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MESSAGE FROM THE CHAIRMAN

Dear Stakeholders,

A5 Akbank we are proud 1o present our sustainabillty report, a
first among commercial banks in our country. We are happy to
provide you with information on our social, environmental and
economic performance, which we target 1o improve further in the
years to come. Since the day our bank was founded, our service

dou

roleinthe
Sector that focuses on success is known to all of our customers
and business partners. In maintaining our stakeholders’ trust, we
are aware of the importance of being an ethical, responsible and
a sustainable bank and continue to enhance our goals with our
understanding of responsibilty.

i prearedwihthe ke hat the it susain e s
of our investors’, employes’,customers' and all of our stakeholders’
St e e e hankmq during s period in

GRII, a reporting standard that has earned worldwide acclaim
and that is used by many large companies of the world,is a clear
indication of our vision on this matter.

s Akbank, one o the leading corparations of the Turkish economy,
e know that o play an actve roe i suppring awareness of the

e camed S e SR S
an o ourvord, Climatechange and h resuling lbol fects
are, in a sense, directly related to human right

dorive uturo genarations f such basc human ights 0 g

3 healthy (ife. Each step taken with res al

susalnabilty il form the st Unks of 3 i ofbenaf st
xtend to posteri

Today it s expected that companies, in order that they render their
growth and profitabilt ‘sustainable’, care about the future of the

2 pnoring messag or he barking oo e baiers AT

ethical, environment and economic priorites as well a5 our
S proaty ara poriant et vl oy AR
into the fut

Our vision s to become the most admired company. wih the
eople, constantly delivering outstanding resuls. It is now
e g inerestoken i esponsile attude
increases in our country parallel with emerging global norms,
sy Fermecialaga Al Is o e S
carefully by our stakeholders. As is the case in every field of our
corporate performance, the importance of internationalstafidacds
is growing in the feld of sustainabiiy, too. The fact that e a
publishing our first report using the Global Reporting Init

Various risks and opportunities confront the banking sector
in climate change and the resuiting global warming and our
enviranmental priorites.

5 3 resut of the measures taken aganst climate change we

can now talk about an ecanomic transformation that reduces

Gnpsndence. o b ueta o RN

new economic model described as the low-carbon economy.

In e wake f the ecent global conamic recession ol
countries, including rapidly developing countri

" el SN S

Sustainabilly for a transformation in the economy as part of their
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MESSAGE FROM THE CHAIRMAN

economic stimulation package. It is reported that, in the light of

conomy created an economic field 36 times the size of Turkey's
xport forthe same year and reached a lovel of €3,650 billion

Itis an undeniable fact that signing the United Nations Framework.
Conventon on Cimate Change and th Kyoto Prtocal wil pay
mportan fle inthe development of Turkey and the Turkish

conomy. Turkey wil be able to take place among the laading
(ounmes o?  tne low-carbon economy trough 15 rich sustainable
energy resources and its energy efficiency potential that has not

bean suficiemly ullissd uninon

bank
banking and that has developed strategies responding to changing
and developing circumstances for many years. As a company that
has ceaselessly developed itself in performance fields regarding
suslrality ndcopurat ol responaBy, 1 2007 AR
a “Corporate Governance and Social Responsibility
Commite’ reparting {0 the Board o Directors, This comties
is supparted by a corporate social responsibility task group that
carries out work on developing strategies, policies and
and that manages our reporting processes. We have alsa iifiated
Studies concerning the evaluation of our environmental impact
which aim at calculating our environmental. footprint by collecting
the necessary data.

Tne Adare Corporate Govenance and Socil Responsiily

has specified environmental. issues as one of its
pilryise cororaie socal respansibfy s 1 1S BRI
decided to support the implementation of the ‘Carbon Disclosure
Project - COP', which is one of the most comprehensivesand

prestigious environmental iniiatives in the world, ths achieving
2 first-time-ever in Turkey.

Our sustainability approach which gained momentum after we
Signed the United Nations Global Compact in 2007 s rapidly
developing in the path of performing at global standards,

ing awareness y taking an acti on joint
platforms tagether with our key stakehalders, determining our

opes of influence and our priarities, and mitments
by developing policies on these issues. are that our
stakelders ar fllwing our perormance on isues such 23

our environmental footprint, our contributions to the developm
o e oo e o T A
invesiments, and ha tca accounapilly is vry mportant ot
Wit (s Corieat o R Jed the sectr by publshing s
Global Compact report in January 201

Believing that the development of a sociely is dependent on its
devlopng ponts of view invarious s fom art 1o educato,
bk conducs arius prjecs i ordar o croal 2 usanale
i T o of 1 gk e IR SRR S
e Sarking cties and
business processes, and the projects it launches and st

et o hear e T TR P

fields _concerning corporate social responsibilty, in all
seavantly elonal el

benait,Bleing ot uslainableagproachesan resl anenled
initatives are only possible through cooperation and dialogt
Atank shall apenyprove it et it n i e treugh
both its corporate implementations and its support in multiple
Ebchtder anted itatves

SuzanSabanci Dincer
Chairman of the Board of Directors:
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MESSAGE FROM THE CEQ

The global financial recession that has engulfed the whole world
and has increased its severity during the last quarter of 2008, has
caused serious economic shrinkage in the world economy in the
first half of 2009. Although signs of recovery were observed i the
econd half of the year, thanks t comprehensive measures taken
governments, the recession can be avercome only gradually
and progressively.

2001
has allowed Turkey to be prepared when entering nto this crisis.
The most important factar behind the relatively positive course
taken by Turkey within the last year is that the Turkish banking
Sector, which emerged stronger from the recession of 2001, was
prepared for this new recession. Its high capital adequacy ratio
205, high liquidity level, low loan-to-deposits rate [75%), and
ealthy loan portfolio by means of robust regulations and control
mechanisms, have been the sector's primary points of resistance.

The importance of effective risk management was once more

confirmed during the laest economic recession. The eni
orl restzed that It s impassibe o sustain 8 fiancall

G AT T Ao e et

risk management understanding aimed at managing these
Systems should be made part of the corparate culture.

One of the concepts that came to the fore during this period has
been sustainabilly. Corporations and institutions do nat live in 3
warld where they carry out actities in a vacuum. The health of

a
compulsory for  the continuation of their operafions: Effo

made by Akbank to develop its corporate value chain in harmony
it s stakeholdrs” social and eniranmentl. needs during

h 3 period shall set an example for companies that wish to
aroaress n hi fiectk e AIERR IS S S

ystomer-oriented risk management. In order o dra
attenan o the importanc of specting scialand cnvumnmcnml
expectations and needs al an early stage in achieving our goal

its sustainable profitabilty without making concessions in its
asset quality or its financial performance.

Foreseeing the potential risks in loan quality posed by the

global recession, Akbank focused on limiting the effects that

non-performing loans might have on ts asset qualty and revenue.
ough 1

increased by 53% reaching TL 2. billion, and our average return
n equity was realised at 21.5%.

With a capital adequacy ratio of 21%, Akbank is among the banks
tonlyinthe
sector, but alsa among international bank.

il mporant issus n Wi priod of Improvement [z our
customers. Customer satisfaction has gained an unparalleled
Level of importance. Akbank continues to decpen s relations
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MESSAGE FROM THE CEQ

with its present customers through both the presentation of new

advantage and effciency.

Strengthening our CRM_(Customer Relations Management)
infrastructure enabled our sales teams to accelerate their
Speed in solving customer needs. Through the development of
ew praducts and services, Akbank aims at further increasing
customer satisfaction and service quality and at providing its
customers with a superior banking experience. The ‘Carrefour
Axess’ credit card, which provides its customers with advantages
and payment facilfies at payment points, and the Fish Card’ which
offers rewards to customers for a certain amount of shopping are
the most palpable proofs of this understanding.

Leading the sector with discounts in the consumer and SME lo
karea rlna i 2007 Aok racicad il comar e
barking sctor Uroush it Tranior and Ches Caleton fo
IS e pvidel enlloportsn oo ATIE R
trade i our county: n kesping wilhaur commimrt o rovding
ustomers with lovi-cast banking sevices, the ‘aRle taRile’
= il oA oftese pioneering
entrprses we am at acceleatng fhe cah low i th rarket and
ppstig 8 yrovihin]iie sonanyini o TR
with advantageous packages.

I rder o undarstnd h problms of he ret estate setor and
make on-site evaluations, in 2009 Akbank’s semior

the sector regarding the nature of the support o be lent in order to
se visits shawet
provinces will play an important role in nextyear's growthy

In 2009 we formed the “Akbank International Advisary Board"

jscuss and evaluate_global and local economic
developments and their slmleg\c implcaons on Akank. The
Board convenes biannualy and aims to create sustainable value

{orine Tkt ey s ko1 s takehedere e pelve et
this exchange of opinions conducted through the particpation of

in thei ields, i very useful and contributes to our Bank's strength.

In line with Akbank's lang-term targets of becoming the region's
teading bank and taking advantage of regional growth opportunites,
in 2009 Akbank established *Akbank [Dubail Limited" in the Dubai
Itermatonal Fnancit G IDIFC) Wo el tat Ak (Dusa
Limite, ourded i the purpoe ofprovie s cusormers Wi
counl on el S S U S
1o loans nd issinnA A EIEE S RO
contrbute to the development of economic cooperation and dialogue
between Turkey and the Gul countries.

The “Akbank Banking Centre’ in Gebze, for which construction
was initiated in 2009 and which will be commissioned in May 2010,
ik athe cpraon oo VAR R
ot only of Turkey but also its surrounding region. This gigantic
conire which vl baiaaiipedet T TSI IR
wil become the banking centre of a large geographical area that
includes Turkey and its surrounding countries.

Mainanng s heslly susdioabe and  groftable growh
performance in the upcoming period is among Akbank's top-priorty
Targets.To i end aur Bank il conine 0 focs on an increase
market shares. andg/wm in product and service volumes.

Zwy-Akqur ,, it




AKBANK AND SUSTAINABILITY
PAST TO PRESENT

_ad

1948 January - in Adana to provide funding for local cotton
producers.

1950 - Opened s first Istanbul branch in Sirkeci.
1954 - Moved its Headquarters to Istanbul.

1963 - Automated all banking operations.

1964

worker transfers from Frankfurtto Turkey.

1972 - Akbank Children's Theatre started is performances.

1976 Adsank startd te Karagz and Pupt Thatre, brio:
g Karagez's adventures to audiences in Turkey, beginning

i lsanu.

1981 - Automated all banking transactions and initiated on-line.
applications.

1990 - Akbank shares floated to the public.

1991 - Akbank Jazz Festival was initsted in order to bring the.

world's most important jazz artists to Turkish audiences, thereby
forming a rooted music culture.

1991 - The Akbank Chamber Orchestra, the first example of
private sector's support for music in Turkey, was founded.

1993 - Akbank Art Centre was established.

1996 - AKSecurities was founded,

1996 - The Investor Relations Department was formed in order to
conduct our relations with our investors.

1998 - Through a secondary public offering, Akbank shares began
trading on international markets and as an American Depository
Receipt (ADRJ

1998 - The Akbank Represantative Offce n Frankfurt was
transformed into a brar

1998 - AKinvestment was founded.

1978, The Ottaman Cllgraphy Exhiion ‘Golden Loters:

which the most valu: isplayed, was held

et ford o Motropetian miseur of At ande Aeoancs
vt

1999 - The Ottoman Calligraphy Exhibition ‘Golden Letters’ was.
held in the Los Angeles County Museum of Art under Akbank's
sponsorship

1999 - Akbank Internet Banking was launched.

2000 - The Ottoman Calligraphy Exhibition ‘Golden Letters’ was.
el o e Loura Dseati T P TV

2000 - The Corporate Internet branch was launched.

- Ak Asset Management and the Private Banking

2000
Department were formed.

2000 - The Akbank Malta branch was opened.

2001
founded in the Netherlands.




T

. AKBANK AND SUSTAINABILITY
PAST TO PRESENT

2001 - The Personal Internat Branch in English was launched for
our foreign customers.

2001 - Akbank provided ts customers with the faciltyof conducting
Banking transactions through Pocket Computer Banking.

2001 - The Akbank Call Centre began it operations.
2001 - The Axess Credit Card was ntroduced.

2002 - The Akbank Operations Centre was founded.

2003 - Akbank became the first bank to dectar s dividend poicy.

2003 - Akbank became the first bank to issue its Corporate

Governance Principles n its annual repor

2003 - Turning to contemporary art, Akbank At initated 3

restru:lurmq process, and pointing out the local and international
ality of s globalised aristc course with the exhibitons it held

e TR B et i

2004 - Akbank became the first bank to issue its Corporate.
Governance Principles on its website.

2004 - The Akbank Short Film Festival was launched.

Mk sarted spportng the stanbul Interationa Flin
ooyt s

2005 - Akbank became the first bank to buy back its founder's
Shares.

2005 - Akbank incorporated AKLease into is body.

n BB~ g

2005 - Akbank became the sponsor of ‘Make a Wish', which was
founded in order to fulfl the wishes of children between 2 and 18
years of age fighting terminal llnesses.

with Akbank's support.

2007 - With the sponsorship of Contemporary Istanbul, a madern
‘and contemporary ar activiy, Akbank contributed to the realisation
of Turkey's most important contemporary art exhibition-

2007 - Ak bacamethe fist Trkish Bark 1 3 the Olabal
Compac

2007 - our cospraton with Endeavor’, 2 nen-governmental
Ee e T der to_contribute to_economic
dersicoment Infdmmiotwaleot R
entrepreneurs, started.

2007 - The AKbank Customer Complaint Management obtained the
150 10002 Quality Certifcate.

2007 Withthe Ak Tdeas That Tur It Businas, That
Develop Business Programme’, entrepreneurs having new idea:

o wish foturn these ino busines and wish o develop =
companies, were mentored on how they could conceptualise,
et and e B

2007 - The Wings Credit Card was introduced.

2008 - The works of Salvador Dali, one of the most important
surrealist artists, met with art-lovers at the Saip Sabanci
B v Aieanisj oo AR S
works s the largest Salvador Dali exhibition
el terse Spain.




. AKBANK AND SUSTAINABILITY
PAST TO PRESENT

2008 - The Abank Children's Theatre which conducted many 2009 - The AKbark nternational Advsory Baard was established
imes. both domestcaly and internatonaly carried the
exciement, melanchaly and beauty of theaire to 45 Turkish 2009 - Endeavor and Abank iteoduced management_guru
pronces i ne W Rigs Tr e by te iyt i Jamal T et he Busines Word g he o
aly newspaper Entrepraneurship Wee
ank held Innovation  and EM'!D!EMWSNID 2009 - The co-branded fund that =nables investments in BRIC
Comariatins for s Commarcal Bookng cotonars. and o coara e bR
exchang f nfrmtion o cconic ket was made sing
up-to-date dat { 2009 - The foundations of the Akbank Banking Center were Lai
he “Akbank Thinking Club’ vas. founded in order to
ik tgutbe with oty e s oo ot the et AR 2009 - The Akbank sisual tlsphotis eanch s Eab R nd
akeholders of continuous development and nnovaton and i

5 2009 - The Development Centre for Women, 'BiZ/, founded by

order to create a joint value for Turkey's future et S ey o oy et 6 e

208 - Toe caton sxpunses of 2 swnty. o e dual.productivity, was established under Akbank's
Researc Coirs (CERN) one of the mast s

b stane o o okl s

2009 - Akbank [Dubai d became the first Turkish Bank to be
2008 - MBA seminars held under the intellectua leadership of esabiehed tthe utat miernationat Fnancal Conre,

for the future and to open up their horizons.

2008 - The Fish Credit Card was Introduced.

2009 - The CarrefourSA Axess Credit Card was introduced.

2010 - The Akbank mentorship programme was initiated

2007 - The Power o Tirkig’suppor fo the sducation system
was intiated. The ‘Akbank Power of Thinking’ project will enable 2010 - Akbank became the frst Turkish Bank to publish its Global
aceess o hundreds of Thousands of susents Erogh thousal Compact Communication on Progress Report.
of teachers.
2010 - Supporting the implamentation o the Carbon Disciosure
2009 - The Corporate Governance and Social Responsibilty Project [COP), considered to be among the most comprehensive.
Cormralaaive: ehisbahed g1 pretisous enviranmental ntatives of the vord Torio,

R i e oot ervironment travaps
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. ABOUT AKBANK

Akbanks basic scope of actvities consists of banking services
Such as SME banking, consumer banking, corporate banking,
private banking, foreign exchange, money markets and security
transactions [Treasury Transactions], and international banking
In’addition o core banking activities, Akbank, also acts as an
insurance agency for Aksigorta A5, and AvvaSA Emeklitk and
yat AS. through its branches and provides brokerage services
for Sack share purchaseand sals drctly o via ramete sals
channels as an agent of Ak Yatrm

A5 Turkey's most valusble company 3s of year-end 2009, Akbank
has maintained it Leading role in the Turkish banking sector vitha
robust balance shee, transparent corparate gavernance appraach,
strong and long-standing international relations, solid capital
base, reliable deposit structure, low-cost resources and strong
gromih in s assets.

With a strong and extensive domestic economic scape of nfluence
consisting of 877 branches, close to 15 thousand employees and
over 500 suppliers, Akbank carries out its activies through its
Headquarter in Istanbul and 20 regional directorates across.
Turkey. I addition to the Bank's traditional delivery channels such
s its branches, Akbank also offers customer services throug
its retai and corporate internet branches, the telephone banking
center, over 2,400 ATMs and more than 240,000 POS terminals as
well a5 other high-tech channels.

A5 of year-end 2009, Akbank's cansolidated et profit reached TL
1.8 bilion, and tstotal consolidated

assets reached TL 102 billion [approximately US$ 69.1 billion).
The consolidated capital adequacy ratio o our bank s among the
highest rates i the sector wit

26.63% of Akbank's shares are listed on the
The Bank's Level 1

on the OTC in the United States. Akbank's market capitalization

stood at US$ 19.1 million on December 31, 2009, identifying it a5

most valuable company on e I

Bearing the responsibilty of being a respected brand name
throughout its deep-rooted past from 1948 to today, Akbank has
adopted the creation of fast and permanent solutions to changing
demands and cantinuous innovation, which are the unconditional
necesstesof e succes, s s corporae clur, Thet Ak

k' sirongest, greest and most valuale brand
e the o Re o B e R R YEAT
P S
consistent work ethics.

become the most admired company, with the best people,
constantly delivering outstanding resuls.

Topronde e SN sprence Tk frng

outaningvlus for s akepotder

caats
- Achiving a ang term sustanble ROE of at esst 20%
+Incres ot asset market sharefrom 12%t 16%
Taketh irst place i the et lace fo Wark'rankings

Rt o
name in Turk



T

ABOUT AKBANK

Akbank's Strong Foundations.

AKbank has 8 robust captal tructure and a igh cap
adequacy ratio wit

STt tent el s e i
assigned in Turk

+877 branches lacated throughout the country.
+Astable and extensive funding base.

- Awide-ranging customer portfolio with the ability to attract
new customers

+An extensive and diversified loan book with a low
non-performing loans ratio

For detailed information on financial data and all activites,
Broducts and senices ffered by Akbank less refr (o our 2007
Annual Report avalable

http://veww.akbank com/annual-report-1522.aspx
Akbank’s Company and Management Structure

Share
Ha BmorSabancHoldng A5,
and Affilated Corporatio %4645
e L %2000
Sabane: Family %692
Free Float %2863
Aank Tas. was incorporsten, pursant 1o gl

th
araed roush Cainet becres s om0, e 3, (A
commercial bank with the purpose of engaging in all kinds:

banking businesses and carrying out operations in any economic,
financial and commercial. subject_permitted by Turkish Law,
and started operations on January 30, 1948. There have been no

As of December 31, 2009, Akbank's issued capital was TL
3,000,000,000. There have been no changes in Akbank's capital
siructure within the reporting period.

Our Organization Chart
Head of Internal Audit, Head of the Internal Control Centre, and
the Risk Management Department of our Bank directly report to
the Board of Directors. Our Bank has 14 Execuive Vice Presidents
reporting to the CED.
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‘Akbank Branch Netwark




ABOUT AKBANK

Adtank ousa) Limited, the (st Turkish compa

Key Financial Figures (2009)

ny
esanlihed by he et Turkish Bonk ot e Do hernaionl. Consotioted Milion T
Franca Gt was founded 200 b order o supp Tort Assts s
 consultancy services on financial products Loons s
+loan and investment products Deponits st
* brokerage servicesfor depositing transacions. Foreign Loane 27
International Rating Agencies Sty Gl Ly
Through its meticulously implemented efective risk management et re] 2223
ine et inanciat ad ndvia sventh rainge et con be
it ratings ot seir by i Ratings. p———— =
Sy N WarketVaus (milon US, Dollars] et
eso's c ast e
(7L Milion - Us $ Million] 2008 2009
Fenmainss | Al |

eaa Prmez | B

L Corporate

Foreign Currency Corparate




ABOUT AKBANK
TL Commercal 2461 2475 Number of credit crds 45 millon
Number POS terminals 27421
Number of ATMs 2518
e CreditCard Expeniture Turnover  TL27,886 milion
Eoion il N POS expenture urnover TL 28,984 million
+Data as of December 31, 2009.
Small Businesses. 5% 2o
| Comparative Results
Consumer 2410 9245 -~ 207 2o o0
CreditCords s 575
Toatsets 7 oo | wem
Ot oans provided by Akbark, 3% consist of consumer, 0% of
corporate, and 27% o SME loans. Loans v osst | i
Consoldated TLMiion Depsis e gos | s
TotalConsumer Loans 14399
Netproft 200 182 s
General Purpose Loans 40
Numberal 1513 sz | s
Martgage Loans wn v
Automotive Loors
CreditCord Loans




ABOUT AKBANK

Our Awards
EUROMONEY
2009 BEST BANK IN TURKEY

GLOBAL FINANCE
2009 BEST BANK N TURKEY

2009 BEST TRADE FINANCE PROVIDER IN TURKEY.
2009 BEST FOREIGN EXCHANGE PROVIDER IN TURKEY.
~2009 BEST ONLINE DEPOSITS ACQUISITION IN EUROPE
2009 BEST INFORMATION SECURITY INITIATIVES.

IN EUROPE

EMEA FINANCE
2009 BEST BANK IN TURKEY

WORLD FINANCE BANKING AWARDS
- MOST INNOVATIVE BANK IN TURKEY

AMERICAN TURKISH COUNCIL (ATC)
TURKISH AMERICAN BUSINESS COUNCIL [TAIK]

- COMMERCIAL LEADERSHIP AWARD

EUROWEEK
~BEST TURKISH LOAN AWARD

STEVIE AWARDS
- FISH/2009 BEST NEW PRODUCT OR SERVICE OF THE
YEAR AWARD - FINANCIAL SERVICES CATEGORY

- AKBANK 18" INTERNATIONAL JAZZ FESTIVAL
COMMERCIAL/ BEST TV-CINEMA AD/CAMPAIGN AWARD.

0SCARDS
- FISH CARD / BEST ROYALTY AND AWARD PROGRAM
INEUROPE

5 ISTANBUL CALL CENTRE CONFERENCE
CALL CENTRE AWARDS

- BEST CALL CENTRE WITH OVER 200 SEATS - MOST
LAUDABLE

~BEST CUSTOMER EXPERIENCE - MOST LAUDABLE



ABOUT AKBANK

TURKISH PUBLIC RELATIONS ASSOCIATION (TUHID]
- ASURREALIST IN ISTANBUL: SALVADOR DALI
EXHIBITION/JURY'S SPECIAL AWARD.

CRYSTAL APPLE
- AKBANK 18" JAZZ FESTIVAL COMMERCIAL/ BEST TV.
COMMERCIAL AWARD

EPICA AWARDS.
- AKBANK 18" JAZZ FESTIVAL COMMERCIAL.

MediaCat
- AKBANK 18" INTERNATIONAL JAZZ FESTIVAL/
BEST RACKET

Awards for which we were finalists or shortlisted
STEVIE AWARDS

- Salvador Dali Exhbition / Best Media Campaign

- Akbank 2008 Annual Report / Best Annual Report

- Akbank Image Fitm / Best TV and Cinema
Advertisement Campaign

26" stanbul Film Festival Movie / Best TV and Cinema
Advertisement

-Wings / Best Marketing Campaign

European Excellence Awards (EEA)

~Powier of Thinking from Turkey

New York Festivals
- Akbank 18° Jazz Festival TV - Cinema

Competiton Finalist

CANNES LIONS

- AKBANK 18% INTERNATIONAL JAZZ FESTIVAL /

Show - Event.
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ABOUT THE REPORT
This report, which is the first sustainabily report to be published Programme [UNEP). You can visit the website hiip://wiw
by Akbank, includes information on our social, environmental and globalreporting.org for the GRI Reporting Principles
broader economic impact and our performance with respect o these
impacts for 2009. Akbank has been conducting its operations under The general scope of our report was formed in keeping with
n ethical, accountable and responsible management understanding the AATODD principles with respect to inclusivty, completeness,
since the oy I v founded it conides i, epecations of all responsivensss and the determination of material issues. You

d_environmental_stakeholders, directly affected by can find detailed information on the AR1000 series standards and
s actvies dus 1 s Tild of busines, s top-pHony. ek of principles at htp:/fwww.accountabiliy21.net/aa1000series.
responsliy. Our 009 Susanabilty Repr,prepared wi s i

sl ! [—

f ur couniy th cooperation w hav formed it o sikeholders
in order to increase social wellbeing, and the efforts we have m;

toward protecting the physical environment.

Our report covers all Akbank TAS. activites in Turkey. We hope
that this report, in which we explain our social, environmental and
economic performance for the periad between January 1

109, reinforces the trust between s and our
A v A e

‘The 2009 Akbank Sustainability Report and Its Inclusivity
We try to determine and fully understand our social,
environmental and econommic scope. of nfluence and our
performance related o this as well as our stakeholders’
opinions on these matters [Materialty.

In this sustainabiliy report, Akbak has used the Global Reporting
Initative (GRI) 63 principles, an international reporting framework
t has earned worldwide acceptance: it sets a source of reference
for our stakeholders as well s for nternational benchmarking, and
supports Akbank in expressing clearly its understanding an the
subject of sustainability to its stakeholders. In both our. polices! andleur Teet T ERRER o0
slakehnlder; conerns and expectaions o tnnsmzranm
with regard to our fields of activity.and sirive to respon

Our report was prepared in accordance with the level C G
thess cxpectaions n consistent manner Completencas.

requirements of the GRI 63 Principles.

TneGlbalReporing Initve GR1) s s independert oganisation

2, We develop various dalogues vith our stakeholders with
8ger 1 ur corprse decions, sces and impac, and are
€ommited to be responsive to our stakeholders through our
i oo esponsivencs

in 1997 with the support of the United Nations Environmen
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AAKBANK AND ITS APPROACH
TO SUSTAINABILITY

The aim of the Akbark 2009 Susainably Report s to
shae nformtion regarding aur_socil, emronmental
W broader economic responsibilties in keeping wit
related Sorensours expectations from Adbank. Howrer, 28

is, our first report is published at international standards
inthe Tukish barking Sector, we are svare that It Wil st
an example o many persons; corpratons and nsttuons

R ey o ATt 3 i

Our Sustainability Policy
Akbank supports Sustainable Development by:

- Supporting internationally respected enviranmental
iniques such s theCarbon Discasure Project COPI

- Playing a leading role in environmental awareness.

corporate responsibility. For this reasan we strive to achieve

the highest standard and to display the best performance in

our sector. The understanding of sustainabilty is  part of

Akbank's overall business practice. With this report we aim at
joal

o stakehlders, connuously widening the Impact of o
Derformance thraugh our corporat responsinily.

Our Strategies, Policies and Principles
Our Sustainability Strategy

In today's sconamic wold, the [mportance attached to the

concept of sustainability has surpassed that usually enjoyed
by financial profitability. Corporate sustainabilty is @ process.
for Akbank

Supporting _policies regarding  dialogue  with
BT e o

; astg the resrements of compution i
i secmelogy e S

- Following the developments regarding international
standards_with respect to_customer security and
performing above expectatians,

+Encouragng ducatonal. artisticandculturl ntives
for social wellbeing and developm:

 Continuously deeloing s gl of beng o eader and

determined in order to continuously batter understand our
scopes of influence within Akbank’s e cycle form the basis.
of our sustainabiliy strategy.

The corporate values and vision of Akbank, which aims to
increase the environmental, social and economic wellbging
of future generations as well s present generation, also:
Support our sustainabily strategy.

anking in Turkey.
Our Sustainable Banking Principles

We comply with al laws and regulations of the regions
in which we carry out operations.

= Wéladopt Akbank's mission, vision and values in all
regions in which we operate.
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- As the first and anly sector representative in Turkey that
supports the UN Global Compact we support international
voluntary initiatives. and consider them part of the Ak
Ethical Principls.

+ We understand the importance of aur corporate values:
and work ethics and strive to share these with all of our
stakeholders.

e b inthe ey e e oy te bonking SRR
awareness for sustainable development and communicate the.
A AT

Our Sustainability Vision

A long-term and strong performance s our
foundational goal,_providing benefits for all our
stakeholders and forming the bottom line of our
sustainabiliy.

ovons vl

Samaan

Our stakeholders" prioities are our prioities. This.
point. of view forms the mainstream of Akbank's
success and is the standing principle behind our
sustainabiliy vision.

Complying with the laws and regulations governing
the sector in which we operate is part of Akbank's
culture and values.

As Akbank, we aim at the best performance through.
ur high ethical values and our approach focused on.
our stakeholders" trust. <

Our Values

Integrity
With regard to our activities and relationships with customers,
employees, shareholders, legal authorities and other banks,
institutions and_ organizations, we remain committed fo. the
principle ofintegrity.

Credivility
Aware that confidence lies at the heart of banking, we provide

| customers, shareholders, employees and legal authorities with

| clear, comprehensible and accurate information and offer timely
and excellent services.

| Non-discrimination

| We refrain_from harbouring prejudices against _customers,
suppliers, employees and shareholders based on gender;
behaviour, opinion or ethnic origin and do not discriminate againsi
anyone under any condition or circumstance.

Compliance
We abide by al laws, regulations and standards.

Contgentlty
hare any information or details of transactions
Concening, sharhodis R
satners andsbove all personal formatin regarding custoners,
any person or insttution, except with those authorities with
\hich the sharing ofsich nformatien 4 erritad v

Transparenc
Except for information that is deemed a commercial secret and
ot yet disclosed (0 the publc, we disclose (o the publc financial

d non-financial information abaut Akbank promply, accurately,
thoroughy, comprehensibly and in an easy 1o interprat and easily
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Sustainability
Our Bark aims o coniriute fo the economic. socl and
environmental development of sociely. In all of Akbank’s
aperatons, practices and mws!m:m the Bank's image, interest
and profitabilty, as well as the public interest, development of
o bakig ecoran otenance of conisneE TGRS

imary consider. We comply with all laws and regulations
T O G R

Sustainability Management in Akbank

Aksank Gorporat Sovernanceand Scil Responsibity

Committ

The Gorpoate Govermance and Socia Respnaiy Commit
shih we establshed in 200 in ordr i corporste

perfor in the fields of corporate responsibily and

£ictanabley, 1o nclde o filds of responsiolly WA oUF

decision processes, {0 increase awareness on sustainabilty am

corporate goernance princites and observing and managing our
attio roarding our socal, eneonmenal an economic flds
o s T, Easemtie Bean Mo, reamenmi I
nvestr Relatons, Corporate. Commnications and Corporate
Social Responsibility acts a5 Chairman of the committ
Committee Members:
Hayri Culhact
Chaiman (Eecutive Board Member
SuzanSabanc Din

mber (Chairman and Executive Board Member)
Zafer Kurtul
Marmsar ica hairan and Execive Bcard arnbel

Ziya Akkurt
e ]

Hakan Binbas

et Dapen GE0 - Consumr Bankingand Corporate
Communications)

Zeki Tuncay

Memt zr[ExzcmweV\ce President - Human Resources and
Support Savices]

Nerer (cFm
Cenk Gk

Memher[SemoerePrasudenl Investor Relations]
Derya B

et Head o Abank A Contel

Internal Communication and Awarene:
Hatrs relating to Corparate Socil it o ooy

the Investor Relations Department at Akbank. Our practices.
atdressig etk i T M
the Corporate Communications Department.

A Sustanabilty Task Group’ conslsig of specalisty and
ges fom eyery dapatment il the by o Ak
formed im 2007. The Tack Group has preparetthe &
aur st repor applyingthe methodsofthe AA1000 Sanoder
Engogement _ Standard _devloped by AccountAbily
opmdent corporation eenreIURL TR AT
Sandara in the wartd regaing the develogment. mansgement
and implementation of a stakefolder engagement strategy. Our
Task Group started by participating i training an the development
i nansgement of cororate sl responsily srateges and
conducted et )
to.our
B e ~tachotiers i e b of Avbank aniour
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specialists and managers who are in direct communication Reporting and assurance standards used in the fields of
with their_expectations discussed their experiences and

opinions at these warkshops and forwardsd the information related to material issues that puts stakeholder expectations
that forms the basis of our corporate sustainability sirategy. to the frefrant and focuses onvarious methods o associating
to our Corporate Governance and Social Responsibilty these with the performance of the corporation, the same
Committee way the GRI 63 Principles position prioritised fields as an

important guide in determining the contents of the report.
While determining our material issues that we believe to be
directly connected with our long-term success, we focused

{ on subjects that are important and of topmost prioriy for our
stakeholders and for Akban!

mployees to increase awarene: (0 provide information
o Coeres o esporoty SR o ity
presentations consisting f supporting. publications, various

starting from the end of 2005. The work we conducted on our material issues aids us in
focusing on and developing a framework for them. Akbank's
Our Material Issues. financial discipline has also been a great aid fo us in

elnforcing aur princples and goals regarding sustainabily
Akbank Materiality Chart Our Stakeholders and Stakeholder
Engagement Performance
We consider all_carparations and instituiansaffected
b

¥ our operations and directly or indirectly affecting the
performance of our corporation as our key stakeholders.

We place importance on the concerns and expectations of
oo our customers, employees and all other stakeholders. We

Comn ot ®

close honest and rstwarthy latos we havsastabshed
with our stakeholders. We are aware of i that in
o oot steceas e RN B must
act in unison with their s\akaholdys that shre he

goals.and values. For this reason we, as Akbank, cunslder
P criant tat the dialagues e sstablah v o
EBRERIEEL o v2224 on cooperaton ond e incantinuous

PR development
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fvare of the fact that the basc princple,of corporate
responsibilly s stakeholder engagement, Akbank, while
Rl s st polce, supports all

Local communi
Having a wide network of branches reaching every corner of
Turk

ofits e
dialogue vith them focused on trust,

Our Cust

The opfions and expectatons of Akbank's customers are
the most mprtant slaments tat nse us in deelopng

ur products and services. Gaining our customers” trust and
A A
our Emy

b ealaiere e Tt e eSO
resources principles and s fully aware of the fact that the

of our P for sustainable development and act

dingl beneii

Business partner

Our business poriners ol TS
ector, are among the important factors that render our

Together,
responsibilty and create added value through an understanding
of cooperation.

P
Welcrorcil [t ot in keeping wih Akbarkcs
princies and values and. we.Suppor ther deveopment

information.

factor in achieving long-lasting high performance. Akbank's
success increases day by day through its employees’ continuous.
development and their devoted contributions.

Our Shareholders

el o e oo R
important motivatar and s given the mast prominent place
et

Our Investors

The expectations of our present and potential investors are
Keystones that add to Akbank's value and encourage our bank
onits path to sustainabilty.

Legistature

We comply fully with all Laws and regulations in arder to keep.
ur customers” investments secure.

Univrsiy youh
considers_the unversly youlh 85 _ strategc

arameidos. PR wishes,

oo gecatons Sumparing Wt

during their education is among our duties.

Media

mm \sacmavadmrouthemema the most important actor

ication cycle, For this reasan Akbank believes

he knporiance of neor IS
T e

Non-Governmental Organisations.
One of our top prioities among all aur fields of responsibilty
concerning our key stakeholders with respect to our sacial
loping cooperation with
ns, maintaining communication

h them and taking notice of their opinions and expectatians.
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Analysts

by Akbank throy

sty kT vy o
with analysts are based on
provisian of information.
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o ossceo e Lol L TR
key

takeholders
S e
candour, accountabilty and the regular

Our Stakeholders and Our Dialogue Platforms

Shareholders

Publc Dislosure Patorm
Kap.go. i Wbt Anuat
mms e i

o Palneses Mesigaet et
e i
Relations Department, Shareholder
Transactions Subgraup.

Employees.

Employee Satisfaction Surveys,
Regional Management Information
Meetings, Regional Performance
Meetings, Reward Systems, Corporate.
Portal, Suggestion System, Ethics
Line, Corporate Performarice
System, Banksis (Union of Banking
and Insurance Workers), Retirement.
Fund, Various Activities and Training
Programmes Held for the Benefitof
Our Employees, e-Bulletins

Customers,

Customer Satisfaction Surveys,
Akbank Branches, Akb

Events We Hold/Participate in, Local
Projects, Akbank Art Activiies.

Investars

Investor Relations Department,
e L Y
Platform, Akbank Website,
Teleconerences resenations
and Informative Notes Sen

e Frass Ra s L et
and International Conferences,
Annual Reports,

Legislature

Mestings, Forums and Conferences,
Task Groups, Oral and Written
Notices, Declarations, Press News,
Akbank Website, Reports

Local
Community

Akbank Website, Press News
Akbank Call Centre, Our Branches,
Local Mestings, Advertisement and
Promotion Campaigns, Sponsorships,
Events We Hold  Participate in,
Akbank Art Activties.
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o0

Busine Meatings, Public Disclosure
Partners Platform, Reports, Press News,
Akbank Website.

Suppliers Akbank Code of Ethics, Akbank
Website, Meetings.

Analysts. Investor Relations Department,

Annual Reparts,

University Youth Banking, Brochures and

Promotion Campaigns, Information
Mestings, Akbank Website, Campus
Branches, Cultural Activities We Hold
IParticipate in.

Media Press Conferences, Press Releases,
Akbank Website, Daily Economic
Bulletins, Akbank Art Actites.

N Cooperation in Social Engagement
Governmental | Praciices, Sponsorships, Meetings,
Organisations | Akbank Website, Conferences.

Innovation Conversations
A the novatonand EntrpreneurhipConvrsation, el or the
customers of Ak yore
oot o Inmson: i tterensu NN
gofram one ciy to another and cal ocal mdostration’atenion
1o the subjects of innovation and creatiity, which guides today’s
ceonomyond e G

ing, our customers

Akbank Information Meeting:

e 0
Commercial Banking, our customers and members of various
Sectors or business associations were informed regarding a
number of subjects such as marketing, global and local trends,
macroeconomic developments and their effects on Turkey.

Kbank Province Visits
Beliing that s responsbilies are no Umited o asic barking
seni Kbank Commercial Banking conducted visits to
prmpe s D
invmany cities such as Bursa, Antalya, Gaziantep, lzmir, Konya,
Samsin. Trabzon, aysri, Anara, Mersin, Anays, el
Adapazar. Tekirdag our customers, Chambers of Industry and
Commerce and non-governmental organisations were visited

au
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by Akbank's Management Team and an exchange of opinions.
was conducted wih the representatives of the real sector with
regard 1o the supports given by our Bank toward enlivening
econormic activities
At Events Exclusiely forGurCustomers
e ined o certan overts sponsored or

ergamsed b Akbank.Alarge numbor of ourcustomes tended

s Conemporary 209, the o e halE B
Festival, m Salvador DAt Exiton h

The Communication Platform Axess Interactive” Targeting
Merchant Employees |

The ) platfors

stoe managas and sales representives P
businesses that accept payment via the Axess credit card, was
formed. Planning within the scope of this platform included:

- Education programmes to enhance the present knowledge

the INF,and The Barker Evens as Akbar's gueet.
Merchant Csmva\gns Exclusive to Anatolia
Wit the Merchant Campaigns Exclusieto Anatls that sarted

«Seasonal incentive and reward campaigns,

we contribut

~Various social events within the scope of social and cultural
get tog A

o mte ot ot 2o el ok by ST
motivation to the sacial lfe in these cities during the campaign.

Campaign information addressing present card olders in the
cities Denizl, Eskisehir, Kayseri, Kocaeli, Manisa, Trabzon,
Balkesir, Tekirdag, Iskenderun, Diyarbakr, Kitahya, Malatya

advertisements on advertising boards, localradio and TV channels
in those cities. Special lotery events were also held in shapping
malls in certan cites during the campaign.

The sales support teams of Akbank Headauarter were employed.
in the ciies in which the campaign was conducted and carried out
special sale acthtes in cooperation with our branches in order o
gain new cradit card customers and new merchants.

A5 3 resul of these city campaigns, new credit card customers
were gained and pprosimatel 6000 new merchnts yGfEMER

in 2009. A 21% increase in the merchant turnover was achieved
i p ety

55 brand.

The it evnt of e platonm, ane-day or. hlfda ulrings
e held, since 2005, which address merchant employees.
B s

affec the rea sacor, together with he brad for wiich they
for, as well as aiming at increasing card owner loyalty and
thereore sales radsiiGrTE AT RTINS

Since 2005,  total of 8209 people in 4 cities (3153 store

nagers and 5,056 salss representatives) attended training

sessions entitled ‘Creating Loyal Customers’and It s the Human
that Makes the Diference’. Training was provided for 1,900

peol n 208 The raiing sessions were prepared trougl he
tion of a speciaist training and counseling company. T

artkiponts were provided wih ussul normation on (eadershi,

les and

he customer
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Merchant employees who attended the sessions and whose Zero Tolerance Against Customer Loss
contact information has been kept up-to-date are regularly The primary duty of the ‘Zero Talerance Against Customer
sent the 'SapSarbulletin containing developments regarding Loss” team within the Akbank Call Centre is to provide
the sector and the Axess brand. unlimited customer satisfaction.

Targes

Akbank Call Centre o

o make ourcusomers

The Akbank Call Centre that is one of the largest call centers | feel speci
of

the Turkish Banking Sector, with approximately 1,000

employees, works with an eye to creating values far our +To exceed our customers’
Custommers and Ak, | expectations
| To pursue the subject an
The Akbank CallCentre. the customer until a solution
is achived.

i ey sccssble tougn 3 7.10% soluton | -
Tate ot the frst cal, and wih an answering speed of | ‘(:;"’vf::l‘u:‘;”:‘”"“
avvmxwmatelymsemnds )

rve each customer as.
- works with a 9/1,000,000 errorless transaction rate; fhelsha R B

- applies the safety standards required by the banking We Are our Custoner SN
sector;
It and ol cstomer

- conducts an aciv promtion of our Bank's products demands,complints
and a e sl

(0 meet the customers” needs in of the calls; Call Conira e o
il o dsn 1285% ofthet el channel are evaluated. Our Call
< lators 1 s cstomes s, proids e e
customer satisfaction by their needs,
BT el e LS IEL

«provides our bank with qualified human resources,

at
are met through new products




CORPORATE GOVERNANCE
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Corporate Governance in Akbank

In 209 Ak formed the Corprste Goverrnce and
Social. Responsibility Committee’ in mnitar
ol i s i o Corers TR

means of investment. Implementing strategic plans to this
end and sharing these equally with share owners, investors,
capital market specialists and particpants in 3 full, just,
accurate, timely and intellgible manner in accordance with
principles ant p

values have aluays been Akbank's priority.
Akbank,
s the first bank to make its dividend policy known to
ne pubic {2003
s the first bank to announce its Principles of Corporate.
Governance in its annual report (20031

s the first bank to announce its Principles of Corporate.
Governance on its website [2004]

is the first bank to buy back its founder's shares (2005),

s the first bank to publish its UN Global Compact
Communication on Progress.

he implementation of the Carbon Disclosure
Proyect ICDP! in Turkey on become a pance ncrbon
disclos,

The Akbank management aims at establishing a transparent

and close relationship with ts shareholgers. The main arget
sharehald

and potential investors and to turn them into a predictable

the dopted by,
the Akbank management as its principles

Kbank complies with the regulations set forth by the Captal
Market Legisition, the Capital Market Board of Turkey (CMB)
and the Istanbul Stock Exchange (ISE] with regard to informing
the public and takes umost care to implement the princples.
Specified nthe CMB Principtes of Corporate Governance.

The Principles of Carporate Governance set forth by

implemented are explained in detail within the framework
of subsequent articles together with the reasons for such

implementation. Our Corporate Governance Compliance
Faport s publshedanaur wabsie urrport s vl ot

reportaspx

Through a resolution of the General Assembly, the Members.
of the Board of Directors of Akbank have been granted the
autharity to undertake transactions stipulated in Artcles 334
and 335 of the Turkish Commercial Code.

The Akbank Board of Directors consists of six executive and
fou non-executive members.

Artcle 37, of the Akbank Atictes of Association states:
BRI . e s e o e Vs ot
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Board of Directors by the General Assembly, subject to the
provisions of these articles of incorparation’. Furthermre,
Ordinary General Assembly Meeting resolutions stipulate the
portion of the Bank’s proft to be distributed to the Chairman

the members of the Board of Direcors. Execuive

b predivelineele B IR
Artcle 50 of the Banking Law limits loans to be granted by
Akbank to the Directors serving on the Board with a clear
framework of restrictions. No_ loans are granted to the
Directors of the Board agains this mandate.

Akbani's annual budget snd strategc plan are_ subject

to the approval of the Board of Directors. The Board of
Dicciors morttor thelactiallcomparsera g ARG
closely, obtains information on deviations and reviews the

decrees made. The budget s revised and resubmitted to the
approval of the Board of Directors in the event that there are
important dovtons fom the buiget cpecatons under
5. The Boa

v powe bscset wrawe a0 ok b ML
a daily, weekly or monthly basis depending on the nature of
the issue. Also, the Board of Directars has access to Akbank
financial charts and various. financial and non-financial
indicators on a customer, branch, business unit or Bank
basis through the Management Infarmation System as well
as through printed reports

Pursuan to Al 32 of h Al of AsocaionofAkank
members of the Board of Directors cannot underta

the non-compete clause and the provisions of the Banking Law.
are reserved. Members of Akbank's Board of Directors did not
engage in any business transactions with the Bank during the
course of 2009.

A secretariat was st up for the purpose of informing and
commuricating withthe Membersof the Board o iectos
'd meets at least twelve times a year. T
is determined based on evaluations by the Board of the
proposus s by lnelCEJanila e UHREETIS
result. e agenda s communicled tothe Members o the
d prir

Members is required when the issues stipulated in Arficle
2.17.4 of Section IV of the Corporate Governance Principles.
of CMB are on the agenda.

Corporate Disclosure Policy

The disclosure policy was formed by the Akbank Board of

Governance. approved, and announced to the public on the
Akbank Website. The Board of Directors is vested with the
power and responsibility to inform the public and to monitor,
control and develop the disclosure poliy.

The Shareholder Transactions Subgroup and Investor
Relaions. Department witin.the body of the Financal
Coordination and the Retail Banking and the Corporate
Communication divsions within the body of the Corporate
Communication Department are charged with monitoring all
i<sues with regard to publc disclosures.

ersan or b pros
receied the approvl of the Generat Accermiy Th SIS
of Article 335 of the Turkish Commercial Code pertaining {0

is available at
B ooz asnc
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Our Shareholders and Investors.

The ‘Shareholder Transactions Subgroup’ within the body
of the Financial Coordination Dision and the ister

decrees, or ather
sharehalders to express U
governance organ, orchestre
current and. potential shareholders,
queries in the most efficient

aimed at increasing the comp
in the nature of trade secrets are responded to in keeping
with the principle of equality, the continuous cantact of
the management with the shareholder is maintained by
these units

 ensble miory
e _highes

The ‘Investor Relations Department’ was founded in 1996 in
order to respond to queries from shareholders in an accurate
and timely manner. Various means of communication
lteleconferencing, e-mals, fax, presentations, statements
aiming at direct information, announcements and road
hows) are used to increase the recognition value of Akbank.
in the field of international investment, to_highlight its
advaniageaus pinis compared wih 5 pers, ond fo rendr

iy v e At resueas or el

are made with Akbank's senior managers.

The Adsank Ivestor Rlaions depariment accompanied
nagement in 11 domestic and foreign investor

onterences o 3909, are then 30 teetionet et
iz an 3 iy g ey xS
i 500 questions posed by investars ai

Teaaters anawered s pons cone amd = m A

the responsibiliies of the ‘Corporate Governance and Social
Responsibilty Committee,” founded to monitor
‘compliance with the principles of corporate governance and

o ensure an honest and transparent communication platform
for our stakeholders

Sharahodars e also able o use thlight o quesions
at General Assembly and all questions are

General Assembly Meetings; the
meeting date, venue and agenda are announced in the

on our websie and ot the Public Disciosurs laiorm
kap.govrl. Two weeks before the General Assembly the
| Srvon Ppert a3 s il
Bank's website, al the Sharehalder Transacti

rough our
tions Subdivision,

are kept available ta shareholders at the Public Disclosure
Platform and on the Akbank Website

Akbank International Advisory Board
The “Akbank International Advsory Board’ was formed in
order to_discuss and evaluate global and local economic
developments and their sirategic effects on Akbank. The

global economy in the Brookings Institute and Member of the
Board of Dverseers of Sabanci University.
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Akbank's Advisary Board consists of Lord Stern, author of

Professor of Economy at the London School of Econornics; Sir
Winfied Bischof, former Chaimanand embes ofthe Boa
of Dircctars of Citigroup; Lubna Olayan, CED of the Olayan
Financing Company, Harvard University Ecanomy Professar

Dani_Rodrik, who is among st development.
economists of the world; Bulent Eczacibasi, Chairman of
the Board of Directors of the Eczacibasi Holding: Suzan
abanci Dincer, Chairman of the Board of Directors and
Excuive Member f the Akbank Board o Diectors: ol
banci, Member of the Board of Directors; Consultant to

Vi Board f Dresorsand Harorary Presient Zafe Kurhl
Vice-Chairman of the Board of Directors, Executive Member
Billent Adanr; Executive Member Hayri Culhaci; and Ziya
Akkurt, Akbank CEO and Member of the Board of Directors:

The purpose of the International Advisory Board is to create
sustainable value for the Turkish economy and for al of our
stakeholders. Fully aware of the fact that the great strength
arising from being Turkey's most valuable bank alsa brings
with it immense responsibilty, Akbank has not Umited its
vision with Turkey.

I the first meeting of the Akbank International Advisory
Board, held in July 2009, the new trends in olobal economy,
the main trends in money and finance policies and the
opportunitiesthese developments provide for Turkey
were discussed. We believe that this exchange of opinions.
conducted through the participation of valuable members,

having superior knowledge and experience neln
own filds, is very useful and that it contributéh to-our:
bank’s strength.

Associations, Unions and Initatives of which Akbank s
aM

~The Banks Assaociation of Turkey.
Istanbul Chamber of ndustry.
Foreign Economic Relations Board [DEIK)

Turkish Industrialsts’ and Businessmen’s
Association (TUSIAD]

- Turkish Enterprise and Business Confederation
irkonfed]

- Corporate Governance Association of Turkey (TKYDI
- Carbon Disclosure Project (CDP)

- United Nations Glabal Compact [UNGC)

- Credit Bureau of Turkey

+ Interbank Card Cenre (BKM)

Mastercard

Visa

- Rssociation of Advertisers

- Association of Corporate Communicators




CORPORATE GOVERNANCE
AND ETHICAL BANKING

Ethical Banking
To be able to continue our operations and to maintain our high
ethical standard we. as Akbank, rely on aur employees and
our stakeholders, with wham we cooperate. We ensure that
our employees fully understand what we expect from them
and we make efforts to keep them immune from pressure.
and negatve influences.

The responsibilties of a bank cover the expectations and
demands of a very large group of stakeholders. As the
problems we encounter as a result of developing technology,

above The Akbank Code of Ethics is available on the Akbank
websites in Turkish and in English (tp//viwakbank com].
Code of Ethics e-Learning

This is the training where our employees are taught th
Akbank Cade of Ethics that requlates their relations with
customers and clleagues. While this training was given in
2-hours classes at the Basic Banking and Manager Candidate
programmes during the 2007-2008 term, after being
transiormed it an ¢-leringcourse o Seember 2008
was made available for all of our employees, which revision
ansured el amplapees eI ISP

tha these probams present become mare complex wilh

the importance of our ethical stance and our strategies
and polces regarding socal and environmenta problems
becomes even more prominent.

The prnitesand cod o bavir of cur B unriten
well 35 riten. and knoun by all Akbak emloye
T ClE RS Lo (i @
r:lahanshwsw\m persans and corporatiars ot WAL
the corporation, have been compiled and codified
inder the il Akbank Gode of Etice

The Akbank Code of Ethics contains principles regulating the
attitude and conduct of Akbank personnel from all levels, as

well as their relations with persons and corporations withi
or outside the corporation. Approved on 5
2003 by resluion No G753 of he Board of Directrs all.

o observe this body of rules and

rincpies and fully comply withthem i th course of thelr
high performance in their duies. Naturally, the employees
shall act with due diligence in line with the basic fules and
R A R £

e-learning training was alsa updated parallel o the update in
ur Code of Ethics in 2009. This e-learning is automatically
assigned to each employee starting work at Akbank.

Discipline Regulations e-Learning
ps were taken 1o ensure that all employees completed

the "Discipline Regulations e-Learning Module’, the content

of which was prepared by our Inernal AudtDepartment and
lained

o ne Ak ol o ot work dscine

and workpace order i their relations it thelrcollsgues

and customers while doing their jobs, behaviour that mi

b avekied and tat consicsan MR HEMEESE

regulations, and the disciplinary actions.

Iformation Safety e-Learning

Thentormaton Sfetye-learming Madue i atraningsimed

3t &xplaining the risks related 1o information safely a

I - <t cose of benavioue, Akank's ules,
ced
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The changing and diversiing needs and expectations of our
customers render a continuous demand for 'new products”
Through its ‘new product development group’ our Bank aims
at offering innovative solutions to meet the varying praduct and
seni stomers. from all segments, thus
increasing customer satisfaction and loyaly.

As Akbank we take into consideration the various standards
of living and the changing needs of customers from different
segments of society while developing our products and services:
Ensuring our customers’ satisfaction i our prioriy.

Our risk management systems and processes, integrated into our
internal processes by following modern developments, enable us.
to minimise risks both for Akbank and for all

supplierfinancing, and products such as forward and
sactions. I also offers its customers portfolio management
facilties through AKAssetManagement.

Racabig = conmsl it B SRS
bank Carporate Banking has also proved its success in this
Tl 1 e e et AR
in Turkey, secured significant shares in syndicated loans,
which became increasingly prevalent since 2006. Privatisation
programmes were followed cosey and financing was provided
for large scole projcts such as et asset sals, {ransier
of compnisairhNets R R d airpor
Gperang rghs. Akbank_Corporate Banking.as-ais- be
g on apeian ron it eancg AR

Our Business Units

Corporate Banking

Akbank Corporate Banking conducts s relations with its

customers keeping the vision of maintaining its position s th

main solution pariner and bank, and aims at meeting al financial
s of its customers proactvely, penetrating deep into all of

their operations.

Ton A irpornte Bxnicos ol NI
a customer-oriented approach and thraugh innovative product
o A T R
role in financing long term investments in 2009, natably i energy,
Akbank acted as the financer of projects that set the agenda in
Turkey. Akbank offers financing and risk management services
ihrough prducts uch as eport and impor Loons Bl
foreign trade, working capital loans, investment loafs e
auarantce, eters of crett, fiancng for domest

Due to prudent lending polices in place, Akbank emerged as
the bank with the smallest non-performing loans ratio (NPL)
in the sector.

For detailed information on Akbank Carporate Banking our 2009
Al Raport i e SR
report-1522.

Transaction Banking
Akbank has been observing the innovative developments in the
electranic banking and cash management fields closely and gives
great importance to the work of integrating its customers with
corporate resource planning units

Imvspite of the recession in the tax and Social Security premium
collections in Turkey, Akbank's volume of transactions regarding
basic collection and payment products has increased well above
the market. The sale-oriented activtes of the Transaction Banking
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Department have  rge reinthisprformance. n 2009 Ak
achieved a market share of 10.6% in clearing cheques, with a
increase of 7%, An Increase of 0% was achieved i e collecion
of corporate ruoces. These products atso played an important
e E S A G i s

fas servd it customers” vendor cllections trough
Dieec Deit Sy fo years, pro ded 2 new soluon for
plie paymenis and financingn 200 teaugh he Suppler
g o, & new produc. T proct oot oy eraled
customers o inance theirSupplrs easily and conventeny,talso
increased operatianal effciency.

Another new product aunched under the name ‘Collective Foreign
Currency Payment’ allows customers to make their import
payments electronicaly. This product has contributed 1o the.
efforts to decrease our customers’ and Akbank's operating costs
and risks, provided an important 10% share in our Bank's import
payments, despite the fact that it was launched during the second
falfof the year.

Addiionally, "SWIFT Net Fileact’ was commissioned as a new

channel offered to Akbank customers for cash management.

Commercial Banking

Akbank Commercial Banking forecasts its customers’ financial
d non-financial needs n the manner of a business partner, and

rapidly provides solutions.

Trrough s succesiul customer relations and efective risk

nagement, in 2009 Commercial Banking managed to minimise

(ha magat wifectiuf the globalrecesaiom b EARSIRINE

and for the Bank. The incidence of court proceedings oF Akbank
‘commercial loans is well beneath that of the sector.

In 2009, in addition to classical banking productsy Commerek

banking offered several new and  different products: Country
Loans, on erm aans for irancing mport suchas OSM. heing

h a5 Forward, Ovhan Interest  Swaps IRS) the EFIL V Loan
Export Letter of
these nna nditdcally

1 naningfreon rade.an crease as been achieve i
foreign trade market share either. alsa carried out in
e ek o o et Lo
such as copper, aluminum ete. i over-the-counter markets. After
permission o carry out transactions on non-convertible foreign
currency was granted as a result of a change in legislation, we

foreign trade, deposits and loan products on the Rouble.

for the benefit our customers, Within the scope of the cooperation
made with the Istanbul Textile and Apparel Exporters" Association
TKig) and the Turish Deriatives Exchange Turk0EX), I3

s were enabled to mediate in transactions. In
Keeping o au agrosmart with th Trksh G Board TO]
i Farce sincm 200S (TGO R R S
consignment receipts given by TMO to farmers, traders or legal
entities delvering products to the TMO continued,
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Cooperation Batween Akbank and Tirkonfed
Corparate_spansorship of the Turkish Enterprise and
Business Confederation (Turkonfed], one of the greatest
non-governmental organisations of the Turkish business
warld and which aims at developing economic polices for
the development of the counry, has continued in 2009.
In conferences such as the Presidents’ Council and the
Business World Summit, and in diverse ather symposiums
held by Trkonfed, our customers were given information
on subjects such as financing resources, SME policies and
active entrepreneurship. Also, Akbank sponsored the &th
Industry Congress andInnovation Exhibition organised
by the Istanbul Chamber of Industry in order o increase
the competitiveness of Turkish Industry and to render it
sustainable.

Akbank Commercial Banking’s chief targets for 2010 is to make
further_contributions to_the development and_growth of the
enterprises within its portiolio by developing new collaborations,
and to provide its customers with products suitable for their needs
under a high-quaity service understanding. Within this context
2 reconsirucion ws iniiated ot the begnning of 200 wiin
the boty of Akbark the Commercial and Compaies segment
e e Transacion i b
et shradas SME Bariips s iresil oa i raco R
process, 22 commercial branches were combined with refail
SED e e e
eined to 10 branches throughot Turkey, and o

‘Small Business Banking
Small Business banking, which carries aut its actvities under
the motto "Your Success is Our Success,’ aims at offering all

speciic o them.Our Small Susiness Baking meets many SHE

ash management to loans, areign transactions and
e resuremens withexitnt o new product wiha
customer-oriented appro:

Smal usiness Barking offers customized packages o s
Customers from various segm rs and regions, covering
alof el bonking ra0 S S RS i AT T
Tourism Support Package, Pharmacy Package, Food Wholesaler
Package, Construction Sector Package, Private Health Sector
Package Francise Suport Pacage,Sitoary Sore Packege
Grand Bazaar Package and the Transport Sector Support Package
were prepared wihi i framework.

Many prodacts and sevices (cash and non-cash loans, cheque.
books, POS terminals, salary payments, tax and social security
payments, bil payments, automatic payment/callection systems,

mpany credit cards,treasury bils,investment funds, and foreign.
trade transactions| are provided through these packages.

In the oan porfoli managemert, which sims at sfective ik
nagem

o the customers! isk Level. In 2009 the Pricks Accordng| 6

ik Model was Inaied Wk eI EL I

automatised. According to this model our customers' past atitudes
o

policy based on these evaluations was provided for all customers.
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A€ 20 millon fund was obtained from the German Development
Bank (KW) under the SELP Il loan programme, to be mads.
avaiale to SMESin developig clies. Thisfund. the mai purpose
of which is to create employment, is made available as loans to
Al (e s i e+
SELP Il criteria

fnoter fund of € 77 milon wes abtained from the Geman

b o n Cegr i, e rma
Development Bank, to firms with less than € 43 milion balances.
which employ less than 250 people, and are. therefo

designated as ‘Small Businesses”.

King SME

ey e ShEs el

' by determining their own terms, month of payment
el mnums Through m: eubte poyment
plans offered by the 'King SME Loan’ with advantageous
Fates ofinterest which can be used inall kinds of Installment
Commercial Loans, Automative Loans and Business Place

5, SMES are able to obtain solutions appropriate to
thei financing needs

Approxmatly 100 Customer elations Wanagers (CRM)

all over Turkey who direcly respond to all kinds of
SV St o e . conetan conoet wih the s
and_ aware of their needs, appeared in the commercal for
the King SME L

SME Conversations with Akbank
Akbanks Small Banking aims al drawing a roadmap for
‘SMES in order to inform them and increase their awareness.
Subjectssuch as Bl the Changing Business Dynamics,
the Changing Business Development and Management
et et sz mesings e it o

AL the ‘Basel II" meetings, which were held in 8 citie,
4,000 SMES were given information on possible problems.
ountered by SMES, current and new financing
opportaities, and complance withthearganisaions n the
European Union with regard to the subject.

The changing dynamics of the present business world,
fiancal - administratve opportuiles artog I the
market, company siructures and busiess sies were
dacussed st mastmslFeal ioleten S URIE
SHES “inder o e Atoraie. Sepe for Pofiabl
Business Management and Growth'

The New Turkey; Opportunities, Concepts and Suggestions’
meetings were held in é cities with 3,000 SMES, and dealt
with the changing business development and business.
management  methods, points and opportunities of
development and new. approaches. in today's changing
Turkey.
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The Akbank Ideas Paving The Way to Business’ Programme

Examples from the Akbank 'Ideas Paving The Way to Business'
Programme

Entreprencurs were given training
el ey i s 8 el \deasPavmg
the Way to Business’ Programme that arose within 1
Iramewaic of the Entreproneur Development Programime
1GGPI held by the Sabanci University for many years.

Endeavor, Inovent and Women Entrepreneurs Association
of Turkey (KAGIDER] supparted the programme to support
enterprising individuals and companies through counseling,
project development and training.

This programme, in which entrepreneurs vith new ideas.
o wish o ur e de0 i busineses andar clrge
them, are trained under the motto If you have an idea
andworkon'Y, It provded airepreneurs W QU

how to conceptualise, actualise and manage the businesses
they wish to establish.

In the first part of the two-part programme, courses on
subjects such as entrepreneurship, leadership, markeling,
cost accounting, finance, law and taxation were taught, and
applied group works were organised. In the second part the.
most successful participants chosen from among the project
groups were provided with counseling services.

Recovery of Valuable Materials from Scrapped Electronic

AL the beginning my project was only a dream, Thanks to
this programme it passed through the flter of realiy. Here
1 was able to question my project. As a result my project
became more practicable.”

‘Ahmet Alper Kunt

Production of Wooden - Plastic Composite Materlals
"Because | am an engineer my management training was.
ok adequate. My Mmanagement terminology developed
after joining the pragramme. There were important
imerovnert ksl aftoefE SN

d in my relations with my employees. Now, thanks to
Entrepraneur Development Pragramine,for the s time
1 wil be able to subrmit the project | prepared to furniture.
manufacturers.”

Kazim Acatay
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Automatised Drug Management System
Wieslhorylchy ol storsed lprscaniEt
ject was already practicable. However, | can say that
a(cglemkd ineproject mmensely tharks o the (S
experience | gai
Cem Tirkmen

7-Star Horse Hospital Project
1 vas  very sucasstul programme especily i the
e g e A e e
gine th sl confidencenecessary (S e

it also encauraged me to realise my other projects. | believe
et especly the mark!hnq‘ innovation and enterprise
were very of

Gizide Celk Ozdemir

Disposal and Support Programmes Meetings
Akbank held meetings in 14 ciies in Turkey to inform
SMES on the disposal programme and on funds which
they can utilise. During the meetings the SMES had the.
chance to meet specialists on R&D Support Programmes,
Rural Development Programmes, the EU 7th Framework
Programme and other disposal and support programmes.

At these meetings we also introduced the ‘Disposal
Financing and Counseling Package’, which we prepared

by national and international corporations under suitable.
conditions.

Efsun Dogal Urinter Ltd. St
1 have been an enrepreneur for lmst 3 year and | am
ety busy with esgot. Afer this grogramme | mad
Iy goals clearer, and now | am alming to ncrease both
Iy domestic ales and my foregn Sales, and become he
argest exporter of natural cosmetic products by the end
of the 5th year.”

Neslihan Memigiiven
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with our customers, based on oyaltyand trust s entrusted to 1,619

Cooperation with KOSGEB. Fetal Banking Cusiomer Flations Managers (M. Thissenvce
o endh ety oo ned specifcally according to_ customer
mall. and Medum Industry_ Developmant, Organicatiol open Attt secssof ustmers S
(KOSGEB) and Akbank cooperate to incresse the with AKbank are up to a certain amaurt, are addressed through
effectiveness, competitveness and salus of SMEs. An Suggestions offersy b7 SiFEAE TGRS
ment was made and a protocol was

signed. In the first of these models, interest-supparied | 2300 Counter Services Emplayees working in our branches carry
financing is offered to SMEs for loans of up to TL 25,000 o the transactions that our customers choose to have carried
and for women entrepreneurs for loans of up to TL 30,000 out at our branches. Wil serving each of our § million wall-in

Anther madl vlves Machnery Eqspment et
Voans siessng cies wiin he Soutneast
Soatoln Prejecs AP nran SMEs mesing e oan et
prerequisites are able to tak ke adva ntage of the KOSGEB i e Ch
eres cupport for 36t oo ofupto 150000, Tne
{ast madel i the KOSGEB protocolsims at meeting th loan
demands of SMES in Turkey which were afected by natural
calamities,notably floods, of up t TL 100000

customers in an average of 7 minutes, we also ensure that they

| One-to-0ne Banking
The One-to-One Banking CRMs prepare an easy communication

Tney provid suppart i financal formaton an ofr products
most fitting for the individual custome

Retail Banking

Extending its customer base every year, Akbank, now has almost 8 1n 2009, 138,000 customers were served directly, at 185 branches,
milion customers. This magnitude. stéms from Akbank's service. by 221 One-io-One Banking CRMs within the One-ta-One Banking
understanding consistent withthe customer structure, ts products. framewark. In 2009, 25,000 customers joined the One-to-One.

and technological innovations addressing the needs of the sector, Banking family. Our customers obtain quick Solutions to their
 widespread net consisting of 815 branches, about 800D trained financial needs on this platform and rest assured that their

‘and experienced branch personnel within a gigantic team of almost
15,000 people. Akbank is a Leader in the Turkish Banking sector,
bl

investments are managed correctly

3 very short space of time.

kbank knows s customers intimately through (éBRIIAURY
monitoring and observation, and_develops.its. /products
accordance with their needs. The management of our relatia
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Akbank Investment Days
In addition to One-to-One banking solutions, our customers
re also invited to special events, presentations and

on the “Akbank Investment Days" organised in various cities
and communities,

Youth Banking

exizs

Youth Bankig. which has been appled under the ex2s brand
e 2005, is one of the cornerstones of Akbank's principle of

maintans afloha ferm custamer. (i insh Aot TS

Between the ages of 14 and 24, Services such as youth portals,
smart_cards specific to universities, Avess exi26, Neo exi2é,
specific consumer and automotive loans and insurance products
i sarkcesladiceecod| oura [pesplalorel- R TSN
exi26 brand. exi26 also aims at achieving a place in the

o) poote i b placs B trany 1 s T A
events it organises and supports at its specially designed campus
branches. exi2é appeals to our youth not only in universites,
but also in all large events that have an important place in the.
country's cultural lfe.

Deposits
i ozttt et A
61 bilionfor the

In 2009 Akbank further accelerated its campaigns targeting

small savings. Taking advantage of the superiority brought by

its widespread network of branches, Akbank organised deposit

marketing actiities throughout Turkey. 226 branches played
conducted in

Also, our customers were offered the apportunity to open deposits
it nferet rates xceeing th branchs’autory i ntrnet
and telephone banking, through which services cancerning al
Geposi roducts lndudmymﬂexed plPeaiadec o0
initatives carned Akbank the ‘Best Online Deposit Acquisition”
award in 2009 from Global Finance magazine.

As part of its efforts geared toward small-size deposits, Akbank
played a pioneering role i the sector by implementing a proactive
pricing policy thanks to it foresight about the rapid drop in interest
rates in 2009,

Investment Funds
With a market share of 12.2% in the overall fund market, Akbank
maintained the amount of assets under management in s liquid
funds in 2009 while other types of funds registered an increase
of TL 400 milion.

Carrying out 5 new capital protected fund launches during 2009,
Akbank achieved first rank in the protected fund market with a
market share of 31%,

Akbank TAS. makes investment in developing markets with
Templeton Asset Management L., one of the large important
the:
the Frankin Templeton BRIC Countries Foreign Securities Fund

i hs igure, namely 70%.
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Derivatives Exchange (TurkDEX)
n 2009 the TurkDEX School concept, which aims at acquainting
investors with the opportunities in the TurkDEX. market s il
continuously develops, was. introduced. Akbank has aimed at
making a contribution o the carrying out of transactions in this
arkat, which may b consdered risy, it knowtadge f he
risks involved, In addition to the ek TurkDEX Sch ich
ctapos narmaton at. 5 oifera lvsc a0 prasena L 8
investre, held 1n July, a vietual portielo carpetion was el
3 G 5 e ) E T e s 5
These projects have also brought a rapid increase in the.

of nvestors opening TurkDEX accounts

iank ims ot ncreasing s .12% share i the TurkOEX market
over S with e aid o the raid development of altrnative

B S sumport of the ceiral inestment

teams that will e flly vatlable

‘Akbank Mortgage Loans

The feducion Ak experienced a the beginning of 2009 n
keeping with & non-aggressive marketing policy in all of its loan
(S DI e Gt e e
in the second half of the year as a resut of an improvement in
econornic forecasts, and the fact that low interest rates turned out
to create an opportunity for the mortgage sector. Akbank aims at
continuing it sirategy of growth in martgage loans i arder ta gain
m customers with high cross-sales.

As the first bank to cooperate with the real estate sector in
martgage loans, Akbank continues its cooperation with branded
real estae chains and chambers o el et trouahoutTuker
In”addit origage loan guidance works, prageat
sidreving th protesran evsopmant of o
of real estate agencies are also supported

Car and General-Purpose Loans.
In 2009 customers with a high credibilty were determined
2 the target customer group both i general-purpose and in
automabile loans; product marketing activites were conducted
o this end. This sirategy has ensured both an increase in nterest

ssion. incame and a healthy portfolio growth. An
acthe cumpaln e orae s LR

{0 CAM vorks,Genra purpoe loan salesvere made o potential
customers with predefined-limit campaigns. A prudent lending

policy was adopted with regard to automobile (oans; the Bank's
Strategy in this segment focused an select brands.

s a result of the loan policies Akbank followed by observing the
market conditians, the balance of cansumer loans reached TL 4.1
Billon by the end of 2009 and automotive loans saw TL 555 million.

The TL 1 Campaign and aRife taRife
n 2009, Akbank, as Turkey's leading bank, introduced the ‘TL 1
Campaign’ in keeping with ts commitment to low-cost banking for
its customers and the sector as a whole, in transfer and cheque.
collection transacions.

The aim of this campaign was 1o encourage the provision of cash
flow at the lowest possible cost by the actors of the market and
fokesp tnder suvelance: ths pprosch was adopted by some
other banks, where similar practices were follow

The campaign drew much interest from our customers, and was
valid between February and Octaber 2009. While Akbank's market
the

transfer transaction volume increased by 18%.
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The 'aRife taRife Campaign’ may be rightly considered a revolution
in banking services, and Akbank has initated a new pracice
unmatched in our banking sector. It was implemented in order
10 offer customers a transparent and unrivalled service model in
which they wauld be able to pay less fo their banking transactions

and_encouraged to make informed choices. With its slagans
‘Everyhedy <hould know what they pay’ and 'The wise will choose.

Taking its customers’ lfelong risks into consideration in

experiencing dificulties in the event that such risks materialse.

kbank carries out works believing that nsurance products are not
Wwauries but that everyone is in need of private insurance solutions:
and producs inardr to be prepared against ks at  minmum
of cost. 2009 has been a turning point in Akbank with regard to
b porant steps nve been aken throush he year

Bundling the most frequently performed customer transactions.
such as money transfers, check collections, account statement
and pass book printouts under various packages, Akbank allows
customers to make as many such transactions as they need for
B o gt it v
sllows Acark customers to purcase one o th taifs and
O ) B o, for o monih
Do iy ouTotadd f payks saparataly o aech b
ke i e s Wit s dffrent arf ol S
panies, aRife taRile products are designed separately for
each custamer profile, Customers in these segmens are given
the opportunity to choose a package based on their frequency of

with special tarifs from which to choose,

Bancassurance
In spite of the expectations forecasting a deceleration in growth
in the insurance sector, Akbank achieved important successes.
in bancassurance in 2009. Akbank is the market leader in the.

personal. accident Insurance. premium production {ATBAIS
the previous year.

iy
in orter i mast el T (S
centre, Part o he ifasircur dovlopment necesary for the
longrin was compleid and the bancassurance podct porol
a3 anrched hrough the adiion of e prod

Two new unemployment insurances were engaged due 1o the
increasing importance of unemployment products in the sector.

formed for risks that may affect aur customers’ fe standards. Credit

Card Unemployment nuranceand redt Lie Masimum Protetion
offeri

o motaoae o SEnEr pATAC A

T tare oranc o i Sl
into consideration in  project launched to ensure that all CRMs
Gbtan hlr Private Penion System (PPS) cerficates s that they
can offer their customers better and more accurate information.

abtin allinformaion and senicesregarding thlrprivate ponsion
palicies from their branches.

For flither information an our bancassurance services and
products please visit hp://www.akbark. com/sigorta-922.aspx
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Alternative Distribution Channels
The 'Alternative Distribution Channels’ [ADC) are becoming more and
rre gevelopedand derife, The purge o these o ikl
respond to our customers' financial needs, and to offer customers.
constantly updated services based on technological improvements.
wide range of channels, and its diversity of functions,

banking transactions in a fast and easy way, and therefore ifs the.

Ao, the increase i the use of the sms Branch makes an important
contribution to the charge revenues obtained from ADCs. The aim of
the Mobile Phone Branch, which began operations at the end of 2008,
is to bring the full range of services offered to our customers at the.

ensures that more than jon customers their |
B L B

Akbank offers ADC users various advantages both in pricing and in |
purchase. With this approach, the Bank launched alternative loan |
channels such as MobileLoan, WebLoan, smsLoan and ATMLoan and
groundbreaking, pioneering applications in the sector such as time
deposit with special pricing

Akbank Internet Banking

ank Intenet Barking seres 11% of Turkey' actie ntrnet
banking users. Akbank Internet Banking, thraugh which 12% of the.
money transfers in the sector are carried out, also receives a 1%
share from the stock share transaction volume at the ISE [istanbul
Stock Exchangel

Wi the Best Online DapoitAcquision”and ‘st Oline Securiy
Initatives” awards Akbank Internet Banking was awarded in
Ctegores b Gabat Fnan n 00,

Mabile Banking

Mabile banking. in which we render serices through the Mobile.
Phone Branch, SMS Branch and wap.akbank. comr platforms, i

regarding their accounts and credit cards and 1q-€onduct ot

functionality of the Mobile Branch, which provides our customers with

foreign currency transactions, payment transactions),continue:

One of the channels Akbank adapted to the 36 infrastructure was.
place in sicein 200: vapakbank o features Tukey's fst

ol

e i omitanment. Thr th Claest AKbark applcationy

visitors are able to see the Akbank ATM/BTMs and branches on a
ap on their mobile.

Akbank Telephone Banking, which owns one of the largest call
centers in the sector, receives over 3 millon calls monthly. Our

annually, has started to offer visual service over the 44 25 25 Video
Phone Branch, with the advent o the 36 technalogy.

comprise one of the most widespread ATM networks in Turkey, with
2 total of 2,518 units. In Akbank, 86% of all cash withdrawal and 57%
of all cash deposit transactions take place through ATMSs and BTMs.
Akbank ATMS and BTMs are part of Turkey's ATM sharing platform,
50 they are at the service af all credit or debit card holders in Turkey
in adition to Akbank customers.

For detailed information on Alternative Distribution Channels please.
Vit hitpifvvern. 2kbank.com/bireysel-menuler.aspx
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Credit Cards

Axess, Wings, Fish and CarrefourSh Axess

With a credit card portiolo of 45 millon cards consising of its

ihre siong brands Aues,Wings and il and it th videst
mber merchant network of Turkey, Akbark continues 10 offer

s Customers vt erices i Keeping wn ther needs and

expectations.

A5 ane of the strongest players af the credit card marke, in 2009
Akbank achieved a turnover increase of 10.5%, which is above the
growth rate of the sector, and became the bank with the highest
market share growth in the total turnover among the first four
large banks.

1n 2009 Akbank's credit card loans increased by 20.7% compared.
to the previous year, reaching TL 5.8 billion. Our market share in
credit card loans rose from 16.4% to 16%.

In 2009 many new products and services, including Skip a
Statement [Ekstre Molal, Fast Cash [Hzli Para), Installment
Request [TaksitIste] and Unemployment Insurance were (aunched
in order to meet various financial needs of credit card customers.
ixess has stepped into the fore in the market with many creative
campaigns as well as new product features. Privleges offered
to Wings cardholders, such as special discounts chip:
and mileage points. have been gathered under the Wings Style
concept. The diningprivleges ffered to customers in this scope
ar promated unde Wings Gourmet ot prvlages under Wings
e T s T bt Wellness
e e e T e T

Boyner Cooperation
bk s among secor leaders in trms o irtegc
Ships with retailes. Credit Express branches
estabished i 1E s lras WL RS RE HURE S Y

aunched in September 2008 in cooperation with the Boys
Group, this being the first time such large-scale bank-
retailer cooperation was established. While Fish contains
the usual features such as installments, chip-maney and
discounts that are expected of a credit card, it has made
reak fromla iharicia R
of thousand liras warth of rewards thraugh a lottery
ime, implemented in Turkey for the first time. With

International success achieved through Axess and Wings
in the previous years continued vith two awards received
by Fish in 2009 at the mmmm Business Awards
competition also known as the Stevie Awards, which have.
oorawardedn the U'S A since 200, Fishwos aworded the
“Best Product and Service’ award in the Financial Services.
Category. Fish was awarded first prize in the 'Best Loyaly
and Reward Program’branch or the European Region atthe.
Oscards rewards from among 500 new products world-wide.
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it 151%. Ak acquired 84 tousand new membar merchants
007, and successtully continues s actls 3 of the
a0 ot 324355 e rehants and 267421 P08 erminal.

Parallel to the demands and needs of the member merchants,
technolagical innovations in P

CarrefourSA Axess Credit Card
In 2009 Akbank signed a caoperation agreement with
CarrefourSA, _another leader of the retail sector.

in CarrefourSA hypermarkels as of June 2009. The | Incvationsiner et

CarrefourSA Axess credit card, which is the lacomative Paymentpota (oL CICIRE L
of the project, as well as consumer loans and insurance
Sroducts, are. sold at the Credk. Espeeasl Bramereati T | In order to serve our card holders better and also to increase the.
Ve e by adaping e s f e et e | Synergy between our Bank and our member merchants, the facilty
{57 panking Foc L weh ok cloe e s to make credit card callections from our member merchants
ndesandng s e e e fhrough P05 termindls wes providd. As_this appliaion
ich new predice variates mou baingl I contributes to the customer traffc of our member merchants
ot e o oot areaa e e | hat are aac pamw e et ias AT
contains every feature held by Axess, i also the credit card. member merchants by ensuring new customers.

its 10% welcome discount, extra discounts in thousands of terminals.
products, its contact-less card feature and special cash An infrastricture was developed by Akbank allowing customers to
register applications. In addition to all of these features increase thei credit card lmits, which have been subject o evaluation
CarrefourSh Axess supports the ‘save by shopping’ slogan wih regard to a imit increase, in the event that they receive an
through campaians tht continue throughout the year “insuficient imit message inthe POS terminal during sale. This enables

o continue thei
fo our customers o increase theircard limits through a POS terminal

Member Merchant Activties

order
One o the most prominent anks o the secor i regard (o tobe conducted ater on.
memer merchant actvies, Aok stengthend s posiion

Credit card applications through POS terminals
P05 terminals are now among our credi card requet channels

e eaaa i i e e o U

fo

e e mamber merchant urover i the sctor orefBINGHL B v o cnity et PGS machnes by
in 2009 compared to the previous year, the nk entering their identification numbers [TRIN] and mabile phone

merchant tatnover seared an ncrase above tht (A B e g o uletr G atien SmiEas
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o

Axess and regarding campaigns is found, member merchant
speratng condiions [stllmer fciies, chp-money rates

ducts and applications are shared, is one of our
st requuntly ised comounicatinlchanie U TN
e ofered he apportunty of alaays being able o obai full and
up-t mber business informatian, through the technical
P Il T e Tiboe DO KELE

platform on which we meet our member

information on the applied rate of interest, the amount to be
credied to theicaccoun and iver niormaion conerning the
applicatior

"New Member Merchant Package”
The infrastructure works for the ‘New Member Merchant Package”
coniue. The apalicatin of ths product il gresty expedte
product/application/pricing requests coming from our member
merchants. The New Member Merchant Package will make an
important contribution o our efforts regarding new member

our.
merchants wwi. akbankpos.com.tr

With the launching of our website, our member merchants
wil_have access to information on many subjects such as the

models and use, important issues to be taken notice of in POS.
transactions, campaigns targeting member merchants in the
Sector, and in our Bank, the most innovative applications and the

Rewesh prodcts,Our weblt,th teehrical Inrasiucture works
of which were completed in 2009, will be launched within the first
Six months of 2010,

member merchants save time through the ‘discount
via POS facillty

Our ‘Discount via POS application will be launched in 2010 within
the scope of the 'POS infrastructure” works. It will both take its
place as an innovative product in the sector and faciltate the.
busingss low af aur mambor marchants. Whenewr they vish
member merchants il be shle to e access to nformation
e e arsing rom ihe POS lumaier
wiboul being Umitd by working hours By means oldNME
information to b found on POS sUs. hey wil be sble {0 Gbta

Akbank Private Banking

Akbank Private Banking was set up to provide exclusive services
for individuals ith assets exceeding TL 500,000 to help with their
investment decisions and to design tailor-made solutions around

one-stop approach with Akbank’s dedicated relationship manager
in cooperation with the Group companies.

Akbank Private Banking has operated since 2001 with an
experienced team offering banking and advisory services at nine
specially designed branches; five of which are in stanbul [Etler,
Nisantasi, Suadiye, Bakirkoy and Kozyatal the others being in
Ankara, lzmir, Bursa and Adana

Year-end fures for 200 for the ot st managed by Private
Banking segment reached US$ 11 billion. Viewed from
perspecivs o cros-snie opFoE LN AS S S
different products on average.
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Wealth Advisory.
Akbank Private Banking underwent a segmentation pracess in
2005 and set up the Wealth Advisory Group within the Head Office
to provide multi-faceted services for indiiduals and families with
assets over TL 5 millon.

To ensure the service quality, and therefore to maximize customer
satistaction, each relationship manager in this group is assigned
‘2 maximum of 20 clients.

International Banking
With its widespread correspondent network and its successful
trust-based _correspondent_relationships, Akbank plays an
important role in the field of inernational banking and in Turkish
foreign trade. Akbank’s International Banking. business unit
displayed a successful performance in 2009 despite the negative
effcts of the labal recesson. The foct tat he ‘Best Trade
Finance Bank' award by the Global Finance magazine has been
S e S
performance o our International Banking Department.

from
abroad in 2009. The syndication Loan borrowed by our Bank, which

it e argest prtipation borrowed by bk inany dvelopig

¢ loan agreements for

o5 ard 7 years i the

Voark increased he amut

o € 50 millon. This

e e negatie
effects ofthe global crisis.

In 2009 Akbank also signed a framework agreement making
available a loan of US$ 100 millon from the Export Credit Bank
of China to be used in the financing of foreign trade transactions
carried out with the Peaple’s Republc of China,

Treasury Management

Though s dnamic siructure and successul._partai
applications, the Akbank Treasury Management, which has

tways been admired in the sector due 1o its compatible and
Gocne hort hcorios o v 5 Fhed ot Soeurit,

Market Units.
For detailed informaion please see our annual report at

http//vnwnw akbank.com/annual-report-1522.35px.

Operations Management in Akbank
Abank Operations Centre

ur Operations Centre pravides services through 3 team of 2329
employees, conducting the following operations:

Branch,

- Quality and Process Management,
Treasury and Capital Markes,
ACall Centre and Distibution Channels,

-Gredit Cards and Member Merchan Services.
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The Akbank Operations Centre offers 7/24 service. Thus we are
able to welcome millions of customers at more than 3,350 points
throughou the country. The centre is  leader n the sectar among
corporations of similar scale, vith a centralisation rate of 9%
Centralisation provides Akbank with standardisation in service
quality and an increase in operational eficiency.

s capable and wel euiped uman resurces and s suprior

and innovative technalogy enables cost effciency, which in turn
e i Canto s m Finhwat e et O

Superior performance centre where operational risks and costs
re managed effectively.

The Akbank Dperations Centre is innovaive and modern
 The Akbank Call Centre was awarded first prize in the

Best Use of Technolagy and Most Innovative Call Centre
Application categories at the IMI Istanbul Call Centre
00,

awards in 2008, and received the Most Commended
ll Cente disincion n ihe Best Cll Cenre and Best
Customer Experience categories. in ur centre's

el B IS B
lead the sector and have a great shar in ths success.

The Akbank i Centre offers fast_effcient and high-guali
e A

- Akbank has adopted the Business Process Management
(BPM) approach 35 its business. procass. managament
malhadalngy This. approach takes 3 holistc view of all
reevnt elemens [ed by informaton technloy, dota
nrgamzanm\ and products; customer neet

rectns v ogi mamner wioi S
he Business Proces Reengneerng (BPR] rojck

extension of this approach, the effectiveness of the channels
in contact with retail customers and the effciency of related
operational processes are increased.

- The Akbank Banking Complex, the construction of which
began in 2009 in Gebze Sekerpinar, will commence service
in May 2010. Drafted by Skidmore, Owings & Merrill and

aff of 4 ra
Tostmwlogs il Reamilacnutaa N
various support teams. Drafted o feature an indaor area
of 54,000 square-meters on a 78,000 square-meter lot, the
complex willfeature modern and comfortable Office spaces
enhanced with variaus social areas.

In 2009, the ratio of branch personnel in direct contact

with"customers. reached 86%, in keeping with the aim
of centralising and rationalizing the operational tasks
conducted at our branches. The waiting fime for services
offered at the branches to more than 5 million customers
a5 eight minutes, a3 targete

~The Akbank Call Cenire, one of the largest in the banking
sector, conducted 9.4 millon transactions with Its team
of 1,000 employees, 37 million of these transactions being
incoming calls and 19 million outgoing calls. 4.6 million
diferent customers were responded to in an average of 10
seconds ithin the year.

-Due to is error-iree international electronic payments in
08, the Operations Centre was rewarded by The Bank of
New York in 2009 and by Commerzbank in
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Distribution Channels and Head Office units is monitored
continuously under the Exemplary Branch Certfication

are measured through regularly scheduled research.

The Akbank perations s at minimum i
‘compliance with lawis, and in a secure manner.

- The Akbank Operations Cente gves Importance 0 the
effective management of operational risks as well as

y be carried
e/ ADGH o brare s ea o e Se
in order to control the sk in an effective manner.

- Various documents requested of our customers during

transactions areelectronically scanned

during transaction. This has provided important benefits

With respect to paper consumption, archiving, transport,
communication and labour. The centralised mopit@riNgiand

Conrolabiity of documents has contibuteo 0 the

effective management of operational risk.

- Loan callateral documents are sent ta the cenire through

nt management system befre the loans are made
available, and entry t the system is allowed after these are
veriia s th cnre, I th aliminationof on-rfoming
loans, which have increased in number parallel to the
oo e S TR
gained even befare laans are made available

The Akbank Operations Centre s ori

- The Akbank Call Centre conducts an active promotian of
our Bank's products and services, meets the customers”
needs and carries out the sale of various products in
12.86% of the calls,

- The practices and processes for Customer Complaint
Management are in compliance with the British Standards
Insttution [8SI] and Complaint Management-ISO 10002
Oulty esrance artfcateforcstomr complaints s
Setember 207 Complaints coming through anychannel
R e




Operations Centre Transactions®
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Working with other Akban representatives, the legislation units

2006 2007 2008 2009
Annual 150 199 22 251
number o Milion | Million | Milion | Million
transactions

Centralisation | 90% 94% 7% 9%
ratio

Average 1 17 19 2
monthly Milion | Milion | Milion | Million
transaction

volume

“Cal

[ Contre excluded

Legal Units

full_compliance _with

follow legislation regarding banking

legistation

s Akbank's

lementation and

daily, a

timely compliance with legal obligations. In additor

internal and external customers wi
these units play an active role in ensuri
Bank's system infrastructure, business

ing the comy

processes an

pliance of our
 intra-bank

rules and limitations it (egistation. Our legistation aitsialiend

regular raining sessions held within Akbank to this end,

keep our Bank's legal risks under control.

L, in ordert

Risk Management in Akbank
Our Risk Management Policies

The prudent and professional management of risks has.

ane of the st irperarti A
culure fom the day i was incorporie, Tis cauious approach
to_risk-taking s also in compliance with long-term banking
Srategies and the mportance of the banking-system In

consolbiation el marsce T TN SRS
analysis of any isk, and mnmmrmg itvithin suitable mits.
Risk Management Principles
The fundomental prinines of the Akbank risk management
philosaphy are:
- Effectively managing and monitoring market and credit
risks, operational risks and other kinds of banking risks.
and providing for appropriate capital allocation among
business unfs,

Managing risk in a forward-Looking manner,identifying and
analyzingrsk rom the beginning with the elp of steering
risk strategies, models and parameters,

Forming the risk management system under a structure
independent from business units,

+Bonsidering the risk management system as part of
138 Ak orgarisatonlsrctreand nderatng
iAo the syste
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~Reporting all risks,

Offering shareholders, customers and employees the.

maximum added value in the lang run,
Beingapenochange and laring inacer fo keep pace

with the rapidly changing market condtion:

- Gomplying with Basel I and other internatianal framework

principles.

Key Responsibilities

The Board of Directors is in charge of determining the Bank's
fundamental attitude toward risk while setting out the. risk

ihraughtrs Exsctue ik Commites 6KG) BRI
s t

for formulating risk policies, determining metl
ge risk, setting appropriate risk limits anﬂ Tt
e pertormanc. Al ek potces el

ocimsenisd onhing nd ncomorated e aRIGEAS
Sirateay of the Bank

Operational Risk Declaration
Transactions that cause losses to the Bank and that fall within the
deliniion of sk are entered by branches into the operational risk
information application accessed through the Akbank Corporate:
Portal. With the operationalrisk information application all Bank
losses falling within the scope of operational risks are collected ina
e syste
are followed closely through this system.

Auditing and Control Activities in Akbank
o our Bonk. ntemal auing, imenal conirol and. sk

ianagement. actvities have been separated and are conducted
b e theni et
in coordination:
+Board of Internal Auditors
Internal Control Center
-Risk Management Department
el ) i) i
competscalaodiatecimree Tl S

I branches and departments
Covetories ot e Bttt or suot o consudred et
an utmost priorty for AKbank's Board of Directors.
The Board o el Y
operations under a risk-oriented point of i
o ton o s et e LR SR lhe
egistat

the increasing o effciency and service quaity:

The Board of Internal Aucitors has made impartant contributions to
the management o isks that may arise from Akbank's operations.
the compliance of transactions and applications with internal and
external legistation, the increasing of effciency, the development
of service quality, and the protection of the reputation and brand
value ofthe bank.

The Board of Internal Auditors, which plans and executes its
operations under a risk-oriented point of view, evaluates possible
ikaiahrent 1 th banches,subsidirie, HoadOfice ntsand

o o ot soathates SR
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effective and compatiole with each other. It is an active process:
not simply determining the findings, suggestions to develop the.
Brought e audts are completed and acions taken it regard
to these are actively monitors

In addition to auditing actvties, many works have been carried out
inorder 0 increase he bark' performance reate  compelive

b s enabld many rojcts o b ifted and
actualised in Akban

By singechrlay itensily i s nder o cothously
develop and improve its operations, the Board of Internal Auitors
meses carto and aining onperiraics IR AR
professional development. This targets a contribution to Akbank
through an experienced, trained, qualified and well-equipped
human resource.

Based on the findings and assessments of the audits carried
out in 2009, no significant failings or weaknesses have been
identiied that could Impair the Bank’s operations or its ability to
meet its obligations. We found that the internal control and risk.
management systems of the Bank function well, the operations are.

dth

Bank complies with laws and regulations.

I conclusion, Akbank's internal audit system is effective and
succosul i porrig, enitin an slistin ks AR
risorened spproac, qualied human resources, nensive use
e e

The Internal Control Center continued in s efforts to ensute that
a

to safeguard the integrity and reliabilty of the accountingaE

reporting systems, and to devise internal contral systems for
processes and applications.

The staff and organization structure of the Internal Control Center
consist of trained and qualified employees specialized in diverse
areas, Through routine controls conducted by this staff at the
branches and Head Office units, the Department checks whether
the transactions conducted comply with laws and regulations, the
Bank's internal regulations, and the Bank management's goals.
and policies; whether the standards are upheld at the Bank; and
whether the rules and limitations are adhered to. In terms of
timing, scope and metha, these controls have been fast, up-to-
date, action-oriented and consistent with the Bank's goals and
the Department made intensive use of technology during these
control activiies.

In order to protect the security of information belonging to our
Bank and its customers, the e-mail and internet traffc of the.
personnel and. cislgharmfl programme on the computes
S checked within th Scape of the iormation ystem controls
i et Conmel oo A OISR S
risks or security breaches are forwarded to the related units and
mangers noisly the Board of nernat Auiors fo sproprise

Also, important changes on the main computer operating system,
which is vital for our Bank, and securty measures, are checked
periodically. In addiion fo routine checks, the examination
of information systems s conducted In keeping with changes
in legistation and developments in our Bank and important
deficiencies in this field are remedied.

The risk-preventing feature of our internal control system,
which has been installed in all units and branches of our Bank,
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and in associations subject to consolidation, made an important
contribution in preventing operationa losses caused by the nature
of banking under the diffcult conditions of 2009,

The Risk Management Department carried onwith s acies fo
he most accurate calculation and reporting of the Bank's
e e i

The Department closely monitored developments in the  rs
ey B o oo o ot e
ineeconamic fuctuations i globat mrkets hat began n e lask
quarter of 2008 and continued in 2005

Depariment_closely monitrs changes and. innovatons in
the internationally accepted risk management _principles
o regaions, contatly | e | T
Contribution 1o the Analyses, calculations, simulations,
scenario smlyses, stress tests and other efforts as part of
the nagement activities provide input into_the
sraegic decisions of the Bank's Board of Dirctors srd X1l

Customer-Oriented Risk Management

Akbani's Customer Oriented Risk Management forms an
important part of its risk management processes and its goal
of establishing permanent and long-term relations with- its
stakeholders. Solution-oriented approaches are provided through
various support products and services and by aiding customers
ho beneit from the producs and services of our Bark i
. I this way risks
(i CR T T DT LA o o

Qur customer-oriented risk management, while protecing our
customers fram the cansequences of possible risks, alsa increases
their awareness with regard o precautions.

Gontrol and Securty Practices Addressing the Canscious Use
of Credit Car

- smsfgent Our customers are informed of al transactions.
made with credit ards through mobile short messaging

- Supplementary Gard smsAgent In o
card expenditures are checked on a transaction basis, our
customers are informed of all transactions through mobile
short messaging

- smsxtract Information on credit card debts, due date,
remaining limit etc. is transmitted to the card halder through
mobile short messages if requested.

- Diflerent timits for supplementary cards A separate limit
is assigned for the management of supplementary car
expenditures.

- Expenditure according to sector choice in business cards It s
possible to close company cards to expenditures in sectors to
be determined by the user company.

- Encrypted Shopping (chip&PIN) Through chip&PIN, we as.

Akbark encourage our customers to use PINs while shopping

and especially emphasise this point through our channels

of communicatian. 2% of our credit card transactions are

carried out with PiNs and our customers are sen a warning

mobile short message after each transaction carried out
AP

decrease was achieved incredit card fraud rates.
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bt ! suspicious transactions Our card
aliers" tansactins are Wracked onclne throughiSpechl
Smre a1 ane aovtamas sty ok S
are called and informed and, if necessary, their credit cards
are blocke

Loan and Insurance Applications.

Collateralized Loans
In loans made available against property guarantees, a detailed
pert report is drawn up by CMB-licensed experts before taking

the building, any earthquake risks, the qualiy of the property and

hethr o ot hasbeen bult el therey ensuring ot the

safey of the customer and the irengh o th bank guiranee,
ecsion s i verbmakaa A ON e

Suleioes TCIP orkpiacel . ek AR EATEE

in onder to_ provide coverage against sarthauakes, fres and

other risks.

Structuring of Loan Debts
The requests of customers who have had diffcully in paying their
toan or credit card debls s a result of the economic fluctuation
of 2009 and for a change in their payment plans, and those who
were in default but were considered capable of regular payment
if 2 new payment plan were to be implemented, were taken nto
coratiecaton an foc e o o a e 1 oy S EEE
granted beore initating actions for the callection oftheir debts.

Loan Insurances

“Life Insurance! is made to our loan customers, againéi sk
ors

the event o the custamer's demise or invaldity. An"Unemplaymet

Insurance” is offered against loan or credit card owners’ risk of
unemployment

Bodycard Card Protection Plan
In the event that the wallet of a customer or that of any of their
family members using a credit card of our Bank is [ost or stolen,
all credit and bank cards are blocked on behalf of the customer
upon calling the Akbank Telephone Branch in a very short periot
Starting from the moment it was called, the telephone branch
covers the expenditure risk for the credit cards for TL 3,000
retrospectively and TL 50,000 intotal.

Guarantee and assistance services in many subjects are alsa
offered together with this product
A support of TL 2,000 for hotel expenses and TL 2,000 for
travel expenses is offered domestically or internationally
in the event that the cards are stolen or lost. This amount
may be repaid within 15 days without any additional casts.

- 712 unimites housing asssance and losksmith senice
is prow

7724 unlimited road assistance and a free-of-charge towing
service are supplie

~TL10D s paid for communication expenses.
+TL 300 covers the guarante for replacing bags and purses.

. TL 200 covers the guarantee for farwarding lost luggage to
the customer.
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~Cash support of TL1,000 per person i given to our customers.
who lose their cards while abroad. This amount may be paid
back within 15 days withaut any additional costs.

~TL 400 renewal support is given for identification cards and
passports lost abroad.

+TL 200 covers the cash loss guarantee abroad.
Loan Guarantee Fund LGF)
In cooperation with the Credit Guarantee Fund, our Bank provides:
its customers with the facility of using the LGF security as a
quarantee i their loan usages.

By supparting small and medium-scale businesses with this

using bank loans in financing their investments and operations
Tne chef gol o the LG securies i to suppor he growth and
d

development of entrepreneurs and small and medium-scale
Bldinosts, SMES, adeamen and erats icultural
enterprises and farmers, women and young enirepreneurs of all

regions of Turkey are eligible to apply for LGF security

 encouraging SMES, through making LGF-secured loans
avials, Adbank conibuts 1o sconomic " growhand
develop

Sehool-Family Loan
In addition to being a privileged service package offering solutions:
o the fnanil neds of schoos, sudents and uardans, the
Akbank 'School-Family' Programme is a system thatyoifor
many privieges, feciies and advontages a5 wei MRS
financial needs.

School payments made by familles are guaranteed 1o a certain
extent within the frameviork of the Schaol-Family Union. In this
way, if the family il to make payments to the school for whatever
reason, students are able to continue with their education as.
Akbank makes the payment for the family through a loan. This
System mitigates the effects parents” financial diffculties may
have on their children’s schooling. Through the "School-Family”
Programme Akbank makes an important contribution to education

Social Security Institution (5511 Payments
In 2009 Akbank started to_participate in the payment of the
pensions of those retired from corporations covered by SSl. If
they receive their salaries from our Bank, pensioners covered

fixed income earners are encouraged to meet their needs throu
the banking system as well as being offered banking services at
much smaller fees.

The Avivaa Private Pension System

The AvivaSa Private Pension System [PPS) products are offered

10 all of our customers holding PPS licenses and through AvivaSa
financial advisors through aur CRMs. Since individuals receive an
udiionat

individual pensions where savings are Kept in funds chosen by
professional fund management companies, they continue using
our Bank'sfinancial products In 2009 a total of 200 thousand active
PPS participants were served through the sale of 70 thousand
PPS agreements
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TCIP Insurance
With the ‘Statutory Decree Concerning Compulsory Earthguake
Insurance’ No. 587 it became mandatory, s of 27 September 2000,
for residences within the coverage of the law to be insured against
carhquakes. Through the TCIP nsurance campalgns regulated
according to the advantages offered by the TCIP instituton, provide
e oy il et e e M LS
and ensure state assurance for financial losses. 85 thousand TCIP
polices were sold in 2005.

Unemployment Insurance
Credit Card Unemployment Insurance is offered o all of our

Customers who are holders of credit cards from our bank, who are
of 18 10 65 years of age and are healthy, who have been working

loceupational pension fundl, civil servants (government pension
fund) or are working in retirement. The programme airs at payin
the credit card debts of policyholders n order to maintain their fe
tandarc, guaranissing heir ayments during unemployment,
mitigating their concerns caused by unemployment and in general
enabhnqmem!ncnmmuecumnbw"gtom economy, should they
come across any of the ris yoraydns o
e plepmant e Hosnlalsacarri s peodict o er G
bank wae sod o a total o 4000 customers.

Local Deposits
The aim has been to increase the number of customers by inviting
<mall savings to the bank and cantributing o the development of
the market by winning under-mattress savings” over to the market
in regions wher the deposits market s low compared o tha of
other cities. Akbank won about 15 thousand customef thrat

this campaign.

Akbank Complaints Managemem

150 100022004 has been use as the Customer Complins
Managamert 1COM] Standard i Abbank.since 2007 1t
york. conducted throush cosperaion betwan the Information
Technologies _Department _an Quality and Process
cnagonans Debptmantithe 0m S e IR
has served as a kind of process advisor.

Related personnel from the entire CCM and the Quality an
Process Management were given training on the 10002 standar

The most important factors enabling the continuation of the 1SO
process for the last 3 years are:

+ The fact that business units, branches, regions etc. are
working under a measurable system.

- Standard flows/documentation,
- Internal aucits

- Management revisons,

- Assignment of team personnel responsibe fo quality,

Financial resources,

-Our continuous improvement activities,

-Satisfaction surveys,
+Monitoring/Measuring and regular reporting

wTraining,

=Ifternal and external customer satisfaction.
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The Akbank Information Technalogies Unit obtained the 150 9001
2000 Quality Certifcate in 2000. No deficiencies were found during
the inspection carried out in February 2009; the term of our guality
certificate was extended.

Secure Banking

Security in banking products and services means Yforwarding
problems experienced with regard o customer information

Soluing them’. responsibilt i this regard begins as
00 as the product s sold and continues for the entire lfe cycle

of the product or service. Any trouble experienced in any phase
could reul in customer loss and affect the reputaion of our
B  this reasan itis

o s e e

Risk control and security in processes
. ‘Regulations Regarding the Internal
Systems of Banks” that entered into force in Noverber 200
afterbeng published i th Oficial Journal o he Reublcof

ittt Lt T
Serior Managements o hes baks should beghn detaled
information on t

- Within this scope the defintion ‘new praduct and service

that products and services falling into this category should
be launched only after being evaluated by other unils e
process management, internal_contral, seling,
legislature, risk management and the audit committee)
well s the related business unit

Information Security
Security committees were formed in ordr to develop suggestions

b
channels and to prevent, minimize and stop internal and external
technology-based threats targefing our Bank,

Security Committee

The Akbank Security Committee is a working committee that

or eliminating existing risks. This comittee, which meets at least
nce s month under he Erecuive Vice Presien respnsile for
Iformain Techolgie develops suggston during m

a0 crates sluons, and whe neceseary prsgars a i
e nformationor approval ofth hgher commi

Security Higher Committee

The Adsark Securiy Higher Commitse, wich moniors _the

suggestions made by the ‘Security Commiiee’ to._prevent
oo
after discussing the agenda at meetings if necessary, reports
directly to the Head Office. Committee members are Executive
Vice Presidents,

Our Bark informs it customers regularly through e-mails regarding
Security in order to keep the awareness of Information Safety always

observed while using the Internet Branch media is presented to our
cusigmers on our website:
ity abanik com/guvenlik-uyarilari-2392.aspx
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 risk and security as set forth in our written processes. Akb:
develops all ts and s ing_information
technologies i lance with the internationally acclaimed

e iR R rters spacirs g
results are reported within the company

Akbank has offered to its internet customers as an option the
“two-phase idenity verification’ function, the use of which
made mandatory by the Banking Regulation and Supervision
Agency (BRSA) 1o be effectiv a5 of 1.1.2010 in the entry screens
of bank Internet Branches, as of January 2009.

A separate group working within the body of Information

was formed o e valuaion ofthe sbjects fsecuriy on risk
in terms of informatian technologies and the monitaring of the.
o e e

continuity of services at the highest possible (evel. SLAs (Service
Level Agrements are concluded wi the rlaed vrk uni in
order to keep he continity of cri icu e
B e e repored withn the company. Ao, works

r that OL vel
Rareements) to support hese SLAS may be cancluded between
technical groups responsible fo providing services. The signature
of these agreements is scheduled for 2010,

We contribute to the achievement of a high level n public security
by sharing suspicious cases targeting our products, or arising from
e voe o oo roducte,with BAT The Banke Associaion o Torkey)
and security forces
Cnmvhameumt

mpliance Unit’ was formed within the body of our
hroughthe Boar o Desctors cres . 5493 doe 1412009

reqired by the ‘Law on the Prevention of Laundering Proceeds
of Crime” no. 5649, and the provisions related to the regulations
issued in accordance with the Law.

The fundamental responsibilities of the unit are summarized

Forming a Compliance Pragramme aiming at the prevention
of the lpundering of criminal incomes and the financing
ofterrar,

- Forming a risk management policy concerning the risks
defined in the Law and regulations regarding the Prevention
of Laundering Proceeds of Crime and implementing the risk.
management aciivites,

security_policy and_implementation
o sane maner s U

- Installing a system infrastructure enabling the monitoring
of banking transactions and the determination of suspicious
transactians in order Lo prevent money laundering and terror
financing as wellas fraud attempts connected with thes

Conducing istgaions on_potenally susicios
transactions and informing _transactions _considered
o o MASAK [Finaneit i Ineestigation Bosel
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 Carrying out the Bank's obligation of supplying MASAK with
]

ofinformation requests,

- Requesting all information and documents regarding scope.
of duty from all units of the Bank,

Mesting information and document requests from offices
whichare authrised o request inormatin and documents

regarding subjects such a5 maney laundering and the
Peaning o ases e coor R AR
and branches f necessary.

The Compliance Unit provides all personnel employed in our
o i traing o th Preventn o the Laundering Proceeds
of Crime. Also, the *Prevention of the Laundering Proceeds of

examination held at the end of this training. The completion rate
e e T tranings
are reported to the Compliance Unit and therefore to MASAK
predetermined intervals.

Security Applications for Alternative Distribution Channels

MOBILE PASSWORD: Many transactions [all money transfers, &g
transfers and EFTs, Credit Card Transactions and Donations] are
ried aut via a Mobile Password sent to the customer’s mobile
phone troush s Mobie Short Message. Mo Pessword i he
o the tansacon o receig approva fr ransacions
Gt S I B B e vy stort
Message. The Mobile Password application is also ussdfollogar

tothe Internet Branch,

JGNATURE: Many transactions (Money Transfers, Credit

¢ Transatons and Donations] caried out aver the Adbark
i et Eranch et ottt ISR UL
Sarature st HohlaiChrat e N
the Internet Branch, in addition o the Customer Number, Security
Code, User Name and Internet Password.

URITY _WARNINGS: Akbank Internet Branches are
Systematically protected by high-level protection measures in
rder to provde customers’funds with maximur safety.

Information to be noted in arder that these security measures
are scequmeyeicivel et T ERE SN
recommend reading it carefull

1.1/ ISP RESTRICTION.
Access to our Internet Branch can be limited to P addresses
specied by et o s L
his restriction can be applied so s to cover only certain
nrnes Semiee e 15pe oy el i’ 15 et
function,

2 DATE /TIME RESTRICTION;
s funclionenbles aur custmers o logron o the Intrnet
Branch only on dates and times specified by themselves.
i A L e
specified by the customer s dened.

SPECIAL MESSENGER APPL
T funcion enalescustomers clonging th Smll and Micro
Business segments 1o be informed via mobile phones or text

e e o e T
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ot paid due to insuffcient balances, their automatic paymens,
theie Bz carcs compary cedit carc)and th due daesof thic
cards on a number and amount

44425 smshgent
Through 425 smafgen, customers are infarmed of any
et card oxpendiures eceeing an amount spciied by
e eustamer oo, EET R ans o Sepoionnaronet
(g A B O

Global Finance has awarded the Akbank Persanal Internet
Branch with the 'Best Information Security Initatives. of

Europe’ award,

MabileBranch Security Measures

o log-on to the MobileBranch only via customers’ mobile
phanes registered with our Bank,

~The last date on which the customer Logged-on to the Mobile
Branch s shown on the main page.

smsBranch Security Measures:

telephone can become members of the smsBranch;

Call Centre Security Applications:
 There are authorisation levels and security measures in all
applications in which the customer is contacted in order o
ensure the security of our Bank and of our customers.

- When there are no calls, transactions are gioh
allowing limited visibilty of customer nformatio

- Accessing customer information through a call or non-call
channel withou the customer’s requestis not allowed. This is
regulariy reported and checked.

~There are system restrictions for risky transactions.

~There are limit and number restrictions for ransactions.

Thid persons are ot abl to btain formation fam the
CallCent

+ Measures are implemented against fraud, and monitoring
against fraud is carried aut through the Compliance Unit

and evaluation,
- All transactions carried out are recorded and reported.

- Duplicating any information belonging to the customer is
conducted under control in order to protect customer and
Bank secrets.

Our Customers

In kasing with s cstomar-riared sarvice undorsanding
dank continues warking to provide 3 igher el of customner
Snacion. Acvioe piarmed [T SR L
Satisacton rvs meetirud ST RIS

ustamers, as.

el o TR S
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Qur branches are the chief channels for customer satisfaction. The.

of development in increasing the service level are ascertained.

The service levels of Head Office units that support branches and
distribution channels are also sffective in increasing customer
Satisfaction. Through this awareness, the service quallty of the.
portion of services visble to the customer, conducted within the
divisions of Head Office, is also monitored and assured through
inter-unit service agreements.

The intellgiblity and easy use of screens, farms and reports used
and employees are also factors that affect customer

satistaction. The Customer Experience team formed within the body
the Quality and Process Management Department abtains the

- Though avaiding cause for complaint in the first place is of
sence, give special importance to unavoidable customer
complaints, try to solve customers’ problems under general
principles and Akbank procedures, and use caution and show
diigence o avoid the repetiton of such complains.

- Collect interest, commissions, fees etc. in compliance
with Akbank procedures and general announcements for
all transactions carried out and services provided; record
collections immediately and unconditionally; will not carry.

all transactions carried out on behalf af the customer in

opinions of
of screens, forms and reports, and determines their needs. This
practice ensures the ease of use for all of our channels,

the Akbank Code of Ethics. According to these principles, relations.
with customers should be s follows:

Our Employees:

re that one of the most important factors in winning.
superiority against our compatitors is the best customer

- Forward the work,transaction or demand to other authorised
persans or units if it is beyond thei autharity,responsibilty ar
field of interest,

for the purpose of measuring th salifacton provded by Abank
and its compelitors to thei retail, business, commercial, corporate.
Sonking and reit card custamers and the tendencies of thes
customers to recommend their main banks, as well 25 to track the
development of this satisfactian and tendency over the years. As a
result, Akbank's strong points and those requiring developmen
according to its customers and competitars are determined and
shared ith the Akbank Board of Directors and senior management.

seqmentcbosed customer satifacton achievd by Akbank
ual perfo target

Sroeied filds of mprovement, and the development and the
R o v et ors montoreddurin the year kbani's
(General Customer Satisfaction, which was 75.4 in 2008, increased
to76.2in 200
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ntto v axess cve-ucre
htto s wingscard com trfuings/merakettileriniz
httpfwwn fisheard.comtrifaiz ve ucretlerhim

Wo are Exquiie in Our Commarication with Akbank Credt
Card Holder:
While all_campaigns and innovations are announced via our
websites, our customers are also sent informative via mobile
text messages and e-mails. Akbank takes precautions to prevent
mobile short message pollution and limits our messages sent to
customers requesiing to be contacted through this channel to
2 maximum of 3 e-mails and 3 mobile short messages a week.
Messages from all marketing teams for our campaigns that we.
cannot transmit during this process are announced after being
bundied into weekly e-mail messages [e-buletins]. In order
to prevent communication pollution, we send e-mail.chains,

Customer Satisfaction Survey Results®
Retail &
Credit Card 7
Business n
Commercial ”
Corporate 8
Akbank [overall 72

“The celing used in the questiannaire results s 100,

Informing the Customers
In keeping with our transparent pricing policy, deceptive

s also announced on our websites and all customers are given
prices are applied. F

n Akbank Credit Card advertisements are in sizes and Spéedsin

which legibilty i especially regarded.

rating them according to card type and location. No messages.
are sent during weekends or off working hours.

Technological Developments, New Channels: twitter, facebook

e e
on our cards and campaigns and our innovative
image, oo, dormmars st
adop!

through these dynamic and colourful channals

Welalso have 3 game on Facebook, the most widely used social
networi on the internet, the prize of which is flght tickets.
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fth Wings, Hold a Competition Among Countries
1w fcebonk comaxecekiareln<#/apps/
application php?id=2782431192768ref=ts

Axessiizi
httpi/fww facebaok com/axesskizi7ref-ts

wiNGs
httpifww facebook com/axesskiziref-=ts#l/
pages/WINGS-Turkiyenin-En-Kolay-Ucuran-
Karti/2844830635427refets

Fishcard
http:/fww facebaok compideofvideo php?v=334202395114
&saved#fpages/Fish-Card/29132472237  refets

‘Akbank Credit Cards Are on Twitter
Axesshaber hitp:/witter.com/axes:

haber
Wingscard hitps//tvitter.com/Wingscard

Fishkart hitg://tviter.comlfishkart

Video VR and Video Agent Services at the Akbank Call Centre
Turkeell 36 subscribers who make video calls to the Akbank Call
Centre are able to conduct their banking transactions through the
Atank Video Telsphony Branch not ol aual bt SEGNIER
in a faster and casier manner. The Akbank Call Cenire adde
anathr ot it o ncing soice b totiog o SRR

(IVVR) and the video agent services simultancously with Turkey's
GSM operators’ 36 launches.

Cooperation with Chambers of Trade
We, a5 Akbank, are continuing our support of the real sector
through the special services and solutions ffered to tradesmen
and craftsmen, who are among the most important links of
Turkish economy.

d Unions of
Craftsmen, we provide members ofthe union with inancial support

The loans made available under advantageous terms and payment
conditions to members of the chambers belonging to the union
includeloan such s Machinery/Equpment Loara, Faw Matrial,
Comy Loans. in
vaiment: Warepoce Eooes Sk K AACA KA TR

Although the interest on the loans, which provide the advantage

of repayment through equal instalments, changes according to

the type and term of the loan mads available, these are offered
chamber members of the union under appealing conditions

Cooperation was established with 106 trade chambers. under

this heating,

Cooperation with Chambers of Commerce and Industry

Chamber members reiing fnancing for raw el suply.

o vishing to increase thef producton capaiies o fo
ternationall

e or buling: o st 13 v BB BB

decorated or to purchase or replace fleets are provided support

through the caoperation we have established with Chambers of

Commerce and Industry.
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Loans that are made available to chamber members under
advantageaus terms and payment conditions include loans such
as Machinery/Equipment Loans, Raw Material Purchase Loans,
Automotive Loans, Commercial Loans in Instalments, Workplace
Loans and Workplace Renovation Loans.

nttoul
anlasmalari-aspc
Cooperation with Chambers of Pharmacists

Wi he cooperstion v have esablshed wih the Chambers
of Pharmacists we pro mber pharmacies with banking,
e e e e

The possible short-term financing needs of chemists are met
with the Pharmacy Loan at advantageous rates of interest. The
Pharmacists’ Package contains the Commercial Additional Money
el e e S
et i e ot E

age, we provide pharmacists with additional buying power
s e R e
g R R T T e e
wholesaler:

Pharmacists are also able to take advantage of advantageaus POS
Jgh credit cards, and of

Special commissions in cheque books.
ttp/fwww akbank com/eczaci-odasi-antasmalari- aspx

Our Suppliers
Another stakehalder group for which Akbank determines
performance criteria is suppliers. Akbank

performance criteria with over 500 suppliers in arder to
form o ransparent mutuat undertaning, Proving hem
all with equal opportunities, we monitor their comliance
ithour corparas social esponsinRy e,
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. HUMAN RESOURCES IN AKBANK

Our human resources policy consists of forming human -a transparent and fair performance management

resources strategies compatible with our Bank's mission based on targets and capability and a reward system

and goals, adopting business units as our strategic business that encourages and supports high-level performance.

partners, and guiding corporate structure, mechanisms and

human resources. In keeping with the importance we give to Customer
Satisfaction, our most important field of activity is our

Creating the best by working with the best, adding values branches, which are points of one-to-ane contact with

our custamers. Mast of our employees are our colleagues.

Our aim in our human resources practices i to earn the first
working at our branches.

level of self confidence and value creativity wish to work, and |
maintain our role as  corporation whose employees are
proud o be a partof.

Qur wages palicy for the beginner lavel does not vary.
betuween branches, where most of our employees work, or in
cthar scaions, what i et e R
recrutment of employees with no previous work experience.

beginners sabry s equal to miimum wages for Piats
Security Staff, 52% over minimum wages for Assistants, and

% for Management Trainees. Also, an additional payment
is made to those speaking foreign languages

Therefore our recruitment policy s to win candidates most
suitable for the vacancies in our organisation through fair
| A9 T S e
evaluation methods. Ourpolicy is focused primarily on
hiring new graduates with no work experience. Our aim is
to raise future leaders through our dynamic and innovative
perspective and to offer them career opportunities in the Number of Employees
banking sector.

o Head Office 4853
+to recruit the best candidates to our Bank, Regional Directorates as
SR e o e

business understanding,

making active and carrect investments in human Bank in Total 1714

resources in ine with targets and strategies,

SRRt 122005

~participatory career planning,
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Gender Distribution Chart
The average age of those working in our Bankis 31.6 and 91% af our
employees are university graduates.

ank's trget wih rspec 0 the istriouion ofour emploee

accarding 15 gendsr, sge and caegory 5 What 1! dargbatiN

R e e B Aeoank has
stribution o staff as s principl

‘Age Distribution Chart
There are no employees under the child worker [employees under
15 years of age, at which compulsory education ends] or young
warker [over the minimum age for employment and under 18)
categories in Akbank. Hiring thase of full legal age is Akbank's
recrutment policy. High-school and university students may work

dth year and university students in their 2nd or 3rd years.

gender or age discrimination
Under | Between | S0Years
56% of Akbank employees (8,170 employees) are covered by a o6 | Pana and Over
collective labour agreement. sofe) )
M () Female %] Board of Directars 0% 1% 889%
v o o Senior Management | 01% 64 sam
Senior Management o 9%
Mid-Lovel Managers | 5% 738% 0%
Mid-Level Managers 5% s6%
Auditors % | 209w oo
Auditors 709% 2%
Assistant Managers | 5626 | 4a7h (33
Assistant Managers % s
Other now | e 3
Otner 7% 2%9%
Securiy Stif 9% 0% i bt
Bankin Total 89 st B in Total a0 | nm o8




i

HUMAN RESOURCES IN AKBANK

Those that can be classifed a5 young employees are only interns.

‘amang Akbank’s Human Resources principles

Distribution of the workforce turnover rate*

3
Head Office a5
Regional Dirctorates 1as%
Branches outh
Bankin Total ey

morat. 122005
Forced labour is against Akbank's code of work. Employees are
free to resign given the terms on their work cantract are assured.
Workforce turnover rate according to age distribution* (%)

Underso | Beveen |50 Years
£
and 50 e
2009 s08% 243% 1.93%

orat. 122005

There have been no occupational diseases or accidents in Akbank.
Nevertheless, the total number of absences due to health issues.
246 days n 200

Internal Communication in Akbank
Inardr to stabishsfecthv and ffient usiessrlations and

o form  team sprt wrks simed t mproing communicton
et s iU S
management is always encouraged, and our employees’
suggestions taken through the suggestion system are evaluated
carefully and rewarded.

Also, a corporate portal was established in order to increase

ystem wih the Akbank Corprate Prtal, which i the intemal
information sharing system. Alsa, many social events organised
vt the body o ARGanK I e} fela ed AN EAIECEISATE
internal information is accessed over this system. Our employees.

accesst the nfarmation they seek, ram dfeent ocaions,
immediately and with the use of keywords. The Akbank Corporate
Portat has g & et EficHGEC I GEAEE BRI
prevents the oss of time and labour.

132 Innovation Envoys' formed of employess o different units et
together around Akbank's prioritised subjects, form opinion teams
nd hold dea-generating meetings.

In adition to these, opinions, suggestions and requests brought to
the "Akbank 1001 Ideas & Suggestions Evaluation System’ by our
mployees are regularly evaluated,
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Being a Part o the Akbank Family

The ‘Being A Part of the Akbank Family’ communication
pistogniondle e eocostel S NN

el ol R
vy sovaces. Adpanke e bosni arraaliheT R

the pleasure of achieving goals togather, the positive
ellection of having fun, and the joy of being together to the
quality of our work,

Some Titles from Being Part of the Akbank Farily:
Awards of our Ban|
Fedback rom Customers
ol
dof P

remiier memm Family

m our Customs
Akbark nhe Prese.

Also, we strengthen the team spiit through the ‘Being
a Part of the Akbank Family’ portal under fitles such as
‘company campaigns special for members of the Akbank
family" and privileges

The Bank of Learners and Teachers
Supporting the development of Akbank employeds, cre

motivation and work satisfaction is one of the mairl gaals ok

Bank. Through ts developed human resources applications Akbank
plans different duties and responsibilites that employees may
undertake within the organisation, by preparing the atmosphere
necessary for them to advance according to their potentials and
choices. The necessary conditions are provided in keeping with this
plan. I Akbank, where career paths are clearly defined, employees.
are offered flexible and diversified opportunities.

Supporting the development of all employees and increasin
motivation and work satisfaction is targeted through the training
System, which has  sirategic impartance in the Akbank Human
Resources poliy.

iank's training programmes include starting wark. candiate

| poot, carer, corticate programmes, retructurg tininge
prosct-based. trainings and e T
trainings. The competence levels of employees are developed
hrouh Femote eafing l<Learing and i conferencig) that
supports persanal and professional development and
training methods as well as lectures. A total training of 922,456
hours was completed as of 31.12.2009, and an employee received
an average of 9.03 work days of training. A total of 1,126,427 hours
training is planned for 2010, which will allow for training of 11
Hours per employee.

Knowing well that knowledge is an important value among
employees and that & well-equipped human resource is &

hat contribte 1o it amployes” personaland. profssional.
lopmi

develog

Traitings change every year according to Akbani's strategies, the
needs of the sector and the fields of develapment of the employees.
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The goat o the Ak trsiing system s to enable Akbank
employees to cary ou their current job successflly and to
repare them for the resporaibities reuired By the PO
for e they may sy Employees paricpate n carcer and
certifcation trainings for their current duties, and are admitied to
Candidate Poal’
soply Adionally, Management Traiees, branch an Head mm
‘assistant’status wh
L b o e 1ot axparnce o he burmTSeERL
the Management Trainee” and 'Basic Banking’ programmes. The
aims of these trainings, which are given as applied but are alsa
practice-oriented, is to instl the corporate culture, and loyalty to
the company. in our employees from the first day.

Akbank employees transmit their opinions, ideas and suggestions
concerning the training they have received, primarily through the
e qusstionnalrs, t the and o th rain, Our oplaesy
who can also send ther quesions, requests, suggesions and
e e e ragae 1oL 1 s s o T
T P e o B A “thoughts on
the e-learning programmes using the send ‘message function on
u
by raining executives and necessary actions are taken

The training requirements of Akbank Branch and Head Office
employees are determined after consultation with the related

budget thus prepared are forwarded to the Akbank management
for it opinion and approval.

The training requests brought by Akbank employees and
executives before ur Training Uit n connecton wih heiefetds
of development are also examined and answered.

Certifcation Systen (ifelong learning)
In the Certification System employees attend specified training
programmes, and participate at exams before and after the.
programme. In adition to these programmes and exams our
employees prepare papers for certain certifcate programmes.
Participants succeeding in the certificate programmes receie the
“centfcateof succes,an mpartant cicator 1 her professonl
and personal developments, which they can use in anyfie

The Targets of the Certification System are:

To assure that the success of the employees in the
programmes they attend s certfied, ensuring that they have a
proactive say i their personal career managements,

o form a clure that rates s oun leadrs by rising
employees who are professionally and managerially
e A S
in their work.

Success of our employess in the trainngs directy. relect
har qually of work 2 th caricaton progran

ety ey conei e SR o
ey ettt s

The metho of e-learning was widely used in Akbank in 2009, Part

Supported career trainings.

: Legistation regarding, loan, forin trade consumer
and commercial loans, basic knowledge of the law, basic
knowledge of accounting, bank and credi cards etc.
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Learning conducted in arder 1o accelerate the employees’ Total training hours / days:
adaptation to the newly launched products and processes

Emplogee 200 Rato
- Branch without paper applicaton, Maestro, dentity Share G
System/New Intelligence System (1SS/NIS|
Trainings targeting personal development. Head Ofce 188490 hours 2
il q 2655 days
Meetng management, time planing, cusomer-arieied
relationship  management, _communication on  phona,
g | Branch 733788 hours 0
management elc. 104523 days

All employees are able to receive e-Learning assigned to them o
inthe form offree aciiies from the AKbank Development Centre.
The emplyees n each tack group have acces to the Training
Catalogue’ that shows the trainings they will receive during th Employee 2009 Ratio
Fear o3 wellas e contentoof tese Ll Category

Zbout 2 100 Gocuments an sublects such as Banks and Credt

Cards, Basic Law, Foreign Trade Legislation on the training portal,
s sl s a e Hesd Ofice 1292hours /1854055 | %20

Training hours / days per employee:

LRy G0 Of) pieen) a (v, o0
development can be obtained
b et

Branch 5026 hours /718 days | %80

ol Training Methods
of speciais Inira-Bank Traiers and are able to cotac these o
trainers to abtain information on thei traiing subje A
~e-Learning
erent e s bemoonen G L

velopment continuously i a regenerating ws - Mixed (class + e-Learning]

+On-the-job trining
“Other
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Ratio of training methods for 2009
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Titles of e-Learning subjects

P na s
||| e | Lo
nie
P 3 ) « Products and Processes
——
i m—
oner
[PUR [ U [V Adan_emplores are esscly_encosied o ot
e 5 o o ar s 5 pcuiston
i e 1 ok ol 5t
- | sy g re o by e st o e

‘Some of the commonly supported exams are listed below:

- Chartered Financial Analyst [CFAI held by the CFA Insttute
Exom concerning treasury transactions;
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The CIA [Certified Internal Auditor] exam held by the CIA
Insttute and CMA (Certfied Management Accountants) held
1A: Exam concerning internal aut

et onessnen i e T
the Pro ent Institute (PMI], which awards the
e iy Secapt it n e M T

+ The CDCS [Certified Documentary Credit Specialist) exam
held by the ICC National Committee of Turkey, which offers.
the opportunity of earning the internationally accepted title of
Certified Letter of Credit Specialst.

Half of the exam fee for those unsuccessful in the examination
and the whole fee for those that are successful are reimbursed
by Akbank. By December, 2009, 33 employees had taken the.
related exams.

Master's Degree [Specialisation] Opportunity Offered to our
Employees

In accord with the cooperation established with the Sabanci
University, every year a certain number of Akbank employees are.
given the opportunity to attend the Executive MBA programme,
the tuition fee for which is provided by Akbank. Especially senior
management candidates and those having displayed a high-level
performance are admitted to the programme.

bensfited from this programme in 2008 and § employees in 2009

Akbank Corporate Portal

Research and Development
The monthly technology bulletins prepared by the R&D teams
funcionig under th ormaie Techmlages Uni re publshed
in the “Innovation’ section of the Corporate Portal. The bulletin
rahres sxamaies o the i AN S
and in technology.

Innovative Force
Abank has 102 onowation enors, employees inHead Offce and
Regoral Drecloatsatdar oM NI S
e work a7 gien i the Innevate Forca Secto K ROENE
Innovation Envoys were given training on innovation and thinking
technigues. They come together from time to time and organise
workshops and create innovative ideas on subjects specified
beforehand. The subjects of the workshops are determined
according to the needs of the Business Units.

About Innovation
A monthly bulletin enitled ‘1001 news' is published by the Quality
and Process Management Department within Akbank. Examples
of innovative. applications from both the Banking. Sector and
other sectors are given in this bulletin, and artcles, essays etc.

innovation are published. Examples of success with regard to
innovation from all over the werld are alsa given.

1001 Good Ideas

Suggestions coming from all employees are collected through
1001, Good Ideas’, which involves the application of the 1001 Ideas
& Suggestions Evaluation System. After being reviewed by the
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to the related Business Units for evaluation. Following
evaluation by the Business Units, action plans are made and
the originator of the suggestion i informed. Every month the
suggestion of the month'is chosen and the suggestion and its
originator are recognised in a general announcement made
throughout our Bank, Customer suggestions evaluated by the
Customer Complaint Management team are also added daily
tothe Suggestian

o managers for whatever reason, o supprt mployees in
such malters, and to ffr counseling i necessry A
the unchanging]pincias e EUMENIASE SR
ard manmgermen e SR
Code of Ethics" and were published on the corporate portal.

The corporate portal seo publishes the Bithdaye of

January - December 2009
Attt of 1100 suggesions, 5% ofwhic ae fom
employees and 15% from customer

Examples of Realised Suggestions.

 The development of a separate insurance product
for childrer

-manih non-repayment oan campain addressing
chool bus owners during school holidays

- Inviting customers using consumer loans cavered
by insurance, 1o the branch through 4 text message 1
month before their insurance expires in order that their
policy can be renewe

The Akbank Ethics Line
An "Ethics Line’ was formed in our Bank in order to enable.
employees to share problems they believe they cannot solve
within the unt,or refrain from sharing with their collgagues:

Rt

EusmessInlull\gcn:cADnU(aunns—ANEUS

(GUS System_ Infrastructure
Wi witeh was it s 200 fo the parpose of
enabling a quick and active response to the requirements of
the sector and of Akbank, was completed and commissioned
in 2009,

ccond phase works of the project, which aims at
establishing a suitable, flexible, active and fast information
it and decision support system in complianci
th tanned and
The authorised managerial information requirements of
users of all levels shall be met and the repart production
and information management processes shall be managed
more actively through the project, slated for completion in
the last quarter of 2010

Performance Management System (PMS|
B S e e e
fair_evaluation factors in the foreground, responding to
QR el o g e S
used in Akbank



HUMAN RESOURCES IN AKBANK

The targets of the system we have developed under our
management understanding that supports and encourages
high-tevel performance are

- Enabing our employes to relis thir targets. o
increase corparate performancs

-Buiding and developing our employees inorder to better.
meet their changing and developing needs,

- Harmonising our Bank's targets with our employees’
personal targets,

- Ensuring that our employees know what is expected of
them, that they are involved vith their jobs and that they
are motivated to attain thei targets,

- Encouraging their continuous development through
open communication and regular feedback, and.
increasing their motiation,

Ensuring o for an et evaluton of oy’
contributions and_performances and shaping their
e e e e e T e

- Making correct decisians on subjects regarding our
employees, such as career planning, training and other
Human Resources processes o ensure the individual
developments of our employees.

The Criteria of the Akbank Performance Management
System are targets and competences. The types of targets.
and competences in the performance forms, their weights.

S s e i

|

and Digital Score card measurements are conducted twice a
year at 6 month intervals.

Employee Satisfaction

Qur employees" hagpiness, their loyalty o our Bank, and
maintaining a strong team spirit are important factars
supportingus n acheing gelsand maiiningpermanent

thisin min, Akark conducts the Emlayee
Satatacion Survey once ey oy

Each of our business units carried out the necessary planning
and took appropriate actions based on the analyses resuting
from the Employee Satisfaction Survey conducted between
November 2007 and January 2008. We expect lo repeat
the Employee Satisfaction Questionnaire in April 2010, and
target to have various business units plan improvement and
development activites in accordance with the feedback.

Inadation o Employe Satsfacion Suve reguar fagional
visits are conducted and our communication channels

bapt open hovcanf coeci e nduT AU
between business units, management teams and Human
Resources specialsts and employees.




HUMAN RESOURCES IN AKBANK

Pl el
Internal Job Post

In keeping with e performance and efficiency,
vacancies in our organisation (together with their specific
qualifications) are first annaunced to employees thraugh the
Special area on our corporate portal,

Cur employes mayaply o hes postings over h prtal
Those employees, e deemed suitable for positions.
Toieig tanses el o rran s oicas B L ERER
to:start their new work quickly.

Employee Satisfaction at the Call Centre

The Akbank Call Centre, which occupies an important place

ithin our direct communication channels with current and
tenta customers, mprove el cantmuously e
feedback from employee satisfaction surveys in keeping

with the dynamism of the business processes.

Employee Health and Saety
The ventilation systems in our branches were installed to
provide 100% fresh air and heat recovery. By these systems,
which undergo regular maintenance, our employees are
protcted against diseases arsin from allerg reactions,

d work environments with air quality mesting stipulated
e e P SR
by preventing uncontralled air flow.

Information on epidemics or other important diseases is
regularly_given at the "Health Column’ published on the
Akbank Staff Pension Fund Trust (AKSandik] webpage. In
cases of emergency information is spread via e-mail. www.
akteksan.net]

First aid training is held for the heaith and safety of Akbank
ampopee. Claae triing o Ui SEEEINN
and o

are trained through e-Learning.

The Akbank Staff Pension Fund Trust
Akbank employees and pensioners are members of the
‘Akbank Staff Pension Fund, which is a legal fund established
in accordance with the proisions of the Social Security Law.

Services provided by this fund equal those provided by the
Social Security Institution. The fund provides health services.
for employees and pensionars and their families. Pensions of
retired employees are also paid from this fund.

The Akbank Individual Pension System with Contributions.
mmmcnrnmnnn

ank employees are also offered ‘Personal Pension
Srster (754w oo fom he Bani Emnopee
in the middle management, auditor and senior management

Bank plan. Participation in the plan is voluntary. The purpose
of the planis o ensure that employees maintain their present
lving conditions after retirement.
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Akbank contributes 1o its employees’ savings, making an
additional contribuion to the PPS agreements of employees
of managerial level at a certain percentage of their gross
salaries. Increasing motivation and loyally to the corporation
is targeted through these contributions.

“The Loyalty and motivation of ts employees are very important

followed carefully by our Human Resaurces Unit and wider
participation is encouraged.

Internal and Retired Trainer Application
Successiul,retied Akbank employees who possess training
sils are hired as “rainers” to provide thir busiess
experience and banking knowledge to

porTa trinersfoe: Aunost ol o the bk bk Foors
for new recruits is given by retired trainers; new emg

Seues T neongens nd reaon s enmenet S
knowledge and experience imparted by the retired rainers.

I the same way, employees wha are specialists in their felds
and possess the skilto rain are chosen aceording to certain
crteria and take the training of the trainer progr amme; those

erging successful become intra-bank trainers. They also
Coutue it Wik present st Dokl oS
paid a certain fee for each hour of training they give.

Akbank and Human Rights

The greatest proof of Akbank's adherence to universal
principles. regarding human- rights, wiork conditions, the

United Nations Global Compact, the most important document
ordvid o corporate socil reponiily, B sig s
document, Akban has accepted responsibily for policies and
practices such as respecting human rights, providing safe an

transparent corporate governance, and on subjects such as.
providing employees and society with sustainable values and
Benefits. Akbank promises to take its share of responsibily in
creating a more humane globalisation
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AKBANK AND THE ENVIRONMENT

Our Policy Regarding the Environment
Akbank has played a leading role in our country's Banking sector

projects for the purpose of
minimising the negative impact its activites have on the physical
environment.

Qur bank has adopted the following methods as its environmental
principles in carrying out this policy:

Conducting studies for the effcient use of natural resources
and to minimise the waste caused by our processes

Supporting recycling and reuse actvities for our employees
and all of our key stakeholders, and making efforts toincrease.
awareness in this subject,

- Initiating awareness activities in order to reduce the
environmental impacts of our actities,

- Ensuring full compliance with enviranmental laws and
regulations, fallowing developments in this field closely
and encouraging awareness in this subject among our
stakenolders,

- Establishing international cooperation and supporting
iransparency polcies in order {0 reduce the emisson of
enhouse gasses.
Carbon Disclosure Project

The Carbon Disclosure Project - CDP s 3 global niiatve taken o
gather

Around 2,800 corporations and nsttutions in 60 countries are
measuring their greenhouse gas emissions and announcing their
Strategies regarding climate to the public through COP. In this
way these corporations and insfitutions are able fo improve their
performances, setting goals for reducing harmful emissions o
the atmosph

The results made publc through COP are shared with investors,
orporations and institutions, states and governments, politicians,
public bodies, the academic world and all related institutions.

+CDP is the only global reporting system concerning climate
change.

P carries out s actvities in a wide field that covers the.
large economies of the world.

is & massive awareness and improvement project
inat S04 corponse et il i 8 58 64 i
investment

COP Turkey
P RIG o st s i
actualised abans Unirsiy Corporate anagament
o i ok sport wos e when moaton s

disclose their carbon purchases and their policies regarding
climate change, The Carbon Disclosure Project will constitute an
important step in mobilising ISE companies with regard to climate
change and greenhause gas emissions, and in forming Turkey's

Publc for the purpose of encouraging Sttes and QuiERMEMe
investors, carporations and institutions to take actiof against th
anticipated negaive impacts of climate change.
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Our_goal is to increase the awareness of corporations and Naturat Gos Consumption kWh/m/year

institutions of our country with regard to climate change, cause

constructive changes with regard to decreasing emissions, and 207 08 08
ort positive changes i the social perception of this subject,in

addition to our support in the CDP and to being the first campany in o — an o5 wn

Turkey to promise a greenhouse gas emission reportin compliance e

with international standards. As Akbank, we aim at becoming one

of the corporations that plays a leading role in this subject for T — us

the adopion and popularcato o hee pracice,boh with or e e

Solution partners and through services we shall

Natural Gas Consumption kWh/year Lz i

20 08 09 1 hesedeeae bing eportd sivc 205 Th ot re s b checkea

o — wsiws | amsam | 2sms
e Etecticty Consumption millon kWh/year

ok Oprions senam 207 0 8
]

J— a0 | resnm 50
JSR— o £
MastOpsratons 1121059

Sl Abak Sabanc Cair and Masiak Opaatons Cerre use
natural g

[ Thee st g rperedsince 2000, Th dots wre il g chckes
3% of the branches using fuel for heating purposes use gas fuel, At oo
2% use solid fuel and 35% use liquid fuel.
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Total Etectriclty Consumption KW/ /year

Brances ) @

Akbank and Energy Savings
Akbank Sabancs Contre Totat Amount of Energy Saving kWh/year

Some of the practices implemented at our Head Office and our
branches for the purgose of making savings in power and water
consumption are.

- Saings insecricy were achieved i he use of coling
stems by relacng the cooling systems n Sabanc Cnire

ich 1s our largest operaions cente. aprt rom  our
rare e T B DA

to capacit edacton and ageing vere rplaced i 2008 wih
v UPSs operating at 94% effciency.

- Sink and basin tap ar fed it prcolatrs. Thissytem
| provides 2 5-18% reduction in water consumptir

- The number of breakdowns and the amount of exhaust
gas were reduced by having the boilers and chimneys in our
branches maintained and cleaned regularly.

+ Power consumption was reduced by having the air
conditioners maintained regularly.

+The reporting of electricity, water and fuel consumption in
our branches was initated in 2009. The saving practices for
2010 shall be determined according to the resulls of th
analyses to be carried out.

~The floodlights of the front signposts of the Akbank buildings.
are lluminated with NEON. Withinthe Branch Transformation
Network project, NEON lighting is replaced with LED lighting
n repacaments due

this 2 saving
T i
el ity consumpion for Auminaton

151152
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- The tracking of electricity counters over a central system Water Consumption
is among our goals for 2010. This will enable the online Water Consumption )
monitoring and comparing of electricity consumptions. of
all branches. Another advantage s that, with centralization, a0 00 0
' In our branches shall be recovered in a shorter
time due. J— aso s s

Emissions Resulting from Business and Training Travels.

In 2009 a total distance of 5549960 km was travelled by the ook oprtons | - s
personnel transport busses used in the four buldings of the Head | et

Office units, the vehicles appointed to senior management, and by

public ransport used by employees. = , E s

of public transport for personnel in place of the use of individual
vehicles. This amounts to 921,500 peoplefyear, according to a
calculation made on an average of 250 work days i a year for 3,686 e T
people. This also reduces carbon emissions.

1 Thes st v b roortetsinc 2005 To dts wer sl b chcked

Enpioyeesiars arapoead by serien st

ot iy from Akoank Sabanc Geire, te Masa Opeatons e u a
Centre st Unraniye and Gimcssis buldngs, S o thota

Verking st Avbank Sobare Catre, ST of thoss ki At th

Wasta Oprations Centr, 7% of thse workig at the Uiranie b i
Siling I T o e i Gty o B

o wensportad oy seuks s here e ¢ sni U

e ks Meciek . LaertL L i e TR »

these vehicles, each carrying 12 peope, enables the use of public
transportinstead of private vehicles
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Water Resources

Emissions and Waste Management

S, Hirant Dam and HES

Iami Regional irectorate Kestel, Balcova, Guelisar,
and Branches Grianaz, Searivar Taba,
Alseat, Kavadore

Bursa Regional Directorate Doganc, Niter Dam, Demirtas,
and Branches Ghlos, Bipikorha, Hasanage,
Cnarckc

Akbank has no fields of operation in or close to areawith a hig
level of biodiversity or in or close to natural reservalion afeas.

Istan Sabanes Cenee Terkos Dom creased since Avbarik parlcipated in the Carbon Disclosure
o 2307 Besd shs e posta, Aark posses
o T o tspeers bothn Turkey and i the ternatonal arena
. tons
sarcunonth Euspen s | ot S, 8 Goknce,
ot Albey, Terkos, Kazandre an o m
Kreroa ke, e
akraag) Jrs— @ = s
=4
Branches o th Asin ide Omer, Evmat, D e,
o anbul eton Rver.Sipikiers e b
et
s egonn Drcirne | amior Kuesan, i .
ondBronches ok, A, Acaiops D, [ [
Ko SagnCuk . i
Kamak Keshadory Damand

[ Thes ot v bingrortedsince 2009 The dta were i i checd

Other Fuel Wood, Coa,Diesel Fual

carbon emission caused by the consumption of other fuel wood.
o e sl tan ] by o ranches n 2007 approdmately
29171
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Garbon Emissian as  Resultof Elctricity Consumption, tons

g repering.

our goals.

Garbon Emission According to KPI Targets tons

1 Thes ot s bingrporetsinc 2009 To dts wer i g chckes

Akbank Sabanci Centre's key performance. indicators (KPI)
regarding emission reduction have been given in
chart. However, determining the KPIs for our branches is among

the following

NaturatGae oo oo oo
Eoniimpon -2
T o o 1

n increase was abserved n th carbon emisson gols per m?
red to previous years due to the fact that new servers were
instlld n 2008

Refectory wastewater lines in aur sevice buildings are separate
5

from the existing installation. This enables the use of traps
in order to_ prevent the grease produced in the kitchens from
leaking into the city sewer system. Planning has been made fo

provide the Gebze ABC Akbank Banking Complex, which will be.
‘commissioned in 2010, with recycling facilties for waste grease.

The 'Give Lifeto Trees’ Campaign le-Extract)
n Akbank an intensive campaign to promote e-extracts fas been
Contribute to the protection of the environment by abandoning
printed extracts was emphasised

ihe c
carried out simultaneously with this campaign, and our campaign
/a5 at times supported with chip-money rewards as an incentive.

Proacie e-extract efnion tansacions were complted for
the last customer group with an e-extract potential in 2009.
eeneitt oA e S G MR

2009 e-Extract Performance

- The number of customers receiving extracts via e-mail and
text messages that was 250,000 in January reached 1,176,000
with a 470% increase.

- e-extract penetration in the number of active extracts
reached 35%.

~The savings achieved thraugh e-extracts defined in 2009 is
approximately TL 5,667,000" lapproximately 515 treesl, and
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TL 12,000,000* app y

1,131 trees]
* The extract delivery unit prices were taken as TL 0.9

& payment made to Akbank in 2009 for 699,143 kg waste paper
o oy amosnedto T 17 65
so, after the Akbank Corporate Portal was commissioned a
ifciont use was ancouraged, » saing of 131,672.30 Ak hests
(657 tons) has been achieved since 2006. This prevented 11,171
trees from being cut,
Reclaiming technological waste
Technological waste is disposed of through scrap sales or

A
2007 2008 2009
38| %3 | &| &7 [RE| 5| 53 K@ &
ES hera-isgasse]- [ [ssea]- i
Montors ot [rssfem
Passtoo prmers 110 |~ |- [aés
oo Mapriversfpt |- |50
Caserprners o9 |~ J5 Jura
P05 Equpments |- 2] p00ps

Automatic Banking Machines Out of Use.

Years 2006 2007 2008 2009
Sold 5 w2 -

Abroad

Sold for 9% 7 5 166
Spare.

Parts

Total 9 554 5 164

360 degrees HR [Human Resources Portal]

On-line natifcations of payroll viewing, overtime natifica

business travel nofifications, and cash’ indemnity nmm:ahuns
began in the last quarter o 2007 through the 38 do

Fortl, ol accssile by Akbank playes. wich Sabieda
Tamitiam seonary npapt U
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Paper Saved Through On-Line Payroll Viewing

Vears Total Paper Saing lpes |
205 months) | 117.200
2008 0
209 wna7
Total v

Branch Without Paper
The Branch Without Paper applications initated in 2008 enabled
transactions between the centre and the branches that had been
carried out on paper to be managed electronically. The aim of this

of photacopiers and fax machines] between Akbank Head Office and
the branches. Through this projecta daly saving of 40,000 phatacopies
and 2 10% effciency in operational transactions were achieved.

Afurther sming of 200000 shees s shieved by commiting

ceports prnted n hebraches e o oo ta0e banse

magnetic media, and has provided an active reduction in
Papar nd (o corsumpton 25 wa, o5 crecaing g
archiving etc.

The funds provided by Adbank ffom the European
Ivestment Bank have reached USS 94

Akgank has signed » v loan sorsement of €150 milon

and EIB made available to SMES through Akbank. The loan
s provded i the scope o the Framevork Agrment
approved by the European Commission and the

e Tor e o o e AT
and was supplied to Akbank in order that the real sector
should be supported in the process of Turkey's oining the
European Union,

Remarking on the loan from EIB, Akbank CED Ziya Akkurt
said "This loan will ensure that the long-term financing
needs of our SMES will be met at more advantageous costs.
Tenagh e v, s Akank ol o el
sector and contribute t the growth of the economy

Executive Vice President Hilya Kefeli, who is responsible
for Akbank International Banking, said "Our cooperation

conditions. The Keeping with Akbank's
pora Socat RessensblIo s AT S

artcles regarding economic growth, social welfare and the

protection of the enviranmen.
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Environmentalist Loans

This new product, designed for the financing of heat/fuel
saving expenses of individuals, such as conversion o natural

panels, shall be at our custamers' service in
Financing support shall alsa be provided for measures
targeting an increase in energy efficiency to be implemented
panies, such as the installation of facade insulation,
electricity and heat cogeneration, electriciy-fuel_heating
conversion, boilers, steam systems, cooling systems, ener
transmission systems, lighting _systems, ~rehabiliation
of insulation, energy management systems, building
management systems and conversion to renawable energy.

Environmentally Sensitive Technologies
e follw techoloial developments closly in arder o
be able to provide our customers with speedier, safer and
T e (o R e o 1
qualiy, we are more aware of our negative impact arising
from the use of technology, and make the necessary efforts
to decrease this impact,

The number of servers we use to provide our customers with
faster and safer, but at the same fime more ecanomic service
is increasing day by day. Virtualisation technology, which

and electricity consumption of physical machines and the
corresponding virtual machines is given below,

Qur Information Technologies Hardware Unit conducts the
maiienance work for ceran echnolgi daices used i
Akbank [POS terminals, Laptop computers, mont

frinar, sanmers e, Caad s RN

components are preferred when elsctronic components are
to be purchased for maintenance purposes.

Aot Vit server [syesr] PhysiatServer tSipear
2009 | Decaooy | sune2009 | Decraoey

Cong | 4161 7680 P s120

ey | 2765 sioss 9367 167480

Additionally, LCD monitors have been used instead of CRT for
the last three years in order to reduce energy consumption
and special announcements have been reminding

ffice, and necesary projects hae been conducted to

I 2009, the infrastructure necessary for video conferencing
was, installed in Sabanci Cenire, Maslak, Umraniye and 20
Regionl. Dircctorate buildings, ta decrease the number of
rips between offices for meelings.
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Usage Data or Alternative Distribution Channels (ADCs) The Akbank Emergency and Contingency Plan
Akbank considers the technological  development of ADCs Akbank has an ‘Emergency and Contingency Plan’ to be
important. The number of customers using our channels is implemented in the case of fire, disasters, mass poisoning,
monitored on a monthly basis. The increase in the number viruses, terror stc. in its branches, where services are supplied.
of aur customers using ADCS reduces the number coming to orinihe eadOfice and i deparimens, where operaion, conral,
our branches for banking transactions, and makes a positive xecution and support actities are carried out. This plan
contribution to our effots for reducing carbon release. redioved renlary oo AN E R R
o on the Internal
of Banks," the legal arrangement regarding Continuation of
2007 2008 2009 | Activites in Banks.
The Public Emergency Management Committee formed upan
Neresenet 28050 | 3299032 | 355669 decree of the Akbank Board of Directors for the purpose of the
Active ADC. Management of Continuity of Business is answerable to the CEQ.
et Committee meetings are held once every 3 mant
Rt o s | s continues providing banking services in the event of a disaster
o natural disasters such o5 earthquakes, floods et and terrorisml.
Using Akbank’s Public Emergency Centre (PEC] is currently within the
e boundaries of Istanbul, Works ta ensure that the PEC is capable of
 Thekr providing services in lzmir were initiated in 2009 and it was decided
e that the works should be projected in 2010.

The sk concering  possse fre i the sytem rooms f the

SC Data Procesing Cenir, where dal procesing hardware
cquipment 5 loca ey S TR

Secipcd through the ntaNsion of et UEEMENEIE S
1o replace carbon dioxide with Novac1232, the use of which was
made mandatory by the Kyota resolutions, will be implemented
in2010.




AKBANK AND SOCIAL
ENGAGEMENT PRACTICES

Akbank believes that an important part of corporate responsibilty
Due to the nature of

akes
it b s th i it g e RIS

les n supporting social developmert
the sector in which it carries out operations, our Banl

The trining f b given ams ot devlaingand diersiing
teachers” educational methods
of the second phase is

economic stabilly

Work for Akbank's social engagement practices is carried out by

the Corporate Communication Department

teachers using this model actively, so that students' thinking
skils are strengthened in class in such a way

| 200,000 students taught by th

programme wil internalise the abilty to question what they
hear and to form their own opinions. The training given to

Powier of Thinking
In its 60th year Akbank, in order to provide an innovative
foute for the education system, aims at reaching hundreds

f thousands of students through its ‘Power of Thinking’
project.
The aim of the project is to reach 200,000 students every

year through teachers in order to develop these students”
thinking skills

The aim of the first phase of the project, to be actualised
under the

f “critical thinking'. Methods for
daveloping the skill of critcal thinking, among the common
basic skils to b 15 in'accordance with the

U be popularised among 160 trainers and 6,600 teachers
by specialised trainers.

| the teachers consists of & subjects: active learning, qualities
| of the asking-questioning student, teaching methods and
techniques, course planning and evaluation, methods
for teaching in different disciplines and multdisciplinary
teaching, and active learning.

st dusunmegucuorg.

The Akbank Thinking Club
Akbank founded the ‘Akbank Thinking Club’
in order to think together with youth, which
important _ representatives of _continuous _ development
innovation,in order to create a joint value for Turkey's future.

in September 2008
is among the most
and

The Akbank Thinking Club has opened the gates of a new formation
hers youl il be tomorrow’s innovative force and who will
Turkey's future, willfeel privileged and will be able

e
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The Purpose of the Akbank Thinking

+To unite, academically and socially, successful young people.
under the Akbank brand,

Cbis;

e e it
Akbark Senior Management and young people
o craut s sorce o lie s presiis o U
future by ensuring the continuity o this formation,
+To ensure that Club members deeply interested in their
country and their environment walk with the Akbank brand
through their lives,
- To support the development of youth, creating a sense of
oyatty and belonging,
+To develop Turkey's innovative and creative potential,
The introductory activies for the Akbank Thinking Club were
eld in eight universites at the beginning of the academic year
(September 2008] through various activities and channels, and
1,650 students applied to jon the club i is firstyear.

Ui

sties in which club activiies are conducted;

~Sabanc: University
-Middle East Technical University
- Bilkent University

~Bogatici University

Istanbul Technical University

~Kog University
+Bilgi University

~Gukurova University

imovative, etrare, anabytclly minded, communicatt, resl
rtents. icined to team wor ard capble of mullpespecive
Though, were admited in the frst year o the

s of 3 teents eetin the hter con b ceceped.

ke simiar orgaizatins, the Akbank Thinkng Cu s

designed s s cnetime sty whers aly workhass ar held, bt
e Gargeing e
membars s RO Akbank

recutves, workehops W academicans, together Wil
stiis sirengthening the club tructure snd supporing i
‘and friendship are organised within the body ofthe,

The Aktark Tnnking l lso has  yearty competition imvoting
intellectual study on a theme set by Akbank Management. The
st year aroup acthties carricd ot By the embers G the thme
"How can 3 globally ambitious and creative environment/culture

be crwint 1 Tt emcaaTe AEE R S
o seademicans ani merbers of the prs. The SUdent B 1
ecpare s ok oo T SRS U

hool

During the 2009 - 2010 academic year, which was the second year
gi.he Akbak Thinking lu,  Eal Uniersiy and Slaasarey
U < rtucec among the merer unversties, which

R ot of ik s TR T
i
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28 more students were admifted to the club in its secand year, my life that consisted only of courses. The club helped my social
increasing the number of members to 50, through a procedure. ife to develop. For instance, as club members we are invited to al
similar to the acceptance process of the first year, which social and cultural events organised by Akbank. We go to concerts.
imvlved personliy imentois. evaluaton cnire sppictions We are accommodated at beauiful places in Istanbul, where we
and interview: come for meeings, and go to dinners and special events. We join
I our second year that encompasses the 2009 - 2010 academic Franky, | feel privileged! Akbank and our Club have a very special

year, the theme chosen is 'What are the trends that affect lives? place in my lfe and | believe this will Lt for years."

How should financial services be in consideration of these trends?”
In this new academic year too, works will be evaluated by a jury | | EXPERIENCED BEING AT HARVARD.
consisting of academicians, members of the press, specialsts and e
was also among the team that won the compeition last year.
executives, and the members of the successful team will be e e L b Lo

TR T e S S A reward; | was one of them. It was 3 summer school lasting seven

CAN OZORETMEN weaks, from June to August. | took two courses that | chose. It was

METU 4TH YEAR STUDENT
“ISPENT A SUMMER AT HARVARD

tosee the U.S.A. for the first time. All of our expenses were covered
by Akbank. | met people with other nationalites. It was a beauifu,
unforgettable experience.”
THE POSTERS ATTRACTED MY ATTENTION
% am a ath year student in the Ortadogu Technical
Unversy ndusral, Engrneuring_ Doparet, |
ame across the club during my 3rd year. | saw the.
Mo Think, Tharaforn Are You 2 beechiemsH{ SRS
diferent, it atracted my attention. It mentioned
Summer schools; there were expressions such as
“club of the chosen.'| was curious and applied. |
attend all meetings and workshops regularly.”

akbankdusuncekulubu com

Make a Wish
The 'Make a Wish' foundation is a voluntary organization that was
founded in order to fulil the wishes of children between 2 and 18

5 of age who are fighting lfe-threatening diseases. It has been
carrying out actiities in Turkey since 2000. The goalof ‘Make a Wish',
which s active in mre than 30 caunties throughout the world and

FIRST | MADE 21 FRIENDS, NOW THERE
ARE 50 OF US
There are very important things the club addedio my 4
e, First of all, | made 21 wanderful riends.| acquiree
target apart from my courses. | was able to take @ breakfro feelings of hope, endurance and joy, which It beleves to play an
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important role in the development of society, by helping these
chldren trying to hold on ife, have their wishes come true
in magic settings. Akbank emplayees play an active role in
fulfling these children’s wishes.

Platform for Danation via Credit Card
Al e formed s bridge o donatins f tenAssacitions
and Foundations. that are active in Turkey and that seek
1o promats the public wellare, These ard: Make 8 Wihy
Directorate of Darlaceze Institution, the Darlssafaka

or through automatic
tomatic donation order from a credit card
or making 2 lump-sum donation is a5 easy as clicking on the
related link on the Indiidual Internet Branch, or calling the
Telephone Branch. A dedicated system has been formed within
the body of Akbank for this purpose.

This application has enabled our customers to forward their
donations to the related non-governmental organisations
and has instlled in them the trust that their donations
are forwarded to the related associations, and also h
provided associations and foundations with an opportunity
for a regular income. The Assaciations and Foundations to
be included into this platform were carefully investigated by
o e e s clt
criterion. The platiorm work was initiated a

permissions ware ovained in ccordance with g
Law of Associations. In 2009 donations amaunting 1o

over TL 50,000 were forwarded to these Associations and
Foundatians thraugh the Akbank Donation Platform,

CERN Summer Scholarship

Through the ‘Engin Arik Fund’ created by his colleagues for
Prof. Dr. Engin Arik, who lost his [fe in the aeropla

in Isparta, Akbank has undertaken to pay the tuition fees
of 2 students to be sent to the European Centre of Nuclear

i

of the world. Akbank is glad to be among the supporters of
project, iniiated in order to provide our country with highly-
qualified physicists.
KAGIDER BIZ
The Development Centre for Women, 'BiZ’, founded by
KAGIDER and aiming at bringing women together in order
fo increase ther indvial produciy. wss _opene
r Akbank's sponsorship on 26 May 2009. Through
e B proct, whieh e e i |
the participation of wamen in_econamic. lfe, important

academicians, non-governmental organisations for women

of the BIZ nfrastructure, will be offered.

The “Strengthening Women' workshops, 'Leadership of
isored mentorig and counsling
ihe ' am establishing my Business’ an
o Devsapmelia BT A pmv\ded
by sucevesos . specbt VS ARAE DER A
B0, for which Aitani NS perioical nancil
umaalog.laming. saminars o whch heates conoic
developr el el
RN . - o s i aponer.
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‘Among the fields of activity of BIZ, the Centre for Advancement
of Women. are_enirepreneurship werkshops, seminars and

I exhiitions 12 s o supperting tne sciviies of
Ron-governmenta organisations focused o women si
Endeavor

‘Endeavor’ is a non-governmental arganisation founded to
contribute to economic development in developing countries by
supporting active entrepreneurs. In 2006 Endeavor, the centre.
1 which s in New York, commenced i achies i Turkey
Endeavor makes an important contrbution todeveloping
cconomies b dentifing snd supporing active nlrepreneurs

Akbank has been Endeavor's corporate sponsor since 2007.

sponsnr'mv which stll continues. Akbank continues with th
support it gives entrepreneurs through Endeavor

The Istanbul Film Festival

ank has bao the maor upporter
o e Internainal. Fim Festvl whieh has boen
iving the ot stsot oo g e
cinema world to cinemagoers and contributing to
he formation of cinema culture through special
activties held with the participation of cinema
Stars and master directors. The festival atiracts
almost 200,000 viewers each year, mostlyyoung
people. s among the greatest organisations
of the cinema sector, involving various lives,

different points of view and a rich programme. Akbank expects
to work with IKSV lstanbul Foundation for Culture and Arts] for
many years in this estival.

Contemporary Istanbul

Contemporary Istanbul, the ‘modern
and contemporary art’ event with the

&

e country’s cultural and artistie e 0o

the contribution it makes
rganisation of  Contemporary
Istanbul, most import

December 2009, Contemporary Istanbul braught art lovers and
the international_contemporary art environment together for
the fourth time. The event was held in the Rumelj Halls of the
Istanbul Litfi Kirdar Congress and Exhibition Centre under the.
main sponsorship of Akbank Private Banking, brought together
contemporary art galleries, artists and works from Turkey and
from aboar

and international galleries, artsts from all over the world,
collectors, museum directors, curators, art critics, members
of the prass and art lovers come together under the roof of
the Lutf Kirdar International Congress and Exhibition Cenre.
In_addition to the main event, Contemporary stanbul presents.

ents and art projects throughout the year, from
discussion panls to exhibitions, in order to make contributions
to the country’s aristc development,
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Akbank Art

Hosting culture and art, Akbank Art has been reaching
art lovers since 1993 through a wide variety of actiites
such as exhibitions, workshops, dance, theatre, concerts
and movies. Akbank's mission is to bring art performed
throughout the world to lstanbul, to suppart Turkish
artists abroad, and to bring contemporary foreign

artsts Gageher with the ot audence of Istanbul
Akbank Art has now become a venue that artists
o o ateons sy sid O e

Akbank Art has conducted many intellectual
enterprises by inviting world-famous philosophers,
artsts and writers to Istanbul. Providing a place
for newly emerging young artists s well as hosting
the greatest ving thinkers, Akbank Art has continued to
support the davelopment of future generations as well as
contemporary art in Turkey.

Kbank Art attracted attention due to he diversity of its
activities in 2009. A number of varied audience graups were
reached through different actites.

Disinguished exampls of conemporaryart were preserted

s ot prsonal and group sxhbiins with the
AT B b A s A
an important contribution to_the

contributes to Akbank Art’s respectabiliy not only i Turkey

but also throughout Europe. The second stop of the ‘A
Journey with no Return’ Exhibition held in Akbank At in
2009 was ' Faundaton London Fochelle School in London

in environment providing art lovers with the opportunity for
Iraraeig perkps o A
movie projections and warkshops.

The e Com e S

seminars, warkshops and conversations as a platform
P T
structure of contemporary art. Fields such as cinema,

shotsgraphy, phiosopty, itoy of ar, Wraure e
comprised the main fitle of these workshop prograr

Thess events were organised wilh the Dartipation. of
invited quests, curators, philosophers and socialogists. The
actiies hild v o SRS (e
he concept o contemporaryart tht s il nte processof
fevelopment in our country. These activities, in which there
are music, design and art worl ksmws for children as well as
for adults, have attracted great interes

Many Turkish and foreign arfists met art lovers in the
activties [Piano Days, Guitar Days and Barogque Music Days]
feld in the Mult-Purpose Hall. World-renowned artists such
Isiin Onay. Roland Dyens, Ana Vidovic, Eduardo Egiez,
Natalie Clei, and Sandra Pires have given concerts at Akbank
tion to cancerts, leaing writers, posts and crtics
of the literary and artistic world have attended panels and
dlsnussmns within the scope of the Literature Days and Art
idimportant names of the world of photography have
Wbty
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The Zeynep Tanbay Dance Project (ZTDPI, which Akbank

urkey and abraad with the 4 Feet and Vivaldi - Stravinsky

choreographies. ZTDP has held the premieres of e

new project for 2009, through two performances in the CRR
nd CKM halis.

In addition to workshops lead by choreographers and
dance tutors of international renown, dance training
for both children and aduls have alsa continued in
the Akbank Art Dance Workshop.

Jose Rivera's play References to Salvador Dal
Make Me Hot' and the groups 'The Shape of
Things’, widely admired in the previous years.
were performed by the New Generation Theare.

The Karagoz and Puppet Theare has held its performances
both in Akbank Art and on fours.

The Gitre'sTreire s perormee iy Talewitin Fary

inois the Happes””. s in he provious year
e Charo s Theatre W on o oo it s Fraschnl
Our Fight train and brought the play Wha s the Happiest?
performed on the theatre-car, to_thousands of children in
forty-twa different provinces from Edirne to Kars,

The Akbank Chamber Orchestra, conducted by Cem Mansur,
1 Resit Rey Concert Hall
and the Caddebostan Culture Centre with world-famous
Paulssan and Alexander Mafko,
Also, the concert ttled ‘Bachlama’ was performed (inder the
Istanbul International Music Festival.

Award-winning films at the Akbank 5th Short
Film Festival were shown at nineteen universities and
reached a large audience.

The Akbank 19th Jazz Festival once more accommodated
the mast important jazz artists of the world between 15-25
October, and provided music lovers with the opportunty of
partciatng n tisfast. Worl (amous names under four
separste conepts Uszz of the Word, Jazzan Campus,
i
e yeor it the ot of e St of ne Gy’ Varts
panels, discussions and workshops were alsa held at the
festival, which brought more than 160 artsts to jazz fans in
thirty-two concerts

Turkieh and trnational rfrence books in fild such 33

hey o . cherm e R I
music ;nnal logy and all books published
b b oo to 4t s ot e Ak A ey
e o S A

An archive of about 2,000 CDs, most of which are classical
music and jazz albums, are available to music lovers in the
Music Room. Also, mavies exhibited at the Akbank Short
Film Festival can aiso be viewed i the Music Room.

The “Akbank Map of Contemporary Art’ was initated in
2009 in order to form an up-to-date and fluent network by
reinforcing the bonds between works carried out in the field

institutions are known better among lovers ofart, The Akbank
p of Contemporary Art was also presented to Turkish and
foreign artviewers through the internet



GRIINDEX

Performance

Profile Indicators Explanation
1.Strategy and
Analysis
1 CEO Statement Full 14,58
12 Impact of operational activiy, key risks | Ful 1-4,5-8,31-32,35-36, 37-38, 47-49, 63
and opportunities
21 Name of the organization Full 203
22 Primary brands, products and services | Full 15 Benic Scopef Al
Akbank Branch Network & Subsidiaries.
. Oor rsinan Unt
For detailed product and service information please.
see tabs and sub-menus from.
www. akbank.com website




GRIINDEX

23 Operational structure of the Full 18, Organizational Chart
organization 19, Segment-based structure
20, Akbank Branch Network & Subsidiaries.
24 Location of arganization's. Full m
headguarters
25 Countries where the organization Full 202
operates.
26 Ownership structure and legal form Full 17-18
27 Markets served Full 19-20
28 Scale ofthe organization profile Full 2%
29 Sanitean changes recanhna iR Full 18
tructure or ownershi
210 Avards Full 528




GRIINDEX

a1 Reporting periad Full 2
32 Date of the most recent report Full sasenk 200 saste R A
of the camp:
a3 Reporting cycle Full ko0 oty st eI
ofthe comy
34 o Full 23
regarding the re
35 Process for defining report content Full 29-31, About the Report, AAT000 Process
36, Sustainabily Task Group.
36 Boundary of the report Full 2930
a7 Limitations of the scope or boundary. Full 2030
ofthe report




GRIINDEX

38 Basis for reporting on joint ventures Full Akbank 2009 Sustaiabily Repor ncludes al social
econamic and enviranmentl corporate performan
< bk .51 the ot of Tukey o sionac

39 Data measurement echniques and Full 29,3638

bases of calculatior

310 Re-statements of information Full Aaaenk 200y St DEERE SR

ofthe camy

EX] Changes from previous reporting Full Mty

periods in the scope, boundary or ofthe comp:
measurement methods
a1 GRl Index Full 181-208
a1 External assurance NA s 00 sustmaiity RS

in accordance with the level C requirements of the.
6RI 63 Principles,
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Commitments
engagement

4 Sovernane siructur of the Full i o
arganizatio 52, Corporate Disclosure Pol
5655 Akbank nternationat Adv
B e
Akbank |
http/fwwi.akbank,com/doc
CORPORATEGOVERNANCE:
REPORT.paf (Page no- 11 -12)
42 Independence of the Chlrman of the Full w951
Supervisory Boa
43 Number of independent members in Full 5051
the highest gavernance body.
“ Full 53-54, Our Shareholders and Investors

o-determinalion right of employees
and shareholder

128, Internal Communication in Akbank
138, Akbank Corporate Portal
139, Akbank Ethics Line
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45 Linkage between executive Partly 14, 4955
compensation and achievement of
sustainability goals
. Processinplace o avoid cnticts Ful
ofinterest For detaid formaton Akark Ethicl Princiles
oo akbank com/ethical-principles.aspx
4 Qualifcations and expertise of the Full
highest governance body regarding
CsR
Values, mission statements, principles |~ Full
and cades of conduct of organization
relevant o sustainability
“ Oversight o sustainability Full 3:4,35:36,49
performance and relevant risks by the
Board o Management
410 Assessment of the performance of Partly

the Board of Management regarding
sustainabilit

Precautionary approaghl

1-2,5-6,56, 57, 94-110, 147-148, 166
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12 Support for external econormic, Full 314,13-14,23, 49, 56, 146 - 148
environmental and social activites

413 Memberships in associations and Full 5
representations of nterests

44 Stakehalder groups engaged by the Full 43
organization

415 Bass for dertifcatonandselection Full 36-37, Stakehalder Identification Pr
of stakenolders $7-36, MaterittyChart fr Sakeolder dertiication

416 Approaches o staetolder Full 36,38
engagem

a1 Key stakeholder topics Full 748
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Performance
Indicators

Economic

Ect Direct economic value generated Full 22, Key Financial Figures and Loans
24 Comparative Results
For detailed financial results please visit our web
site and related pages at http/fwiw.akbank com/
financial-highlights.aspx
Ec: Financial implications due to Partly 57, 147-148, 149
climate change
2] Orgaization's defned beeft plan Full 144
obligatio
2] Pracedures forlocal hiring Partly
o bt 877 brachas i TS S TSR R
locally all around of Turkey.
Eca Impac of nfasiucture nvesiments partly 173-180

and s
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€0y Indirect ecanamic impact partly 7,25,63:72,103, 162

ens Direct energy consumption Partly 15151

Ene Indirect energy consumption partly 150-151

Ens Eneray savings Party 151153

EN Eneray eficient products and services |  Partly 162164

eny Energy reducion nitiatives Partly 147-148, 152-153, 163166

Eng Total water withdrawal Ful 154155

Eng Water resaurces Full 154155

Entt Production plants in protected areas £ull Akbank does not have any branches or actites in or
around the protection aes.
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ENi2 Sicant imact i cib U] Akbank has 1o sgnifiantmpac on bioversiyinor

rotected a around the protection area:

Nl Strategies, operations and objectives Full Not reparted as it does not exist in neither Akbank's

regarding biodiversity perations nor Akbank's material issuss regarding
sustainabily.

ENIS Areas with IUCN Red List species Full Not reported as it does not exist in neither Akbank's
operations nor Akbank's material issues regarding
sustainabily.

NG Direct and indirect greenhouse. Partly 156-157

gas emissions.

ENig Initatives to reduce greenhouse gas. Partly 152-153, 156, 163-164, 166

emissions and reductions achieved

Enz2 Total weight of waste by type and Partly 157-160

disposal method

N3 Significant spills Full 158
There is no chemical o oil leakage originated from.
Akbanks operations
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EN2o Initatives to mitigate of harmful Full 151, Energy Savings
environmental impact of products. 153, Business Travels
156, Emissions and Waste Management
158, Give Life to Trees
159, Technological Waste.
161, Branch without Paper
163, Environmentally Sensitive Technologies
ENs Significant fines and sanctians Full Akbank has notfined as of not complying with
for non-compliance with environmental laws and regulations during the
environmental Laws. repartin period.
N Significant environmentalimpact Full 153
of transparting products, goods,
materials and members of the
workforce
Labor practices and
LAt Breakdown of workforce by Partly 12
employment,type, contract
and region
La2 Employee fluctuation ratio




GRIINDEX

Las Benefits provided only to full time Full 129 The Bank of Laarners and Teschers
employees 140, Performance ManagementSystem
143, Equal Career Opportunity
144 Pansion Fands oo Inawdua Penson System
165, Retired Trainer Application
Lad Percentage of employees covered by, Full 125
collective bargaining agreements
a7 Injuries, occupational diseas Full 128
working days ost, bsente rate and
work related fatalties
LAt Education and further trining Full 130,133-134
Lan Skills management and lfelong Full 129, The Bank of Learners and Teachers
learning that su pmnhewmmued LT
employability of employee: 133, Trainine
136, Sper Shento Rafas
137, Master's Degree Opportuni
La12 Employee performance and career. partly 140122
development reviews
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La13 Dnersiy i sefor managementand Full 125126
mployee structu
HRA Incidents ofdiscrimnaion and Partly 34, 57-58, 125, 211-212 [UNGC Principle 6]
HRS Operatons with signfcnt risk Full 125,211-212 (UNGC Principle 3]
concerning the freedom of association
and callective bargaining
HRé Operations with significant risk for Full 126,211-212 (UNGC Principle 5
incidents of child abor
HR7 Operations with significant Full 127,211-212 [UNGC Principle 4
risk for incidents of forced and.
compulsary labor
HRS Total number of ncidents of violations | Full Ther has boon 1o vacationagalnat uman ights and
Involing ights ofndigenous popla ‘Akbank has not fined because of this reasor
and actions ta




GRIINDEX
Product Performanc
PR2 Healhand saety of products - Full There has been no incidents of non-compliance
-complianc with regulations and voluntary codes concerning
health and safety impacts of products and services.
during their lfe cycle, by type o outcomes during
the reporing period.
PR3 Principles and measures related Full 127128
1o product and service informaion
and labelling
PRS Product and service information - Full Akbank complies with regulations and voluntary.
non-complianci codes concerning it products and services
PRS Customer satisfaction Full 47,Call Cens
88,92, Dpemhcnscemre
106, Complai
16 tomar Sasfcon urvey
PRY Significant fines for non-compliance. Full Akbank has notfined as of not complying law
with laws and regulations concerning and regulations concerning the pravsion and
the provision and use of products use of products.
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so1 Significant fines for non-compliance. Partly 147148
i aws and regulaton concering
the provision and use of products.
s02 Number of business units analyzed for || Full 96,98, Auditing and Control Activities in Akbank
corruption-related risks.
so3 Employee training regarding Full Bt A0 Ul B
anti-carruption e-learn!
sos Anti-corruption measures Full 57, Ethical Bankin
96, Auditing and Control Activties
110, Compliance Uni
sos Public policy positions and Partly &
participation in public policy
levelopment and lobbying
so8 Non-complancewithlowsand Full There has been no incidents of non-compliance
regutat with regulations and voluntary codes during the
reporting period.




UNGC INDEX

GRl Indicator

Ten Principl

Human Rights

! Busineses shouldsupportand repect the protectonaf | 2,4,3, 146
B e
Principle 2 Businesses should make sure that hey are ot 2,6,33,146

complicitin human rights abuse

Principle 3 Businesses should uphald the freedom of association 41,125
and the effective recognition of the right t collective bargaining.

Principle 4 Businesses should uphold the elimination of all forms of | 127
forced and compulsory labour.

Principle 5 Businesses should uphald the effective abolition
of child labour.

Principle 6 Businesses should uphold the eliminationaf 34,5758, 123-126

discrimination in respect of employment and occugation.




. UNGC INDEX

FPrincpte T Susinesces shoud supprta recautonar aprascGl | 2. 147147
environmental challenge:

Principle 8 Businesses should undertake iniiatives to promote 2,3-5,33, 147149
greater enviranmental responsibilty.

Principle 9 Businesses should encourage the development and 147-148, 161164
diffusion of environmentally friendly technologies:

Principle 10 Businesses should work against corruption in all s
forms, including extortion and bribery.

33-34, 49-50, 57-69, 115-116, 139-140
Akbank Ethical Principles.
http v kbank.com/ethical-principles.aspx




CONTACT AND CREDITS

AKBANK T.A.S. HEAD OFFICE

Sabanci Center 34330 4. Levent / istanbul
Phone : 90 212 385 55 55
Fax:90212 269 7787

9021228033 43

www.akbank.com |

For all Inquiries about the
Akbank Sustainability Report
Cenk Goksan
Investor Relations Department
cenk.goksan(@akbank.com

Arbil Oztozlu
Investor Relations Department
arbil.oztozlu@akbank.com

Cenk Tiirker, PhD
Investor Relations Department
cenk turkerfBakbank com Repae{ o
FCS Fnansl letiom Hametleri Lid.St.




