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1. PURPOSE AND SCOPE 

 

Tüpraş systematically manages its stakeholder engagement through defined processes and 

mechanisms, in line with the principles of integrity, transparency, and accountability. The 

Company considers stakeholder engagement a fundamental element of long-term value creation 

and sustainable growth. It conducts information-sharing and communication activities with its 

stakeholders in accordance with applicable legislation and the Company’s policies and 

procedures. Tüpraş aims to establish trust-based relationships with its stakeholders and 

continuously improve these relationships. Tüpraş recognizes that stakeholder rights and 

obligations are defined in accordance with applicable legislation and regulations, the 

Company’s policies and procedures, and contractual agreements between the parties. It 

considers the protection of and respect for stakeholder rights to be a fundamental to its 

stakeholder engagement approach. Accordingly, the Company conducts stakeholder 

engagement activities to understand stakeholder expectations and needs, create shared value, 

develop opportunities for collaboration, identify risks and opportunities at an early stage, 

manage identified risks through appropriate methods, and strengthen its economic, 

environmental, and social performance. 

This Policy applies to all stakeholder engagement, communication, and feedback management 

activities conducted by Tüpraş in its interactions with all Stakeholder Groups, including 

employees, shareholders and investors, business partners, customers, suppliers, financial 

institutions, public institutions and government agencies, non-governmental organizations, 

national and international initiatives, unions, educational institutions, universities and research 

organizations, the media, and its subsidiaries and affiliates. Tüpraş identifies stakeholders who 

are directly or indirectly affected by, or may affect, the facilities and activities of the Company 

and its subsidiaries through a systematic approach that considers economic, environmental, and 

social impacts. Stakeholder groups are periodically reviewed based on their levels of impact 

and influence, their roles within the value chain, their relationships with business processes, 

their legal and contractual ties, and the similarity of their expectations. Any necessary updates 

are reflected in the Tüpraş Stakeholder Engagement Matrix. This Policy sets out Tüpraş’s 

approach to stakeholder engagement, together with its key principles and criteria, while the 

Stakeholder Engagement Matrix defines, for each stakeholder group, the purpose of the 

engagement, communication methods and frequencies, and practices related to material issues. 

Tüpraş establishes processes and mechanisms to support the effective management of 

stakeholder engagement and reviews them as necessary. Tüpraş encourages all Stakeholder 

Groups within its value chain to align with the principles and approaches set out in this Policy. 

The Company establishes communication and engagement mechanisms that enable 

stakeholders to communicate their views, expectations, requests, and feedback. Any disputes 

with stakeholders are addressed in accordance with applicable legislation, contracts, and the 

Company’s practices. 

 

 

https://www.tupras.com.tr/assets/all-pdfs/stakeholder-management.pdf
https://www.tupras.com.tr/assets/all-pdfs/stakeholder-management.pdf
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2. DEFINITIONS 

 

Koç Group: refers to Koç Holding A.Ş. and the companies it directly or indirectly controls, 

individually or jointly, as well as joint venture companies included in its latest consolidated 

financial statements. 

Tüpraş: refers to Türkiye Petrol Rafinerileri A.Ş. and all subsidiaries that it controls, directly 

or indirectly, individually or jointly, as well as the joint ventures included in its consolidated 

financial statements. 

Executive Management: refers to the General Manager, Assistant General Managers, 

Executive Directors reporting directly to the General Manager, and the Chief Legal and 

Compliance Officer. 

Stakeholder Groups: refers to the categories used to classify stakeholders according to their 

similar characteristics, considering the economic, environmental, and social impacts of the 

Company’s activities. 

Stakeholder Relations/Stakeholder Engagement: refers to all interactions between Tüpraş 

and its stakeholders, as well as the two-way communication conducted through information 

sharing, communication, and feedback processes. 

Stakeholder Communication Mechanisms: refers to the channels, systems, applications, and 

programs that enable Tüpraş to engage and communicate effectively with its stakeholders 

through appropriate channels, allow stakeholders to communicate their satisfaction, requests, 

expectations, suggestions, feedback, and complaints, and enable Tüpraş to collect and evaluate 

these inputs as part of relevant decision-making, improvement, and reporting processes in 

accordance with applicable legislation and the Company’s policies and procedures. 

• Tüpraş Website 

• Tüpraş Corporate Email Address 

• Tüpraş Integrated Annual Report 

• Stakeholder Communication Management System 

• Tüpraş Social Media Platforms 

• Tüpraş Solution Center (444 123 0) 

• Customer Feedback Management System  

• Customer Portal 

• Driver Portal App 

• Tüpraş Ethics Hotline  

• Stay Safe Cyber Reporting Hotline 

• Customer Satisfaction Survey 

• Supplier Satisfaction Survey 

• Contractor Satisfaction Survey 

• Supplier Sustainability Survey 

https://www.tupras.com.tr/en/
mailto:info@tupras.com.tr
https://www.tupras.com.tr/en/reports
https://piy.tupras.com.tr/
https://musteriportali.tupras.com.tr/crm/bildirimyarat/index.html
https://musteriportali.tupras.com.tr/crm/bildirimyarat/index.html
https://secure.ethicspoint.eu/domain/media/tr/gui/108227/index.html
https://www.tupras.com.tr/en/stay-safe
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• Investor Relations Teleconferences and Analyst Day Meetings 

• Koç Group Employee Engagement and Well-being Survey 

 

3. GENERAL PRINCIPLES 

 

Tüpraş conducts its operations with a focus on sustainability as part of its Strategic Transition 

Plan, implemented in line with its “Our Energy for the Future” approach. Accordingly, it regards 

stakeholder engagement as a strategic area of management. Tüpraş adopts an ethical, honest, 

fair, and transparent approach to stakeholder engagement based on mutual respect. 

• Tüpraş values maintaining and developing its relationships with stakeholders and aims to 

strengthen these relationships by monitoring and assessing stakeholder expectations through 

appropriate methods. 

• Tüpraş establishes accessible, inclusive, and two-way communication mechanisms that 

enable stakeholders to effectively communicate their views, expectations, suggestions and 

feedback while encouraging active stakeholder engagement. 

• Tüpraş prioritizes keeping stakeholders informed accurately, consistently, and in a timely 

manner through its communication and information-sharing activities and manages 

communication and engagement processes in a traceable manner. These processes are 

reported to Executive Management based on established reporting principles and needs, and 

the feedback received is considered in relevant improvement processes.  

• The confidentiality, integrity, and accessibility of information are safeguarded in 

communication and information-sharing activities with stakeholders. Trade secrets or 

internal information, personal data, and critical corporate information are shared only with 

authorized persons and subject to appropriate technical and administrative measures in 

accordance with applicable legislation, contractual obligations, and Tüpraş policies and 

procedures. 

• Tüpraş provides an effective whistleblowing mechanism based on the principles of 

confidentiality, anonymity, and protection against retaliation, enabling employees, other 

Stakeholder Groups, and local stakeholders in its operating regions to securely report 

situations they believe are in breach of applicable legislation, the Tüpraş Code of Ethics, or 

Compliance Policies. Accordingly, notifications submitted by stakeholders through the 

Tüpraş Ethics Hotline are recorded, evaluated in accordance with applicable legislation and 

the Company’s policies and procedures, and appropriate actions are taken. The identities of 

whistleblowers are kept confidential in accordance with applicable legislation and Company 

regulations, and appropriate measures are taken to prevent retaliation against those making 

good-faith reports. 

• Tüpraş considers creating sustainable economic value, prioritizing environmental 

sustainability, and contributing to social well-being to be fundamental corporate 

responsibility. Accordingly, it cultivates fair and responsible relationships with all 

stakeholders based on mutual trust and conducts its operations in accordance with the 

https://secure.ethicspoint.eu/domain/media/tr/gui/108227/index.html
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principles of respect, equity, transparency, and accountability towards its employees, 

business partners, and society. Stakeholder relations are conducted in accordance with the 

Tüpraş Code of Ethics and Compliance Policies and applicable Company regulations. 

 

4. POLICY IMPLEMENTATION 

 

Tüpraş manages stakeholder engagement through a holistic management approach comprising 

the planning, implementation, monitoring, and development phases. Accordingly, processes for 

stakeholder prioritization, the identification of stakeholder expectations and needs, the 

definition of engagement methods, and the evaluation of outcomes are reviewed based on needs 

and established principles. Feedback, expectations, and suggestions obtained through 

stakeholder engagement activities are utilized to the extent appropriate in identifying priority 

issues, assessing risks and opportunities, supporting risk management activities, and improving 

reporting and business processes. Within the scope of Stakeholder Engagement: 

• Communication with stakeholders is conducted through appropriate communication tools, 

including reporting, meetings, surveys, research, and digital communication channels. 

Communication processes are designed as two-way and inclusive mechanisms that support 

stakeholder participation. 

• Stakeholder Groups and priority issues are reviewed based on established principles and 

needs, taking into consideration their impact on Company activities, the extent to which they 

are affected by those activities, strategic priorities, sustainability targets, and stakeholder 

expectations. 

• Requests, suggestions, expressions of satisfaction, feedback, and complaints submitted by 

stakeholders are recorded, classified, and evaluated based on their nature and relevant 

processes, in accordance with applicable legislation, personal data protection and 

information security requirements, and confidentiality needs. Where appropriate, 

notifications are prioritized, root cause analyses are conducted, actions are identified, and 

outcomes are monitored. Information provided to stakeholders is communicated based on 

the nature of the report and applicable rules. Feedback received from investors, analysts, and 

credit rating agencies is considered in the development of Tüpraş’s strategic priorities and 

corporate governance practices to the extent appropriate. 

• Stakeholder views are evaluated in coordination with the relevant departments and 

considered in relevant decision-making processes to the appropriate extent. Tüpraş 

encourages the development of practices that promote cooperation, collaborations, and 

consultation. Tüpraş evaluates, to the extent appropriate, how the views, expectations, and 

feedback of local stakeholders are reflected in practices through various communication 

channels.  

• Tüpraş conducts its relations with customers, suppliers, and other stakeholders with an 

approach grounded in ethics, fairness, transparency, and mutual trust. Accordingly, all 

business relationships are conducted in accordance with applicable legislation, contractual 

https://www.tupras.com.tr/en/ethical-principles-and-compliance-policies
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obligations, and the Company’s policies and procedures. The rights and legitimate interests 

of the parties are respected and safeguarded. Necessary control mechanisms are 

implemented to ensure that processes are conducted in accordance with the principles of 

integrity, trust, and accountability. 

• Tüpraş monitors the effectiveness of stakeholder feedback mechanisms based on established 

criteria and needs, and tracks resolution times, recurring issues, and system performance to 

ensure that processes are conducted in an accessible, predictable, and fair manner. 

• Tüpraş follows national and international good practices, industry trends, sustainability 

standards, and relevant benchmarking studies to enhance its stakeholder engagement 

practices and integrates appropriate practices into its processes. 

• The effectiveness of stakeholder engagement activities and social development initiatives is 

monitored, where applicable, through established performance indicators, and the results 

obtained are evaluated through appropriate governance mechanisms. 

 

5. ROLES AND RESPONSIBILITIES 

 

At Tüpraş, stakeholder engagement processes are conducted under the coordination and 

responsibility of the relevant units. All units interacting with stakeholders are responsible for 

acting in accordance with this Policy within their respective areas of responsibility and ensuring 

that stakeholder views, expectations, and feedback are considered in relevant processes to the 

extent appropriate.  

Executive Management oversees the implementation of Tüpraş’s stakeholder engagement 

approach in alignment with Company strategies and sustainability targets and ensures that 

significant stakeholder feedback is considered in decision-making processes to the extent 

appropriate. 

Tüpraş oversees the establishment and review of policies, procedures, instructions, and 

practices that govern its stakeholder engagement activities and aim to protect the rights and 

interests of all parties, in line with identified needs. 

Tüpraş considers it essential to identify and prevent potential negative impacts that may arise 

in stakeholder relationships and to assess appropriate measures to mitigate such impacts. 

Establishing processes to address complaints and disputes that may arise between the Company 

and stakeholders in accordance with applicable legislation, contracts, and Company regulations 

is essential. In this context, agreements defining the rights and obligations between the parties 

are entered into for the transactions and commercial relationships to which Tüpraş is a party. In 

addition, where appropriate, contracts and agreements include provisions for the amicable 

resolution of disputes. Appropriate communication channels are used to ensure that the Policy 

and related practices are accessible to employees and stakeholders. The Stakeholder 

Engagement Policy is prepared under the coordination of the Corporate Communications 

Directorate, taking into consideration the views of relevant units, enters into force upon 

approval by the Tüpraş Board of Directors, and is reviewed based on needs. 
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Employees and third parties engaged in business relationships with Tüpraş are required to 

comply with the provisions of this Policy to the extent applicable to them. Violations of the 

Policy by employees may, depending on the nature of the violation, be subject to disciplinary 

procedures in accordance with applicable legislation and internal regulations. With respect to 

relationships with third parties that act in violation of this Policy, appropriate measures may be 

considered in accordance with the relevant contractual provisions and applicable legislation. 

If there is any discrepancy between this Policy and the local legislation in the countries where 

Tüpraş operates, the more restrictive provision of either this Policy or the applicable legislation 

shall apply, unless such implementation would contravene local laws and regulations. 

 

6. REVISION HISTORY 

 

This Policy entered into force upon approval by the Board of Directors under Resolution No. 

2026/23 dated 17.08.2026. The Corporate Communications Directorate is responsible for 

coordinating the preparation, updating, and implementation of this Policy.  

Material changes to the Policy shall be subject to approval by the Tüpraş Board of Directors. 

 

Revision Date Description 

 -  17.08.2026  Policy Approval 

 


