
January - March 2011J

Shareholders information service
Average waiting time per shareholder : 4 min. 35 sec.

Standard engaged as per SQL : 15 min.

Total shareholders answered

Average waiting time in halls

1,354

7 min. 33 sec.

961

5 min. 31 sec.

1,481

40 sec

3,796

4 min. 35 sec.

Month january February March Total Quarter

Telephone infornation service
Percentage of calls answered : 96.16%

Standard engaged as per SQL : 80%

Call received

Call answered

Percentage of calls answered

4,155

3,902

93.91%

3,052

2,924

95.81%

4,120

4,066

98. 69%

11,327

10,892

96.16%

Month january February March Total Quarter

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

Standard engaged as per SQL : 48 horas

Electronic mails received

Average response time

547

48 hours

505

48 hours

1,419

48 hours

2,468

48 hours

Month january February March Total quarter

Shareholders complains

Letters of complaint  weren´t received

Period January - March  2011

Shareholders service survey
Survey performed : 154

Service rated as good

11.11%

Service assessed as bad

1%

Service rated as average

0%

Service rated as very good

Service rated as good

Service rated as average

Service assessed as bad

83.87%

12.90%

0%

3.23%

100%

0%

0%

0%

86.46%

13.54%

0%

0%

88.24%

11.11%

0%

1%

Month january February March Total Quarter

Service rated as very good

88.24%

  Huérfanos 770, Piso 22   Santiago Centro   Santiago   Chile   Tel.: 56-2-393 9003   Fax: 56-2- 393 9101• • • • • •

Service quality Level


