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@enis katiimlr Gye toplantimiz gerceklestirdik.
Line Bilgi ve Vodatech Bilisim Gyemiz olarak aramiza katild!.

Yonetim Kurulu Toplantimizi gergeklestirdik.

(PP ¢adn merkezine EN15838 Hizmet Standard ara denetimi
gerceklestirdik.

Vakif Emeklilik ¢adri merkezine EN15838 Hizmet Standardi
belgesini tdren ile takdim ettik.

Enerjisa Telekomunikasyon ¢adri merkezine EN15838 Hizmet
Standard belgesini Ankara'da torenle takdim ettik.

Msteri Temsilcisi ve Takim Lideri mesleklerine iliskin, Ulusal
Meslek Standartlart ve Ulusal Yeterliliklerin gegerliliginin
devamina iliskin talebimizi Mesleki Yeterlilik Kurumu'na
ilettik.

Ver

Yonetim Kurulu toplantimizi gergeklestirdik.

Takim Liderleri Zirvesi i¢in ¢alisma grubumuz toplantisini
gerceklestirdi.

Sektor Standartlart calisma grubu ilk toplantisini
gerceklestirdi.

* Genis katilimli Gye toplantimizt gerceklestirdik.

« Ankara ISKUR Genel Mudirliiga, AKtif isgiicii Hizmetleri
Dairesi Baskani Volkan 0z Bey’e yeni gdrevi icin tebrik ziyareti

gerceklestirdik.
bildirdik.

gerceklestirdik.

+ ((R tarafindan dizenlenen 4. Cadri Merkezi Teknoloji

Zirvesinin acllisini gerceklestirdik.

+ Sektor standartlart calisma grubu tekrar bir araya geldi.

i

* Yonetim Kurulu toplantimizi gerceklestirdik.

+ Vestel cadri merkezine EN15838 Hizmet Standardi belgesini
toren ile takdim ettik.

« Dernegimizin ilk Onursal Uyeleri olarak Engin Utkan, Ugur
Ipek, Mesut Ciire, Nil Keskin Keles ve Mehmet Akgin olarak
belirlendi.

{’/WMV

* Turkiye Finans Katilim Bankasina EN15838 Hizmet Standardi
ara denetimini gerceklestirdik.

+ Tepe Servis ve Yonetim ¢adri merkezine EN15838 Hizmet
Standard ara denetimi gergeklestirdik.

* Kisisel Verilerin Korunmas! Kanununa iliskin Gyelerimizin
davetli oldugu bir calistay dizenledik.

* Kog Universitesi Yeni Nesil Pazarlama ve iletisim Sertifika
Programi kapsaminda “Dijital Dinyada MUsteri Hizmetleri”
konulu egitimi verdik.

« 2018 Tiirkiye Cadri Merkezi Pazari Arastirmasi’nin
¢alismalarina basladik.

* Enerji Telekom(inikasyon Hizmetleri Giyemiz olarak aramiza
katildl.

2017 yilina ait Dernek Beyannamemizi miilki idare amirligine

Vestel cadri merkezine EN15838 Hizmet Standardi denetimini

7018
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« We held our well-attended members meeting.

Line Bilgi and Vodatech Bilisim joined our structure as our

new mempers.

Fmar

We held our Board of Directors Meeting

We conducted EN15838 Service Standard interim audit for the
(PP call center.

We presented ENI5838 Service Standard certificate to Vakif
Emeklilik call center with a ceremony.

We presented EN15838 Service Standard Certificate to the
Enerjisa Telecommunication Call Center in Ankara.

We presented our request for the continuation of the
validity of National Occupational Standards and National
Qualifications to the Professional Qualification Authority
regarding the Customer Representative and Team Leader
professions.

Ver

We held our Board of Directors Meeting.

+ Qur related working group held its meeting for the Team

Leaders Summit.
Sector Standards working group held its first meeting.

We held our well-attended members meeting.

We paid a visit to Mr. Volkan 0z, Head of Active Labor Services
Department of Ankara ISKUR (Republic of Turkey Turkish
Employment Agency) General Directorate to congratulate his
new position.

We reported our Association Declaration for 2017 to the local
administrative authority.

We conducted the ENT5838 Service Standard audit for the
Vestel call center.

We made the opening of the 4" Call Center Technology
Summit organized by (CR.

Industry standards working group reunited.

We held our Board of Directors Meeting.

We presented EN15838 Service Standard to the Vestel call
center with a ceremony.

We announced Engin Utkan, Ugur Ipek, Mesut Ciire, Nil Keskin
Keles and Mehmet Akguin as the first Honorary Members of
our association.

We conducted the ENT5838 Service Standard interim audit for
Tlrkiye Finans Participation Bank.

We conducted the ENT5838 Service Standard interim audits
for the Tepe Servis and Yonetim call centers.

We organized a workshop regarding the Law on Protection of
Personal Data, which our members were invited.

We provided training on “Customer Service in the Digital
World” within the scope of Kog University New Generation
Marketing and Communication Certificate Program.

We started the studies of 2018 Turkey Call Center Market
Research.

Energy Telecommunication Services joined our structure as a
member.

(MD 2016 Faaliyet Raporu
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Yonetim Kurulu toplantimizr gerceklestirdik.
(MD 3. Takim Liderleri Zirvesi icin hazirliklara basladik.

Kan badisi organizasyonumuz icin Kizilay vetkilileriile
calismalarimiza basladik.

Gateaway (VFS Global) ve Protel {iyemiz olarak aramiza
katild.

oy

Kisisel Verileri Koruma Kurumu 2. Baskani Cabir Bilirgen'i
Ankara'da makaminda ziyaret ettik.

2018 Turkiye Cadri Merkezi Sektort Pazar Verileri hazirliklar
icin, arastirma sirketiyle calismalarimiza basladik.

@enis katiimlr Gye toplantimizi gerceklestirdik.

(MD 3. Takim Liderleri Zirvemizi gerceklestirdik.

Sektor standartlan kitapcidi YK Uyelerinin gérds ve onayina
sunuldu.

Tepe Servis ve Yonetim ¢adr merkezine EN15838 Hizmet
Standardi 2. ara kontrol denetimini gerceklestirdik.

Vakif Emeklilik ¢adri merkezine IS0 18295-1 Hizmet Standardi
icin Mevcut Durum Analizi gerceklestirdik.

Sektor standartlar ¢alisma grubumuzun toplantisi gerceklesti.

Kisisel Verilerin Korunmasl Kanunu seminerimizi
gerceklestirdik.

Tiirk Eximbank cadn merkezine “Zor Misterilerle Basa (ikma
Sanat” editimi gerceklestirdik.

Vestel cadri merkezine IS0 18295-1 Hizmet Standard
belgelendirme denetimi gerceklestirdik.

(MD 8. Geleneksel Cadri Merkezi Zirvemizi gerceklestirdik.
(MD 3. Altin Kulaklik Yarismamizin kazananlariniilan ettik.
Yonetim Kurulu Toplantimizi gergeklestirdik.

Vakif Emeklilik ¢adri merkezine IS0 18295-1 Hizmet Standardi
belgelendirme denetimi gerceklestirdik.

Onursal Uyelerimiz arasina Bahadir Pekkan eklendi.

Yonetim Kurulu Toplantimizi ger¢eklestirdik.

Denetim Kurulu Gyelerimizle, yillik i denetimimizi
gerceklestirdik.

Enerjisa misteri hizmetlerine EN15838 Hizmet Standardi
1. ara denetim kontrolint gerceklestirdik.

Turkcell Global Bilgi cagn merkezine EN15838 Hizmet
Standardi 2. ara denetimimizi gerceklestirdik.

SesiMiras projemiz i¢in calismalarimiza basladik.

We held our Board of Directors meeting.

We started the preparations for the “3¢ (MD- (all Centers
Association Team Leaders Summit”.

The meeting of our industry standards working

group was held.

We started working with the Kizilay authorities for our
blood donation organization.

Gateaway (VFS Global) and Protel joined our structure

as a member.

We visited Cabir Bilirgen, the Vice President of Personal Data
Protection Institution, in his office in Ankara.

Our working group and research company came together for
the 2018 Market Research.

We held our well-attended members meeting.

We held our 3 (MD Team Leaders Summit.

The industry standards booklet was presented to the opinion
and approval of the Board Members.

We conducted the second interim control audit of EN15838
Service Standard for Tepe Servis and Yonetim call center,
We analyzed the Current Situation in Vakif Emeklilik call
center against 150 18295-1 Service Standard.

We conducted our seminar on the Personal Data

Protection Law.

We organized the “Art of Coping with Difficult Customers”
training at Tark Eximbank call center.

We conducted IS0 18295-1 Service Standard certification audit
for the Vestel call center.

oV

We held our 8" (MD Traditional Call Center Summit.

We announced the winners of the 3 (MD Golden

Headset Contest.

We held our Board of Directors meeting.

We conducted IS0 18295-1 Service Standard certification audit
in the Vakif Emeklilik call center.

Bahadir Pekkan joined among our Honorary Members.

We held our Board of Directors meeting.

We conducted our annual internal audit with the members of
the Board of Supervisors.

We conducted the ENT5838 Service Standard 1 Interim audit
at the Enerjisa customer service.

We conducted our second interim audit of EN5838 Service
Standard at the Turkcell Global Bilgi call center.

We started working on our SesiMiras project.

(MD 2016 Faaliyet Raporu

9



(MD 2016 Faaliyet Raporu

10

ONSOZ
FORFWORD

Merhaba,

Dernegimizin kurulusunun 10.yili olmas nedeniyle, 2018 yili
faaliyetlerinin Ozeti niteligindeki bu raporu hazirlamaktan ve
sizlerle paylasmaktan bu yil cok daha farkli bir gurur ve mutluluk
duyuyoruz.

Oncelikle gectigimiz yila ait sektorel verilere kisaca deginmek
istiyorum. Dernek olarak gerceklestirdigimiz Pazar arastirmamiza
gore, 2018 yilinda Glkemizde 67 ilde en az 1 cadrn merkezi yatinmi
bulunuyor. Yapilan bu yatinmlarla sadlanan istihdam yizde
5,5°lik biyime gostererek 96 bin kisiye ulasti. Takim lideri,
yonetici ve destek kadrolar ile hirlikte sayinin yaklasik 108 bin
oldugunu séyleyebilirim. Onimiizdeki yil bu istindamin 112 bine
ulasmasint bekliyoruz. Ayni arastirmada, ¢alisanlarimizin yiizde
26°s! telekomiinikasyon alaninda, yiizde 13U finans, yizde 1'inin
ise kamu sektdriinde istihdam edildidini goriiyoruz. 2018 yilinda
sektdriin pazar blyiikligi ise 6.2 Milyar TL'ye ulastr. 55 tiyemizle
birlikte sektorin yaklastk %90’ inin temsil ediyoruz.

Dernek olarak gectigimiz yil ilk kez Onursal Uyelik statimiizii aktif
hale getirdik ve sektériimiize, Dernedimize byiik emekleri olan
kisilere vefa borcumuzu 6demek, onlarin tecriibe ve birikimlerinden
faydalanmaya devam etmek iizere cok degerli isimleri Onursal Uye
olarak belirledik. Engin Utkan, Mesut (lire, Mehmet Akgiin, Nil Keskin
Keles, Ugur ipek ve Bahadir Pekkan ilk Onursal Uyelerimiz oldular.
Kendilerine bir kez daha emekleri icin tesekkiir ediyorum.

Sektdriimiiziin standartlarini belirleyebilmek adina bir kuruma ¢adn
merkezi diyebilmemiz i¢in 0 kurumun asgari diizeyde sahip olmasl
gereken kosullan, nitelikleri belirledigimiz, kitapgigimizi da bu yil
icerisinde tamamlayarak yayinladik. ilerleyen zamanlarda intiyaca
gore iceridi gelistirilerek tekrar yayinlanacak cok degerli bir kaynak
olan bu kitapgidin, herkese yol gsterecedine inaniyoruz.

Dijital dontisiimle birlikte pek cok yeni hizmet kanali, uygulama,
{irin ve hizmet hayatimizi kolaylastirsa da degismeyen tek sey
insanlarin bilgi alma ihtivaci. Bu nedenle 10.yiimizi da coskuyla
kutladidimiz bu yilki etkinliklerimizde daha ¢ok insan odakli igerikler
ile fark yaratmaya calistik, yeni ¢cagda insana yapilacak yatinmiarin
oneminin altini ¢izdik.

Bu yilin sonunda ayrica mevcut Yonetim ve Denetim Kurulumuzun
Iyillik gorev siireleri dolmus olacadindan, 2019 yili Subat ayinda
0ladan Genel Kurul Toplantimizi gergeklestirecediz ve yeni ddnem
icin Dernedimizin organlarini seecediz. Bu 3 yillik dénemde
tecriibe ve bilgi birikimleriyle Dernegimize, sektdriimiize cok
dederli katkilar sadlayan Yonetim Kurulu ve Denetim Kurulu
Uyelerimize dzverili calismalart icin goniilden tesekkiir ediyorum.
Yeni donemde Yonetim Kurulu Baskani olan Rengin Agilonii’niin ve
yonetim ekibinin de ayni 6zveri ile gbrev yapacaklarina goniilden
inaniyorum, kendilerine simdiden en samimi duygularimla
sevgilerimi iletiyor ve basanlar diliyorum.

Herkes icin sadlikl ve basarilt bir yil olsun.

(MD Yonetim Kurulu Baskani
Metin Tarak

Uye Kurum

. 108.000

ﬁ . Istihdam
WiNOK
éﬁ?\e !,
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Hello,

Since it is the 10" anniversary of the establishment of our
Association, we are particularly proud and happy this year to prepare
and share the summary report on the activities of 2018.

First of all, I would like to briefly talk about the sectoral data of

the last vear. According to the market research our Association
conducted, there are at least 1 call center investments in 67 provinces
in Turkey in 2018. The employment provided by these investments
increased by 5.5 percent and reached 96 thousand people. | can

say the total number of employees, together with team leaders,
administrators and support staff, is around 108 thousand. We expect
the number of employment to reach around 112 thousand next
year. In the same study, we see that 26 percent of our employees
are employed in telecommunications, 13 percent in finance and 11
percent in the public sector. The market size of the sector reached
6.2 billion TL in 2018. Currently, with our 52 members, we represent
approximately 90 percent of the sector.

As association, we initiated our honorary membership status last
year for the first time and announced many important names as
Honorary Members to show our appreciation to the ones who have
shown great effort for our sector and Association and continue
henefiting from their experience and know-how. The names of these
invaluable people as our first Honorary Members are Engin Utkan,
Mesuit (iire, Mehmet Akgin, Nil Keskin Keles, Ugur Ipek and Bahadir
Pekkan. | would like to thank them once again for their endeavor.

6,2 Milyar TL

Pazar Buyukligu

Sektorin + V| €

Yuzde 90°ni

Temsil Ediyoruz ~

In order to determine the standards of our sector, we have prepared
and published a booklet which we have identified the conditions
and qualifications that an institution should have at a minimum level
to be considered a call center. We believe that this booklet, which

is a very valuable source of information that will be improved and
re-published according to need, will guide everyone.

Although many new service channels, applications, products and
service ease our lives with the digital transformation, the only
thing that hasn’t changed is people’s need to receive information.
Therefore, we've tried to create a difference with the more human-
focused content we prepared for our 10" anniversary we have
celebrated with excitement and underlined the importance of the
human-focused investments to be made in the future.

Atthe end of this year, as our current Board of Directors and Auditing
Board will have fulfilled their duty term of 3 years, we will hold our
Ordinary General Assembly Meeting in February 2019 and we will
select the organs of our Association for the new term. [ would like

to thank from the bottom of my heart to the Board of Directors and
Board of Supervisors members who have contributed a lot to our
Association and sector with their experience and knowledge in the
last 3 years. | sincerely believe that Rengin Agilond, the new term
(hairman of the Board of Directors, as well as the management team
will work with the same dedication as the ones before; | wish them
success with all my sincere feelings and | salute them with love.

[ wish a healthy and successtul year for everyone.

(all Centers Association (CMD) Chairman of the Board
Metin Tarakgl

(MD 2016 Faaliyet Raporu
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Kurulus

(adn Merkezleri Dernedi; cadri merkezi sektoriinin hizla
biyimesine paralel olarak, sadlikli bir gelisimin yani sira
faaliyet ve etki alanini genisletmeye yonelik is ve giic

birlii sadlamak amaciyla, 2008 yilinin Kasim ayinda dokuz
kurulusun ortak girisimiyle kurulmustur. Cadr Merkezleri
Dernedi 2018 yil sonu itibariyle 55 tiyesi ile sektoriin yaklasik
yiizde %90'ini temsil ettidi cadrn merkezi sektoriiniin referans
kurulusu konumunda bulunmaktadir.

Misyon

(adn Merkezleri Dernedi; cadr merkezlerinin faaliyet
alanlarini kamuoyuna daha iyi tanitmay; sunulabilecek
katma degerleri is diinyasina anlatmayu; sektorii etkileyecek
tiim regiilatif calismalarda sektor temsilcisi olarak yer almayi;
mesleki sorunlari paylasmay1; dedisik paydaslar arasinda bir
iletisim ve uzlasi platformu olmayi ve sektor problemlerine
¢0ziim getirmeyi kendine misyon edinmistir.

Vizyon

Tiirkiye’de cagri merkezi sektorintin gelisimini saglamaya,
faaliyet ve etki alanini genisletmeye yonelik is ve gii¢ birligini
hedefleyen bir referans kurulus olarak sektorii temsil etmektir.

(AGRI
MERKEZLERI

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 2018, the Call Centers
Association is in the position of reference organization for the
call center industry, representing about 90% of the industry with
its 55 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 regulative 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.

(MD 2016 Faaliyet Raporu
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YONETIM KURULU UYELER

MEMBERS OF BOARD OF DIRECTORS

4. Dénem Yénetim Kurulu Asil Uyeleri

4™ Term Full Members of The Board of Directors

OO0 0O0OC

Metin Tarakel
Baskan / Chairman
Webhelp Tiirkiye

Eniz Akdag

Baskan Yardimaist / Vice Chairman

Tlrk Telekom

Nimet Giventepe

Baskan Yardimcist / Vice Chairman

Assistt

B. Tolga Uchadlar
Uye / Member
Teleperformance Tirkiye

C. Selcen Uyguntizel
Uye / Member
Vestel

Kartal Tiknaz
Uve / Member
Alonet

Ozge Micoz Kadioglu
Uye / Member
Turkiye Ekonomi Bankasl

OO0 00OC

(adatay Aynur

Baskan Yardimasi /Vice Chairman

Turkcell Global Bilgii

[ekeriya Arslan

Baskan Yardimaisi / Vice Chairman

Eko (CS

Burak Bacak
Uye / Member
(QNB Finanshank

Huseyin Serif Beyaztas
Uye / Member
Arcelik

M. Okan Goz(tok

Uye / Member
Atos

S. Rengin Agilond
Uye / Member
Erisim

DENETIM KURULU UYELERI
MEMBERS OF THE AUDIT COMMITTEE

4. Dénem Denetim Kurulu Asil Uyeleri
4™ Term Full Members of The Audit Committee

Rasim Topuz
Acibadem Mobil Sadlik

Hasan Adigiizel
Pusula Call Center

Kadriye Cimen Bozacl
Tiirkive Halk Bankasi

DERNEK PERSONELI
ASSOCIATION PERSONNEL

Emre Sakallioglu

Kurumsal lletisim ve
Pazarlama Uzmani

Demet Ozlem Kockal
Genel Sekreter

Kiymet Ozyol

Finans Uzman

15 CMD 2016 Faliyet Raporu
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UYELERIMIZ
OUR MEMBERS

ACIBADEM MOBIL SAGLIK HIZMETLERI AS.

AKTIF BANK YATIRIM BANKASI A.S.

ALONET BILGI TEKNOLOJILERI AS.

ARCELIK PAZARLAMA A.S.

ARVATO TELEKOMUNIKASYON HIZ. AS.

ASSECO SEE TEKNOLOJI AS.

ASSISTT REHBERLIK VE MUSTERI HIZMETLERI A.S.

ATOS MUSTERI HIZMETLERI AS.

AVEA ILETISIM HIZ. AS.

BSH EV ALETLERI SAN. VETIC. AS.

CALLART REHBERLIK VE MUSTERI HIZMETLERI

CALLAY HABERLESME DAN. OZEL EGITIM VE MUSTERI HiZ.
(MCILETISIM BILGISAYAR REKLAM ve DANISMANLIK HiZ. SAN. TIC. AS.
(OMDATA TEKNOLOJI VE MUSTERI HIZ. A.S.

COMPETENCE CALL CENTER ISTANBUL CAGRI MERKEZLERI HIZ. A.S.
(PP YARDIM VE DESTEK HIZ. A.S.

DEFACTO ISTANBUL ILETISIM HIZ. LTD.STI.

DESMER BILGI ve ILETISIM HIZ. TIC. A.S.

DHL WORLDWIDE EXPRESS TASIMACILIK ve TIC. AS.

EFOR EMYS

FKO CAGRI MERKEZI HIZMETLERI TiC.ve SAN. AS.

. ELEMAN NET/ PIKO DANISMANLIK A.S.

ENERJI TELEKOMUNIKASYON HIZMETLERI AS.

ERISIM MUSTERI HIZMETLERI A.S.

. GLOBAL BILGI PAZARLAMA DANISMANLIK ve CAGRI SERVISI HIZ. A.S.
. HAYAT VARLIK YONETIM AS.

. HEMIILETISIM REKLAMCILIK ve EMLAK HIZ.LTD.STi-(NET CALL CENTER)
ISTANBUL BUYUKSEHIR BELEDIYES]

KREA ICERIK HIZ. VE PRODUKSIYON A.S.(DIGITURK)

LINE BILGI CAGRI MERKEZI VE BILISIM HiZ. SAN. TIC. LTD. §Ti
LUFTHANSA CAGRI MERKEZi VE MUSTERI HIZ. TiC. AS.

. TELEPERFORMANCE \ METIS BILGISAYAR SISTEMLERi SAN. VETIC. AS.
METLIFE EMEKLILIK VE HAYAT ASS.

PLUSCOM ILETISIM AS.

. POZITIF CAGRI MERKEZI AS.

PRATIK ILETISIM COZUMLERI BILISIM HiZ. TiC. LTD. STi.

. PROCAT DANISMANLIK YAZILIM TELEKOMUNIKSYON PAZ. TIC. ASS.
PRONET GUVENLIK HIZMETLERI A.S.

PROTEL BILGISAYAR AS.

. PUSULA CALL CENTER ILETISIM A.S

. ONBFINANSBANK A.S.

. RGNILETISIM HiZ. AS.

. T.C.ZIRAAT BANKASI AS.

. TEBAS.

. TEMPO CAGRI MERKEZI VE IS SURECLERI DIS KAYNAK HIZ TIC. A.S.
. TEPE SERVIS ve YONETIM AS.

. TURKIYE HALK BANKASI AS.

. TURKIYE IS BANKASI A.S.

. ULAK NET CALL CENTER \ AKKOYUNLAR OTOMOTIV ILETISIM TEKSTIL SAN. VE DIS TiC. LTD. STi
VESTEL TICARET AS.

VFS GLOBAL/GATEWAY MANAGEMENT LOJISTIK A.S.

VODAFONE TELEKOMUNIKASYON A.S.

VODATECH BILISIM PROJE DAN. SAN. VE DIS TIC. A.S.

WEBHELP CAGRI MERKEZI ve MUSTERI HIZ. AS.

. 32 NET BILGI TEKNOLOJILERI INS.SAN. VE TIC. LTD. STi.

O~ o U AN

Ul Ul U1 U1 U1 U N N N N N N N N N N N DN N R N RN N N N R m= == = =3 — — 3 — —3 (O

90000000000
9000000000
90000000000
90000000000
90000000000

17 (MD 2016 Faaliyet Raporu



(MD 2016 Faaliyet Raporu

18

PROJELERIMIZ VE FAALIYETLERIMIZ
OUR PROJECTS AND ACTIVITIES

Yonetim Kurulu Toplantilarimizi Gerceklestirdik

We held our Board of Directors meetings

2018 yili igerisinde her ay diizenli olarak bir araya gelen yonetim kurulu
iiyelerimiz ile birlikte sektorimiizii ve dernegimizi ilgilendiren onemli
glindemlere iliskin degerlendirmeler yaptik. Dernegimizin stratejileri
dogrultusunda bu giindemlere iliskin alinacak aksiyon adimlarini
belirleyerek hem Giyelerimizi hem de sektorimiizii bilgilendirdik,
yonlendirdik.

Yonetim Kurulu Toplantilarnimiza ti¢ ayda bir kez tim Gye temsilcilerimizi
de davet ettik. Genis katiimli tiye toplantisi olarak gerceklesen bu
bulusmalarda sektoriin dist diizey yoneticilerini diizenli olarak bir araya
getirdik ve birbirleriyle bilgi alisverisinde bulunarak tecriibelerini
paylastiklari bir platform olmaya devam ettik.

Dernegimize yapilan Gyelik basvurularinin degerlendirilmesi de yonetim
kurulu toplantilarimizin bir dider giindemi olmaya devam etti.

We assessed the issues concerning our sector and association, together
with our board members who met regularly every month in 2018. We
informed and guided both our members and our industry by identifying
the action steps to be taken regarding these topics in line with the
strategies of our Association.

We also invited all of our member representatives to our Board of
Directors meetings that we held every three months. In these meetings,
which took place as a members’ meeting with wide participation, we
regularly brought the senior executives of the sector together and
continued to be a platform where they shared their experience by
exchanging information with each other.

The evaluation of membership applications made to our Association
continued to be another agenda topic of our board meetings.

Dernegimizin ilk Onursal Uyelerini Belirledik!
We announced the first Honorary Members of our Association!

10. yilini geride birakan dernedimizin bugiinkii basarilarinda ve geldigi
noktada, ydnetim kurullarimizda yer alan birbirinden dederli sektor
yoneticilerinin ¢ok biytik katkilar oldu. Bu stiregte bazi yonetim kurulu
liyelerimiz kariyerlerine nokta koyarken, bazilan da farkli sektorlerde
yollarina devam etme karari aldi. CMD olarak biz de bu degerli
isimlerle olan vefa borcumuzu unutmamak, bagimizi koparmamak ve
tecriibelerinden faydalanmaya devam etmek adina, tiziiglimiizde yer
alan Onursal Uyelik kavramini ilk kez uygulamaya almava karar verdik.

Bu kararimiz sonucunda ge¢mis dénem yonetim kurulu Gyelerimizle
ilgili bir calisma gerceklestirdik ve tiiziik hikkiimlerimizde belirtilen
Onursal Uyelik tanimina uygun olacak sekilde isimleri belirledik. Buna
gére; Nil Keskin Keles, Mehmet Akgiin, Mesut Ciire, Ugur ipek, Engin
Utkan ve Bahadir Pekkan dernedimizin ilk Onursal Uyeleri oldular.
Onursal Gyelerimize, sektdriimiize yaptiklari katkilardan dolayi bir kez
daha tesekkiir ediyoruz.

Ailemize Katilan Yeni Uyelerimiz!
New members of our family!

2018 yilinda aramiza yeni katilan Gyelerimizle hem ailemizi biiyiittiik
hem de temsil gliciimiizii artirmaya devam ettik. Line Bilgi, Vodatech,
Enerji Telekom, Protel ve Gateaway (VFS Global) cadri merkezlerinin
aramiza katilmasinin ardindan tye sayimizi 55’ yiikselirken, temsilci
sayimiz ise 138 oldu.

Having left its 101 year behind, our association’s valuable sector
managers in the Board of Directors have made great contributions

to the achievement of our association and its current position. In this
process, some of our hoard members put an end to their careers, while
others decided to continue their journey in different sectors. As (MD,
we decided to implement the concept of Honorary Membership in

our regulations for the first time in order to show our loyalty to these
valuable names, to keep in touch with them and to continue to benefit
from their experience.

As a result of this decision, we conducted a study on the members of the
Board of Directors in the previous period and determined the names in
accordance with the definition of Honorary Membership specified in our
bylaw. According to this; Nil Keskin Keles, Mehmet Akgiin, Mesut (ire,
Ugur ipek, Engin Utkan and Bahadir Pekkan became the first Honorary
Members of our Association. We would like to thank our honorary
members once again for their contributions to our sector.

With our new members who joined us in 2018, we both expanded our
family and continued to increase our representation. After the Line

Bilgi, Vodatech, Enerji Telekom, Protel ve Gateaway (VFS Global) call
centers joined us, the number of our members increased to 55, while the
number of our representatives became 138.
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Sektor Standartlarini Belirlemek Uzere Calismalar Gerceklestirdik
We conducted works to determine the sector standards

Bu donemin en kritik giindemlerinden biri de sektorimiizdeki

asgari standartlari belirleyerek tavsiye niteliginde bir el kitapgii
hazirlamakt. Tiim paydaslarimiza rehber olacagina inandigimiz bu
calisma ile sektdriimiziin kamuoyundaki algisini da olumlu yonde
gelistirmeye katki saglayacadimiza inandik. Temel dederler ile calisma
standartlarini belirlemek Gizere dncelikle, tye firmalanimizda gérev alan
ve farkl uzmanlik alanlarina sahip Kisilerden olusan bir ¢alisma grubu
olusturmakla ise basladik. Calisma grubumuz ile gereklestirdigimiz
calistaylarla bir cagri merkezinin asgari diizeyde hangi yeterliliklere
sahip olmasi gerektidini ve bir cadri merkezinde calisma kosullarinin
ne olmas gerektidini asadida yer alan bes ana baslik altinda belirledik.
Yénetim Kurulu Uyelerimizin de onayi ile hem internet sitemizde hem
de basili olarak yayinlanmak kitapgigimizi tamamladik;

* Fiziksel Gereklilikler

* Teknolojik Gereklilikler

« Insan Kaynagina liskin Gereklilikler

* Organizasyonel Yapiya iliskin Gereklilikler
* Genel Gereklilikler

Gerekli gorilmesi halinde her yil giincellenmesinin planlandigi bu
calismanin, sektoriimiiziin gelisimine onemli bir katkida bulunacagina
inaniyoruz ve emedi gecen Giyelerimize tesekkir ediyoruz.

One of the most critical issues of this period was to set minimum
standards in our sector and to prepare a handbook for guidance. We
think that this study, which we believe will be a guide for all of our
stakeholders, will contribute positively to our sector’s perception by
public. In order to determine the core values and working standards, we
first started by creating a working group consisting of peaple working in
our member companies and having different expertise areas. We have
identified the minimum qualifications that a call center should have
and what the working conditions in a call center should be through the
workshops we have conducted with our working group. We grouped
these under five headings below. With the approval of our Board
Members, we have completed our booklet to be published both on our
website and in print;

* Physical Requirements

* Technological Requirements

* Requirements Related to Human Resources

* Requirements Related to Organizational Structure
* General Requirements

We believe that this study, which is planned to be updated every year if
necessary, will make an important contribution to the development of
our sector; we would like to thank our members who contributed.

|c Denetimimizi Basariyla Tamamladik

We successfully completed our internal audit

Denetim Kurulu Uyelerimiz Kadriye Cimen Bozaci, Hasan Adigiizel ve
Rasim Topuz ile bir dnceki dénem olan 2017 yilina iliskin faaliyetlerinin,
tiiziik hiikiimlerine uygunludunu, resmi evraklarin ve kayitlarin
diizeninii¢ denetimimizi yaparak gerceklestirdik. Yapilan denetimde
major ve mindr herhangi bir eksiklik tespit edilmese de is stireclerini
kolaylastiracak birkag nerinin sonraki donede dikkate alinmasi uygun
bulundu. 2017 yilina at denetim siirecimizi de basariyla tamamlamig
olduk.

We conducted our internal audit to ensure that our 2017 activities are in
compliance with the provisions of the bylaws and the order of official
documents as well as the records with our Board of Directors members
Kadriye Cimen Bozaci, Hasan Adiguizel and Rasim Topuz. Although there
were no major and minor deficiencies found in the audit conducted,

it was found appropriate to consider a few suggestions that would
facilitate business processes in the next period. Thus, we successfully
completed our audit process regarding 2017.

Uyelerimizin Actk Pozisyonlarini “Kariyer Firsatlar” Olarak

Paylasmaya Devam Ettik

We continued to share our members’ job vacancies within the scope of

“Career Opportunities”

Uyelerimize ve sektorimiizde kariyer planlayan genglere fayda
sadlamak amaciyla websitemizde yer alan Kariyer Firsatlan
holimiimiizde, tyelerimizin agik pozisyonlarina iliskin i ilanlarina

ait linkleri paylasmaya devam ettik. 3 ay sire ile yayinda kalan,
glncellenen bu ilanfarfa ilgilenen adaylar, dogrudan firmaya ulasarak
hasvuru yapabildiler, Gyelerimiz de ihtiyaglarin uygun adaylara ulasmak
noktasinda fayda saglamis oldular.

In order to provide career opportunities for our members and the young
employees who are planning a career in our sector, we continued to share
job vacancies of our member companies and related job announcements
onour website's Career Opportunities page. Candidates interested in
these announcements, which were published for 3 months, were able to
apply directly by contacting the company, and our members benefited
from reaching the appropriate candidates for their needs.
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2018 Turkiye Cagri Merkezi Pazar Arastirmasini Gerceklestirdik
We conducted the 2018 Turkey Call Center Market Research

Sektdriimiiziin bilgi merkezi ve referans noktasi olarak her yil
hazirladidimiz ve icerdidi bilgilerle sektoriimiizde yer alan tim
paydaslarimiza isik tutan pazar arastirmamizi, gectigimiz yil oldugu
gibi bu yil da XSights Arastirma ve Danismanlik firmasinin isbirlii ile
gergeklestirdik.

Bu sene yaptidimiz bir dedisiklik ile arastirma sonuglarinin tim yili
kapsamas! icin online anketlerin ve derinlemesine goriismelerin
yapildigi dénemi Aralik 2018 tarihinde bitecek sekilde planladik. Aralik
ayindan sonra pazardan toplanan veriler ve bilgiler analiz edilerek 2019
yilininilk aylarinda gerceklestirilecek bir basin toplantisi ile kamuoyu ile
paylasiliyor olacak.

Arastirma kapsaminda genel anlamda Tiirkive ¢adri merkezi pazarinin
mevcut durumunu, gegmis yillara oranla dedisimini, sektoriin gelisim
stirecini ve gelecek ile ilgili ongoriileri barindiran tek kapsamli kaynak
olmas agisindan oldukga 6nemli gdriiyoruz. Arastirma stirecine dahil
olarak bilgilerini paylasan tim firmalara katkilari i¢in tesekkiir ediyoruz.

As the information center and reference point of our sector, we
conducted our market research that guides all the stakeholders in our
sector with the information we prepare each year and in cooperation
with XSights Research and Consultancy Company this year, just like the
year before.

With a change we made this year, we planned the period with online
surveys and in-depth interviews to be completed as of December

2018 5o that the research results cover the whole year. The data and
information collected from the market will be analyzed after December
and it will be shared with the public at a press conference in the first
months of 2019.

We believe this guide is a very important resource as it is the only
comprehensive resource incorporating the current status of Turkey call
center market, the changes compared to previous years, the sector's
development process and predictions about the future. We would like
to thank all the companies involved in the research process for their
contributions.

EN15838 Muisteri letisim Merkezi Hizmet Standardini Yayginlastirmaya Devam Ettik
We continued to popularize EN15838 Customer Contact Center Service Standard

Avrupa Standardizasyon Komitesi (CEN-European Committee for
Standardization) tarafindan hazirlanan ve ulusal gecerlilige sahip
EN15838 Miisteri iletisim Merkezi Hizmet Standardinin belgelendirme
faaliyetlerine bu yil da devam ettik.

Bureau Veritas firmasiyla yaklasik 8 yildir is birlidi icerisinde
yirittigimiz bu projede amacimiz, bilindidi tizere, sektorimizde
standart bir hizmet kalitesinin sadlanmasl.

Bu ddnemde Dernedimize basvurarak EN15838 Milster letisim Merkezi
Hizmet Standardi almak isteyen ve denetim stireclerini de basaryla
tamamlayan firmalar; EnerjiSA, Vakif Emeklilik ve Vestel oldu. (agn
merkezi hizmet kanallarinda sunduklart hizmetin kalitesini bu sekilde
tescillemis olan firmalari tekrardan tebrik ediyoruz.

Bu yilicerisinde ayrica daha dnce ana belgelendirme siirecini basari ile
tamamlamis olan Aktif Bank, Tirkiye Finans Katilim, CPP Sigorta, Tepe
Servis ve Turkcell Global Bilgi firmalarina da periyodik olarak yapilan ara
kontrol denetimleri yine Bureau Veritas ile birlikte gerceklestirdik.

2018 yilinda dernegimiz tarafimizdan belgelendirilen firma sayisinin 21’
yikselmis olmasi ayrica mutluluk verici.

This year, we continued the certification activities of the EN158%8
Customer Contact Center Service Standard, which was prepared by
(EN-European Committee for Standardization that has national validity.

Our aim in this project, which we have been operating in cooperation
with Bureau Veritas for about 8 years, is to provide a standard for the
service quality inour sector.

During this period, the companies that applied to our Association to
obtain the EN15838 Customer Contact Center Service Standard and
successfully completed the audit processes were EnerjiSA, Vakif Emeklilik
and Vestel. We would like to congratulate the companies that have
registered the quality of the service they offer in the call center service
channels.

We also conducted our periodical internal audits with Bureau Veritas

for Aktif Bank, Tlrkiye Finans Participation Bank, CPP Insurance, Tepe

Servis and Turkcell Global Bilgi companies, which completed the main
certification process with success previously.

Itis also a pleasure to see that the number of companies certified by our
association increased to 21in 2018.
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150 18295 -1 ve 150 18295-2 Miisteri iletisim Merkezi Hizmet Standartlarini

Sektorimaze Tanittik

We introduced 15018295 -Tand IS0 18295-2 Customer Contact Center

Service Standards into our sector

Dernegimiz tarafindan 2009 yilindan bu yana icerigini onayladiimiz
ve belgelendirme faaliyetlerinde bulundugumuz Avrupa normu olan
EN15838 Hizmet Standardi, bu yil bazi revizyonlarla uluslararasi nitelik
kazarak IS0 18295-1 ve 150 18295-2 olarak yeniden yaymnland.

Dernek olarak bu gecis stirecini ve revize olan standardin kapsamindaki
basliklari, yenilikleri sektdriimize dogru aktarabilmek, standarda iliskin
farkindaligi arttirabilmek adina projedeki is ortadimiz Bureau Veritas'in
Bas Denetgisi Ercan Birced'i iye toplantimiza davet ettik. Ercan Birced,
yaptigi genel bilgilendirme sonrasinda tiye kurumlarimizin sorularini da
detayli olarak yanitladi.

Degisen yapisiyla, 150 18295-1ve 10 18295-2 Milsteri iletisim Merkezleri
standartlan, miisteri beklentilerini karsilamak, miisterilere dogru,

hizli, giivenilir, misteri odakli bir hizmet verebilmek, msteri iletisim
kalitesinde iyilesme sadlamak, iletisimde yasanan sorunlar gidermek
amadi ile hazirlanmis yonetim sistemi standartlaridir. Bu standartlar,
yonetim sistemi mantidi cercevesinde misteri iletisim merkezlerinin
sahip olmalari gereken teknik kosullari tanimlarken misteri iletisimini
yonetmeye bir cergeve olusturmaktadir.

S0 18295-1 standardh iin yil igerisindeki ilk denetim stirecini, Vestel A.S.
ve Vakif Emeklilik firmalar basariyla tamamlayarak belge almaya hak
kazanmis oldular. Bu anlamda sektre onciiliik eden Vestel ve Vakif
Emeklilik'i tekrar tebrik ediyoruz.

The European EN15838 Service Standard, the content that we have
approved and certified as the Europe Norm via our Association since
2009, has been re-published this year as 150 18295-1 and 150 18295-2
by gaining international qualification thanks to the revisions.

As an association, in order to explain this transition process and the
titles and innovations within the scope of the revised standard to
our sector and to raise awareness about it, we invited our business
partner, Bureau Veritas” Lead Auditor Ercan Birced to our members’
meeting. After his general briefing, Ercan Birced answered the
questions of our member institutions in detail.

With their changed structure, IS0 18295-1and IS0 18295-2 Customer
(ontact Centers standards are management system standards
designed to meet customer expectations, to provide customers

with accurate, fast, reliable, customer-oriented service, to improve
customer communication quality and to eliminate problems in
communication. These standards define the technical conditions that
customer communication centers should have within the framework
of the management system logic and provide a framework for
managing customer communication.

Vestel AS and Vakif Emeklilik companies successfully completed

the first audit process for the 1S0 18295-1 standard during the year
and were awarded the certificate. We congratulate Vestel and Vakif
Emeklilik, which are the pioneers of the sector in this regard.

Sektorden Haberleri Haftalik Olarak Paylasmaya Devam Ettik
We continued to share weekly news from the sector

Sektorimiiz ile ilgili yazili ve portallerde yayinlanan énemli haberleri
medya takip ajansimiz aracilidi ile takip ediyoruz ve haftalik olarak

tyelerimizle de “Sektorden Haberler” bashdi altinda paylasmaya devam

ediyoruz.

We follow the important published or online news about our sector
through our media monitoring agency and continue to share them

with our members weekly under the title of “News From the Sector”.

Eitim Taleplerini Degerlendirdik
We evaluated the training requests

Bu yil da dernegimize gelen kurumsal egitim ihtiyaclarini ve taleplerini
karsilayabilmek adina ishirligi yaptigimiz egitim firmalariyla
calisanlanmizin mesleki ve kisisel gelisimlerine katki saglayan editimler
vermeye devam ettik. Bu kapsamda Tiirk Eximbank’in cadr merkezinde
calisan miisteri temsilcilerine “Zor Miisterilerle Basa (1kma Sanati”
konulu bir editim gerceklestirdik.

We continued to provide trainings that contribute to the professional
and personal development of our employees through training
companies we cooperate with in order to meet the corporate training
needs and demands of our Association. Within this scope, we conducted
a training on “The Art of Coping with Difficult Customers” to the
customer representatives working in the call center of Trk Eximbank.

Uyelerimizden Haberlerin Genis Kitlelere Ulasmasina Katki Sagladik
We helped the news from our members reach a wider audience

Dernek olarak yiriitmekten biyik keyif aldigimiz bir dider faaliyetimiz
ise, (yelerimizin haberlerini paylasmak. Oldukca genis bir kitleye
seslenehildigimiz sosyal medya hesaplarimiz ve internet sitemizi
merkeze alarak ilerledidimiz bu projemizde tye firmalarimizin
hasarilarini, edlenceli i¢ iletisim aktivitelerini veya yeni lokasyon, yeni
proje, atamalar gibi 6nemli haberlerini paylasiyoruz

Another activity that our Association organizes with pleasure is sharing
the recent developments of our members. In this project, that we
proceed by putting our social media accounts and our website to the
center, where we can appeal to a very large audience we share the
success of our member companies, entertaining internal communication
activities or important news such as new locations, new projects and
assignments.
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(MD 3. Takim Liderleri Zirvemizi Basariyla Gerceklestirdik

We held our 3 (MD Team Leaders Summit

Dernedimiz tarafindan bu yil tictincii kez diizenlenen Takim Liderleri
Zirvesi, “Glicli Takimlar, Gicli Liderler, Giicli Sektor!” temasiyla 28
Eyliil 2018 Cuma giinii Bostanci Dedeman Hotel’de gerceklesti. Cagn
merkezleri sektoriintin tist dizey yoneticilerini, Takim Liclerleri ve
Misteri Temsilcileriyle bulusturdugumuz 3. Takim Liderleri Zirvemizde
400e yakin katihmaiy cok biyik bir keyifle agirlamis olduk.

Acilis konusmasinda sektoriin gelecegine ve daha donanimli, daha
nitelikli personele ihtiya¢ duyulduguna vurgu yapan Yonetim Kurulu
Baskanimiz Metin Tarakg, dijitallesen diinyada miisteri deneyimi her
seyin dniine getidini, bu nedenle cadr merkezlerinin markalar icin
daha kritik bir konumda oldugunu belirtti. Miisteri deneyiminde basarili
olmanin en dnemli ve dncelikli kosulunun da calisan memnuniyetine
odaklanmak oldugunun altini ¢izdi.

Yénetim Kurulu Uyemiz Rengin Agilonii ise konusmasinda, dijitallesme
ve yapay zeka teknolojilerin cadri merkezi sektoriinde de kullaniimasina
karsin, insan odakli bir yaklasimin korunmasi gerektigini belirtti.

Zirve programimiz kapsaminda “Dedisim” baslikli bir sunum yapan
Yénetim Kurulu Uyemiz Hiiseyin Serif Beyaztas, Takim Liderlerinin cagri
merkezleri sektorindeki degisime onciilik etmeye davet ederken,
PositiVorld kurucusu Nil Keskin Keles “Kurumsal Hayatta Ger¢ek
(insivet Esitligine Donistim” baslikl konusmasinda gercek benlidin ve
potansiyelin acida ¢ikariimasi ve gosterilebilmesi konusuna dikkat cekti.
Metrics Egitim Danismanlik Kurucusu Mesut Ciire” nin “Takim Olmak”
baslikli konusmasinda, takim olmanin ve takim ruhunun onemine
dedinirken, CMD Yénetim Kurulu Uyesi Selcen Uyguntiizel, “Her Sey
icin Iki Sey” sunumuyla; kurumsal hayatta parlamak, parlatmak ve
bosa kiirek cekmemek tizerine tavsiyeler verdi. Basar hikayelerinin
paylasildidi boliimde ise, cagn merkezi kariyerine miisteri temsilcisi
olarak baslayan ve su an iist diizey yonetici olan; Akbank Cagri Merkezi
Grup Midirdi Deniz Onalan, Webhelp Tirkiye Genel Miidir Yardimaisi
Tuna Bali¢, Alonet Genel Midiir Yardimaisi Levent Yalgin’in ilham veren
Oykleri etkinligimize renk katt1.

“Ironman” Umit Celik'in, spor yapmanin is ve sosyal yasamlarimiza
olan faydalarini anlattigr konusmasinin ardindan diizenledigimiz hediye
cekilisimiz ile zirvemiz son buldu.

Organized for the third time in 2018 by our Association, “Strong Teams,
Strong Leaders, Strong Sector!” themed Team Leaders Summit, was held
in Bostanci Dedeman Hotel on September 28th. We welcomed nearly
400 participants at the 3¢ Team Leadership Summit, where we brought
together the top executives of the call center sector with Team Leaders
and Customer Representatives.

Metin Tarake1, Chairman of the Board of Directors, emphasized the future
of the sector and the need for more equipped and qualified personnel in
his opening speech, stating that in the digitalizing world, the customer
experience is valued above all things, therefore the call centers are in

an even more critical position for brands. He also underlined that the
most important and priority condition of being successful in customer
experience is to focus on employee satisfaction.

One of our Board of Directors member Rengin Agilond talked about

the need to maintain a human-oriented approach, even though the
digitalization and artificial intelligence technologies are also used in the
call center sector.

Giving a presentation on “Change” in the summit, Board of Directors
member Hiiseyin Serif Beyaztas called Team Leaders to lead the change
in the call centers sector. Nil Keskin Keles, the founder of PositiVorld,
drew attention to revealing and demonstrating “oneself” and the
potential that lies in each of us in her speech titled “Transformation into
Real Gender Equality in Corporate Life”. In his speech titled “Being a
Team”, Mesut Cire, Metrics Education Consultancy Founder, emphasized
the importance of being a team and having the team spirit. Meanwhile,
(MD Board Member Selcen Uyguntiizel gave a presentation on “Two
Things for Everything” on shining and making others shine while not
wasting your energy in corporate life. In the section, which influential
success stories told by Akbank Call Center Group Manager Deniz Onalan,
who started his career as a customer representative and climbed his
way to becoming a senior executive, Webhelp Tlirkiye Assistant General
Manager Tuna Bali¢, Alonet Assistant general manager Levent Yalcin
gave a magic touch to the summit.

After the “Ironman” Umit Celik's speech about the benefits of engaging
in active sports into our business and social lives, our summit ended with
a qift draw.

(MD 2016 Faaliyet Raporu

2



(MD 2016 Faaliyet Raporu

28

Geleneksel Cagri Merkezi Zirvemizde 10.Yilimizi da Coskuyla Kutladik
We Celebrated our 10™ Year at our Traditional Call Center Summit

Her yil bk bir heyecanla hazirlandigimiz ve sektoriimiizin
birbirinden degerli tst diizey yoneticilerini bir araya getirdigimiz
zirvemiz bu yil10. Kurulus yilddniimimiz olmasi nedeniyle ¢ok daha
buy(ik bir cosku ile gerceklesti.

insan odakli bir tema cercevesinde belirledigimiz programimizin
mottosu bu senen “10°un igin” di. Etkinligimizde ic kaynak - dis kaynak
¢adr merkezleri ve sektre hizmet veren tedarikgilerin iist diizey
yoneticilerinden olusan 400°tn Gzerinde profesyoneli bir araya getirdik.

Bu yil da Simge Fistikodlu’nun sunumu ile gerceklesen konferans
programinin agihisini Kisisel Verileri Koruma Kurumu 2. Baskani Cabir
Bilirgen yapti ve kisisel verilerin korunmasina iliskin kritik gordigii
konularda katihmailarimizi bilgilendirdi.

Zirvede, insan faktdrintin 6neminin alti ¢izen Yonetim Kurulu
Baskanimiz Metin Tarak¢I'nin verdidi mesajlar sdyle oldu; “Dijitallesme
ile birlikte markalar icin miisteri memnuniyetinin onemi daha da

artti. Sosyal medya gibi yeni pek ¢ok kanaldan misteri hizmetleri
sunabilen ¢adri merkezleri de bu nedenle daha kritik bir konuma geldi.
Glintimiizde markalarin basarisi, misteri memnuniyetini stirdtrdlebilir
kilmalarina bagli ve bu noktada da cadri merkezleri artik cok daha
guiclii bir rol stleniyor. Teknoloji hizla gelisip dedisirken insanlarin bilgi
alma ihtivaglari degismiyor. Markalarin bu nedenle insani merkezlerine
alan stratejiler belirlemeleri, dnce ¢alisan memnuniyeti sonra misteri
memnuniyeti anlayisini sahiplenmeleri gerekiyor.

Bilgi Universitesi Ogretim Uyesi, Stratejist ve letisimci Haluk

Sicimodglu ise, insan odaklr iletisimin 6nemine dedinen hir konusma
yaparken, ‘Dijital Donistim Deneyimi” baslikli konusmastyla TATA
Communications Tiirkiye Ulke Miidird Umur Can Yalgin, “Yeni Nesil i
Yasami’ baslikli konusmastyla Dinamo Danismanlik Kurucu Ortagi Evrim
Kuran, ‘Déniisen Diinyada insan Beyni basliklt konusmastyla Sinir
Bilimleri Uzmani Dr. Kerem Diindar, ‘Ttirk Yildizlar’nda 10 Y1I" baslikh
konusmastyla 2004-2014 Tirk Yildizlar Akrobasi Timi Lideri ve Pilotu
Evren Ayna bilyik begeni toplayan paylasimlarda bulundular.

Dernek olarak GETEM ishirlii ile baslattigimiz ve gorme engelliler

icin kitap seslendirecedimiz SesiMiras projemizin lansmanini da
etkinligimizin acilis bolimiinde biyik bir gururla gerceklestirdik.
GETEM Direktorii Engin Yilmaz'i sahneye davet ederek sektoriimiizdeki
yoneticiler ile tanistirdik, daha fazla katilim olmasi icin keyifle
hazirladiimiz challange videomuzu misafirlerimiz ile paylastik.

Etkinligimizde bu yil 3. kez diizenledigimiz Altin Kulaklik Odllerini de
sahiplerine takdim ettik.

Konferans programinin ardindan, 10.yil kutlama kokteylimizde Yonetim
Kurulu Uyelerimizle birlikte 10.yil pastamizi kestik ve katilimalarimizla
edlenceli hir aksam gegirdik.

2018 CMD Geleneksel Cadri Merkezi Zirvemiz, Webhelp Tiirkiye'nin ana
sponsorludu ve TATA Communications’n teknoloji sponsorludunun yani
sira Avaya, Atos Miisteri Hizmetleri, Tegsoft, CCR, Jabra Gn, Alotech,
Merak Ediyor, Efa Tur, SYS, Sestek, Rubi By, Game of Call Center ve Ulak
Net Cadri Merkezi’nin katkilariyla gerceklestigini bir kez daha belirterek
kendilerine destekleri icin tekrar tesekkiir ediyoruz.

Our summit, that we prepare with great enthusiasm every year and
bring together the most prominent senior executives of our sector
was held with even more joy as it was also the 10" anniversary of our
Association.

The motto of our program, which we prepared as human-focused was
“For your 10”. In the event, we brought together over 400 professionals,
including senior managers of internal - external call centers and
suppliers.

(abir Bilirgen, the 2nd President of Personal Data Protection Institution,
made the opening speech of the conference that was presented
again this year by Simge Fistikodlu and he informed our participants

about the issues he considers critical about the protection of personal
data. In the summit, Chairman of the Board Metin Tarakg! underlined
the importance of human factor and said: “With digitalization, the
importance of customer satisfaction has increased even more for the
brands. Call centers, which can offer customer service through many
new channels, such as social media, have therefore become more
(ritical. Today, the success of brands depends on their sustainability of
customer satisfaction, and call centers play a much stronger role at this
point. While technology is developing and changing rapidly, people’s
need for information does not change. For this reason, brands need

to identify strategies that place people at the core and embrace the
understanding of employee satisfaction and customer satisfaction first.”

Bilgi University Faculty Member, Strategist and Communicator Haluk
Sicimodlu made a speech about the importance of human-oriented
communication, while TATA Communications Turkey Country Manager
Umur Can Yalcin made a highly acclaimed speech titled “Digital
Transformation Experience”. Dinamo Consulting Founding Partner Evrim
Kuran made another quite interesting speech titled “New Generation
Business Life”, while Neuroscience Specialist Dr. Kerem Diindar attracted
a lot of attention with his speech titled “Human Brain in a Transforming
World”, along with 2004-2014 Turkish Stars Aerobatic Team Leader and
Pilot Evren Ayna with his speech titled “10 Years in Turkish Stars”.

We also proudly realized the launch of our SesiMiras project, which we
started in collaboration with GETEM with the aim of vocalizing books for
the visually impaired. We invited Engin Yilmaz, the Director of GETEM
onto the stage to meet the executives of our sector and shared our
“Challenge Video™ with our guests to attract more participation.

Organized for the third time this year, we presented the Golden Headset
Awards to their winners.

Following the conference program, we cut our 10" anniversary cake with
our Board Members and had a fun evening with our participants in our
10" anniversary celebration cocktail party.

We would like to thank once again to Webhelp Turkey for their

main sponsorship and TATA Communications for their technological
sponsorship to our 2018 (MD Traditional Call Center Summit, and to
Avaya, Atos Customer Services, Tegsoft, (CR, Jabra Gn, Alotech, Merak
Ediyor, Efa Tur, SYS, Sestek, Rubi By, Game of Call Center and Ulak Net
(all Center for their contributions to our summit.
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3. Altin Kulaklik Odillerimiz Sahiplerini Buldu

We held our 3% Golden Headset Awards

SektdriimUizdeki tiim Misteri Temsilcilerinin katiimina agik olan

(MD Altin Kulaklik Odiillerimizin tgiinciisti bu yil da biyik ilgi gordi.
Katiimailarimizin ¢adri merkezinde calismayi neden sevdiklerini
anlattiklar “Bu isi Seviyorum (iinkil...” kategorisi, baslarindan gecen,
fark yarattiklarini diisiindtikleri “En Samimi Miisteri Deneyimi Hikayesi”
kategorisi ve bireysel olarak kendilerinin gerceklestirdidi kalplere
dokunan sosyal sorumluluk projelerini anlattiklan “En Etkili Sosyal
Sorumluluk Projesi” kategorilerinde basvurularini yaptilar.

Oldukea yaratici ve edlenceli videolarin bulundugu (MD 3. Altin Kulaklik
Odliller’nde, “Bu isi Seviyorum (iinkil...” kategorisinin kazanani
Assistt Misteri Hizmetleri'nden Elif Sahan olurken, “En Samimi
Miisteri Deneyimi Hikayesi” kategorisinin kazanani Vestel Miisteri
Hizmetleri’nden Merve Gezenodlu oldu. “En Etkili Sosyal Sorumluluk
Projesi” kategorisinde ise birincilik odilti DHL Express Misteri
Hizmetlerinden Stileyman Mert Can Semen’in oldu. Birincilerimizi
Kasim ayinda gerceklestirecedimiz Geleneksel (adr Merkezi
Zirvemize davet ettik ve Gdiillerini sahnede kendilerine takdim ettik.
Kazananlarimizin videolarini dernegimizin internet sitesinden ve
Youtube hesaplarimizdan izleyebilirsiniz.

The third of our (MD Gold Headset Awards, which is open to the
participation of all Customer Representatives in our sector, received
great attention this year as well. Employees from the sector participated
in the “I Love This Job, Because...” category where the participants talked
about why they love working in call centers, “The Warmest Customer
Experience Story” category where they talked about their most
influential work experience, and “The Most Effective Social Responsibility
Project” in which they describe the social responsibility projects they
have carried out individually which touch their hearts.

In the 3¢ (MD Golden Headset Awards, where many interesting and
(reative videos were shared, Elif Sahan from AssisTT Customer Services
won “| Love This Job, Because...” category, Merve Gezenoglu from Vestel
Customer Services won “The Warmest Customer Experience Story”.

The winner of the “The Most Effective Social Responsibility Project” was
Stileyman Mert Can Semen from DHL Express Customer Services. We
invited the winners to the Traditional Call Center Summit and delivered
their awards on the stage. You can watch our winners’ videos on our
website and our Youtube account.

Kisisel Verilerin Korunmasi Kanunu Seminerimizi Gerceklestirdik
We held our Personal Data Protection Law Seminar

2016 yilinda Resmi Gazete’ de yayinlanarak yiirtirlige giren

Kisisel Verilerin Korunmasi Kanunu, sektorimiizin miisteri temas
noktalarindaki tiim siireclerini yakindan ilgilendiren bir diizenleme.
Sektdriin bilgi merkezi ve referans noktasi olma misyonumuz geregi
diizenlemeye iliskin bilgilerin giincellenmesi icin Dernedimizin hukuk
danismani Av. Dr. Cigdem Ayézger Ongiin ile birlikte 4 Ekim tarihinde
tiim gtin stiren bir seminer gerceklestirdik.

(agn merkezi sektoriinden ve sektdr disindan profesyonellerin yogun
ilgi gosterdigi seminerimizde, KVKK ile ilgili iki buguk yilda alinan

yol masaya yatinldi, siireclerin, uygulamalarin yasaya uygunlugu
degerlendirildi. GGin boyu stiren etkinlik kapsaminda 100°e yakin
katilima, kanuna dair sorularinin yanitlarini da buldu.

Seminerde KVKK ile ilgili dogru bilinen yanlislar, is stireglerinin
KVKK'ya uyumu, alinmasi gereken temel aksiyonlar ele alindi. Ayrica
sozlesmelerden dodan sorumluluk paylasimi, veri isleyen-veri
sorumlusu kavramlari, verilerin anonimlestirilmesi, alenilestirilmesi,
silinmesi, giivenligi, aktarimi, paylasimi, acik riza kavrami ve agik
rizanin alinmasina iliskin yéntemler, aydinlatma yiikiimliiliigi, VERBIS
sistemi, GDPR gibi basliklar altinda da dnemli bilgilendirmeler yapild.

The Personal Data Protection Law (PDPL), which entered into force by
being published in the Official Gazette in 2016, is an arrangement that
closely concerns all processes of our sector at customer contact points.
We organized a full-day seminar on October 4™ with Lawyer Doctor
(igdem Aydzger Ongiin, the legal advisor of our Association,

to get an update on the regulation as required by our mission to be the
information center and reference point of the sector.

Two and a half years of PDPL journey was discussed in our seminar,
which attracted quite a lot attention by professionals both from in and
out of the call center sector, and the processes and practices have been
evaluated for compliance with the law. During the day-long event,
approximately 100 participants found answers to their questions about
the law.

False facts about PDPL, compliance of business processes with PDPL

and basic actions to be taken were discussed in the seminar. Moreover,
important information was provided under the titles such as contractual
responsibility sharing, data processing-data responsible concepts, data
anonymization, publicization, deletion, security, transfer, sharing, the
concept of open consent and methods of obtaining open consent, the
obligation of illumination, VERBIS system and GDPR.
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Koc Universitesi Sertifika Programinda Egitim Verdik
We Gave a Training for Ko¢ University Certificate Program

Yénetim Kurulu Baskanimiz Metin Tarakel, Kog Universitesi tarafindan
gerceklestirilen “Brandinspire Yeni Nesil Pazarlama ve iletisim Sertifika
Programr’ndan bir davet aldi ve bu kapsamda, “Dijital Diinyada Msteri
Hizmetleri Yonetimi ve Cagin Merkezlerinin nemi” hakkinda sertifika
programi katiimcilarina egitim verdi.

Koc Universitesi ve Brandinspire ortaklii ile gelecegin lider adaylarinin
bireysel ve profesyonel gelisimine odaklanan sertifika programinda,
Metin Tarakgl, katihmallara yeni diinyada msteri hizmetlerinin 6nemi,
miisteri hizmetlerinde yapilan yanlislar ve glinimiizde musterilerin
istekleri gibi cok Gnemli konularda bilgiler verdi. Sektdr ve Dernek
adina yaptidimiz sunumda; dijitallesme ile birlikte markalar icin
miisteri memnuniyetinin 6neminin daha da arttigini, sosyal medya gibi
yeni pek cok kanaldan miisteri hizmetleri sunabilen cadn merkezlerinin
de bu nedenle daha kritik bir konuma geldigini, giiniimiizde markalarin
basarisinin, miisteri memnuniyetini stirddrdlebilir kilmalarina

badl oldugunu, teknoloji hizla gelisip degisse de insanlarin bilgi

alma ihtivaclarinin dedismeyecedini, markalarin bu nedenle insani
merkezlerine alan stratejiler belirlemelerini dnce ¢alisan memnuniyeti
sonra miisteri memnuniyeti anlayisini sahiplenmeleri gerektidini
aktardik.

Metin Tarakgl, Chairman of our Board of Directors, received an invitation
from the “Brandinspire New Generation Marketing and Communication
Certificate Program”, organized by Ko¢ University. Within this scope,

he provided training to the participants of the certificate program on
“Customer Service Management in the Digital World and the Importance
of Call Centers”.

Metin Tarakei gave information about the importance of customer
service in the new world, mistakes made in customer service and the
wishes of customers today in the certificate program that focuses on
the individual and professional development of the leading candidates
of the future, organized in partnership with Ko¢ University and
Brandlnspire. We talked about the importance of customer satisfaction
for brands that increases with digitalization, call centers becoming more
(ritical due to the fact that they can offer customer service through
many new channels such as social media, the success of brands today
depending on their ability to make customer satisfaction sustainable,
and stated that although technology develops and changes rapidly,
people’s need for information will not change. In the presentation
delivered on behalf of the sector and our Association, it was underlined
that the brands should determine the strategies that put people to their
center, they should first ensure employee satisfaction and customer
satisfaction will be achieved as a result.

(Cagri Merkezi Teknoloji Zirvesi'nin Acilisini Gerceklestirdik
We made the opening at the Call Center Technology Summit

(CR tarafindan 18 Nisan tarihinde Adile Sultan Sarayr'nda diizenlenen
4. Cagn Merkezi Teknoloji Zirvesi’nin acilisini bu yil da Yonetim
Kurulu Baskanimiz Metin Tarakgl gerceklestirdi. Sunumumuzda; cagn
merkezlerinin teknoloji tedarikgilerinden beklentilerini paylastik.

Zirvedeki fuaye alaninda standimizla da tiim giin hazir bulunduk,
katilimailan sektoriimiiz, dernedimiz ve faaliyetlerimiz hakkinda
bilgilendirdik.

Metin Tarake1, Chairman of our Board of Directors, opened the 4" Call
(enter Technology Summit again this year, that was organized by ((R on
April 18 at Adile Sultan Palace. We discussed and shared the expectations
of call centers from technology suppliers in the presentation.

We were present all day with our booth in the foyer area at the
summit and informed the participants about our sector, association and
activities.

Sosval Sorumluluk Projelerimiz
Our Social Responsibility Projects

SesiMiras Projemizi Hayata Gecirdik
We realized our SesiMiras project

Bu yil bizi cok heyecanlandiran bir diger projemiz de gdrme engelliler
icin GETEM (Bodazici Universitesi Gorme Engelliler Teknoloji Ve Egitim
Merkezi) ishirliginde baslattiimiz sesli kitap okuma projesi oldu.

(agn merkezi sektdriiniin ¢alisanlar olarak en biiyiik hazinemiz
sesimiz dedik ve sesimizi bugtinden yarina miras birakalim istedik.

Bu nedenle de projemizin adini SesiMiras olarak belirledik. Dernek
olarak siir ve roman gibi kaynaklarin yani sira ders notlari, test kitaplari
gibi ihtiyac duyulan bircok basil yayini seslendirerek, gorme engelli
vatandaslarimizin bilgi kaynaklarina erisim saglayabilmelerine katki
sadlayacagiz.

Proje cercevesinde oncelikle GETEM vetkilileri ile birlikte gereklilikleri

ve siirecin detaylarini netlestirdik. Tiim Gyelerimizi bilgilendirerek
okumalara baslayabilmeleri icin gerekli hazirliklar yapmalarini sadladik
ve siireci koordine ettik. Deneme okumalarinin uygun bulunmasini
takiben de ihtiyac duyulan kaynaklarin secilerek temin edilmesi ve
seslendirilmesi asamasina gectik. SesiMiras projemiz ile biiyiik bir
internet kiitiiphanesi olusturulmasina katki sadlamay! hedefliyoruz,
emedi gecen tiim Gyelerimize bir kez daha tesekkiirler!

Another project that excited us this year was the project of creating
audio books we started in collaboration with GETEM (Bodazigi University
Visually Impaired Technology and Education Center) for the visually
impaired.

As individuals who work in call centers, we thought that our most
precious treasure is our voice; hence, we wanted to leave our voices
as legacies from today to tomorrow. For this reason, we named our
project SesiMiras (Voice-legacy). As association, we will contribute

to our visually impaired citizens” access to information resources by
making voiceovers to many printed publications such as lecture notes,
test books, as well as literary works such as poems and novels.

Within the framework of the project, we first clarified the requirements
and details of the process together with GETEM officials. We informed
all our members to make the necessary preparations to start reading
and coordinated the whole process. Following the approval of the trial
readings, we proceeded to the selection, procurement and vocalization
of the required resources. We aim to contribute to the creation of a
arge internet library with our SesiMiras project. We would like to thank
once again to all our members who contributed in this project!
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Kizilay le ishirligi Yaptik
We cooperated with Kizilay

Yiiz hinden fazla kisinin calistigi bir sektoriin temsilcisi olarak Sivil
Toplum Kurulusu kimligimizle toplumun bircok kesimine fayda
sadlamak bu yil da dnemli giindemlerimizden biri olmaya devam
etti. Kizilay ile bir ishirlii yaparak iiye kurumlarimizda calisan
arkadaslarimizin katildig, stirekliligi olan ve diizenli bir

program dahilinde gereklesen kan bagisi projesine
imza attidimiz icin biiyiik mutluluk duyuyoruz.

Kizilay yetkililerinden aldidimiz bilgiye gore;
her il yaklastk 3.000.000 iinite kan ihtiyac
oluyor ve Kizilay, bu ihtiyacin 2.350.000
tinitesini karsilayabiliyor. Dernek olarak, kan
badisinin siireklilik kazanmasi ve bu konudaki
farkindalidin artmast icin Tiirkiye’nin dort bir
yaninda yatirimi olan tyelerimizle birlikte daha fazla
kisiye yardim edebilecedimize inaniyoruz. Diizenledigimiz
kan badisi giinlerine katilan, topluma ve ¢evreye duyarli tim
tiyelerimize katkilart icin minnettariz.

As the representative of a sector that employs more than one hundred
thousand people, providing benefits to many segments of the society
with our identity as a Non-Governmental Organization has continued to
be one of our important agendas this year. We are proud to organize a
continuous and regular blood donation program in which our colleagues
working in our member institutions participate, in cooperation
with the Kizilay.

According to data received from Kizilay representatives;

approximately 3.000.000 units of blood are needed

each year, and Kizilay can only supply 2.350.000 units.

As an organization, we believe that we can maintain the
continuity of this blood donation campaign and help more
people with our members who have investments all
over Turkey. We are grateful to all of our community and
environment-conscious members who have participated in
the blood donation days we organized.

BASINDA VE SOSYAL MEDYADA BIZ
OUR ASSOCIATION IN PRESS AND SOCIAL MEDIA
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2019 YILI ONCELIKLI GUNDEMLERIMIZ

2019 PRIORITY AGENDA

* (adr merkezi sektorind ilgilendiren tiim regilatif calismalarin
icinde yer almaya devam etmek.

+ Kamu kurum ve kuruluslanyla kurdugumuz iyi iliskilerin stirekliliini
saglamak.

+ Geleneksel Cadri Merkezi Zirvesi etkinligimizi gerceklestirmek.
* (MD Takim Liderleri Zirvesi etkinligini gerceklestirmek.

+ 2019 yili Tiirkiye Cagri Merkezleri Pazar arastirmasini yapmak ve yil
sonunda actklamak.

+ (alisan sirkiilasyonu sorununun ¢6zimd icin projeler hayata
gecirmek.

+ Sektorin bilgi merkezi olmak iizere ihtiyac duyulan konularda
raporlar hazirlamak, arastirma ve analizler yaparak yayinlamak.

+ Sektortn imajinin ve algi yonetimi iyilestirmek icin calismalar
yapmak.

+ (adn merkezi isinin potansiyel is giicti ve mevcut calisanlar nezdinde
meslek olarak algilanmasini saglamak iizere gencleri bilgilendirmeye
devam etmek.

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

+ Sektordeki hizmet kalitesini belirlemek ve yiikseltmek Gizere IS0
18295-1 ve IS0 18295-2 Hizmet Standardini yayginlastirmak.

« Ttim iletisim kanallarint kullanarak cadri merkezi sektorii hakkinda
kamuoyunu bilinclendirmek.

* (adri merkezi sektord ile ilgili cesitli konularda genis katilimh
seminerler diizenlemek.

+ (adn merkezi sektdriiniin gelisimine fayda sadlayacak olas ishirligi
firsatlarini degerlendirmek (iniversiteler, kamu kurumlari, diger
STK'lar)

« Tiirkive cadr merkezi sektoriini gelistirmek tizere yurt disindaki
uygulamalart yakindan takip etmek ve uluslararasi arenada ilkemizi
tanitmak.

+ 2018 sonu itibariyle 52 olan Gye sayimizi farkli sektorlerden yeni
{iyeler kazanarak arttirmak

+ (Jye liskilerimizi her gegen gin giiclendirerek mevcut dyelerimizin
baglihdini arttirmak Gzere calismalar yapmak.

+ Sosyal sorumluluk projeleri gerceklestirmek.

+ (adn merkezi sektoriinde faaliyet gosteren tedarikgilerle is hirlikleri
yapmak.

+ (adn merkezi sektoriine yonelik calismalar yapan start-up
firmalariyla is birlikleri yapmak.

+ Telefon dolandinciligini nleme faalivetleri gerceklestirmek.
+ Dijital ddniistime odakli calismalar gerceklestirmek.

* (MD Altin Kulaklik Odlillerini gerceklestirmek.

* Kadin calisan ve kadin licer soyleminin gticlendirilmesi.

+ (adn merkezlerinin yasal gereklilik olarak sertifikasyona tabi
olmastyla ilgili arastirmalar gerceklestirmek.

« (ontinuing to be involved in all requlatory works regarding the call
center sector.

« Ensuring the continuity of the good relations we have been
establishing with public institutions and organizations.

* Organizing our Traditional Call Center Summit event.
* Organizing our (MD (Call Centers Association) Team Leaders Summit.

+ Conducting the 2019 Turkey Call Centers Market Research and
announcing it at the end of the year.

+ Realizing projects to find solutions for the issue of high employee
turnover.

* Preparing reports and conducting research and analyses regarding
the issues needed to be the information center of the sector and
publishing them.

« Making studies to improve the public opinion and perception of the
sector.

« Continuing to inform young people to ensure that the call center
business is perceived as a profession for both the potential workforce
and the existing employees.

« Widening the incentive scope for domestic and international call
center services.

+ Popularizing IS0 18295-1and 150 18295-2 Service Standards with the
purpose of determining and upgrading the service quality in the
sector.

* Increasing public awareness about the call center sector by using all
communication channels.

* Organizing well-attended seminars regarding various topics related to
call center sector.

+ Assessing potential cooperation opportunities that would help the
development of the call center sector (universities, public enterprises,
other NGOs)

« Following the practices abroad in order to improve the call center
sector in Turkey and introducing our country ininternational arena.

* Increasing the number of our members, which is 52 by end of 2018, by
acquiring new members from different sectors.

« Making efforts to increase the engagement of our existing members
by strengthening our member relations day by day.

* Realizing social responsibility projects.
+ Cooperating with suppliers operating in the call center sector.

« (ooperating with the start-up companies working in the call center
sector.

« (arrying out activities to prevent telephone frauds.
* Realizing projects focused on digital transformation.

* Holding the CMD (Call Centers Association) Golden Headset Awards
event.

« Strengthening the appeal of women employees and women leaders.

« Conducting research on the subject of certification of call centers as a
legal requirement.

CAGRI MERKEZLER] DERNEGI UYELIK AVANTAJLARI
ADVANTAGES OF CALL CENTERS ASSOCIATION MEMBERSHIP

* 55 diye kurum ile cadri merkezi sektoriiniin yaklasik %90’ini temsil
eden, Tirkiye’deki cagr merkezlerini tek cati altinda toplayan ilk ve
tek aktif Sivil Toplum Kurulusu'yuz.

« Sektoril etkileyen her tiirlii yasal diizenlemede sz sahibi olabilmek
ve sesimizi duyurabilmek adina g birlidi olusturuyoruz.
(Yatirim Tesvikleri, Istihdam Tesvikleri, BTK, BDDK, EPDK vb.
regiilatif kurumlarin sorumlulugundaki sektériimizii ilgilendiren
diizenlemeler, iSG diizenlemeleri, Elektronik Ticaretin Diizenlenmesi
Hakkindaki Kanun, Mesafeli Satis Sozlesmelerine Dair Yonetmelik,
Doviz Kazandiran Hizmet Ticaretinin Desteklenmesi Hakkindaki
Teblig, Mesleki Yeterlilik Kurumu ile Mesleki Sertifikasyon siireci,
Kisisel Verilerin Korunmas! Kanunu, sektorimizle ilgili tim
Bakanliklar ve kurumlarla diizenli ve yakin temaslar...) Aramiza
katilan her yeni diye temsil gliciim(izi de arttiryor. Sektor temsilcisi
olarak kamu kurum ve kuruluslanyla olusturdugumuz iyi iletisimimizi
her gecen giin gelistirerek sektorimiize katki sadliyoruz.

Sektori etkileyen 6nemli glindemleri yakindan takip ederek,
tiyelerimizi etkileyecek her tiirlii haber, proje ve gelismelerden
haberdar olabilmelerine imkan sadliyoruz.

Uyelerimiz, diizenli olarak gerceklestirdidimiz Yonetim
Toplantilarinda sektoriin onde gelen yoneticileri olarak hir

araya gelerek goriis alisverisinde bulunabiliyor ve birbirlerinin
tecriibelerinden faydalanabiliyorlar. Bu sayede sektordeki projeler,
yenilikler, intiyaclar, stirecler hakkinda dizenli ve detayli bir bilgi
alisverisine imkan saglamis oluyoruz.

Dernege iiye olan kuruluslarin kamuoyu, miisteriler ve ¢alisanlar
nezdinde daha giivenilir ve profesyonel olduklarina dair olumlu
algiya katki sagliyoruz. Sektordeki firmalar hakkinda goris isteyen
taraflari iyelerimiz hakkinda bilgilendirebiliyoruz.

Uyelerimize dernek igindeki komisyonlarda ve dernedin hayata
gegirdidi projelerde goniilli olarak ¢alisabilme imkani sunuyoruz.
Bu sayede farkli kurumlardan ve farkli sektérlerden benzer isi yapan
kisilere hirlikte calisma imkani sadliyoruz.

Dernedimiz tarafindan sunulan egitim, denetim, sertifikasyon,
arastirma-sunum ve rapor gibi hizmetlerden dyelerimizin avantajli
kosullarda faydalanmalarini saglyoruz.

Dernek olarak yer aldidimiz tiim ulusal ve uluslararasi platformlarda,
basin-yayin organlarinda, etkinlik ve organizasyonlarda, dernegin
web sitesinde ve diizenli yayinlanmizda Gye kuruluslarin tanitimlarini
yapiyoruz.

(agn merkezi sektoriiniin saglikl gelisimini saglamak, faaliyet alanini
genisletmek, sektore belirli standartlar getirilmesine katki sadlayarak
hizmet kalitesini artirmak, kamuoyunu sekt6riim(iz hakkinda
bilinglendirmek ve kamu kurumlari nezdinde sektoriimuizii temsil
etmek, tesviklerin tiim Gilke sathina kademelendirilerek yayiimasini
sadlamak/kapsamini genisletmek, sektoriimiizii etkileyen ve ihtiyag
duyulan tim regiilatif calismalara dahil olmak, nitelikli isgicii ihtiyaci
icin egitim ve sertifika programlarinin yayginlastinimasina destek
olmak ve sektoriin bilgi merkezi olmak amaci ile faaliyetlerimize
devam ediyoruz.

Geleneksel Sektor Bulusmasi etkinligimizde dnemli kamu
kurumlarinin yetkililerini, ickaynak/diskaynak cadr merkezlerinin Gst
diizey yoneticilerini ve sektoriimiize hizmet veren tiim tedarikgilerin
ist diizey yoneticilerini bir araya getiriyoruz.

Dernedin yer aldidi tiim ulusal ve uluslararasi platformlarda,
basin-yayin organlarinda, etkinlik ve organizasyonlarda, dernegin
web sitesinde ve diizenli yayinlarinda tiye 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 5T 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 requlatory 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 e
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 in the
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
husiness 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 before state
institutions, maintain extension of incentives throughout the country
by stratification/extend its scope, involve in all requlative 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.

(MD 2016 Faaliyet Raporu
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