerji daditim sirketi ( ARAS EDAS, GDZ EDAS, YESILIRMAK
EDAS, TREDAS, CORUH+FIRAT EDAS, BOGAZICI EDAS, CK ENERJI, ENERJISAY),
Dernedimizi ziyaret ederek, Enerji Piyasasi Diizenleme Kurumu’nun (EPDK)
enerji sektoriine getirdigi hizmet kalitesi yonetmelidi ile ilgili revizyon
talepleri oldudunu, Dernedimizin de yonetmeligi inceleyerek gorislerimizi
EPDK'ya iletmemiz yoniininde destek talepleri olmustur. Yonetmelik
kapsaminda Ozellikle; Ulasilabilirlik Seviyesi Tve Ulasllabilirlik Seviyesi 2
hedeflerinin gerceklestirilmesi ok zor oldudunu aktarmislardir.

(adri merkezi sektoriindn genelini temsilen, tlim sektor ve kurumlara esit,
tarafsiz bir bakis agimizla yonetmelik maddeleri tek tek dederlendirerek,
telekominikasyon ve finans sektorlerinde oldugu gibi sektortin genelinin
ortak bir standardr olmasl adina; mchir sebepler ile cagrilarin belirli bir
orani asmast halindeki durumlarin hesaplamalardan ¢lkarilabilecedini
iceren gOrstimuzi EPDK'va ilettik.

ELDER member 8 energy distribution companies (ARAS EDAS, GDZ EDAS,
YESILIRMAK EDAS, TREDAS, CORUH+FIRAT EDAS, BOGAZICI EDAS, CK ENERJ],
ENERJISA) visited our Association and they stated that they have revision
request for the service quality regulation brought to the energy sector
by Energy Market Regulatory Authority (EMRA), and that they require
our Association’s support to review the regulation and to communicate
our views to EMRA. Within the scope of the Regulation, it was stated
that it was very difficult to realize the goals of Accessibility Level Tand
Accessibility Level 2 in particular.

In order to be a common standard of the industry as a whole as in
telecommunications and finance sectors, we conveyed our opinion to
EMRA that the situations in which the calls exceed a certain proportion
due to force majeure can be excluded from the calculations, by evaluating
the articles of the regulation with an equal, objective point of view for all
sectors and institutions.

Sektérden Haberleri Haftalik Olarak Uyelerimizle Paylasmaya Devam Fttik
We Continued To Share News From Industry On a Weekly Basis With Our Members

Sektoriin bilgi merkezi olarak Uyelerimize fayda sagladigini
distindigumdz ve cadri merkezi sektord ile ilgili haberleri, her
hafta medya ajansimizdan alarak , dizenliyoruz ve haftalik olarak
Uyelerimizke paylasmaya devam ediyoruz.

CAGRI
MERKEZLERI
DERNEGI

CALLCENTERS
ASSOCIATION

We, as the information center of the industry, receive news about the
call center industry that we think is beneficial to our members from the
media agency every week, organize it, and continue to share with our
members weekly.

Sektorden Haber Var!

4 - 11 Aralik
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Mistakil Sanavici ve isadamlari Dernegji (MUSIAD)
Independent Industrialists’ and Businessmen’s Association (MUSIAD)

Dernedimizin Internet Sitesinde Kariyer Firsatlarini Paylasmaya Devam Ediyoruz
We Continue to Share Career Opportunities on the Web Site of Our Association

IMI Conferences tarafindan organize edilen ve Dernedimizin davetli
oldugu toplantida Dernek Baskanimiz Metin Tarake! tarafindan, MUSAID
Uyelerine sektorimuzil anlatan detayli bir sunum yapildi.

Uyelerimizden Haberleri Paylasmaya Basladik
We Started to Share the News from Qur Members

At the meeting organized by IMI Conferences to which our Association is
invited, Metin Tarakgl, the Chairman of our Association, made a detailed

presentation explaining our industry to MUSIAD members.

Dernek olarak tiyelerimize fayda sadlayacadini distindigimiiz yeni
bir uygulamayi daha 2017 yili itibariyle hayata gecirdik. Takip eden kisi
sayisinin 20 bini buldudu sosyal medya hesaplarimizdan ve internet
sitemizden dyelerimizin basarilarini, eglenceli aktivitelerini ya da yeni
lokasyon bilgisi gibi onemli haberlerini paylasmaya basladik.
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As an association, we have implemented a new application that we
think will benefit our members as from 2017. We have started to share
important news from our members such as their achievements, fun
activities or new location information from our social media accounts
where the number of followers has reached 20 thousand and our web
site.

CAGRI
MERKEZLER

(adn Merkezi sektoriinin referans noktast olan dernegimizin internet
sitesini zivaret eden, telefonla , e-mail ile ulasip bilgi almavya calisan kisi
sayisiher gegen gin artryor. Sektorimiizde calismak isteyen potansiyel
isgtcnd, Gyelerimizin is ilanlarindan haberdar edebilmek adina adina
uygulamaya aldidimiz bu bolimde, Gyelerimizden dizenli olarak
aldigimiz is ilanlanini yayinliyoruz ve bu ilanfarin yayinlandig linkleri
paylasiyoruz. Bu vesile ile sektdriimuze adim atmak isteyen, kariyer
plani yapmak isteyenleri tyelerimizle bulusturmak tizere katki
sadlamis oluyoruz.

KARIYER
FIRSATLARI

www cagiimerherieridernegl oig

The number of people who visit our Association’s website, which is

the reference point of the call center industry, and who try to get
information by phone, e-mail, is increasing day by day. In this section
that we put into practice to inform our members about the potential
labor force that wants to work in our industry, we publish the job
postings that we receive from our members regularly and share the
links to which these postings are published. With this in mind, we are
contributing to bringing together those who want to take a step forward
in our industry and want to make a career plan.

Ailemize Katilan Yeni Uyelerimiz!
New Members Joining Qur Family!

Dernedimize katilan her yeni tiye hem zincirin yeni bir halkasi olarak
temsil glicimiiza artirds, hem de ailemizi biydittd. 2017 yilinda Pozitif
(adri Merkezi, Prizmma Etkilesim Merkezi, Istanbul Biyiksehir Belediyesi
Alo 153 Cadri Merkezi ve Callart Cadr Merkezi'nin katiimlariyla tiye
sayimiz 51 oldu! Istihdam kapasitesi acisindan sektérimiziin %90'min
temsil ettigimiz, kurumlar tek bir cati altinda toplayarak g birlidi
olusturmamizin gururunu ve mutlulugunu yasadigimiz bir yil daha
geride biraktik.

BEYAZ MASA

ALO 153

POSITIVE'

Each new member of our Association has both increased our
representation power as a new ring of the chain and expanded our
family. In 2017, number of our members has reached to 51 with the
participation of Pozitif Call Center, Prizma Interaction Center, Istanbul
Metropolitan Municipality Alo 153 Call Center and Callart Call Center! We
have left behind another year in which we represent 90% of our sector
in terms of employment capacity and we are proud and happy to gather
the institutions under a single roof and to create a union of power.

art

Byy
i gin "F -

Przma
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DUZENLEDIGIMIZ VE KATILDIGIMIZ ETKINLIKLER
EVENTS WE HAVE ORGANIZED AND ATTENDED

(MD 7. Geleneksel Sektor Bulusmamizi Gerceklestirdik
We Have Realized Our CCA 7" Traditional Sector Meeting

Dernek olarak her yil geleneksel olarak diizenledigimiz Sektor Bulusmasi
etkinligimizi bu yil 29 Kasim tarihinde Wyndham Grand Istanbul
Levent'te gerceklestirdik. 400°e yakin sektor profesyonelini bir araya
getirdigimiz etkinligin bu yilki temast ise “Yapay Zeka (adinda Insanin
@Uc” oldu. Her yil oldudu gibi bu yil da glindemdeki konular gz onine
alinarak olusturulan program akisimizda, yapay zekanin geldigi nokta ve
gelecedi, bu teknolojilerin hayatlanmizi nasil kolaylastiracadi gibi konular
tartisildi.

Simge Fistikodlu'nun sunumuyla gerceklesen etkinlik programinda
“Gelecek Beklenilenden Daha Hizll Gelecek”™ baslikl konusmastyla Sabanci
Universitesi Finans Kirsti Baskani Prof. Dr. Ozqiir Demirtas biiyiik ilgi
toplarken, “Yeni Cadda Ideal Is Yeri ve Calisan Bagliigr” sunumuyla Prof.
Dr. Turker Bas, dedisen is yeri ve calisan profillerine dair isik tuttu.

Etkinligin ikinci bolimiinde yer alan teknoloji panelinde ise; SAS

Yazilim Orta Dodu, Tiirkiye ve Dogu Avrupa Is (6zimleri Direktord

Yigit Karabag'in moderatdrligunde, yapay zekanin hayatlarimizi nasil
kolaylastiriacadi konusuldu. Teknoloji sponsorumuz CCR CEQ’su,Ttirker
Erkin'in teknoloji ve gelecede yatinm konusundaki tavsiyelerinin

ver aldigi sunumunun ardindan son olarak etkinlikte sahne alan

isim, Anadolu Efes, Fenerbahce ve Tiirkiye Milli Takim basketbol
takimlarinda Kog olarak gorev alan Cetin Yilmaz oldu. Cetin Yilmaz keyifl
konusmasinda iyi bir lider olmanin sirlarini paylastl.

Sunumlarin ardindan gala yemediyle devam eden programda
davetlilerimiz, Flapper Swing grubunun edlenceli sahne performanstyla
kevifle anlar yasad.

Artik geleneksellesen bu etkinligin gerceklesmesine katki sadlayan ana
sponsorumuz Webhelp Tiirkiye olmak Uzere, teknoloji sponsorumuz
((Ra, yaka karti sponsorumuz Atosa, ¢anta sponsorumuz AVAYA'ya,
panel sponsorumuz SAS'a ve stand sponsorumuz Turkcell Global Bilgi'ye
hir kez daha tesekk(ir ederiz.

Sabar

, haby .
Universitess

‘ﬂ E.‘_JEF..
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We have organized our Sector Meeting event which we, as an
Association, have traditionally held every year, on November 29 this
year at Wyndham Grand Istanbul Levent. The them of this year’s event,
where we brought together nearly 400 industry professionals, was “The
Power of Man in the Age of Artificial Intelligence”. As with every vear, in
our program flow, which was created by taking into consideration the
issues on the agenda, issues such as the current situation and the future
of artificial intelligence, how these technologies will facilitate our lives
were discussed.

In the event program, presented by Simge Fistikoglu, Prof, Dr. Ozqir
Demirtas, the Head of Finance Chair of Sabanci University drew great
interest with his speech titled “The Future Will Come Faster than
Expected”, while Prof. Dr. Tarker Bas shed light on the changing
workplace and employee profiles with his presentation titled “Ideal
Workplace and Employee Commitment in the New Age”.

In the technology panel in the second part of the event; it’s been
talked about how artificial intelligence makes our lives easier under
the moderation of Yigit Karabad, SAS Yazilim Middle East, Turkey and
Eastern Europe, Business Solutions Director. Following the presentation
of our technology sponsor CCR CEO,Turker Erkin's recommendations

on technology and investment in the future, the last person to get

on the stage was Cetin Yilmaz, who served as coach in Anadolu Efes,
Fenerbahce and Turkey National Basketball teams. Cetin Yilmaz shared
his secrets of being a good leader in his pleasant speech.

Following the presentations, the program continued with the gala
dinner, and the invitees enjoyed the enjoyable stage performance

of Flapper Swing group. We would like to thank our main sponsor
Webhelp Turkey, our technology Sponsor CCR, our collar card sponsor
Atos, our bag sponsor AVAYA, our panel sponsor SAS and our stand
sponsor Turkcell Global Bilgi, for contributing to the realization of this
traditionalized event.
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(MD 2. Takim Liderleri Zirvemizi Gerceklestirdik
We Have Held Our CCA 2" Team Leaders Summit

Dernedimiz tarafindan geleneksel hale getirilen “Takim Liderleri Zirvesi”
nin ikincisini “GUcld takimlar, Gligld liderler, Gligli sektor” temasiyla
Dedeman Bostancr'da gerceklestirdik. Trkiye'nin farkl noktalarindan
400" e yakin takim liderlerini bir araya getirdigimiz etkinligimiz, tim
katihmailarimizin biyik begenisini kazand..

Sektdrimiziin geng yoneticileriyle biraraya geldigimiz etkinligimizde
50z alan CMD Yonetim Kurulu Baskanimiz Metin Tarakgr takim liderlerinin
sektorim(z icin onemine vurgu yaparken, (MD Yonetim Kurulu Baskan
Yardimasi Engin Utkan, dijital ¢agda dedisen musteri deneyiminin
geldidi noktaya dair notlarini paylastl.

Toplantida CMD Yénetim Kurulu Uyesi Rengin Agiléni acilis konusmasi
icin s6z alirken, DHL Pazarlama ve Msteri lliskileri Genel Midir
Yardimaisi Nil Keskin Keles de, “Dodru Kariyer Planlamasi Nasil Yapilir?”
sorusunun cevabi icin katiimailara yol gosterdi.

(adri merkezi sektorindeki basar hikayelerinin paylasiididi panelde
konusan Comdata Tiirkiye Genel Midur Yardimas Kartal Tiknaz,

Turkeell Global Bilgi Genel Miidur Yardimaisi Funda Seyrek Kantarli, QNB
Finanshank Erzurum Cadri Merkezi Bolim Mddiird Devrim Dileroglu ve
EKOCCS Genel MUdura Serkan Basoz tecribelerini geng liderlerle paylasti.

Ayrica programin bu boliminde yoga editmeni Selmin Tosun’un,
masa basinda calisanlar icin hazirladidi pratik nefes egzersizi teknikleri,
katilimalarin biyik bedenisini topladi.

Etkinligimiz, cadri merkezlerindeki stireclerin tman( etkileyen Kisisel
Verilerin Korunmast Kanunu ile ilgili olarak Dr. Av. Cigdem Ayozger’

in veri korumasi ve bilgi givenligine dair verdidi onemli ipuglariyla
devam ederken, Sosyolog Nurdodan Arkis'in bay(k ilgi goren ve ayakta
alkislanan sunumu “Licer, Bir Takimi Nasil Yonetir?” baslikli
konusmasiyla sona erdi.
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We have realized the second of the “Team Leaders Summit”
traditionalized by our Association in Dedeman Bostanci with the theme
of “Strong Teams, Strong Leaders, Strong Industry”. Our event, which
brought together nearly 400 team leaders from different points of
Turkey, has earned the great appreciation of all our participants.

Metin Tarakei, the Chairman of the Board of Directors of CCA, who talked
inour event, where we met with young managers of our industry,
emphasized the importance of the team leaders for our industry while
Engin Utkan, Vice Chairman of the Board of Directors of (CA shared his
notes on the current situation of the changing customer experience in
digital age.

While Rengin Adilonu, the member of the Board of Directors of (CA,
has taken the floor for the opening speech, Nil Keskin Keles, the Deputy
General manager of DHL, responsible from Marketing and Customer
Relations, has guided the attendants with the answer of the question
“How can an Accurate Career Planning be Made?”.

Speaking at the panel where success stories in the call center industry
were shared, Comdata Turkey Deputy General Manager Kartal Tiknaz,
Turkcell Global Bilgi Deputy General Manager Funda Kantarll, QNB
Finansbank Erzurum Call Center Division Manager Devrim Dilekoglu and
EKOCCS General Manager Serkan Basoz shared their experiences with
young leaders.

In addition, in this part of the program, Yoga Instructor Selmin Tosun’s
practical breathing exercise techniques prepared for the desk-bound
employees gathered the great appreciation of the participants.

In connection with the Law on the protection of personal data that
affects all of the processes in call centers, our event continued with Dr.
Att. (igdem Ayozger's important tips on data protection and information
security, and ended with Sociologist Nurdodan Arkis's widely acclaimed
and strongly applauded presentation titled “How the Leader Manages
aTeam”.

2. TAK
LIDERI

5. MUsteri Hizmetleri Zirvesi
5™ Customer Services Summit

=

Nice Medya tarafindan 3 Mayis 2017 tarihinde Hilton Istanbul Bosphorus
Otel'de gereklesen 5.Msteri Hizmetleri Zirvesi'nin agilis konusmasini ve
sunumunu her yil oldudu gibi bu yil da Yonetim Kurulu Baskanimiz Metin
Taraker gergeklestirdi.

Sunumumuzda bu yilin 6nemli gelismelerinden biri olan ve tiim sektori
heyecanlandiran Cazibe Merkezleri Programi'nin ¢adri merkezi sektoriine
neler getirdigine dedindik ve katilimaarin merak ettikleri detaylarla ilgili
guncel bilgileri paylastik.

As in every year, Metin Tarakgi, Chairman of our Board of Directors, made
the opening speech and presentation of the 5th Customer Services
Summit held by Nice Medya on May 3, 2017 at Hilton Istanbul Bosphorus
Hotel this.

In our presentation, we talked about what the Attraction Centers
Program, one of the important developments of this year, brought to
the call center industry and shared the current information about the
details that the participant was interested in
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BASINDA ve SOSYAL MEDYADA BIZ
OUR ASSOCIATION IN PRESS AND SOCIAL MEDIA

Bloomberg HT Kanalt Fokus Programina ve TGRT Haber Kanali Ekonominin Dili
Programina, Canli Yayin Konugu Olarak Katildik

We Have Joined the Fokus Program on Bloomber HT Channel and Ekonominin Dili Program on
TGRT Haber Channel as An On-Air Guest

In order to share our messages, important activities and information that il et 12
We, as an assodiation, want to communicate on behalf of our sector, we
also took part in the press channels this year.

Dernek olarak sektorimizi temsilen vermek istedidimiz mesajlarimiz,
onemli faaliyetlerimizi ve bilgilendirmelerimizi paylasmak dzere bu yil
da 6nemli basin mecralarinda yer aldik.

e Cagrn merkezleri sektoro
105 binistihdama ulastl

eherd ThermiE i rkadidly raporu giee pucar byl 2017 de
mtlvur II o uligts, Bl sektiede istihdam be ot kadrolorts bivlikte 16

—
I

st

Onemli giincel gelismelerle ilgili basin biltenleri hazirlayarak servis ettik,
Dernedimizden talep edilen gorusleri sektdr adina paylastik, dnemli
hasin mensuplari ve basin organlaryla roportajlar gerceklestirdik, ozel

We prepared and delivered important press releases about important
current developments, We shared the views requested from our
association on behalf of the industry, we conducted interviews

Ty

haber calismalarinin ve dosyalarinin gerceklesmesine biytik katkilar
sadladik.

Sosyal medya takipci sayisi
2017 yilinda toplam

5.450

hegeniye ulastl
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Portal

with important press members and press organs, we made great
contributions to the realization of special news studies and files.
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2018 YILI ONCELIKLI GUNDEMLERIMIZ
OUR PRIORITY AGENDA OF THE YEAR OF 2018

* (adr merkezi sektoriini ilgilendiren tim regulatif
calismalarin icinde yer almaya devam etmek.

 Kamu kurum ve kuruluslaryla kurdugumuz iyi iliskilerin
strekliligini saglamak.

+ Geleneksel sektor bulusmasi etkinligimizi gerceklestirmek

« Takim Liderleri Zirvemizi Istanbul disinda baska
lokasyonlarda yilda 2 kez diizenlemek.

2018 yili Tarkiye Cadri Merkezleri Pazar arastirmasini yapmak ve vil
sonunda aciklamak.

+ (alsan sirkdlasyonu sorununun ¢dztmd icin projeler hayata
gecirmek.

+ Sektdrin bilgi merkezi olmak tzere intiyac duyulan konularda
raporlar hazirlamak, arastirma ve analizler yaparak yayinlamak.

« Sektorin imajinin ve algr yonetimi iyilestirmek icin calismalar
yapmak.

* (adr merkezi isinin potansivel is glicii ve mevcut ¢alisanlar
nezdinde meslek olarak algilanmasini saglamak (izere gencleri
bilgilendirmeye devam etmek.

* Yurtici ve yurtdisi cadri merkezi hizmetleri icin tesvik kapsaminin
genisletilmesini saglamak.

« Sektordeki hizmet kalitesini belirlemek ve yikseltmek tzere editim
verdigimiz EN15838 Hizmet Standardini yayginlastirmak.

+  Timletisim kanallarini kullanarak cadri merkezi sektor(i hakkinda
kamuoyunu bilinclendirmek.

* (adr merkezi sektord ile ilgili cesitli konularda genis katilimli
seminerler dizenlemek.

« Sektortin faaliyet alanini genisletmek tzere potansiyel sektorlere
isimizi ve sadlayabilecedimiz katma dederleri anlatmak.

* (adr merkezi sektoriinin gelisimine fayda saglayacak olas! ishirlidi
firsatlarini dederlendirmek.
(Universiteler, kamu kurumlar, dider STK'lar)

« Tirkive cadr merkezi sektorind gelistirmek tizere yurt disindaki
uygulamalari yakindan takip etmek ve uluslararasl arenada Ulkemizi
tanitmak.

2017 sonu itibariyle 51 olan Uye sayimizi farkli sektorlerden yeni
Uyeler kazanarak arttirmak.

« Uyeiliskilerimizi her gecen giin gliclendirerek meveut iyelerimizin
badliligini arttirmak Gzere ¢alismalar yapmak.
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To continue taking part in all requlative studies related to call center
industry.

To maintain continuity of good relations we've established with
state institutions and organizations.

To perform our traditional industry get together event.

To organize our Team Leaders Summit twice a year at other
locations outside of Istanbul.

To conduct 2018 Turkish Call Centers Market Research and announce
the results at the end of the year.

To put projects inlife for the solution of employee turnover
problem.

To prepare reports on subjects needed as the information center of
the industry, to make researches and analyses and to publish them.

To perform studies for improving image of the sector and
perception management.

To continue to inform young people to ensure that the call center
work is perceived as a profession by the potential workforce and
existing staff.

To provide the extension of incentive scope for domestic and
overseas call center services.

To extend the EN15838 Service Standard, on which we deliver
training to determine and improve the quality of service in the
industry.

To raise the awareness of public about call center industry by using
all communication channels.

To organize broad participation seminars on various subjects
relevant to the call center industry.

To explain our business and added values we may provide to
potential industries to extend the field of activity of the industry.

To evaluate possible cooperation opportunities which may be useful
for the development of call center sector.
(Universities, state institutions, other NGOs)

To follow closely the practices abroad to develop call center industry
in Turkey and to introduce our country in the international arena.

To increase the number of our members which was 51 as of the end
of 2017, by gaining new members from different industries.

To perform studies for increasing loyalty of our current members by
strengthening our member relations day by day.

CAGRI MERKEZLERI DERNEGI UYELIK AVANTAJLAR
ADVANTAGES OF CALL CENTERS ASSOCIATION MEMBERSHIP

+ 5T ye kurum ile cagn merkezi sektorinin yaklasik %90'ini
temsil eden, Tlrkiye'deki cadr merkezlerini tek ¢ati altinda
toplayan ilk ve tek aktif Sivil Toplum Kurulusu'yuz.

* Sektoru etkileyen her tirli yasal dizenlemede soz

sahibi- olabilmek ve sesimizi duyurabilmek adina guc

birlidi olusturuyoruz. (Yatirm Tesvikler, istihdam Tesvikleri,
BTK, BDDK,EPDK vb. regtilatif kurumlarin sorumlulugundaki
sektoriimuzii ilgilendiren diizenlemeler, ISG diizenlemeleri,
Elektronik Ticaretin Dizenlenmesi Hakkindaki Kanun, Mesafeli
Satis Sozlesmelerine Dair Yonetmelik, Doviz Kazandiran Hizmet
Ticaretinin Desteklenmesi Hakkindaki Teblig, Mesleki Yeterlilik
Kurumu ile Mesleki Sertifikasyon stireci, Kisisel Verilerin Korunmasi
Kanunu, sektdriimuzle ilgili tim Bakanliklar ve kurumlarla
dlzenlive yakin temaslar...) Aramiza katilan her yeni (ye temsil
guctmzh de arttinyor. Sektor temsilcisi olarak kamu kurum ve
kuruluslanyla olusturdudumuz iyiiletisimimizi her gecen giin
gelistirerek sektoriimuize katki saglyoruz.

« Sektorii etkileyen onemli glindemleri yakindan takip ederek,
(yelerimizi etkileyecek her tlrli haber, proje ve gelismelerden
haberdar olabilmelerine imkan sagliyoruz.

« Uyelerimiz, diizenli olarak gerceklestirdigimiz Yonetim
Toplantilarinda sektortn onde gelen yoneticileri olarak bir
araya gelerek gorus alisverisinde bulunabiliyor ve birbirlerinin

tecribelerinden faydalanabiliyorlar. Bu sayede sektordeki projeler,

venilikler, intiyaclar, strecler hakkinda dizenli ve detayli bir bilgi
alisverisine imkan saglamis oluyoruz.

+ Dernede (iye olan kuruluslarin kamuoyu, miisteriler ve ¢alisanlar
nezdinde daha guvenilir ve profesyonel olduklarina dair olumlu
algiva katki sadliyoruz. Sektordeki firmalar hakkinda goris isteyen
taraflar (yelerimiz hakkinda bilgilendirebiliyoruz.

+ Uyelerimize dernek icindeki komisyonlarda ve dernegin hayata
gecirdidi projelerde gonulli olarak calisabilme imkani sunuyoruz.
Bu sayede farkl kurumlardan ve farkli sektorlerden benzer isi
yapan Kisilere birlikte calisma imkani sadliyoruz.

+ Dernedimiz tarafindan sunulan editim, denetim, sertifikasyon,
arastirma-sunum ve rapor gibi hizmetlerden Gyelerimizin
avantajl kosullarda faydalanmalarini sagliyoruz.

+ Dernek olarak ver aldigimiz tlim ulusal ve uluslararasi
platformlarda, basin-yayin organlarinda, etkinlik ve
organizasyonlarda, dernedin web sitesinde ve dizenli
yayinlarimizda Gye kuruluslarin tanitimlarini yapryoruz.

+ (adr merkezi sektdriindn saglikli gelisimini sadlamak, faaliyet
alanini genisletmek, sektore belirli standartlar getirilmesine

katki saglayarak hizmet kalitesini artirmak, kamuoyunu
sektorimiiz hakkinda bilinclendirmek ve kamu kurumlar
nezdinde sektortimuzii temsil etmek, tesviklerin tim dilke sathina
kademelendirilerek yayilmasin sadlamak/kapsamini genisletmek,
sektorimuzi etkileyen ve ihtivac duyulan tim regiilatif
calismalara dahil olmak, nitelikli isgtcti ihtivaci icin editim ve
sertifika programlarinin yayginlastinimasina destek olmak ve
sektortin bilgi merkezi olmak amact ile faaliyetlerimize devam
ediyoruz.

+ Geleneksel Sektor Bulusmasl etkinlidimizde dnemli kamu
kurumlarinin yetkililerini, ickaynak/diskaynak cadri merkezlerinin
(ist diizey yoneticilerini ve sektoriimuize hizmet veren tim
tedarikcilerin st diizey yoneticilerini biraraya getiriyoruz.

+ Dernedin yer aldigi tiim ulusal ve uluslararasi platformlarda,
basin-yayin organlarinda, etkinlik ve organizasyonlarda,
dernedin web sitesinde ve diizenli yayinlarinda tye kuruluslarin
tanitimlarini yapiyoruz.

* We are the first and the only active Non-Governmental
Organization gathering call centers in Turkey under one umbrella
and representing almost 90% of call center sector with 51
members.

» We are constituting a union of forces to have a voice in all

kinds of legal regulations affecting the industry and to be heard.
(Investment Incentives, Employment Incentives, regulations
affecting call center industry under the responsibility of regulatory
authorities such as ITCA, BRSA, EMRA, OHS regulations, Law on the
Regulation of Electronic Commerce, Regulations on Distant Sales
Agreements, Communiqué on Service Trade Bringing Foreign
Exchange, Vocational Qualification Authority and Vocational
Certification process, Law on the Protection of Personal Data,
regular and close contacts with all Ministries and Organizations
related to our industry...) Every new member joining us increases
our power of representation. As the industry representative, we
are contributing to our sector by developing our communication
we have established with the state institutions and organizations.
* We are following closely the important agendas which affect
the industry and providing the opportunity for our members to
be informed about all kinds of news, project and developments
which shall affect them.

* At the Management Meetings we held regularly, our members
exchange their opinions as the leading managers of the industry
and benefit from each other’s experiences. By this way, we
provide opportunity of regular and detailed information exchange
on the projects, innovations, needs and processes in the industry.
* We contribute to the positive perception about the institutions
which are the members of the Association that they are reliable
and professional by public, customers and employees. We may
inform about our members the parties requesting opinions about
the companies in the industry.

« We offer our members the opportunity to work voluntarily
inthe commissions in the association and the projects the
association has put into life. By this way, we provide opportunity
for people from different institutions and different industries
performing similar business to work together.

« We are enabling our members to benefit from services as
training, auditing, certification, research-presentation and report
offered by our Association with advantageous conditions.

+ On all national and international platforms, media organs,
events and organizations we take part as the Association, on the
association’s web site and in our regular publications, we promote
our member institutions.

« We continue our activities to provide healthy development of
call center industry, extend activity area, increase service quality
by contributing in bringing specific standards to the sector,
perceive public about our industry and represent our industry
hefore state institutions, maintain extension of incentives
throughout the country by stratification/extend its scope, involve
in all regulative studies affecting our sector and needed, support
extension of training and certificate programs for qualified labor
force and to be the information center of the industry.

« We are drawing together authorities of important state
institutions, executives of insourced/outsourced call centers and
executives of all suppliers rendering service to our sector at our
Traditional Sector Meeting event.

* On all national and international platforms, media organs,
events and organizations in which the Association took part,

on the association’s web site and in its reqular publications, we
promote our member institutions.
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GUrcan Aladinli
AsSISTT Cagri Merkezi

Operasyonlardan Sorumlu Genel MidUr Yardimaisi
2017 yilr icinde CMD Ailesi olarak sektdriimdiziin
cok degerli bir yoneticisini kaybetmenin derin

Uzintusind yasadik.

AssisTT Cadri Merkezi, Operasyonlardan Sorumlu
Genel Miidr Yardimasi Gtircan Aladinli’ yi bir kez
daha saygi ve rahmetle aniyoruz...
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