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LEVEL OF SERVICE QUALITY PERIOD APRIL -JUNE 2016
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TELEPHONE HELPLINE SERVICE

Calls received Calls handled

Percentage of calls 
handled 

93.87%

Standard commiƩed 
according to SLA 

80%

JULY 2016

April

June

Total Quarter

May

11,235

2,502

4,124

4,609 April

June

Total Quarter

May

10,547 / 93.87%

2,433/ 97.24%

3,884 / 94.18%

4,230 / 91.78%

WE CUSTODY TODAY
THE VALUE OF TOMORROW
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SHAREHOLDERS INFORMATION SERVICE

Standard commiƩed 
according to SLA

15 Minutes

Average
response Ɵme

3 min. 29 sec.

Average waiƟng Ɵme in halls

0:03:30 (three minutes, twenty-nine seconds)

0:04:16

0:02:52

0:03:23

Total shareholders answered

ELECTRONIC MAIL SERVICE

Standard commiƩed 
according to SLA

48 Hours

Average
response Ɵme

48 Hours

Average response Ɵme

48 hours

48 hrs.

48 hrs

48 hrs.

Electronic mail service

April

June

Total Quarter

May

4,581

1,080

1,557

1,944

April

June

Total Quarter

May

7,830

2,559

3,666

1,605
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SHAREHOLDER SATISFACTION TREATED IN OFFICE DCV REGISTROS

SHAREHOLDERS’ COMPLAINTS

April:     2  cases

• Complaint: Regarding the service provided by the company Correos de Chile.
• SoluƟon: Response by means of a leƩer to the shareholder.

• Complaint: Regarding the service provided by the company Correos de Chile.
• SoluƟon: Response by means of a leƩer to the shareholder.

Month

April

Mayo

Total Quarter

June

What is your overall
opinion

DCV Registros

Total surveys: 35

6.8

6.7

6.7

6.5

How saƟsfied are
find you

with the service received in
visiƟng the office

DCV Registros

6.9

7.0

6.9

6.8

How do you evaluate the
  infrastructure
General office
DCV Records

6.9

6.8

6.7

6.3

overall assessment
ExecuƟve (a)

who treated in offices 
DCV Registros

6.9

7.0

7.0

7.0

May:     2 cases  
                     
• Complaint: Regarding affidavits with observaƟon by the IRS.
• SoluƟon: Response by means of a leƩer to the shareholder.

• Complaint: Regarding the delay in delivering the cerƟficate and returning the affidavit. 
• SoluƟon: Response by means of a leƩer to the shareholder.

June:     3 cases

• Complaint: Regarding the error in payment of the right of withdrawal.
• SoluƟon: Response by means of a leƩer to the shareholder.

• Complaint: Regarding the receipt of the right of withdrawal leƩer. 
• SoluƟon: Response by means of a leƩer to the hareholder.

• Complaint: Filed by shareholder via SERNAC. (NaƟonal Consumer Service)
• SoluƟon: Response by means of a leƩer wherein DCVR states that responding to the request does not apply.
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