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Optimum Service Across All Channels – 
Simple and Customer Friendly
Turkey’s Garanti Bank is a global leader when it comes to digital transformation. 
The second largest bank in the country has integrated the self-service channel 
perfectly into its omnichannel portfolio and is currently investing in cash recycling 
systems in an effort to expand services and enhance the customer experience.

”Digitalization is firmly rooted in the corporate culture of our bank and 
is part of our DNA,” says Deniz Güven, Senior Vice President of Delivery 
Channels, emphasizing the importance of this topic. The bank’s current 
CEO, Fuat Erbil, was quick to recognize digitalization as a key success 
factor, setting up a digital department back in 1997.

At that time, very few customers were able to use Internet banking. 
There were only around 20,000 internet users in Turkey. In 2004, the 
bank started to offer its customers fledgling mobile banking solutions 
in the form of SMS-based cash transfer services. In 2007, Garanti was 
again first in Turkey to offer a browser-based mobile banking package 
that reached around 100,000 customers. Today, the bank has 4.1 
million active internet banking users. More than 2.6 million of these 
use mobile banking, while more than 1.4 million communicate with the 
bank exclusively by smartphone – a trend that is quickly catching on.
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To learn more, visit DieboldNixdorf.com.

NO. 1 IN MOBILE BANKING
In 2014, the IT research company Forrester rated Garanti Bank 
number one in the world for mobile banking. “We’re proud of the fact 
we’ve beaten all the big U.S. banks,” Güven says. “But more 
important than winning the award was embedding a digital culture in 
the minds of our employees.” And the bank has succeeded in doing 
just that. Overall, its employees are very tech savvy with 93 percent of 
them using mobile banking. They then pass on their enthusiasm for 
technology to customers. “If one of our employees discovers a new 
product at another bank, he or she immediately asks why we don’t 
have it yet,” Güven says. Despite all the hype surrounding innovations, 
Garanti Bank sees modern technology merely as a tool for providing 
optimum service across all channels – simply and in a customer-
friendly manner.

For this reason, great importance was attached to building a bridge 
from the mobile world to self-service. For almost a year now, Garanti 
customers have been able to withdraw cash using their smartphone 
and a QR code instead of a bank card, and transactions now number 
more than 50,000 a month. “This figure could easily double within six 
months,” Güven estimates.

ATMS OFFER 200 TRANSACTIONS
The bank sees its installed base of 4,500 ATMs as an important 
mainstay in the omnichannel portfolio because these machines are 
so well frequented. Almost 200 different transaction options are 
offered through these systems. Last year, the bank decided to 
homogenize its ATM network in Istanbul and focus on just one 
manufacturer. It has since rolled out 1,400 Diebold Nixdorf 
multifunctional cash recycling systems equipped with coin modules. 
Cash recycling technology makes sense primarily because the ratio 
of deposits to withdrawals is 1.06, and that’s because the systems are 
often used for paying bills in cash.

With its new touchscreen systems (almost 1,200 of which have been 
installed to date), Garanti Bank is able to offer customers an 
enhanced operating experience. “We saw customers trying to touch 
operate the old systems,” Güven says. “It’s not really surprising, 
because that’s what they’re used to doing with their tablets and 
smartphones.” So the decision in favor of touchscreen operation was 
probably overdue. For once, Garanti Bank couldn’t claim forerunner 
status. That said, market observers believe the financial institution’s 
decision to introduce touchscreens will be imitated by other 
Turkish banks.
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1.4 million customers communicate with 
the bank exclusively by smartphone –  
a trend that is quickly catching on.


