DCV :¢ ressos

Level of
Service Quality

July - September 2020

Telephone helpline

LSQ' october 2020

Calls received

H July 1,803

August 2,295

September 2,595

I Total Quarter 6,693

90%

Standard committed according to SLA

Attention in Offices

Calls handled
| July 1,789/ 99.22%
August 2,267 / 98.78%
September 2,552/ 98.34%
Quarter Average 6,608 / 98.73%

98.73%

Percentage of calls handled.

Total Shareholders Answered

| July 59)

August 98

September 128

I Total Quarter 281
15 min

Standard committed according to SLA

Average waiting time in halls

| July 0.51 min.
August 0.50 min.
September 0.42 min.
Quarter Average 0.48 min.

0,48 min

Average response time.

Electronic Mail Services

Electronic mail service

o July 1,694

August 2,629

September 3,273

I Total Quarter 7,596

Average compliance percentage

m July 98.88% in 48 hrs.
August 92.62% in 48 hrs.
September 84.93% in 48 hrs.

Quarter Average  92.14% in 48 hrs.

48 hrs.

Standard committed according to SLA

92,14%

Average response time.




Shareholders” complaints

July 1 Cases

» Claim submitted by shareholder, slowness and lack of management related to your request
for change of address.
Solution: Information is requested to be supplemented according to the new protocol defined
by Risk and the requested data is updated.




