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Level of 
Service Quality
January - March 2020

Attention in Offices

Electronic Mail Services

Telephone Helpline

Standard committed according to SLA 90% Percentage of calls handled.97.11%

Standard committed according to SLA15 min. Average response time.1.34 min.

January
February
March
Total Quarter

1,035
640
314

1,989

January
February
March
Total Quarter

1.87 minutes
1.58 minutes
0.57 minutes
1.34 minutes

Total Shareholders 
Answered

Average waiting time 
in halls

Standard committed according to SLA48 hrs. Average response time97.67%
in 48 hrs.

January
February
March
Total Quarter

1,586
1,209
1,819
4,614

January
February
March
Total Quarter

97.60% in 48 hrs.
98.43% in 48 hrs.
96.98% in 48 hrs.
97.67% in 48 hrs.

Electronic mail
service

Average compliance 
percentage

Calls received
January
February
March
Total Quarter

2,404
1,547
2,508
6,459

January
February
March
Quarter Average

2,255 / 93.80%
1,526 / 98.64%
2,480 / 98.88%
6,261 / 97.11%

Calls handled



Shareholders´ complaints

-   Claim filed by broker, no information on the broker's balances is provided by phone, since it 
was considered a natural person procedure.

Solution: The broker is contacted giving the requested information and a response letter is sent 
indicating what happened.

January: 1 Cases


