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Complaint Closing Measures

Current measures:

0 90% closed within 150 days
0 98% closed within 365 days

Current closing rates:

o YTD closing rate for fiscal 2011/12 is 82% within 150 days and
989% within 365 days (final figures available April 1, 2013).

0 YTD closing rate for fiscal 2012/13 is 85% closed within 150 days
(as we have not reached 365 days in the period the second
measure is not available until April 1, 2014).

Proposed measures for consumer originated complaints:
0 80% closed within 75 days

All other complaints:
O 90% closed within 150 days
0 99% closed within 365 days i
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