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Question:

Please provide details of the issues raised by the 40% of customers who were dissatisfied with
ease of accessing services.

Answer:

The customer satisfaction survey does not ask customers why they are dissatisfied with
individual service attributes. However, it does ask customers what the reasons were for their
overall customer satisfaction rating.

For the 21 percent of customers who reported being dissatisfied with the ease of accessing
services, they referenced experiencing long wait times in both the telephony and face-to-face
channels.



