
Shareholders information service
Average waiting time per shareholder : 3 min. 35 sec.

Standard engaged as per SQL: 15 min.

Total shareholders answered

Average waiting time in halls

1,914

1 min. 47 sec.

1,839

2 min. 53 sec.

1,886

6 min. 4 sec

5,636

3 min. 35 sec.

Month april may june Total Quarter

Telephone infornation service
Percentage of calls answered : 96.22%

Standard engaged as per SQL : 80%

Call received

Call answered

Percentage of calls answered

6,778

6,599

97.36%

7,359

7,028

95.50%

5,021

4,807

95.74%

19,158

18,434

96.22%

Month april may june Total Quarter

Electronic mail service
Average response time for enquiries via electronic mail: 48 hours

Standard engaged as per SQL: 48 hours

Correos electrónicos recibidos

Tiempo promedio de respuesta

2,731

48 hours

1,701

48 hours

868

48 hours

5,300

48 hours

Month april may june Total Quarter

Shareholders complains

Letters of complaint  weren´t received

Period april - june 2011

Shareholders service survey
Survey performed : 154

Service rated as very good

Service rated as good

Service rated as average

Service assessed as bad

91.43%

8.57%

0%

0%

76.92%

19.23%

00,00%

3.85%

85.71%

9.52%

0%

4.76%

87.18% 

11.11%

0%

2%

Month april may june Total quarter
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Service rated as average

0%

Service assessed as bad

2%

Service rated as good

11,11%

Service rated as very good

87,18%

april - june 2011j

Service quality Level


