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1.0 INTRODUCTION 

This document presents the Stakeholder Engagement Plan (SEP) for the Izmir Metro Project that 

includes procurement of additional 85 Light Rail Transit (LRT) vehicles for the Izmir metro fleet 

(Project).  The European Bank for Reconstruction and Development (EBRD), International Finance 

Corporation (IFC), French Agency for Development (AFD) and ING Bank (Lenders) have been 

approached by Izmir Metropolitan Municipality (IMM) to finance the procurement of 85 LRT vehicles. 

The LRT vehicles will then be handed over to Izmir Metro A.S. (or Company) which is the municipal 

public transport company of IMM that is responsible for the operation of the LRT system called as 

‘Izmir Metro’.  

SEP is a public document, which presents plans for stakeholder engagement, consultation and 

disclosure, and is to be updated for each phase of the Project. The main goal of the SEP is to ensure 

that project-affected people and other stakeholders are provided relevant, timely and accessible 

information so that they have an opportunity to express their views and concerns about the Project 

and its impacts and mitigation measures. Stakeholder engagement process helps to: 

 identify and involve all potentially affected stakeholders 

 generate a good understanding of the Project among those that will be affected  

 identify issues early in the project cycle that may pose a risk to the Project or its stakeholders 

 ensure that mitigation measures are appropriate (implementable, effective, and efficient) 

 establish/improve a system for long-term communication between the Project and 

communities that is of benefit to all parties. 

SEP briefly outlines engagement activities related to operational activities of Izmir Metro A.S. and 

also provides an outline for engagement activities related to any future construction activities. 

Related to operational activities, SEP is the responsibility of Izmir Metro A.S., although coordination 

with IMM is considered to be important as deemed necessary. It is important to note that 

construction activities (including possible metro expansion) are under the responsibility of IMM and 

accordingly, stakeholder engagement activities during construction will be the responsibility of IMM. 

Although this SEP is aimed for Izmir Metro A.S., potential engagement activities related to future 

construction activities are also mentioned in this SEP. Izmir Metro A.S. is fully committed to 

undertaking necessary engagement activities in a manner that is consistent with international good 

practice as outlined in next sections.  

1.1 Project Information 

Izmir is located in western Turkey on the Aegean Sea coast and is the country’s third-largest 

metropolitan area by population. Currently, public transport network of Izmir consists of bus line, 

ferry line, metro line, suburban rail line and other private models. Buses, ferries, metro and suburban 

rail lines are operated by ESHOT (in cooperation with IZULAS), IZDENIZ, Izmir Metro A.S. and IZBAN 

A.S., respectively.  

The strategy of IMM has been to develop a fully-integrated transport system which started in 1991 

when private minibuses were restricted to serving rural areas only. In 1999, an intelligent ticket 

system (Kentkart) was introduced which is controlled by ESHOT General Directorate. In 2000, IMM 
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launched its transport transformation program related to restructuring public transport service with 

the aim of increasing usage of the transport system. The program aimed to improve integration 

between the various transport modes and to make public transport – particularly by rail and sea – 

attractive in order to relieve the motor road network. Within the scope of the integrated transport 

system project, the transfer stations between ferry and bus, bus and metro, suburban rail and metro, 

and bus and suburban rail have been established.  

There are two existing rail lines in Izmir, namely Izmir Metro line (west-east direction) and IZBAN line 

(north-south direction). Izmir Metro line and IZBAN line are connected to each other with transfer 

stations (Halkalı and Hilal stations). The route map showing the Izmir Metro line and IZBAN line is 

given in Figure 1-1. 

 
Figure 1-1. Map showing Izmir Metro line and IZBAN line 

Izmir Metro system has started service to passengers in 2000 under the operation of Izmir Metro A.S. 

The system currently serves around 250,000 passengers per day with 77 vehicles which covers a 

distance of 5,796 km per day. The LRT system has recently been expanded through addition of 3 

stations and 3.9 kilometres (km) of rail network which started operation in July 2014. With the 

completion of these, the length of the system has become 19 km with 17 stations. There are 11 

underground stations (Evka-3, Ege University, Basmane, Cankaya, Konak, Ucyol, Izmirspor, Hatay, 

Goztepe, Poligon, Fahrettin Altay) and 6 aboveground stations (Hilal, Halkapınar, Stadyum, Sanayi, 

Bölge, Bornova).  

All stations are monitored/controlled from the Traffic Control Center (Figure 1-2) located in the 

headquarters of Izmir Metro A.S. (Figure 1-3) next to Halkapinar station. In addition to the Traffic 

Control Center, the headquarters building includes warehouse and maintenance workshop. The 

maintenance activities at the stations/line are performed daily by the maintenance crew between 

12:00 am - 6:00 am.  
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Figure 1-2. Traffic Control Center located inside the headquarters building 

 

Figure 1-3. View of main building (maintenance/headquarters building) of Izmir Metro A.S. 

The addition of new rail line to the LRT system and increasing demand of citizens result in a need for 

additional vehicles. Accordingly, IMM has approached international financial institutions (IFIs) 

including EBRD, IFC, AFD and ING bank to finance the procurement of additional 85 LRT vehicles 

which is the scope of this Project.  

The main components of the Project are as follows: 

 procurement of LRT vehicles, 17 units with quintuplet row (85 vehicles) 

 procurement of limited quantities of spare parts for LRT vehicles 

It is expected that procurement of new 85 LRT vehicles will lead to the following improvements:  

 decrease in the amount of time allocated to traffic by passengers  

 decrease the travel time interval between trips (the regular trip interval is 6 minutes which is 

aimed to be decreased to 2.5 minutes with the procurement of new vehicles) 

 savings from fuel  

 decrease in the number of vehicles in traffic  

 increase in travel safety  

 lower carbon dioxide (CO2) emissions  
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1.2 Project Program 

The Project has been included in the 2014-year investment program of the Ministry of Development. 

The net current value of investment is estimated to be 170 million Euro. The total amount that will 

be obtained through international finance is 335,338,000 Turkish Lira (TL). Approval has been 

obtained from the Prime Ministry Under-secretariat of Treasury on 24.03.2014 for the use of 

international finance.  

A Feasibility Report (dated May 2013) has been prepared for the Project, which has foreseen a period 

of 34 months for the completion and commissioning of investment (time between ordering and 

commissioning of vehicles). The following program is expected to apply for the Project: 

 The tender process for 85 vehicles will take 3 months.  

 It is envisaged to grant a period of 34 months for the manufacturing of 85 vehicles. 

 The first 9 months of such period will include concept design revision, preliminary design 

revision and final design revision meetings. After these meetings, the vehicles will be 

manufactured at the manufacturing facility of the contractor.  

 At the end of 22nd month, 3 train sets (15 vehicles/cars) will be delivered to İzmir Metro A.S. 

facilities on the rail, with all due tests conducted.  

 At the end of 29th month, 8 train sets (40 vehicles/cars) will be delivered to İzmir Metro A.S. 

facilities on the rail, with all due tests conducted.  

 At the end of 34th month, the remaining 6 train sets (30 vehicles/cars) will be delivered to 

Izmir Metro A.S. facilities on the rail, with all due tests conducted.  

The procurement of new vehicles is under the responsibility of IMM. Following the procurement, the 

vehicles will be handed over to Izmir Metro A.S. (operator of the LRT system) for operation. It is 

expected that the tender process will be completed within 2014. 
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2.0 NATIONAL REGULATORY AND INTERNATIONAL REQUIREMENTS  

Turkish Environmental Impact Assessment (EIA) Regulation (Official Gazette date and number: 

03.10.2013/28784) includes provisions for public consultation and disclosure of project information 

for projects listed in Annex-1 of the regulation. The Project is exempt from EIA Regulation as Izmir 

LRT system investment approval dates back to 1992 (i.e. before the enactment of the first Turkish EIA 

Regulation). There is an available EIA exemption letter for the LRT operations (dated 21.01.2008) 

issued by the provincial environmental authority. Accordingly, no stakeholder engagement was 

officially needed.  

Due to international financing, the Project needs to comply with the requirements of EBRD 

Environmental and Social Policy (May 2008), EBRD PR 10 (May 2008) and IFC PS 1 (dated 1 January 

2012). The Project has been categorized as Category B by EBRD. Regardless of the category, EBRD 

and IFC are committed to stakeholder engagement that is free of manipulation, interference, 

coercion, and intimidation, and conducted on the basis of timely, relevant, understandable and 

accessible information, in a culturally appropriate format.  

EBRD PR10 (Information Disclosure and Stakeholder Engagement) and IFC PS1 (Assessment and 

Management of Environmental and Social Risks and Impacts) describe stakeholder engagement as an 

on-going process and in summary require the following: 

(i) identification of stakeholders that are or could be affected by the project, as well as 

other parties that may have an interest in the project (affected people, communities, 

businesses and relevant governmental bodies, general public);  

(ii) ensuring that such stakeholders are appropriately engaged on environmental and social 

issues that could potentially affect them through a process of information disclosure and 

meaningful consultation; 

(iii) maintain a constructive relationship with stakeholders on an ongoing basis through 

meaningful engagement during project implementation. 

According to best practice and the EBRD/IFC requirements, Izmir Metro A.S. is offering consultation 

opportunities for stakeholders as described in the following sections.  
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3.0 STAKEHOLDER IDENTIFICATION 

3.1 Introduction 

For the purposes of this plan, a stakeholder is defined as any individual, organization or group who is 

potentially affected by the Project or who has an interest in the Project and its impacts.  The purpose 

of stakeholder identification is to identify and prioritize Project stakeholders for consultation who 

may be affected (either directly or indirectly in positive or negative way) by the Project or who have 

an interest in the Project but are not necessarily directly impacted by the Project. It is important to 

note that stakeholder identification is an ongoing process, and thus stakeholders will continue to be 

identified during different stages of the Project.  

Izmir Metro A.S. has previously identified a stakeholder list which is included in Izmir Metro A.S. 

2015-2019 Strategic Plan disclosed in the Company website (www.izmirmetro.com.tr). The most 

important stakeholders are the passengers of the LRT system.  Other priority stakeholders are 

identified as suppliers, IMM, fire brigade, 112 emergency service, police, metro line and vehicle 

contractors, Gediz Electricity A.S. (i.e. primary electricity supplier at the time the Strategic Plan was 

disclosed, which currently is Nuh Enerji Elektrik Uretim A.S.) and Kentkart. IZBAN, with which Metro 

A.S. is working closely, is also identified as a primary stakeholder for the Project. Other stakeholders 

within the transportation business are ESHOT and IZULAS (bus operators) and IZDENIZ (ferry 

operator). 

Considering the future expansison of metro line and related construction activities (which are under 

the responsibility of IMM), future construction works might affect local communities, facilities and 

neighborhoods. Therefore, it is important that the stakeholder engagement activities are planned 

taking relevant stakeholders into account as well. Accordingly, based on the information provided in 

the Strategic Plan prepared by Izmir Metro A.S., and considering the possibility of future 

constructions and operation of Izmir Metro, a number of different stakeholders (as outlined in 

sections 3.2 to 3.7) have been identified for the Project.  

3.2 Passengers (including vulnerable groups) 

Passengers are the most important stakeholders for the Project in relation to metro operations (in 

terms of efficiency of services provided by Izmir Metro A.S. and other issues such as health and 

safety of passengers). Among the passengers, women and vulnerable groups should be given priority 

which include disabled people (hearing, visually and physically impaired), disadvantaged groups (that 

include old people, people who had undergone a serious surgery and similar) and people with 

limitation of movement (pregnant, people carrying luggages, people with broken leg and similar).  

3.3 Surrounding Communities and Facilities  

Surrounding communities and facilities are among the important stakeholders both in relation to 

operational activities (particularly in terms of environmental noise in the vicinity of aboveground line 

and stations) and any future construction activities (particularly in terms of impacts on local 

businesses based on previous experience during past construction activities).   

http://www.izmirmetro.com.tr/
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3.4 Company Employees  

The employees of the Company may be affected by the Project and associated changes in operations 

including changes in workload, shifts and similar.  

3.5 Contractors and Suppliers 

Sub-contractors and suppliers of the Company constitute important stakeholders for Project related 

activities and include: cleaning and security service contractors; suppliers of equipment, vehicles, 

spare parts and associated services (such as ABB and CSR); maintenance service suppliers (such as 

line, fire system, elevator maintenance); and other suppliers of services such as informatics (Unibel 

A.S.), electricity (Nuh Enerji Elektrik Uretim A.S.) and water and sewerage (Izmir Water and Sewerage 

Administration – IZSU). In addition, construction contractors for any potential future construction 

activities are also among the important stakeholders of IMM.      

3.6 Stakeholders in the Transportation Sector  

IMM aims to expand the Izmir Metro and IZBAN systems and to establish tram systems in the city. 

Considering the planned mass transport investments, companies involved in the transportation 

business can be regarded as important stakeholders for the Project. The most important stakeholder 

in the transportation business is IZBAN with whom Metro A.S. is working closely. The other 

stakeholders within the transportation business are ESHOT and IZULAS (bus operators) and IZDENIZ 

(ferry operator).  

3.7 Governmental Organizations  

As deemed necessary, the coordination with the governmental authorities is conducted by the Traffic 

Control Center in accordance with the Emergency Response Procedures and Rules Book. 

Governmental organizations can be grouped as national, provincial, district and local (i.e., 

neighbourhood) levels. These organizations include authorities with statutory responsibilities 

relevant to the Project or to environmental or social issues, and other bodies responsible for 

providing infrastructure relevant to the Project. A list of governmental agencies relevant to the 

Project has been prepared as given below: 

GOVERNMENTAL BODIES  

Level Organization Relation to the Project 

 

National  

 

Ministry of Transport, Maritime Affairs and Communications , General 
Directorate of Infrastructural Investments  

MoTMAC has regulatory functions 
such as issuing relevant permits for 
infrastructural investments. 

Ministry of Environment and Urban Planning (MEUP), General Directorate of 
EIA, Permits and Audits 

MEUP has regulatory functions 
such as environmental impact 
assessment permits and 
environmental permitting. MEUP 
may have views on future 
expansion of metro line in relation 
to EIA regulation. 

MEUP, General Directorate of Environmental Management 

MEUP, General Directorate of Spatial Planning 

Ministry of Labor and Social Security (MoLSS), General Directorate of 
Occupational Health and Safety 

MoLSS may have specific views on 
labor and working conditions, and 
occupational health and safety.  MoLSS, General Directorate of Labor 

MoLSS, Social Security Institution 
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GOVERNMENTAL BODIES  

Level Organization Relation to the Project 

 

 

 

 

 

 

 

Provincial 

Izmir Governorship 
The governorship is the highest 
authority in the province 
representing national government.  

Izmir Metropolitan Municipality (IMM) 
The municipality and its relevant 
departments have responsibilities 
for the Project.  

IMM Department of Fire Brigade  
In case of fire, fire brigade is the 
responsible body to respond. 

Izmir Provincial Directorate of Environment and Urbanization (PDEUP) 

PDEUP has regulatory functions 
relating to the Project such as 
environmental impact assessment 
permits and environmental 
permitting. PDEUP may have views 
on future construction activities. 

Izmir Provincial Directorate of Disaster and Emergency Management  

This organization has a function to 
manage and respond to emergency 
cases.  
 
 
 
 
 

 

Izmir Provincial Directorate of Security (Police) 
In case of crime related issues, 
police performs necessary actions.  

Izmir Provincial Directorate of 112 Emergency Medical Services 
In case of adverse health issues, 
112 Emergency Medical Services is 
informed.  

Izmir Provincial Directorate of Culture and Tourism 

This organization may provide 
specific view related to 
archaeological potential of future 
construction areas. 

District/ 

Local 

Local governorships  
Local municipalities and 
governorships and their relevant 
associated bodies may be 
important in case of emergency 
cases. In addition, these authorities 
together with the headmen of the 
neighborhoods in the vicinity of 
furture construction areas may 
have specific views about the 
activities. 

Local municipalities 

Headmen of neighborhoods in the vicinity of future contruction areas 

3.8 Non-Governmental Organizations  

A list of key NGOs that may have interest in the Project has been prepared as given below:  

NON-GOVERNMENTAL BODIES  

Level Organization Relation to the Project 

Provincial 

The Union of Chambers of Turkish Engineers and Architects (Izmir 
Representative Office) 

These chambers may provide provincial-
specific and/or site-specific views related 
to future construction activities, 
particularly on route selection. 

 

Chamber of Urban Planners (Izmir Office) 

Chamber of Architects (Izmir Office) 

Izmir Chamber of Minibus Drivers Tradesmen These chambers may have views in relation 
to future metro expansion and potential 
restrictions in their existing routes. Izmir Chamber of Drivers and Motor Vehicles Tradesmen 
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4.0 PREVIOUS STAKEHOLDER ENGAGEMENT ACTIVITIES 

Both the Company and IMM have developed mechanisms for stakeholder engagement, information 

disclosure and grievance management.  

The communication tools that are used by the Company to disclose information include Company 

website (www.izmirmetro.com.tr), Izmir Metro Periodical Magazine (published twice a month, 

available at the Company website and in magazine holders in stations), visual screens, 

announcements in carriages and information given by personnel. In order to inform the residents of 

Izmir, tools including announcements made by drivers, use of visual screens and disclosure through 

periodical magazine were used prior to the start of the construction of the new recent line and 

stations. The procurement of new vehicles together with the new underground parking area for 

vehicles that is to be constructed were published in the Metro Magazine on 18.06.2014.  

IMM also publishes a magazine once or twice a month. Other tools that are being used by IMM are 

press briefings, billboards, local newspapers, digital screens (where projects are presented) and 

website. As reported, IMM website is up-to-date and refreshed almost every day. Related to 

construction activities of the recent line and stations and related road closure in some part of Ismet 

Inonu Street, announcements were made and visual screens were used by IMM in order to inform 

the people using the area. Upon grievances of the local businesses in that area, IMM has also 

undertaken paving and landscaping works in the construction area in order to promote people to 

pass through these areas.  

As deemed necessary, the coordination with the governmental authorities is conducted by the Traffic 

Control Center in accordance with the Emergency Response Procedures and Rules Book. 

Both the Company and IMM have formal grievance mechanisms as described in Section 6.   

 

 

 

 

 

 

 

 

 

 

 

 

http://www.izmirmetro.com.tr/
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5.0 STAKEHOLDER ENGAGEMENT APPROACH 

This section provides an overview of the stakeholder engagement approach for existing metro 

operations and any future construction activities.  

The main communication methods and mechanisms that have been and/or will be used to consult 

with key stakeholders during the metro operations are summarized in Table 5-1.  

Table 5-1. Proposed engagement approach during metro operations by Izmir Metro A.S.  

Stakeholder Engagement Approach  Responsibility 

Passengers (including 

vulnerable groups) 

 Project website to disclose Project information and 

Project updates 

 Izmir Metro A.S. 

 Implementation of the Grievance Mechanism   Izmir Metro A.S., IMM 

 Izmir Metro and IMM periodical magazines to 

disclose Project information and Project updates 

 Izmir Metro A.S., IMM 

 Visual screens and announcements  Izmir Metro A.S., IMM 

 Specific communication tools for vulnerable groups  Izmir Metro A.S., IMM 

Local communities  
and facilities 

 Project website to disclose Project information and 

Project updates 

 Izmir Metro A.S. 

 Making comment/complaint forms available at the 

security gates 

 Izmir Metro A.S. 

 Implementation of the Grievance Mechanism  Izmir Metro A.S., IMM 

Company employees 

 Meetings and trainings related to Project updates 

and changes in operations 

 Izmir Metro A.S. 

 Implementation of the Worker’s Grievance 

Mechanism 

 Izmir Metro A.S. 

Contractors and 

suppliers 

 Meetings and trainings related to Project updates 

and changes in operations 
 Izmir Metro A.S. 

 On-going consultation  Izmir Metro A.S. 

Stakeholders in the 

transportation sector 

 Project website to disclose Project information and 

Project updates 

 Izmir Metro A.S. 

 Face-to-face meetings, as necessary   Izmir Metro A.S., IMM 

 On-going communication as deemed necessary  Izmir Metro A.S., IMM 

Governmental 

organizations 

 Face-to-face meetings, as deemed necessary  Izmir Metro A.S., IMM 

 On-going communication with relevant regulatory 

stakeholders 

 Izmir Metro A.S., IMM 

Non-governmental 

organizations 

 Project website to disclose Project information and 

Project updates 

 Izmir Metro A.S. 

 Face-to-face meetings, as deemed necessary   Izmir Metro A.S., IMM 

 On-going communication with relevant stakeholders  Izmir Metro A.S., IMM 

As mentioned previously, any future construction activities will be under the responsibility of IMM. 

The engagement approach for different types of stakeholders as mentioned in Table 5-1 is also 

applicable for IMM during future construction activities. Furthermore, it is suggested that IMM 

notifies the communities and facilities close to construction sites about the construction schedule 

and potential disruptions prior to start of such activities. 
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Consultation regarding the operation of metro and future construction activities (including possible 

expansion of the metro line) will continue as long as Izmir Metro is operational. Stakeholder 

engagement is a continuous process that should be monitored and updated as necessary according 

to the needs of new activities in order to maintain constructive relationships both with the 

passengers, local communities and other stakeholders.  
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6.0 GRIEVANCE MECHANISM 

The Company has developed mechanisms to collect views and grievances from the public. The main 

characteristics of the available mechanism are as follows:  

 The views and grievances can be submitted by telephone, fax, e-mail and online application 

system.  

 Following the submission, the Public Relations (PR) Department of the Company responds 

within a maximum 1.5 working days. If it is foreseen that the response time will exceed 1.5 

days due to the need for investigation of the issue, the applicant will be informed about the 

situation and once again after the issue is resolved. The Company's average response time to 

grievances was 0.66 working days in 2013.  

 Messages can also be left to fixed telephone lines which are particularly important for 

disabled people.   

 There is an electronic questionnaire system in all stations that can be filled by people in a few 

minutes including disabled people with the help of security guards.  

 There is a registration program for views and grievances. Every grievance (except those 

received by telephone, for which answers given immediately and for which no contact 

information is left) is recorded in the system together with information on name and contact 

details of the person submitting the view/grievance, the reason of the grievance, how and 

when the person is responded back.  

 PR Department prepares monthly reports for submitted views/grievances and responds 

given. 

All views and grievances are assessed fairly and objectively in accordance with Customer Satisfaction 

Procedure. The Company has generated a system according to a methodology which is focused on 

passengers. This methodology involves: 

 Easy delivery of views/grievances 

 Fair, intense and confidential assessment 

 Regularly following required improvements and undertaking controls to avoid receiving 

similar grievances 

IMM has also developed a mechanism (Hemsehri Communication Center) to collect views and 

grievances from the public. If needed, views/grievances received related to the metro operations are 

forwarded to Metro A.S. to get a specific response to the issue. The mechanisms of IMM are 

described below:  

 The electronic questionnaires at stations are directly connected to the Hemsehri system.  

 Views and grievances can be submitted through IMM website, telephone, fax, e-mail and 

mail. Besides this system, people can also write petitions to related departments of IMM.  

 The average number of views/grievances received in a month is 40,000 through call center 

and 8,000 through emails. The number of letters received is also quite high.   
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 All views and grievances are gathered in a software which is connected to all departments of 

IMM, plus other main stakeholders such as IZSU and IZBAN. All relevant departments and 

stakeholders can have access to the part of the Hemsehri system for which they have an 

interest with.  

In addition to the Hemsehri system, it is possible for the citizens to submit views and grievances to a 

national system called BIMER-Prime Ministry Communication Center. Views and grievances can be 

submitted through BIMER website, telephone, mail or in person. Legally, responds to all views and 

grievances should be made in a maximum of 15 days. 

It is expected that both Izmir Metro A.S. and IMM will continue to maintain their existing grievance 

mechanisms and necessary coordination between themselves during the lifetime of metro 

operations.  
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7.0  RESOURCES AND RESPONSIBILITIES 

The implementation of this SEP will be conducted and monitored by Izmir Metro A.S.. 

The contact details for submitting grievances to Izmir Metro A.S. are provided below: 

Izmir Metro A.S. 

2844 Sok. No.5 35110-01 Mersinli – İZMİR 

E-mail: info@izmirmetro.com.tr 

Telephone: 0232 461 54 45 

Faks: 0232 461 47 69  

Website: www.izmirmetro.com.tr  

 

Due to the fact that Izmir Metro line is owned by IMM, the contact details are also provided below 

for submitting grievances to IMM:  

IMM Hemşehri İletişim Merkezi  

2844 Sok. No.5 35110-01 Mersinli – İZMİR 

E-mail: him@izmir.bel.tr   

Telephone: 444 40 35 

Website: www.izmir.bel.tr/Him/18/tr  

 

8.0 REPORTING 

All comments and grievances received will be recorded in the existing system by Izmir Metro A.S. SEP 

monitoring and evaluation reports will be disclosed to stakeholders periodically by Izmir Metro A.S. 
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