
 

 

Mälardalen University 
 
D-level Thesis in Business Administration 

 
 
Service Quality in a Turkish 
Pension Company - YKE 
 
 
 
 
 
 
 
 
 
 
 

Course:   EFO705 Master Thesis, International Marketing – VT2008 
 
Group:      2025 
 
Authors:   Ferzan Kanat Aygen – 820816  
           Nguyen Thi Ngoc Dung – 810413  
   Nguyen Thi Thanh Thuy – 840419  
 

Tutor:       Carl G Thunman 
 

Seminar date:  4 June 2008 
 

 

 

 



1 

 

 

Table of Contents 

1 Introduction ................................................................................................................................................ 1 

1.1 Problem Statement ............................................................................................................................. 2 

1.2 Purpose ................................................................................................................................................ 2 

1.3 Disposition ........................................................................................................................................... 2 

2 Methodology .............................................................................................................................................. 4 

2.1 The Development of Conceptual Framework ..................................................................................... 4 

2.2 Data Collection Method ...................................................................................................................... 7 

2.2.1 Secondary Data ............................................................................................................................ 7 

2.2.2 Primary Data ................................................................................................................................. 8 

2.3 Data Analysis Method ....................................................................................................................... 13 

3 Customers’ perception of service quality in private pension ................................................................... 15 

3.1 Reliability ........................................................................................................................................... 16 

3.2 Assurance .......................................................................................................................................... 17 

3.3 Tangibility .......................................................................................................................................... 19 

3.4 Empathy ............................................................................................................................................ 19 

3.5 Responsiveness ................................................................................................................................. 21 

4 YKE Company Profile ................................................................................................................................ 23 

4.1 Pension Products ............................................................................................................................... 23 

4.2 Customer categories ......................................................................................................................... 25 

4.3 Pension Sales ..................................................................................................................................... 26 

4.4 Sales Performance ............................................................................................................................. 27 

4.5 Call Center ......................................................................................................................................... 27 

4.6 Procedures for Informing Customers ................................................................................................ 29 

4.7 Complaint Handling ........................................................................................................................... 30 

5 The Formulation of Customer Interview Questions ................................................................................. 32 

6 Results and Discussions ............................................................................................................................ 36 

6.1 Reliability ........................................................................................................................................... 36 



2 

 

6.2 Assurance .......................................................................................................................................... 38 

6.3 Tangibility .......................................................................................................................................... 41 

6.4 Empathy ............................................................................................................................................ 42 

6.5 Responsiveness ................................................................................................................................. 44 

7 Conclusions ............................................................................................................................................... 47 

8 Implications .............................................................................................................................................. 49 

References ................................................................................................................................................... 51 

Appendix I – Manager Interview Questions ................................................................................................ 56 

Appendix II – Customer Interview Guideline (First-round Interview) ......................................................... 58 

Appendix III – Customer Interview Guideline (Second-round Interview) ................................................... 60 

Appendix IV – Customer Interview Transcripts ........................................................................................... 63 

Appendix V – Turkey’s Private Pension Sector .......................................................................................... 101 

1 Advantages of private pension ........................................................................................................... 102 

2 Law & Regulation................................................................................................................................ 102 

3 Basic characteristics of Turkish Private pension system .................................................................... 103 

4 Condition to be benefited from pension ............................................................................................ 104 

 



 

 

ACK�OWLEDGEME�T 

 

We would like to express our utmost gratitude to our tutor, Dr. Carl G Thunman who has 

patiently and enthusiastically guided us during the period of writing this thesis.  

We also are grateful for great support from YKE Company who showed the trust in our research 

group. And especially sincere thank you to Mr Umur Cullu, YKE’s Manager who provided us all 

useful information about pension business and also helped us to conduct interviews with YKE’s 

customers.  

We would also like to thank all interviewees for their time and willingness to participate in our 

study.  

 

          28 June 2008 

          The Research Group 



 

 

ABSTRACT 

Title  : Service Quality in a Turkish Pension Company - YKE 

Course :  EFO705, Master thesis in International Marketing 

Authors : Ferzan Kanat Aygen – 820816  

           Nguyen Thi Ngoc Dung – 810413  

   Nguyen Thi Thanh Thuy – 840419  

 

Tutor  : Carl G Thunman 

Problem : How can YKE increase its service quality for its VIP customers? 

Purpose : Describe YKE’s VIP customer’s perception of YKE’s service quality in  

   order to provide YKE with recommendations on service quality   

   improvement for VIP customers.                               

Methodology : Secondary data was collected mostly from online 

  database like: ABI/INFORMS, Emerald, Elin@Mälardalen, SSCI and 

many electronic journals.  

 Primary data was collected by semi-structured interviews with YKE’s 

Manager and ten VIP customers.  

Theory  : Rater Model which includes five dimensions: reliability, assurance,  

   tangibility, empathy and responsiveness has been adapted and 

developed to describe customer’s perception about services quality  

in private pension business. 

Conclusion : Most customers believed that YKE’s provided good service quality  

   apart from some problems related with its salesperson’s performance,  



 

 

   individual attention to customer, updated information and proactive  

   contact from the company. 

Recommendation: From result of the study, areas that company should pay attention to 

improve are identified as follows: salesperson capability and personality; 

pension products selling skill of salespersons; information update for 

customers; performance of pension document; and individual attention to 

customers.
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1 Introduction 

 

The recent years have witnessed the bloom of private pension business in Turkey. The market is 

mature and profitable enough to pull in various multinational private pension companies. The 

promising profits, inevitably, result in a fierce competition among local and international 

competitors. Accordingly, customers have always received attractive offerings from pension 

companies, so they can move around these companies regarding the best offer. As the matter of 

fact, services quality is considered one of the most fundamental factors influencing the 

company’s business. Pension companies need not only to maintain their service quality but also 

need to constantly improve it in order to keep their existing customers as well as attract the new 

ones. 

Fully aware of the importance of enhancing service quality in Turkish private pension industry, 

the research group has designed a study to understand what customers think of service quality in 

this industry. The study was conducted for Yapı Kredi Emeklilik (Yapı Kredi Pension, YKE), 

one of eleven Turkish private pension companies, whose management shared the same viewpoint 

with the researchers on the role of service quality in private pension business. As one of the 

leading companies among eleven competitors, YKE emerged as an interesting case for this 

study. 

At present, YKE’s customers are classified into two groups – VIP customers and normal 

customers. VIP customers are those who invested in large-valued packages; therefore, they 

contribute significant revenue to the company as well as have more commitment with the 

company than normal customers. As YKE’s manager stressed, satisfying VIP customers’ 

demands and keeping these customers stay with the company services are of great importance to 

the company’s business. As a result, this paper studied perceptions of service quality from the 

company’s VIP customers’ perspective. 

The target audience of this paper is the executives in YKE. This study will help them to better 

understand their VIP customers’ perception and identify areas for improvement in their service 

quality for VIP. Apart from that, the company can also use the study results for reference to 

enhance service quality for normal customers. The secondary target audience of this paper is the 
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academia. This study will be beneficial to those who are interested in private pension business 

and the service quality under the perspective of customers.  

1.1 Problem Statement 

 The strategic question for this study is “How can YKE increase its service quality for its 

 VIP customers?” 

1.2 Purpose 

 The purpose of this study is to describe VIP customer group’s perception about YKE’s 

service quality in order to give the company recommendation to improve service quality 

applied for VIP customers. From the result of this study, the company can take for 

reference to improve services quality for normal customer group as well. 

1.3 Disposition 

 

This paper consists of eight chapters whose content will be briefly introduced as follows in order 

to bring a general picture of the study’s structure.  

Chapter 1:  This chapter is an introduction of study topic, problem statement, purpose, and 

target audience of the research. 

Chapter 2:  This methodology chapter explains the process of developing a conceptual 

framework, collecting and analyzing data. The implementation and purpose of 

each step in the process is explained and justified. 

Chapter 3:  This chapter presents the conceptual framework for customers’ perception of 

service quality in private pension. The framework and its five dimensions are 

explained in details with illustration.  

Chapter 4:  This chapter is about YKE’s profile which includes information about company’s 

organization and operation, customers, pension business, and pension selling 

procedures. 
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Chapter 5:  This chapter clarifies the formulation of the interview questions with customers, 

which are based on the conceptual framework and information about YKE’s 

profile. The purposes of interview questions are also explained.  

Chapter 6:     The results from interviews with YKE’s customers are presented and discussed in 

this chapter according to each dimension of the conceptual framework.  

Chapter 7:  This chapter presents conclusions of customers’ perception of YKE’s pension 

service quality and points out areas requiring improvement.  

Chapter 8:  Implications for YKE’s management are given in order to help the company 

improve areas regarding service quality.  
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2 Methodology 

This chapter begins with the explanation of each step in the conceptual framework development 

process. Next, the method of collecting secondary and primary data is described in details. The 

chapter ends with an explanation of method to analyze collected data.  

2.1 The Development of Conceptual Framework 

The literature search was evident a lack of service quality model in private pension industry. 

Hence, to answer the purposes of this paper, a conceptual framework was constructed by 

“adapting and developing relevant existing theories” (Fisher 2004, p. 109).  

 

Given the purpose of this paper, there emerged the need for formulating a conceptual framework 

which would best describe the perception of customers about private pension service quality. As 

discussed by Sharma and Mehta (2005, p. 206) the conceptualization of service quality has been 

the most controversial and debated topics in service marketing literature. Quite a few researchers 

have developed different concepts for service quality. One of the dominant theories is the 

customers’ perceptions of service quality model developed by Parsuraman, Zeithamal and Berry 

(1988). Under this model, service quality is explained on the ground of five dimensions, which 

are reliability, assurance, tangibility, empathy and responsiveness. This model is distinct from 

others since it determines multi-aspects of service quality in a simple and clear manner. There is 

also a wide agreement that these five dimensions are important aspects of service quality.  

 

This study was therefore based upon the five-dimension model which was modified to fit private 

pension service (hereafter called the RATER model) to answer the study purpose. The model 

provided a general picture about private pension service quality with the most important and 

relevant dimensions from customers’ point of view – reliability, assurance, tangibility, empathy 

and responsiveness. These five dimensions were modified with the help of concepts and 

literature of service quality in pension, insurance and financial services so that they reflected the 

characteristics of private pension industry. 
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The book Services marketing (Zeithaml, Bitner and Gremler 2006) served as the starting-point 

for building conceptual frameworks. One of the main focuses of this book is customers’ 

perceptions of service quality which include five dimensions: 

• Reliability: ability to perform the promised service dependably and accurately. 

• Assurance: employees’ knowledge and courtesy and their ability to inspire trust and 

confidence. 

• Tangibles: appearance of physical facilities, equipment, personnel and written materials. 

• Empathy: caring, individualized attention given to customers. 

• Responsiveness: willingness to help customers and provide prompt service. 

(Zeithaml et al. 2006, p. 116) 

Since the five dimensions mentioned above were generally written for any service, they needed 

to be adjusted specifically for private pension service. As mentioned by Tsoukatos and Rand 

(2006, p. 507) these dimensions were meant to be a basic skeleton; it could and should be 

customized to better capture the quality characteristics of individual industries under 

examination. Therefore, concepts taken from the book were modified based on pension industry 

characteristics and literature from books and studies on service quality in related fields such as 

insurance industry and financial services marketing. Companies which offer pension services are 

in fact offering financial services to their clients. Pension services are also regarded as a subset 

of insurance services. Some customers besides seeing pension as a tool to guarantee consistency 

of their life style in their retirements also use it a tool for financial investment. According to 

Abromovitz & Abromovitz, “the insurance industry is changing significantly. In order to be 

more competitive, the industry has introduced products to attract investors, rather than just 

savers. Variable annuities, variable life and variable universal life all offer the possibility of 

greater returns than more traditional life insurance products” (1998, p.5). Due to the closeness 

between pension and financial services in general and with insurance in particular, studies in 

these areas were utilized to develop a model describing customers’ perceptions of service quality 

in pension business.  
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• Insuring Quality: How to Improve Quality, Compliance, Customer Service, and Ethics in 

the Insurance Industry (Abromovitz and Abromovitz 1998): The book provided real-life 

examples to point out many areas where the insurance industry has disappointed its 

customers, explain why the industry's image has declined, and suggest practical ideas on 

improvement.  

• Insurance customers’ assessment of service quality (Joseph, Stone & Anderson  2003); 

Measuring trust in financial services (Ennew, & Sekhon 2007); Trust and confidence in 

financial services  (Llewellyn 2005) and Path analysis of perceived service quality, 

satisfaction and loyalty in Greek insurance (Tsoukatos and Rand 2006): Studies about 

perceptions of customers of service quality in insurance in particular and financial 

services in general.  

• Measuring service quality of banks (Karatepe, Yavas, and Babakus 2005): A study based 

on the five dimensions of Rater model (reliability, assurance, tangibility, empathy and 

responsiveness) to measure services quality in banking. 

• An exploratory study into factors of service quality for application service providers (Ma, 

Pearson, & Tadisina 2005): A study for services providers who want to improve customer 

satisfaction by improving services quality. In this study, seven dimensions were chosen to 

evaluate the services quality which also included five dimensions of Rater Model.  

• Service quality perceptions in financial services – a case study of banking services 

(Sharma, & Mehta 2005): The purpose of this study is to define the overall perceptions of 

service quality are based on various dimensions of service encounters and according to 

the author of this study, there is a wider agreement that the five dimensions i.e. reliability, 

responsiveness, empathy, assurance and tangibles are important aspects of service 

quality. 

 

(See Chapter 3 for explanation and illustration of the customized model.) 
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2.2 Data Collection Method 

2.2.1 Secondary Data 

 

The preliminary search was mostly done on the electronic realm in which Mälardalen University 

Library’s online databases like ABI/INFORMS, Emerald, Elin@Mälardalen and SSCI were 

exploited to learn more about the service quality theories as well as information about the history 

and inner workings of pension systems. The Internet resources on one hand provided rich 

information, on the other hand created a challenge of choosing relevant and reliable information.  

In order to get the most relevant information, key words such as “pension services”, “financial 

services”, “insurance service quality”, “insurance marketing”, “pension service quality”, 

“financial service quality”, “pension management” were used in the search engines. The 

suitability of gathered information was evaluated on the ground of following guidelines, as 

suggested by Saunders, Lewis and Thornhill (2007, pp. 270-271): 

• Does the document contain information required to answer the study questions and 

objectives? 

• Is the document sufficiently up to date? 

 

With a view to ensuring the reliability and validity of information, the research group tried to use 

peer-reviewed journals from databases Elin@Mälardalen and Emerald at Mälardalens Library and 

reports by prestigious research organizations such as Euromonitor International and 

PricewaterhouseCoopers International. Other information obtained from the internet was 

evaluated its reliability based on the guidelines suggested by Saunders et al. (2007, pp. 270-271): 

• Does the document’s publisher have high reputation?  

• What is the original source of the document?  

• Did the author use other sources in the document?  

• What was the original purpose of the document? 

• Is the method clearly described? 

• How were the data collected and recorded? 



8 

 

• How consistent are the data obtained from this source when compared with data from 

other sources? 

 

Secondary data provided theories for this paper as well as information about YKE and Turkey 

private pension industry.  

2.2.2 Primary Data 

In order to have a general picture about pension business and the company, several in-depth 

telephone interviews with Mr. Umur Cullu, YKE’s Assistant General Manager, were conducted 

in Turkish by a Turkish member of the research group and later, information was translated into 

English.  

As one of top managers, Mr. Umur Cullu has solid understanding about the company and thus, 

provided more reliable information. The interviews were conducted in semi-structured format, 

allowing researchers to get rich knowledge of company’s organization, pension products, types 

of customers, and pension selling and complaint handling procedures as well. Interview 

questions helped research group to understand more clearly and thoroughly the company’s 

business.  

The interviews and contacts had been conducted since March 2nd through Skype telephone 

function.  

To achieve the purpose of the study, individual semi-structured interviews with YKE’s 

customers were conducted. Interview was the most appropriate method since it helps to collect 

information through direct contact with customers and at the same time captures how a customer 

thinks of service quality. As suggested by Wilson (2003, p.93) this approach was usually used 

for collecting information referred to people’s attitudes, motivations and behavior. The data 

received was not statistically representative, but helped the researchers to understand the essence 

of the things happening. In addition to that, individual semi-structured interview method did not 

require researchers to have expertise of the study subject; rather, it helped researchers 

accumulate knowledge after each interview. Semi-structured interview allowed researchers to 

cover certain topics and clarify underlying meanings.  The interview guidelines prevented the 

uniformity of topics when asking different respondents. Given the timescale, resources available 
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and logistic reasons regarding the location of the firm and the researchers, electronic interview 

(via Skype telephone function) was the most feasible alternative. However, one disadvantage of 

this interview method was that researchers could not see the respondent’s body language during 

the interview. 

• Sampling and Selecting Respondents 

According to Bond (2006, p. 41), it is vital for researchers to carefully select those sources that 

can provide the most relevant information. Thus, this study used purposive sampling method, 

which enabled researchers to select the most suitable sample to answer the purpose. Moreover, 

Saunders et al. (2007, p. 230) pointed out that purposive or judgmental sampling, which was 

often used when working with very small samples, enabled researchers to use their judgment to 

select samples that can answer research questions and meet their objectives. Accordingly, this 

was the most suitable guideline to sample for the research in such a limited time and resources 

condition. 

According to the manager, customers of the company are categorized into two main groups 

including VIP customer and normal customer group. Also according to the manager, although 

VIP customer group occupies only 2% of the total customers of the company, they account for 

10% of the company’s revenue. And also, VIP customers are those who always buy large value 

packages therefore, they contribute a large part to the company’s revenue, and have more 

commitment with the company than normal customers as well. As stated by the manager that it is 

very imperative for the company to satisfy demanding VIP customers’ demand and to keep these 

customers stay with the company services. One of the most important reasons of this statement is 

that it is difficult for the company to obtain a VIP customer who can influence considerably on 

the company revenue and profit if he is stick to the company services or even lost if he quit the 

services. Meanwhile, if the provided services can satisfy these demanding customers, it can 

satisfy other normal customers who have less contribution and less demand from the company. 

For these above reasons, 10 interviewees were selected among existing VIP customer group by 

YKE’s manager. These respondents were selected from VIP customers who live in Istanbul since 

90% of VIP customers locate in this city. In order to obtain a wide range of information from 
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customers, the research group asked the company to choose a variety of customers in terms of 

age, job, gender, amount of monthly payment, and the length of time being YKE’s customer. The 

purpose of this research is to explore customers’ insights about the company’s services quality 

and provide the company suggestions for further development from customers’ perspective. 

Moreover, as Mason (1996, p. 96) revealed that the logic of purposive sampling is that researcher 

select units which will enable them to make meaningful comparisons in relation to the research 

questions. Besides, he also suggested that samples should be chosen in order to constitute a range 

intended data which could help the researchers to explore processes, similarities and differences 

of certain theory.  Therefore, interviews with ten delicately chosen respondents of different 

backgrounds would not only provide profound information but also enough meaningful data to 

compare among interviewees’ respondents, helping the researchers better understand the wide-

range opinions and attitudes of customers. 

• Interview procedures  

Interviews were arranged in weekday’s evenings and at weekend when customers had free time 

and were not in a hurry of work. As mentioned by Saunders et al. (2007, p. 321), since the 

location for interviews may influence the responses participants are likely to give, researchers 

should choose a place convenient for respondents where they will feel comfortable and the 

interview is unlikely to be disturbed. To this end, the interviews were conducted via respondents’ 

mobile phone at the time convenient for them. The company contacted customers and arranged 

interview time with those who agreed to cooperate in the study, following the research group’s 

criteria. The research group was informed about respondents’ personal details, contacts and 

interview time by the company’s manager. 

The interviews were arranged at respondent’s convenience during the period from May 15th to 

18th. Each interview lasted from 20 to 30 minutes. Interview guidelines were formed around five 

dimensions of RATER model (reliability, assurance, tangibility, empathy and responsiveness). 

Although the interview questions were discussed with the manager and adjusted several times to 

be clear and easy to understand several times customers asked for explanation of words and 

phrases in the questions. Moreover, after finishing those ten interviewees, the research group 

found that the information collected were not rich enough to answer the study purpose. 



11 

 

Consequently, a new version of interview questions, which were more concrete and able to fulfill 

the research purposes, was built. A second round of customer interviews was conducted with 10 

different VIP customers.   

In order to make sure that all imperative information can be collected from the interviewees 

easily through the new version of interview questions, these new questions have been built by a 

combination of conceptual model and first hand information about YKE obtained from the 

YKE’s manager. Questions asked in the interview included open-ended and close-ended 

questions. Open-ended questions allowed interviewees to express their opinion and suggestions 

whereas close-ended questions helped to enhance the clarity of answers. This combination 

enabled researchers to obtain deeper and clearer understanding of the interviewees’ perspective 

(See Chapter 5 for details). 

 

According to Saunders et al. (2007, pp. 322-323), where the respondents and researchers have 

not been in contact before, the first few minutes of conversation will have a significant impact on 

the interview’s outcome. The researchers need to explain the study to participants to establish 

credibility and gain interviewee’s confidence. The interviews therefore were conducted by using 

the interview guidelines commencing with an introduction of interviewer, research subject, and 

estimated interview length. The presentation was kept clear and brief in order to reduce anxieties 

and make interviewees more relaxed and open. 

The interviewer tried to keep the same order of questions to achieve a consistent process of 

interviewing. Interview questions were translated from English into Turkish by a Turkish 

member in the research group and discussed with the manager to ensure the equivalent terms in 

the two languages. All interviews were recorded with the respondents’ approval. After 

conducting the interviews with YKE’s customers, collected information were transcribed and 

then translated from Turkish into English also by the Turkish member of research group.  

 

 

 



12 

 

• Summary of customers’ profile in second-round interview:  

 

 

(See Appendix III for full details of interviews. Samples of interviews with English subtitles can 

be found in Http://www.ferzan.net/thesis ) 

 

• Comments on Interview Performance 

The interviews lasted from 15 to 20 minutes. The order of questions were kept the same, 

however, in some interviews, the supplementary questions related to call centre’s staff and 

website were omitted since the respondents had never contacted the call centre or used the 

website. In other interviews, additional questions were asked when respondents were hesitant to 

give answers or the interviewer wanted to explore more information. This variation often 

occurred in semi-structured interviews depending on the specific context that was encountered in 

relation to the research topic and the flow of the conversation (Saunders et al. 2007, p. 312).  

Respondent 1 2 3 4 5 6 7 8 9 10 

Gender Male Male Male Male Female Male Female Male Male Female 

Age 49 38 43 46 34 33 42 39 38 29 

City Đstanbul Đstanbul Đstanbul Đstanbul Đstanbul Đstanbul Đstanbul Đstanbul Đstanbul Đstanbul 

Occupation Computer 

Engineer 

Financial 

Consultant 

Journalist Doctor Doctor HR 

Executive 

Entrepreneur Marketing 

Executive 

Lawyer Electrical 

Engineer 

Monthly 

Payment 

$415 $415 $415 $830 $415 $415 $1660 $415 

 

$415 $415 

Years 

being 

YKE’s 

customer  

4 4 3 2 2 4 4 3 5 2 

Time Of 

Interview 

Thu. 22/5 Thu. 22/5 Fri. 23/5 Fri. 

23/5 

Sat. 

24/5 

Sat. 24/5 Sat. 24/5 Sun. 25/5 Sun. 

25/5 

Sun. 25/5 
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Respondents have been YKE’s customers for from two to five years. The experience they have 

with YKE’s services helped the research group find out areas that YKE should improve from 

customers’ perspective. Due to the fact that one respondent had not contacted the call centre and 

two others had not used the website, they did not provide information regarding these issues. The 

rest of respondents had experience of using these services and contributed several comments for 

this study.  

2.3 Data Analysis Method 

 

Since “data never speak for themselves – they have to be interpreted by the researcher” (Bond 

2006, p. 42), analyzing and making sense of data was carried out after the collection of data. The 

interpretation of qualitative data was implemented under the process suggested by Bond (2006, 

p. 43): description – classification – connection. The process is presented in figure 2.1 
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Figure 2.1 Data Analysis process 

 

In the description stage data were portrayed in the textual form with the help of interview 

transcripts and notes from interviews with YKE’s customers. The next stage was organizing and 

classifying data into meaningful sets which are the five dimensions of private pension service 

quality (reliability, assurance, tangibility, empathy and responsiveness). The connection stage 

involved interpreting customers’ opinion on each dimension of YKE’s service quality. 

Conclusions on customers’ perception of YKE’s service quality were drawn from the 

interpretation and linked with theories to identify areas YKE needs to improve.  
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3 Customers’ perception of service quality in private pension  

 

Service quality literature contains many different views and processes on how a company can 

increase its service quality. However, for the scope and objectives of this study, only relevant 

factors are used to formulate the conceptual framework. This chapter presents the conceptual 

framework customized to describe customers’ perception of service quality in private pension 

business. The framework and each of its five dimensions are explained in details. 

 

According to Zeithaml et al. (2006, p. 116) customers do not perceive quality in a uni-

dimensional way. Instead, they judge quality based on multiple aspects relevant to the context. 

The five dimensions of service quality (reliability, assurance, tangibility, empathy, 

responsiveness) were indentified through the pioneering research of Parasuraman, Zeithaml, and 

Berry and found applicable across a variety of service contexts including banking, insurance, 

securities brokerage, etc. (Zeithaml et al. 2006, pp. 116-117). These dimensions express the way 

customers organize information in their minds to evaluate the quality of services. 

 

 

Figure 3.1 Customers’ perception of service quality in private pension 

Customers’ 

perception of 

service quality 

in private 

pension 
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3.1 Reliability 

 

Reliability aspect is concerned with the firm’s ability to perform the promised services 

dependably and accurately (Zeithaml et al. 2006, p.117). In other words, reliability means that a 

company must deliver on its promises – promises about delivery, service provision, problem 

resolution and pricing. According to Zeithaml et al. (2006, p. 117) firms that do not keep their 

promises fail their customers in the most direct way.  

As mentioned by Tyler and Stanley (2007, p. 338) the central component of reliability in 

financial services is “doing what was agreed”. If financial services providers fail to complete 

actions as agreed or keep their promises, customers will doubt the providers’ reliability. As 

service providers, pension companies should use marketing communication to give information 

or clues about the nature and quality of service provided by the company. However, a pension 

company is advised not to distort information or manipulate the truth to promote the company’s 

image or services (Abromovitz & Abromovitz 1998, pp. 9-10).  

Performing pension services accurately means that the pension policies should be produced with 

clear and specified terms and the issued documents should be kept free of error. Companies’ staff 

and agents should avoid mistakes in billing in order to prevent customers’ feeling confused and 

frustrated (Abromovitz & Abromovitz 1998, p. 104). In order to obtain reliability companies 

should also deliver the services to their customers at the promised time and right the first time 

(Tsoukatos and Rand 2006, p. 509). As discussed by Karatepe et al. (2005, p. 376), companies 

operating in financial services should provide customers with accurate information and informs 

customers about the investment results precisely.  

As discussed by Ennew and Sekhon (2007, p. 63) customers often face high levels of risk when 

they purchase financial services. Intangibility, product complexity and the long term nature of 

products create difficulty for them in judging product performance; thus, they need to trust 

financial services providers to offer products of an appropriate type and quality. Trust in 

financial services, as defined by Llewellyn (2005, p. 336), implies keeping promises, predictable 

behaviors, and not adopting opportunistic behaviors. Usually, a personal pension is a high-value 

transaction and most consumers who have such pensions do not obtain deep information and 
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experience via purchasing on a frequent basis. It may take customers many years to know 

whether the product is suitable or not, requiring a high level of trust in the personal pension in 

general, the particular pension plan offered by a pension company (Llewellyn 2005, p. 340). In 

order to gain high level of customer’s trust, it is suggested that companies should provide 

customers with clear and transparent information (Llewellyn 2005, p. 342).  

3.2 Assurance 

 

According to Zeithaml et al. (2006, p.119) assurance is employees’ knowledge and courtesy and 

their ability to inspire trust and confidence. He also stated that this aspect is of critical 

importance for services in which customers face high level of risk or feel uncertain about their 

ability to evaluate outcomes, for instance, banking, insurance, and brokerage services. 

Staff of financial services firms needs to possess a high level of expertise in their field (Joseph et 

al. 2003, p. 90). They should have the knowledge to respond to customers’ requests and be able 

to give advice on risk analysis and help customers choose the right pension fund (Gidhagen 

2002, p. 55). Employees should understand about the pension plan options offered by the 

company to guide customers and inform them about the best possible solution to their problem. 

One of pension services’ characteristics is that different funds have different levels of risk 

associated with them; in other words, some types of investment can be more risky than others. 

Therefore, the value of an investment fund can go up and down and is not guaranteed. In many 

cases, the investment at retirement may be worth less than the amount customers have put in. 

Apart from that, each customer’s financial situation is different (AXA 2008). These factors make 

it difficult for customers to make a decision on what type of investment they should choose, 

raising the need for advice from experienced pension staff’s. In addition to that, “the consumer’s 

future welfare is often dependent on the performance of the contract, while a faulty product can 

be replace, a bad financial contract cannot be surrendered other than at a cost” (Llewellyn 2005, 

p. 342). Therefore, consumers frequently require advice when purchasing financial products. 

According to Harrison, Waite, & White (2006, p. 9), pensions are complex financial products 

and possess several characteristics that make them different from retail banking products in 

general. Significant distinguished points include deferred benefits that are experienced many 
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years after the initial purchase decision, complexity and lack of comparability due to 

customization to the individual consumer, and transaction infrequency. Therefore, it raises the 

desire for the employer to move beyond the role of an information provider to a financial 

adviser. In a study conducted by Harrison et al. (2006, p. 18) it is concluded that pension 

customers want on-going advice from their employer in order to monitor the progress of their 

pension arrangements.  

Courtesy reflects the politeness and friendliness that employees of a company show to customers 

(Glynn and Barnes 1996, p.147), for instance, the pension staff smile and express pleasant 

attitude when talking with customers and serve customers in good manner. 

As mentioned by Gidhagen (2002, pp. 56-57) assurance is a determinant of service quality, 

which is associated with customers’ feeling of security. When having transactions in financial 

services, customers want confidentiality and freedom of doubt. Thus, pension companies should 

ensure that customers feel safe in their transactions and their personal and financial information 

are kept confidential. Also, pension companies have to be honest with customers and reduce 

customer’s uncertainty by providing truth-worthy information. For example, they explain clearly 

to customers that investment funds which have the potential to achieve higher returns carry a 

higher degree of risk (AXA 2008) or fully explain the impact of withdrawals (Abromovitz & 

Abromovitz 1998, p. 5). In so doing, customers are aware that they have a greater risk of losing 

some or all of their money. 

It is discussed by Zeithaml et al. (2006, p. 120) that trust and confidence can be represented by 

the person who links the customer to the company. In this context, the company tries to build 

trust between key contact people, such as insurance agents, brokers, or counselors, and 

individual customers. In other circumstances, trust and confidence are represented by the 

organization itself; thus, companies make efforts to build trusting relationships between 

customers and the company as a whole (Zeithaml et al. 2006, p. 120). 
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3.3 Tangibility 

 

As discussed by Zeithaml et al. (2006, p.120), tangibility refer to the appearance of physical 

facilities, equipment, personnel, and communication materials. Physical evidence, according to 

Woodruffe (1995, p. 263), plays an essential role in financial transactions because customers will 

partly base their judgment on service quality through the physical evidence available to them. 

For instance, they will look at the documentation which must be presented by sales people to 

prove that they are authorized to offer investment advice. Additionally, in pension services, like 

in insurance, the signed policy is the one of the tangible evidence of the services (Gidhagen 

2002, p. 55). Thus, the policy should be printed correctly, nicely and in such a way that 

customers can understand easily. Similarly, materials associated with pension services such as 

pamphlets, brochures, and newsletters should have useful information and be visually appealing. 

Pension marketing materials, as mentioned by Abromovitz and Abromovitz (1998, p. 5), should 

be clear and not misleading. These materials must be comprehensible because to people outside 

of the pension industry, almost all pension products are complex. Thus, the role of sales 

materials should clear up the confusion, not add to it. Also, pension employee’s appearance need 

to be neat and look courteously. Staff should dress properly for working purposes, for example 

they may wear uniforms or adhere to certain dress codes in business (Woodruffe 1995, p. 276). 

Pension companies should have modern equipment and technology to keep records of customers’ 

accounts efficiently. Especially, a website allowing customers to access information from a 

distance is essential in pension services. From the website, customers can see details of the 

contributions they have paid, switch investments between funds, change and update personal 

details or access fund centers. 

3.4 Empathy 

 

Empathy is caring and giving individualized attention to customers (Zeithaml et al. 2006, p.120). 

In order to show the customers that pension companies care about them and their problems, 

Joseph et al. (2003, p. 90) suggested that employees should recognize regular customers of the 

companies. Customers do not wish to be referred to by their account numbers; they want their 
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pension staff to be able to place a name with a face. However, as discussed by Zeithaml et al. 

(2006, p. 120) this practice is often difficult to employed by a large firm.  

According to Abromovitz and Abromovitz (1998, p. 113) empathy is manifest in companies’ 

efforts to accommodate opening hours to meet customers’ schedules. Pension companies can 

extend hours to provide service by providing flexible work hours for employees, thus having 

employees available at times other than normal business hours.  

Empathy also means pension staff’s showing efforts in understanding customers’ specific needs. 

For some customers, a pension may be their only source of income, for others it may not. 

Therefore, it is important understand each customer’s circumstance (AXA 2008). Apart from 

that, investment risk may mean different things to a customer at different times in his/her life. To 

put it in another way, investment needs are likely to change when customers approach 

retirement. This requires pension companies to pay attention to each individual customer so that 

they can understand and offer customized services to fulfill customers’ specific needs. It is stated 

by Zeithaml et al. (2006, p. 120) that the essence of empathy is conveyed via personalized or 

customized services so that customers feel that they are special and their needs are understood. 

As discussed by Abromovitz and Abromovitz, customers want to be assured that sales-staff and 

agents are concerned about their needs and not pressuring them into buying (1998, p. 4). 

Besides, employees should keep customers updated about new services by frequent 

communication through email, phone call or brochures, etc. Customers may not really be 

interested but through these contacts, customers may notice that the company is interested in 

their welfare (Joseph, et al. 2003, p. 90). Apart from that, consumers want to feel empowered 

enough to make decisions for  (Gill 2008, p. 149) but they lack of adequate information 

available, sufficient previously acquired information or past experience and adequate knowledge 

to identify and process relevant information. Thus, it is necessary that pension companies 

provide timely and effective information, “both prior to making a pension choice and also 

subsequently as a means of keeping informed of important changes” (Harrison et al. 2006, p. 18). 

 

Disappointments can be the result when customers forget to perform their roles for the services 

that they are using (Zeithaml et al. 2006, p. 503). Thus for customers to learn to perform their 
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roles, properly communication from the pension company can take the form of customer 

education. The pension company’s role is to make sure that customers perform their roles 

properly. In order for the customers to perform their roles properly companies should prepare the 

customers for the service process. It is stated by Abromovitz and Abromovitz that pension 

companies should, wherever possible, participate in educational programs that explain how 

pension works and what its benefits are (1998, p. 11). According to Woodruffe (1995, p. 254), 

one of important tasks in financial services marketing is to create awareness of long-term 

benefits and help customers to recognize the need for financial services such as pensions which 

they may not see themselves needing for many years. In short, pension companies should create 

structures for the customers that explain in details roles, benefits and obligations of parties 

involved.  

3.5 Responsiveness 

 

Responsiveness is defined by Zeithaml et al. (2006, p. 117) as the willingness to help customers 

and to provide prompt service. This dimension underlines the attentiveness and promptness in 

dealing with customers’ requests, inquiries, complaints and problems. Responsiveness is 

manifest in the length of time customers have to wait for assistance, answers to inquiries or 

attention to problems as well as the flexibility and ability to customize the service to customer 

needs. In order to excel on responsiveness dimension, companies are suggested to have well-

staffed customer service departments and responsive front-line people in all contact positions as 

customers’ perceptions on responsiveness may diminish when they wait to get through a 

company by telephone, are put on hold or put through a complex voice mail system (Zeithaml et 

al. 2006, p. 118).  

Responsiveness in financial services is stated by Karatepe, Yavas, and Babakus (2005, p. 5) that 

companies should always be approachable and meet customers’ requests quickly. Therefore, 

pension companies should make it easy and convenient for customers to contact the companies 

whenever they have any queries or problem by offering good access to 24 hours free claim 

services and a widespread office system. As discussed by Joseph et al. (2003, p 90) quick return 

of phone calls and fast turn-around times on customers’ requests for information can show 
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responsiveness to customers. Abromovitz and Abromovitz (1998, p. 109) stated that when a 

pension company has little or no regard for the customer’s time, it is time for the customer to 

change companies. He therefore, suggested that wherever possible, pension companies should 

give customers an estimate of the time it will take for service. Moreover, pension companies 

need to solve arising problems in a way that customers can feel satisfied with the services.  



23 

 

4 YKE Company Profile 

This chapter presents a broad picture of YKE’s organization and operation. All of the following 

information was provided by YKE’s manager.  

YKE has started its operations on 27th of October in 2003. And by the end of that year, YKE has 

become the leading company among eleven competitors. By 2005, it has become the first 

company to reach 100.000 subscribers and total funds of 80 million dollars.  By the end of 2006, 

YKE had more than 150.000 subscribers and 240 million dollars. 

YKE has founded Private Pension and Insurance Academy in 2005 to educate its employees. The 

academy was founded with the help of Boğaziçi University and Watson Wyatt and aims to 

satisfy the educated employee need of the insurance sector. 

YKE received many awards since its foundation due to its involvement in social and 

environmental issues. Among these awards are the, International Public Relations Association’s 

(IPRA) Environment Award, United Nations Honor Award, Active Academy’s Social 

Responsibility Award and Capital Magazine’s Best Company Award.  

4.1 Pension Products  

 

YKE offers three main pension packages to its customers, Basic Package (Ready Made Plan), 

Personal Pension Plan and Saffron Pension Plans (VIP customers). 

Basic Package (Ready Made Plan): This is the most non-customized plan offered by YKE. The 

customers are not allowed to select their funds to invest with this package. Everything is already 

setup by YKE and customer is only required to pay their monthly or yearly fees. The plan starts 

at $60 per month and can be increased up to $120 per month.  YKE offers a service called Health 

Club to the customers who buy this package. Health Club allows customers to use the services of 

health centers like hospitals at a reduced rate. The customers can also use a 24 hour a day 

telephone service called Telemed24 to get health information in case of emergencies.   

Personal Pension Plan:  The minimum monthly fee for this plan is $120 and there is no upper 

limit set by YKE. The customer can choose among several funds to invest in with the 
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consultancy of the sales personnel. YKE provides Payment Assurance, Health Club and 

Ambulance service to the customers of personal pension plans. Payment Assurance is a kind of 

health insurance in which YKE agrees to pay pension payments if customers become seriously 

ill. Current policy of Payment Assurance covers payment fees of customers for the duration of 

their illness up to five years. Ambulance service involves free land ambulance transportation to 

the nearest health center in case of an emergency. 

Saffron Pension Plans: There are currently three different saffron pension plans offered by 

YKE.  Saffron-1 is an entry level plan that requires customers to pay a monthly fee of $415. 

Saffron-3 is the highest pension plan that YKE offers. With this package the customer is required 

to pay $80.000 up front when entering the system. Then they can deposit a minimum of $75 

monthly. YKE offers Payment Assurance, Health Club and Ambulance services to the customers 

of Saffron plans. 

The difference between various plans is mostly the fees and some service cost percentages that 

YKE deducts from monthly payments. As required payment obligations with the plans increase, 

the fees deducted by YKE decrease. Customers of Saffron-3 for example do not pay any fees to 

YKE except the standard 2% operations fee. The customers of the basic plan on the other hand 

are required to pay 8% of their yearly payments to YKE. 

In addition to the personal pension plans mentioned above, YKE provides Group Pension Plans 

to companies and corporations. The main goal of the group pension plans is offering pension 

services at reduced rates to the employees of the corporations. The rate reduction is the result of 

low acquisition cost due to the signing of multiple customers at once.  

To be eligible the companies must be at least ten people operations. YKE offers various payment 

options to companies. The company can be the sole payer of the pension services of its 

employees or the employees can also put money into their pension plan in addition to their 

companies. However, in the cases where both the company and employees makes payments both 

accounts are tracked individually and are not mixed into one. The contents of the pension plans 

are customized according to the needs of the enterprise and its employees so there are no fixed 

plans present at this time. 
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4.2 Customer categories 

 

YKE currently divides its customers into two groups. These are normal and VIP customers. 

�ormal Customers 

Normal customers make up 98% of the customer base and generate 90% of the revenues for 

YKE. These customers are subscribed to basic and personal pension plans of YKE.  

VIP Customers 

The number of VIP customers is 5000 out of 250.000 customers. VIP customers are those who 

are subscribed to the Saffron packages of YKE. VIP customers receive special treatment as 4 out 

of 66 employees of the call center are directly allocated to VIP customers.  

The acquisition cost of each customer is very high for pension companies. Almost every 

customer including VIP customers costs more money than the company will get in couple of 

years. As a result, keeping customers in the system and with the company is very important since 

YKE can only gain profit from the customers if they are in the system for couple of years. It is 

the job of customer service department to educate the customers with regards to pension. The 

education aims to give projections with regards to customer’s pension funds. The state pension 

funds are not enough to sustain people after retirement; it’s the job of customer service to 

educate customers. 

A problem in this segmentation is getting the correct data from the customers. Currently the data 

available to YKE is not enough for the creation of customized campaigns for customers. This 

lack of data is also causing some problems with the operations.  For example, YKE sometimes 

send its VIP clients presents, like very expensive books. However, according to manager, after 

sending one these books to a very important VIP client, he called and said that he never read 

books and he has thrown the book into trash. The client then suggested that next time they want 

to send him a present, he would be happy to get a Formula 1 ticket.  According to the manager, 

the more you know what makes your clients happy or exited the more you have the opportunity 

to evoke those emotions with packages, services or presents. 
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Close to 30% of all customers of YKE, many of whom are normal customers, has left the system 

which is about the same for all other pension companies. The ratio of VIP customers who leave 

the pension system or switch to other companies is very minimal compared to normal customers.  

While VIP customers make up the 2% of the customer base, they represent 10% of the revenue 

of the company. Given the long term nature of the business and services it’s very important for 

YKE to keep its VIP customers happy. 

4.3 Pension Sales 

There are three main sources that sell pension products of YKE. Agencies, Yapı Kredi bank and 

sales force of YKE. 

Agencies make up 10% of all sales. There are no expectations from the agencies except selling 

pension packages. Their role ends when they sign the customer up for a pension package. All of 

the support and billing is handled by YKE afterwards. Agencies that want to work with YKE are 

required to sign exclusivity deals with the company.  In other words they are only allowed to sell 

the pension services of YKE. 

20% of the pension packages are sold by the parent bank Yapı Kredi (YKB). Most of this 20% 

consists of over the counter sales. The employees of the bank are responsible for the sales of this 

package. The manager states that this package sold by the bank is Ready Made Plan with low 

maintenance, low fund configuration and requires minimal amount of user data. The customers 

are required to pay between $60 and $120 monthly to buy this package. 

The numbers of funds to choose from are limited to two to decrease the need for the sales 

support to customers from bank employees. This decision was made because bank employees 

weren’t expected to know much about private personal pension. The simple nature of the plan 

also makes it easy for employees to explain and pitch to customers in a short amount of time. 

The remaining 70% of the sales is made by the sales of YKE. The sales force consists of 650 

employees whose main goal is to sell pension directly to customers. All of them are provided 

with notebooks that contain proprietary CRM and customer tracking software developed by IT 
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department of YKE. This proprietary software also allows YKE to assign sales representatives to 

prospective customers dynamically. After a sales representative assigned to a prospective 

customer (prospective customer), it’s his job to present pension services to that customer. In the 

event of failure, sales representatives are required to give a report about what went wrong with 

the presentation or what was the customer’s concerns were. After the collection of reports further 

decisions can be such as pursuing the customer at a later time (in six months or in a year). 

4.4 Sales Performance 

YKE has very strict policy when it comes to the performance of its sales personnel. There are 

four different sales goals that each sales personnel should reach. These are: 

• Meeting Goals: Goals related with booking and setting up of meetings with prospective 

clients or obtaining references from existing clients or new sales. 

• Sales Goals: Goals related with the number of sales that each employee has to reach each 

month. This is also the major determining factor of whether the employee is regarded a 

success or a failure. Every other goal is there for the employees to get sales. So for 

example if an employee fails to reach his meeting goals but reaches his sales goals the 

company regards him in high esteem. 

• Total Sum Goals: It is not enough for employees to sell pension packages; they should 

also sell various levels of these services in varying ratios. So for example, an employee is 

expected to sell five very basic packages, one medium and one large package each month 

to reach his total sum goals. 

• Yearly Sales Goals: The sales performance of employees is also evaluated yearly. The 

employees are expected to reach their yearly quotas. 

The sales managers also have goals with regards to sales. They are responsible from their sales 

personnel. They are evaluated based on their unit’s turnover ratio, total sales of their unit and 

various performance based criteria of their unit explained in previous sections. 

4.5 Call Center 
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75% of customer’s requests are completed immediately by employees on the phone when 

customers contact the call center of YKE .This according to the consultation that YKE had is 

better than the world standards. The results of employees are tracked digitally. The system tracks 

the performance of employees by various means. One is process results. It tracks for example 

how many closed (or handled) issues are reopened by the customers. The goal is to minimize the 

occurrence of repeated issues which take up and wastes employee’s time and improve customer 

satisfaction by fixing their problems at once and for all. To accomplish these goals, the 

employees also have the task of educating the customers with regards to their pension plans.  The 

employees are then rated and given points by their performance in this area which affects their 

bonus ratings. 

Customer service department consists of 100 people of which 66 are allocated to call center. 

Staffs work from 9am to 6pm every weekday. The call center has very strict rules that suppress 

the world wide standards. An external audit firm that audited call center of YKE found that, 85 

percent of the calls are answered within 10 seconds. The worldwide standard of calls answered 

within 15 seconds is 85 percent.  

According to management, the ultimate goal of the company is to keep the existing customers 

and the best way to ensure that is to keep informing and educating customers. The management 

for example refused the proposals of various consulting companies on putting time limits to the 

calls that are made to call center because they felt that rushing customers or employees with time 

constraints will land a heavy blow to both their service quality and customer satisfaction and 

further endanger the continuity of the customers in the system. As a result currently the call 

durations are monitored for data keeping only but not restricted or limited in any way.  

YKE uses various ways to keep track of call center employees’ actions. The managers of call 

center use third party software to monitor who is speaking on the phone and who is free, how 

long the calls take, who is on coffee breaks and how long. They also listen employees’ calls and 

their answers invisible to the customers. They are empowered to use all of this data to structure 

the breaks during certain times of the day according to peak hours. 
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To measure service quality of call center with regards to perceptions of customers, YKE has 

setup a system where the customers who call center are directed to an automated service in 

which they can rate the quality of the service and their satisfaction by giving a rating on the scale 

of 1-5. They are directed to this system after they finish their conversation with the call center. 

A third party consulting company, Telephone Doctor, also samples all employees’ calls monthly 

and ranks them according to various criteria. This rating is then fed back into the bonus system 

of employees. 

4.6 Procedures for Informing Customers 

YKE has developed a procedure consisting of various processes called “customer pathway”. 

Customer pathway aims to keep customers informed about their pension services and funds. 

When a customer first buys a package from YKE, they are informed about their package, the 

tools that they use in YKE’s website to check their fund’s progress and so on. The company also 

sends a yearly progress report through post after customers have been entered the pension plan 

for one year.  

Customer pathway is also used to reduce buyer’s remorse and assure the customer that they have 

made a good choice by buying a pension package. YKE also employs a 1 month guarantee, no 

questions asked policy if the customer wants to get out of the system. According to the manager, 

they have started this policy 10 years ago and now it’s a part of government’s regulations of 

pension companies. 

650 of the sales employees are required to confirm to need based sales policy of YKE. This in a 

nutshell involves selling pension packages to fulfill customer’s needs and not trying to sell the 

highest or most expensive package. Various studies conducted by YKE have shown that 

customers who bought packages that suited their financial situations are much more likely to stay 

with the company than those who are under or over served.  

To learn the needs of the customers, sales people are required to learn more about customers and 

their plans for the future. For example these can be: the salary of the customer and expected 

salary in ten years, their home or land expenses, plans for getting married and having children, 

plans for their children’s education, if they want to buy a new car in the short or long term, etc... 
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The sales people then put this information into software provided by YKE and make some 

financial projections as to how much the customer has to put into his pension savings both from 

the perspective of both today and to the future and from future to today. Then the customer then 

can choose one of the packages and payment plans that suit their needs. 

YKE has also developed a sales checklist for their sales personnel. The customer is required to 

fill this checklist after sales presentation which contains items that sales person presented. With 

this checklist YKE can make sure that the presentations of the sales people are in line with the 

company policies and customer is informed about various important elements of pension. In a 

sense, the sales presentations are the first of many customer education stops. 

4.7 Complaint Handling 

YKE uses ISO 10002 which is a certification of customer complaint tracking management. YKE 

is the one and only Pension Company that has ISO 10002. The British Standards Institute 

provides yearly audits to check the conformance of YKE to the issued ISO 10002. 

As a part of the segmentation project, YKE has conducted surveys, telephone interviews and 

focus groups studies with the customers who left the company. 

PMC (Pension Monitoring Center), an interdependent organization funded by pension 

companies, has conducted a survey to pinpoint the causes of customer loss. People leaving the 

private pension system are a major cause of concern for pension companies. 

YKE uses the services of an external consulting firm, Watson & White to learn more about 

customers leaving the company. YKE has setup a sustainability committee to enhance the 

communication and serve as an intermediary between Watson & White and internal departments 

of YKE. Customers leaving the company are asked to fill a survey. This survey aims to pinpoint 

the reasons why customers leave YKE. The response rate of these surveys is about 50%. 

90% of the people who are leaving YKE is also leaving the system. The majority of the other 

10% usually leaves the company to switch over to other pension companies. Sometimes if an 

agency switches over to another pension company, they may try to get their previous customers 

by using their personal ties with them to sign up with the new company. 
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To get more customer feedback, as a part of a larger project, YKE conducted a customer 

research. This research took the form of a focus group study that divided the customers into four 

segments. These segments were: the customers who left the company, customers that have 

stopped paying, normal paying customers and high paying customers. The new segmentation of 

the customers will be based on the feedback of this focus group. 

Other than segmentation project, YKE conducts yearly focus group studies in which the many 

managers of YKE interact with the customers. The results and conclusions of these studies are 

then turned into projects to further increase customer satisfaction. 
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5 The Formulation of Customer Interview Questions 

This chapter explains the formulation of interview questions and their purposes. Questioned were 

generated by combining concepts from conceptual framework and information about YKE’s 

profile introduced in previous chapters. 

The interview questions consisted of 7 sections. The first section included a series of 

demographic questions. Section 2 to section 6 comprised questions asking customers their 

opinions of YKE’s reliability, assurance, tangibility, empathy, and responsiveness, which were 

formulated by a combination of concepts from customers’ perception of service quality in private 

pension framework and information of YKE’s operation and policy. In the last section, 

customers were asked to give their suggestion on how YKE can serve customer better. 

Part 1: General information of respondents 

This part contained questions concerning customers’ information such as age, location, 

occupation, amount of monthly payment for pension plan and number of years being an YKE’s 

customer. These questions were asked to ensure that respondents came from a variety of 

backgrounds as required by the sampling method. 

Part 2: Reliability 

The first question in this part “Why did you choose YKE to buy private pension?” aimed at 

finding out what factors influenced customers’ decision of choosing YKE for private pension 

and what factors could be added to the reliability of YKE from customers’ perspective.  

It was explained in the conceptual framework that reliability in financial services is doing what 

was agreed and delivering the services to customers at the promised time. YKE promised to 

deliver the yearly progress report to customers, counting from the start date of pension plan. As a 

result, question 7 (Q7): “Does YKE deliver the yearly progress reports to you at the time they 

promised?” was asked to see if YKE kept their promise to customers. 

One aspect of reliability is providing customers with correct and transparent information. In 

YKE’s pension selling practices, salespeople act as the contact-points with customers until the 
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pension policies are signed. It means that for customers, YKE’s sales staffs are important 

information providers. Therefore, Q8 “Do you think that YKE’s sales employee has provided 

you correct information about the pension system and pension plan properties?” was used in this 

research.  

Part 3: Assurance 

As discussed previously, to reach assurance, employees of pension companies should serve as 

financial advisers for customers. In YKE’s case, it was the role of salespeople to give advice to 

customers and assist them to choose the right pension plan. Thus, this part commenced with  Q9 

asking if customers received advice from YKE’s salesperson about suitable pension plan for 

their needs, following by a supplementary question asking for customers’ suggestion of how 

YKE’s salesperson could better help customers choose a suitable pension plan. 

Assurance also means company’s employees’ ability to inspire trust and confidence. The purpose 

of Q10 “How did the salesperson’s advice affect your choice of a pension product?” was to find 

out if customers trusted and felt confident in YKE’s sales staff’s advice. 

Since assurance requires staff of financial services firms to possess a high level of knowledge 

and expertise in their field to be able to give advice and respond to customers’ requests, 

knowledge of both YKE’s salespeople and call center’s staff (who were responsible for serving 

customers after the purchase) needed examination. Therefore, this part included questions about 

customers’ evaluation of YKE’s sales and call center’s staff’s knowledge (Q11 and Q12). A 

supplementary question “What should YKE’s salesperson do to help customers clearly 

understand how the pension works, terms and conditions in the pension policy?” was asked to 

generate recommendations for the company. 

Another aspect of assurance is polite and friendly attitude that company’s employees show to 

customers. Thus, customers were asked to give comments on the YKE’s salesperson and call 

centre staff’s attitude when serving them (Q13). 
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Part 4: Tangibility 

As stated in the conceptual framework, the pension contract is one of important tangible 

evidences of the services. It is essential that the materials be comprehensible and clear up 

confusion for customers. Consequently, this section contained Q14 asking if customers found 

terms and conditions in the pension contract easy to understand. 

Physical facilities includes a website which enables customers to see details of the contribution 

they have paid, switch investments between funds, change and update personal details, etc. As a 

result, customers were asked whether they found YKE’s website easy to access and search for 

information they need (Q15). Supplementary questions were followed to understand what kind 

of information customers search in the website and what else you need from YKE’s website.  

Part 5: Empathy 

Empathy is manifest in a company’s efforts to accommodate opening hours to meet customers’ 

schedules. As YKE’s office is for operating functions, YKE’s customers contact the company 

through the call center. Therefore, Q16 was asked to see if customers think working hours of 

YKE’s call center is convenient for them. 

As mentioned in the conceptual framework, part of empathy is to assure customers that 

salespeople are concerned about their needs and not pressuring them into buying. Thus, Q17 was 

formulated to find out whether customers have felt any pressure from YKE’s sales-staff during 

the pension selling process. 

Part 6: Responsiveness 

Responsiveness is the promptness in dealing with customers’ requests, inquiries and complaints 

and solving arising problems in a way that customers feel satisfied with the services. 

Accordingly, Q18 and Q19 were aimed at discovering if YKE’s call centre staff responded 

quickly to customers and if customers were pleased with the way the staff responded.  Q20 was 

asked to get customers’ suggestion on how YKE’s call centre could respond to customers better. 
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Part 7: General Suggestion 

The interview questions ended with Q21 asking for customers’ recommendation for YKE’s 

improvement in its services. The question aimed at getting more ideas from customers’ 

knowledge and experience as well as gaining better understanding of YKE’s customers.  
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6 Results and Discussions 

This chapter contains the results from interview with ten YKE’s VIP customers. The results were 

presented accordingly to five dimensions of Rater model. Analysis and discussions of results 

were also given in this part. 

6.1 Reliability 

 

When being asked why they chose YKE to invest in a pension fund, interestingly, nine out of ten 

interviewees mentioned the influence of YKE’s parent company - Yapı Kredi Bank (YKB). 

Many respondents had been YKB’s customers, happy with the bank service and believed that 

YKE would provide them with the same good service as what they received from the bank. This 

belief was revealed by respondent #8 “I’ve been using Yapı Kredi Bank's services for several 

years. From this service I knew about YKE pension service. The banking service is very good so 

I think the pension service is good too. That’s why I decided to buy” and confirmed by another 

respondent “I have a bank account at Yapı Kredi Bank so I thought it would be better if I go with 

Yapı Kredi Emeklilik.” (Respondent #7). These answers showed that for most respondents, the 

quality of YKE’s parent company’s services created a pre-purchase positive impression on 

YKE’s service.  

It should be noted that five interviewees mentioned the “trust” they put in YKB, and supposed 

that if YKB was a company they can trust, they could do the same with YKE. Moreover, one 

respondent said that he viewed YKB as a “prestigious company” which encouraged him to use 

YKE’s pension service (Respondent #10). It seemed that YKE’s pension services initially gained 

these respondents’ trust in reliability because of good image and reputation of its parent 

company. Therefore, in YKE’s case, its parent company’s image and reputation should be treated 

as an added aspect of reliability.  

Among nine respondents who talked about YKB, there were two people affirming that together 

with the role of YKE’s parent company the sales person was an important factor that drove them 

to subscribe to YKE’s pension services: “…sales person was very attentive and informative and 

professional about giving detailed information during sales process, so I decided to choose this 
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company for my pension investment” (Respondent #6). The impression customers had on the 

salesperson’s professionalism and performance during the sales process, as what Tsoukatos and 

Rand stated (2006, p. 509) “deliver the services to customers right the first time”, helped the 

company become reliable to its customers.  

Besides, all respondents confirmed that they received yearly report as the company promised 

when they first signed their pension contract. Since reliability means doing what was agreed, 

YKE kept its promise of sending the report to customers. The company told its customers that 

the progress report would be sent to them after one year they entered the pension plan. In 

interviews with ten respondents, a common answer was that YKE delivered the report at the 

promised time, which was in line with the concept of reliability.  

Regarding the accuracy and transparency of information about the pension system and pension 

plan properties provided by the salesperson, the majority of interviewees agreed that from the 

beginning of transaction with YKE, they have not found any discrepancy in the information they 

got from company’s salesperson and information was believed to be correct. Nevertheless, there 

was a customer who got angry when being asked about the correctness of received information. 

“The sales person lied to me about the terms. If he had mentioned me that they would cut a fee 

from my savings if I wanted to leave the system, I would have not bought a pension plan in the 

first place. Yapı Kredi Emeklilik needs to work with honest sales people and pick their employees 

carefully”, replied the fourth respondent. Besides, one of the interviewees (respondents #1) said 

that he learnt a lot himself from agreement paper as sales person did not explain him so much 

about pension. He also added that what he learned from sales person very superficial knowledge.  

Though most respondents thought that information provided by the salesperson was precise, it 

appeared that not all YKE’s sales people performed properly the role of giving customers 

accurate and clear information. Therefore, concerning this component of reliability, YKE faced a 

problem in its salesperson’s performance, requiring improvement in order to enhance YKE’s 

reliability in customers’ eyes. 
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6.2 Assurance 

The complexity of pension products coupled with the infrequency in purchase raised customers’ 

need for salesperson’s advice in choosing the best suitable product. Therefore, the salesperson 

was required to serve a financial adviser. In this regard, eight out of ten interviewees said that 

they received advice and suggestion from the salesperson to choose a suitable pension plan. The 

advice was given “after making a financial analysis of my situation” (respondent #2), or by 

going over which funds to invest in together with customer (respondent #3) or after going 

through a process which was described by a respondent: “he asked me what I need, my income 

and consulted me how to choose the best suitable one”(respondent #10). 

On the contrary with the all above mentioned respondents, there were two customers 

(respondents #1 & #4) who claimed that they did not receive advice from the salesperson. One 

noted that the salesperson “only asked me about if I wanted to buy stock funds or not. Other than 

that I received no advice” and the other complained that the salesperson didn’t give him a 

choice, recommending only one plan. 

The contrary results from interviews pointed out that not all customers received advice and 

guidance from the YKE’s sales person to select the best possible solution that meets their needs. 

While many YKE’s salespeople served as financial advisers to customers, others failed to fulfill 

the role.  

Of those respondents who received sales person’s advice on suitable pension plan, five decided 

to buy a package that was recommended by the sales person, as recalled by a customer 

(respondent #7) “I made my choice according to the advice of sales person. And I am happy with 

the choice.” The reasons for following the salesperson’s advice were different among 

respondents. One explained that the suggested pension plan met his need (respondent #2), 

another said he thought it was the right plan for him (respondent #8) and one admitted that she 

had no knowledge about pension and believed this company, so she  “just followed the sales 

person advice”(respondent #5). Though the reasons were varied, they showed that these 

customers felt confident in the salesperson’s advice. 
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There were three respondents using the salesperson’s advice as references and making the 

decision themselves as disclosed by respondent #6: “I intended to invest in a pension fund, sales 

person introduced some different funds but I chose one by myself”. For those customers, 

although the consultancy from the salesperson was helpful, they did not solely rely on it to make 

their purchase decision. Apart from that, one customer (respondent #4) accepted the 

recommended package because it was the only one introduced by the sales person. In this 

particular case, following the salesperson’s suggestion did not imply the respondent’s confidence 

that salesperson’s advice was the best suitable solution. 

Most of respondents agreed that YKE’s salesperson had done a good job to help them choose the 

best suitable investment fund for their future and was satisfied with the salesperson’s support and 

assistance. Yet, for improvement some respondents suggested that the sales person should firstly 

provide their customers with full information about pension plan and pension properties; then 

they should study thoroughly customer’s future plan and financial needs.  

One respondent who was disappointed with salesperson’s incorrect information stressed that 

“First they should give true information. I should have questioned the sales person more maybe 

but they should employ honest people in the first place” (respondent #4). Since assurance is also 

associated with customers’ feeling of security (Gidhagen 2002, pp. 56-57) the salesperson has to 

be honest with customers to reduce customer’s uncertainty by providing truth-worthy 

information. In this regard, YKE’s salesperson who sold the package to this respondent failed to 

show honesty to his customer. In other case, the salesperson did not reduce uncertainty for 

customer as respondent #5 claimed that her relative who was YKE’s customer lost some money 

for withdrawal fees about which he had not been informed. The lack of supportive information 

from the salesperson was also mentioned by two other customers (respondents #1 & #4), saying 

that either the salesperson skipped the process or did not give a checklist detailing what was 

presented in the meeting so that the respondent could raise more questions. Again, not all YKE’s 

sales staff fulfilled the requirements for assurance.  

One aspect of assurance is concerned with knowledge and expertise of both YKE’s salespeople 

and call center’s staff and their ability to give advice and respond to customers’ requests. Eight 

out of ten respondents asserted that sales persons were experienced and knowledgeable about 
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company’s pension products and able to answer and help customer to understand clearly terms 

and conditions concerning the private pension services. Although these respondents expressed 

their satisfaction with the salespersons’ explanation and assistance, some of them suggested that 

the salesperson should help customer to understand clearly about pension by detailed but simple 

explanation. Coming from their bad experience with the salesperson, two interviewees required 

the salesperson to give more information in the beginning and explain the terms and conditions 

more.  

Regarding knowledge of call center’s staff, nine customers who had called the call center seemed 

to be pleased and satisfied with the answers they received. They stated that employees at call 

center were knowledgeable and willing to answer their questions or inquiries about their 

investment fund. Among these customers, two customers who were unhappy with information 

provided by the salesperson (respondent #1 & 4) revealed that they were happy with what they 

learned from the call center. 

Another aspect of assurance is the politeness and friendliness that YKE’s sales staff and call 

center’s staff showed to customers. When being asked about customer serving attitude of the 

company’s call center’s staffs, all respondents expressed their positive opinion about this. They 

all concurred that YKE’s call center’s staffs were very nice, polite, supportive, helpful and 

friendly. However, concerning the salesperson’s attitude, while nine respondents gave good 

comments, there was a negative judgment from respondent #4, saying that the salesperson was 

unmoral. This was resulted from his experience of being lied by the salesperson.  

It is mentioned by Zeithaml et al. (2006, p. 120) that companies can inspire trust and confidence 

in two ways. Trust can be represented by the person linking the customer to the company or built 

through relationships between customers and the company as a whole. As discussed previously, 

trust was evident in customers’ belief in YKE’s salesperson’s advice and in YKE’s parent’s 

company’s good image and reputation. 
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6.3 Tangibility 

 

As mentioned by Woodruffe (1995, p. 263), customer will evaluate services quality through the 

availability of company’s physical evidence, which means the appearance of physical facilities, 

modern equipment and technology, nice and knowledgeable personnel, and comprehensible 

communication materials with useful information.  

According to YKE’s manager, the company has done very well to fulfill all above requirements 

of tangibility dimension. Firstly, YKE has a strict policy to recruit and train their employees. In 

order to become YKE’s employees, they are not only required to have university graduates but 

they are also required to pass a computer based exam that is conducted by the government much 

like toefl. Moreover, after being recruited they are well trained at pension background and 

pension products selling skill so that they can explain all concerns from customers with regards 

to pension and convince them to subscribe with the company.  

This strict recruitment and training process have resulted in a positive result to the company. As 

the result from the interviews with ten customers, most of them have paid the same compliment 

to both knowledge and serving attitude of salesperson and call center employees.  

Furthermore, one important thing that performs commitment between the company and its 

customers is pension contract which contains all terms and conditions about pension and pension 

package that the customer has bought. When being asked to have comment on the 

comprehensibility of the contract, most of the interviewees (9 out of 10) agreed that terms and 

conditions in their pension contract were easy to understand. “It was very easy to understand. 

The language they used was very clear”, said the respondent #1. 

However, as opinion of a few of respondents (#7 & #8), the contract is rather long and they did 

not read it at all, they asked sales person if they need to know some information about their 

pension package. An interviewee (respondent #7) said that “Yes, they are easy to understand but 

rather long. And as I said, I didn’t want to spend so much time on understanding them on my 

own so I asked the salesperson”.  
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In order to serve the customers best and also make them to feel at ease to check all the 

information about the company and their personal profile, YKE has provided a good access to 

company’s website, where customers can see details of the payments they have made, switch 

investments between funds, change and update personal details or access other information. 

Effort and investment to design and maintain a convenient website with useful information is 

highly appreciated by their customers. As the result of the interview, seven of the interviewees 

agreed that checking their pension information on the website is easy to do and a very convenient 

way of learning about their funds. They were given their passwords and instructions on how to 

use the website by the call center or by the sales person. Some check their account periodically 

while others do it from time to time. This group of interviewees are quite satisfied with the 

website’s function, so on being asked to give suggestion to improve the website, they expressed 

their opinion that it is good already, they do not know what they should suggest the company to 

improve any more.  

Nevertheless, not all of the customers use the website to check their information; two 

interviewees said that they do not use the website to check their accounts. And one said that “I 

have not used the website because I don’t think I need to. If something occurs the company will 

inform me.” 

Even the company try to let customer be able to check all the information they need from the 

website, they seem sometimes lately update the information about customers’ investment fund. 

Since there was a suggestion from the respondents #6 that: “I am using the website to makes 

changes and adjustments for my profile payment. But sometimes, I couldn't find the detailed and 

update fund information on website.” 

6.4 Empathy 

 

Empathy is mentioned as individualized attention to customers. This attention can be given by 

providing customers flexible time of contact, not only on official working hours, but some more 

extensive hours in the evening or even on holiday so that customers can reach the company 

whenever they need.  
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As the information from YKE manager, the working hour of the company now is from 9 a.m to 6 

p.m. Even though they have not provided any extensive hours for contact after working hours, 

their customers seem not to have any problem and satisfied with it. From the result of interview, 

9 of the interviewees stated that working hours of call center is convenient and they don’t have 

any problems reaching the call center. 

The remained interviewee (respondent # 10) could not have any comment in this issue, because 

she said that she doesn’t use the call center. 

One of the important essences of empathy in financial services is to understand the situation and 

meet specific needs of customers, make customers feel that the services provider is really 

interested in their welfare. At this point, YKE has done pretty well to understand each 

customer’s financial situation before convincing them to subscribe with the company. As the 

information mentioned above, most customers believed that salesperson did help them to choose 

a pension plan which is the most suitable for their financial situation and their future plan as 

well. 

However the company has not had any plan to offer a customized product that should meet 

specific needs of customers. According to Mr. Umur Cullu, YKE now is providing three main 

pension packages: basic package (ready-made plan); personal pension plan and Safron package 

(highest pension plan) with the range of monthly investment from 60$ to unlimited. So the 

salespersons after evaluating financial situation of customers, try to figure out the best pension 

package for them from the list of policies that company has been providing.  

In order to stay at YKE as a salesperson, each of them should do their best to reach monthly sales 

goal which according to the manager is not an easy task. Since the salespersons also have 

worked under high pressure to fulfill all the goals concerning with sales policy applied by the 

company. They need to contact and convince as much customers as possibly to subscribe with 

the company so that they can meet meeting goals, sales goals, total sum goals and yearly sum 

goals. Even though salesperson have to rush with their target sales, they know how to delicate 

time and conversation to make their customers feel comfortable with their contact. Accordingly, 

when being asked if they felt any pressure from the company’s sales-staff to convince them to 
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use their pension services, all customers except one stated that they didn’t feel any pressure from 

the sales staff.  One of the interviewees (respondent #8) said that the sales person was persistent 

but not to an annoying degree. Respondent #4 was the only interviewee who said that he was 

pressured during the sales process; he said that “Like I said, the sales person used my family 

referral to pressure me into buying. So I would have to say yes to this question. I wish that I 

oppose him then.”  

Besides the normal contact of salesperson and call center employees, the company also has some 

individualized attention to their customers. YKE’s manager revealed that they sometimes send a 

very expensive book to their customers, but not all of them, just some of VIP customers. YKE 

wants to perform special attention to their customers by sending this gift; however not all of the 

customers like it. A customer called to the company when he got this book and said that he never 

read books and he has thrown the book into trash. The client then suggested that next time they 

want to send him a present, he would be happy to get a Formula 1 ticket. 

6.5 Responsiveness 

 

Responsiveness is generally defined as willingness to help customers and to provide prompt 

services. And it is specified in financial services by Karatepe, Yavas, and Babakus (2005, p. 5) 

that companies should always be approachable and meet customers’ requests quickly. Besides, 

company should show their attentiveness and promptness in dealing with customers’ requests, 

inquiries, and deal with customer’s complaints and problems without any delay. 

The company also knows that responsiveness is an important factor that can have a considerable 

influence on the service quality perception of their customers. Consequently, the company not 

only has been training a well-educated and professional salesperson team, they also focus on 

building a large customer services department with 100 employees of which 66 are allocated to 

call center and 4 out of this 66 employees are directly allocated to VIP customers.  

Together with this large scaled call center is a very strict rule that suppresses the world wide 

standards. As a statistic result stated by YKE’s manager that 75 percent of the demands of all 

customers who call the call center of YKE is completed immediately by employees, and 85 
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percent of the calls are answered within 10 seconds. The worldwide standard of calls answered 

within 15 seconds is 85 percent.  

Different from other companies which put limitation on each phone call to and from call center, 

YKE refused proposal from various consultant companies to apply this policy. The manager said 

that this time limitation may make their employees rush their customer in the conversation which 

can influence their services quality and customer satisfaction.  

The ultimate goal of this big investment is to serve customer the best. The company want to 

make sure that their customers are always be kept informing and educating promptly by call 

center employees. And their inquiries or problem also need to be dealt with quickly. 

YKE has been really successful to make customers feel satisfied with their call center as 100% of 

interviewees who has ever used call center services were very pleased to say that their questions 

have always been answered quickly by nice and responsible call center employees and they are 

also satisfied with the responses. 

Interestingly, there was no suggestion from interviewees to improve call center services except 

for one suggestion from respondent #9. He suggested that: “I learned that customers of other 

pension companies do not have to pay the phone fee when they call the customer service. YKE 

should do the same.”  

Finally, when being asked for general suggestion so that YKE can improve its services quality, 

there were some useful opinions as follow: 

Nine interviewees out of ten said that they were happy with the service they receive and six of 

them said that they don’t have any suggestions to make. 

While other customers seem to be satisfied with the services, respondent #1 who did not get 

much information and advice from salesperson suggested that he would expect better customer 

tracking from YKE and that he would like to be contacted by YKE about the management of his 

funds. Respondent #6 and #2 also had the same recommendation that the company should update 

information about their pension plan both verbally and in written form. 



46 

 

Finally, respondent #4 who had a really bad experience with salesperson raised his opinion that 

YKE should be “very careful when choosing their sales staff” and that “the sales person should 

always give true and honest answers.” 
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7 Conclusions 

In this chapter presents, conclusions of VIP customers’ perceptions of YKE’s pension service 

quality are given together with areas requiring improvement.  

This research has tried to learn what the VIP customers think of YKE’s service quality and to 

find out what they expect YKE to do to better serve them. Although interviews were conducted 

with both males and females who have different occupations, different pension investment 

levels, different period of being YKE’s customers, and also different ages from 29 to 49, they 

seemed to have common perception about services quality regarding five dimensions of the 

Rater model. 

Generally speaking, YKE was believed to be a reliable pension company which kept its promises 

of delivering services to customers at a certain time and right the first time and performed 

accurately its role of giving customers correct and clear information. An interesting discovery 

was that the good image and reputation of YKE’s parent company – YKB – also contributed to 

YKE’s reliability from customers’ point of view. 

It was also apparent that the overwhelming of participated customers acknowledged that they 

were satisfied with YKE’s service quality in the remaining dimensions – assurance, tangibility, 

empathy, and responsiveness. Customers were satisfied with knowledgeable, polite, and helpful 

sales staff as well as call center’s staff; they felt comfortable with physical appearances like 

company website, call center services, document related to transaction between them and the 

company, and so on.   

However, from those customers’ perspective, there are some areas that YKE need to work on so 

that the company can improve its service quality.  Given the information presented in this paper, 

it appears that the burning issue in YKE’s service quality is the failure of some sales staffs in 

carrying out their role properly:  

• Salesperson lied to customer 

• Salesperson did not explain so much about pension and provided customer with 

superficial knowledge. 
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• Salesperson did not give advice to help customer choose a suitable pension plan  

• Salesperson did not explain the negative consequences of withdrawal.  

• Salesperson used high-pressure selling tactics.  

In addition to that, VIP customers prefer more simple and detailed explanation of terms and 

conditions from sales staff as well as in the pension contract. They would like the company to 

offer free-of-charge number when calling the company’s call centre. VIP customers also want 

updated information about their pension plan from YKE in both verbal and in written form. In 

those customers’ opinion, the company should contact them proactively and more frequent. They 

also want YKE to show more individual attention paid to them when sending presents to VIP 

customers. 
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8 Implications 

 

The following recommendations addressed some issues that YKE should take into consideration 

to increase its service quality in accordance with the perceptions of customers. 

The company needs to make sure that all employees especially salespersons perform their roles 

properly. Salespeople are the ones who always contact customers for the first time to introduce 

customers to company’s products and educate them about all the terms, conditions and also their 

rights and duties when entering pension system. It is easy for the company to know their 

employees’ knowledge and capability but it is rather difficult to know someone’s morality. 

Therefore, apart from employees’ education the company should have a strict punishment policy 

for those who break the company’s rule and regulation.  

All the salespersons have to learn thoroughly about customers’ financial situation and future plan 

before giving customers advice to choose a pension plan. Then they need to clarify all the related 

information with their customers’ pension packages and tell them about the first contribution to 

the system and the lost if they quit the system as well. It is vital that the salesperson follow 

severely this selling process, so that customers can feel free of doubt and uncertainty.  

One important thing that salespersons should stay away from contacting customers to sell 

pension products is not to push them to subscribe to the company’s pension services. Customers 

should feel comfortable and willing to enter the system.  

Commitment between the company and customers are represented by a pension contract which 

should be clear and comprehensible so that the customers can study by themselves if necessary. 

And it is also a good evidence for both company and customers to solve any arising dispute.  

Although the company has always kept promise with their customers to send yearly report in 

which they can study about their investment fund, some of customers still would like to be 

updated this information through both verbal and written form. Besides, the company should pay 

much attention to update all customers’ personal profile also including investment fund on the 

company website.  
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Some customers do not know how to navigate in their website account and check their savings 

and funds. There are various tools that are employed by web sites offering services today to give 

information to customers about how to use websites. The flash video tutorials are one of these 

examples. Flash video tutorials are small video files in flash format (an example of these videos 

can be found in Http://www.ferzan.net/thesis) that customers can watch in their web browser to 

learn how to navigate around a particular website. These kinds of videos will be much more 

effective compared to pages of instructions on showing customers how to navigate through and 

use their account’s web pages. Another benefit that flash videos will provide is the decreased 

support calls from customers who are frustrated with the website and also increased efficiency in 

channeling the customers who call the call center to get information about their pension plan 

savings. By teaching customers how to get quick information from the website rather than 

providing them with it every time through call center, YKE will probably decrease its support 

costs substantially which can better be directed at fulfilling its education function. 

All customers are totally satisfied with call center services so the company should appeal call 

center employees to maintain this good quality services. Besides, in order to make customers to 

feel free to call the company office, YKE should offer a free number for them to contact as a 

suggestion from an interviewee. The results of interviews indicated that the customers do not call 

the call center very frequently. However they would feel appreciated if the company proactively 

calls and gives information about their plan and current status of their savings. YKE should make 

the use of preference of customers to its maximum extend by keeping the frequency constant. 

Last but not least, the company should pay much more individual attention to their VIP 

customers. Budget for this attention should depend on contribution level of customers, but the 

company should offer a wide range of presents that the customers can enjoy and appreciate when 

they receive it. 

By working all above areas, the company can improve its services quality by making their 

customers more satisfied and happier.  
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Appendix I – Manager Interview Questions 

 

1. Can you give some information about YKE and its history? 

2. What kind of pension plans does YKE offer? 

3. How does YKE segment its customers? 

- What are some customer segments? 

4. Can you give some information about sales? 

- What are the main sources that sell YKE’s pension plans? 

5. How does YKE set sales goals or quotas for sales personnel for both internal and 

external? 

6. What kind of bonus or award systems does YKE have for sales personnel? 

7. What kind of recruitment strategies does YKE use when hiring new sales personnel? 

8. Can you give some information about the call center?  

9. How many people work in call center? 

10. How does YKE track the employees? 

11. How does YKE measure employee satisfaction? 

12. How does YKE measure customer satisfaction?  

- Do you get advice or audits from consulting firms? 

13. What are the procedures used by YKE for informing customers? 

- Can you explain customer pathway? 

14. How does YKE measure employee satisfaction?  

15. We know that YKE has an ISO 10002 certification from British Standards Institute. Can 

you give some general information on how you implemented this certification? 

16. How can a company become an agency of YKE? What are the procedures and 

requirements? 
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17. Does YKE set goals or quotas for agencies? 

18. How does YKE track the complaints about agencies or their sales personnel? 

19. How does YKE segment the agencies and what are the criteria for each segment? 

20. How does YKE handle marketing communications? What departments are responsible 

for the marketing communications of YKE? 
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Appendix II – Customer Interview Guideline (First-round Interview) 

Presentation 

Good morning/ afternoon/ evening. Am I speaking to Mr/Ms + respondent’s name?  

My name’s Ferzan Aygen, master student from Malardalen University. I am doing a research on 

customer’s perception of YKE’s service quality and I would like to ask you several questions on 

this issue. The interview may last about 20 minutes, may I start now? 

Reliability 

1. In your opinion, what factors can make a pension company become reliable? Why do you 

think so? 

2. What do you think about the reliability of YKE’s pension services? 

3. Did YKE deliver the services to you as they promised? 

Assurance 

4. Did you receive consultancy from the company’s employees when choosing pension 

plan?  

5. Did you choose the investment type by yourself or follow the employee’s advice?  

6. Are you satisfied with supportive and consultative information from the company’s 

employees?  

7. How would you comment on the company’s employees’ knowledge and experience? 

8. How would you comment on the company’s employees’ attitude when serving you as a 

customer? 

9. Do you feel safe in your transaction with the company? Do you believe that your 

personal and financial information are kept confidentially by the company? 

10. Do you think that the company provides you with trust worthy information? (risk level, 

investment returns, fund’s financial operation) 
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11. Did the company’s staff explain terms, conditions and negative impact of withdrawal to 

you? 

 

Tangibility 

12. Are the terms and conditions in the pension policy easy to understand for you? 

13. Are you interested in the pamphlets and brochures of YKE? Do you think they are 

visually appealing? Do you think they provide useful information?  

14. Is it easy for you to access your account from the company’s website? Does the website 

allow you to get such information as personal profile, financial contribution, and 

investment results? Is the company’s website attractive to you? 

 

Responsiveness 

15. Is it convenient for you to approach the company office? 

16. Do you find it easy to contact the company through telephone? 

17. How the company’s employees respond to you when you have inquiries or problems? 

(Do they response quickly? Are you satisfied with their response?) 

 

Empathy 

18. Does the company update you about new services?  

19. How do you perceive the contact frequency between the company and you as a customer? 

20. Does the company give you any special treatment on special occasions (for example 

birthday, New Year, Christmas)? 

21. Is there any customization in your pension contact that meets your specific needs? 

22. Do you feel any pressure from the company’s sales-staff to convince you to use their 

pension services? 
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Appendix III – Customer Interview Guideline (Second-round Interview) 

Presentation: 

Good morning/ afternoon/ evening. Am I speaking to Mr/Ms + respondent’s name?  

My name’s Ferzan Aygen, master student from Malardalen University. Your contact was given 

by Mr. Umur Cullu, YKE’s manager. As YKE may already inform you, I am doing a research 

project to find out customer’s perception of YKE’s service quality. I would like to ask you 

several questions on this issue. The interview will take about 15 to 20 minutes of your time. Can 

I ask you the questions now? 

Part 1: General information of respondent 

1. Can you tell me your age? 

2. Where do you live? 

3. What’s your occupation? 

4. How much is your monthly payment for YKE’s pension plan?  

5. How long have you been YKE’s customer? 

Part 2: Reliability 

6. Why did you choose YKE to buy private pension? 

7. Does YKE deliver the yearly progress reports to you at the time they promised?  

8. Do you think that YKE’s sales employee has provided you correct information about the 

pension system and pension plan properties?  

Part 3: Assurance 

9. Did you receive advice from YKE’s salesperson about suitable pension plan for your 

needs?  
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In your opinion, what should YKE’s salesperson do to better help customers choose a 

suitable pension plan? 

10. How did the salesperson’s advice affect your choice of a pension product? 

11. How would you comment on the company’s salesperson’s knowledge to answer your 

inquiries? 

- What should the salesperson do to help customers clearly understand how the pension 

works, terms and conditions in the pension policy?  

12. How would you comment on the company’s call centre staff’s knowledge to answer your 

inquiries? 

13. How would you comment on the company’s salesperson and call centre staff’s attitude 

when serving you as a customer? 

Part 4: Tangibility 

14. Are the terms and conditions in the pension contract easy to understand for you? 

15. Do you find the company’s website easy to access and search for information you need? 

- What kind of information do you search in the website? 

- What else do you want YKE provide you in their website?  

Part 5: Empathy 

16. Are the working hours of call center convenient for you? 

17. Have you felt any pressure from the company’s sales-staff to convince you to use their 

pension services? 

Part 6: Responsiveness 

18. When you contact YKE, did the call centre staff respond quickly to you?  

19. Were you pleased with the way they respond to your question? 

20. What should YKE’s call centre do to respond to customers better? 

Part 7: General Suggestion 
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21. What should YKE do to better serve its customers? 
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Appendix IV – Customer Interview Transcripts 

 

Respondent 1 

 

Good evening. Am I speaking to Mr. Respondent #1?  

Yes 

Hello, my name’s Ferzan Aygen, I’m a master student from Malardalen University in 

Sweden. Your contact was given by Mr. Umur Cullu, the manager of Yapı Kredi 

Emeklilik.  

Yes 

As YKE may already inform you, I am doing a research project to find out customer’s 

perception of YKE’s service quality. I would like to ask you several questions on this issue.  

Okay, sure. 

The interview will take about 15 to 20 minutes of your time. Can I ask you the questions 

now?  

Yes, please. 

We want to learn more about you at first, so first few questions will be about you. Can you 

tell me how old are you? 

I’m 49 years old. 

Where do you live in? 

In Istanbul 

What’s your occupation? 

I’m a computer engineer at Turkcell. 
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How much is your monthly payment for YKE’s pension plan?  

I pay about 500 ytl per month, 

How long have you been YKE’s customer? 

I think from 2004, so it is about 4 years. 

�ow we are moving to questions related with your pension account. My first question is 

why did you choose YKE to buy private pension? 

Well, I’m a customer of Yapı Kredi Bank. I’m a customer of Yapı Kredi Bank for many years 

and I decided to enter into private pension. One of the bank employees referred a sales person to 

me and then I bought a package, then I think I upgraded it after one year to Saffron. 

Does YKE deliver the yearly progress reports to you at the time they promised?  

Yes, I receive them every year. 

Do you think that YKE sales employee has provided you correct information about the 

pension system and pension plan properties?  

No, the sales person only gave very superficial information. He really didn’t explain much about 

plan properties. I learned a lot more when I received my agreement papers and documents by 

myself. 

Did you receive advice from YKE’s salesperson about suitable pension plan for your 

needs? 

No, he only asked me about if I wanted to buy stock funds or not. Other than that I received no 

advice. 

In your opinion, what should YKE's salesperson do to better help customers choose a 

suitable pension plan?  
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I think they should give more information about both the pension and pension plans to 

customers. I knew about pension before I bought my plan so I didn’t need much handholding but 

other customers may have trouble understanding the properties of plans. 

How did the salesperson’s advice affect your choice of a pension product? 

I decided on how much I wanted to pay; I didn’t listen to salesperson’s advice. 

How would you comment on the company’s salesperson’s knowledge to answer your 

inquiries? 

I didn’t ask too many questions and he didn’t provide much information. That’s about it. 

What should the salesperson do to help customers clearly understand how the pension 

works, terms and conditions in the pension policy?  

Well, I think the sales people should give more information in the beginning to their customers. 

How would you comment on the company’s call centre staff’s knowledge to answer your 

inquiries? 

I didn’t call them very much but they were very prompt and gave clear answers to my questions. 

How would you comment on the company’s salesperson and call centre staff’s attitude 

when serving you as a customer? 

Both of them were very polite. 

Are the terms and conditions in the pension contract easy to understand for you? 

As I said the sales employee explained a bit but I read it myself. It was very easy to understand. 

The language they used was very clear. 

Do you find the company’s website easy to access and search for information you need? 

Yes. I look at my fund’s progress periodically from the website. 

What do you mean by periodically, can you elaborate? 
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Well, it’s like; I check my account details every week or every two weeks. 

What else do you want YKE provide you in their website?  

I’m very happy with the website so I don’t have any suggestions. 

Are the working hours of call center convenient for you? 

I only called them during normal working hours, so yes, the working hours are convenient. 

Have you felt any pressure from the company’s sales-staff to convince you to use their 

pension services? 

I haven’t felt any pressure from the sales person. 

When you contact YKE, did the call centre staff respond quickly to you?  

Yes, they were pretty fast. I don’t remember waiting on queue or on hold when I called them. 

Were you pleased with the way they respond to your question? 

I didn’t ask any complicated questions but they were very detailed in their answers when I called 

them. 

What should YKE’s call centre do to respond to customers better? 

I think they are good. I don’t have any suggestions. 

This is the last question, in your opinion, what should YKE do to better serve its 

customers? 

I think they should better track their customers. It would be nice if they contacted me about the 

management of my funds, like for advice and changes. Other than that I’m pretty happy with 

Yapı Kredi Emeklilik. 

Can you elaborate what you mean by tracking customers? And what kind of advice do you 

want Yapı Kredi Emeklilik to provide you with? 



67 

 

By tracking, I mean learning more about their customers. What they want and what they don’t 

want and all that… 

…And what kind of advice do you want from Yapı Kredi Emeklilik? 

Like more information about what funds to select or what funds to switch to. Advice mainly 

about funds. 

That was all, thank you for taking your time to answer my questions 

Sure, no problem.  
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Respondent 2 

 

Good evening. Am I speaking to Mr. Respondent #2?  

Yes. Who is calling? 

My name’s Ferzan Aygen, I’m a master student from Malardalen University in Sweden. 

Your contact was given by Mr. Umur Cullu, the manager of Yapı Kredi Emeklilik.  As 

YKE may already inform you, I am doing a research project to find out customer’s 

perception of YKE’s service quality. I would like to ask you several questions on this issue.  

Yes. 

The interview will take about 15 to 20 minutes of your time. Can I ask you the questions 

now?  

Okay. 

We want to learn more about you at first, so first few questions will be about you. Can you 

tell me how old are you? 

I’m 38 years old. 

Where do you live in? 

In Istanbul 

What’s your occupation? 

I work in a financial consulting company. I do consulting for financial institutions for investment 

decisions. 

How much is your monthly payment for YKE’s pension plan?  

500 YTL 

How long have you been YKE’s customer? 
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I have been with Yapı Kredi Emeklilik for four years. 

�ow we are moving to questions related with your pension account. My first question is 

why did you choose YKE to buy private pension? 

I think I never thought about it before but I think it is because I trust Yapı Kredi Bank. But it was 

the sales person who convinced me to buy a pension plan so I would say it is because of sales 

person that I’m a customer of Yapı Kredi Emeklilik. 

Does YKE deliver the yearly progress reports to you at the time they promised?  

Yes, they do. 

Do you think that YKE sales employee has provided you correct information about the 

pension system and pension plan properties?  

Yes, the sales person gave necessary information. He gave me a lot of documents to read but I 

haven’t read them. 

Did you receive advice from YKE’s salesperson about suitable pension plan for your 

needs? 

He recommended me Saffron plan after making a financial analysis of my situation. 

In your opinion, what should YKE's salesperson do to better help customers choose a 

suitable pension plan?  

It was four years ago but I don’t remember anything wrong with the salesperson. 

How did the salesperson’s advice affect your choice of a pension product? 

I decided to enter the pension system through the advices of him. The information he provided 

was satisfying to know about the pension system and if it met my needs. 

How would you comment on the company’s salesperson’s knowledge to answer your 

inquiries? 

He was very good. 
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What should the salesperson do to help customers clearly understand how the pension 

works, terms and conditions in the pension policy?  

The sales person explained everything to me when he made the presentation so I have no 

suggestions. 

How would you comment on the company’s call centre staff’s knowledge to answer your 

inquiries? 

I would say very good. 

How would you comment on the company’s salesperson and call centre staff’s attitude 

when serving you as a customer? 

They are quite attentive. 

Can you elaborate more by what you mean by attentive? 

I mean they are very polite and they answer my questions very thoroughly. 

Are the terms and conditions in the pension contract easy to understand for you? 

Yes, didn’t have any problems understanding the terms. 

Do you find the company’s website easy to access and search for information you need? 

I know about the website; I am already given a temporary account and a password however I do 

not use the web services. 

Is there any specific reason you don’t use the web services? 

I call when I need to learn something and so far I didn’t feel the need look at my account on web. 

Actually I forgot about that until you mentioned it. 

Are the working hours of call center convenient for you? 

Yes, never had a problem with the call center. It is convenient. 
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Have you felt any pressure from the company’s sales-staff to convince you to use their 

pension services? 

No, I don’t think I have, not from Yapı Kredi Emeklilik’s sales personnel anyway. 

When you contact YKE, did the call centre staff respond quickly to you?  

I can usually speak with someone very quickly when I call. 

Were you pleased with the way they respond to your question? 

Yes, never had a problem. 

What should YKE’s call centre do to respond to customers better? 

I’m happy with the service. I don’t have any suggestions. 

This is the last question, in your opinion, what should YKE do to better serve its 

customers? Can you elaborate? 

I don’t know what to say, I’m a happy customer. I don’t have any suggestions to make. But, it 

would be nice if they can call me once a year and give some detailed information about my 

pension plan. It would be good to have that sort of information. But it’s really important. 

That was all, thank you for taking your time to answer my questions 

Thank you. 
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Respondent 3 

 

Good evening. Am I speaking to Mr. Respondent #3?  

Yes. 

My name’s Ferzan Aygen, I’m a master student from Malardalen University in Sweden. 

Your contact was given by Mr. Umur Cullu, the manager of Yapı Kredi Emeklilik.   

Yes, yes. 

As YKE may already inform you, I am doing a research project to find out customer’s 

perception of YKE’s service quality. I would like to ask you several questions on this issue. 

The interview will take about 15 to 20 minutes of your time. Can we begin the interview, 

can I ask you the questions now?  

Sure, I have about 20 minutes. 

We want to learn more about you at first, so first few questions will be about you. Can you 

tell me how old are you? 

I’m 43 years old. 

Where do you live in? 

Istanbul, Kadıkoy. 

What’s your occupation? 

I’m a journalist. I oversee some magazine publications of NTV group. 

How much is your monthly payment for YKE’s pension plan?  

500 YTL per month. 

How long have you been YKE’s customer? 

Let me think, it’s been three years I think. Yes, three years. Time passes by so fast. 
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Yes, it does. �ow we are moving to questions related with your pension account. My first 

question is why did you choose YKE to buy private pension? 

Because I trust Yapı Kredi Emeklilik. 

Can you elaborate? 

I mean, I trust Yapı Kredi Bank. So I think my money is in safe hands. I have a bank account at 

Yapı Kredi Bank and I pay my pension payments automatically through the bank.  

Does YKE deliver the yearly progress reports to you at the time they promised?  

I don’t look at them much but I receive them. Yes. 

Do you think that YKE sales employee has provided you correct information about the 

pension system and pension plan properties?  

Yes, I think I received correct information. 

Did you receive advice from YKE’s salesperson about suitable pension plan for your 

needs? 

We went over which funds to invest in together. He helped me chose the first set of my funds. 

In your opinion, what should YKE's salesperson do to better help customers choose a 

suitable pension plan?  

I was happy with his advice so I have no suggestions. 

How did the salesperson’s advice affect your choice of a pension product? 

After the sales person convinced me about buying a pension plan, I knew which plan I wanted 

but like I said he helped me choose which funds to invest in. 

So you have already made up your mind about which plan to buy after the sales person 

convinced you to get into pension system? 
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I already had a fixed amount of money that I could pay to pension at the time and I decided to 

buy saffron plan. Sales person helped me choose my funds. 

Ok. How would you comment on the company’s salesperson’s knowledge to answer your 

inquiries? 

He was very good. 

What should the salesperson do to help customers clearly understand how the pension 

works, terms and conditions in the pension policy?  

I can’t think of anything right now. I think the terms are clear. Yeah, the terms are clear I think. 

Never had a problem. They just need to explain them. 

Do you mean that the sales person didn’t explain the terms to you? 

No, he explained them but once he explains it’s easy to understand more clearly once you start 

reading.  

How would you comment on the company’s call centre staff’s knowledge to answer your 

inquiries? 

Very good. 

How would you comment on the company’s salesperson and call centre staff’s attitude 

when serving you as a customer? 

I believe that they are very respectful and understanding of their customers. 

Are the terms and conditions in the pension contract easy to understand for you? 

Yes, they were. 

Do you find the company’s website easy to access and search for information you need? 

I just log into my account usually. I don’t check the rest of the website. I think the layout of the 

website is very easy to navigate for visitors and customers. 
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What else do you want YKE provide you in their website?  

I don’t have any suggestions. 

Are the working hours of call center convenient for you? 

Yes, I didn’t have any problems with the working hours. 

Have you felt any pressure from the company’s sales-staff to convince you to use their 

pension services? 

I haven’t had any problems with the sales person, no, I don’t think so. 

When you contact YKE, did the call centre staff respond quickly to you?  

Yes, they usually respond very fast. 

Were you pleased with the way they respond to your question? 

Yes, never had a problem with their answers. 

What should YKE’s call centre do to respond to customers better? 

Well, I have no suggestions. I’m happy with the call center 

This is the last question, in your opinion, what should YKE do to better serve its 

customers? 

I don’t have any suggestions. 

That was all, thank you for taking your time to answer my questions 

Thanks. 
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Respondent 4 

 

Good evening. Am I speaking to Mr. Respondent #4?  

Yes, who am I speaking? 

My name’s Ferzan Aygen, I’m a master student from Malardalen University in Sweden. 

Your contact was given by Mr. Umur Cullu, the manager of Yapı Kredi Emeklilik.  As 

YKE may already inform you, I am doing a research project to find out customer’s 

perception of YKE’s service quality. I would like to ask you several questions on this issue. 

The interview will take about 15 to 20 minutes of your time. Can I ask you the questions 

now?  

Okay, sure. 

We want to learn more about you at first, so first few questions will be about you. Can you 

tell me how old are you? 

I’m 46 years old. 

Where do you live in? 

In Đstanbul 

What’s your occupation? 

I work in a Acıbadem Hospital. I’m a surgent. 

How much is your monthly payment for YKE’s pension plan?  

It’s about 1000 YTL 

How long have you been YKE’s customer? 

It’s been two years. 
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�ow we are moving to questions related with your pension account. My first question is 

why did you choose YKE to buy private pension? 

Well, I signed up because of my friend’s sake. He gave my name as a referral to the sales person. 

I would have bought from Akbank Pension if he gave my name to their sales representative.   

Does YKE deliver the yearly progress reports to you at the time they promised?  

Yes, I receive them I guess. But I don’t read them very thoroughly. 

Do you think that YKE sales employee has provided you correct information about the 

pension system and pension plan properties?  

No. The sales person lied to me about the terms. If he had mentioned me that they would cut a 

fee from my savings if I wanted to leave the system, I would have not bought a pension plan in 

the first place. Yapı Kredi Emeklilik needs to work with honest sales people and pick their 

employees carefully. 

Did you receive advice from YKE’s salesperson about suitable pension plan for your 

needs? 

I didn’t say much during the meeting with the sales person. He recommended me a plan and I 

accept it. 

In your opinion, what should YKE's salesperson do to better help customers choose a 

suitable pension plan?  

I think, first they should begin with giving true information to customers. I should have 

questioned the sales person more maybe but they should employ honest people in the first place. 

How did the salesperson’s advice affect your choice of a pension product? 

I can’t really answer this question because the sales person didn’t give me much choice. 

How would you comment on the company’s salesperson’s knowledge to answer your 

inquiries? 
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He should have explained the terms and conditions more. I really don’t like the fact that he 

rushed the process. 

What should the salesperson do to help customers clearly understand how the pension 

works, terms and conditions in the pension policy?  

Well I learned later from the call center that the sales person should have given me a checklist 

detailing the things that he mentioned in the meeting but I haven’t received anything. If he did 

have shown me such a list, I would have questioned every item on it. 

So do you think the salesperson filled it out instead of you? 

I don’t know, but it’s my guess. 

How would you comment on the company’s call centre staff’s knowledge to answer your 

inquiries? 

I learned everything from the call center. It would have been great to learn it from the sales 

person in the first place but I learned it from call center. 

Do you mean your signup call? I mean, when you papers arrived to Yapı Kredi Emeklilik 

and when they call you to give some orientation? 

Yes. I don’t know what is called but I’m talking about the first call I received. They called me 

and gave a lot of information about my plan. 

Okay, how would you comment on the company’s salesperson and call centre staff’s 

attitude when serving you as a customer? 

As I said, the sales person was unmoral man but the call center informed me about everything. 

They were very helpful. 

Are the terms and conditions in the pension contract easy to understand for you? 

I would have to say that it is easy to understand after speaking with the call center but if I was 

uninformed I would have been probably confused. 
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Do you find the company’s website easy to access and search for information you need? 

Yes, I think so. 

What else do you want YKE provide you in their website?  

I can’t think of anything at the moment. 

Are the working hours of call center convenient for you? 

It’s not a problem for me. Never had a problem with call center. 

You mentioned about the pressure used by the salesperson. Can you elaborate? How did he 

put pressure on you? 

Like I said, the sales person used my family referral to pressure me into buying. I wish that I 

oppose him then. 

When you contact YKE, did the call centre staff respond quickly to you?  

Yes, never had a problem. 

Were you pleased with the way they respond to your question? 

They explained everything to be without waiting to be asked and I got the answer to all my 

questions. 

What should YKE’s call centre do to respond to customers better? 

I don’t think they have problem in this area. They are doing their duty. I have no suggestions. 

This is the last question, in your opinion, what should YKE do to better serve its 

customers? Can you elaborate? 

I believe that they should be very careful when choosing their sales staff. The sales person 

should always give true and honest answers. Other than that I have no suggestions. 

That was all, thank you for taking your time to answer my questions 
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Thanks. 
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Respondent 5 

 

Good afternoon. Are you Ms Respondent #5?  

Yes… 

I am Ferzan Aygen, I’m a master student from Malardalen University in Sweden. Your 

contact was given by Mr. Umur Cullu, the manager of Yapı Kredi Emeklilik.   

Aaa, yes. 

As YKE may already inform you, I am doing a research project to find out customer’s 

perception of YKE’s service quality. I would like to ask you several questions on this issue. 

The interview will take about 15 to 20 minutes of your time. Can I ask you the questions 

now?  

Sure. Okay. 

Firstly, I would like to know your personal information. So, could you please tell me how 

old you are? 

I’m 34 years old. 

Then, where do you live in? 

In Đstanbul 

What’s your occupation? 

I am working as a doctor in a state hospital. 

How much is your monthly payment for YKE’s pension plan?  

It’s about 500 YTL 

How long have you been YKE’s customer? 
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It’s been two years. 

�ow we are moving to questions related with your pension account. My first question is 

why did you choose YKE to buy private pension? 

I am a customer of Yapı Kredi Bank, I trust Yapı Kredi Bank. So I decided to go with Yapı 

Kredi Emeklilik. 

Does YKE deliver the yearly progress reports to you at the time they promised?  

Yes, they always do so. 

Do you think that YKE sales employee has provided you correct information about the 

pension system and pension plan properties? 

Yes I think so; I got the initial briefing from the sales person. I didn’t notice any incorrectness 

later. 

Did you receive enough help from YKE’s salesperson to choose the pension plan?  

I think I did, sales person provided explanations to some things I didn’t understand and helped 

me to choose a pension plan which is suitable to my financial status. 

So, In your opinion, what should YKE do to better help customers choose a suitable 

pension plan? 

I have no suggestion. I think that what they are doing is good enough for customers already.  

How did the salesperson’s advice affect your choice of a pension product? 

Well, I had no knowledge about pension, and I believe this company, so I just followed the sales 

person advice and chose a pension plan for myself.  

How would you comment on the company’s salesperson’s knowledge to answer your 

inquiries? 

I think they are well-experienced and good enough to be a pension sales person 
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What should the salesperson do to help customers clearly understand how the pension 

works, terms and conditions in the pension policy?  

I am quite satisfied and happy with their advice and assistance. But I think, when they contact 

customers for the first time, they should tell more about terms and conditions that detail with 

what happens when a customer subscribes and then leaves the system, as it concerns with some 

fanatical issues.  

 

Did you try to leave the pension system? 

I didn’t but one of my relatives tried and he lost some money to fees he didn’t know existed.  So 

I know from him. In that case he wasn’t informed about those fees. 

 

Was he a customer of Yapı Kredi Emeklilik? 

Yes. 

 

How would you comment on the company’s call centre staff’s knowledge to answer your 

inquiries? 

They are pretty good. 

 

How would you comment on the company’s salesperson and call centre staff’s attitude 

when serving you as a customer? 

Um, I think, they are very good and polite. 

Are the terms and conditions in the pension contract easy to understand for you? 

Yes, I think they are. 

Do you find the company’s website easy to access and search for information you need? 

What kind of information are you talking about? 

 

I mean that does the website allow you to get such information as personal profile, financial 

contribution, and investment results? And is this function easy for you to use? 
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I usually log in the company’s website to check for my profile information. It is easy to use for 

me. I am happy with it.  

 

What else do you want YKE provide you in their website?  

Well, I do not know. 

So, are the working hours of call center convenient for you? 

Yes, it is ok for me. 

Have you felt any pressure from the company’s sales-staff to convince you to use their 

pension services? 

No, I do not think so; he was polite and patient with me.  

 

When you contact YKE, did the call centre staff respond quickly to you?  

I seldom call YKE, never had a problem to this day. They usually respond very quickly.  

 

Were you pleased with the way they respond to your question?  

Yes, I’m satisfied with their responses. 

 

What should YKE’s call centre do to respond to customers better? 

I have no suggestion. I think it’s ok. 

 

The last question is what should YKE do to better serve its customers? 

Well, I am quite happy to be their customer, and I also do not think that there is something that 

they need to improve. 

 

Okay, our interview has finished. Thank you very much for time and support. 
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Respondent 6 

 

Good evening. Is Mr. Respondent #6 speaking? 

Yes, who’s calling? 

My name’s Ferzan Aygen, master student from Malardalen University. Your contact was 

given by Mr. Umur Cullu, YKE’s manager. As YKE may already inform you, I am doing a 

research project to find out customer’s perception of YKE’s service quality. I would like to 

ask you several questions on this issue. The interview will take about 15 to 20 minutes of 

your time.  

Can we start our interview now? 

Yes, we can do it now. You can begin. 

Can you tell me how old are you?  

I’m 33. 

And where do you live?  

I live in Istanbul. 

What’s your job?  

I am an HR executive at a private company. 

So how much is your monthly payment for YKE’s pension plan?  

500 YTL. 

Then, how long have you been YKE’s customer?  

About 4 years. 

 

�ow, let’s move to the first question of our main interview, about YKE company and its services.  

Well, my first question is why did you choose YKE to buy pension product? 

I trust Yapı Kredi brand, and the fact that sales person was very attentive and informative about 

giving detailed information during sales process. So I decided to choose this company for my 

pension investment 
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Does YKE deliver the yearly progress reports to you at the time they promised?  

Yes, they always do so. 

Do you think that YKE sales employee has provided you correct information about the 

pension system and pension plan properties? 

I don’t think that I got any incorrect information. I am content with this company’s product and 

their employees as well.  

Did you receive enough help from YKE’s salesperson to choose the pension plan?  

Yes I did. Sales person provided me enough information to choose a pension plan. 

In your opinion, what should YKE do to better help customers choose a suitable pension 

plan? 

As I always feel that they are good enough to help me with everything, so I do not know what I 

should suggest them to improve.  

How did the salesperson’s advice affect your choice of a pension product? 

Well, I intended to invest in a pension fund, sales person introduced me some different funds but 

I chose one by myself. 

How would you comment on the company’s salesperson’s knowledge to answer your 

inquiries? 

I think they are well-trained with the knowledge about pension. So they could help me to know 

clearly everything concerning with my investment. 

 

What should the salesperson do to help customers clearly understand how the pension 

works, terms and conditions in the pension policy?  

Um, I am sorry, but I have not any suggestion for them 

 

How would you comment on the company’s call centre staff’s knowledge to answer your 

inquiries? 
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They are very good. 

 

How would you comment on the company’s salesperson and call centre staff’s attitude 

when serving you as a customer? 

They are very good and polite. I am happy to be their customer. 

Are the terms and conditions in the pension contract easy to understand for you? 

Um, It is ok. Actually, I did not read them all, I asked sales person for what I need to know. 

 

Do you find the company’s website easy to access and search for information you need? 

I mean that does the website allow you to get such information as personal profile, financial 

contribution, and investment results?  

I am using the website to makes changes and adjustments for my payment profile. I couldn't find 

the detailed and update fund information on website. 

Do you think that this function is easy for you to use? 

Yes, it is. 

 

Then, what else do you want YKE provide you in their website?  

Well, in my opinion, I think they should update information about investment fund, this is the 

most information that a customer want to check.  

Are the working hours of call center convenient for you? 

Yes, it is ok for me. 

Have you felt any pressure from the company’s sales-staff to convince you to use their 

pension services? 

No I do not think so, they contacted me couple of times before I agreed to a meeting, but not so 

often that can make me feel pressured.  

 

When you contact YKE, did the call centre staff respond quickly to you?  



88 

 

I sometimes call YKE to get information about my investment fund. I am always pleased with 

their quick answers. So didn’t have a problem. 

 

Were you pleased with the way they respond to your question?  

Yes, I was satisfied with that response. 

 

What should YKE’s call centre do to respond to customers better? 

Um, I have no suggestion for this. I think it’s quite good. 

 

So, the last question is what should YKE do to better serve its customers? 

Well, actually the company provided me a rather good service in general. But I still want YKE to 

keep me informed update information both verbally and in written form. 

 

You have answered all of my questions very clearly. Thank you very much for your time 

and kind co-operation. Good night.  
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Respondent 7 

 

Good evening. Is Ms. Respondent #7 speaking?  

Yes, I am speaking 

My name’s Ferzan Aygen, master student from Malardalen University. It is very nice to 

talk with you. Your contact was given by Mr. Umur Cullu, YKE’s manager. As YKE may 

already inform you, I am doing a research project to find out customer’s perception of 

YKE’s service quality. I would like to ask you several questions on this issue. The interview 

will take about 15 to 20 minutes of your time.  

Can I start with some question about you first? 

Yes, go ahead. 

Can you tell me how old are you?  

I’m 42. 

And where do you live?  

I live in Istanbul. 

What’s your occupation?  

I’m an entrepreneur. 

So how much is your monthly payment for YKE’s pension plan?  

I pay 2000 YTL 

Okey, and how long have you been YKE’s customer?  

For 4 years. 

 

Well, should we start the first question concerning YKE’s pension services. I would like to know 

why you chose YKE to buy pension product. 

I have a bank account at Yapı Kredi Bank so I thought it would be better if I go with Yapı Kredi 

Emeklilik. 

Does YKE deliver the yearly progress reports to you at the time they promised?  
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Yes, they do. 

Do you think that YKE sales employee has provided you correct information about the 

pension system and pension plan properties? 

Yes, I think so. 

Did you receive enough help from YKE’s salesperson to choose the pension plan?  

Yes I did.  

What should YKE do to better help customers choose a suitable pension plan? 

As I always feel that their assistance is good enough for me, so I do not have any further 

suggestion. 

How did the salesperson’s advice affect your choice of a pension product? 

Well, I made my choices according to the advice of sales person. And I am happy with the 

choices. 

How would you comment on the company’s salesperson’s knowledge to answer your 

inquiries?  

Um, he had good knowledge, I think. We went over terms and conditions one by one and he 

explained them to me since I had some trouble understanding. 

 

What should the salesperson do to help customers clearly understand how the pension 

works, terms and conditions in the pension policy?  

Umm, I also have no suggestion for this 

 

How would you comment on the company’s call centre staff’s knowledge to answer your 

inquiries? 

I think they are very good. 
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How would you comment on the company’s salesperson and call centre staff’s attitude 

when serving you as a customer? 

They are very good and polite. I am happy to be their customer. 

Are the terms and conditions in the pension contract easy to understand for you? 

Well, I think they are rather long and complicated. All what I knew was through sales 

employee’s explanation. 

Do you find the company’s website easy to access and search for information you need? 

I do not use website to check for my information.  

Are the working hours of call center convenient for you? 

Yes, it is ok for me. 

Have you felt any pressure from the company’s sales-staff to convince you to use their 

pension services? 

No, I didn’t.  

When you contact YKE, did the call centre staff respond quickly to you?  

I called to YKE only once to ask about my investment fund. I was happy with the response.  

 

Were you pleased with the way they respond to your question?  

Yes, I was satisfied with their response. 

What should YKE’s call centre do to respond to customers better? 

Um, I have no suggestion for this. I think it’s quite good. 

I would like to ask you again your suggestion for YKE to improve its services. Then, in 

general, what do you think YKE should do to better serve its customers? 

I have no suggestion. 

Ok, you finished my last question already. Thank you very much for you time and co-

operation. 

Good night.  
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Respondent 8 

 

Good afternoon. Am I speaking to Mr Respondent #8?  

Yes, who’s calling? 

My name’s Ferzan Aygen, master student from Malardalen University. Your contact was 

given by Mr. Umur Cullu, YKE’s manager. As YKE may already inform you, I am doing a 

research project to find out customer’s perception of YKE’s service quality. I would like to 

ask you several questions on this issue. The interview will take about 15 to 20 minutes of 

your time. Can I ask you the questions now? 

Yes, go ahead. 

Can you tell me how old are you?  

I’m 39. 

And where do you live?  

I live in Istanbul. 

What’s your occupation?  

I work as a Marketing Executive. 

So how much is your monthly payment for YKE’s pension plan?  

I pay 500 YTL. 

Okey, and how long have you been YKE’s customer?  

Nearly 3 years. 

Why did you choose YKE to buy private pension? 

I’ve been using Yapı Kredi Bank's services for several years. From this service I knew about 
YKE pension service. The banking service is very good so I think the pension service is good 
too. That’s why I decided to buy.  

Does YKE deliver the yearly progress reports to you at the time they promised?  

Yes, I receive them. 

Do you think that YKE sales employee has provided you correct information about the 

pension system and pension plan properties?  
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I think that the information is correct.  

How did you know the correctness of information?  

I searched information from the company’s website. Furthermore when I decided to buy the 
product I also read materials related to it.  

Did you receive advice from YKE’s salesperson about suitable pension plan for your 

needs?  

Sure, I think he was supportive. 

In your opinion, what should YKE’s salesperson do to better help customers choose a 

suitable pension plan? 

Hmm, I think what they are doing is good enough for me. The salesperson was professional; he 
had full knowledge about the company’s products to assist me to choose a pension plan based on 
my personal situation. 

How did the salesperson’s advice affect your choice of a pension product? 

He introduced different packages and suggested me one. I thought it was the right one for me so 
I bought it.  

How would you comment on the company’s salesperson’s knowledge to answer your 

inquiries? 

I can say that he’s knowledgeable about the company’s products. 

In your opinion, what should the salesperson do to help customers clearly understand how 

the pension works, terms and conditions in the pension policy?  

Well, in my opinion he should keep what he is doing. For me it was good enough. 

Can you give me more details, like how he explains terms and conditions to you? 

I didn’t want to spend my time on understanding them on my own so I asked him. He gave me 
clear explanation and asked if I understood them thoroughly and if I had any other questions. 

How would you comment on the company’s call centre staff’s knowledge to answer your 

inquiries? 

Sometimes I use the services of call centre to get more information about certain issues and they 
gave me answers.  

 

How would you comment on the company’s salesperson and call centre staff’s attitude 

when serving you as a customer? 

I’ve never met any problems with YKE’s them. I think they are helpful and supportive. 
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Are the terms and conditions in the pension contract easy to understand for you? 

Yes, they are easy to understand but rather long. And as I said, I didn’t want to spend so much 
time on understanding them on my own so I asked the salesperson.  

And do you find the company’s website easy to access and search for information you 

need? 

Well, when I bought the company’s product I was given a password and instructions about how 
to use it and I found no difficulty.   

So what kind of information do you search in the website? 

I check if there’s any change in the policy and logged in my account to see my investment. But I 
don’t use it often. 

What else do you want YKE to provide you in their website?  

I think the information in the website is informative enough. I can get whatever I want from it. 

Are the working hours of call center convenient for you? 

Yes, it’s convenient. I have no problem accessing the call center. 

Have you felt any pressure from the company’s sales-staff to convince you to use their 

pension services? 

Not at all, he was persistent but not annoying. 

When you contact YKE, did the call centre staff respond quickly to you?  

Yes, when I called they gave quick answer. 

Were you pleased with the way they respond to your question? 

Yes, quick and informative. 

What should YKE’s call centre do to respond to customers better? 

They are doing a good job. 

Do you have any suggestion for the company to better serve its customers? 

I think their service is good.  

Thank you for your time and participation. 
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Respondent 9 

 

Good afternoon. Am I speaking to Mr. Respondent #9?  

Yes, who’s that? 

My name’s Ferzan Aygen, master student from Malardalen University. Your contact was 

given by Mr. Umur Cullu, YKE’s manager. As YKE may already inform you, I am doing a 

research project to find out customer’s perception of YKE’s service quality.  

Yes, I know that. 

I would like to ask you several questions and the interview will take about 15 to 20 minutes 

of your time. Can I ask you the questions now? 

Ah, yes. 

Can you tell me your age?  

I’m 38 years old. 

And where do you live?  

I live in Istanbul. 

What’s your occupation?  

I’m a lawyer. 

And how much is your monthly payment for YKE’s pension plan?  

500 YTL 

How long have you been YKE’s customer?  

I bought YKE’s pension product in 2003…It’s been 5 years so far. 

And why did you choose YKE to buy private pension? 

Because of Yapı Kredi Bank. 

Is it because you trust Yapı Kredi Bank? Can you elaborate more? 

 Yes, I have an account at Yapı Kredi Bank so I trust them. 

Does YKE deliver the yearly progress reports to you at the time they promised?  
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Yes, when I bought the pension product, I was informed about the time I would receive the 
progress report. And I receive it every year.  

Do you think that YKE sales employee has provided you correct information about the 

pension system and pension plan properties?  

Yes, he did.  

Did you receive advice from YKE’s salesperson about suitable pension plan for your 

needs?  

Yes, he gave recommendation on what I should buy but I made the decision on my own. 

Do you have and suggestion so that YKE’s salesperson can better help customers choose a 

suitable pension plan? 

I think they can give customers full information so that customers can consider and make 
decision. 

How would you comment on the company’s salesperson’s knowledge to answer your 

inquiries? 

The salesperson had good knowledge about pension products. 

In your opinion, what should the salesperson do to help customers clearly understand how 

the pension works, terms and conditions in the pension policy?  

Hmm…. 

As a customer, what do you expect from the salesperson? 

Well, when meeting me to introduce the products, they should explain orally and bring materials, 
and give me time to read and consider, and contact me later.  

How would you comment on the company’s call centre staff’s knowledge to answer your 

inquiries? 

Sometimes I call them and receive answers I need.  

How would you comment on the company’s salesperson and call centre staff’s attitude 

when serving you as a customer? 

He was nice and polite.  

Are the terms and conditions in the pension contract easy to understand for you? 

Yes, they are.  

And do you find the company’s website easy to access and search for information you 

need? 
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Yes, it’s simple to access and use.   

And normally what information do you search in the website? 

I rarely use it because when I need information I call the company.  

Are the working hours of call center convenient for you? 

Yes, the staff is available when I call.  

Have you felt any pressure from the company’s sales-staff to convince you to use their 

pension services? 

No. 

When you contact YKE, did the call centre staff respond quickly to you?  

Yes, I don’t have to wait.  

Were you pleased with the way they respond to your question? 

Yes, they listen to my problem and give me answer. 

What should YKE’s call centre do to respond to customers better? 

I learned that customers of other pension companies do not have to pay the phone fee when they 
call the customer service. YKE should do the same. 

Do you have any suggestion for the company to better serve its customers? 

 Just as what I’ve said, they should have a toll-free telephone number. 

Thank you for your time and participation. 
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Respondent 10 

 

Good afternoon. Am I speaking to Mr. Respondent#10? 

Yes. 

My name’s Ferzan Aygen, master student from Malardalen University. Your contact was 

given by Mr. Umur Cullu, YKE’s manager. As YKE may already inform you, I am doing a 

research project to find out customer’s perception of YKE’s service quality. I would like to 

ask you several questions on this issue. The interview will take about 15 to 20 minutes of 

your time. Can I ask you the questions now? 

Yes. 

Can I know how old are you?  

I’m 29. 

Where do you live?  

I live in Istanbul. 

And what’s your occupation?  

I’m an electrical engineer. 

Can I know how much is your monthly payment for YKE’s pension plan?  

500 YTL 

How long have you been YKE’s customer?  

Almost 2 years. 

Why did you choose YKE to buy private pension? 

Well, because the pension plan matches with what I need. Moreover the salesperson was very 
professional and Yapı Kredi Bank is a prestigious company. 

Does YKE deliver the yearly progress reports to you at the time they promised?  

Yes, I receive it by mail.  

Do you think that YKE sales employee has provided you correct information about the 

pension system and pension plan properties?  
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Yes, I think so.   

 

Did you receive advice from YKE’s salesperson about suitable pension plan for your 

needs?  

Yes, he asked me what I need, my income and consulted me how to choose the best suitable one. 

In your opinion, what should YKE’s salesperson do to better help customers choose a 

suitable pension plan? 

Well, I think what they should ask to understand customers’ plan in the future. Maybe if 
customers want to buy a new house and the salespeople know, then they can give better advice. 

I see. And how did the salesperson’s advice affect your choice of a pension product? 

I listened to the salesperson and bought the pension product as she recommended.  

How would you comment on the company’s salesperson’s knowledge to answer your 

inquiries? 

I think it’s good. 

In your opinion, what should the salesperson do to help customers clearly understand how 

the pension works, terms and conditions in the pension policy?  

They should explain in a simple way because there are many terms and conditions. 

How would you comment on the company’s call centre staff’s knowledge to answer your 

inquiries? 

I’ve never called the call centre.  

How would you comment on the company’s salesperson’s attitude when serving you as a 

customer? 

He was very polite and friendly. 

Are the terms and conditions in the pension contract easy to understand for you? 

Yes, they are written in the contract. I read them and asked the salesperson for confirmation.  

And do you find the company’s website easy to access and search for information you 

need? 

I have not used the website because I don’t think I need to. If something occurs the company will 
inform me.  

Have you felt any pressure from the company’s sales-staff to convince you to use their 

pension services? 
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It’s not like pressure. She tried to set up appointments with me to present the products. But she 
was friendly.  

In your opinion, what should the company do to better serve its customers? 

I think their service is good enough. 

 

Thank you for your time and participation. 
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Appendix V – Turkey’s Private Pension Sector 

This section provides an overview of private pension industry in Turkey. 

As stated by Korkmaz (2007, p. 10) private pension fund is a common asset pool generating 

stable growth over the long term, and provide pensions for employees when they reach their 

retirement ages. In the private pension fund system, employees who will be beneficial from, have 

contributed some portion from their earnings by making regular payments during their active 

working periods for getting better life standard when they reach retirement.  

As mentioned by Korkmaz (2007, p. 17) recently private pension funds attract more participants 

because people do not believe in traditional social security system which its real function is to let 

people to feel strong confidence for the future; to support poor people for minimum life standard 

and struggle with poverty.  

However serious threats and negative projections for the future payments are scared people and 

dropped confidence level to the traditional social security system. Therefore people are willing to 

pay premiums amount regularly that create opportunities to collect billions of dollars in the 

pension funds in their retirement ages.  

Private pension funds in Turkey play an important role in establishing a financial pension system 

which can stimulate and deepen the capital markets by diversifying pension risks, increasing the 

level of earnings during retirement and creating new jobs through the development of the capital 

markets by generating financial long term resources as well.  

Although the first pension plan was launch in 1999, until 2003 pension market in Turkey really 

developed. There were eleven insurance companies selling private pension plan while there were 

only six before this moment. Since the tough competition in this new investment area, each 

company tried to offer as much choices of investment as possible to their customers. 

Accordingly, a contributor can choose different kinds of investment plans among fifteen ones 

offered, as mentioned by Müminoğlu & Teker (2005, p. 2). 

Total number of contributors in the Turkish private pension system reached to 133,934 October 

2003. There was estimation that approximately 5,000 new contributors are included in the 
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system in every week. And this number was estimated to reach 227,896 by the end of 2004. The 

amount of pension contributor keep increasing as the population of about 74 million, Turkey has 

a low life insurance penetration so the private pensions market has an attractive growth potential, 

Don Shepard, AEGON's Chairman and CEO, said in a press release on Feb 26, 2008 (AEGON to 

enter Turkish life insurance and pension market with acquisition of Ankara Emeklilik 2008). 

1 Advantages of private pension 

One significant advantage of private pension plan is to maintain the same standard of living after 

retirement. Even though the participants may be vested from the social security systems, the 

main objective of supplemental pension plans is to provide retirement income over and above 

that paid by the public plans. 

Besides, participants can receive an automatic annual PRPA if the cost of leaving increases, 

based on consuming price index for urban wage earners and clericals worker for anchorage 

(Pension benefit 2003, p. 15)  

2 Law & Regulation 

Since Turkey’s has adopted a two tiered pension system (one being government and the other 

optional private pension) with no mandatory private pension tier enforced by government (for 

example 401K law in US), it is very easy for the customers to leave the system. However, there 

are various differences between tiers. The government supports optional private pension system 

by allowing major tax deductions (%20 of the total amount paid yearly) to be made by 

customers. This system encourages people to join private pension system and transfer some of 

their savings from taxes into the pension system. Private pension customers are also exempt from 

paying taxes from the profits they earn from various pension funds. The customers also do not 

pay taxes from the payments they receive when they retire. 

According to Turkey Private pension system (2003, p. 14) in order to commence activities, a 

pension company needs not only a foundation permit, but it should also obtain a pension operate 

license granted by Undersecretariat of the Treasury (UT). All terms and conditions or necessary 

information which concern with the procedure of application for establishment permit and 

operation license with the consent of the Capital Markets Board (CMB) are set by UT. 
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Following this license, a pension company needs to fulfill the conditions as below: 

• Planning designed to serve a minimum of 100,000 participants within the first two years. 

• The regulations set for the business plan and system design should have been concluded. 

• Consistency between the place of work, technical and administrative infrastructure and 

human resources should be achieved.  

Besides, within three months after receiving the operating license, the pension company must 

apply to the Capital Markets Board in order to establish a pension fund.   

Currently, Turkish Government is applying a limitation on the amount that a person wants to 

contribute on their pension investment and also the amount that people can get tax relief on. 

Conversely, from April 2006, there was a new rule applied for both personal and employer 

provided pension scheme which allows people to pay as much as they can into their pension 

scheme, as there is no limitation anymore. 

The purpose of this new rule is to make the pension system more flexible, a person can have one 

or more pension scheme at the same time, even they can mix personal and employer provided 

schemes more freely. Furthermore, pension buyers can use their pension funds with various 

purposes; they can buy an annuity or take a new option called an Alternatively Secured Pension. 

This new rule also makes the pension system more adaptable as it offers pension buyers various 

choices about how and when they can get their benefit (New pension rules from April 2006 

2005). 

3 Basic characteristics of Turkish Private pension system 

The Turkish Private Pension system is a voluntary scheme which is complementary to the basic 

mandatory social security system which participants are provided retirement earnings a pay-as-

you-go basic without any contribution.  

The other basic characteristic of Turkish Pension system is the defined contribution plan, (a type 

of funded plan). It means that retirement funds are accumulated and invested by regular 

contributions from a part of fixed salaries of participants. As the result of this, retirement 
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earnings should depend solely on the level of participants’ contributions and the performance of 

the investment returns.  

And under the Turkish private pension system, participation of both individual and employers 

provided is voluntary. The contributions will be accumulated and invested in personal retirement 

accounts and the level of retirement earnings will be dependent on the level of contributions and 

the return on investments. Turkey Private pension system (2003, p25) 

4 Condition to be benefited from pension 

In order to get benefit from certain pension fund, a contributor or pension buyer needs to meet 

two basic requirements as below:  

• Reaching the age of 56 and 

• Having been in the pension system for at least 10 years starting from the entrance date to 

the system. 

Even the basic requirement ask the pension buyer to stay in the pension system for ten years but 

it is not necessary to stay in the same pension plan in than ten continuous years. The participants 

can change to any other pension plan provided by different pension companies, provided that a 

minimum contribution for each year or a lump sum contribution to cover the minimum 

contribution of ten years.  

In the mean while, a participant who has invested in two or more pension scheme can be vested 

from all of these pension policies.  


