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1.0 INTRODUCTION 

1.1 Overview 

This document presents the Stakeholder Engagement Plan (SEP) for the Atakoy - Ikitelli Metro Line 

system to be constructed in Istanbul with a total length of 13.4 km and twelve underground stations 

(the Project). The Project will be funded by the European Bank for Reconstruction and Development 

(EBRD) and co-financed by European Investment Bank (EIB). 

This SEP has been developed by IMM as a public document, to present the stakeholder engagement 

activities, public disclosure and consultation processes planned within the scope of the Project in line 

with both the environmental and social policies of IMM and international standards as well as lenders’ 

requirements. The SEP is a live document, which is to be updated for each phase of the Project and as 

needed. 

1.2 Who are we? 

Istanbul Metropolitan Municipality (IMM) is the institution which builds and operates the tramway, 

metro, light rail, funicular and aerial cable car systems in the City. The operation of light rail lines of 

IMM is conducted by Metro İstanbul San. Tic. A.Ş. which is a municipal enterprise of IMM. 

IMM is responsible for an area of 5,343 km2 which extends for 165 km in East-West and for 45 km in 

North-South directions, providing service to a population of 14.6 million poeple (2015 data). 

Operating company Metro Istanbul A.S. was established in 1988 and currently operates eleven urban 

railway lines of 145 km and serves more than two million passengers every day. The rolling stock fleet, 

which is about 11 years old at average, consists of 650 vehicles in total. The services also include rail 

lines and auxiliary facilities maintenance, operations planning, traffic management, station services 

and Operational Control Center (OCC) management. 

1.3 Purpose of this Stakeholder Engagement Plan 

The main goal of this 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. 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 risks to the Project or its stakeholders, 

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

 establish a system for long-term communication between the Project and communities that is 

of benefit to all parties. 

The specific purposes of this document are to:  

 define a consultation approach for stakeholders in relation to construction and operation of 
the Project, 
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 identify resources and responsibilities for implementation and monitoring of the stakeholder 
engagement program,  

 set up a grievance mechanism for the stakeholders, including a process to address views and 
concerns. 

The ultimate purpose of this SEP is to establish and maintain constructive relationships with the local 

community and other interested stakeholders that are essential for the successful management of the 

Project's environmental and social impacts. Istanbul Metropolitan Municipality (IMM) is fully 

committed to undertaking necessary engagement activities related to the Project in a manner that is 

consistent with international good practice as outlined in next sections. 

1.4 Structure of the SEP 

Contents of this SEP include the following:  

 Project description and key environmental and social issues 

 Public relations and information disclosure requirements 

 Identification of stakeholders and other affected parties 

 Summary of stakeholder engagement activities undertaken within the scope of the Project 

 Future stakeholder engagement programme and methods of engagement 

 Grievance mechanism  

 Resources and responsibilities 

 Reporting  
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2.0 PROJECT INFORMATION 

2.1 Operational Aspects 

The Atakoy - Ikitelli Metro Line will connect districts in the western side of Istanbul from north to south. 

The Line will provide connectivity between Marmaray, Basaksehir - Kirazli, Aksaray Airport metro lines 

as well as Metrobus bus rapid transit line, which all connect districts of the European part of Istanbul 

from east to west. Figure below shows all connections along the 13.4 km metro line with the existing 

metro line operations. 

 
Atakoy-Ikitelli Metro Route and Station Locations 

Existing lines 

Lines under construction 

Lines whose project 

planning is completed  

Lines in planning 

METROBUS 

LEGEND 
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The Project will enable commuters to travel from Atakoy to Ikitelli in 19 minutes, a journey which 

currently takes around 50 minutes by private car. It is expected to significantly reduce high traffic 

congestion, air and noise pollution as well as carbon emissions and result in safer and more reliable 

transport services for an estimated 400,000 passengers per day on the line.  

Twelve underground stations are proposed for the Atakoy- Ikitelli Metro Line (see table below). The 

basic station will include the following elements: center platforms with length of 90 m and minimum 

width of 14 m, a minimum of one access stair to each platform and one emergency exit (additional 

access based on passenger volumes) and provisions for auxiliary rooms at concourse level. 

List of Stations  

Stations Km Distance (m) 

Ikitelli Sanayi (Existing M3 Station) 0-113 0 

Masko 0+856 969 

Bahariye 1+666 810 

Mehmet Akif 2+343 677 

Halkalı Avenue 3+441 1098 

Hoca Ahmet Yesevi 4+847 1406 

Mimar Sinan 6+210 1363 

Dogu Sanayi 7+290 1080 

Kuyumcukent 8+293 1003 

Cobancesme  9+117 824 

Yenibosna 11+040 1923 

Atakoy 13+221 2181 

The 2019 capacity requirement for the metro line, based on the projected long-term ridership growth 

is expected to be 20,000 passengers/hour-direction. Initial fleet will consist of 72 vehicles (year 2019). 

These vehicles will use the existing Maintenance and Depot Area of the M3 Basaksehir -Kirazli Metro 

Line located in Ikitelli.  This area consists of the following units:   

 Storage Tracks 

 Operations and Maintenance Building 

 Gatehouse 

 Fire Protection Pumping Station 

 Traction Power Substation (Prefabricated) 

 Operation Control Centre 

2.2 Construction Process 

The Atakoy - Ikitelli Metro Line alignment will be 13.4 km long, with maximum grade of 4% and 

minimum curve radius 300m. The metro line construction method will be twin tube one line bored 

tunnel with tunnel inside diameter of 5.70 m. Tunnel construction will be executed by Tunnel Boring 

Machine (TBM) technique at eight stations and cut & cover technique at the remaining four stations.  

Bored tunneling by TBM often yields an effective and more economical result in construction of long 

tunnel sections. The TBM method is also widely preferred because of its quieter and vibration-free 

operation and consequently its ability prevent undesired underground movements. Through use of 

the TBM technique, negative impacts during tunnel construction under buildings such as houses, 
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schools, hospitals will be minimized since the level of vibration is low and the upper soil volume is 

sufficiently thick.  

Cut & cover technique will be used at the tunnel segments where sloped excavation or timber piling 

are applicable. Local setting and geological conditions will be taken into consideration in determination 

of suitability of timber piling for excavations. The tunnel lining concrete will be covered by 

waterproofing material. The metro line will be designed and constructed in line with the U.S. National 

Fire Protection Association (NFPA) standards. The Project has also been designed to take into account 

earthquake induced accelerations that are governed by the Turkish Regulation for Buildings 

Constructed in Earthquake Zones. 

The workflow consists of project planning and construction steps, as schematically shown in below. As 

a first step, geotechnical surveys were conducted on alternative routes and the most suitable route 

plan and profile were prepared. Following identification of the tunnel construction methodology, 

tunnel, segment and station architectural, static, electrical and mechanical plans were prepared 

accordingly. After tunnel and station construction works are finalized, electrical and lighting works will 

be conducted. Following vehicle procurement and test driving, the system will be commissioned if 

there are no adverse issues. 

 

Construction Process 

Total duration of planning and construction of the Project is estimated as 38 months. Main 

construction works for Ikitelli Sanayi Station and the basic concourse structure and rough construction 

of Masko Station (platform tunnels, trim works and electromechanical works to be contracted through 

tender process) have been completed. 

After completion of the construction of the Project, the system will be commissioned and placed in 

service for public use.  

Route planning  

Geotechnical surveys 

Development of tunnel and 
segment projects  

Development of station projects (architectural, 
static, mechanical, electrical) 

Tunnel construction Station construction, detailed construction and 
electrical works  

Route electrical works (communication, signalization, 
central control, route/station lighting works, etc.) 

Vehicle procurement and test drive 

Commissioning 

Dust emissions 
Noise  

Domestic waste 
Waste oil 
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2.3 Project Area of Influence 

According to the Address Based Population Registration System 2015 data, the population of Istanbul 

is 14,657,434 making it the largest city in Turkey comprising 18.6% of the country’s population. 

Population density in the province is 2,759 people per km2, with 102 people per km2 in Turkey as a 

whole. The annual population growth rate is 20.1‰ considering the population change between 2010 

and 2015. Overall, the population of Istanbul has more than tripled since the 1960s. 

The Project affected settlements are all categorized as neighborhoods in line with Turkish regulations. 

The neighborhood administration consists of three bodies: the headmen (muhtars), the neighborhood 

society and the council of elders. All neighborhood activities are being performed under the leadership 

of the headmen and the council of elders. 

The demographic profiles of the potentially affected neighborhoods are presented below. Halkali 

Merkez has the largest population (75,955) while Zeytinlik (5,581) has the smallest. Total population 

within the Project Area of Influence is 421,267. 

Population of Neighborhoods within the Project Area of Influence 

District Station Neighborhoods Population 

Bakirkoy 
 

Atakoy 
 

Kartaltepe 38,547 
 Zeytinlik 5,581 
 Yenibosna 7-8-9-10th Sections 23,807 
 

Bahcelievler 
 

Cobancesme Cobancesme 33,758 
 Kuyumcukent 

Yenibosna Merkez 33,775 
Dogu Sanayi 

Bagcilar 
 

Mimar Sinan Bağlar 14,554 
 Hoca Ahmet Yesevi Evren 52,763 
 

Kucukcekmece 
 

Halkali Caddesi 
Halkali Merkez 75,955 

 Mahmutbey 23,889 
 

Mehmet Akif 
Ataturk 55,514 

 
Mehmet Akif 43,449 

Bahariye 

Basaksehir 
MASKO 

Ziya Gokalp 19,675 
Ikitelli 

TOTAL   421,267 
  

2.4 Potential Environmental and Social Impacts and Issues Related to the Project and Existing 

Operations 

Based on environmental and social assessment undertaken for the Project, the potential 

environmental and social impacts have been identified to be mainly related to the following: 

 Improvement of environmental, health and safety management systems 

 Impacts to business establishments within the vicinity of the stations during metro station 

construction through temporary changes to vehicular and pedestrian access, traffic and road 

safety, temporary loss of parking, and nuisance impacts, such as noise and dust, related to 

construction activities 



 

 

 
ESA for Atakoy-Ikitelli Metro Line  Stakeholder Engagement Plan 
 7   December 2016 

 Access limitations for public, especially to public infrastructures such as schools, hospitals etc. 

during construction activities 

 Handling and storage of hazardous materials and wastes during construction 

 Occupational health and safety during construction and operation 

 Subcontractor management during construction and operation 

 Development and implementation of a Stakeholder Engagement Plan (SEP) and grievance 

mechanism 

Potential positive social and environmental impacts of the Project include the following: 

 Job creation and employment opportunities for those who will be employed by the Project, 

either in the construction or operation 

 Decrease in the number of vehicles in traffic and consequent reduction in emissions 

 Increase in travel safety  

 Decrease in the amount of time allocated to traffic by passengers  

 Increased economic activities along the metro line route, directly or indirectly related to the 

Project 
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3.0 NATIONAL REGULATORY AND INTERNATIONAL REQUIREMENTS 

Turkish Environmental Impact Assessment (EIA) Regulation (Official Gazette Date/Number: 

25.11.2014/29186) includes provisions for environmental impact assessment, public consultation and 

disclosure of project information for projects listed in annexes of the regulation. Urban transportation 

such as metro, tramway and light rail systems etc. are covered under Annex II of the EIA Regulation, 

therefore in accordance with the legislation, a limited EIA process was conducted for the Project and 

an “EIA is not Required Decision” was issued by the provincial environmental authority on 19.03.2015 

following the evaluation of the related Project Description File. As per the Turkish EIA regulation, public 

consultation is only required for projects that are subject to Annex I of the regulation or a full EIA 

process. Accordingly, no stakeholder engagement was officially needed. 

The quality management systems of Metro Istanbul A.S. ensure compliance with national legislation 

and international standards as well as recognized standards, such as ISO 9001 quality management, 

ISO 14001 environmental management and OHSAS 18001 health and safety management. Metro 

Istanbul A.S. Health, Safety and Environment (HSE) department oversees all levels of operations at the 

sites. Our primary goal is to ensure quality and continuous services, with due respect to the 

environment and by protection of health and safety of workers. 

Due to international financing Metro Istanbul A.S. will ensure that the Project will comply with the 

requirements of EBRD Environmental and Social Policy (May 2014) (and related EBRD Performance 

Requirements). Within this scope, the Company will conform to EBRD’s disclosure and stakeholder 

engagement requirements outlined in Performance Requirement 1 (Assessment and Management of 

Environmental and Social Impacts and Issues) and Performance Requirement 10 (Information 

Disclosure and Stakeholder Engagement), as follows: 

Performance Requirement 1: 

 Identify and conduct effective communication with stakeholders in accordance with PR10; 

 Dynamic process of performance monitoring and evaluation, including the monitoring of 

stakeholder feedback, including the local community or inspections by regulatory authorities; 

 Regular reporting to EBRD on stakeholder engagement during project implementation. 

Performance Requirement 10: 

 Identification of people or communities that are or could be affected by the project, as well as 

other interested parties. Special attention should be paid to identification of individuals and 

groups that may be differentially or disproportionately affected by the Project because of their 

disadvantaged or vulnerable status; 

 Stakeholders appropriately engaged on management processes of all environmental and social 

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

meaningful consultation; 

 Maintenance of a constructive relationship with stakeholders on an on-going basis through 

meaningful engagement during project implementation. 

According to best practice and EBRD standards, Metro Istanbul A.S. is offering consultation 

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

4.1 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. As part of the 

stakeholder identification process, it is also important to identify individuals and groups that may be 

differentially or disproportionately affected by the Project because of their disadvantaged or 

vulnerable status. Stakeholder identification is an ongoing process and thus stakeholders will continue 

to be identified during different stages of the Project.  

Priority stakeholders identified for the Project are outlined in sections 4.2 to 4.8. Stakeholders that 

may potentially be impacted due to existing and future activities of IMM are considered to include the 

following: 

 Local communities and businesses that may be affected by the Project (including vulnerable 

groups) 

 Passengers (including vulnerable groups) 

 Company employees 

 Contractors, sub-contractors and suppliers  

 Governmental organizations including ministries (e.g. Ministry of Transport, Maritime and 

Communications, Ministry of Environment and Urban Planning, Ministry of Labor and Social 

Security) and affiliated public institutions  

 Local authorities (e.g. district municipalities) 

 Non-governmental organizations 

The stakeholder list will be updated regularly to include any new stakeholders identified. If you are 

not in the provided lists and would like to be informed about the project please contact IMM at 

numbers provided in the last page of this SEP document. 

4.2 Local Communities and Businesses (Including Vulnerable Groups) 

Local communities and businesses along the metro line route are among important stakeholders as 

they will be directly affected by both construction and operational activities (due to impacts on local 

businesses and communities particularly in terms of access limitations for public around construction 

areas of stations, temporary changes to vehicular and pedestrian access, temporary loss of parking 

spaces as well as dust and nuisance impacts). Districts that could potentially be impacted by Project 

activities include Bakirkoy, Bahcelievler, Bagcilar, Kucukcekmece and Basaksehir, particularly 

neighborhoods located in the immediate vicinity of the Project alignment. 

Among the groups to be affected by the Project, potential vulnerable groups should be given priority 

as stakeholders and their absolute access to project information disclosure and consultation activities 

should be ensured. Such groups may include women, disabled people and certain disadvantaged 

groups. 
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The Project will require some permanent acquisition of private land, which will require agreements 

with applicable land owners/users. An approximate total of 24,000 m2 land is required for the 

construction of the metro stations including private and mostly state owned lands. All land parcels 

affected by the Project are registered and no informal users or occupiers are identified on the metro 

line route. No physical settlement is required for the Project; therefore no need for the preparation of 

a Resettlement Action Plan has been identified. IMM will inform and support the affected land 

owners/users regarding the procedures, legal rights and limitations during the land acquisition and 

compensation process through written notifications and face-to-face meetings. 

4.3 Passengers (Including Vulnerable Groups) 

Passengers are important stakeholders for the Project during the operation phase of the metro line (in 

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

safety of passengers). Among the passengers, potential vulnerable groups (elderly people, disabled 

people, children and likewise) should be given priority as stakeholders and these people should be 

engaged in the public disclosure and feed-beck processes for the operation of the metro line. IMM 

states that the maximum use of their services by disabled people is  taken into account under the policy 

of ‘Everyone has equal right to access to all living spaces’. The measures that are present for disabled 

persons are explained in: http://www.metro.istanbul/passenger-services/accessibility.aspx 

4.4 Company Employees 

Another significant stakeholder group of the Project consists of its employees.  Currently, a total of 

2,327 personnel work in MI including 277 engineers. All of the MI blue collar workers (representing 

70% of the IM workforce) are members of Demiryol-Is Union. Istanbul Metro A.S. upholds high 

standards of occupational safety and health to safeguard the welfare of its employees, contractors and 

suppliers. 

4.5 Contractors and Suppliers 

The contractors and subcontractors are important stakeholders of the Project and include the 

following: AGA Enerji A.Ş. is the contractor with subcontractors for cleaning and security, suppliers of 

equipment, machinery and spare parts and including services, electricity (Boğaziçi Elektrik Dağıtım A.Ş.- 

BEDAŞ) and water-wastewater (İstanbul Su ve Kanalizasyon İdaresi- İSKİ) services and other suppliers. 

4.6 Stakeholders in the Transportation Sector 

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

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

in the transportation business are considered as IETT and Istanbul Otobus A.S. (bus operators) and 

Istanbul Sehir Hatlari A.S. (ferry operator).  

4.7 Governmental Organizations 

Governmental agencies can be grouped as national, provincial, district and local (i.e., neighborhood) 

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 

http://www.metro.istanbul/passenger-services/accessibility.aspx
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the Project. A list of governmental agencies identified as Project’s stakeholders has been prepared as 

given below: 

 

GOVERNMENTAL BODIES  

Level Organization Relation to the Project 

 

National  

 

Ministry of Transport, Maritime and 
Communications (MTMC),General 
Directorate of Infrastructural Investments 

MTMC is a key stakeholder due to its regulatory 
functions such as issuing relevant permits for urban 
railway investments. 

The Grand National Assembly of Turkey 
(TBMM/Parliament) 

TBMM is the sole body given the legislative prerogatives 
by the Turkish Constitution on behalf of the Turkish 
nation and this right is inalienable. 

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, 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 

ISKUR (Labor Institution of Turkey) 

Provincial 

Istanbul Governorship 
Governorships are the highest authorities in provinces 
representing national government.  

Istanbul Metropolitan Municipality (IMM) 
The municipality and its relevant departments have 
responsibilities including issuing of permits and licenses 
of construction works and traffic planning. 

Istanbul Metropolitan Municipality, 
Department of Fire Brigade  

In case of fire, fire brigade is the responsible body to 
respond. 

1stRegional Directorate of Transport, 
Maritime and Communications  

Provincial level authority for railway transportation 
systems. 

Istanbul Provincial Directorate of 
Environment and Urban Planning (PDEUP) 

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

Istanbul Directorate of Infrastructure and 
Urban Transformation 

This organization is responsible of control of 
transformation of urban areas particularly under risk of 
natural disasters. 

Istanbul Provincial Directorate of Disaster 
and Emergency Management  

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

Istanbul Provincial Directorate of Security 
(Police) 

In case of security related issues, police performs 
necessary actions.  

Istanbul Provincial Directorate of Health 
Services 

In case of adverse health issues, 112 emergency medical 
services are informed.  

Istanbul Provincial Directorate of Culture and 
Tourism 

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

Military Coast Guard Marmara and Straits 
Command 

This organization oversees coastal security. 
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GOVERNMENTAL BODIES  

Level Organization Relation to the Project 

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 near the 
construction areas may have specific views about the 
project activities. 

Local municipalities (Bakirkoy, Bahcelievler, 

Bagcilar, Kucukcekmece, Basaksehir) 

Muhtars (i.e. headmen of neighborhoods) in 

the vicinity of operation and construction 

areas 

 

4.8 Non-Governmental Organizations (NGOs) 

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 (Istanbul Representative 
Office) 

These chambers may provide provincial-specific and/or 
site-specific views related to construction activities and 
route selection. Chamber of Urban Planners (Istanbul Office) 

Chamber of Architects (Istanbul Office) 

Istanbul Chamber of Minibus Drivers 
Tradesmen These chambers may have views in relation to potential 

restrictions in their existing routes. Istanbul Chamber of Drivers and Motor 
Vehicles Tradesmen 

 

Stakeholder lists will be updated regularly during the construction and operation phases of the 
Project. 
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5.0 PREVIOUS STAKEHOLDER ENGAGEMENT ACTIVIES 

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

disclosure and grievance management. IMM has established a strong community/public relations 

team and a 24-hour call center to manage the grievances on all municipal projects and services, 

including construction and operation of metro lines. IMM’s public relations approach focuses on 

ensuring that stakeholders have full access to a range of communication channels and ensuring timely 

action, as detailed in Section 7.   

The Project has been communicated to various stakeholders and affected communities through the 

websites of both IMM and MI, billboards, media advertisements and face-to-face interviews. Within 

scope of the stakeholder engagement process, an information disclosure study was undertaken first 

on 18-19 August 2016 and then on 29-30 November 2016 regarding the temporary road closures and 

traffic diversions during the construction activities in Cobancesme and on Mimar Sinan Avenue and its 

vicinity, respectively. During the study which was limited to the Cobancesme neighbourhood 

(approximately 9,600 people) and Mimar Sinan Avenue (4.000 people) residents, visits to homes and 

businesses were conducted and a total of 6,200 brochures were distributed. All interviews were 

recorded and survey outcomes were documented by IMM Public Relations department. 

 

Information Disclosure Brochure and Meetings 

IMM Directorate of Public Relations has assigned fifteen public relations experts to the Project to 

undertake consultation and stakeholder engagement activities, including providing information about 

the Project and construction works through face-to-face meetings, handouts, brochures and posters. 

Various state institutions and public have been informed about the Project during the course of 

feasibility studies and design works since 2008. Further stakeholder engagement efforts shall include 

pre-construction and construction phase information disclosure and consultation activities particularly 

on traffic management, community safety, recruitment, management of dust and noise impacts, land 

acquisition and compensation process.  
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6.0 STAKEHOLDER ENGAGEMENT APPROACH and FUTURE STAKEHOLDER 

ENGAGEMENT PROGRAMME 

This section provides an overview of the proposed stakeholder engagement approach for the Project 

related activities. The main communication methods and mechanisms that have been and/or will be 

used to consult with key stakeholders are summarized in the table below: 

Stakeholder Engagement Approach 

Stakeholder 
Type 

Information to be 
Disclosed 

Engagement Tool(s)  Timeframe 

People and 
businesses that 
may be affected 
by the Project 
(Including 
vulnerable 
groups) 

Project information 
(including Non-technical 
Summary, SEP and 
grievance mechanism) and 
updates, particularly any 
activities likely to cause 
disturbance to the nearby 
businesses and 
neighborhoods  

 Website     
(http://www.istanbulunmetrosu.com/)  
 Operation phase:    

(http://www.metro.istanbul/) 

  

 Face-to-face meetings  

 Community events 

 Project disclosure handouts 

 Progress press releases 

 Visual screens and announcements 

 Specific communication tools for 
vulnerable groups 

 Written communication as needed 

Pre and during 
construction and 
operation  

Public grievance 
mechanism 

 Comment/complaint forms available 
at construction site security gates, 
website, face-to-face meetings 

 Telephone 

 E-mail 

 Mail 

Pre and during 
construction and 
operation 

Passengers 

(Including 

vulnerable 

groups) 

Project information 
(including Non-technical 
Summary, SEP and 
grievance mechanism) and 
operation updates 

 Website 
((http://www.istanbulunmetrosu.c
om/) 

Operation phase:  

  (http://www.metro.istanbul/) 

  

 Visual screens and announcements 

 Press releases 

 Specific communication tools for 
vulnerable groups 

Pre and during 
construction and 
operation 

Public grievance 
mechanism 

 Comment/complaint forms available 
at construction site security gates, 
website, face-to-face meetings 

 Telephone 

 E-mail 

 Mail 

Pre and during 
construction and 
operation 

Company 

employees and 

workers’ 

representatives/ 

unions 

Project updates and 
changes in operations, 
employee 
standards/benefits 

 Face-to-face meetings 

 Trainings 

 Tool box 

 Safety and innovation campaigns 

 Newsletters, posters and memos 

 Employee grievance mechanism 

 Employee satisfaction surveys, etc 

Pre and during 
construction and 
operation 

http://www.istanbulunmetrosu.com/
http://www.istanbulunmetrosu.com/
http://www.istanbulunmetrosu.com/
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Stakeholder 
Type 

Information to be 
Disclosed 

Engagement Tool(s)  Timeframe 

Internal grievance 
mechanism 

Contact supervisors or appointed Metro 
Istanbul A.S. personnel by: 

 Face-to-face communication 

 Telephone 

 E-mail  

 Comment boxes 

Pre and during 
construction and 
operation 

Contractors and 

suppliers 

Project updates and 
changes in operations 

 Face-to-face meetings 

 Trainings 

 Tool box 

 Newsletters, posters and memos 

 Employee grievance mechanism 

Pre and during 
construction and 
operation 

Internal grievance 
mechanism 

Contact supervisors or appointed Metro 
Istanbul A.S. personnel by: 

 Face-to-face communication 

 Telephone 

 E-mail  

 Comment boxes 

Pre and during 
construction and 
operation 

Stakeholders in 

the 

transportation 

sector 

Project information and 
updates 

 Website 

(http://www.istanbulunmetros
u.com/) Operation ohase 

(http://www.metro.istanbul/) 

  

 Face-to-face meetings, as necessary  

 Written communication as necessary 

Pre and during 
construction and 
operation 

Governmental 

organizations 

Project information and 
updates 

 Face-to-face meetings 

 On-going communication with relevant 
regulatory stakeholders related to 
permitting, emergencies, etc. 

 Written notifications of local 
authorities prior to investment works 

Pre and during 
construction and 
operation  

Non-

governmental 

organizations 

Project information and 
updates 

 Website 
(http://www.istanbulunmetrosu.com/) 

 Written response to NGOs based on 
their request  

 Face-to-face meetings 

Pre and during 
construction and 
operation 

Stakeholder engagement is a continuous process that will be monitored and updated as necessary 

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

stakeholders. The company website will be updated to include information on Project related activities 

and any changes in environmental policy, plans and procedures that are followed. All comments and 

grievances will be managed in accordance with the Grievance Mechanism as described in Chapter 7.  

Future Stakeholder Engagement Programme 

IMM is responsible for managing the relations with all stakeholders  and for addressing stakeholders’ 

feedback and concerns in a timely and effective manner. IMM will hold meetings to inform affected 

individuals and communities close to construction sites about the schedule of the construction works 

and any potential disruptions, impacts on traffic or potential for nuisance. Dates and venues of public 

meetings will be announced through the corporate website, media announcements and 
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brochures/handouts. Public consultation and disclosure programme based on construction locations 

is given in the table below. Additional public disclosure meetings will be held thereafter as needed. 

The public consultation process will be open for review and comment as appropriate throughout the 

course of the Project. 

Future Engagement Schedule (Tentative) 

Neighborhood / District Timing 

Kartaltepe (Bakirkoy) TBD 

Zeytinlik (Bakirkoy) TBD 

7-8-9-10th Sections (Bakirkoy) TBD 

Cobancesme (Bahcelievler) Q3 2016 

Yenibosna Merkez (Bahcelievler) TBD 

Bağlar (Bagcilar) Q4 2016 

Evren (Bagcilar) TBD 

Halkali Merkez (Kucukcekmece) TBD 

Mahmutbey (Kucukcekmece) TBD 

Ataturk (Kucukcekmece) TBD 

Mehmet Akif (Kucukcekmece) TBD 

Ziya Gokalp (Basaksehir) TBD 
TBD: SCHEDULE TO BE DETERMINED BY MI AND CARRIED OUT WITHIN Q1 2017 

MEETING DATES CAN BE FOLLOWED ON WEB SITE ADDRESS:  WWW.İSTANBULUNMETROSU.COM. 
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7.0 GRIEVANCE MECHANISM 

As noted above, IMM and the operating company Metro İstanbul A.Ş. manage public grievances and 

comments through their grievance evaluation and resolution procedures, i.e. 

(https://beyazmasa.ibb.gov.tr) and (http://www.metro.istanbul/yolcu-hizmetleri/şikayet-yönetim-

sistemi.aspx) respectively.  Both IMM and the Main Contractor will manage the process for 

workers/employees through Call Center (Alo 153) grievance mechanism. Various public grievances and 

comments received through various channels are collected into a single, centralized system and 

handled/finalized by the public relations division. The following channels are available for those who 

wish to convey a comment or grievance to the Company: 

 

 Call Center 153 (Alo 153) 

 Short Message Service 1530 

 Email (beyazmasa.ibb.gov.tr) 

 Official website of IMM (http://www.ibb.istanbul/) 

 Help desks of IMM (i.e. Beyaz Masa ‘White Desk’) deployed at certain locations 

 Facebook (metroistanbulas) 

 Twitter (@metroistanbul_) 

 ‘ibbBeyazMasa’ application specially developed for smart phones 

 Complaint and request boxes installed at the stations 

 

Posters published on the IMM websites and at various locations (including gates of the construction sites) which 

briefly presents the mechanisms/tools to raise complaints/feedback 

All submitted grievances/comments are registered in a central grievance management system. The 

applicant is provided a tracking number verbally in the case of call center queries and by e-mail in the 

case of online queries. In case of queries submitted via SMS, the applicant is informed by SMS that the 

query has been received. As soon as they are registered and categorized, grievances are forwarded to 

the relevant project teams for review and resolution. 

The Company will maintain its established grievance mechanism described above for construction and 

operation activities for the Project and make this procedure available to all affected stakeholders. This 

will ensure that all comments, suggestions and complaints received from the stakeholders are dealt 

appropriately and in a timely manner. All grievances will be acknowledged within 5 working days; 

responded to within 15 working days and closed out no later than 20 working days. If a long term 

programme is required to provide an adequate solution, then this programme will be detailed on the 

https://beyazmasa.ibb.gov.tr/
http://www.metro.istanbul/yolcu-hizmetleri/şikayet-yönetim-sistemi.aspx
http://www.metro.istanbul/yolcu-hizmetleri/şikayet-yönetim-sistemi.aspx
http://www.ibb.istanbul/
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register against the specific grievance and complainant will be informed about the new schedule for 

complaint resolution. 

Local communities and neighboring facilities will be informed about the grievance mechanism during 

the consultation and disclosure activities for the Project and through the corporate website where a 

copy of the Comment/Grievance Form is provided (see Annex A). There is also a comments box system 

available for the workers on site.  

IMM is committed to an open and transparent approach to management of any grievances in relation 

to the Project and related construction activities. IMM  welcomes any comments or any other enquiries 

on the commitments within this document or the Project in general. See the contact details on the last 

page of this SEP. 
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IMM Metro Istanbul A.S. Grievance Management Flowchart 
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8.0 RESOURCES AND RESPONSIBILITIES 

The implementation of this SEP will be conducted and monitored by IMM. The Company will assume 

an overall responsibility for undertaking and supervising engagement with all stakeholders in relation 

to the Project and will use available resources to ensure that the relevant activities (such as disclosure 

of Project information, public consultation activities and the management of the Project specific 

grievances including those received from “Beyaz Masa”) are conducted effectively and to the 

appropriate standard. The main contractor will also have dedicated staff to record and manage 

complaints from external stakeholders. 
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9.0 REPORTING 

All comments and complaints received will be recorded in a comment log and grievance log, 

respectively. The main contractor will record and report grievances to Istanbul Metro A.S. 

IMM/Contractor Company will publicly report on their environmental and social performance on an 

annual basis including a summary of any grievances raised and how they have been resolved.  In 

addition, SEP monitoring and evaluation reports will be submitted to EBRD periodically by 

IMM/Contractor Company. This SEP will be periodically revised and updated as necessary during the 

course of Project implementation. 
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ANNEX A Comment/Complaint Form 

COMMENT/COMPLAINT FORM 

INFORMATION ABOUT THE PERSON SUBMITTING COMMENT AND/OR COMPLAINT (Please leave blank if 

you wish to remain anonymous. Your comments/complaints will still be considered by Istanbul Metro 

A.S.) 

Full Name: 

Date: 

Contact Information: (Please provide necessary information based on how you wish to be contacted) 

By mail …………………………………………………………………………………………………………. 

By phone ………………………………………………………………………………………………………. 

By e-mail.............................................................................................................. 

Indicate your purpose:  □ Comment   □ Complaint 

Recorded by:    □ Person submitting comment/complaint      

                     □  Other (please specify who) 

Signature confirming receipt of completed 

Comment/Complaint Form copy 

…………………………………………………….. 

YOUR COMMENTS ON THE PROJECT (Continue on the back of the sheet if required) 

 

 

 

INFORMATION ABOUT YOUR COMPLAINT 

Describe the Complaint (Continue on the back of the sheet if required) 

Date of Incident Regarding Complaint 

□  One time incident/grievance (Date  ……….……….) 

□  Happened more than once (how many times? …..……..…) 

□  On-going (currently experiencing problem) 

What would you propose to resolve the problem? (Continue on the back of the sheet if required) 

 

 

This section will be filled by Istanbul Metro A.S. 

STATUS OF COMMENT 

Comment Logged (Y/N) Date of submission: Logged by: 

Response Required (Y/N) Date of response sent: 

STATUS OF COMPLAINT 

Complaint Logged (Y/N) Date of submission: Logged by: 

Date of Response sent:  Complaint closed (Y/N):  Close out date and signature:  
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Contact details are provided below for the construction phase for submitting grievances to 

Istanbul Metropolitan Municipality: 

 

Istanbul Metropolitan Municipality 

Public Relations Directorate 

 Kemalpasa Mahallesi Sehzadebasi Caddesi No:25 Fatih / Istanbul 

E-mail: halklailiskiler@ibb.gov.tr 

Tel: 0 (212)455 17 35 

Tel: 153 

Fax: 0 (212)455 26 32 

Website: https://halklailiskiler.ibb.gov.tr/ or http://beyazmasa.ibb.gov.tr/ 

 

Contact details are provided below for the construction or operation phase for submitting 

grievances to the relevant department of Metro Istanbul A.S: 

Metro İstanbul A.S.  

Yavuz Selim Mahallesi Metro Sokak No: 3 Esenler / Istanbul 

E-mail: info@metro.istanbul 

Tel: 0 (212) 568 99 70 

Tel : 153 

Fax: 0 (212)568 89 00 

Website: http://www.metro.istanbul/ 

 

 

 

 

http://beyazmasa.ibb.gov.tr/
http://www.metro.istanbul/

