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RELEVANCE OF ISSUES AND MAIN IMPACTS   

RELEVANT ISSUES

Quality of service and customer satisfaction

PERFORMANCE INDICATORS, RESULTS ACHIEVED AND OBJECTIVES

Macro-issue Projects/Indicators 2022 Actions/Results Plan Objectives for 2025

(*)

12 (3 in 2021)

(*)



Quality of service and customer satisfaction

QUALITY OF SERVICE

NET PROMOTER SCORE – NPS®

LISTENING TO RETAIL AND BUSINESS CUSTOMERS IN ITALY

• 

• 

• 

 

 

 

 -

COMPANY POLICIES  



Net Promoter Score (NPS) by customer type  2021 2022

22

13

23
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LISTENING TO LARGE CORPORATE CUSTOMERS IN ITALY   

 -

 

-

MONITORING NETWORK QUALITY    



Quality of service and customer satisfaction

 -

 -

 -

LISTENING TO CUSTOMERS IN THE INTERNATIONAL SUBSIDIARY BANKS

LISTENING TO CUSTOMERS OF THE INSURANCE GROUP



Quality of service and customer satisfaction

LISTENING TO CUSTOMERS IN FIDEURAM - INTESA SANPAOLO PRIVATE BANKING

 

 

MANAGEMENT OF COMPLAINTS 

1

• 
2

 -

 -

(1)

(2)
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 -

 -

 -

 -

 

 

 

 

 

 



111
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CUSTOMER PROTECTION AND RESPONSIBLE SALES

TRANSPARENCY TO CUSTOMERS 

[i]

INVESTMENTS: ADVISORY SERVICE 

1

THE PRODUCT GOVERNANCE AND COMPLIANCE CLEARING OF NEW PRODUCTS AND SERVICES   

2

(1) 

(2) 
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DIALOGUE WITH CONSUMER ASSOCIATIONS 

 

 

 

 

CUSTOMER HEALTH AND SAFETY 

PHYSICAL SAFETY
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