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2023-cu ilin 1-ci rublnda “Expressbank” ASC-ys istehlakcilar tarafindon 663 miuraciat
tunvanlanmisdir. Bu muracistlarden 454-i sikayat, 13-u arizs (sikayat), 9-u arizs (sorgu),
8-i sorgu, 88-i taklif kimi geydiyyata alinmisdir.

Sksar miraciatlari Malumat Markazindan tirtilmisdir (619 ad.), 132 IVR-la IHM
sObasina ayrica xatt ile birbasa daxil olan ve gabul edilmis zanglardan olub (8 ad.),
bankin rasmi sayti (5 ad.), Facebook sahifasi (3 ad.), filial (3 d.), poct AR MB (12 ad.), poct
(votandas) (1 ad.), poct (digar qurumlar) (7 ad.), e-poct (2 ad), onlayn cat (1 8d.) vo soxsi
gorusdan (2 ad.) alds olunaraq daxil olmus ve reyestrds geydiyyata baslamisdir.

Malumat Ucun bildiririk ki, daxil olan sikayatlorin 68.64 %-nin (383 adad) asaslh oldugu
muayyan olunmusdur. (Pozulmus hiquglarin barpasi ve ya Bank xidmatlarinin Markazi
Bankin musyyan etdiyi, o cumladan bank daxili gaydalara uygun gostariimamasi ila
alagadar daxil olmus muracistlar “ssasl”, digar muracistlar ise “osassiz” kateqoriyasina
aid edilir).



& T5QDIMETMS VASITOLORI

Taqdimetma vasitalori Miiraciatin novii

132 iVR 8
132 Malumat markazi 525 6 88 619
AR Markazi Bank 4 6 2 12
E-Poct 2 2
Filial 1 1 1 3
Onlayn cat 1 1
Poct (digar qurumlar) 6 1 7
Poct (vatandas) 1 1
Sayt 1 4 5
Sosial sebaka (Facebook) 2 1 3
Sexsi gorus
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& xipmaT NOVU

132 Malumat Markazi 1 1
Apple pay 1 -
ATM 43 7
Bank hesabi 1 1
Debet kart (biznes maas karti) 1 1
Debet kart (expresso) 26 23
Debet kart (master) 2 1
Debet kart (visa) 48 34
Daladuzluq 2 1
Diger 14 1
Emanat 2 1
omanat (klassik) 1 -
Express24 124 103
Expressclub 5 4
Expresspay 333 174
Huquqi sexs -

Kredit (digar)

Kredit (istehlak, asan) 804

Kredit (istehlak, amlak giroviu) 820
Kredit (istehlak, expresso) 897
Kredit (istehlak, qizil teminath) 805
Kredit (istehlak, smile) 892 va 893
MKR

Mdustari xidmatlari

Pul kogiirmsleri (zolotaya korona)
Reklam ve komunikasiya

Sayt (Expressbank — saxsi kabinet)
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XIiDMST NOVU

Xid mat navﬁ B Muracist sayl1 663 m Ssasli muracistler 383
700 GEE
600
500
400 83
333
300
200 74
124
03
100
43 203 g
1110 7 11 11 g 21 g2 1:” 21 10 54 10 22 53 10 32 10 11 30 gl 10 22 11
O - . . | . —t— -, —— —_ — - .
N\ $ 8 X . X ¢ N - N
‘:@,\, . A v/g@ 9’50 \@{0\ 0@"’-'0\ fbé\'é\ \4\6’0\ 6\}00 S \(.)0 @é\’b 666\\1) % (}\30 %Q@ - %?-\-6" b\qgﬂ\ \%0 «o\\\é \Q,Q (\,5\\.“ %055 ‘gl—q‘ Q\\’raﬂ ‘\0(\’3 6@\*'5 eg;\-6 «o\'fb
NG AN 3 N 2 O < & & F 2 00\* X S & I & L S © 0& / (\6
N ] O o ®+ & ¥ 2 N +Q Q S & - & X2 4% > 8 Ny >
& v F & & ¢ ¢ 9 R R S A RTINS & o & £
N < \l_'b e\, é/o & NG 2 < X .\G\ é} o @6
Q@ O o 0 Q ) <@ NN S @0 SR I
2 © & o N I W &R
) \l-’b(\' Qe b{\, (;\@ ) é\@ \6’)\0 \131" @\@ \’}’b ¢
o & & &8 \@o,
e R



Xidmat novi Muracist sayi osasl sikayat sayi

Bas ofis 641 373
Borda filiali 1 -
Shmadli filiali 4 2
Elmlar filiali 6 4
Ganca filiali 1 .
Mingacevir filiali 1 1
MXD 2 -
Neftcilor filiali 2 1
Nasimi filial 2 1
Xeotai filial 2 1
Yasamal 1 -
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(& DovisiKLIKLOR TENDENSIYASI

Oriza (sikayat)

9riza (sorgu) 2 4 3
Sikaysat 124 97 324
Sorgu 3 3 2
Toklif
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DOYISIKLIKLOR TENDENSIYASI

Umumi natice

osasli 386

osassiz

= 9sasli 386

= 9sassiz 277
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TOSOKKUR EDIRIK!
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