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TELEPHONE INFORMATION SERVICE

SHAREHOLDERS INFORMATION SERVICE

ELECTRONIC MAIL SERVICE

PERIOD APRIL - JUNE 2015

Percentage of
calls answered

97.9%

Standard engaged
as per SQL

80%

April

June 2,175

Total Quarter

Call received

May 3,299

9,393

3,919

Standard engaged as per SQL
15 Minutes

Percentage of calls answered
2 Minutes, 5 Seconds

Standard engaged as per SQL
48 hours.
Average response me to inquiries via email
48 hours.

Call answered

April

June

Total Quarter

May

9,193 / 97.9%

2,147 / 89.8%

3,239 / 98.1%

3,807 / 97.1%

Average wai ng me in halls

0:02:05 (two minutes, five seconds)

0:02:16

0:01:15

0:02:50

April

June

Total Quarter

Total shareholders answered

May 1,215

3,697

1,509

973

Average response me

48 hours

48 hrs.

48 hrs

48 hrs.

April

June

Total Quarter

Electronic mail service

May

5,568

1,694

2,584

1,290
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CLAIMS SHAREHOLDERS
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SHAREHOLDERS SERVICE SURVEYS

In the quarter April - June 10 claims were received concerning problems in receiving dividend payments,
summonses to mee ngs of shareholders and management of legal history. They were managed and explanatory le er sent to

each shareholder or were contacted by telephone.

PERIOD APRIL - JUNE 2015

Month

April

May

Total Quarter

June

What is your overall opinion
DCV Registros

Shareholders service surveys

Total surveys: 164

6.9

6.7

6.8

6.9

How sa sfied are
find you

with the service received in
visi ng the office

DCV Registros

6.9

6.9

6.9

6.9

Infrastructure
General offices
DCV Registros

6.9

6.8

6.9

6.9

overall assessment
Execu ve (a)

who treated in offices 
DCV Registros

6.9

6.9

6.9

7.0

       


