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I Customer Satisfaction Measurement Indexes on the Authority Level

(Second Level) Standards Index (First Level) General Satisfaction Index

Channels Location Procedures Sample size: 18.550
( 94.480/0) 86.15% ( 94.220/0)
92.70%

Outcomes Speed Employees

‘ 92.01°/o’ 89.84% ( 94.34% )

The overall customer satisfaction index is the result of

the entire survey questionnaire
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2 Customer Satisfaction Measurement on Monsha’at Services Level
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I Guidance
(Second Level) Standards Index
Channels Location Procedures
96.57% Inapplicable 98.28%
Outcomes Speed Employees
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96.72%

93.43%

96.80%

(First Level) General Satisfaction Index

Sample size: 609

96.47%

The overall customer satisfaction index is the
result of the entire survey questionnaire



I Consultations
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Channels

96.65%

Outcomes

95.66%

(Second Level) Standards Index

Location

Inapplicable

Speed

94.81%

Procedures

98.46%

Employees

96.12%

(First Level) General Satisfaction Index

Sample size: 3119

96.21%

The overall customer satisfaction index is the
result of the entire survey questionnaire



I Certificate of Enterprise Size

Channels

93.17%

Outcomes

92.82%
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(Second Level) Standards Index

Location

Inapplicable

Speed

Inapplicable

Procedures

92.40%

Employees

Inapplicable

(First Level) General Satisfaction Index

Sample size: 849

92.70%

The overall customer satisfaction index is the
result of the entire survey questionnaire



Monsha’at Academy

(Second Level) Standards Index

Channels Location Procedures
Inapplicable Inapplicable Inapplicable
Outcomes Speed
Employees

91.26% 90.61% 90.52%
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(First Level) General Satisfaction Index

Sample size: 12.922

90.91%

The overall customer satisfaction index is the
result of the entire survey questionnaire



I Monsha’at Academy

(Second Level) Standards Index (First Level) General Satisfaction Index

Channels Location Procedures

Sample size: 462
Inapplicable 86.15% ‘ 90.91% ’
90.16%
Outcomes Speed Employees

89.32%

85.28% ‘ 93.90% ’

The overall customer satisfaction index is the
result of the entire survey questionnaire
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I Mazaya by Monsha’at

(Second Level) Standards Index

Channels Location Procedures

Inapplicable

91.51% 91.06%

Outcomes Speed Employees

86.25% 85.06%

Inapplicable
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(First Level) General Satisfaction Index

Sample size: 401

88.56%

The overall customer satisfaction index is the
result of the entire survey questionnaire
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3 Complaints Report
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Complaints Report - Q1 of 2024

Procedures for Improving the
Satisfaction Rate

Number of omplaints Number of losed omplaints

Monsha’at Academy

Nawafth App 3 3
i ing th |
Mazaya by Monsha'at S 208 Sur\feylng and studying the propc:sa s
submitted by customers, and working to
analyze them to improve and increase
the satisfaction rate

Certificate of Enterprise Size 26 26
Innovation Center 5 5
Commercial Franchising Brokers Licensing 3 3
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