iICMAL
01 aprel 2021 - 30 iyun 2021

(ishehlakcilarin hiiquglarinin miidafissi sébsasi terafindan
2021-ci ilin 2-ci riblinda geydiyyata alinmis muracistlar asasinda)

ishehlakcilarin hiiquglarinin miidafissi sébasi (IHMS) tarafinden 2021-ci
ilin 2-ci ribunda (01 aprel 2021 — 30 iyun 2021-ci il tarixlords) qeydiyyata
alinmis muracistlor ssasinda hazirlanmis hesabat.

2021-ci ilin 2-ci riibli arzinds istehlakcilar tsrofinden IHMS-ns 772
muraciat daxil olmusdur. Onlardan 635-i sikayeat, 33-U sorgu/eriza (sorgu), 9-
u ariza (sikayat) ve 94-u taklif kimi geydiyyata alinmisdir.

oksar muracistlori Malumat Markazindan éturltlmusdur (682 ad.), 132
[VR-la IHM so6basina ayrica xatt ilo birbasa daxil olan ve gabul edilmis
zonglardan olub (15 ad.), digar sorgu ve sikayatlor ise poct (8 ad.), bankin
rosmi sayti (11 ad.), Facebook s.s. sahifasi (16 ad.), filial (10 ad.), poct AR MB (22
ad.) slds olunaraq daxil olmus vo reyestrds geydiyyati aparimisdir.

Malumat Ucgln bildiririk ki, daxil olan sikaystlerin 57.64 %-nin (366
adad) asasl oldugu misyysan olunmusdur. (Pozulmus hiuquglarin barpasi vo
ya Bank xidmatlarinin Markazi Bankin muayyen etdiyi, o cimladan bank daxili
gaydalara uygun gostarilmamasi ile alagadar daxil olmus muracistler “asash”,
digar miracistlor ise “asassiz” kateqoriyasina aid edilir).

otrafli malumatlar icmalin excel hesabat formasinda aksini tapib.



Taqgdimetms vasitalori

Count of Yekun Mp@mmm
novi
: ., . | Oriza . 9 . 9 .

Taqdimetma vasitosi (sikayot) Oriza (sorgu) Sikayst Sorgu Toklif
132 iIVR 13
132 Me_lumat 585 5
markazi
Filial 2 4 4
Poct (AR MBNP) 7 10 3 2
Poct (diger
qurumlar)
Poct (vetandas) 1 3 2 1
Sayt 9 1
Sosial sebaka
(Facebook) AL &
Sosial gebake 4
(Instagram)
Sosial sebaka 5
(Linkedin)
Soaxsi gorus 2
Umumi natice 10 19 635 14
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Orize
(sikayat)

Mduracistin tipi ve
mazmunu

Arayis

Balans uygunsuzlugu
Bloklasdiriimig vesait
Debet kart (3D
tehlikasizlik)

Debet kart (barpa)
Debet kart (bloka
salinma)

Debet kart (overdraft)
Diger

oDV

Expressclub
(cashback)

Faiz deracesi
Hesaba kegcmayan
vasait

Hesabdan silinan vasait
inkassasiya

Kart qalib

Komissiya haqq!
Kredit (akseptsiz
silinma)

Kredit (glizest)

Kredit (hesablanma)
Kredit (mahkams, icra
islori)

Malumat aks olunmur
Natamam xidmat
Novba

Odoenis

Prosedur
Qurasdirma

Sertlor

SMS banking

SMS malumatlandirma
Tarif

Texniki problem
Ugursuz emaliyyat
Verilma sortlari
Xidmate imtina
Yanlis malumat
Yanlis xidmat
Yiksak xidmat
Umumi natice

Oriza (sorgu)

Sikayat
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Xidmat novii
Muracistin
novi
, - Orize Orize . y . Umumi
Xidmat névi (sikayat) (sorgu) Sikayeat Sorgu Toklif natice
ATM 1 36 1 38
Bank hesabi 4 1 5
Banking (internet) 1 1
Banking (mobil) 1 1
Debet kart (biznes maas
1 1
karti)
Debet kart (biznes) 1 1
Debet kart (expresso) 72 1 73
Debet kart (master) 6 6
Debet kart (visa) 35 3 38
Diger 1 31 1 33
oDV 1 1
©manat (klassik) 1 1
Express24 37 37
Expressclub 12 12
Expresspay 2 285 1 91 379
Expresspay (pul kisssi) 1 1
Filial 1 7 1 9
Fiziki sexs (ferdi sahibkar) 1 1 2
Hesablagsma kassa
. X 1 1
xidmatlori
Hiqugi soxs 1 2 3
Kassa (valyuta mibadilasi) 1 1 2
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Sikayat

M Oriza (sikayat)
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Kredit (istehlak, asan) 804
50

Kredit (istehlak, depozita

bagli) 803
Kredit (istehlak, smile) 892

Kredit (istehlak, expresso)
ve 893
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Sayt (Expressbank — soxsi

Pul kéglrmaleri (contact)
kabinet)

Kredit (istehlak, emlak

Kredit (hiiquqgi sexslera
giroviu) 820

Kredit (ferdi sahibkarlara
biznes) 875
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Kredit (ipoteka) 825

Kredit (fiziki sexslera
biznes) 850

Kredit (mikro) 840
Mdastari xidmatleri
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Umumi natica

300
250
200
150
100

Sorgu
W Taklif

(12u1gey I1sxe$ —yueqssaidx3) 1Aes
(103UO0D) 1iejewan30y |nd
lejewpix Lueisnin

0v8 (oj1w) 1pasy

€68 €A 768 (3]1ws Yejyaist) Hpasy
168 (0ssaudxa “ejya1si) upaJy

08 (njAoaIS ejwe “je|yaist) Hpaly
€08 (113eq enzodap ejyais!) UpaJy
08 (uese Yejyaisi) 1paJy

58 (ex10d1) Hpauy

G/8 (sauziq ese|sxes ibnbny) 11pasy|
068 (sauziq ese|sxes pj1z1y) 1paty
"(n1ex1ipauny eJejieqiyes ipiey) 1paly
. (1e81p) upauy

(1seipegnuw einAjen) essey

sxe$§ ibnbnH

lie|jewpix essey ewse|gesaH
(4eqiyes ipJey) sxes 1y1zi4

|efid

(1sespy |nd) Aedssaudx3

. Aedssaudx3

gnjassasdx]

yzssa4dx3

(o1ssepy) reuewe

nae

Jedig

(esin) ey 19gaQ

(4235BW) 1EY 190RQ

(ossaudxa) 1ey 19gaQ

(sauziq) 1.y 19g9Q

(11ae3 Seew sauziq) Jey 19927
(Ilqow) Sunjueg

(12u423u1) Bunjueg

Igesay jueg

N1V



Yekun natice

Miuracistin névl
. . . o . . . Umumi
Yekun Orizo (sikayat) Oriza (sorgu) Sikayat Sorgu Toklif natico
Osasli 2 366 5 1 374
Osassiz 8 19 269 9 93 398
Ul 10 19 635 14 94 772
natico
400
350
300 M Oriza (sikayat)
250 M Oriza (sorgu)
200 Sikayat
150 Sorgu
W Taklif
100
50
A —
0
osasli 9sassiz
Dayisikliklar tendensiyasi
01-30 aprel 01-31 may 01-30iyun Umumi natice
Miiraciatin novii
Orizo (sikayat) 6 2 2 10
Orizo (sorgu) 7 6 6 19
Sikayat 226 156 253 635
Sorgu 6 3 5 14
Taklif 32 25 37 94
Umumi natice 277 192 303 772
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istehlakgilarin hiiquglarinin miidafiasi sébasinin midiri

Emin Nazarov
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