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INTRODUCTION

NAVIGATION OF THE REPORT
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Intellectual Capital
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Social and Relationship Capital

Your comments are invaluable.
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Human Capital

CAPITALS

The navigation symbols below are @
used within the report to depict the =
links between Ziraat Bank’s strategy, Natural Capital
capitals and key performance
indicators.
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Manufactured Capital

We would like to continue disclosing transparent and reliable information for our stakeholders. Your views on

how we can further improve our report in the future will guide us.

Please share your ideas via
sustainability@ziraatbank.com.tr

@\ Page reference

Information accessible from internet

ABOUT THE REPORT

SCOPE OF THE REPORT

The integrated annual report addresses the economic,
environmental and social performance of Ziraat Bank for
the period between January 1, 2020 and December 31, 2020
under a holistic approach. The report includes information
regarding the Bank’s banking activities and its domestic and
international subsidiaries.

The report sets out Ziraat Bank’s corporate strategy,
foresight and goals for the future, and its ability to
create long-term value in a multifaceted and integrated
perspective.

The report of is in compliance with the minimum annual
reporting requirements of Banking Regulation Surveillance
Association (BRSA) and Turkish Commercial Law legal
frameworks.

The integrated annual report is prepared in compliance
with the International Integrated Reporting Framework
recommended by IIRC and “Core” Option of GRI Standards
published by Global Reporting Initiative (GRI). Content

of the report is compiled in accordance with the content
determination methods described in GRI standards,
mainly with materiality analysis. Performance indicators
are presented mainly in the context of “GRI Standards”
disclosures.

772X\, SUSTAINABLE £ &
@ DEVELOPMENT =..SAI..S

Ziraat Bank’s activities which are considered to contribute to the SDGs
within the scope of its service cycle are addressed in detail in various
sections of this report. The colored SDGs shown in the infographic
below indicate the ones which are prioritized by Ziraat Bank.
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The 2020 integrated annual report includes detailed
information on Ziraat Bank’s governance approach,
sustainability approach, interaction with its stakeholders,
priority issues and the economic, social and the
environmental value which it generates. In the report, the
Bank’s activities are covered within the framework of six
different capital items in parallel with the classification

of capital items proposed by the International Integrated
Reporting Council (IIRC). Furthermore, within the scope of
the United Nations Sustainable Development Goals (SDG),
elements directly or indirectly contributed by the Bank have
been identified and reflected in the report.

The financial indicators in the report are derived from data
disclosed in Ziraat Bank’s independently audited, solo and
consolidated financial statements.

PERIOD OF THE REPORT
This report, unless otherwise stated, covers the period
between January 1, 2020 and December 31, 2020.

The data contained in this report constitutes benchmarking
criteria for the integrated annual reports which Ziraat Bank
will publish in the coming periods.

REPORTING CYCLE

Ziraat Bank publishes its Integrated Annual Report on an
annual basis. The Bank plans to report its activities annually
in the following years.

THE COVER PAINTING

ibrahim Safi

Ziraat Bank Headquarters Building
Qil painting, 50x70 cm
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ibrahim Calli - Harman (Harvest)

(1882-1960) He entered to Sanayi-i
Nefise Mekteb-i Ali (school of fine
arts) in 1906 and became a student of
masters such as Salvator Valeri, Warnia
and Zarzecki. His work named “Harman
(Harvest)”, which belongs to the Ziraat
Bank Art Collection and dated to 1928,
has a different significance because it
is the only work among Calli’s paintings
that has the largest dimensions. The
importance of the work is also reinforced
by the choice of subject. The meaning of
inclusion peasant and village life among
Calli’'s compositions is to emphasize
the importance of social development
meeting with agriculture.

Oil on canvas, 1928, 450x530 cm.

We create value

for a sustainable
world.

ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT
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ZIRAAT BANK PAINTING COLLECTION

For art, in art

Ziraat Bank has supported economic and social
development on the basis of integration with the public
since the early years of the Republic, and always served

as an example and a pioneer by overcoming the various
problems and challenges in the first years of the Republic.
Representing the action program which was behind Turkey’s
economic development in an architectural monument with
the construction of the Ulus Headquarters Building, Ziraat
Bank views its contribution to the cultural, artistic and social
development of our country as one of its main duties.

Collecting works of art with an awareness of collecting
since its foundation, Ziraat Bank has succeeded in bringing
together an artistic accumulation which we can be proud
of on behalf of our country. The Ziraat Bank Collection,
which covers all fields of fine arts and includes works of art
created in line with the trends which have passed since its
establishment, is of tremendous importance with its quality
which documents the history of art in our country.

Bringing contemporary and creative strength to our
society with art

In order to share works of art by carrying them outside the
institution and to make art accessible, since 1926 Ziraat Bank
has integrated its support to art and artists with the slogan
“For art, in art”, and for this purpose, works of art in the
collection have been placed on exhibition at various times,
as well as art galleries which were opened for art lovers.

The oldest of these works, whose transformation into a
collection spans a wide period of time, is the oil painting
dated 1897 named “Otlak (Pasture)”, bearing the signature
of Hadfiela Cubley. The painting, named “Culha (Weaver)”,
by Mehmet Ruhi Arel, completed in 1926, was brought
from the Kltahya Branch and started to be exhibited in

the Bank’s Museum. On the other hand, the oil painting,
“Gazi Mustafa Kemal Ciftciler Arasinda (Gazi Mustafa Kemal
Among Farmers)” (450x500 cm) by the painter Namik
ismail, which was commissioned to be placed in the stairwell
of the Ankara Head Office Building, dates back to 1929.
The painting, “Harman (Harvest)”, located in the building’s
hall of honor and bearing the signature of ibrahim Call;, is a
specially made masterpiece with a size of 450x530 cm.

The Ziraat Bank Collection includes the works of artists

who follow modernism trends from romantic landscape
sensibility to impressionist and symbolist interpretations;
from expressionist approaches to the pursuit of cubism,
breakthroughs which the Paris School added to the abstract
movement, tainted abstractions and geometric abstract
expressions to compositions based on traditional sources,
and from social realities to modern breakthroughs.

The works of masters such as the Artists of the Ottoman
Painters Union, Hoca Ali Riza (1864-1930), Mehmet Ruhi Arel
(1880-1931), Mehmet Ali Laga (1878-1947), Sevket Dag (1876-
1944), Feyhaman Duran (1886-1970), Hikmet Onat (1882-
1977), Hayri Cizel (1891-1950), Hasan Vecih Bereketoglu
(1895-1971), Ali Riza Beyazit (1883-1964), ibrahim Safi (1889-
1983), Esref Uren (1897-1984), Cemal Tollu (1899-1968),
Nurullah Berk (1906-1982), Nuri lyem (1915-2005) and Bedri
Rahmi Eytboglu (1913-1975) are considered among the most
valuable masterpieces in the Collection.

The Ziraat Bank Collection also includes universal sculptures
by Kuzgun Acar, the famous artist of the abstract period of
Turkish Sculptural Art, with abstract compositions which
push the boundaries of material, technique and design;

as well as Hiseyin Gezer’s abstract geometric figurative
interpretations, Eyiip Oz’s sculptures which present an
abstract depiction of the women’s world, Bihrat Mavitan’s
relief-sculpture samples and Remzi Savas’s material-
sculptures emphasizing the materialist structure of weight
measurements.

ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT
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ZIRAAT BANK PAINTING COLLECTION

e MY

INTRODUCTION

The Collection carefully archives the works of the Turkish
Painters of the Republican Period and hundreds of artists
who have produced works in abstract form, a figurative
understanding of art, social realist, surrealist, naive and
smudge works and also have works in the new figuration
tendency and the pop genre and produced works in their
own unique styles since 1950. The Collection also offers
reproductions and calendars with prints and carries out
all kinds of activities which support the promotion of our
culture and illustrates the historical development of Turkish
painting and sculpture art dating back 300 years.

Ziraat Bank Art Galleries

Painting and sculptural exhibitions are displayed in Ttnel in
istanbul, and in the Kugulu and Cukurambar Art Galleries in
Ankara. Reaching more than 2,500 works, the works bought
from these exhibitions, which are mostly oil paintings in
addition to watercolours, gouache, pastel, prints, ceramics
and sculptures, continue to enrich the Ziraat Bank Art
Collection.

Turkey’s First Banking Museum

The Ziraat Bank Museum is the first banking Museum in
Turkey, exhibiting the long history of Ziraat Bank, which has
witnessed almost every stage of the Republic.

ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT

The Ziraat Bank Museum was opened in 1981 in the Honor
Hall on the ground floor of the Ziraat Bank General
Directorate Building. The building was built in 1929 by

the Italian architect, Giulio Mongeri, in the Ulus district of
Ankara, and is one of the structures of the First National
Architectural Period. The museum aims to carry the Bank’s
know-how and experience to the future.

The Ziraat Bank Museum demonstrates the commercial,
economic, political, cultural, artistic and educational
changes of the Turkish banking system from its beginnings
right up to the present day, as well as the progress made
over the years from the past to present, and it exhibits
several antique artifacts which represent these features and
which were once used in the banking system, in a historic
setting.

After the completion of the restoration work on the historic
building, which started in 2017, the Ziraat Bank Museum was
expanded with the inclusion of the basement on the ground
floor and enriched with digital elements in line with the
approach of being a modern museum, and the revamped
museum opened its doors to visitors again in November
2019.
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CORPORATE PROFILE

INTRODUCTION

Providing extensive, reliable and quality service in Turkey and the world,
Ziraat Bank contributes to the development of the Turkish economy and the
Turkish banking industry by keeping on course to achieve its corporate goals

identified in its strategic road map.

ZIRAAT BANK - MORE THAN JUST A BANK...

Ever since its incorporation in 1863, Ziraat Bank has
provided resources to all segments of the economy with its
activities under its primary mission of financing agriculture
and securing its position as one of the country’s strongest
supporters of development.

Generating effective financial solutions to meet all financial
requirements of farmers, first and foremost, as well as
merchants, business people, industrialists, entrepreneurs,
pensioners and employees, the Bank has increased its
competitive clout with its capability to provide end-to-end
financial services. Ziraat Bank deploys its competitive clout
for the benefit of the national economy and to financial
solutions which offer value to its customers from all
segments.

Ziraat Bank commands an extensive portfolio of domestic
and international affiliates engaged in the areas of banking,
investment services, portfolio management, venture capital,
real estate investment trust and financial technologies.

With the most extensive service network in the Turkish
banking industry, Ziraat Bank provides services as the one
and only bank in almost 400 districts and sub-districts
throughout Turkey.

Ziraat Bank offers its customers superior and high-quality

services in the fields of corporate, SME and retail banking

with;

- 1,752 branches in Turkey and abroad,

- 24,673 employees,

- 7,278 ATMs in Turkey and abroad

- Internet Banking services (Retail and Corporate Internet
Banking),

- Mobile Banking services (Ziraat Mobile, Ziraat Tablet),

- Telephone and SMS Banking.

10 GRI102-2, 102-5, 102-6

In line with its strategy, the Ziraat Finance Group generates
integrated solutions with domestic and international
subsidiary banks, branches and financial entities in order
to meet the financial requirements of Ziraat customers as a
whole, offering these solutions to its customers in the most
efficient manner by taking advantage of the economies of
scale which come with being a finance group. Operating
from 113 locations in 18 countries around the world, the Bank
has a broad service network, consisting of 9 international
and 6 domestic subsidiaries, administrative offices in 3
countries, 24 foreign branches and 1 representative office.

Ziraat Bank expanded its total assets by 45% YoY in 2020
to reach TL 943 billion through its banking activities carried
out in the challenging conditions of 2020.

The Bank will continue to generate more for its customers
and employees and contribute to the development of the
Turkish economy and the Turkish banking industry, keeping
on course to achieve its corporate goals in the coming
period with its hard work.

Ziraat Bank’s Shareholder Structure

The Turkey Wealth Fund is the Bank’s sole shareholder.
Neither the Chairman or the Members of the Board of
Directors, nor the members of the Audit Committee or the
CEO or Deputy Chief Executives have any shareholding in
the Bank.

ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT

OUR VISION-OUR MISSION-OUR STRATEGIES

OUR VISION

To be a leading bank which is respected and
commands a high market value

To be a bank that is universal, respected and has
high market value; a bank that provides extensive,
reliable service everywhere in Turkey and the
world at the same quality, and meets the needs of
every segment; a bank that sees its customers and
human resources as its most valuable asset; a bank
that continuously makes a difference and creates
value in a way that befits its deep-rooted past;

a bank that promises more from a bank at every
stage and serves as a model for its competitors.

OUR MISSION

To be a bank that values customer satisfaction
above all else

To be a bank that understands customer needs
and expectations, thereby offering them the best
solutions and value recommendations from the
most appropriate channel; a bank that brings

to every segment of society a wide range of
products and services in the fastest, most effective
way through its extensive network of branches
and alternative distribution channels; a bank

that operates with sustainable profitability and
productivity at global standards by recognizing its
ethical values and social responsibility; a bank that
holds customer satisfaction to be more important
than anything else.

OUR STRATEGIES

- Sustaining to be a pioneer in the sector with its
customer-oriented robust balance sheet and
business model,

- Banking for everyone, to be the Bank of whole
Turkey,

- Providing digital solutions to customers by using
advanced technologies,

- Providing excellent customer and employee
experience by consistently improving processes,

- Contributing to employee development and
loyalty with learning organization principles and
investing in human resources,

- Maximizing customer satisfaction by producing
integrated financial solutions in all countries
where it operates as Ziraat Finance Group,

- Integrating environmental and social risk
governance principles into the business model.
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KEY INDICATORS (ECONOMIC, ENVIRONMENTAL, SOCIAL)

Registering a growth of 45%, Ziraat Bank’s total assets reached TL 943 billion

in 2020.

ECONOMIC INDICATORS

(TL million) 2019 2020 (%) Change
Liquid Assets 57,389 91,038 58.6
Securities Portfolio 130,335 225,621 731
Cash Loans 447,983 600,660 34.01
Deposits 447,251 629,874 40.8
Non-deposit Sources 106,476 180,754 69.8
Shareholders’ Equity 70,065 93,278 331
Interest Income 65,602 69,476 5.9
Interest Expense 40,290 34,862 -13.5
Net Profit/Loss 6,187 7,825 26.5
Total Assets 649,756 942,601 451
ZIRAAT BANK’S MARKET SHARES

Market Share (%) 2019 2020

Total Assets 14.5 15.4

Securities Portfolio 18.8 20.8

Cash Loans 15.6 15.8

Deposits 16.6 17.4

Non-deposit Sources 10.4 12.3

Shareholders’ Equity 14.2 15.6

TOTAL ASSETS CASH LOANS DEPOSITS SHAREHOLDERS’ EQUITY
(TL million) (TL million) (TL million) (TL million)

942,601 93,278
629,874
649,756 I 009,600 70,065
447,983 447,251
I 45.1% I 34.1% I I 40.8% I 33.1%
2019 2020 2019 2020 2019 2020 2019 2020

12

GRI102-7, 201-1

Ziraat Bank’s Market Shares

TOTAL ASSETS (%) SECURITIES PORTFOLIO (%)

20.8%

Market Share

15.4%

Market Share

DEPOSITS (%) NON-DEPOSIT SOURCES (%)

17.4%

Market Share

12.3%

Market Share

GRI102-7, 201-1
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CASH LOANS (%)

15.8%

Market Share

SHAREHOLDERS’ EQUITY (%)

15.6%

Market Share
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INTRODUCTION

KEY INDICATORS (ECONOMIC, ENVIRONMENTAL, SOCIAL)

ENVIRONMENTAL INDICATORS

GHG Emissions Intensity
(tCO,e/ TL million Turnover)

0.08

Waste IT Sent for Recycling
(ka)
10,660

(2,870 units)

SOCIAL INDICATORS

ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT

Human Resources and Training

e

Y

Y

Number of Bank Employees

24,673

Total Number of Ziraat Finance Group Employees

28,389

Decrease in Total

Waste Paper Sent for Recycling

~

~

New Hires in 2020

674

Number of Digital Training Items Assigned per User

1,360

Greenhouse Gas Emissions (tons)
1% 955
v '

Project Finance Compliant with
Environmental and Social Criteria
Ziraat Bank conducts risk assessments taking into
account environmental and social risks within
the scope of project financing. The Bank adds
commitments to compliance with IFC Performance
Standards, EBRD Performance Standards and
the Equator Principles in the evaluation of loan
agreements.

Zero Waste Management
Ziraat Bank carries out work on the
establishment and implementation of the Zero
Waste Management System. In this context, all
service buildings of the Bank throughout the
country were defined as separate “Facilities”
in the Integrated Environmental Information
System (ECBS) put in place by the Ministry of
Environment and Urbanization.

~

~

Corporate Social Responsibility

YT

YT

GRI102-7, 302-1, 302-3, 303-3, 305-1, 305-2, 305-3

Number of art works in Ziraat Bank’s Painting Collection

2,500 +
Ziraat Bank Museum
Ziraat Turkish Cup
Ziraat Volleyball Team

Ara Giiler Retrospective
(England, France, Japan, USA, Italy and Somalia)

GRI102-7, 401-1, 403-4, 404-1, 404-2

~

Devrim Erbil “New Paintings-New Touches” painting
exhibition

Brand and Reputation Management
Numerous Corporate and Thematic Advertising Films
Customer Satisfaction Survey

Ziraat Bank on social networks
(as of 2020)
More than 2,300,000 likes and followers on Facebook
More than 450,000 followers on Twitter
More than 200,000 followers on Instagram
More than 80,000,000 views on YouTube

15
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INTRODUCTION

MILESTONES IN THE HISTORY OF ZIRAAT BANK

Ziraat Bank is the driving force of the banking industry and the most
important building stone in its development.

18

63-1888

- On 20 November 1863, Mithat Pasa spearheads the

establishment of Memleket Sandiklari (Homeland Funds)
in the town of Pirot, which later served as the core from
which Ziraat Bank grew.

- Turkey’s first statutorily requlated credit system is

launched.

- Mithat Pasa’s Homeland Funds are reconstituted as Menafi

Sandiklari (Benefit Funds) to become stronger and more
sustainable.

- Ziraat Bank’s Headquarters are opened in istanbul.

18

89-1913

- Ziraat Bank extends credit to the Imperial Treasury for the

first time.

- Ziraat Bank supplies credit to supply grain to needy

refugees and others in drought-stricken izmit.

- A project to fund purchases of European agricultural

equipment using Ziraat Bank’s capital is studied.

- Ziraat Bank offices are opened in Kerek, ipek, Prizren,

Timisoara and Karacasu.

- Ziraat Bank provides drought-stricken Kosovo farmers

with low-cost credit on convenient terms.

- Ziraat Bank opens a branch in Medina.
- Ziraat Bank branches open in Baghdad and Basra.
- Ziraat Bank branches provide earthquake-stricken farmers

19

with loans.

14-1938
Ziraat Bank begins lending to commercial enterprises.

- The Ziraat Bank Banking School begins instruction in

order to keep the Bank supplied with the qualified human
resources that it needs.

- The first seed-finance loans are provided.
- First general deferment is granted on agricultural loans.
- With the opening of the Grand National Assembly in

Ankara, the city’s Ziraat Bank branch is made responsible
for the administration and oversight of all Bank branches
and offices in localities controlled by the Nationalists.

- Control of Ziraat Bank’s izmir and istanbul operations are

given to Ankara.

1939-1963
- Work is completed on the set of operational regulations

called for by Statute 3202. Consisting of 198 articles, the
regulations governing the operations of Ziraat Bank go
into effect.

- Ziraat Bank becomes a member of Confédération

Internationale du Crédit Agricole (CICA), a non-profit
worldwide association of banks and other entities
interested and involved in rural financial processes.

- Under Statute 7052, Ziraat Bank is authorized to

restructure agricultural loan repayments.

1964-1988
- Ziraat Bank’s representative office opens in Hamburg.
- Ziraat Bank opens its Lefkosa, Gazi Magusa and Glzelyurt

branches in the Turkish Republic of Northern Cyprus.

- Ziraat Bank’s representative office in New York is

transformed into a branch while new offices are opened in
Duisburg, Berlin, Munich, Stuttgart and Rotterdam.

- Under the Ziraat Bank 86 project, the first steps to adapt

improvements in technology to banking services so as to
deliver them faster, more efficiently and at better quality
are taken with the automation of a total of 7 branches
located in Ankara and istanbul.

- Ziraat Bank ranks 452" among “The World’s 500 Biggest

Banks as Measured by Equity” according to Euromoney, a
magazine.

19

89-2012
The first investment fund (Fund I) was established.

- Gold sales were initiated under the name of Ziraat Gold.

The first consumer loan was issued, along with the first
credit card. The Bingdl-Mus Rural Development Project
was initiated.

- As well as ATM machines, foreign currency exchange

machines were brought into service for the first time in
Turkey, along with self-service information terminals,
voice messaging systems and the Bingdl-Mus Rural
Development Project, which included a branch not
requiring human staffing, aiming to provide uninterrupted
24-hour service.

- Ziraat Bank Moscow, Kazkommerts Ziraat International

Bank (KZI Bank), Turkmen Turkish Commercial Bank
(TTC Bank) and Uzbekistan Turkish Bank (UT Bank) were
established and entered operation.

- Ziraat Bank was ranked 202" in Euromoney’s “Top 500

Banks”, 41 in terms of net profit, and the world’s first in
terms of its return on equity. Moreover, the Bank ranked
121 in the “World’s 50 Most Rapidly Developing Banks”
listing.

- The Sofia Branch entered operation.
- The Stuttgart, Hannover, Frankfurt and Duisburg

representative offices began to operate as branches.
Newly-launched banking software makes it easier to
create and offer new products and services.

- Turkish-Ziraat Bank Bosnia DD receives Visa and Europay

International licenses and begins processing Visa
acquiring and issuing transactions for the first time in
Bosnia- Herzegovina in coordination with Ziraat Kart A.S.

- The Law numbered 4603 passed on 25 November 2000

paved the way for Ziraat Bank to be transformed into a
joint-stock company.

- The scope of the banking software centralization project

(Fin@rt) is expanded.

- In Greece, the Athens and Komotini branches entered

operation.

- The Bank announced TL 3,511 million net profit, the

highest profit ever announced by a Turkish company until
2009.

- Branches were opened in Baghdad, Erbil and Jeddah.
- Ziraat Bank purchases the rights to the Turkish Cup name.
- Ziraat Bank launches its “Together, to a Better Future”

Change & Transformation Project.

2
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013-2016
Ziraat Bank celebrates its first century and a half in
business with its employees.

- On September 30, 2014, the Board of Directors

approved and announced the Sustainability Policy which
summarizes Ziraat Bank’s sustainability vision, goals and
approach and defines the Bank’s stance on the pillars of
the environment, society and products and services.

- Ziraat Bank published its first sustainability report, which

was GRI rated at A+ standards.

- Ziraat Bank tops the 2014 corporate income tax league

table.

- Ziraat Participation commences operations.
- The Bank’s Pristina Branch opens in Kosovo.
- Ziraat Bank Azerbaijan ASC commences operations.
- Ziraat Bank is designated “Europe’s 2" Most Robust

Bank”.

- Ziraat Bank Montenegro AD commences operations.
- In keeping with its principle of sustainable profitability,

Ziraat Bank reports 2015 profits amounting to TL 5,162
million, the highest of Turkish banking sector.

- The Marneuli Branch in Georgia and the Bahrain Branch in

Manama/Bahrain were opened.

- Ziraat REIT joined the Ziraat Finance Group and began

operations.

- Ziraat Bank wrote a net profit of TL 6,576 million in 2016,

while reporting TL 358 billion of assets at the end of 2016.
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MILESTONES IN THE HISTORY OF ZIRAAT BANK

2017

In 2017, the Georgia branch was restructured into a new
bank and JSC Ziraat Bank Georgia was established.

- The name of the subsidiary bank in Uzbekistan, in which

Ziraat Bank’s share in the capital increased to 100%, was
changed to Ziraat Bank Uzbekistan JSC.

- Ziraat Bank was awarded in the “Best Use of Data

Analytics” category in the “2017 Global Retail Banking
Awards” organized with the participation of more than
200 banks worldwide.

- Ziraat Bank was again named the top brand in the

banking category in 2017 in Turkey’s Lovemarks 2017
survey.

- Ziraat Bank reached an asset size of TL 434 billion in 2017.
- Ziraat Bank achieved the biggest increase its brand value

of any Turkish bank in the “World’s Most Valuable 500
Bank Brands 2017” survey conducted by Brand Finance.

- Ziraat Bank received five awards at the Stevie Awards, the

world’s most prestigious business award program.
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The Bank’s own brand Bankkart was launched in the first
quarter of 2018.

- Ziraat Bank was selected the “Most Loved Bank of 2018”

at Turkey’s Lovemark Survey, receiving the same award
for three consecutive years.

- Ziraat Bank has been the bank which increased its brand

value most among Turkish banks for the second time.

- Young Farmers Academy project, which was developed

by the Bank to bring a new perspective to agricultural
production and agricultural banking, was launched with
the objectives of increasing young population’s interest in
farming, teaching specific topics in agricultural production
and investment, raising conscious young farmers and
creating an awareness of agricultural entrepreneurship.

- Ziraat Girisim Sermayesi Yatirim Ortakhdi Anonim Sirketi

(Ziraat Venture Capital Investment Trust) has been
established as a subsidiary of the Bank and transactions
related to establishment were completed with its
registration notice published in the Turkish Trade Registry
Gazette on November 14, 2018.

- The asset size of Ziraat Bank reached TL 537 billion in

2018 exceeding the half trillion mark.

2
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Ziraat Bank’s asset volume increased by 21% compared to
2018 to reach TL 650 billion.

- Ziraat Bank became the bank to have the highest brand

value in Turkey.

- Ziraat Bank was named as the most loved bank brand in

Turkey for the fourth time in a row.

- Ziraat Leasing was merged with Ziraat Participation Bank.
- Asset management companies owned by three state

2

banks merged under the name Ziraat Portfdy Yonetim A.S..
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Ziraat Bank’s paid-in capital raised to TL 13.1 billion from
TL 6.1 billion.

- Ziraat Bank’s asset volume grew by 45% compared to its

2019 level to reach TL 943 billion.

- The number of locations providing services abroad

reached 113.

- Within the scope of the project to bring insurance/life-

pension companies owned by public banks under a single
roof, Ziraat Sigorta A.S. (Insurance) and Ziraat Hayat ve
Emeklilik A.S. (Life and Pension) were transferred to the
Turkey Wealth Fund.

- The Bank continued to provide financing support for the

agricultural sector under the project “Kéylimde Yasamak
icin Bir Surt Nedenim Var (I Have Many Reasons To Live
In My Village)”, which it put into practice in September
2020.

- Ziraat Bank was selected as the Most Valuable Banking

Brand and the second most valuable brand of Turkey in
the study conducted by Brand Finance.

- Ziraat Bank was selected the “Most Loved Bank” in

Turkey’s Lovemark Survey, receiving the award for a fifth
consecutive year.

- The Green, Social, Sustainable Finance Framework was

prepared and published on the Bank’s website.

ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT




ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT

ibrahim Safi - Adana’dan (from Adana)

(1899-1983) He started his painting
education at the Moscow Fine Arts
Academy, after which he participated
in the Hikmet Onat Workshop in the
Fine Arts School. In his artwork named
“Adanadan (from Adana)”, which belongs
to the Ziraat Bank Art Collection, Safi
describes the new Republic of Turkey
by depicting women who collect cotton
in Adana. The productivity of cotton
fields describes the development in
agriculture, and the factories with smoking
chimneys in the background describe the
development in the industry. The most
striking element in the work is the facial
expression of the women. Agriculture and
industry developing in the young Republic
makes faces laugh.

Qil on canvas, 1957, 200x300 cm.

We create value
for sustainable

industry and
development.
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MESSAGE FROM THE CHAIRMAN OF THE BOARD

Turkey was among the countries to have successfully managed the pandemic
process with the public health measures taken and packages implemented
within the framework of the monetary policies and financial policies which it

put in place.

DR. AHMET GENC
Chairman of the Board
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157 years

Having been playing an active role in the
building the financial future of Turkey
for 157 years, Ziraat Bank maintained

its operations in the extraordinary
conditions of 2020, focused on

fulfilling its duties as one of the main
stakeholders in the economic cycle.

Distinguished stakeholders,

Following a global economic slowdown in 2019, the world
had started 2020 with positive expectations. However,
news of the epidemic in the Far East and World Health
Organization’s declaration of the Covid-19 pandemic on
March 11, the global economy entered a process of sharp
contraction. With successive lockdowns in this process,
production and trade rapidly ground to a standstill on a
global scale.

The pandemic, which is thought to have the potential to
have an impact more widespread and profound than the
2008 global financial crisis in the medium to long term,
has also given rise to increased rates of unemployment and
increased inequality in income and wealth distribution in
most countries.

Based on the IMF’s January 2021-dated estimates, the world
economy is expected to have contracted by 3.5% in 2020.

Turkey was among the countries to have successfully
managed the pandemic process with the public health

measures taken and packages implemented within the
framework of the monetary policies and financial policies
which it put in place.

In this challenging period, our country was able to manage
the pandemic with a proactive approach thanks to the
timely and rapidly implemented measures taken by our
government and other regulatory bodies.

The success achieved has two axes. The first of these has
been the determined stance in the field of protecting public
health. With its strong and modern health infrastructure, our
country has achieved significant success in this field, with
the devoted efforts of the health sector employees, notably
in the Ministry of Health, being the prime factor behind the
success. On behalf of myself and our Board of Directors, |
would hereby like to take this opportunity to express my
gratitude to all of esteemed healthcare professionals.

Another success was achieved in the field of sustainability of
economic activities. Our government ensured that the loss in
the production-employment cycle was as limited as possible
with its range of rapidly implemented support packages

as well as other measures which regulate economic life,
standing shoulder to shoulder with households in need and
the real sector.

The Turkish economy recorded 4.5% growth in the first
quarter of the year, before contracting by 10.3% in the
second quarter with the shock caused by the pandemic.
However, the economy subsequently bounced back with
the corrective measures taken in the second half of the year,
and the economy recorded 6.3% growth in the third quarter
and 5.9% growth in the fourth quarter. As a result, Turkey
wound up the year 2020 as one of the few countries in the
world to conclude the year without entering a recession
with a positive 1.8% rate of growth.

We think a combination of the gains brought about by the
ongoing vaccination program in bringing the pandemic
under control and the structural advantages and experience
in the economic cycle gained from the difficult conditions
of 2020 will play a role in driving the recovery in 2021,
particularly in the second half of the year.

In its latest projections, IMF set out its forecast of 6% growth
in Turkish economy in 2021.

Ziraat Bank is determined to seize the opportunities which
are expected to be offered in the future with a well-judged
and responsible approach.

Having been playing an active role in the building the
financial future of Turkey for 157 years, Ziraat Bank
maintained its operations in the extraordinary conditions
of 2020, focused on fulfilling its duties as one of the main
stakeholders in the economic cycle.
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| would hereby like to express gladly that in addition to

its physical service network covering all four corners of
Turkey, our Bank has provided the necessary support to the
real sector as well as to households, deploying the digital
banking competencies it has built upon recently, continuing
to generate value for its stakeholders.

Without deviating from its risk-sensitive lending approach
and backed by its strong financial structure, our Bank will
maintain its efficiency-oriented sustainable growth journey
and continue to build long-lasting value for Turkey.

About the future...

The acceleration in industrialization which came about
with the industrial revolution, a growing world population
and excessive consumption of resources have led to the
emergence of an equation with multiple variables, which
has manifested itself in the form of global warming and the
climate crisis, and which await an immediate solution.

The pandemic we experienced in 2020 served as a stronger
than ever reminder for economic actors such as our Bank
of our responsibilities. It is our belief that at a point where
global and local action has continued unwaveringly, our
advanced technological competencies have the power to
provide a solution to environmental problems, and the
climate crisis can be brought under control before it turns
into a catastrophe in the coming centuries.

In our position as our country’s largest provider of financial
services, we have set out initiatives to contribute solving
the climate crisis, which is also a matter of priority for our
government, in the short, medium and long term. While
continuing to offer financial solutions to our customers
which set an example of good banking practices, we

are also determined to step up our efforts in the field of
sustainability.

We believe in the necessity of building a better and healthier
world for all our stakeholders, notably our country and our
people. The large family of Ziraat Bankers will also continue
to work towards this goal.

| would like to thank our human resources for the strong
performance and the success story which they achieved
during the challenging period of 2020.

On behalf of myself and our Board of Directors, as we move
forward | would like to pay my respects to the valuable
contributions and support of our stakeholders, and | wish
you all health, prosperity and peace in 2021.

Dr. Ahmet GENC
Chairman of the Board

23




ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT

CEO’s MESSAGE

INTRODUCTION

2020 was a year dominated by the global Covid-19 pandemic and its serious
social and economic impacts, along with the heightened uncertainty.

HUSEYIN AYDIN
Member of the Board and CEO

24 GRI103-2, 103-3

Many s\ectors in Turkey adapted

to this situation very rapidly. A
combination of the technological
means which our institutions and
companies possess and our country’s
young working population have been
among.the factors to have helped
facilitate this process.

Valuable stakeholders,

2020 was a year dominated by the global Covid-19
pandemic and its serious social and economic impacts,
along with the heightened uncertainty.

Lockdowns and the restrictions put in place to tackle
the Covid-19 pandemic have nearly brought social life
and economies to a standstill all over the world. With
the impact of the pandemic, rules requiring isolation and
social distancing have been introduced around the world
and in Turkey, ways of doing business have changed and
new models have emerged such as remote working and
transferring training to a virtual environment.

Many sectors in Turkey adapted to this situation very rapidly.
A combination of the technological means which our
institutions and companies possess and our country’s young
working population have been among the factors to have
helped facilitate this process.

As an open economy, global economic developments have
affected the Turkish economy and our industry.

The unprecedented conditions brought about by the
pandemic have enabled our Bank to test its operational
resilience and technological infrastructure in what is the key
to adapting to the “new normal”.

As of the end of 2020, Ziraat Bank has been continuing

to provide qualified and high-quality banking products

and services to its customers from its 1,752 domestic and
international branches and 24,673 personnel, along with
the facilities supported by its technological and operational
infrastructure.

In 2020, Ziraat Bank further strengthened its position in
the banking sector with a successful performance derived
from the benefit it provides to the country’s economy and
its customers.

Ziraat Bank registered 45% growth in its asset base in 2020,
with its total assets reaching TL 943 billion.

The momentum we have achieved in loan growth in

recent years continued unabated in 2020. Accordingly, the
total cash loans extended by the Bank increased by 34%
compared to the previous year to reach TL 601 billion. When
combined with non-cash loans, the Bank’s total lending
volume exceeded TL 740 billion.

Covid-19 has once again brought home the importance of
IT in the world.

In order to protect its customers and employees from

the Covid-19 pandemic, Ziraat Bank has implemented a
large number of digital solutions to keep the contact to

a minimum. Our Bank pressed ahead with its projects to
digitalize branch processes and to use digital channels more
effectively. Significant progress has been achieved in the
digitalization of the head office processes and this initiative
is still continuing.

Ziraat Bank facilitates the lives of its customers with its
digital channels offering a wide diversity of more than

400 transactions, enabling customers to perform banking
transactions easily and quickly. With an innovation launched
this year, we offered our customers the opportunity to
benefit from Ziraat Mobile’s advantages by using the
biometric data inside their national ID cards as a verification
method.
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14 million
As of the end of 2020, the number of

Ziraat Bank’s active digital banking
users was registered as 14 million.

Keeping in mind the opportunities it will provide mainly
to the banking sector, we will continue on our efforts to
integrate the national ID card into our processes in all
channels.

With its user-friendly and comprehensive content, Ziraat
Mobile has made money transfers easier and faster. With
the “Easy Address” application which we introduced in
2020, our customers were able to carry out money transfers
quickly and easily, while with the FAST (Instant and
Continuous Transfer of Funds) System, these transfers could
be performed on a 24/7 basis. Our customers have the
ability to carry out quick, contactless and easy payments
via FAST by scanning the QR code provided by the business
office with their mobile devices when purchasing goods and
services.

The Ziraat Finance Group Mobile Application was launched
so employees could access in-Bank applications from their
mobile devices. With the application, Covid-19 notifications
could be received, offering a significant advantage in taking
action and monitoring processes quickly.

As of the end of 2020, the number of the Bank’s digital
customers had reached 24 million, while the number of
active digital banking users was registered as 14 million. In
the near future, we will probably not be using the definition
of digital banking anymore. The concept of digital will be
banking itself and banking will entirely be done digitally.
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CEO’s MESSAGE

Ziraat Bank has continued to support the real sector
and the households during the pandemic to maintain
uninterrupted economic activity.

Ziraat Bank has designed products which would enable
corporate customers who have been directly or indirectly
affected by the pandemic to continue their economic
activities and to finance their basic requirements under
preferential conditions.

In this context, the Bank offered products such as ise
Devam (Carry on Working) Loan Support Package, the
Cheque Payment Support Package and Employment-
oriented Working Capital providing KGF-guaranteed lending
opportunities within the framework of the Treasury-Backed
Guarantee System, extending loans in this context to
support micro businesses and the tourism sector, including
restaurants and cafeterias catering to tourists.

Within the scope of the “Economic Stability Shield Package”
introduced by the Government, Ziraat Bank launched

the Individual Basic Requirements Support Loan for our
individual customers. In this context, loans up to TL 10,000
were extended with 36-month payment terms and a grace
period of 6 months. Furthermore, Ziraat Bank also offered
financing under appropriate conditions through the Second
Hand Vehicle Support, Social Life Support and Vacation
Support loan packages in order to support a transition
towards normalization and a return to social life.

In all financing support packages, we attached more priority
on reaching a large number of customers rather than the
size of the loan, in order to provide effective financing that
would contribute more to the economy through widespread
|oan extensions.

Continuing its uninterrupted financing support for the
agricultural sector, Ziraat Bank extended a total of TL

80 billion in loans from its own resources to finance the
agricultural sector in 2020, with the number of loan
customers approaching 700,000. 35% of the agricultural
loan portfolio consists of investment loans, as we also
implement practices aimed at increasing the added value
of agriculture and solving structural problems in addition
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Sector leader

Ziraat Bank maintains its pioneering
role in financing agriculture, with a
market share of approximately 65%.

to financing agriculture. We offered our customers
financing packages with affordable conditions in areas
which included contracted production, modern irrigation
systems, agricultural mechanization, green housing, animal
husbandry, domestic cultivation of strategic plants which
are currently imported intensively and the supply chain

of agricultural productsfinancing the supply chain of
agricultural products.

We also carry out social projects in agriculture together
with universities like Ziraat Bank Young Farmer Academy;
and with governorships like Kdyimde Yasamak icin Bir

Surd Nedenim Var (I Have Many Reasons To Live In My
Village) projects. Ziraat Bank maintains its pioneering role in
financing agriculture, with a market share of approximately
65%.

In addition to the contribution provided by the newly
designed products, we also contributed to economic activity
within the scope of “Financial Restructuring - FR” to support
customers who were struggling with their operating cycles
or in managing their cash flows due to temporary reasons,
through facilities such as restructuring or delays to their
repayment instalments which were handled with sensitivity
due to the special situation during the pandemic period.

This year as well, Ziraat Bank has successfully completed
its syndicated borrowing, being provided from
international markets since 2012.

In April 2020, Ziraat Bank secured a USD 1.1 billion
syndication loan with the participation of 38 banks from 22
countries. With a 367-day maturity, this loan was the Bank’s
eighth consecutive syndicated borrowing transaction from
international markets used to finance foreign trade.

Despite the volatility in global markets brought about by
the Covid-19 pandemic, the cost of this loan was lower than
was in the previous year, and the size of the credit once
again confirmed the confidence in the Turkish economy
and in Ziraat Bank. With this funding we secured, our Bank
will continue to support the real sector through foreign
trade transactions, which are particularly important for our
economy.

Continued expansion in the number of service points
abroad

Ziraat Bank, which boasts the widest presence of any
Turkish bank abroad, maintains its presence as a global bank
from 113 locations in 18 countries through its foreign bank
and branch network.

Providing services related to financial technologies in
addition to banking services to the regions it operates in,
Ziraat Bank also contributes to the financial sector in these
regions.

The “Most Loved Bank” in Turkey’s Lovemark Survey, for a
fifth year in a row

The innovative practices and exemplary work launched by
Ziraat Bank in 2020 have generated increasing value for
both the Turkish economy and the banking sector, and these
achievements have gained recognition at home and abroad,
bringing a clutch of awards to Ziraat Bank.

In 2020, Ziraat Bank was chosen as the “Most Loved Bank”
in Turkey’s Lovemark Survey, receiving the same award for a
fifth consecutive year.

Our Bank received recognition with the Banking Technology
and Best Retail Bank of Turkey awards in the 2020 awards
handed out by the Global Banking & Finance Review
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With itg strong position in the market,
Ziraat Bank is focused on being

an institution which reflects the
opportunities offered by the financial
sector to its performance in the most
resolute way, which is based on the
benefit provided to the country’s
economy and customers, and which
puts its signature on the best practices.

magazine for progressive and inspiring innovations which
stand out in excellence in the global banking and finance
industry.

Ziraat Bank will continue to manage positive or negative
developments which may arise in the future as well as
providing the necessary resources and support to promote
Turkey’s development.

We perpetuate change and transformation continuously
without deviating from our traditional ties; we aim to gain

a place in the hearts of our customers as well as their
memories with our practices which add value to their lives.

With its strong position in the market, Ziraat Bank is focused
on being an institution which reflects the opportunities
offered by the financial sector to its performance in the
most resolute way, which is based on the benefit provided
to the country’s economy and customers, and which puts its
signature on the best practices.

| would like to express my sincere thanks to our employees,
who play a key role in Ziraat Bank’s performance with their
corporate and professional competencies, to our customers
for their trust in us, to our business partners who always
stand by us, and to our correspondents.

Hiiseyin AYDIN
Member of the Board and CEO
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VALUE CREATION AND STRATEGY

THE SUSTAINABILITY APPROACH AT ZIRAAT BANK

Sustainability practices are aimed at further building on the Ziraat Bank’s
strong position in the domestic market and its global competitive strength.

SUSTAINABILITY VISION

To use the unrivalled experience and knowledge
that we have built up over 150 years and to utilize
our resources efficiently within the framework of
responsible banking principles, for the benefit of the
economy, the environment, and the community; to
produce enduring value for our stakeholders; to be
a bank which embraces all parts of the society by
improving our customer-oriented business model.

SUSTAINABILITY GOALS

To further develop the Bank’s strong position in the
national market and its global competitiveness with
corporate, environmental and social sustainability
practices to be implemented within the scope of this
policy.

SUSTAINABILITY APPROACH

Ziraat Bank’s sustainability approach is shaped in light of
its responsibilities as a financial services provider, of its
obligations to the environment and the community, and
of its duties as an employer.

- Ziraat Bank is a strong, leading, and trusted bank.

We desire to perpetuate our existing success in
economic sustainability into the future by supporting
it with long-term corporate, environmental and social
sustainability perspectives.

In our decision-making processes, we take a

careful and thoughtful approach when dealing with
environmental and social issues and the potential
risks associated with them in the management of our
resources and our service infrastructure.

- We regard environmental sustainability including
climate change and the transition to a low-carbon
economy as an important item on our agenda.

- As an employer, we believe in the importance of
humane working conditions. In our business model,
we attach importance to opportunity equality and to
build up a learning organization structure by providing
chance of self-improving among all of our employees:
we target to increase employee motivation and

corporate loyalty by continuously advancing human
resources practices.

- As a service provider, we regard behaving customer-
oriented and ensuring customer satisfaction as
fundamental to everything. By constantly improving
our processes, our goal is to offer banking products and
services to all of our customers in practical, intelligible
and accessible ways and also to enrich the banking
industry through innovative and exemplary practices.

- As a business partner, we are committed to develop our
relationships with suppliers on the grounds of mutual
respect, responsibility, and fairness. We support our
suppliers’ success through cooperative projects that we
carry out together.

- We are committed to continuously develop and
implement projects with the purpose of integrating
universally-accepted sustainability principles into our
business model.

- We attach importance to having a presence and playing
an active role in multilateral sustainability initiatives
and collaboration platforms both at national and
international level.

Based on these fundamental points, Ziraat Bank is
focused on promoting, developing and maintaining
sustainability throughout its value chain.
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SUSTAINABILITY STRUCTURE

Ziraat Bank’s sustainability plan, structured under the
auspices of the Ziraat Bank Board of Directors, has been
put into practice within the scope of a lean and effective
organizational structure.

The sustainability activities at Ziraat Bank are executed
under the leadership of the Bank’s CEO.

Sustainability activities are coordinated by the Department
of Finance Group Companies Management and Investor
Relations.

ZIRAAT BANK WEBSITE

The Bank’s corporate website, www.ziraatbank.com.tr, plays
an important role in enlightening the public with up-
to-date information. Ziraat Bank offers information and
documentation in Turkish and English on the website within
the scope of compliance with the Corporate Governance
Principles.

ZIRAAT BANK’S
CURRENT POLICIES

For Sustainability Policy

&

Q
N

For Disclosure Policy

woww ]
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For Prevention of Money Laundering and
Combating against Financing of Terrorism
Policy

- J
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ZIRAAT BANK’S VALUE GENERATION MODEL

INPUTS

FINANCIAL CAPITAL

Strong equity and financial structure, a
wide customer and deposit base, effective
use of capital markets, cooperation with
international financial institutions

MANUFACTURED CAPITAL

Turkey’s largest banking service network,
infrastructure providing customer and data
security

INTELLECTUAL CAPITAL

Ziraat - a brand synonymous with trust,
corporate knowledge built up over 157
years, and products and services supported
by digital projects and innovation

©@| B b

HUMAN CAPITAL

High-level human resources offering
customers the right value from the right
channel at the right time, with its superior
market knowledge and experience

)o
)o

)o

SOCIAL AND RELATIONSHIP CAPITAL
Effective communication with stakeholders,

a comprehensive structure offering access to
financial services throughout Turkey, a wide
impact area generated with the Ziraat Finance
Group through solutions provided with the
principle of being ‘more than just a bank’

NATURAL CAPITAL

Studies carried out to keep direct and
indirect environmental effects under
control and to manage and continuously
improve them with the right strategies and
technologies

]

A DEEPLY ROOTED HISTORY, STRONG
FOUNDATIONS

Ziraat Bank has a broad portfolio of
domestic and international subsidiaries
in the fields of banking, investment
services, portfolio management, venture
capital, real estate investment trusts
and financial technologies. This strong
structure reinforces the Bank’s ability to
provide integrated financial services.

30

VALUE GENERATION MODEL

Business processes targeting the
PRODUCT sustainability of the extensive
AND SERVICE range of products, services and
solutions, which are shaped by an
OFFERING approach which embraces digital
OPERATIONS change and innovation
N\
-
Business processes delivering
products, services and solutions to
customers in the main corporate,
MARKETING SME and retail banking segments
OPERATIONS which offer a strong value
proposition and a secure financial
future

Model work, such as Human

Risk Management

services to be provided to
customers through Turkey’s
most extensive branch and
ATM network, and digital
channels with 24/7 access

Business processes which make
the Ziraat Bank Value Creation

Resources, IT, Supply Chain and

Business processes that allow

SUPPORTING
OPERATIONS

OPERATIONAL
ACTIVITIES

ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT

FINANCIAL HIGHLIGHTS

TL 943 billion

Total Assets

TL 601 billion

Cash Loans

TL 630 billion

Deposits

TL 7.8 billion

Net Profit
Y
THE VALUE WE GENERATE FOR OUR STAKEHOLDERS
A A N N N N
FINANCIAL MANUFACTURED INTELLECTUAL HUMAN SOCIAL AND NATURAL CAPITAL
CAPITAL CAPITAL CAPITAL CAPITAL RELATIONSHIP CAPITAL

Strong support to the A service network Number of customers Ziraat Bank: 24,673 - 1,752 branches and 7,278 ATMs in Greenhouse gas intensity
Turkish economy and real consisting of 113 locations in digital banking: employees Turkey and abroad (tCO2e /million TL turnover):
sector, particularly during in 18 countries 23.8 million Ziraat Finance Group: 28,389 - More than 36 million customers 0.08
the pandemic 9 foreign subsidiaries, 24 Number of active digital employees - The one and only bank to operate Recycled IT products: 10,660 kg

Loan packages for retail
customers to encourage
the continuation of social
life

16% market share in cash
loans

Total non-deposit
international funds secured:
USD 10 billion

An extensive
correspondent bank
network consisting of 1,760
banks from 140 countries

branches abroad and one
representative office

6 domestic subsidiaries
Internet Banking

Mobile Banking
Telephone and SMS
Banking

banking customers: 14
million

Chosen as the best mobile
application in the Golden
Spider Awards

Number of transactions
performed through

the Operation Center:

198+ million, overall
centralization ratio: 99.39%
OPI-Operational Innovation
Application: Transactions
directly transferred to the
center with nearly 100,000
customers using Internet
and Mobile banking.

90% digitalization in tax
and SSI payments with
barcode and QR code.

674 new employment
Average service duration:
13 years

Average classroom training:
4 hours per person
Average distance learning:
26 hours per person
Unionization rate: 90%

in almost 400 districts throughout
Turkey

- The Ziraat Bank painting

collection with over 2,500 works

- The First Banking Museum
- Contribution to regional

development through the
“Kéytuimde Yasamak Icin Bir
Surt Nedenim Var (I Have Many
Reasons To Live In My Village)”
project

- Training for young farmers with

the “Young Farmer Academy”
social responsibility project

- Improvement of schools in priority

regions for development through
the “Children on Vacation, Schools
on Renovation”

- Barrier-free Banking Investments
- The most effective bank in social

media channels

(2,870 units)

Recycled waste paper: 955 tons
60,000 saplings planted

on behalf of Ziraat Bank
employees, their children and
retirees

A commitment to plant trees
on 5,000 hectares secured
from borrowers for project
finance loans

28% savings in paper
consumption compared to the
previous year

Training presentation, distance
learning and informative
articles on “Zero Waste” for
personnel

Renovation of 104 service
buildings carried out with the
concept of sustainability
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VALUE CREATION AND STRATEGY

STRATEGIES AND ACHIEVEMENTS IN 2020
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THE DRIVING
FORCE

As Turkey’s most
deeply rooted bank,
Ziraat Bank’s robust
financial structure, vast
experience, qualified
human resources and
its ability to provide
integrated financial
services ensure

that its strategies

are implemented
seamlessly and
flawlessly across the
entire value chain,
and that the business
model delivers
successful results.

ADDITIONAL
VALUE

STRONG BRAND
VALUE

A SOUND EQUITY
STRUCTURE

A WIDESPREAD
LOCAL AND GLOBAL
SERVICE NETWORK

A VAST PORTFOLIO
OF DOMESTIC AND
INTERNATIONAL
SUBSIDIARIES

25,000 COMPETENT
EMPLOYEES

MODERN
INFRASTRUCTURE
SYSTEMS

GRI 203-1, 203-2

1

A CUSTOMER-
ORIENTED ROBUST
BALANCE SHEET

While Ziraat Bank has makes
its balance sheet increasingly
customer-focused, it
proactively manages loan
quality through effective

loan processes, prioritizes
effective use of resources

and cost control. Planning its
interactions with its customers
in line with customer
expectations and habits, the
Bank constantly seeks to
improve its customer-oriented
business model.

A

* TL 943 billion asset size

* TL 601 billion cash loans

* TL 630 billion deposits

* 34% increase in cash loans

» USD 1.1 billion syndication
loan

* USD 200 million bond
issuance with 5-year
maturity

* USD 1.7 billion resource
from International Financial
Institutions

2

BANKING FOR ALL

Handling its products and
services with the principle of
financial inclusion, Ziraat Bank
offers its products and services
to all segments of society with
the same high quality.

A

* Individual Basic
Requirements Support Loan

» Second Hand Vehicle
Support, Social Life Support
and Vacation Support loan
packages

» Continuing Business Loan
Support and Cheque
Payment Support packages

* Micro Enterprises Support,
Tourism Support and
Business Support loan
packages for restaurant and
cafeteria businesses

« “Kéylimde Yasamak icin Bir
Surt Nedenim Var (I Have
Many Reasons To Live In My
Village)” project to support
agricultural sector

* “Accumulated Agricultural
Electricity and Irrigation
Debt Closing Loan” product

3

DIGITAL SOLUTIONS

Ziraat Bank continues its work
to increase its productivity and
offer digital solutions to its
customers through advanced
technology infrastructure
investments.

A

STRATEGIES

4

EXCELLENCE IN THE
CUSTOMER AND
EMPLOYEE EXPERIENCE

Ziraat Bank aims to provide
excellence in the customer
and employee experience

by improving its processes
with its productivity-oriented
business model.

A

Applications to make
transactions with the QR
code

Collection of bills via Internet
Banking

“Easy Address” definition
feature

Integration with the Central
Bank FAST system

The Second Hand Vehicle
Sales - Safe Payment System

* The number of processes
being performed by robotic
software: 59

« Controlling 81% of the
appraisal report invoices by
the system

* Implementation of “Renewal
of Card Screens” project in
pilot branches

+ Ziraat Finance Group Mobile
Application

* Integration of the Bank’s
Human Resources System
and BILGE- in-house virtual
assistant application

* “Happiness Barometer”
survey addressed to
employees

5

INVESTMENT IN HUMAN
RESOURCES AND THE

LEARNING ORGANIZATION

Ziraat Bank provides its
employees - who for the
Bank’s most valuable asset -
with training opportunities to
develop their skills, pays regard
to equality of opportunity by
conducting competency and
quantitative performance
evaluation processes, and aims
to increase employee motivation
and corporate loyalty among
employees by continuously
improving human resources
practices. The Bank provides

a working environment which
enables new information to be
acquired, shared and integrated
into business processes in
decision-making and working
processes. Steps are taken to
ensure that employees play

an active role in identifying
and solving business-related
problems in order to achieve
individual and corporate goals.

A
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6

THE ZIRAAT
FINANCE GROUP

In order to offer a complete
package meeting the financial
requirements of Ziraat customers,
Ziraat Bank generates integrated
solutions with its domestic and
international banking subsidiaries,
branches and finance entities,
offering these solutions to its
customers in the most efficient
way by taking advantage of the
economies of scale provided by
being a finance group.

N

7

RESPONSIBLE
BANKING

Ziraat Bank aims to generate
added value with its banking
principle which respects
people and the environment
in line with its Sustainability
Policy.

AN

* Measures taken to bring ease
to the lives of the employees
and protecting them from
the Covid-19 pandemic

« “ZiraatliYORUM” practice
implemented to share
employees’ wealth of
knowledge and experience
with all employees

« Continuous professional
and personal development
opportunities to the
employees

* Golden Prize to “Analytical
Human Resources Practices”
in the Employee Loyalty
Program at the Golden
Bridge Awards

* International service network
reaching to 113 points
with the opening of 5 new
branches

* Becoming 2.86% shareholder
in the credit rating agency,
JCR Avrasya Derecelendirme
A.S.’s 85.05% stake

+ Shareholder in Birlesik ipotek
Finansmani A.S.

* Becoming a partner in
Bilesim Finansal Teknolojiler
ve Odeme Sistemleri A.S.
with a 33.34% stake

» Key Global Project which
was started to bring the
main banking applications
used by the foreign units
to Ziraat Finance Group
standards

* The Finance Group Transfer
System which was put into
practice to ensure safe and
fast money transfers within
the Ziraat Finance Group

Acceptation of the policy
which specifies the principles
of environmental and

social impact management
as a complement to the
Sustainability Policy
Establishment of
International Financial
Institutions and
Sustainability Management
Division within Bank

Paper saving with the
digitalization of contracts
Defining all service buildings
throughout the country as
separate “Facilities” in the
Ministry of Environment and
Urbanization’s Integrated
Environmental Information
System (ECBS) within

the scope of Zero Waste
Management

GRI 203-1, 203-2
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THE SUSTAINABLE DEVELOPMENT GOALS (SDGs) AND ZIRAAT

BANK

Adopted by 193 UN-member countries on September 25,
2015, the convention entitled “Transforming our World:
The 2030 Agenda for Sustainable Development” covers 17
Sustainable Development Goals and 169 sub-headings.

Setting out a sustainability agenda which is far more

comprehensive, the 17 Sustainable Development Goals
(SDGs) went beyond the UN Millennium Development Goals.

SDG

SDGs

The SDGs are aimed at eradicating poverty and at realizing
development for all as a universal necessity. The global
consensus achieved around the SDGs marked a major
turning point for shifting the world onto a more inclusive
and sustainable growth path.

The Bank’s activities which are considered to contribute to
the SDGs within the scope of its service cycle are addressed
in detail in various sections of this report.

ZIRAAT BANK’S OPERATIONS WHICH DIRECTLY/INDIRECTLY CONTRIBUTE TO THE

SME financing and credit-guarantee products, inclusive banking services, retail and
corporate loan solutions specific to the pandemic, sustainable agriculture financing

B Measures to protect employee and customer health during the pandemic period
Training and development programs offered to Ziraat Bank’s human resources,
nﬂ supporting training projects which raise enterprise awareness for customers, financial
literacy training programs
m Financing provided to renewable energy and energy efficiency projects, efficiency
investments in the service building
Eﬂ Financing to infrastructure, SME and industrial investments, digital banking products and

solutions, consumer-friendly financing and savings products, barrier-free banking

Corporate governance practices, human resources management, remuneration policies,
equality of opportunity implemented in Ziraat Bank

Financing provided to development and investment projects of a national-scale and to
(1] . - -
the housing sector, support for the green economy, contribution to cultural heritage

Financing provided to diverse sectors on the basis of thematic funds, bilateral and

ﬂ multilateral cooperation initiatives, operational activities, corporate governance practices
and reporting

nﬂ Loan projects special to priority regions for development

m m Carbon footprint measurement activities, waste management practices, efforts to

establish an environmental and social impact management system

v

7y SUSTAINABLE ™ "
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E}\ On tables at pages 40-43, the relationship between SDGs and Ziraat Bank’s activities and strategies is indicated by specifying the SDG number and color.
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For detailed information about SGDs: www.kureselamaclar.org
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STAKEHOLDERS OF ZIRAAT BANK

The Bank’s shareholder, employees, customers and suppliers  valuable platform for Ziraat Bank to correctly understand

constitute Ziraat Bank’s main stakeholder group. The Bank

and evaluate demands and expectations.

carries out its operations in constant communication and
cooperation with its stakeholders in this group.

In addition to its main stakeholder group, Ziraat Bank is
also in close contact with its other stakeholders including

Stakeholder communication, most of which continues within regulatory bodies, international banks, investors and credit

the scope of the daily service cycle, provides an extremely

rating agencies, the media, unions in various sectors,
organizations and the broader society.

Stakeholder Interaction .
Interaction Channels
Group Frequency
As part of the Employment process, training programs for employees,
Employees business cycle - performance evaluation meetings, internal communication channels,
daily executive interviews and informing/sharing meetings.
As part of the Ziraat Bank branches, alternative distribution channels (ATM,
Customers service cycle - on internet banking, mobile banking, call center), customer relations
a 24/7 basis representatives, customer visits.
Main As part of the
Stakeholders | Suppliers business cycle - The procurement process of all services outsourced by Ziraat Bank.
daily
General Assembly Meeting (annual). Ziraat Bank also conducts
Annual General - ) . .
. . studies to enlighten the public through the Finance Group
Meeting and in . . .
Shareholder Companies Management and Investor Relations Unit. Annual reports
other necessary ) .
. . and other presentations and statements posted on the Public
situations . .
Disclosure Platform come under this scope.
As part of the
Regulatory business cycle Reports, correspondence and related meetings made in accordance
bodies - when deemed with the legislation
necessary
International As part of the Meetings and contacts held with World Bank, European Investment
banks and business cycle - Bank etc. and other financial institutions which the Bank is in
investors daily cooperation with.
As part of the
Credit Rating business cycle Meetings, reporting, presentations, correspondence
Agencies - when deemed gs. rep 9.p ’ P '
Other necessary
Stakeholders | Sectoral As part of the
unions and business cycle - Meetings, presentations and daily communication actions.

organizations

daily

As part of the
business cycle

Actions to enlighten the public with a transparent and quick

Media ~ when deemed appro_ach (press meetings, press bulletins, interviews, responding to
questions etc.).
necessary
As part of
. the social . - . . -
Society responsibility Corporate social responsibility projects and donation activities.
projects

GRI102-21,102-40, 102-42, 102-43, 102,44, 203-1, 203-2
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IMPACT FRAMEWORK OF STRATEGIES

Ziraat Bank boasts the largest and most extensive service
network of any bank in Turkey. The Bank generates value
by offering its financial products, services and solutions to a
wide range of customers.

The Bank uses six capital items in the value generation
process. Ziraat Bank needs different amounts of input from
each capital item in order to implement its strategies and
generate value for its stakeholders.

Strategies Ziraat Bank’s approach

While Ziraat Bank seeks an increasingly

VALUE CREATION AND STRATEGY

Strategies, the Bank’s approach, and relations between
the relevant stakeholders and items are taken into account
in the use of capital items. On the other hand, increasing
efficiency in operations and reductions in the direct

and indirect negative impacts on the environment are
considered cyclically.

SDGs which have been
contributed to

Associated
stakeholder

customer-focused balance sheet, it proactively

Customer-oriented
Strong Balance
Sheet

manages loan quality through effective loan
processes, prioritizing effective use of resources
and cost control. Planning interactions with its
customers in line with customer expectations

L1 [ 21 8|
Lo Jiti2]17|

Customers

and habits, the Bank constantly improves its

customer-oriented business model.

Strategies

Investment in
Human Resources
and Learning
Organization
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Associated

Ziraat Bank’s approach stakeholder

Ziraat Bank provides its employees - its most
valuable asset - with training opportunities

to support the development of their skills,
paying regard to the equality of opportunity

by conducting competency and quantitative
performance evaluation processes, and aims

to increase employee motivation and their
corporate loyalty by continuously improving
human resources practices. It provides a working
environment which allows new information to
be acquired, shared and integrated into business
processes in decision-making and working
processes. The Bank ensures that employees
play an active role in identifying and solving
business-related problems in order to achieve
their individual and corporate goals.

Employees

SDGs which have been
contributed to

Handling its products and services with the
principle of financial inclusion, Ziraat Bank offers
its products and services to all segments of

Banking for All
society with a high quality.

Customers

Ziraat Finance
Group

In order to offer a complete package meeting

the financial requirements of Ziraat customers,

Ziraat Bank generates integrated solutions with Employees,
its domestic and overseas banking subsidiaries, Customers,
branches and finance entities, offering these Suppliers,
solutions to its customers in the most efficient Shareholder
way by taking advantage of the economies of

scale provided by being a finance group.

8 JoJiofit}i2]16]17]

Ziraat Bank continues its efforts to increase

Digital Solutions

infrastructure investments.

its productivity and offer digital solutions to
its customers through advanced technology

Customers,
Employees

112 8] 9]i0]17]

Excellence in
the Customer
and Employee
Experience

its processes with its productivity-oriented
business model.

Ziraat Bank aims to provide excellence in the
customer and employee experience by improving Customers,

8 J9]i0]17]

Employees
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Responsible
Banking

Customers, Society,
International banks
and investors,

Regulatory bodies,
Sectoral unions and

Ziraat Bank aims to generate added-value with
its banking principle that respects people and the
environment in line with its Sustainability Policy.

organizations

ofifi2]1316]17]
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MACROECONOMIC OUTLOOK

IN 2020

The ongoing Covid-19 pandemic sets the stage for a prolonged period of

uncertainty for world economies.

Global economy

The ongoing Covid-19 pandemic sets the stage for a
prolonged period of uncertainty for world economies

The world economy, which started 2020 with hope with the
partial reduction of the trade tension between the USA and
China, left behind a year in which it experienced the biggest
contraction in economic activity since the Great Depression
with the rapid spread of the epidemic that started in China.
While the deepest impact of the damage caused by the
epidemic was felt in the second quarter, a strong recovery
was observed in the economies in the third quarter as a
result of the normalization steps taken in addition to the
support of extraordinary policy measures.

Although there was a slowdown in the last quarter of 2020
as a result of increasing restrictions, the countries not
going to close down as in the first period of the pandemic
and the support of the positive performance of China, the
locomotive of foreign trade, ensured that the slowdown in
growth remained limited compared to the second quarter.

Commodity prices, which fell sharply in the first period of
the epidemic, showed a tendency to recover for the rest

of the year, with the Chinese economy performing better
than predictions, the expectation that the old normal will
be approached with the vaccination process, and the global
abundant liquidity as well as additional financial incentives
on the way.

38

oy oy
Commodity
The rise in commodity prices, on the
other hand, led to heightened inflation
expectations and raised questions

over the prospect of a normalization in
monetary policy.

The rise in commodity prices, on the other hand, led to
heightened inflation expectations and raised questions over
the prospect of a normalization in monetary policy.

While entering 2021 positive advances regarding the
development of vaccines increased hopes for the future, the
continued increase in the number of Covid-19 cases and the
emergence of coronavirus mutations served as a reminder
that the uncertainties would remain with us for some time
to come. With the US Presidential election and the Brexit
trade deal behind, some of the uncertainty was resolved and
expectations for additional incentives remained very much
on the agenda, even as the large scale incentives already
announced were still being rolled out.

The US Federal Reserve (Fed) stated that its support for
the economy would continue.

With the coronavirus epidemic, the US economy, which
ended its longest-term growth trend in 2020, experienced
the highest contraction since 1946. The deepest impact

of the epidemic on the labor market was observed in the
US economy, and household spending remained under
pressure in 2020 with the weakness in employment. Despite
the continued increase in cases, the acceleration of the
vaccination process in the country has strengthened the
positive expectations for 2021 growth.

The world economy, which experienced a difficult period
with the pandemic in 2020, needed strong support from
fiscal policies as well as monetary policies. The Fed, on the
other hand, anticipated the interest rate to remain close to
zero until 2023 and announced high-cost incentives with
unlimited bond purchases. In the past year, the USA also put
into effect the largest fiscal stimulus package in its history.

As a result the support would continue as the US economy
remains a long way from its inflation and employment
targets. The Fed’s average inflation target is also expected
to provide room for manoeuvre in the face of temporary
increases in inflation. With the election of the Biden
administration, it was observed that expectations for
additional financial incentives got stronger.

In the Euro Zone, Germany continued to be the driving
force of the region’s economy.

In 2020, the Euro Zone was the region most affected by
the epidemic, led by Italy and Spain, and left behind a

year in which deflationary concerns came to the fore with
an overvalued euro, weak demand and low energy prices.
Manufacturing PMI data, with firms returning to their
operations after the relaxation of restrictions in June, tended
to recover for the rest of the year, but service PMI data
were seen to close the year with a partial weakening as the
second wave concerns prevailed in the outbreak.

The emergence of the more rapidly spreading mutated
coronavirus in the UK in the final days of the year led to a
wave of further restrictions in the new year.

ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT

Y g
Having announced strong monetary
incentives throughout 2020, the
European Central Bank (ECB)
continued its support by increasing

the Pandemic Emergency Purchasing
Program in the last month of the year.

The course of the pandemic suggests that growth in the
first quarter of 2021 could come under pressure, especially
in the service sector. However, German manufacturing PMI
data performed strongly in the final quarter of the last

year, reaching its highest level since February 2018 and
continuing to underpin the region’s economy. With the more
positive outlook in Europe’s manufacturing industry, Turkey
posted record export growth in the fourth quarter This
positive trend in our export outlook offers a ray of hope for
this year with economies expected to recover.

Having announced strong monetary incentives throughout
2020, the European Central Bank (ECB) continued its
support by increasing the Pandemic Emergency Purchasing
Program in the last month of the year.

One of the determining factors on the agenda of 2020

has been the Brexit trade agreement, and in the last days
of the year, a consensus was reached between the UK

and the European Union. Turkey also signed a free trade
agreement with Britain to ensure the continuation of current
trading conditions in agricultural and industrial products.
While our foreign trade relations with the UK, which is our
second largest export market, are expected to strengthen
further, the arrangement of the agreement to take account
of current conditions with the prospect of new areas of
cooperation stand out as an advantage.
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MACROECONOMIC OUTLOOK

IN 2020

Having made a strong start to 2020, economic activity in Turkey appeared to
slow down owing to the effects of the epidemic from mid-March on.

China staged a return to its pre-pandemic levels of growth
in the last quarter of 2020.

China, the world’s second largest economy, which managed
to quickly eliminate the effects of the epidemic in an
environment where trade disputes with the USA continued,
ended the year 2020 with positive growth. The country,
which contracted by 6.8% in the first quarter of 2020,
exhibited a strong recovery trend for the rest of the year
and posted a positive message for 2021 by registering
growth at pre-pandemic levels in the last quarter of 2020.

Despite the low interest and abundant liquidity environment
in 2020, portfolio flows towards developing countries (EM)
followed a volatile course. In the early days of the pandemic,
there was a sharp exit from the developing countries’ stock
and bond markets, while bond-based capital inflows to
developing countries started as of May. The availability

of the vaccine in November and the finalization of the US
elections supported the entry into the stock markets.

With the expectation that developed countries would
press ahead with their ultra-expansionary policies,

capital flows to emerging countries are expected to
continue this year as well. There is an expectation of more
predictable implementations in trade policies as well as
the establishment of new commercial blocks which could
support global trade

The Turkish Economy

Turkey’s economy is expected to maintain its strong
growth.

Having made a strong start to 2020, economic activity

in Turkey appeared to slow down owing to the effects

of the epidemic from mid-March on. With the spread of
the epidemic, measures have been taken to minimize

the negative effects on the economy. The fiscal policies
implemented were in line with the monetary policy and in
an expansionary direction.
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‘Economic
Recovery

Turkey, in 2020 has been one of the few
economies in the World to close the
year with growth. Turkey’s economy
in the first quarter of 2020, partially
affected by the epidemic grew 4.5%.

With the gradual normalization steps and the monetary and
fiscal measures put into practice, it was observed that the
economic indicators started to recover as of May.

As inflationary effects became evident with the increasing
domestic demand, the CBRT strengthened its tightening
policies against the upside risks in inflation and determined
a simpler monetary policy framework.

Inflation was high in the last quarter of 2020 with the
cumulative exchange rate effects and the rise in global
commodity prices, with inflation ending the year at 14.6% -
higher than the Central Banks’ year-end forecast. Inflation
is expected to remain high throughout the first half of 2021
before following a downward trend by the second half

of the year. In addition, it is predicted that in 2021, with
the contribution of both the CBRT’s tightening monetary
policy and global liquidity conditions, the exchange rate will
display a stable outlook, which will increase the tendency
to domestic savings in TL, contribute to the balancing of
domestic demand and alleviate inflationary pressures.

Turkey, in 2020 has been one of the few economies in the
World to close the year with growth. Turkey’s economy in
the first quarter of 2020, partially affected by the epidemic
grew 4.5%. The economy, which contracted by 10.3% in the
second quarter due to the restrictions, recovered as of the
third quarter as a result of the measures taken and grew by
6.3% annually. With an annual growth of 5.9% recorded in
the fourth quarter, it ended 2020 with a growth of 1.8% with
the contribution of consumption, investment and stocks.

Despite the existence of tightening financial conditions,

it is considered that both the initiation of the vaccination
process and the continuation of global expansion policies
can partially alleviate the pressure on growth. This year,
the recovery is expected to come to the fore with the
contribution of the base effect in the second quarter.
Especially with the expected positive developments in the
tourism sector, it is thought that the recovery in economic
activity will accelerate under the leadership of the service
sector, which was deeply affected by the epidemic in the
second half of the year.

Under these circumstances, it seems possible for us to reach
our potential growth in 2021. In 2020, the sum of incentives
and support packages provided within the framework of the
expansive fiscal policy pursued to limit the impact of the
epidemic on economic activity approached approximately
10% of the national income. The budget deficit / GDP ratio
realized as 3.4% in 2020, remaining below the NEP target
of 4.9%, as a result of the contribution of tax revenues
strengthened by the previous gains in the budget balance
and the growth performance better than expected.
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There is a strong expectation that fiscal discipline will not be
compromised in 2021, with the exception of spending on the
outbreak.

The current account surplus, which was recorded in the
second quarter, turned into a current account deficit due
to the decline in exports as a result of the closures and the
weakening in tourism revenues due to travel restrictions.
With the easing of quarantine measures in the third quarter,
the recovery in exports of goods became evident. However,
the current account deficit continued its course due to the
widening foreign trade deficit due to deferred demand and
the increase in gold imports and weak tourism revenues.
Thus the Turkish economy’s 6.8 billion US dollar current
account surplus in 2019 turned into a 36.7 billion US dollar
deficit in 2020.

For 2021, the increase in imports is expected to slow down
on the back of tightening policies with gold imports set to
ease back as the dollarization trend diminishes. With the
national vaccination rollouts gaining pace, tourism revenues
are expected to record a strong recovery this year, paving
the way for a significant narrowing in the current account
compared to the previous year.

Due to the high uncertainty brought about by the epidemic
in 2020 and the increasing restrictions, the labor market
was under pressure, especially due to service sector
employment. While the impact of the epidemic on the
employment market was felt strongly in the second
quarter, the recovery observed in economic activity in the
second half of the year helped to compensate some of
the employment loss. Measures such as short-term work
allowance and 3-month dismissal ban put into practice

by the government have been determinant in limiting the
increase in unemployment rate. Despite the tightening
financial conditions, the fact that exports start 2021 with a
strong strength is considered as a factor that will support
growth and employment through the industrial sector.
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Isil Ozisik - Topkap!1 ve Ayasofya
(Topkap! and Hagia Sophia)

(1939-) During her secondary and high
school periods, she was a student of
Omer Hatipoglu, Turgut Zaim, Cemal

Bingdl and Esref Uren, after which she

completed her archeology education i
at Anadolu University. She is among o
the artists who painted Istanbul scenes. &

In her work titled “Topkap! and Hagia
Sophia” which belongs to the Ziraat
Bank Art Collection, the artist reflected
the views of the Bosphorus, Topkap! and 2
Hagia Sophia with stains, color and light % e a0

. | e L
accents using watercolor technique.
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IN OUR 157™ YEAR...

IN 2020

MOVING FORWARD TO THE FUTURE UNDER THE GUIDANCE OF

OUR STRATEGIES

In 2020, Ziraat Bank realized a number of investments covering new projects
and ideas aimed at achieving the targets it has set in line with its strategies

ZIRAAT BANK PRESSES AHEAD IN ITS CORPORATE
DEVELOPMENT JOURNEY WITH THE SAME COMMITMENT
IT HAS DEMONSTRATED FOR 157 YEARS.

In 2020, Ziraat Bank realized a number of investments
covering new projects and ideas aimed at achieving the
targets it has set in line with its strategies.

With a commitment to generating value for its customers
and our country, Ziraat Bank has stood by its customers,
offering the right solutions at the right time to meet the
requirements of the real sector and households throughout
the year, and implemented numerous innovations together
with its domestic and international subsidiaries.

OUR STRATEGIES

A Customer-oriented, Robust Balance Sheet

~
While Ziraat Bank makes its balance sheet increasingly
customer-oriented, it proactively manages loan quality
through effective loan processes and prioritizes the
effective use of resources and cost control. Planning

its interactions with its customers in line with customer
expectations and habits, the Bank constantly works to
improve its customer-oriented business model.

The Bank continued to develop the right solutions by
working to understand the financial needs of its customers

and offering products and services that make life easier.

Cash loans registered 34% growth in 2020, bringing the
share of loans in the Bank’s balance sheet to 64%. While

44

the necessary resources were largely met through customer
deposits, both domestic and international non-deposit
resources were also used effectively.

In April 2020, Ziraat Bank secured a USD 1.1 billion
syndication loan with a 367-day maturity, participated in
by 38 banks from 22 countries. This loan was the Bank’s
eighth consecutive syndicated borrowing transaction from
international markets to finance foreign trade.

The Bank’s USD 7 billion GMTN (Global Medium Term Notes)
program was updated in March 2020, and the Bank realized
a bond issuance through private placement of USD 200
million with a 5-year maturity in international markets in
August 2020.

The Bank has also provided alternative resources such

as bilateral loans and post-financing from correspondent
banks, which totaled USD 1.9 billion as of the end of 2020.
The total resources provided from International Financial
Institutions reached USD 1.7 billion.

Ziraat Bank has maintained its contribution to the real
sector and our country’s savings balance with the funds it
has supplied.

Banking for All

~
Ziraat Bank handles its products and services with the
principle of financial inclusion, offering them to all
segments of society with high quality.

Ziraat Bank focused on effectively meeting the financial
requirements of the household and the real sector in 2020.
With the aim of minimizing the potential damage wrought
by the Covid-19 pandemic on economic life, production and
employment, the Bank offered various loan packages for
individuals and the real sector in 2020.

Ziraat Bank launched the Individual Basic Requirements
Support Loan for its retail customers within the framework
of the “Economic Stability Shield Package”. In this context,
loans of up to TL 10,000 were provided with 36-month
payment terms and a 6-month grace period.

Ziraat Bank offered its customers Second Hand Vehicle
Support, Social Life Support and Vacation Support loan
packages under favorable conditions to support the
transition to normalization and to stimulate social life.

The Bank has also implemented the Continuing Business
Loan Support and Cheque Payment Support packages to
financially support the real sector. In addition, within the
scope of support for the revival of economic life, KGF-
guaranteed (Credit Guarantee Fund) Micro Enterprises
Support, Tourism Support and Business Support loan
packages for restaurant and cafeteria businesses were
offered to customers within the framework of the Treasury-
Backed Guarantee System.

Continuing its uninterrupted financing support to the
agricultural sector, Ziraat Bank implemented the “Kéylmde
Yasamak icin Bir Stiri Nedenim Var (I Have Many Reasons
To Live In My Village)” project in September 2020 with the
aim of increasing the scale of enterprises operating in the
field of small cattle.
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Standing by its customers in their time of need, Ziraat

Bank introduced the 36-month “Accumulated Agricultural
Electricity and Irrigation Debt Closing Loan” product to
producers in order to ensure that agricultural production in
our country would continue without interruption during the
pandemic, where sustainability of agricultural production
and food supply security has become more crucial than ever
before. Through this loan, the Bank allowed producers to
pay their accumulated debts arising from their agricultural
electricity and irrigation subscriptions over a reasonable
period of time with a favorable interest rate.

Digital Solutions

~
Ziraat Bank continues its efforts to increase its productivity
and offer digital solutions to its customers through
advanced technology infrastructure investments.

Ziraat Bank has implemented many digital solutions to
protect its customers and employees from the Covid-19
pandemic. Pressing ahead with its projects to digitalize
branch processes and use digital channels more effectively
in 2020, the Bank offered a wide array of facilitating
innovations to Ziraat customers within the scope of these
efforts.

In order to bring ease to the payment and collection

transactions of its customers, Ziraat Bank;

- Put into practice applications making transactions with
the QR code. Payments can be carried out by scanning
the barcodes and QR codes on the tax and SGK (Social
Security Institution) accrual receipts through Ziraat
Mobile. The Bank also enabled the sharing of data
matrices from Ziraat Mobile and fast money transfer
through the QR code.

- Thanks to its integration with the Turkish Tax Office, the
taxpayers were able to query information regarding their
debt on the Tax Office website and pay them through
their Ziraat Bank account.

- Enabled the collection of bills via Internet Banking.
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In order to facilitate the money transfers;

- “Easy Address” definition transactions were provided for
the use of customers through the internet, mobile and
branch channels. Ziraat Bank accounts were accordingly
secured with the customer’s mobile phone number,
e-mail address, TCKN (Turkish ID number) Tax Identity
No (VKN), Foreign Identity No (YKN) or passport number
information, allowing the use of an Easy Address instead
of account information in TL money transfer transactions.
Integration with the Central Bank FAST system was
ensured, enabling money transfer on a 24/7 basis.

- The Second Hand Vehicle Sales - Safe Payment System,
which works in integration with the Notaries Union of
Turkey Information System, was launched for the safe
execution of second hand motor vehicle purchase and
sale processes.

In order to facilitate insurance operations, the Bank;
Provided the opportunity to carry out PPS sales and
collections through the Bank’s website and mobile
application.

Provided DASK (Turkish Natural Catastrophe Insurance
Pool, TCIP) sales and collections through the Bank’s
website, internet branch and mobile application.

By using the national ID card in customer acquisition
processes, it was possible to become a mobile banking
customer without going to the branch, and also possible for
customers to renew their internet/mobile banking password.
Efforts on remote customer acquisition with the national ID
card are ongoing.

As part of the banking software transformation project,
middle tier and REST transformations were completed in
2019, and front-end transformation efforts continued in
2020. Basic banking software development studies for
Ziraat Bank’s foreign subsidiaries also continue with the
experience gained through this project.

As part of the efforts to integrate data management
principles into the business processes, Ziraat Bank
completed the technical infrastructure for the systematic
management of the data dictionary and business dictionary
concepts to ensure data ownership and data singularity.

Separately, the Bank has started work on the process of
obtaining explicit consent via SMS in order to digitally follow
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up explicit consent statements which have been physically
obtained from the branches within the context of KVKK
(The law on the protection of personal data).

Excellence in the Customer and Employee Experience

Y
Ziraat Bank aims to provide excellence in the customer and
employee experience by improving its processes with its
productivity-oriented business model.

In 2020, Ziraat Bank continued to work on the centralization,
improvement and automation of the operational processes
in the Head Office and the branches.

Within this context Ziraat Bank;

- Expanded the use of Robotic Process Automation and
the number of processes being performed by robotic
software increased to 59.

- Centralized the removal/deed of release transactions and
update of foreclosure information records transactions.

- Thanks to the automatic control of the appraisal report
invoices, 81% of the invoices were checked by the system.

- As a result of improvement and simplification efforts
regarding the “Tax Collection Transactions” process,
tax screens were combined on a single screen, allowing
faster and easier transactions.

- The “Renewal of Card Screens” project was initiated
in order to simplify existing screens, combine screens
with similar content, to provide easy and fast access to
information and to design user-friendly screens, and the
related screen enhancements were implemented in pilot
branches.

The Ziraat Finance Group Mobile Application was launched
to enable employees to access in-Bank applications from
their mobile phones. With this application, employees were
able to access various financial data pertaining to the Bank,
follow innovations and carry out emergency notifications.
It was also possible to receive Covid-19 notifications from
this application, providing a significant advantage in taking
action and monitoring the process quickly.

Branch managers could also provide approval through
the Ziraat Finance Group Mobile Application. It was

thus possible for branch processes to continue without
interruption even when managers were out of the branch.

Ziraat Finance
Group Mobile
Application

The Ziraat Finance Group Mobile
Application was launched to enable
employees to access in-Bank
applications from their mobile phones.

In 2020, a program was initiated to improve processes in the
Head Office. Within the scope of this study, plans were put
in place to improve processes in the Head Office, including
75 requests and 5 projects. These studies were aimed at
ensuring that the Head Office would work more flexible and
efficiently.

Development of the in-house virtual assistant application,
“BILGE”, continued in 2020. As part of the ongoing
developments to respond to employees’ questions
regarding human resources practices, the Bank’s Human
Resources System and BILGE were integrated. Development
work on different internal processes is ongoing.

Within the scope of Ziraat Bank’s internal control operations,
artificial intelligence/ machine learning models, whose
infrastructure was prepared in the areas of instant loan

and accounting operation controls, were used effectively.
This model is aimed at identifying new risk areas early

by performing anomaly analysis in addition to ensuring
resource efficiency.
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Learning Organization
Y

Ziraat Bank supports the development of the skills of
its employees - who are its most valuable asset - with
the training opportunities it provides, pays regard to
equality of opportunity by conducting competency and
quantitative performance evaluation processes, and aims
to increase employee motivation and corporate loyalty
by continuously improving human resources practices.
The Bank provides a working environment which enables
new information to be acquired, shared and integrated
into business processes in decision-making and working
processes, ensuring that employees play an active role in
identifying and solving business-related problems in order
to achieve individual and corporate goals.

’ Investment in Human Resources and the

During the pandemic in 2020, Ziraat Bank focused on
bringing ease to the lives of its employees and protecting
them from the pandemic. Within this context;

- employees with chronic illness were given the opportunity
to work remotely,

- in order to reduce the density of staff in the Head Office
buildings, some employees were transferred to different
locations,

- steps were taken to allow operational units to work
remotely,

- the training content in the Banking School application,
which can be accessed from computers and mobile
devices, was enriched and training activities such as
healthy living and having fun at home with children were
added.

In order to ensure the development of Ziraat Finance Group
employees in line with the strategies, the competence and
numeric performance score processes continued in 2020.

Having initiated individual performance and competency
assessment and premium system implementations in
domestic subsidiaries, Ziraat Bank continues to work on
bringing individual performance management systems into
use in its foreign subsidiaries.

Ziraat Bank launched the “ZiraatliYORUM” practice so
employees could share their wealth of knowledge and
experience with all employees. Accordingly, employees are
able to write content in areas ranging from banking issues
to professional development, examples of good practice in
the branch and day-to-day issues such as healthy living, and
share their comments with other employees.
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Providing continuous professional and personal
development opportunities to its employees, Ziraat Bank
averaged 4.33 hours of classroom training and 26 hours of
e-learning per person during 2020.

Ziraat Finance Group employees received numerous awards

in 2020 in recognition of the innovations they introduced:

- Ziraat Bank was given the highest ranking with the
Brilliance award from the Business Brilliance Awards
organization in the “Environmental and Corporate
Sustainability” category in recognition of its innovative
business processes and sustainability work.

- The Bank was awarded the Banking Technology and Best
Retail Bank of Turkey awards in the 2020 awards given
by the Global Banking & Finance Review magazine in
recognition of progressive and inspiring innovations which
stand out in excellence in the global banking and finance
industry.

- While Ziraat Bank works to contribute to our country as
“More Than A Bank”, it also aims to preserve its place in
the hearts of its customers. Thanks to its efforts taken in
line with this goal, Ziraat Bank was chosen as Turkey’s
most loved bank for the fifth year in a row in the “Turkey’s
Lovemarks” survey.

- Ziraat Bank’s “Analytical Human Resources Practices”,
which were developed based on the vision of making
decisions with data in human resources processes, aimed
at monitoring the level of team development and taking
actions appropriate for proactive development, were
rewarded with the Golden Prize in the Employee Loyalty
Program at the Golden Bridge Awards.

- In the annual PSM AWARDS 2020, Ziraat Bank received
the Golden PSM Award in the “Innovative Customer
Interaction and Experience” category with its work on the
“National ID Card and Ziraat Mobile - Internet Banking
Online Application & | Forgot My Password”. The Bank
additionally received the Silver PSM Award in the “Social
Responsibility” category under the heading of “Social
Benefit” with its “Individual Basic Requirements Support
Loan (BTIDK)”.

- Previously selected as the Public’s Favorite and the
category winner in the Banking & Finance-Mobile
Application category, Ziraat Mobile was chosen as the
Best Mobile Application in 2020 in the Golden Spider web
awards.
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- In the Middle East Stevie Awards, Ziraat Bank was
awarded the gold trophy with the “Best Operation Center
Innovation Project” in the Innovation in the Business
to Business Services category and the bronze trophy
in the Business Technology Solutions category with its
“Innovation in Operation Application” within the scope of
the International Stevie Awards.

The Ziraat Finance Group

~
In order to offer a complete package meeting the financial
requirements of its customers, Ziraat Bank generates
integrated solutions with its domestic and international
banking subsidiaries, branches and finance entities,
offering these solutions to its customers in the most
efficient manner by taking advantage of the economies of
scale provided by being a finance group.

In 2020, Ziraat Bank continued to expand its international
service network. Its number of branches in Georgia reached
seven with the openings of Gldani and Varketili branches of
JSC Ziraatbank Georgia in Thilisi. Operating in Uzbekistan,
UTBANK JSC opened its fourth branch in the city of
Samarkand. In addition, the Ahmed Recepli branch of Ziraat
Bank Azerbaijan ASC in Azerbaijan and Kazakhstan Ziraat
Int. Bank’s Turkistan branch were opened during the year.

In 2020, as part of affiliate acquisition/transfer operations,

Ziraat Bank;

- Became a 2.86% shareholder in the credit rating agency,
JCR Avrasya Derecelendirme A.S., together with 17 banks,
Borsa Istanbul (BIST) and unions, which acquired a total
stake of 85.05%.

- Became a shareholder in Birlesik ipotek Finansmani A.S.
(a lien financing company) the establishment work of
which was completed in partnership with the Treasury,
Borsa istanbul (BIST), Banks and the unions.

- Became a partner of Bilesim Finansal Teknolojiler ve
Odeme Sistemleri A.S. (financial technologies and
payment systems company) with a 33.34% stake.

- Within the scope of the project to unite the insurance/life-
pension companies owned by public banks under a single
roof, Ziraat Sigorta A.S. (Insurance) and Ziraat Hayat ve
Emeklilik A.S. (Life and Pension) were transferred to the
Turkey Wealth Fund.

Various work was carried out within the Ziraat Finance
Group in 2020, including technological infrastructure
projects.

While work to develop the main banking applications used
by the foreign units continues, processes in the London and
Greece branches were completed. Additionally, work on
the Key Global Project started in order to bring the banking
practices to Ziraat Finance Group standards.

The Finance Group Transfer System was put into practice
which will ensure safe and fast money transfers within the
Ziraat Finance Group with the transfer infrastructure used
jointly with foreign branches and affiliates.

The renewal of the websites in all subsidiaries and
foreign branches of the Bank to bring them in line with
the corporate identity of the Ziraat Finance Group was
completed.

Ziraat Bank transfers its know-how to all Group banks and

international branches. In this context;

- Mobile/internet banking frontages of Group banks/
international branches have been renewed under the
consultancy of Ziraat Teknoloji.

- Efforts continue to extend the robotic process automation
practice to the Ziraat Finance Group. In 2020, some
processes in the London branch and KZI Bank operating
in Kazakhstan were put into robotic automation.

Ziraat Bank continued its efforts to measure the compliance
with the business model standards established to ensure
that all subsidiaries and international branches provide
services to similar levels with the same business model.

The system is also subject to the performance system and
the criteria applied for the system are constantly updated,
thus guaranteeing continuous improvement of the business
model at the same standards throughout Group companies.
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Responsible Banking

~
Ziraat Bank aims to generate added value with its banking
principle which respects people and the environment in
accordance with its Sustainability Policy.

The policy, which specifies the principles of environmental
and social impact management within the scope of lending
operations, was accepted by the Bank’s Board of Directors
as a complement to the Sustainability Policy. Accordingly, an
environmental and social risk assessment will be carried out
for all investment projects over a certain amount. Operations
related to environmental and social impact management

are planned to be brought into use systematically within the
Bank.

The International Financial Institutions and Sustainability
Management Division was established under the Finance
Group Companies Management and Investor Relations
Department to conduct sustainability operations in the Bank
in @ more effective and coordinated manner.

As part of the digitalizing contracts project, work was

taken to ensure that the contracts and forms used in the
Bank’s business processes could be viewed and approved
through internet branch/mobile banking applications or by
SMS/e-mail verification. With the project, 353 pages and 43
documents were included in the digital approval flow, saving
1,336 trees from being felled. The digitalization of new
contracts and forms will continue in 2021 within the scope
of the project.

Within the scope of Zero Waste Management, all of

Ziraat Bank’s service buildings throughout the country

were defined as separate “Facilities” in the Ministry of
Environment and Urbanization’s Integrated Environmental
Information System (ECBS) and “Facility Supervisors” were
appointed among unit/branch personnel. On the other
hand, “Zero Waste” training, which was prepared by the
Ministry, was completed by all personnel through the Bank’s
training portal.

Uniform waste boxes needed within the scope of the

practices were provided and sent to all units and branches
in accordance with the number of floors and usage areas.
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Focusing on institutionalizing and extending the culture
of change and progress in all fields, Ziraat Bank continued
to generate value with the innovations which it has
implemented in 2020.

Having adopted a strategy based on sustainable profitability
and growth, Ziraat Bank commanded TL 943 billion in total
assets and TL 93 billion in shareholders’ equity as of the end
of 2020. Attaching importance to backing its shareholders’
equity with sustainable profitability, the Bank attained a
9.7% return on equity (RoE) and 1% return on assets (RoA)
in 2020.

Ziraat Bank’s total lending amounted to TL 601 billion at the
end of 2020, accounting for 64% of the Bank’s assets.

The Bank’s total deposits increased to TL 630 billion in
2020, accounting for 67% of its liabilities. Ziraat Bank
remained the sector leader in terms of total deposits in
2020.

CORPORATE/SME BANKING

Through its product, service and distribution network
diversity, its clout in securing low-cost funding and its
liquidity advantages, Ziraat Bank continues to achieve
successful results in the Corporate/SME Banking business
line.

Positioning itself as a service provider focused on growing
in the Corporate/SME Banking business line, the Bank
responds with the same degree of efficiency in meeting the
product and service requirements of small-scale enterprises
as it does when responding to its corporate customers’
demands for big ticket financing facilities.

Ziraat Bank took a series of measures to tackle possible
disruptions in economic activity during the pandemic and
has designed products which would enable corporate
customers which have been either directly or indirectly
adversely affected by the pandemic to continue their
economic activities, and to finance their basic requirements
under appropriate conditions. In this context, the Bank
offered products such as the ise Devam (Carry on Working)
Loan Support Package, the Cheque Payment Support
Package, the Tourism Restaurant-Cafeteria Business Support
Loan Package and the Tourism Support Loan providing KGF-
guaranteed lending opportunity within the framework of the
Treasury-Backed Guarantee System.
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Ziraat Bank studiously paid attention to promoting the
access and widespread use of these loan packages, which
provided a suitable source of financing to a large number of
customers.

On the other hand, Ziraat Bank also aimed to fulfill

the growing demand for strategic raw materials and
intermediate goods and for machinery, the most basic input
for produced goods in the raw material/intermediate goods
manufacturing industry and machinery manufacturing
industry which serves as the driving force of industrialization
through local production. Designed in line with this target
and presented as a new product in 2019, lending operations
within the scope of the “I[VME (Advanced, Productive,
Indigenous Industry) Financing Package” continued in 2020
with approximately TL 26.8 billion in loans extended.

Ziraat Bank acknowledges the need to provide a healthy
and sustainable contribution to existing employment, as
well as to the production infrastructure, in order to ensure
the consistent growth and development of the national
economy. In this vein, the Bank works to expand the set
of facilities which the banking sector makes available to
the real sector. Accordingly, approximately TL 12.8 billion
was lent to over 7,000 customers within the scope of the
Employment-Oriented Working Capital Loan (in Turkish:
iSTOD) which was introduced on October 31, 2019.

SUPPORT PACKAGES FOR SMEs

In addition to the convenient financing source offered by
the ise Devam (Carry on Working) Loan Support Package
and Cheque Payment Support Package, Ziraat Bank has
prioritized support for the tourism sector, which is one

of the sectors to have been hardest hit by the pandemic,
providing affordable financing to meet their requirements,
particularly to restaurants and cafeterias which rely on
tourism. For this purpose, the Bank brought the Touristic
Restaurant-Cafeteria Business Support Loan Package

into practice which provides KGF-guaranteed lending
opportunities within the framework of the Treasury-Backed
Guarantee System.

Moreover, within the scope of the transition to the
normalization process and to support the revival of
economic life, Ziraat Bank aims to enable micro-enterprises,
which form the backbone of the economy and the

social order, to meet their financing requirements under
appropriate conditions through the KGF-guaranteed
Support Loan Package for Micro Enterprises within the
framework of the Treasury-Backed Guarantee System. The

purpose of the loan package, which supports the protection
of production and employment capacities and market values
of micro enterprises, is to meet salary and rental payments
and fixed expenses related to the contract/invoices of micro
enterprises.

In addition, the Bank introduced the KGF-guaranteed
Tourism Support Loan within the framework of the
Treasury-Backed Guarantee System for enterprises in

the tourism sector which provide accommodation and
food services, travel agencies, tour operators and other
reservation services and related operations, as well as for
the enterprises which provide goods and services to these
businesses.

LOANS SECURED FROM INTERNATIONAL FINANCIAL
INSTITUTIONS AND ON-LENT TO SMEs

Since 2010, Ziraat Bank has been obtaining low-cost funds
from international financial institutions for on-lending to
SMEs or larger-scale companies.

The agreements executed within this framework incorporate
special provisions related to environmental and social
control criteria, while also mandating overall compliance
with the environment-related legislation in Turkey. The
agreements also include lists of environmentally-sensitive
sectors or sectors which must be excluded.

International Financial
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Diversity
Through its product, service and
distribution network diversity, its
clout in securing low-cost funding
and its liquidity advantages, Ziraat
Bank continues to achieve successful
results in the Corporate/SME Banking
business line.

Pursuant to international credit agreements, customers are
required to sign a supplementary agreement in addition

to Ziraat Bank’s general credit agreement for such loans
on-lent to SMEs. The document constitutes a pledge by

the customer to ensure compliance with the environmental
and social requirements stipulated by the related financial
institution. During the reporting period, international
financial institutions which Ziraat Bank cooperates with also
conducted audits at the Bank and its credit customers on a
periodical basis.

Institution Project Topic Amount Maturity

World Bank (IBRD) Financing for SMEs (SME 1) USD 200 million 25 years
Financing for SMEs through leasing companies as an .

World Bank (IBRD) APEX loan (SME IIl) USD 300 million 30 years

World Bank (IBRD) Financing energy efficiency projects of SMEs USD 200 million 30 years

European Investment ) . .

Bank (EIB) SME financing EUR 100 million 10 years

European Investment ) . . -

Bank (EIB) SME and MIDCAP financing (5 projects) EUR 500 million 8 years

European Investment Financing IPARD investments approved by the .

Bank (EIB) Agricultural and Rural Development Support Institution EUR 100 million 14 years

German Development Financing SMEs operating in the agricultural sector or EUR 150 million 10 years

Bank (KfW) rural areas

Council of Europe Micro and SME business loan (to create employment or -

Development Bank (CEB) protect existing jobs) EUR 100 million 7 years

French Development Financing for SMEs which process agricultural products EUR 100 million 12 years

Agency (AFD) and food of animal origin
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While continuing its uninterrupted financing support for the agricultural
sector, Ziraat Bank also develops projects aimed at resolving the sector’s
structural problems and facilitating direct access to finance.

FINANCING OF THE AGRICULTURAL SECTOR

While continuing its uninterrupted financing support for the
agricultural sector, Ziraat Bank also develops projects aimed
at resolving the sector’s structural problems and facilitating
direct access to finance. These projects are implemented
through joint work with the related ministries, institutions,
establishments and agricultural organizations.

In this context, the Bank prioritizes diversification of credit
products which will facilitate access to financing for small
business owner farmers, who constitute the most critical link
in the agricultural value chain.

Investments and operations aimed at increasing agricultural
businesses’ storage, processing, packaging and marketing
capacities for their own production are among the Ziraat
Bank’s target production areas, with a special emphasis on
the following areas in operations carried out in line with this
objective;

- contracted production model,

- controlled undercover farming,

- increasing the production of products which will reduce
reliance on imports,

- building agricultural enterprises up to an economic scale,

- use of idle operating capacities,

- increasing the agricultural mechanization of businesses,

- projects to encourage the use of technology to increase
productivity in agriculture,

- investment projects which will create added value in
agricultural production and respond to our country’s
needs,

- licensed storage and cold storage depot investments.
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TL 79.9 billion loan from Ziraat Bank’s own resources to
finance the agricultural sector

The balance of agricultural loans provided from the Bank’s
resources had reached TL 79.9 billion by the end of 2020,
and the number of customers with loans reached 684,000.
The number of new customers added to the portfolio
exceeded 53,000.

35% of Ziraat Bank’s agricultural loan portfolio consists of
investment loans while 65% of it consists of working capital
loans.

On the other hand, the Bank also mediated in the payment
of TL 70.6 million in loans from the funds provided

by various institutions to more than 1,200 individuals
determined by the related institutions. In this context, a
total of TL 1.6 billion originating from fund-based credit
payments which it mediates were reached with the number
of customers exceeding 59,000 by the end of 2020.

Overall, the total volume total of loans extended by Ziraat
Bank from its own resources to finance the agricultural
sector, together with the fund-based credits which it
mediated in had reached TL 81.5 billion by the end of 2020,
with a total of 744,000 customers receiving loans.

Affordable interest rate practice on agricultural loans

In line with the decree and communiqué on reduced interest
rate loans, Ziraat Bank continued to extend loans to its
customers operating in the sector at affordable interest
rates within subsidized rates which are defined on the basis
of production areas.

The contribution of the financial model to agriculture-
based industry-producer cooperation

Contracted Production

Within the framework of contracts entered into with 24
firms operating in a number of areas including vegetable
farming, seed farming, broiler breeding, pepper and tomato
cultivation and sugar beet production, Ziraat Bank’s balance
of contracted production loans extended to more than
35,000 contract producers stood at approximately TL 307.5
million at the end of 2020.

Producer Financing System

The Producer Financing System was introduced in line
with Ziraat Bank’s strategy of “being an effective bank in
financing the agricultural value chain from the farm to the
plate”.

This system was put in place to promote the development
of direct product trade between agricultural producers,
notably producers of fresh vegetables, fruit and red meat,
and buyers (such as chain markets, meat integrated
facilities, canned food factories, ready-made food factories)
without the use of intermediaries (such as brokers or
merchants), while reducing the influence of intermediaries
in the supply chain on the formation of the final product
price and contributing to the formation of more reasonable
product purchase prices and consumer prices by providing
maturity advantages to buyers.

Within the scope of the system, which was put into practice
in the second half of 2020, approximately TL 80 million

of loans had been extended for the sale of agricultural
products as of the end of the year.

Crop production loans

In 2020, Ziraat Bank extended a total of TL 22.8 billion in
loans to 225,000 customers for vegetative production. As
a result of this lending under various areas, the balance of
loans disbursed for crop production had reached TL 25.6
billion as of the year-end, with the number of customers
receiving credit reaching 277,000.

Livestock loans

In 2020, Ziraat Bank extended a total of TL 21 billion

in livestock production loans under various names to
approximately 170,000 customers. As of the end of 2020,
the balance of loans disbursed for livestock production
had reached TL 29.7 billion with the number of customers
receiving credit reaching 255,000.
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Agricultural
value chain

Ziraat Bank prioritizes diversification
of credit products which will facilitate
access to financing for small business
owner farmers, who constitute the
most critical link in the agricultural
value chain.

Aquaculture loans

During the same period, Ziraat Bank extended TL 566.4
million in loans to more than 1,600 customers under various
titles in the field of aquaculture. As of the end of 2020, the
balance of loans disbursed in this area had reached TL 771.5
million and the number of customers receiving such credit
exceeded 2,500.

Modern irrigation system loans

In 2020, Ziraat Bank extended TL 519 million in loans to be
used for pressurized irrigation systems to more than 4,600
borrowers. These loans were used to irrigate approximately
346,000 decares of land using modern pressurized
irrigation systems, resulting in 30%-40% water savings
thanks to the use of drip and overhead irrigation systems.

Agricultural mechanization loans

Ziraat Bank provides financing for tractors and
agricultural mechanization in order to increase the level
of mechanization of agricultural enterprises, efficiency of
production and profitability.

In this framework, TL 5 billion in tractor loans were extended
to more than 44,000 customers, along with TL 1.1 billion

in agricultural mechanization financing loans to more than
32,000 customers in 2020.

As of the end of 2020, the Bank had more than 182,000
customers using a total of TL 9.7 billion in tractor loans,
and more than 85,000 customers using TL 2.1 billion in
mechanization loans.
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In 2020, 21,120 customers benefited from Small Equipment
Credit provided for the purchase of small farming tools and
equipment needed by agricultural enterprises belonging

to real persons or legal entities, to help them sustain their
operations efficiently and profitably. Approximately TL 590
million of loans were extended within this context.

Loan Packages

In addition to the loans which the Bank continuously

extends to finance agriculture, Ziraat Bank last year

designed and offered three new loan packages for its
customers. Within this framework, the following packages
were introduced:

- The “Greenhouse Farming Loan Package” with loans to
cover increased agricultural production in greenhouses,
the installation of new greenhouses, work to bring idle
greenhouses into economic use and the modernization of
existing greenhouses

- The “Loan Package for Livestock Establishments Growing
Their Own Feed” in order to encourage livestock
enterprises to grow foraging crops in order to meet their
needs for animal feed, partially or completely, and/or to
meet these needs through pasture grazing.

- The “Soy Bean, Corn and Sunflower Loan Package” to
encourage production of strategic arable products which
are currently largely imported.

The following results were reached with the implemented

packages during 2019 and 2020;

- Under the Greenhouse Farming Loan Package, TL 3.3
billion in loans were extended to 11,013 growers in 2020;
the volume of loans granted since 2019 has reached TL
6.2 billion with the number of producers reaching 18,000
within the scope of the package.

- Under the “Soy Bean, Corn and Sunflower Loan
Package”, TL 2.7 billion of loans were extended to 22,806
growers in 2020, taking the volume of loans extended
since 2019 to TL 3.9 billion and the number of producers
to 30,000 within the scope of the package.

- Under the “Loan Package For Livestock Establishments
Growing Their Own Feed”, TL 3.4 billion of loans were
extended to 30,216 growers in 2020, taking the volume of
loans granted since 2019 to TL 4.8 billion and the number
of producers to 42,000 within the scope of the package.

Within the scope of these loan packages implemented
in 2019-2020, the number of producers granted loans
exceeded 91,000 with and the total volume of loans
reaching TL 14.9 billion.
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A new\addition to the financial
solution alternatives for small
businesses: “| have Many Reasons To
Live In My Village” project

In 2020, the “I have Many Reasons To Live In My Village”
project and the “Accumulated Agricultural Electricity and
Irrigation Debt Loan” product were added to existing range
of packages.

The “I have Many Reasons To Live In My Village” project

had the following aims;

- increasing the scale of enterprises operating in the field of
small cattle,

- bringing idle operating capacity into production,

- providing regional development with local sheep
breeding,

- increasing demand for domestic-born female livestock,
creating a market as well as reducing livestock imports,

- diversification of financial solution alternatives for small
businesses.

Within the scope of the project introduced at the beginning
of September, protocols were signed with 29 governorships
within a period of four months.

The “Accumulated Agricultural Electricity and Irrigation
Debt Loan” product was offered with the aim of ensuring
that agricultural production in our country continued
without interruption during the period where the
sustainability of agricultural production and food supply
security are of paramount importance, and offered
reasonable payment periods for accumulated debts arising
from agricultural electricity and agricultural irrigation
subscriptions used by producers in their agricultural
production operations.

With this loan, producers were provided with the
opportunity to pay their accumulated agricultural electricity
and irrigation debts with terms of up to 36 months at a
preferential rate of interest.
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The Young Farmers Academy, a social responsibility project launched in
September 2018, continues to develop and expand.

Young Farmers Academy

The Young Farmers Academy, a social responsibility project
launched in September 2018, continues to develop and
expand. Within the scope of the project through which
Ziraat Bank has received more than 10,000 applications to
date, the number of participants successfully completing
the training programs organized on dairy cattle breeding,
greenhouse farming and sheep breeding has approached
300 with the cooperation established with six universities.

With university education interrupted by the pandemic
affecting the whole world, the Academy was unable to
open for the new period. However, interest in the Academy
continues to grow and the Academy continues to receive
applications.

The Bank plans to resume training at the Academy as
soon as universities begin face-to-face education once the
pandemic is brought under control.

RETAIL BANKING

Having offered a number of new products, Ziraat Bank
introduced banking practices in the retail banking business
line in 2020 which will bring ease to the lives of its
customers.

In Retail Banking, which has the largest customer group of
any business line in Ziraat Bank, the Bank offers services
with a diverse range of products to a large retail audience
ranging from students to pensioners, merchants to
entrepreneurs and housewives to farmers, by effectively
deploying its nationwide branch network. The Bank’s ATMs,
the internet and mobile banking applications are all used
extensively in these services.

During the pandemic, which negatively affected economic
and commercial activity in all aspects, Ziraat Bank prepared
a raft of loan packages aimed at meeting the basic
requirements of its individual customers under favorable
conditions. To this end, the Bank offered its customers
Individual Basic Support Consumer Loan products, which
provide KGF-guaranteed loans within the scope of the
Treasury-Backed Guarantee System.

Ziraat Bank offered Second Hand Vehicle Support, Social
Life Support and Vacation Support loan packages to meet
the possible financial requirements of its customers under
appropriate conditions with the aim of stimulating the
return normal life in the normalization process as society
emerged from the global pandemic.

Ziraat Bank continued to market the State Subsidized Dowry
(Ceyiz) and the State Subsidized Housing Account products
set out in legislation drawn up by the Ministry of Family,
Labor and Social Services and the Ministry of Treasury and
Finance to promote savings among the general public.
Accordingly, the Dowry Account had 9,200 customers with
a balance of TL 74 million, while the Housing Account had
2,400 customers and a balance of TL 60 million as of the
end of 2020. The Bank transmits state subsidy applications
from customers who have carried out payments regularly
for three years to the Ministries, and state subsidies are
deposited in the accounts of qualifying customers.

Ziraat Bank carries out operations focused on deepening
its funding base, diversifying and enriching its products to
provide financing in accordance with customer activities
and needs.

Accordingly, marketing operations also continued in 2020
for Inflation-Indexed/Interest Protected and Inflation
Protected products which were introduced to customers in
2019, and the maturities of the accounts were renewed. By
the end of December 2020, balances had reached TL 18.3
billion with 147,000 customers in Inflation-Indexed/Interest
Protected accounts, while reaching TL 1.3 billion with 14,000
customers in Inflation Protected accounts.
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INSURANCE OPERATIONS

Within the context of the New Economy Program, the work
being carried out by the Ministry of Treasury and Finance to
gather public insurance and life/pension companies under a
single roof, with the aim of creating a strong structure, was
completed. Ziraat Bank commenced agency operations with
Turkiye Sigorta A.S. and Turkiye Hayat Emeklilik A.S.

Within the scope of studies aimed at digitalizing insurance

products and reducing the operational burden of branches,

sales and collections were provided for the following;

- PPS plans over the Bank’s website and mobile application,

- The Turkish Natural Disasters Insurance Pool (DASK, TCIP)
product was offered from the Bank’s website, internet
branch and mobile application.

The transition to an online structure got underway with

the rollout of “Life Insurance Transactions Related to
Agricultural Loans” offered for corporate loans used by real
person customers operating in the agricultural sector. As a
result of this transition, the continuity of credit connections
for TL 65 billion of insurance coverage in 1.2 million policies
was achieved for 442,000 insured customers, contributing
to commission income.

The Complementary Health Insurance-TSS (CHI) product,
which covers treatment costs without paying any additional
fees, was put into place in Social Security Institution (SSI,
SGK) and Turkiye Sigorta A.S. contracted private hospitals.

BANKKART BASAK SETS ITSELF APART WITH
ITS SUPERIOR FEATURES

In the first quarter of 2019, Ziraat Bank began offering the
Bankkart Basak which combines the characteristics of a
debit and credit card thus enabling “Assets and Liabilities
Management with a Single Card” to its SME and corporate
customers.

Designed in accordance with market conditions in view

of our country’s macroeconomic priorities and setting

itself apart from other products in the market with its
superior features, the Bankkart Basak promotes commercial
shopping and introduces a new perspective to economic
life, and continued to attract further growth in its customer
portfolio and transaction volume in 2020.
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Safe Trade
System -
Bankkart Basak
Supply Chain
Financing

The Safe Trade System - Bankkart Basak
Supply Chain Financing product which
offers special pricing and maturity
advantages to buyers and sellers in the
supply chain through its merchant and
corporate card infrastructure, and which
eliminates the risk of collection between
buyers and sellers has been introduced.

Bankkart Basak is equipped with an array of features which
support commercial life in addition to its features as a debit
and credit card. These features include the following;

- Guaranteeing the receivables of small-scale parent
companies possessing an extensive dealer and sales
network with Micro DDS,

- Optimizing supplier-dealer cash flow processes with
Dealer Special Limit,

- Managing sectors in which holders of supplementary
cards can shop with Sector-Based Spending,

- Easily reaching spending details of all Bankkart Basak
cards allocated to companies with Detailed Reporting.

The number of cards in circulation reached 694,000 while
total risk balance stood at TL 7.3 billion at the end of 2020.

Ziraat Bank introduced the Safe Trade System - Bankkart
Basak Supply Chain Financing which offers special pricing
and maturity advantages to buyers and sellers in the

supply chain through its merchant and corporate card
infrastructure, and eliminates the risk of collection between
buyers and sellers.

In the Safe Trade System, buyers and sellers can safely trade
among themselves through the card payment system by
creating a payment schedule suitable for their own cash
flows. The product, which will increase the business volumes
of buyers and sellers and allow buyers to access products
and raw materials more quickly, was introduced to the
Union of Chambers and Commodity Exchanges of Turkey
(TOBB) members and the general public in a meeting held
with TOBB on December 10, 2020. The relevant process

is continuing for the signing of a protocol with the TOBB
member chambers, stock exchanges and professional
chambers throughout Turkey.

Operational process improvements

Ziraat Bank carries out initiatives in line with its targets

of simplifying and centralizing its operational processes,
and reducing and digitalizing back-office operations. The
following key developments were carried out by the Bank in
2020:

- Steps were taken to ensure that tax collections could be
performed quickly and easily with 20 different payment
options through the Bank’s transaction channels.

- The level of operational business taking place in the
branches was reduced by centralizing lien removal and
deed of release transactions and updating the foreclosure
information records carried out by the branches.

- Efforts to digitally receive 100,000 Social Housing
applications to the Housing Development Administration
of Turkey (TOKI) over the e-government portal were
completed in partnership between TOKI, Tiirksat and
the Bank and expanded in all projects. Of the 1,035,000
applications made, 43% were through the e-government
portal, with 390,032 applicants not needing to come
to the branches thanks to rebate applications being
performed through ATMs without a card.

- For citizens affected by natural disasters such as earthquakes
or flood throughout the country, debt account openings sent
to the Bank by the Disaster and Emergency Management
Presidency (AFAD) were centralized.

- Electronic data sharing with relevant institutions was
initiated by ensuring that reports requested by source
institutions (collection, utilization, remaining debt, etc.) were
transferred to a digital environment.

- Customers were given increased ability to collect bills
through Internet Banking, contributing to increased
customer satisfaction and improved branch business
management.
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- A Letter of Attorney Inquiry System was activated with

the integration realized with the protocol signed between
the Notaries Union of Turkey (TNB) and the Bank. The
Letter of Attorney Inquiry System was made available to
all branches, eliminating uncertainty in the process flow
and ensuring reliability.

- The “Scan QR Code and Pay” option was added to the

Mobile Banking application in order to keep SSI premium
collections straightforward and error-free.

- The Second-Hand Vehicle Sales - Safe Payment System,

integrated with the Notaries Union of Turkey Information
System, was offered to customers through branches,
Internet Banking and Ziraat Mobile in order to ensure the
simultaneous and safe exchange of the ownership of the
vehicle and the funds in the purchase and sale of second-
hand motor vehicles.

- “Easy Address” definition operations, which can be used

instead of account information in TL money transfer
transactions, were put in practice through the Internet,
Mobile and branch channels by associating an account
with an easier to remember mobile phone number, e-mail
address, TCKN (national ID number) Tax Identity No
(VKN), Foreign Identity No (YKN) or passport number.

- Following development and simplification work regarding

the “Tax Collection Transactions” process, tax screens
were combined on a single screen and made available to
branches, allowing faster and easier transactions.

- In order to simplify existing screens related to debit

and credit cards, combine screens with similar content,
provide easy and fast access to information and design
user-friendly screens, the “Renewal of Card Screens”
project was initiated and screen enhancements were
implemented in pilot branches.

- Integration to the FAST system was achieved, enabling

money transfer on a 24/7 basis within the limits set by the
Central Bank.

- The rollout of the TR QR code has enabled QR code

sharing and fast money transfer over the QR code.

- Introduced at the end of 2019, the “OPi-Operational

Innovation” initiative, which allows customers to send
transaction instructions to the Operation Center directly
through the internet and mobile channels, had reached
nearly 100,000 corporate customers as of the end

of 2020. Within this scope, there were achievements

in terms of simplifying back-office operations in the
branches and ensuring customer satisfaction.

A total of 198,653,392 transactions were performed
through the Operations Center in the 2020 operating
period, with an overall centralization ratio of 99.39%.
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CUSTOMER-ORIENTED CASH MANAGEMENT
IMPLEMENTATIONS

Ziraat Bank aims to ensure that its banking products and
services are competitive, effective and productive. Creating
no-cost funds and cross-selling opportunities on the back
of its activities carried out towards this target, the Bank
pressed ahead with its customer-focused cash management
implementations in 2020.

The number of businesses covered under an agreement
within Ziraat Bank’s Direct Debit System (DDS) stood at 778
at the end of 2020. The total collection volume decreased
by 67% compared to the previous year, while the number of
dealers included in the system decreased by 43% as dealer
entries reached their saturation point in the receivable
collection model within the scope of the direct income
support.

In addition, the Micro DDS (MDDS) product was introduced
in order to guarantee the receivables of small-scale parent
companies with extensive dealer and sales networks or

to include dealers with relatively small volumes in the
relevant sector into the system, allowing such companies
to customarily take out instalment loans and offering them
the opportunity to defer instalments. The number of Micro
DDS Protocols executed within this framework reached 718
during 2020.

The Bank offered its Discounted DDS product, which serves
to carry collections for bills in the system by direct debit
ahead of their due payment dates, and which contributed to
the interest income generated by the Bank.

Ziraat Bank intermediates in invoice and other payments
with a total of 715 contracted organizations, with the Bank’s
Customers able to carry out their payments through ATMs,
Internet Banking, Mobile Banking and Automatic Payment
channels in addition to the branches.

Ziraat Bank realized 297.4 million contracted institution
collections with the Corporate Collection System, amounting
to a total of TL 509.2 million. The Bank had automatic
payment orders for 13.8 million institutional payments

as of 2020. In addition, the Bank continued to offer
customized payments, electronic cheques/notes, accounting
integrations, pool accounts and cash collection services to
meet the needs of its customers.
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Within the strategy of carrying out public collections,
notably tax payments, through card systems and new
payment methods being developed in digital channels, the
Bank introduced the Customs Duty Collection Loan product.
This product provided customers with the opportunity to
use intra-day credit for customs duties which they pay via
SMS.

Meanwhile, the Customs Consultancy Web Service for
customs consultations facilitated Customs Collection,
Liquidation Laboratory (TASIS) Collection and Money
Transfer (Money Order/EFT) transactions for customs
consultancies.

DIGITAL BANKING

Ziraat Bank is one of the banks to use technology most
intensively in the banking sector, increasingly integrating it
into its product and service delivery process.

Developing and renewing its existing technologies, the Bank
is also focused on new technologies which can add value to
its customers.

Closely pursuing technological developments in 2020,
Ziraat Bank has continued to invest in modern infrastructure
systems in order to expand the use of alternative
distribution channels.

By the end of 2020, the number of the Bank’s digital
customers had reached 23.8 million, with a total of 14 million
active digital banking users.

As of the fourth quarter of 2020, there were a total of 9.36
million Ziraat Bank credit cards registered, with a 12.37%
share of the credit card market in terms of the number of
cards and a 9.11% share in terms of monthly turnover. During
the same period, a total of 39.96 million debit cards were in
circulation, as the Bank’s leading position in the sector was
maintained with a 21.21% market share in monthly shopping
turnover.
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Ziraat Bank improves its processes and system flows in line with its goals
of simplifying operational processes, reducing and digitalizing branch
transactions, and developing digital channels.

As of the fourth quarter of 2020, the number of the Bank’s
member merchants stood at 741,400, with 604,700 POS and
Payment Recording devices and TL 53.5 billion in member
merchants turnover. The Bank maintained its leading
position in the sector in 2020 in terms of number of POS
and Payment Recording devices.

Online transactions with Ziraat Mobile

Ziraat Bank added a new project to its portfolio aimed at
encouraging the active use of digital banking channels
and allowing online applications and password renewal
transactions to be carried out over Ziraat Mobile with a
national ID card.

This innovation allows the Bank’s customers to use their
national ID cards as a verification method while carrying
out online applications to the digital channels and renewing
their mobile banking passwords. With this method, the
customer’s information on the ID card is matched with
information on the card chip, and the image of the user

at the time of the transaction is verified by accessing

the biometric photo inside the card using NFC (near

field communication) technology, with a vitality analysis
then performed. As a result, customers are offered the
opportunity to become digital banking customers without
needing any other product-related verification element.
Ziraat Bank broke new ground again in the sector with this
two-component security infrastructure.

Ziraat Bank has placed special importance on efforts to
integrate the national ID card into the banking system.
Following the development actions, the Bank aims to
further increase transaction security by renewing its
processes, increasing efficiency by shortening processes and
maximizing customer satisfaction. Studies are underway to
use the same method in the remote customer acquisition
process in the future.

Tax and SSI payments with barcode and QR code

Ziraat Bank improves its processes and system flows in line
with its goals of simplifying operational processes, reducing
and digitalizing branch transactions, and developing

digital channels. Development work carried out within

this framework ensured that customers could complete
payments by scanning barcodes and QR codes on their tax
and SSlI slips to Ziraat Mobile.

This method ensures an error-free and easy performance in
payments. With the implementation of the developments,
the rate of realization of related transactions through digital
channels had increased to 90% by the end of 2020.

Individual Basic Requirements Support Loan

With the goal of minimizing the potential fallout of the
global Covid-19 pandemic on economic life, production

and employment, which has affected our country as well

as the rest of the world, the Government introduced the
“Economic Stability Shield Package”. In order to contribute
to this package, Ziraat Bank launched the Individual

Basic Requirements Support Loan to financially support
customers in the retail segment with a household income of
TL 5,000 or less per month.

Within this context, loans of up to TL 10,000 were extended
to customers with 36-month terms to be paid back in equal

monthly instalments with a 6 month grace period, to finance
their basic requirements under favorable terms.

Within the scope of this loan package (BTIDK), all 9.3 million
applications made to Ziraat Bank so far have been received
through digital channels (Ziraat Mobile, the Internet Branch,
Call Center and Website) in order to protect the health

of employees and customers. Since April 13", loans were
extended to a total of 3.82 million applicants, with the
unconfirmed phone information of 1.27 million (33%) of
these applicants subsequently confirmed through the use
of the Credit Registry Bureau (KKB) and Information and
Communication Technologies Authority (BTK) confirmation
mechanisms, removing the need to involve the branches.
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With these confirmation mechanisms, 758,000 applicants
newly became customers of the Bank. In addition, through
the BTIDK payment screen added to the ATM cardless
transaction menu, approximately 930,000 customers
without a card were able to receive their loans without
entering the branch.

The ATM-Ankes (ATM-Cash Balance) Mobile Application
Ziraat Bank launched the ATM-Ankes Mobile application
within the scope of its digital transformation activities.

The application is aimed at bringing ease to the lives of its
customers, to use technology more effectively in today’s
conditions to minimize operational costs and to provide
24/7 access to ATMs, which are an indispensable part of the
alternative distribution channels.

This application provides the opportunity to access the
Branch Support Line along with the Active ATM List,

ATM Fault Notifications, Instant and Closed Service Level
Agreement (SLA) Status Reports, ATM Safe Status Tracking
Screens and the E-Library application for the management
of faults.

The introduction of the ATM-Ankes Mobile application
removed the need to send 75 million SMS text messages per
year.

Awards for digital channel activities

Ziraat Bank won two awards in the annual PSM AWARDS
2020, which is held every year to reward technology-
oriented innovative projects in the finance, informatics,
software and insurance segments of financial institutions,
notably banks, FinTechs, start-ups and companies which
develop joint projects by providing solutions to these
sectors, and to encourage the innovative creativity.

Having submitted its applications for the PSM AWARDS
2020 in the two categories of “Innovative Customer
Interaction and Experience” and “Social Responsibility”, the
Bank’s work was recognized with awards in both categories
following the evaluation by the PSM Awards jury.

With its “National ID Card and Ziraat Mobile - Internet
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Banking Online Application & | Forgot My Password”
projects, Ziraat Bank won the Golden PSM Award in the
“Innovative Customer Interaction and Experience” category
under the heading of “Innovation” and the Silver PSM Award
in the “Social Responsibility” category under the heading

of “Social Benefit” with its “Individual Basic Requirements
Support Loan (BTIDK)”.

In today’s banking world, where services in the banking
sector can be provided to customers regardless of the

time or the place, and with digitalization at the forefront of
attention for users, Ziraat Bank is delighted to be pioneering
this transformation with its innovative work and for its
efforts to be recognized, and continues its work in this
respect with determination.

Efforts focused on removing barriers

Supporting the participation of individuals with disabilities
in economic and social life, Ziraat Bank carries out
systematic activities to provide its customers with
disabilities with easier access to its products and services.

As a result of initiatives which constitute its Accessible

Banking activities, the following steps were completed:

- Tactile paving was installed on indoor and outdoor
surfaces for visually-impaired individuals, a call button
was put in use for individuals with disabilities who need
assistance when they come to the branch, and information
printed in the Braille alphabet was placed on the doors in
1,075 branches,

- Accessible elevators were installed in 40 branches and
Head Office buildings,

Ziraat Bank aims to extend its efforts to enable customers
with disabilities to easily access the branch, ATM and
internet banking services in all of its branches.
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In order to enable the use of long-term TL loans, the Bank started to use
TLREF-based products instead of TRLIBOR in financial products based on
variable interest rates, and started to offer TLREF-indexed products to its

customers.

TREASURY MANAGEMENT AND INTERNATIONAL
BANKING

Ziraat Bank predominantly supported its funding needs,
which increased on the back of the 34% growth in cash
loan volume, through deposits. The Bank has continued

to consolidate its widespread funding structure with core
deposits, also taking advantage of its extensive branch
network. TL deposit products, designed to meet the various
needs and expectations of customers, continued to attract
customers, with the inflation-indexed TL deposit product
being particularly popular.

82% growth in Ziraat Bank’s gold deposits

In addition to the significant expansion in Turkish lira and
foreign currency deposits, Ziraat Bank recorded an 82%
expansion in the volume of its gold deposits in 2020 as the
trend among households to purchase gold continued during
the year, due to the perception of risk.

The Bank carried out transactions of approximately 222
tons throughout 2020 on the back of its customers’
intensive gold purchase and sale transactions, providing
uninterrupted service to its customers through all channels.

In line with this growth, Ziraat Bank realized over 20 tons
of transactions in the BIST Precious Metals and Diamond
Markets. Continuing its scrap gold collection campaigns,
one ton of gold which had been kept at homes under-the-
mattress was recovered for the economy by the Bank.

Ongoing success as a market maker in government debt
securities

In the government debt securities market, Ziraat Bank
successfully maintained its position as a market maker, as
determined by the Ministry of Treasury and Finance, in 2020
and played an active role in the secondary markets. The
share of securities in total assets stood at 24% at the end of
2020, compared to the 20% share in 2019.

Efforts to ensure funding source diversity

Ziraat Bank supports the work carried out by the National
Working Committee, in which it actively participates, in the
process of the transition from IBOR Rates to Alternative
Reference Interest Rates being experienced worldwide.

In order to enable the use of long-term TL loans, the Bank
started to use TLREF-based products instead of TRLIBOR
in financial products based on variable interest rates, and

started to offer TLREF-indexed products to its customers.

Ziraat Bank issued TL 2.5 billion of TLREF based bonds

in the domestic market to qualified investors in a bid to
expand the diversity of its funding sources and widen its
customer base. With these issues, the Bank helped investors
diversify their portfolios and distribute their risks effectively.

In order to manage the TL interest rate risk of the sector
without using foreign currency liquidity, the Bank started to
publish benchmark pricing in data distribution systems in
2020 to create market depth and liquidity for TLREF-based
interest rate swap agreements, in an attempt to contribute
to the expansion of interest rate swap agreements with both
legs in Turkish Lira.

Strategies focused on developing the capital markets
Ziraat Bank continues activities with the aim of diversifying
its funds and obtaining low-cost, long-term resources. To
this end, the Bank’s USD 7 billion GMTN (Global Medium
Term Notes) program, which was set up to borrow from
international capital markets, was updated with effect from
10 March 2020.

Moreover, the Bank continued to secure external funding
through private placements. In August 2020, the Bank
issued a USD 200 million bond with a 5-year maturity
through private placements in international markets.
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Ziraat Bank also secured alternative funds such as bilateral loans and post-
financing from correspondent banks thanks to its long-going and consistently
maintained robust relationships with its correspondent network. These funds
amounted to USD 1.9 billion as of the end of 2020.

The Bank has started working on issuing its first
sustainability bond under the GMTN (Global Medium Term
Notes) program. Within this context, in August 2020, the
Bank prepared the “Green, Social, Sustainable Finance
Framework”, which determines the appropriate lending
areas which may be subject to sustainable bond issuance,
and a second party compliance opinion was obtained from
the internationally recognized Sustainalytics company, and
both documents were posted in English on the website.

Syndication loan secured

Despite the deterioration in global financial conditions
brought about by the spread of the Covid-19 pandemic all
over the world, Ziraat Bank secured a USD 1.1 billion, 367-
day syndication loan in April 2020, which was participated
in by 38 banks from 22 countries. This was achieved thanks
to the support of its robust relationships with its strong
correspondent network. This transaction was the eighth
consecutive borrowing transaction carried out by the
Bank through international syndication for the purpose of
financing foreign trade.

To secure this loan from the correspondent network
operating in various regions, despite the panic affecting
the global economy in the second half of March 2020, once
again served to confirm international confidence in Turkey
and Ziraat Bank.

Ziraat Bank also secured alternative funds such as bilateral
loans and post-financing from correspondent banks thanks
to its long-going and consistently maintained robust
relationships with its correspondent network. These funds
amounted to USD 1.9 billion as of the end of 2020.
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Standing by its customers in every respect with the
products and services it offers, Ziraat Bank actively supports
its customers in foreign trade finance with a wide variety

of financial products and services including discounted
letters of credit and avalized/discounted bills of exchange/
promissory notes. Working closely with export credit
agencies such as Hermes, Serv and Sace to meet the foreign
trade financing needs of its customers, the Bank provides
medium- and long-term country loans to its customers.

Within the scope of agreements with the Export Import
Bank of Korea (KEXIM) and The Export-Import Bank

of the Republic of China (Taiwan Exim), the Bank
provides medium- and long-term and low-cost financing
opportunities to meet the working capital and investment
financing requirements of customers which have business
ties with Taiwan and South Korea.

Ziraat Bank increased the number of customers performing
foreign trade transactions by 10% compared to the previous
year, expanding its foreign trade volume to USD 50 billion
by the end of 2020.

Increasing synergies with the Ziraat Finance Group

In line with Ziraat Bank’s strategy and vision to increase

its effectiveness in the countries in which Ziraat Bank’s
international subsidiaries and branches operate and to
contribute to the development of commercial and economic
relations between these countries and Turkey, the Ziraat
Finance Group (ZFG)’s share in global foreign trade has
grown at a constant pace. ZFG prioritizes the development
of foreign trade between the countries and the companies
supporting foreign trade.

A strong and sustainable correspondent bank network
during the pandemic period

Despite the Covid-19 pandemic, Ziraat Bank continued to
offer solutions to its customers located in many locations
around the world and in Turkey in the field of foreign
trade thanks to the robust cooperation provided by the
correspondent network which includes over 1,760 financial
institutions in more than 140 countries.

As one of the leading banks in foreign trade thanks to its
increasing service quality and wide product diversity in
recent years, Ziraat Bank’s leading role in supporting the
real sector during the pandemic has helped it strengthen its
position as the preferred bank in foreign trade and foreign
exchange transfer transactions among customers in 2020.
Taking advantage of its extensive correspondent network in
domestic and overseas FC money transfers, the Bank offers
its customers fast and lower-cost alternative solutions,
increasing the number of FC transfers.

A reliable correspondent bank limit allocation model
Ziraat Bank updates the creditworthiness of resident and
non-resident correspondent banks and other financial
institutions through periodic studies, and limits are allocated
to these institutions based on internal rating model.

INTERNATIONAL BRANCH BANKING

Ziraat Bank has developed its operations in the field of
International Branch Banking in line with its international
banking strategy and vision. The Bank undertakes successful
International Branch Banking operations with the following
main objectives;

- To provide fast, modern and high-quality services to all
customers in all regions where the Bank operates, as well
as Turkish entrepreneurs and companies,

- To secure a higher share in the financing of foreign trade
between Turkey and other countries where it operates
and to play a strong role in financing international trade,

- To ensure the sustainable profitability of international
branches with a healthy and efficient balance sheet
structure,

- To create effective synergies within the framework of the
“Ziraat Finance Group” approach.
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An integrated
perspective

Ziraat Bank carefully considers existing
and potential business opportunities in
the regions where it operates with an
integrated perspective.

“Ziraat Is Always with You Wherever You Are in the World”
Ziraat Bank carefully considers existing and potential
business opportunities in the regions where it operates with
an integrated perspective. In line with the motto “Ziraat is
always with you, wherever you are in the world”, determined
within this framework, the Bank will continue working with
the objective of becoming the strongest and the most
efficient bank in the countries where it has a presence, in
addition to Turkey.

In its London Branch, in order to adapt to the dynamics of
the London financial center, the Bank reshaped its products
and services in a way which would increase its effectiveness,
particularly in the fields of structured finance and foreign
trade finance. Serving as an important touch point in
accessing international financial markets, the London Branch
maintains its pioneering and advantageous position in terms
of money market and treasury transactions.

In Greece, providing services through three branches in
Athens, Komotini (Gimdilcine) and Xhanti (iskece), Ziraat
Bank focuses on services such as corporate banking and
foreign trade financing. Playing an active role in developing
trade between the two countries, the Bank completed the
transition to the new core banking software in the first
quarter of 2020, marking an important step in terms of
ensuring product diversity and managing banking business
processes more effectively.

63



ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT

IN 2020

AN ASSESSMENT OF 2020: DEVELOPMENTS AND TARGETS FOR

THE FUTURE

In Bulgaria, four branches are operating in the corporate
and retail segments in Sofia, Plovdiv, Kardzhali and Varna
under the Bulgarian Country Administration. Financial
services and solutions are offered to customers through
non-branch channels such as ATMs and Internet banking.
Ziraat Bank continued to increase its financial support

for direct investments of our entrepreneurs operating in
Bulgaria and the financing of foreign trade between the two
countries in 2020.

In Kosovo, four branches are operating in the corporate and
retail segments in Pristina, Prizren, Peja and Ferizaj under
the Kosovan Country Administration. In Kosovo, where
corporate and individual customers are offered a wide range
of products, the service network was expanded with new
branch openings in the cities of Prizren and Peja in 2018
and in Ferizaj in 2019. Ziraat Bank played an important role
in the financing of infrastructure investments, especially
transportation infrastructure and renewable energy
resources in Kosovo in 2020, continuing to contribute to
the financing needed in the development of the country’s
economy.

In the TRNC (Turkish Republic of Northern Cyprus),
customer and market-oriented operations are carried out by
expanding the product range and continuously increasing
service quality. The eight branches in the TRNC provide
corporate and retail banking products to the customers in
Turkey’s standards, continuing to contribute significantly to
the economic development of the TRNC.

In accordance with its responsible banking approach, during
the pandemic Ziraat Bank offered its loan support packages
created under the coordination of the TRNC Central Bank to
customers in need of financing in the most effective manner,
and captured a significant share of total loan volumes. The
Bank has maintained and increased its lending activity to
the education and tourism sectors, two leading sectors in
the TRNC economy.
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In Iraq, the Bank supports the development of economic
and trading activities between Irag and Turkey with its

two branches in Baghdad and Erbil. The branches fulfil the
contracting firms’ requirements for letters of guarantee,

in addition to serving as the financial solution point for
international companies, organizations and institutions
and, in particular, for Turkish and Iraqgi corporate customers
operating in the country.

The Baghdad Branch of the Ziraat Finance Group, which

is an important contact point in Iraq, has played an active
role in ensuring our country’s access to international energy
resources under favorable conditions, effectively and
quickly.

In Saudi Arabia, the Jeddah Branch opened its doors in 2011.

The Branch meets the banking requirements of Turkish and
Saudi Arabian corporate customers operating in the country,
primarily the letters of guarantee requirements of Turkish
contractors, as well as intermediating in and developing
foreign trade between Turkey and Saudi Arabia. Continuing
its efforts to expand its product and service range, the
Branch continued to support foreign trade between the two
countries with cash loans in addition to non-cash loans.

Ziraat Bank’s second address in the Gulf region, the Bahrain
Branch, plays an active role in accessing international
financial markets.
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Ziraat Bank Human Resources Group Directorate revised its Human Resources
and Training functions in line with current HR strategies and consolidated
its operations under two new functions; Career Management and Talent

Management.

HUMAN RESOURCES PRACTICES

The Ziraat Bank Human Resources Group Directorate
revised its Human Resources and Training functions in line
with current HR strategies and consolidated its operations
under two new functions; Career Management and Talent
Management. The purpose here is to define “Talent” for

the Bank, discovering existing and new human resources
which meet this definition, bringing them to the Bank

and then developing both Career Management and Talent
Management practices with the objective of retaining talent
within the Bank.

2020 Career Management Operations

Operating in a sector characterized by intensive
international competition, each and every year Ziraat

Bank strives to take a step further on its status as the
strongest national bank. In 2020, the Bank continued to
develop its adopted modern human resources management
system with an awareness that it owes its exclusive and
distinguished position in the sector to high-level human
resources which offer the right value proposals to its
customers at the right time, through the right channel with
their original market knowledge and experience.

In the global pandemic conditions of 2020, human resources
units have taken on major responsibilities to ensure business
continuity, put in place crisis management systems and
support the motivation of employees with the aim of
carrying companies into the future. Studies were undertaken
to understand the needs and motivating factors of
employees in order to create an employee experience which
is able to respond to changing demands brought about by
the new conditions.
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The Ziraat Bank Human Resources department analyzed the
effects of employees’ psychology on performance during
this challenging process and continued to offer training
activities on online platforms to increase the psychological
resilience of employees in spite of the pandemic. Practices
were developed aimed at accelerating the flow of
information in terms of crisis management and increasing
employees’ ability to take quick actions. Any employee
experiencing health problems or found to be struggling
with this process was contacted on a one-on-one basis and
efforts were made to meet their needs and requirements. In
terms of business continuity, remote and rotational working
models have been adopted, and working hours have been
regulated.

With all these measures, the Bank aimed to manage

the pandemic process as well as was possible, to make
employees feel that they are accompanied under all
conditions and to create an employee experience which will
respond to changing conditions.

Employee profile

With the goal of providing modern and reliable banking
services by fulfilling the requirements of the banking and
international competitive environment, Ziraat Bank served
its customers with a total of 24,673 employees as of the end
of 2020. On the other hand, the total number of employees
in the Ziraat Finance Group stood at 28,389 including
domestic and foreign subsidiaries. Having provided jobs for
674 people in 2020, the average age of employees in the
Bank stood at was 37. Among the Bank’s employees, 85%
had an associate, undergraduate, graduate or doctorate
education, and had served as an employee for an average of
13 years.
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BREAKDOWN OF ZIRAAT BANK’S HUMAN RESOURCES BY LOCATION, AGE GROUP AND EDUCATIONAL BACKGROUND:

Breakdown by Head Office, Regions and Branches
Unit

Number of People

%

Head Office 5,528 22.41
Regions 287 116
Branches 18,770 76.08
International 88 0.36
Grand Total 24,673 100.0
Breakdown by Age

Age Number of People %
30 - 1,966 9.97
30-50 21,694 87.93
51+ 1,013 410
Grand Total 24,673 100.0
Breakdown by Educational Background

Educational Background Number of People %
Post-Graduate 44 0.18
Graduate 2,253 913
Undergraduate 16,121 65.34
Associate 2,563 10.39
High School 3,558 14.42
Secondary School 134 0.54
Grand Total 24,673 100.0
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Recruitment

Ziraat Bank has always opened its doors to creating
employment for young people wishing to pursue a
promising career in banking. A recruitment examination
was also conducted in 2020 to meet the Assistant Specialist
needs of Ziraat Teknoloji, one of the Bank’s subsidiaries.
The Bank’s recruitment process was redesigned within the
scope of “Candidate Satisfaction”. In order to relieve the
anxieties surrounding examinations among new graduates,
pre-interview preparatory training including various training
and tasks was provided, with the selection and evaluation
carried out afterwards through a structured interview
process.

Transparent career management

In keeping with the transparent career management
approach to which the Bank adheres, Ziraat Bank trains its
own management candidates among its staff. Accordingly,
2,752 existing employees who were succeeded in the written
promotion exams conducted in 2020 were promoted to a
higher position. In addition, more than 100 employees who
successfully completed the Management Trainee Program
were appointed to management positions in the branches
and units.

There are a total of 28,389 employees within the Ziraat
Finance Group, including domestic and foreign subsidiaries
(when outsourcing personnel are included, this number
becomes 33,416). Ziraat Bank has taken firm steps towards
becoming a global brand in the banking sector in all
countries where it operates, offering attractive career
progression, pay, training and development opportunities
to all employees working under the Ziraat roof. In addition
to the companies operating in Turkey, efforts continue to
expand Ziraat HR practices among the subsidiaries located
abroad.

The Ziraat Finance Group pays attention to the satisfaction
and happiness of its employees, its most precious resource,
and the effective management of their experiences

in this context. The Group continues to strengthen its
communication channels in order to support its employees
not only in managing their career, financial situation or
working environment, but also their expectations and
concerns regarding life.
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Within this framework, the level of satisfaction of
employees across the Ziraat Finance Group was measured
in 2020 by conducting employee satisfaction surveys in
all domestic and foreign subsidiaries together with the
Bank’s employees, and short and long-term action plans
were created based on the analysis of factors affecting
satisfaction.

Furthermore, with the “Happiness Barometer” survey, the
Bank kept its finger on the pulse of employee’s feelings on a
daily basis. In addition to any general reasons, any reasons
for dissatisfaction specific to the employee were determined
through one-to-one interviews with the employees
participating in the survey, and plans were set out to solve
any problemes.

The “Communication Network Analysis” practice, which
is one of the decision-making mechanisms developed by
Ziraat Bank to act in accordance with the level of success
and knowledge of the employees in their careers and

to create a systematic structure that would allow them
to manage their careers within the framework of the
determined rules, was deemed worthy of Golden Awards on
two important international platforms, the Golden Bridge
Awards and the Harvard Business Council International
Awards. Following the analysis carried out in view of

the results of this practice, the Bank’s training content
was renewed and an online platform was established
where employees could share their talent with the whole
organization.

Performance management

The Individual Performance Management System measures
each employee’s individual achievements and ranking in
each period on the basis of objective and quantifiable
criteria. The system consists of two basic components;
numeric-based and competence-based criteria.

The Bank’s strategies are reflected in the field through the
performance system. Indicators associated with customer-
focus, profitability, productivity and risk management have
a significant impact on the numeric performance score.
The numeric performance scores calculated according

to measurements of goals, development and magnitude
are combined with competency scores, which provide
individuals with rankings which are used as the basis of
performance bonus payments.
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The individual performance bonuses, which are determined
and paid on the basis of periodically conducted individual
performance reviews, are intended to strengthen the Bank’s
customer-focused business model, to promote an approach
to work which is focused on marketing and effectiveness,
to increase company loyalty by motivating personnel and
to provide tangible benefits to those whose individual
achievements are compatible with the Bank’s corporate
objectives.

A current bonus budget is determined by taking the Bank’s
profitability and operational results into account with the
proviso that the budget’s total amount shall not exceed

8% of the Bank’s aggregate monthly salary payments.

This allocation is paid out to recipients as an individual
performance bonus at three-month intervals together

with their monthly salaries in the months of February, May,
August, and November and is based on objectively defined
and numerically expressible specific criteria.

In this system, which has been set up to focus mainly on
marketing in line with the Bank’s strategies and targets,
bonuses are paid to reward those who contribute more

to the realization of the Bank’s strategies and targets.

While calculating bonuses, different coefficients are

used according to branch segment and scale, individual
performance ranking and job position criteria. Marketing
group personnel bonuses are calculated in direct proportion
to the individual performance points in each section.

Aiming to motivate employees towards increasing

their corporate engagement and to reward individual
achievements aligned with the Bank’s corporate strategies,
Ziraat Bank included all other Head Office units within its
performance management system in the second quarter of
2018, as well as the units subject to numeric performance
measurement, taking into account the competence-based
evaluation system.

On the other hand, within the framework of the fundamental
Ziraat Finance Group concept, individual performance
evaluation, competence evaluation and bonus system
practices were launched throughout the domestic
subsidiaries. During the reporting period, the Bank also
continued to take steps to introduce individual performance
management systems in its foreign subsidiaries. Ziraat Bank
plans to follow up the outcomes of the performance system
devised for foreign subsidiaries and to initiate performance
bonus payments among these units as well.
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Remuneration practices

The Remuneration Committee is responsible for overseeing
and supervising Ziraat Bank’s remuneration practices on
behalf of the Board of Directors. The Committee assesses
the remuneration policy and practices within the framework
of risk management to ensure that remuneration policies are
aligned with the Bank’s ethical values and strategic goals,
and shares its suggestions with the Board of Directors.

Within the context of the third term collective bargaining
agreement signed between Ziraat Bank and Oz Finans-is
Trade Union to be effective from January 1, 2019 through
December 31, 2020, union members were granted certain
personnel rights including leave in addition to receiving
additional monthly payments. In the Bank, which has a
unionization rate of around 90%, adjustments to pay for
2020 were carried out in accordance with the Collective
Labor Agreement.

The system, set up to monitor the amount of overtime
carried out by personnel continued to be used effectively in
2020. A focus was placed on reducing overtime, in keeping
with the sensitivity placed on maintaining the work-family
life balance for employees.

Health benefits and practices

In addition to the health services provided by the Social

Security Institution, Ziraat Bank provides benefits regarding

health insurance to its employees and family members

subject to the provisions of private law;

- Based on the authorization provided by the Bank’s Board
of Directors,

- Based on the authorization provided by the Board of
Directors of Health and Assistance Fund (the Fund) for
the Fund members.

The Bank also executes special agreements with healthcare
service providers, under which its employees can obtain
healthcare services, and announces these agreements to all
employees.

Measures taken against the Covid-19 pandemic and social
security practices

To reduce the negative impact of the Covid-19 pandemic,
which originated from China in the first quarter of 2020 and
spread rapidly throughout the whole world with the effects
of globalization, the Ziraat Finance Group immediately
implemented a series of measures by prioritizing the

health of its employees and their families, and strived to be
support its employees.

Taieht
mahagement

Ziraat Bank attaches importance to
training and development activities
aimed at improving both the
professional knowledge and skills

and personal talents of its employees
within the framework of its strategy
of “Investing in Human Resources and
Learning Organization”.

In this context, the pandemic was closely monitored from
the very first day and regular information was provided
within the scope of business and operational continuity.
Employees in high-risk groups for reasons such as
pregnancy, breastfeeding, chronic illness and disability
were prioritized. During the Covid-19 pandemic, work
areas were routinely disinfected and programs put in place
for employees to work remotely or on alternate days as
much as possible. Furthermore, the hours of service of the
branches were revised in line with the process.

The Covid-19 Status Notification Mobile Application was
developed with the aim of quickly detecting possible cases
of Covid-19 within the Bank and to take necessary actions.
The health status of employees can be monitored instantly
with the application and actions taken according to their
situation.

Efforts were taken to meet the needs of employees, retired
employees and their relatives or those suspected of having
Covid-19 had any needs regarding health expenses, with
food aid provided to those in need and accommodation
provided for personnel where deemed necessary.

The children of employees who had achieved national or
international success in fields such as sport, painting and
music were closely followed in this process.
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Human Resources analytical practices were deployed with
trend analysis activities created by following the number
of cases in various countries during the pandemic period
on a daily basis. Diffusion Trend Modeling was developed
for our country by analyzing Covid-19 case statistics in the
world, and the outputs of the model were used as inputs in
workforce planning.

Talent Management Practices

Ziraat Bank attaches importance to training and
development activities aimed at improving both the
professional knowledge and skills and personal talents of its
employees within the framework of its strategy of “Investing
in Human Resources and Learning Organization”.

By contributing to the development of its employees in
every aspect and adding value, the Bank aims to discover,
evaluate and develop talent in the most efficient manner
by standing by these individuals in every period of their
business life. Accordingly, an extensive and user-friendly
rate of content was diversified by taking various user needs
into consideration and transferring them from various
channels.

Developing talent

Providing continuous professional and personal
development opportunities to its employees, Ziraat Bank
offered each of its employees an average of 30 hours of
training in 2020. During the pandemic in 2020, virtual
classroom practices and distance learning were preferred
instead of in-class training in order to limit the risk of
transmission of the virus.

In 2020, Ziraat Bank provided training to its employees not
only in technical banking matters, but also in many areas
that directly affect the quality of life of employees, such

as parenting, healthy living, fitness, coping with stress and
emotional resilience.

During the pandemic, employees were supported with a
range of different content in a wide range of subjects such
as child psychology, spending quality time with children at
home, measures to stay healthy and coping with stress.

Written works of the Bank’s employees who wrote books

were published on the Banking School platform within the
scope of the “Ziraatli Yazarlar (Authors of Ziraat)” project.
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Technologic applications in training

In line with Ziraat Bank’s “Digital Solutions” strategy,
applications including the latest technology in the field of
training were followed and put into use.

Distance learning, which allows more employees to train
at a low cost in a short space of time and is accessible for
employees at any time and any place, has gained even
greater importance during the pandemic. The Bank, which
quadrupled its existing e-training, assigned 160 distance
learning sessions per employee, with content differing
depending on their field of duty, through the Banking
School platform.

In addition to this content, the digital library, “KitiphanemizZ
(Our Library)”, which contains more than 1,000 volumes,
was opened for the use of all employees. KitliphanemiZ
(Our Library) provides a vast range of interesting distance
learning courses, videos, audio files and documents for all
employees seeking to develop themselves professionally or
personally.

Ziraat Bank produces some of its digital training itself,
taking flexible actions in matters that require rapid
information.

With a belief that we cannot claim our future without
knowing our past, the processes which took place during
the Bank’s founding year were discussed in an online panel
held with three renowned historians.

Ziraat Bank launched the “ZiraatliYORUM” platform in a
bid to enhance intrabank sharing and allow employees to
transfer and record their knowledge and experience for all
employees, and as well as creating an environment where
employees can demonstrate their skills. On this platform,
employees are provided with the opportunity to share their
own articles, read and comment on other articles and to
support them by liking them.

With variations depending on the fields of duty of the
employees, Ziraat Bank prepared journeys with the mobile
application, Rootie, which allows information to be collected
instantly from the field, as well as ensuring permanence
with micro learning and enhancement. With the application,
which is designed to present the practicality of mobile
learning by accompanying employees in their fast-moving
lives, items such as surveys and exam questions, reminders,
greetings and messages of congratulation can be addressed
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Digital
Solutions

In line with Ziraat Bank’s “Digital
Solutions” strategy, applications
including the latest technology in the
field of training were followed and
put into use.

on a daily basis within the framework of a planned calendar,
in addition to micro learning items.

In order to invest in the Bank’s corporate culture, employees
were asked “What’s it like to be a Ziraat employee”, and

the first version of “The A-Z of Being a Ziraat employee”,

a collective and living digital book, was created with the
answers taken.

Within the scope of the activities to mark the 157t
anniversary of Ziraat Bank’s foundation, a painting contest
was held for children on the subject “What do you think
Ziraat Bank is?”. At the end of the competition, which
sought to reveal what Ziraat Bank means for young people
through their imaginations, all pictures were declared a
winner by the jury after having evaluated their beautiful
pictures. Their works of art were also featured in the 1liz
(We Are One) magazine and shared on the Ziraatvolley
Instagram account. This was an example of how the Bank
sought to interact with its employees, even during the
pandemic.

In 2020, Ziraat Bank focused on “gamification” on one
hand while enriching its educational content on the other.
“NextPlease” is a Gamified Competency Development Tool
based on the 5-factor personality model OCEAN, which
creates a realistic “customer-employee communication
process” by simulating different types of customers,
personalities and moods with the help of artificial
intelligence. With the “NextPlease”, employees had the
opportunity to develop their communication skills by
experiencing and entertaining.

Training operations within the framework of the
“Responsible Banking” strategy

Within the framework of its “Responsible Banking” strategy,
Ziraat Bank also pays regard to sustainability in its training
activities.

By offering an extensive range of content, which had

been previously been shared in printed form, on a digital
environment by e-mailing training notes to participants
instead of printing and distributing them, and by switching
to a “mobile signature” practice in in-class training, the Bank
has decreased its paper consumption every year.

Our “E-training Exclusive for Juniors” activities, initially
prepared to raise awareness of savings among children and
introduce them to basic financial concepts, were updated.
In this fun packed activity, children gained knowledge of
the relationship between money and banks, the functioning
of banks, internet and telephone banking, credit and credit
card awareness and efficient use of all resources from
money to electricity and water with the themes of “Money-
Bank Island, Savings Island, Credit and Credit Card Island
and Budget Island”.

The other following training programs were also offered by
Ziraat Bank in 2020 in line with its “Responsible Banking”
strategy:

- In order to raise awareness among employees, articles
on “What is Zero Waste?” and “What We Can Do to
achieve Zero Waste in Our Homes” were published on the
ZiraatliYORUM blog, as well as the “Zero Waste” e-training
program.

- Training on secure credit card use and agricultural
insurance was updated within the scope of customer
training.

In 2020, training programs on the “Prevention of
Laundering of Proceeds from Crime and Financing
of Terrorism” continued for employees in line with
legislation.

- Containing 9 videos, Financial Literacy training was added
to the existing range of training programs.

New e-training programs added to Ziraat Bank website
Within the framework of “Banking for Everyone” and
“Excellence in the Customer and Employee Experience”
strategies, new e-training programs, which are accessible to
all, are added to the Ziraat Bank website every year.

GRI103-2,103-3, 404-1, 404-2

ZIRAAT BANK 2020 INTEGRATED ANNUAL REPORT

In 2020

Average Training Per Person (hours)

Number of Digital Training items
Assigned per User

1,360

Despite the pandemic, in 2020 Ziraat Bank continued to
provide internship opportunities, albeit limited in scope in
the circumstances of the pandemic, to approximately 1,800
students enrolled in Vocational High Schools and Higher
Education institutions who required internship, placing the
greatest care on the rules of social distance and hygiene.

Within the framework of a structured program, the Bank
also offered internship opportunities to approximately
100 students as part of the Internship Mobilization Project
initiated by the Presidency HR Office.

Within the scope of the program, each and every day of
the student’s experience was planned in depth with the
“Customer Experience” approach, from the welcome step
on the first day up until their farewell. Over 100 items of
content including videos, distance learning and reading
materials on many different subjects were brought into use
for the students on the digital platform, and were made
available exclusively for them.

Basic banking, the A-Z of credit information, digital literacy,
correspondence techniques, corporate professionalism,
resilience, information security and zero waste are

among the training programs offered through the mobile
application. Small competitions were organized to increase
participation and encourage learning, and every step of the
program was followed through the mobile application on
daily basis.
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SOCIAL RESPONSIBILITY AND PUBLIC RELATIONS

Ziraat Bank provides continuous support in the area of
social responsibility having acted with the spirit of social
sharing for 157 years. In 2020, the Bank continued to
contribute to activities in health, education, service and
sport aimed at developing individuals and the society.

Culture and Art Activities

Ziraat Bank has illustrated the importance it has attached to
art and artists ever since its establishment under the motto
“In Art for Art”. Continuing to participate in various activities
in all artistic disciplines, more than 10,000 art lovers visited
13 exhibitions opened by the Bank in 2020 in the Ankara
Kugulu and Cukurambar Art Galleries and the Istanbul Tunel
Art Gallery.

The “State Theatre on the Ziraat Stage”, which was executed
under the cooperation of the General Directorate of State
Theatre and Ziraat Bank with the mission of supporting
culture and arts, continues to serve connoisseurs of the
performing arts.

The Ziraat Bank Museum, which was built in 1929 by the
Italian architect Giulio Mongeri as one of the structures of
the First National Architectural Period, was opened in 1981 in
the Hall of Honor on ground level of the historic head office
building in the Ulus district of Ankara.

Pursuing a goal of transferring the Bank’s knowledge and
experience to the future, the Ziraat Bank Museum illustrates
the commercial, economic, political, cultural, artistic and
educational changes of the Turkish banking system from its
beginnings right up to the present day. These are depicted
in an array of antique artifacts which were once used in the
banking system, which the Museum exhibits in a historic
setting.

Having been expanded to include the basement floor
following the restoration initiated in the historic building

in 2017, the Ziraat Bank Museum was temporarily closed

to visitors due to the pandemic in March 2020. During this
period, the Museum offered virtual visitors the opportunity
chance to see and experience the museum step by step with
the virtual online tour.
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Ziraat Bank boasts one of Turkey’s leading collections

of sculptures and paintings. The Bank brings works of

art in its collection to the public with its collection and
comprehensive exhibitions which it organizes. With more
than 2,500 works, the Ziraat Bank Painting Collection
continues to expand with the works of art purchased from
artists exhibited in the Ziraat Bank galleries.

An important supporter of the development of Turkish
sports

Having put its name on the Turkish Cup with its sponsorship
in the past 12 seasons, Ziraat Bank has contributed
invaluably to the development of Turkish sport. Additionally,
the Ziraat Volleyball Team, competing in the Turkish Men’s
Volleyball leagues since 1981, competed successfully in

the Efeler (Premier) League, the AXA Sigorta Cup Volley
(Turkish Cup) and the CEV Challenge Cup in Europe in the
2020/2021 season. Having succeeded in qualifying as the
runner-up in the CEV Cup in the 2017-2018 season, the
Ziraat Volleyball Team represented Turkey at the Balkan Cup
held in Pazardzhik, Bulgaria and claimed the championship
title. The team also won the Turkish Champion titles in the
U-18 and U-20 categories at the latest Infrastructure Turkey
Championships.

Support for Social Responsibility Projects in 2020

Ziraat Bank has supported the National Solidarity
Campaign in solidarity with the continuing fight against the
coronavirus pandemic which has affected all areas of our
lives, and to support citizens who have been economically
affected by the pandemic.

In order to fulfil the mission which comes with its social
responsibility and to bring land ravaged by forest fires in the
province of Hatay back to life as soon as possible, the Bank
donated 60,000 saplings on behalf of its employees, their
children and pensioners.

The Z-Library Project, conducted by the Ministry of National
Education, is intended to spread a culture of reading, help
develop libraries, deliver a service of sustainable quality
and provide support in the form of materials. Ziraat Bank’s
support for the establishment of Z-Libraries, earmarked to
be set up in all 81 of Turkey’s provinces, continued in 2020.
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Ziraat Bank’s efforts to school improvements in priority regions for
development continued in 2020 within the scope of the “Children on Vacation,
Schools in Renovation” social responsibility project.

In addition, the Medeniyet University Ziraat Bank Library
Project, which is planned to be the largest library in istanbul,
reached completion with Ziraat Bank contributing to

efforts to consolidate its support to the socio-cultural and
economic development of Turkey as well as to provide a gift
of permanent value to our country.

Ziraat Bank’s efforts to school improvements in priority
regions for development continued in 2020 within the scope
of the “Children on Vacation, Schools in Renovation” social
responsibility project.

In 2020, the Bank continued to provide support to seminars,
conferences and training activities organized by the Higher
Education Student Loans and Dormitories Authority, taking
the view that the young people in higher education who are
living in the Authority’s dormitories would go on to steer
Turkey’s socio-cultural and economic development and
progress in the future, as well as with the aim of instilling
them with an awareness of cultural values, history and
literature.

Advertising and Communication Activities

In the Brand Finance 2020 survey conducted by Brand
Finance, Ziraat Bank was named Turkey’s second valuable
brand and Turkey’s most valuable banking brand. This
success was shared with the public through the print media
and social media.

The Bank’s televised commercial, “Dinlemezsen (If You Do
Not Listen)”, was presented to its audience through national
television channels and social media, and was highly
popular among the viewing public.

Commercials celebrating Mother’s Day and Father’s Day
were streamed on social media.

The televised commercial explaining the “Vacation Support
Loan” product for retired and working customers who
receive their salaries and pensions through Ziraat Bank
and the Bank’s PPS customers was broadcast on national
television channels and social media.

The “Online Channels” commercial, which informs viewers
that Ziraat Bank customers can apply for internet and
mobile banking from the Bank’s website or Ziraat Mobile
without having to go to the branch, was aired on national
television channels and social media. Additionally, an
introductory film explaining the ease of access to internet
banking just by using a national ID card, and introductory
films providing information on to apply to the Bank’s digital
services and online password renewal processes were
transmitted to users through social media channels.

Ziraat Bank rolled out the “Safe Payment System” which
ensures the simultaneous and safe exchange of ownership
and the funds when selling a vehicle during the sale and
purchase of second-hand motor vehicles. A film promoting
this product was aired on social media.

A 157™ anniversary commercial, worthy o Ziraat Bank’s 157
year deeply rooted past, which has brought smiles to faces
of Bank employees and customers alike, was presented

to viewers through national television channels and social
media.

The commercial, which allows us see the great actor, Kemal
Sunal, among us again by using “deepfake” technology for
the first time in Turkey, created something of a stir in the
print and visual media.

Other Operations

- In accordance with the corporate identity principles of
the Ziraat Finance Group, the websites of domestic and
overseas subsidiaries were renewed in order to provide a
common experience for the Bank’s customers.

- Within the framework of Intellectual and Industrial
Property Rights, all kinds of application, objection and
registration transactions carried out by the Bank and the
entire Ziraat Finance Group both domestically and abroad
regarding trademarks, patents and registrations, as well
as renewal procedures for registered trademarks, patents
and design certificates were carried out.
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IN 2020

AN ASSESSMENT OF 2020: DEVELOPMENTS AND TARGETS FOR

THE FUTURE

- The interactive magazine, 1iz (We Are One), was published
on the Bank’s portal and the Ziraat Finance Group mobile
application on a bimonthly basis, pursuing the goals of
fostering a sense of belonging among Ziraat Finance
Group employees, informing them of developments in the
Finance Group and the Bank, ensuring the continuity of
corporate culture, creating an institutional memory and
for creating a communication platform between Ziraat
Family members.

- Ziraat Bank carries out operations to cement its position
in the sector, to increase its brand value and to become a
brand which achieves complete customer satisfaction. In
this context, the Bank commissioned a Corporate Internet
Banking Customer Satisfaction Survey in the fourth
quarter of 2020 to measure the level of satisfaction and
loyalty among corporate internet banking customers. The
Survey also aims to specify areas where the Bank is strong
and areas, if any, where its performance is lacking, and set
out create necessary action plans for improvement.

- Ziraat Bank aims to become the most effective Bank
in the sector in the social media channels in which it
operates in order to respond to its customers’ requests
and expectations on each platform and to maintain the
highest level of customer satisfaction. Attracting more
than 2,300,000 likes and followers on its Facebook page
in 2020, the Bank has steadily increased its effectiveness
in social media with more than 450,000 followers on
Twitter, 200,000 followers on the Bank’s Instagram
account and more than 80 million views on YouTube and
other similar platforms.

Sponsorships

With the birth of agriculture 10,000 years ago, the Anatolian
region was the cradle of today’s civilization and created

a great balance between nature and the human race.
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