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1. Guidelines
1.1 This Standard of business-process “Management of interactions with clients” of IDGC of Centre, JSC (hereinafter referred to as – the Standard) is developed in accordance with Law of the Russian Federation, regulating the procedure of service rendering by territorial power grid organization, the consumer protection procedure, as well as with account of requirements of internal executive documents of IDGC of Centre, JSC, of the Standard of client servicing, approved by the Board of Directors of IDGC of Centre, JSC as of 03 December 2007 (Minutes 10/07). 
1.2 The Standard is a main document, which determines short-term and long-term cumulative action of employees of IDGC of Centre, JSC and technical measurements and requirements to the technological processes directed to improvement of efficiency of work with clients providing thereby quality level increase of service rendering to clients provided by IDGC of Centre, JSC. 

1.3  Employees of IDGC of Centre are governed by the Regulations of the Standard when interact with clients at power grid service rendering (including additional services):
- at direct interaction with client;
- at preparation and carrying out of technological processes;
- at customer “feedback”.
1.4 The Standard is developed following all the requirements of state regulatory administrative documents and does not supersede them.
1.5 Application of this Standard by third persons (organizations) for commercial purposes, as well as this document official references by outside organizations should be approved by IDGC of Centre, JSC. 
1.6 Subdivision, which carries out the analysis and control of realization of requirements of the Standard in IDGC of Centre, JSC (hereinafter referred to as – the Company) is Department of Management of interactions with clients.

2. Scope 
2.1 The Standard is an internal regulatory document of IDGC of Centre, JSC intended for application on all management levels: by Executive office, branches of the Company and their structural subdivisions.        

2.2 Effect of the Standard extends to mutual relations with consumers – physical persons, legal entities, sole traders, and also executors of municipal services from among the homeowners associations, building, housing or other specialized consumer cooperative societies or management enterprisers. The standard does not regulate interactions with sales companies, which are governed by correspondent contracts.
2.3 The Standard is a basis for development (adjustment) of regulatory and executive documents of IDGC, of structural subdivisions regulations, position, operating and working instructions of executive office of the Company, of IDGC branches and their structural subdivisions.

2.4 If there are any contradictions between internal executive documents approved in IDGC of Centre, JSC, which regulate the Company’s activity with regard to work with clients, and this Standard then provisions and requirements of the Standard are applied. 
3.  Regulatory and legal framework

The following regulatory legal acts of the Russian Federation and executive documents of the Company were used at development of the Standard:

3.1 Civil Code of the Russian Federation.

3.2 Federal Law of the Russian Federation dated 27 December, 2002 No. 184- ФЗ  "On technical regulation" (in edition dated 1.05.2007 No. 65- ФЗ )
3.3 Law of the Russian Federation dated 26 March, 2003 No. 35- ФЗ "On electric power industry" (in edition of Federal Law dated 22.08.2004 No. 122- ФЗ, amendments brought by Federal Law dated 30.12.2004 No. 211- ФЗ).
3.4 Law of the Russian Federation dated 2 May, 2006 No. 59- ФЗ "On the procedure of consideration of addresses of citizens of the Russian Federation".
3.5 Governmental Order of the Russian Federation dated 23 May, 2006 No. 307 "On the procedure of granting municipal services to citizens".
3.6 Governmental Order of the Russian Federation dated 31 August, 2006 No. 530 "On approval of Rules of functioning of the retail markets of electric energy in the transition period of reforming the electric power industry".
3.7 Governmental Order of the Russian Federation dated 27 December, 2004 “On approval of Rules of non-discrimination access to services on transfer of electric energy and rendering of these services, Rules of non-discrimination access to services on operative dispatch management in electric power industry and rendering of these services, Rules of non-discrimination access to services of administrator of trading system of  wholesale market and rendering of these services and Rules of technological connection of power receiving devices (power installations) of electric power consumers, of electrical energy generation facilities, as well as of power grid facilities belonging to grid organizations or other persons to power networks” ((in edition of Governmental Orders of the Russian Federation dated 31.08.2006 No. 530, dated 21.03.2007 No. 168, dated 26.07.2007 No. 484, dated 14.02.2009 No. 114, dated 14.02.2009 No. 118, dated 21.04.2009 No. 334, dated 15.06.2009 No. 492, dated 02.10.2009 No. 785)).

3.8 Governmental Order of the Russian Federation dated 5 January, 1998 No. 1 "On the procedure of termination or restriction of supply of electric or thermal energy and gas to the consumer companies at failure to pay for the fuel and energy resources supplied to them (used by them)".
3.9 Governmental Order of the Russian Federation dated 4 April, 2000 No. 294 "On approval of the procedure of payment for electric, thermal energy and natural gas".
3.10 Governmental Order of the Russian Federation dated 21 January, 2004 No. 24 “Information disclosure by the entities of wholesale and retail markets of electric energy”.

3.11 Order of the Ministry for the Power Generating Industry of the Russian Federation dated 13 January, 2003 No. 6 "On approval of User Rules for Operating Electrical Equipment".
3.12 Order of the Ministry for the Power Generating Industry of the Russian Federation dated 19 June, 2003 No. 229 "On approval of rules of technical operation of power plants and networks of the Russian Federation".
3.13 Rules of accounting the electric energy (approved by the Ministry of Fuel and Energy of the Russian Federation and Ministry of Construction of the Russian Federation dated 19, 26 September, 1996).
3.14 GOST13109-97 (State Standard). Norms of quality of electric energy in the systems of electricity supply of general use dated 01.01.1999.
3.15 Standard for client servicing of IDGC of Centre, JSC (approved by the Board of Directors of IDGC of Centre, JSC dated 3 December, 2007). (Minutes No. 10/07).
4.  Terms, Definitions, Abbreviations
Voiced mail box is technological opportunity of clients’ voiced massages storage for the Company.
Additional services are services rendered by the Company, which do not relate to basic activity (technological connection, electric power transport).

Сomplaint is an expression of dissatisfaction in respect of actions of the Company, quality, volume, conditions and terms of electric network service granting, or second address with demand to solve current situation according to presented demands of Client. Dissatisfaction of client is infringement of requirements of current Law by the employees of the Company. 

Application is a Client’s address in writing intended to enforcement, services use necessity granted by the Company (technological connection, carrying out of electric power account and transmission).

Internet Reception is an interactive reception on the web site (or portal) of the Company, which includes several pages intended to performance of functions connected with reception of applications of Clients and reference information layout.
Client-oriented approach is an approach to business organization, in which achievement of strategic aims and stable profitability of the Company is based, among other things, on provision of loyalty of clients. Analysis and improvement of business-processes with account of clients’ needs are carried out for realization of client-oriented approach in practice.
Company is an organization rendering services on electric power transmission, connection of power facilities to their power networks and other services.

Client is an legal entity or individual, as well as entrepreneur without the formation of a  legal entity owning or on another legal grounds facilities and systems of power consumption concluded or intending to conclude the contract for certain kinds of services rendered by the Company with the Company. 

According to stage of interaction with the Company clients are divided into three groups: potential clients, actual clients and clients in risk zone of contract relations termination. 
Communication channels are the ways and means of distribution of information from Client to the Company.
Contact Center is an aggregate of the equipment, software, employees, and processes for maintenance of servicing by phone.
Consultation is a delivery of information, explanations and recommendations by the specialist to Client regarding services granted by the Company. 
Address is an act of information exchange between the Company and Client. Address: complaint, application, response or application for consultation to the Company’s employees (consulting).
Response is a contact with client, which purpose is determination of level of satisfaction of Client with services granted to him by the Company.

Feedback with clients is provided by means of analysis of addresses and complaints, polling, formation of ongoing work groups (consultative, supervisory council) with participation of different groups of consumers, bodies of sate power and of local government.

CRM System (Customer Relationship Management is Management of interactions with clients) is an instrument for realization of client-oriented strategy of the Company.
Front-office is a totality of organizational units providing form the part of the Company an interaction with Client. 

Client servicing centre  is an organizational unit intended for direct reception clients concerning power consuming, technological connection, transfer and distribution of the electric power, payments settlement, creation of the comfortable, ergonomic environment of interaction, increase in servicing efficiency.
CTI (Computer Telephony Integration) is technology, which gives an opportunity to unite the transfer of speech with transfer of digital data, as well as to provide the call trace and management of them according to any scenario (voice, e-mail, web-interface, fax etc.).
ICM (Intelligent Contact Manager) is a program complex for automatic distribution of calls including among others the functions of tracking of agents state, of routing or spooling of incoming calls, interaction with client and server applications, collection of statistic for reports making.
IPCC (IP Contact Center ) – is a unified processing system of addresses of Clients, received by the Company through different channels, according to set logic and standards of work with Clients.
IVR (Interactive Voice Response) is a system of preliminary recorded voiced massages, which performs function of calls routing within Contact-Centre using information entered by Client by means of voice-frequency dialing. 
MMS (Multimedia Message Service ) is a system of transfer of multimedia massages (images, tunes, video) by means of cellular communication.
SMS (Short Message Service) — is technology, which gives an opportunity to carry out the reception and short text massages transfer.

5. Main goals and tasks of the Policy in the field of work with clients                               

5.1 Goal is formation of loyalty of clients based on qualitative service and satisfaction of their needs in short-term and long-term perspective.

5.2  Values and principles of interaction with client 

5.1.1 Values and principles of interaction with client are determined on the basis of the Company’s mission and considered to be determination and carrying out of grounded needs of clients (consumers), steady monitoring of their expectations and satisfaction, providing of reliable and uninterrupted power supply of conscientious clients (consumers) of the Company’s services.
5.1.2 Besides reliability and uninterrupted power supply the availability of services is also impotent for consumers, which is considered to be:

– Territorial availability, universality of company service. Even in remotest areas stable power supply, opportunity to get qualitative service and timely consideration of addresses should be guaranteed to clients;
– Organizational availability. Instructions for use of services of the company should be transparent, public and realizable. Full and trustworthy information about all procedures of interaction with company is provided to clients in an accessible form;  

– Information availability. The Company should properly inform clients on the cost of services, procedure of formation and rate of tariffs for transfer of the electric power, payment for technological connection to distributive electric networks, and also, if necessary, on the procedure of pricing in the retail market of the electric power. 
5.1.3 Client-oriented approach is based on systematic interaction with clients, monitoring and analysis of their needs, as well as research of consumers’ opinion on service quality. It includes risks analysis, search of mutually profitable decisions, constructive arrangement and prevention of conflicts. Principle of "feedback" implies the respective alterations in activity of the company in reply to needs and expectations of clients. 
5.1.4 Clients are provided with objective and unbiassed consideration of addresses and complaints in target dates, and also an opportunity of appeal of the decisions. 
5.1.5 Consideration of addresses and complaints proceeds from the principle of conscientiousness of the client. At consideration of addresses of the physical persons representing socially vulnerable categories of the population, and also sole traders and small business, it is considered that the given group of clients does not have legal and technical knowledge in electricity supply issues.
5.1.6 Application of individual attention to consumers, account of peculiarities of each client group – this requirement covers all categories of consumers and implies the individual work with major in respect of consumption volumes accounts, as well as organization of special service for veterans and socially vulnerable groups of the population. 
5.3 Main tasks of client-oriented approach
5.2.1 Creation of internal environment of the company oriented  to a client: 

· structure of unified policy within the company, development of ideology; 

· formation of motivation system for client's grounded requirements support.

5.2.2 Increase of client servicing quality:

· observance of unity of principles of organization of interaction with client;

· development of clients servicing centres in regions (direct reception of consumers), optimization of time expenditures at all stages of formation of interaction with clients;

· achievement of minimal time and optimal price conditions on main kinds of activity;
·  realization of individual approach to a client regardless of technical, economical and social characteristics;

· creation of information environment providing maximal client’s awareness regarding issues of relation with IDGC, as in respect of normative provision with services realization, so as in respect of internal processes of the Company;

· implementation of internal principals of terms and quality of clients’ needs satisfaction control.
5.2.3 Ensure of development of market outlets of technological connection services,  of electric power transmission and of additional services:

· formation of methodology of marketing providing in the Company;

· creation of effective marketing system (of analysis and forecasting of clients’ needs);

· perspective planning system construction;

· creation of system of direct interaction with major clients;

· development of personalized standards of interaction with client.

6. Requirements to process
6.1 Requirements of regulatory documents when working with client 
6.1.1 General requirements of Rules for Technical Maintenance (RTM):

· Regarding employees – obligation to provide reliability and quality of power supply.

· Regarding obligations of power systems – obligation to provide reliability and quality of power supply, clients’ needs in electric power and capacity.

· Regarding requirements to personnel – professionalism and competence of employees.

· Regarding control of efficiency of networks operation – providing of reliability and quality of power supply.

· Regarding technical maintenance, repair and modernization – providing of reliability and quality of power supply, reduction of repair terms, coordination of equipment outages with consumer.

· Regarding production automation – automation of calculations for electric power transmission services.

· Regarding ensuring uniform measurement (including electric power accounting) – ensuring of reliable determination of consumer supplied electricity quantity.

· Regarding operational administration – operational and technological interaction with consumer.

· Regarding work schedules planning – providing of consumer needs in electric power and capacity, effective planning of this need. Construction of mutual relations with a client regarding regulation of load by means of Automatic frequency load shedding, of System of automatic distribution of petroleum products, of temporary cutoff schedules.

· Regarding work schedules management – observance of fixed GOST indicators of quality and electric power.

· Regarding equipment management – interaction with consumer at equipment outage or optimization of repair terms, coordination of repair schemes and schedules.

· Regarding prevention and liquidation of disturbances – maximal reduction of power supply recovery time (maintenance of power supply) at accidents and disturbances.

· Regarding electric power fiscal metering automatic system (EPFMAS) – organization of electric power accounting, formation of technical conditions regarding accounting, automation of accounting and determination of volumes of consumed electric power.

6.1.2 General requirements of Power Facilities Regulations (PFR):

· Regarding categorizing of electric receiving devices of consumer – formation of contractual conditions regarding power supply reliability, support of coordinated reliability level, reduction of time and quantity of cutoffs to coordinated level.

· Regarding electric power quality – ensuring of normalized value of electric power quality indicator.

· Regarding electric power accounting – observance of unified requirements to electric power accounting organization.

6.1.3 General requirements of Law on electric power industry 35 - ФЗ dated 26.03.2003:
· Regarding satisfaction of demand for electric power – uninterrupted operation and reliability.

· Regarding guarantee of electric power – availability and social protection of citizens of the Russian Federation from increase in prices for electric power.

· Regarding obligations of grid company – technological connection when due and providing electric power consumers with information.  Regarding consumer’s rights – right of appeal of payment amount and conformation of fact of proper connection.

· Regarding consumer’s obligations – rules of cancellation of electric power transmission service rendering contracts.

· Regarding obligation of grid company – reliable providing of consumers with electric power.

· General requirements of Law on electric power industry 35 - ФЗ dated 26.03.2003:

· Regarding obligation of grid company – enforcement of consumer’s right for safety, quality etc. with respect to good (work, service).

6.1.4 General requirements of Rules of public services rendering to citizens:
· One of fundamental documents establishing rights, obligations and responsibility of participants of interaction, as well as procedure of public services rendering quality control, procedure of determination of payment amount for public services using  accounting meters and in case of their absence, procedure of recalculation of payment amount for separate kinds of public services during the period when citizens were temporary absent in occupied leaving premises and procedure of payment amount change for public services at rendering of public services of proper quality and (or) with interruptions exciding fixed duration, suspension or limitation of public services rendering.

6.1.5 Requirements of Civil Code of the Russian Federation:
· Regarding consumer’s right for safety of good (work. service).

6.1.6 Requirements of Governmental Order dated 27.12.2004 No. 861:
· Regarding consumer’s right for nondiscriminatory access to the services of grid company.

6.1.7 Requirements of Governmental Order dated 31.08.2006 No. 530:
· Regarding consumer’s right and obligations of grid company at parties interaction at the retail electric power market.
6.1.8 Requirements of law on technical regulation:
· Regarding adoption of technical regulations – adoption of technical regulations providing electric safety, electromagnetic compatibility (observance of electric power quality indicators), uniformity of measurements.
6.1.9 GOST 13109-97 "Electric power. Electromagnetic compatibility of technical devices. Electric power quality standard in systems of power supply for general use ".

· Customer touchpoints – ensuring of observance of electric power quality indicators within limits fixed by this GOST.

6.1.10 Requirements of Electric Power Accounting Rules.

· Regarding electric power accounting organization – observance of unified requirements to electric power accounting organization.

· Regarding electric power accounting maintenance organization – observance of standard requirements to electric power accounting maintenance organization.

6.1.11 Requirements of  Labour protection rights (interindustrial).

· Regarding Personnel training – professionalism of employees,
· Regarding operative servicing – professionalism of employees, providing of maintenance of power facilities by qualified personnel, emergency situations occurrence prevention.

· Regarding execution of works – emergency situations occurrence prevention, quality and fullness of execution of works, safety of execution of work.

· Regarding execution of works of personnel detached for service (e.g. replacement of accounting meters by consumer) – qualified and professional execution of works in consumer’s power facilities observing safety standards.

6.1.12 Requirements of Governmental Order of the Russian Federation dated 21 January, 2004 No. 24 of Information disclosure by the entities of wholesale and retail markets of electric energy: 
· Regarding layout on open access of information about power network services realization – timely and trustworthy publication on official web-site of the Company, on the Internet, as well as in official print publication; qualitative and long-term storage of information on open access.
6.2 Requirements to production and information environment of the process 
6.2.1 General provisions. 
6.2.1.1 There are three types of client servicing in the Company: direct servicing, absentee servicing, which includes interactive servicing of clients. Information from clients comes into the Company by means of specially equipped, dedicated channels. Classification of channels is presented below with specification of ways of information sending from a client to the Company, from the Company to a client:

	Channel of addresses receiving 
	Way of addresses sending/receiving 
	Kinds of addresses 

	Client Servicing Centres 
	Client visit
	Application 
Complaint
Consultation
Response

	
	
	

	Division of the Company
	Post of the Russian Federation, Client visit
Telephone 

Fax
	

	Contact-centre
	Telephone
	

	
	SMS, MMS, Voiced mail box
	

	Internet reception
	                    E-mail
	

	Post of the Russian Federation
	Client visit
	

	Client’s box
	
	


6.2.1.2 At organization of communication channels with clients the following main principles should be observed:
· use of innovations;
· providing of guaranteed technical support;
· providing of guaranteed receipt and processing of received addresses;
· reduction of time expenditures for processing – quick servicing, quick equipment operation, minimization of waiting period; 
· opportunity of actualization  of client base SAP CRM;
· real-time information availability for clients;
· individual approach to client servicing.

6.2.2 Requirements to organization of Client Servicing Centres 
6.2.2.1 CSC are to be organized in the premises which should be located in the maximum accessible place for the majority of population, not longer than at a distance of 500 m from the stops of all kinds of public transport (transport of common use) of urban and suburban traffic.
6.2.2.2 At compelled location of CSC room at the same building where other organizations are located, their mutual planning isolation and autonomous performance should be provided.
6.2.2.3 Premises should have separate outside entrances or, if separate room is located inside the building, it should have independent working schedule. 
6.2.2.4 When choosing premises for CSC location in them the requirements to labour conditions sated in Sanitary Regulations and Standards 2.2.0.555-90, Sanitary Regulations and Standards 2.2.2.542-96, Sanitary Regulations and Standards 2.2.4/2.1.8.562-96, Sanitary Regulations and Standards 2.2.4/2.1.8.055-96 and Sanitary Regulations and Standards 2.2.4.548-96 should be taken into account. 
6.2.2.5 Engineering and technical measures of civil defense and measures on emergency situations prevention should be provided. At engineering the requirements of Construction Regulations 11-107-98, Construction Standards and Regulations 2.01.51-90 and Construction Standards and Regulations II-11-77* should be followed.
6.2.2.6 When choosing premises for CSC location in them measures facilitating access and stay in premises and in building for employees and clients with affects of locomotor apparatus should be provided. Herewith requirements of section 4 of Construction Standards and Regulations 2.08.02-89*, Construction Standards and Regulations 35-01-2001, Construction Regulations 35-101-2001, Construction Regulations 35-103-2001 and Construction Regulations 35-104-2001, as well as planning permission specifying  planning zones, in which such measures should be provided, should be followed. 
6.2.2.7 Equipment, materials and manufactures, which are subject to compulsory certification at use on the territory of the Russian Federation, are permitted to be used at the CSC objects only if there are certificates of conformance to specified requirements.

6.2.2.8 For convenience of organization of CSC the following types of Client Servicing Centres should be classified:

	Category
	Location
	Companies-participants 
	Addresses

	1st category
	Administrative centre of constituent entity of the Russian Federation
	Number of companies-participants >3. 


	Number of addresses,                per month > 1000 

	2nd category
	Administrative centre of municipal entity, city district etc. located nearby centre of a city or over insignificant distance  
	Number of companies-participants ≤3, 
	Number of addresses,                per month >250 

	3rd category
	Administrative centre of municipal entity, city district etc., location does not matter 
	Number of companies-participants <3.
	Number of addresses,                per month >50  

	Addresses receiving office
	Administrative centre of municipal entity, city district etc., significantly outlining area  (region of power networks)
	There are no specialists of other companies-participants 
	Number of addresses,                per month <50 

	front-office 1
	Location corresponds to any from above mentioned requirements 
	IDGC of Centre is companies-participants at the area of other organizations 
	Number of addresses,                per month <50 


Requirements to organization specified in succeeding items are binding for CSC of the 1st category. At organization of CSC of the category lower than the 1st one these requirements are recommended and observed in volume depended on financial ability of Branch (relate to the area of equipped premises only) and applied only by approval of Executive office. 

6.2.3.1 Requirements to territory of parking of motor transport of services consumers:
· Number of places for motor vehicles of CSC clients is recommended to take on the basis of 5 places to one front-office of the company, and for motor vehicles of CSC employees – on the basis of 3 places to 10 workers.

· At allocation of garages, independent heating boiler houses, diesel power stations and other facilities, which are the  sources of environment pollution at the CSC area correspondent town-planning and sanitary requirements specified in Sanitary Regulations and Standards 2.07.01-89*, Sanitary Regulations and Standards 2.1.6.983-00, Sanitary Regulations and Standards 2.2.1/2.1.1.1031-01 and Sanitary Regulations and Standards 2.2.4/2.1.8.562-96 should be followed.

6.2.3.2 Requirements to volume-planning and constructive decisions of CSC buildings:
· Premises for direct servicing provides unhindered access of visitors, including handicapped citizens. If there is no opportunity to equip premises in a proper way, then home-based servicing of invalids and handicapped persons (for execution of documents certificating rights for electric power payment privileges using and for other issues solving) is organized or another way of providing of servicing accessibility is used.

· Width of corridors is determined by requirements to evacuation routes and by conditions of transportation of values, materials, furniture and equipment. Herewith it should be at least 1,4 m for new construction and at least 1,2 m – at reconstruction.

· Office premises of CSC buildings should be projected with account of measures on noise protection according to the requirements of Sanitary Regulations and Standards II-12-77 and Standard of Council for Mutual Economic Assistance 4867-84.

· In order to reduce in summer period the loads on conditioning it is recommended to place regulated shading devices, including inter-glass blinds, on windows.

6.2.3.3 Requirements to composition of Client Servicing Centres premises 

· Functional and planning zonation of CSC buildings should provide the minimal length of technical routes of moving of documents, values, employees and visitors, should correspond to the fixed procedure of transfer, storage and processing of values, as well as to zonation according to access limitation.

·  Collocations of working area should provide their convenient interrelation for operative exchange of documentation, as well as for reducing of length of computer lines and routes of tube transfer system in cases of its use.

· composition of Client Servicing Centres premises is divided into following functional groups:

Entrance, which includes:

· Forevestibule  -  administrator’s room designed to brief communication of employees (administrators) of CSC with visitors. It should be equipped with counter for administrators, with separate telephone sets capable to redirect calls, with personal computers, multifunctional copy-print device and with fax. Area of forevestibule is recommended to take on the basis of calculated number of employees of 0,06 sq. m. per each employee plus 10 sq. m. Area of vestibule is recommended to take depending on calculated number of employees on the basis of 0,15 sq. m. per each employee plus 30 sq. m.
· Guard post for security protection of CSC – composition and areas of rooms of CSC security service are determined by technical requirements on the basis of 3 sq. m. per person. Area of room of console security services and guard of an object should be taken depending on composition of set equipment but not less than 15 sq. m. each. Guard post rooms at entrances into the building should have area at least 3 sq. m. per one sentry. Entrance into the guard post room should be provided from zone with limited access.

Accounting and operational site includes:

· Customer service area – service zone of customer service area where employees service clients is separated from zone for clients by barrier. Barrier is recommended to make with horizontal panel 0,4-0,5 meter wide and at a height of 1,15 meter from the floor. Glass enclosure with windows or slits for surrender of documents may be set down over the barrier. For the purpose of stronger clients’ information protection the places alongside the barrier for clients servicing is recommended to separate from each other by screens 1,8 meter high with sound-absorbing finish.

Area of service zone in customer service area should be taken on the basis of not less than 6 sq. m. per each employee working in this zone. Area of waiting room as well as zones fro clients in customer service area is recommended to take on the basis of 6 sq. m. per each employee servicing clients directly. It is reasonable to place the rooms for work with clients on the ground floors of CSC and to organize the separate entrance for clients for the purpose of convenience of work with clients.

In rooms for work with clients there should be information stands, including stand indicating Plan-scheme of allocation of work seats of employees receiving clients. 

 It is recommended to have client acoustic informing system in CSC and to use this system in periods of information campaigns. Length of one sound massage should not exceed 5 minutes.

Room for work with clients is recommended to be equipped with tern control electronic system, light information display (video screen with information). Light information display is placed in CSC not far from entrance into the premises, where client receipt is held, at a high of at least 2,2 meter from the floor in such a way in order to provide observance of information  to maximum possible number of clients. Information on light information display may be presented as scrolling text.

The places for reception waiting should be equipped for clients having chairs, tables (counters) for opportunity of documents execution.

· Office premises – office premises for CSC employees work include offices and common work rooms of employees of structural divisions. 

· Utility and service rooms. 

Files of documents should be stored in separate rooms provided with convenient routes for evacuation of documents in emergency situations. Calculation of needed area of archive is carried out with account of specified calculation period of full filling of archive-storage, with account of normalized volumes of available funds (without account of documents, which are subject to write-off), with account of forecasted rates of their growth due to difference between accessions and normative write-offs, specific composition, established way of storage and used equipment. Volume of storage should be specified, as a rule, in nominal units, used in Construction Regulations 426-82.

Composition and areas of manufacturing supplies (office machines, repair parts, consumable and packing materials etc.), requirements to their equipment are determined by technological task depending on calculated volumes of supplies. Herewith area of storage room of office stationary should be provided on the basis of at least 0,1 sq. m. per each employee of calculated number plus 4,5-6 sq. m. per zone of receipt, processing and issue of materials.

Eating rooms should be provided in CSC buildings with calculated number of employees to 10 persons, if number of employees exceeds 10 persons then buffet should be provided. Areas of eating rooms are recommended to take on the basis of at least 0,8 sq. m. per each person services in this room, but not less than 12 sq. m. for main personnel and 8 sq. m. for service personnel (in case of buffet organization). Number of places in buffet should de determined on the basis of one place per four employees. Composition and areas of rooms should be accepted according to regulatory and procedural documents on engineering of catering facilities.

Number of places in rooms for meeting and negotiations is taken according to planning permission and should not exceed, as a rule, 10 % of calculated number of employees plus 15 places. Area of such rooms is determined on the basis of at least 2,7 sq. m. per 1 place at use of audiovisual means of information and at least 2 sq. m. if there are no such. At least 1 sq. m. should be provided per each additional place without table.

Number of lavatories in building is determined depending on number of employees and percentage of men and women, and should be less than two. 
· Engineering and technical rooms.

Area of common work rooms for operators should be determined on the basis of at least 6 sq. m. per one work place with account of equipment of individual work places with personal computers. Composition and areas for central devices of local networks of computers, means of communication are determined by technical task. When calculating needed area of rooms one should base on technical requirements to assembly and operation of equipment and on the following calculated indicators of area per one individual work place in the room - 6 sq. m.
6.2.3.4 Requirements to protection of rooms and inventory unit of CSC 
Requirements to protection of building in whole
· Distribution of rooms according to zones of access limitation is a determinative criterion when choosing technical security equipment used for their protection. Herewith additional factors such as number and categories of indoor material values, scale of negative consequences of possible infliction of harm, the most probable directions and penetration technique etc. should be taken into account.

· Number of entrances into building should be minimal and should meet functional and evacuation requirements.

· Exits from staircases into attics and roofs should be equipped with protective signaling and doubled-up doors or hatches with additional brush guard. Door or hatch cover set up outside should correspond to the IInd class of resistance to break according to GOST Р 51224-98, inner door – to the Ist class. Brush guard of hatch should be made from bars of reinforcing steel with diameter of at least 16 mm forming cells of not more than 150 х 150 mm size welded in crosses.

· Episodically used service and emergency evacuation exits should be equipped with doubled-up doors or anterooms and protective signaling. Outside door should correspond to the IInd class of resistance to break according to GOST Р 51224-98, inner door – to the 1st class. Door glazing should be protective of the class not lower than Б2ХЛ according to table 5 of GOST Р 51136-98.

· Service entrances used for delivery of cargo are made as loader gates, which sizes are determined by concrete value. Outside door and envelops of loader gates should correspond to the IInd class of resistance to break according to GOST Р 51224-98, inner door – to the 1st class.

Requirements to protection of information kept in CSC rooms 

· Engineering and technical measures on information protection should be provided according to effective regulatory documents of the State Technical Commission attached to the President of the Russian Federation. 

Rooms, in which meetings and negotiations with discussion of data of restricted distribution are supposed to be held, as well as rooms, in which financial and economic operations are planned to be carried out (hereinafter referred to as protected rooms) should meet the following requirements:
Fire prevention requirements 
· Fire prevention measures are provided in accordance with the requirements of Construction Norms and Regulations 21-01-97*, Construction Norms and Regulations 2.08.02-89*, Fire Regulation 110-99, Fire Regulation 88-2001, current norms as well as other existing regulatory documents in the part of the requirements that are not comprised by them. Fire resistance rating of buildings must be not lower than II according to Construction Norms and Regulations 21-01-97*.

· All premises (including corridors and halls) are to be equipped with automatic fire-alarm system, except for premises with wet technological processes.  Necessity of protection of buildings, constructions, premises and equipment by automatic fire-extinguishing installations should be determined in accordance with the requirements of Fire Regulation 110-99, Fire Regulation 88-01.  
· The centralized automatic fire-alarm system and alarm system of other crisis situations should be provided in buildings of Client Servicing Centre. At engineering of these systems it is necessary to be governed by the requirements of GOST (State Standard) 12.1.004-91 and Fire Regulation 104-95.

· Smoke protection of premises should be designed in accordance with the requirements of Construction Norms and Regulations 2.04.05-91.

· Escape routes as well as location of emergency exits are to be designed in accordance with Construction Norms and Regulations 21-01-97* and Construction Norms and Regulations 2.08.02-89*. 
· Fire prevention requirements to built-in automobile parkings should be accepted in accordance with Construction Norms and Regulations 21-02-99.

Requirements to equipment of Client Servicing Centre
· At equipping of work places it is necessary to adhere to the requirements of GOST (State Standard) 12.2.032-78: Occupational safety standards system. Work place, when working seated. General ergonomic requirements. Requirements to equipment, furnishing and office supplies of Client Servicing Centre are given in the following tables.

· Requirement to equipment
	Personal 

computer
	 1 PC per each employee of Client Servicing Centre
	Each computer must be connected to electric network using uninterrupted power supply, must have input means (keyboard, mouse) and monitor.

For personal computers of employees it is necessary to provide support of access to network of Client Servicing Centre

	Laser multifractal machine (printer-copier-scanner)
	at least 1 machine per sector + 1 machine for the Director of Client Servicing Centre +1 machine available for all employees
	Machine must ensure printing (copying) velocity at least 12 pages per minute in black and white mode.

Machine must be connected to the local network of Client Servicing Centre and ensure printing from any PC of Client Servicing Centre.

	Telephone apparatus 
	at least 1 telephone apparatus per employee 
	Telephone apparatus must support capabilities of installed mini-АTS: call diverting, line holding and conference-communications as well as number identification

	Fax
	At least 1fax per CSC 
	Access to fax for sending of massages should be provided to each employee. Documents incoming by fax are received centrally by responsible employee. It is recommended to use specialized computer applications for sending of incoming faxes by e-mail of employees.

	Network equipment
	according to the project
	Network equipment should provide connection between all computers and servers of the CSC network at a speed of at least 100 Mb/sec.

	Server
	at least one server
	Server should provide reliable keeping of CSC data, support of server end of SW used in work of CSC, and providing access to them from computers of inner network of the Centre.

Obligatory requirements: processor, having not more than 2 cores, operating on a frequency of at least 2 gigahertz; at least 4 gigabyte of RAM; RAID with hardware mirroring, uninterrupted power supply providing offline work of server during 30 minutes after cutting-off  of voltage supply and allowing to complete work without loss of data in automatic mode safely.

Connection of server to inner network of CSC is recommended at a speed of at least 100 Mb/sec. It is necessary to perform daily backup of information onto external media or clouds. In case of technical capability (CSC is in the same building as the branch) the use of server equipment of the branch is permitted.

	Paper shredder  
	1 shredder
	Capacity of tray for waste is at least 30 liter, noise intensity not more than 50 decibel. Shredder is recommended to place outside the customer service area.

	Wall electronic clock
	At least 1 clock per each room of client zone 
	Size of display at least 40x15sm

	Table-lamp, personal
	if necessary 
	


· Requirements to CSC furniture 
	Work table with pedestal 
	At least  1 per each employee 
	Table should have standard size, meet general requirements of ergonomics, have key-locked drawer pedestal.

	Office armchair 
	1 armchair per each employee 
	Armchair should have elbows, regulated back, adjusting for height

	Wardrobe
	At least 1 per 4 employees 
	Wardrobe should provide placing of outer garments and headwear of at least 4 employees.

	Filing cabinet
	At least 1 per 4 employees
	Filing cabinet should contain key-locked pedestals for documents keeping 

	Chair for visitor 
	At least 1 per each work place intended to receipt of visitors. At least 1 per each  2 persons in turn
	Semisoft

	Table for visitor 
	At least 2 per CSC 
	

	Safe
	At least 1 per CSC
	

	Pedestal for office machines
	1 pedestal per each unit (excluding those having built-in pedestal)
	

	Wall information stand 
	At least two stands.
	Intended to placing of information materials

	Information stand – calendar
	
	Intended to informing of clients about the date and day of week.

	Computer with  access to web-site of the company 
	1 computer 

(at financial capability)
	Intended to placing of information materials, opportunity to put in an interactive application to the company 


· Office stationery
	Office set
	At least 1 per each employee
	Standard set: pen, pencil, rubber, pencil sharpener, line, stapler, puncher.

	Calculator
	1 calculator per employee 
	

	Documents rest
	At least 2 per employee 
	

	Information table-stand, revolving 
	At least 2 per each table for Client  
	Intended to placing of information materials, specimen for documents filling in etc.

	Waste-paper basket 
	At least 1 per each work place. At least two per each Client table 
	


6.3. Requirements to organization of Contact-Centre.

6.3.1 Tasks of Contact-Centre.

· Acceptance and processing of incoming calls, including those using interactive voice menu with the capability of automatic informing of clients.

· Identification of incoming call and providing any necessary information to a certain client, including that in automated mode. 
· Automated ring round of clients with providing of necessary information.

· Acceptance and processing of interactive addressing.

· Automated notification of clients by means of SMS/MMS

· Polls and questioning of clients by means of communication channels used by contact-centres (voice, on-line, SMS/MMS)

· Acceptance of addresses with their further processing at voice mail box of contact-centre
6.3.2 Requirements to technical equipping of Contact-Centre 
· Technical capability to accept all incoming calls 
· Application of IPCC when accepting incoming calls 
· Technical capability of interactive voice menu IVR

· Technical capability of auto-informer (organization of automated ring round of clients)

· Technical capability relating to organization of service on acceptance of client applications on brief mobile number and by e-mail (SMS and e-mail applications) 
· Technical capability relating to organization of automated notification of clients by means of SMS/MMS
· Technical capability relating to organization of voice mail boxes.

· Intelligent call routing system ICM (on the basis of collected and available data on a client, relating to overloading of line and operators – call addressing on optimal route – dynamic management of call priority in the line, routing on the basis of operator’s knowledge level, conditional call routing, call routing on the basis of data received from CRM system etc.)

· Technical capability relating to distribution of incoming calls according to addressing subjects.

· Integration with information systems of the company. 
· Integration of restraint system of processing and accumulation of calls with call acceptance infrastructure – CTI – integration (automatic number identification, subscriber identification etc.)

· Statistic platform for tracking of contact-centre work parameters – record system module (number of calls (accepted, missed, declined), waiting time, number of calls waiting, tracking of client’s addressing to contact-centre).

· Confidential data protection system.

· Talk recording system.

· Reserve communication channel.
· Multi-media call servicing system.

6.3.3 Requirements to Contact-Centre work quality.

· Answer to call:  80% of calls must be accepted within 20 seconds, 20% - within the subsequent 100 seconds.

· Optimization frequency IVR – at least once per 3 months.

· Depth of readdressing by an operator – not more than 2

· Processing percent of absent call processing– 70%

6.3.4 It is necessary to be governed by the requirements listed in the paragraph 6.2, when choosing and equipping premises for Contract-Centre work.
6.4. Requirements to Internet-reception organization. 
6.4.1 Internet-reception is used to ensure transparency of the company’s actions, when rendering services.
6.4.2 Entrance in Internet-reception is to be performed from «Clients» section at Web-site of IDGC of Centre, JSC.    

6.4.3 Internet-reception must contain not more than 4 levels of tabbed pages. Type structure of Internet-reception implies the following main opportunities:
· To forward address to the Company by means of filling-in of certain electronic forms.

· To obtain consultations in on-line mode by means of instant messaging.

· Client’s personal access to history of interaction with the Company.
6.5. Requirements to organization of  other channels of communications with 
clients 
6.5.1. Client’s mail box means a box for written correspondence acceptance - address, client opinions, questionnaire. Places of location of client boxes are different, as a  whole they are places of mass collection, such as large trade centres, post office, MFC (multifunctional centres) etc. The box must be made of water- and fire-resistant material. Registration of the box must comply with the requirements of business style and color of the Company. Logotype and name of the Company, telephone of “direct line of power engineers” must be indicated at the frontal part of the box. 
6.5.2. Collection and processing of written correspondence from client boxes are performed by employees of client services division.

6.5.3. Standard of collection frequency of written correspondence from client boxes is at least once per month, however it depends directly on purposes of client box application:

· acceptance of addresses with further execution of contract relations – once per week;

· questioning is admitted on the last day of the term of questioning completion providing that the whole questioning term does not exceed 1 month.

6.5.4. In order to save correspondence the volume of correspondence must not exceed 500 addresses, size 210 х 297 mm (format of 1 sheet is А-4), in case of addresses to the Company, which contain more than 1 sheet (enclosures), total number of addresses must not exceed 100 addresses /box. Hole for address acceptance must be 230 х 10 mm, that is to pass correspondence in the volume at least 10 sheets.

6.5.5. Frequency of collection, exchange, transportation and delivery of correspondence in nature and man-made emergencies are determined in accordance with the requirements of the Regulation of the Government of the Russian Federation N 895 dated December 31, 2004 «Approval of the Regulation of priority use as well as suspension or restriction of use of any communication networks and means during nature and man-made emergencies».

6.6. Requirements to ethics of communication with client when addressing the Company 
6.6.1 General principles of business etiquette 
6.6.1.1 Rules of business etiquette are not absolute – they are intended to that they are applicable in each certain case basing on the situation. Respect to client, common sense and efficiency of employee’s behavior are unchanged in any situation. An employee represents the Company and the Company’s attitude to a client in the person of himself.
6.6.1.2 Elementary rules, which an employee is to comply with:

· An employee must service a client immediately and qualitatively;

An employee must strive to provide client with maximum emotional comfort. Courtesy, tactfulness, politeness, kindness and calmness are absolute components 

· of high culture of an employee’s communication with clients. An employee should use the word «thank you» and «please»;

· An employee always greets a client first;

· Address to a client according to gender – «man»/»woman» is excluded;

· In the course of communication an employee addresses to a client by name and patronymic and uses the pronoun «You» irrespective of his/her age and social status, this emphasizes polite and respective attitude of the Company to a client.

6.6.1.3 Each client requires attention. An employee treats all clients calmly and distantly politely irrespective of personal sympathy and antipathy. 

6.6.1.4 An employee must respect a client’s point of view irrespective of the fact whether he shares it or not. To impose views, to ignore a client’s replies is not permitted.
6.6.1.5 Special attention should be paid to work with complaints of clients:

6.6.1.6 an employee should listen to a client carefully and express readiness to take in the occurred situation;

6.6.1.7 an employee must mandatory fix the complaint.

6.6.1.8 When communicating with a client an employee must use foreign words or professional terms moderately and only in cases he is sure that a client understands him absolutely. Use of vernacular or vulgar expressions is forbidden. 
6.6.1.9 When interacting with a client an employee must not provide misleading information or disorient him/her in other ways.

6.6.1.10  If an employee is completely sure in accuracy of information provided to a client, he should to recheck it. If significant period of time is necessary to find out details, an employee should propose a client to connect once more to obtain information (in this case to specify exact time) or propose alternative channel to obtain information.

6.6.1.11  To avoid accidental providing of misleading information an employee is not entitled to consult a client on issues requiring professional knowledge, which is beyond his/her competence.

6.6.1.12  If an employee does not possess necessary competence to solve problem of a client that applied to him, an employee must:

· to involve competent specialist to satisfy a client’s problem;

· to specify search direction (to provide inquiry service telephone number, name of organization etc.).

To say and hint a client that his/her problem is insignificant, and moreover to compare him/her with other client is forbidden.

6.6.2 Business etiquette when servicing clients directly 
6.6.2.1 Personal communication with a client is the important element of the corporate culture of the Company. 
6.6.2.2 When directly service an employee must do his/her best of maximum service efficiency expressed by minimum number of active contacts.
6.6.2.3 An employee must study out a client’s problem completely and propose optimum alternative to solve it for a client is not to apply once more. 
6.6.2.4 Discussing vital and disputable issues an employee must:

· Obtain confirmation whether a client has understood him/her. Repeating key phrases of conversation it is necessary to make sure that the parties came to agreement in respect to further client’s actions.

· Obtain confirmation whether a client has understood him/her. In case of hesitation to clarify understanding by rephrasing key phrases.

6.6.2.5 It is recommended to provide a client with information important or complicate to remember in writing. Lists of documents, date of the next visit, Call-centre telephone number are given in writing.
6.6.2.6 An employee should express kind attitude to a client by his/her communication manner, way of greeting, smile etc. 
6.6.2.7 At the end of conversation an employee should say thank a client for visit.

6.6.2.8 Norms and regulations of official etiquette demand from an employee to refrain from:

· talk by phone ignoring presence of a client;

· drinking alcohol on the day before or during fulfillment of official duties;

· organization of feasts devoted to holidays, memorable dates in official premises and participation in them;

· taking drugs, drug containing and psychotropic substances and medications, excluding cases of official medical prescription;

· smoking in social places;

· relations and doubtful contacts with people, who have negative public reputation, criminal past and present.

6.6.2.9 At fulfillment of tasks at a consumer’s object Rules of official behavior demand from an employee:

· to use material and immaterial resources at his/her disposal only for official purposes;

· to express delicacy and attention to clients, especially to old people, women, children, handicapped people;

· not to allow negligent attitude to items and personal belongings that are of importance and value for citizens, when conducting work in living quarters.
6.6.2.10  When contacting consumer, complainant, in particular, directly, an employee should:

· speak to a consumer calmly, confidently and resolutely without psychological pressure;

· find appropriate tone to defuse tension, to show a complainant his/her impartiality;

6.6.2.11  An employee, who fulfills duties under extreme conditions incurred by terrorist attacks, natural disasters, catastrophes, epidemics, accidents and other extreme situations, should:

· express high moral and psychological stability, watchfulness, activeness, being ready for effective actions under any circumstances;

· observe by himself/herself and to demand others to observe legality and law order, to restrain attempts of robberies, pillaging, theft of property of IDGC of Centre, JSC and personal property of citizens;

· act confidently and in cool blood under panic conditions, mass disobedience to public authorities, mass disorders;
· be maximum provident, tactful and emotionally restrained, when communicating with people, especially with those injured in consequence of emergency circumstances.

6.6.2.12  When exercising monitoring and checkout in the course of inspection, verification checkouts of accounting devices, an employee is prescribed:

· to represent the Company worthily, showing exactingness, grit, adherence to principles together with correctness, modesty, respect of a consumer’s dignity;

· to value a checked person fairly, objectively and competently, excluding influence of preconceived views and opinions;

· to refrain from feasts, unacceptable courtesies, superfluity in everyday life, veiled briberies in the form of presents or gifts offered in the course of checkout.

6.6.2.13  The following is not acceptable for an employee: 
· hurriedness in decision taking, neglect of moral standards, use of means that are not comply with the requirements of the law, ethical principles and standards;

· provocative acts connected with incitement, seduction, inducement to offence directly or indirectly;

· disclosure of facts and circumstances of private life come to knowledge in the course of work;

· selecting approach when taking measures relating to offenders;

· indifference, inactivity and passivity to prevent and terminate illegal acts.

6.6.2.14  Emergency circumstances can not be an excuse for violation of law or any treatments mortifying pride.

6.6.3 Appearance and dress code of an employee interacting with a client.

6.6.3.1 Dress of an employee, who interacts with a client, must be clean and tidy, color should comply with that approved by brendbook of the Company. 
6.6.3.2 Shoes of an employee must be with closed toes, on not high stable heels (for women). Sport or beach shoes are not permitted.

6.6.3.3 An employee, who contacts with clients, must wear a badge within the whole working day. 

6.6.3.4 A badge contains name of the company, full name and position of an employee.

6.6.3.5 Makeup and hair are in business style, perfume is not too strong.

6.6.3.6 Dress can be added by different accessories and few quiet decorations.
6.6.3.7 Worthy appearance of an employee ensures moral right to self-respect, contributes confidence building of citizens to the Company, influences on behavior and acts of people.
6.6.3.8 An employee of a branch, who is prescribed to wear uniform in accordance with internal organizational and administrative documents, should:

·  maintain it clean and tidy, fitted and ironed;

· maintain pattern appearance that inspires respect of colleagues and consumers;

· keep to healthy life style, observe rules of private and public hygiene.

6.6.4  Business etiquette during telephone conversations
6.6.4.1 Telephone conversations are important element of the corporate culture of the Company. An employee, who answers telephone call, forms the corresponding image of the company in the eyes of clients and partners.
6.6.4.2 It is necessary to answer incoming telephone call promptly not later than the third signal.
6.6.4.3 When making outcoming call, an employee must terminate attempts to connect after the fourth signal of telephone apparatus.

6.6.4.4 An employee should hold telephone conversation in such a way for the problem of each client to be solved and he/she has favorable impression about the company.
6.6.4.5 Due to peculiarities of telephone communication an employee must pronounce words distinctly for a client to hear and understand them well.

6.6.4.6 An employee should control temp of his/her speech, because too fast or slow speech complicates conversation. 
6.6.4.7 It is recommended an employee to use techniques of active listener supporting permanent contact with conversation partner by means of words and interjections.

6.6.4.8 If an employee is not sure that he/she has heard anything in telephone talk correctly, he/she should ask a client again to avoid misunderstanding.

6.6.4.9 An employee must be laconic, precise, when giving information, not use needless words, make long pauses. Telephone talk must be informative, but brief.

6.6.4.10  If an employee can not answer a client’s number at once, it is recommended to write down a client’s telephone number and call him/her back. 

6.6.4.11  It is prohibited to confide business and problems of colleagues to telephone conversation partner, to comment their actions.

6.6.4.12  It is not recommended to hold telephone conversations by means of speaker phone. 

6.6.4.13  If a client holds on line, an employee should not talk to other employees or clients in the office. It is necessary to turn on music foe a client, when holding the line, if there is corresponding technical device.
6.6.4.14  At the end of conversation an employee is to thank a client for a call.
6.6.4 Business correspondence ethics 
6.6.5.1 Business correspondence can be conducted either by means of ordinary mail, so e-mail. 
6.6.5.2 When sending a letter by mail of the Russian Federation, a letter is registered according to record management instruction approved by the order of IDGC of Centre, JSC.

6.6.5.3 When sending a letter by e-mail, an employee always indicates briefly its subject.

6.6.5.4 Size of a letter should comply with nature of conversation: if an employee just answers a question, he/she should make it briefly and to the point.
6.6.5.5 It is necessary to begin a letter with address to a client by name and patronymic.
6.6.5.6 It is recommended to give brief contents of the received inquiry, when answering.

6.6.5.7 An answer should not contain references that reflect problems of power companies (absence of financial assets, personnel etc.), which dissatisfy a client, inexact and indefinite terms, or terms for consumer problem solving that exceed one year.

6.6.5.8 An answer is signed by a person, to whose name a client’s address has been received. 

6.6.5.9 Signature should identify an employee (full name, position, subdivision, name of the company) and contain data on alternative communication channels (e.g. telephone or fax).

7. Requirement to business-processes relating to support of the Company’s client-orientedness principles 
7.1 Classification of clients.

7.1.1 Classification of clients is the prime instrument for forming of the company’s behavior concept in relation to a client as well as building of efficient communication with him/her for the long-term work. 

7.1.2  Basic principal distribution of clients is classification of clients according to services rendered by the Company – service on electric power transportation (e/p transmission), service on technological connections of power installations of an applicator to electric grids of the Company as well as on additional services.  It is connected with various specificity of service rendering  procedure as well as requirement of the existing law of the Russian Federation that obliges to keep separate account of primary (governed) activities of the Company. Within the frameworks of each service it is necessary to determine target audiences that allow performing the further classification according to client groups. Basic distribution of clients is their business activity allowing to determine the following target audiences: 

· Prospective client;
· Primary client;
· Permanent client (long-term);
· One-time client;
· Missed client.

7.1.3 In the determined target audiences classification of clients according to a client’s importance for the Company is significant as well, which is divided:

· according to volumes of consumed services rendered by the Company, the classification is applicable at planning, tariff formation and other processes of activity.

· according to possible profit (income, turn-over) potential for the Company, classification, determining solvency of a client. 

· according to a client’s loyalty that allows determining from client base: clients trusting us, who are ready to maintain long-term relations with us without point control; clients, who react positively to changes in the Company (either internal, so external); clients informing us of drawbacks in our work, first of all as persons interested in high quality of provided services. 

7.1.4 When developing definite measures on loyalty formation, there can not be similar approaches and clichés for different clients. Development of unique programs adapted for a client allows achieving success. 

7.1.5 Monitoring of client’s satisfaction is important element to support client’s loyalty: 

· Satisfaction with client servicing level (communication ethics, personnel competence level, time of reaction on address, equipping level of communication channels)

· Satisfaction with service rendering quality (planning of activity in relation to a client, quality of performed works, speed of work performance etc.).

7.1.6 The next principle of distribution of clients according to groups is «feedback» - key element of business systems, which is subdivided into active – a client’s connection with the Company with expressing of his/her opinion on services rendered by the Company, and passive – connection of the Company with a client to obtain his/her opinion on rendered services. Using feedback the Company can control its progress in targets, make future forecasts, adjust its goal to achieve them by more efficient way. 

7.1.7 For convenient collection of forecasted information, forming future development plans, client base is divided into two primary segments – individuals, legal entities, and it is classified:

· according to territorial basis – region, city, district, village;

· according to industries;  

· according to client inquiries; 

· according to financing source – state-financed organizations (city, region, federal), organizations with mixed budget, non-budgetary organizations. 

7.1.8 In accordance with specificity of needs consumers are divided into four categories: 

· consumers – individuals; 

· socially important consumers – legal entities. These are consumers of the first category of electric power supply reliability, supply interruption of which can result in danger to life and health of people, treat to state security. They are medical institutions, communication organizations, housing and utilities items, ventilation items, water drainage and basic lifting devices of coal and mining organizations, underground system etc.;

· large consumers, which are important owing to power supply volumes. They are often consumers of the second electric power supply reliability category, supply interruption of which results in unacceptable violations of technological processes of production; 

· consumers – legal entities, which relates to small and middle business. This group includes consumers of the second electric power supply reliability category as well. 
7.2 Service on electric power transmission:

7.2.1 Sales companies: 

· Power sales organizations – organizations, which primary activity is sale of produced or purchased electric power to other persons 
· Guaranteed supplier (GS) is a participant of wholesale and retail electric power markets, which is liable to conclude contract with any consumer applied to him located within the limits of its activity zone. 
7.2.2 Territorial grid organizations (TGO) are renderers of communal services that purchase electric power to render communal services to citizens.

7.2.3 Power supply organizations – commercial organization that sales produced and (or) purchased electric and (or) thermal power to citizens irrespective of its organizational and legal form, in this case PSO are permitted to combine either technological functions of production, transmission and distribution of electric power, so functions of electric power sales conducting activity.
7.2.4 Ultimate consumers of electric power are consumers that on property right and (or) another legal ground hold power receiving installations and (or) electric power items technologically connected to electric grid according to the established procedure:

· Individuals – citizen-consumers that purchase electric power for personal, family, domestic and other needs, which are not connected with entrepreneur activity
· Legal entities, which volumes of consumed electric power in the profit of the Company amount to less than 1%.
· Legal entities, which volumes of consumed electric power in the profit of the Company amount up to 5%.
· Legal entities, which volumes of consumed electric power in the profit of the Company amount to 10 % and more.

7.3 Service on technological connection of power installations of a customer (consumer) to electric grids of the company.

7.3.1 Individuals of connected capacity:

· up to 15 kW, inclusive for household needs according to the 3rd category
· up to 750 kVA
· above 750 kVA.

7.3.2 Legal entities of connected capacity:

· up to 15 15 kW, inclusive according to the 3rd category
· up to 100 kW, according to the 3rd category
· up to 750 kVA 

· above 750 kVA.

7.3.3 Temporary customers for the term up to 6 months -  up to 100 KW.

7.3.4 Customer connected by means of re-distribution of capacity: 

· from 100 kW up to 750 kVA 

· above 750 kVA.
7.4 Requirements when organizing interactions with clients 
7.4.1 Acceptance, account, registration of addresses are performed in accordance with the requirements of controlling documents of the Company. 

	Acceptance of addresses of clients 

	Channel
	Working time
	Servicing time 

	Client servicing 

centres 
	Visiting days/hours – Working time
	Visiting time - 30 minutes

	Contact - Centre
	Visiting days/hours – twenty-four-hours
	Visiting time – 20 minutes

	Internet - Reception
	Visiting days/hours – twenty-four-hours
	Visiting time – as necessary 

	Mail
	Visiting days/hours – Working time
	Visiting time – as necessary

	Electronic mail (E-mail)
	Visiting days/hours – Working time
	Visiting time – 20 minutes


7.4.2  Account and registration of addresses is carried out by means of automated mechanism for management of relations with clients intended to maximum research of potential of each client for the benefit of the Company – SAP CRM and Synergy Center.

7.4.3  CRM concept implies regular collection and analysis of information regarding each client irrespective of its territorial relation. CRM configuration must allow: 

· to save complete contact information on counterparts and their employees, history of interaction with them;  

· to notify clients of future measures automatically;

· to plan working time and control working plans of employees; 

· to plan future transactions with potential clients; 

· to use personalized approach to needs and requirements of each client; 

· to register each address of a potential client and in future to analyze client attraction interest rate; 

· to control operatively state of contracts planned to be concluded;

· to conduct integrated analysis of relations with clients. 

7.4.4 Address processing procedure implies registration of documentation necessary for a client within the terms fixed by the law as well as the terns provided by this document.

	Terms of client address processing

	Subject of address
	Applications
	Complaints 
	Consultations
	Opinions

	Technological 

connection
	15 days
	10 days
	20 minutes 
	20 minutes

	Electric power 
quality 
	-
	15 days
	30 minutes
	20 minutes


	Power accounting 

meters 
	15 days
	10 days
	20 minutes
	20 minutes

	Disconnection planned
	-
	1 hour
	15 minutes
	20 minutes

	Disconnection accidental, emergency
	-
	20 minutes 
	10 minutes
	20 minutes

	Damage
	-
	10 days
	30 minutes
	20 minutes

	Service maintenance
	-
	3 days
	5 minutes
	20 minutes

	Technical servicing 
	15 days
	15 days
	20 minutes
	20 minutes

	Outdoor lighting 
	10 days
	10 days
	30 minutes
	20 minutes т

	Conclusion of direct contracts 
	30 days
	15 days
	30 minutes
	20 minutes

	Electric power embezzlement 
	10 days
	-
	20 minutes
	20 minutes

	Supplementary services 
	10 days
	5 days
	30 minutes
	20 minutes

	Transfer of grids
	10 days
	10 days
	30 minutes
	20 minutes

	Questions of cooperating organizations
	5 days
	10 days
	20 minutes
	20 minutes


	Informing of a client

	On change of regulatory-legal (legislative) base
	by means of Client Servicing Centres 
	Broadcasting of presentation 

material 
	7 working days next to official publishing of changes 

	
	
	Training seminars 
	30 working days next to official publishing of changes

	
	
	Organization 

of roundtables 
	60 working days next to official publishing of changes

	
	by means of             Internet – Reception (the Company’s Web-site)
	Publishing of regulatory-legal act
	5 working days next to official publishing of changes

	
	
	Broadcasting of presentation 

material
	7 working days next to official publishing of changes

	
	
	Publishing of standard form contracts 
	annually

	
	by means of mass media
	article relating to change of service rendering procedure on  technological connection 
	30 calendar days next to official publishing of changes 

	On change of cost for rendered services 
	by means of Client Servicing Centres
	Broadcasting of presentation 

material
	7 working days next to official approval 

	
	by means of             Internet – Reception (the Company’s Web-site)
	Placing of cost indicators in a form available for understanding 
	5 working days next to official approval

	
	by means of mass media
	Publishing of the document approving fixed tariffs
	5 working days next to official approval


	On issues of execution (signing) of the technological connection contract 
	by phone calling of clients 
	Informing on missing data 
	6 working days next to the application receipt 

	
	by postal communications 
	Client informing on document preparedness 
	1 working day next to contract signing 

	
	by      

 E-mail
	Specification of information by a client concerning the intention of signing of offered documents 
	15 calendar days next to the official sending 

	
	by  SMS – informing 
	Receipt of client’s estimation relating to servicing 
	within 10  calendar days next to the execution of documentation 

	On results of performance of obligations under technological connection contracts on the part of grid company 
	by      

 E-mail
	Informing on  performance of obligations under technological connection contract
	5 working days next to the supporting document signing

	
	by postal communications
	Receipt of client’s estimation
	within 10 calendar days next to the service rending 

	On issues of current, planned capacity reserve / capacity deficit 
	by Internet-Reception   (by web-site of the company)
	Placing of data on power supply 35 kv and more
	Quarterly renewal  

	On planned limits (switching-offs) of electric power 
	by Internet-Reception   (by web-site of the company)              
	Placing of data with division with respect to territory
	till the 30th of the month prior to planned one

	
	by phone calling of clients
	Disclosure of client interested information under the condition of official confirmation of necessity   
	according to confirmation

	
	by postal communications
	Informing according to requirements of regulatory legal acts 
	as and when necessary 

	
	by            

 E-mail
	Address dispatch under the condition of the official confirmation of necessity
	till the 30th of the month prior to planned one

	
	by  SMS – informing
	Address dispatch under the condition of the official confirmation of necessity
	till the 30th of the month prior to planned one

	On issues of electric power quality 
	by Internet-Reception   (by web-site)
	Placing of data on technical state of networks in understandable form 
	Quarterly 

	
	
	Placing of data on extent of loss arising in power networks 
	Quarterly

	On number of put in applications on technological connection and on number of concluded contracts 
	by Internet-Reception   (by web-site)
	Placing of data in understandable form
	Quarterly

	On held events in the company 
	by Client Servicing Centres  
	Placing of information on held events 
	10 calendar days prior to the planned date of holding 

	
	
	Handing in of invitations to planned events 
	 5 calendar days prior to the planned date of holding

	
	by Internet-Reception   (by web-site of the company)
	Placing of information on held events 
	 20 calendar days prior to the planned date of holding

	
	by mass media
	Placing of information on held events 
	 10 calendar days prior to the planned date of holding

	
	by phone calling of clients
	Сообщение информации о планируемых мероприятиях с указанием даты, места, причины проведения
	 10 calendar days prior to the planned date of holding

	
	by postal communications
	Sending of invitations to the planned event 
	 20 calendar days prior to the planned date of holding

	
	by          

   E-mail
	Sending of invitations to the planned event 
	 5 calendar days prior to the planned date of holding

	
	by  SMS – informing
	Sending of invitations to the planned event 
	 3 calendar days prior to the planned date of holding

	«Feedback» with client

	Estimation following the results of receipt of a client (address)
	Client’s box
	Questionnaire filling in 
	Within 30 minutes following the results of communication 

	
	Interviewing of a client 
	
	

	Estimation following the results of actual performance of services 
	Telephone inquiry
	Questionnaire filling in
	within 10 calendar days next to the service rending

	
	Interviewing of a client (direct)
	
	

	
	Postal enquiry 
	
	

	
	E-mail enquiry
	
	

	Estimation following the results of performance of measures intended to removal of dissatisfaction of the clients (of the complaints)
	Telephone inquiry
	Questionnaire filling in
	within 10 calendar days next to the performance of arrangements 

	
	Interviewing of a client (direct)
	
	

	
	Postal enquiry
	
	

	
	E-mail enquiry
	
	

	Goal-oriented investigation of satisfaction of a client with quality of services granting 
	Telephone inquiry
	Questionnaire filling in
	Specially fixed terms

	
	Interviewing of a client (direct)
	
	

	
	Postal enquiry
	
	

	
	Client’s box
	
	

	
	E-mail enquiry
	
	

	
	Internet-Reception
	
	


7.5 Specificity of performance of technological connection service.

7.5.1 Procedure of technological connection of power receivers (of power installations) of applicants to distribution power networks is regulated by the Law of the Russian Federation and constituent entities of the Russian Federation, as well as by executive documents of the company. Its main indicators are cost and time characteristics of the execution of work on this service rendering.
	7.5.2 Conclusion of the contract for rendering of the services on technological connection 

	Procedure
	Term

	Consideration of an application concerning data truthfulness 
	4 hours after reception of the application 

	Notification of the client on missing documents 
	6 working days from the moment of reception of the application

	Development of technical conditions for connected capacity to 750 kVA
	 to 10 working days from the moment of reception of fully executed application 

	Preparation of the contract for realization of technological connection of:
	

	· Connected capacity to 100 kW
	  to 30 days from the moment of reception of fully executed application

	· Connected capacity above 100 kW
	to 15 working days after reception of fully executed application

	Conclusion of the contract for realization of technological connection (signing on the part of the Applicant)
	30 days after the issue of the contract signed by the grid company 

	Issue to Applicants of technic specifications of:
	

	· Connected capacity to 750 kVA
	Simultaneously with the contract  for realization of technological connection

	·  Connected capacity above 750 kVA
	15 working days from the moment of conclusion of the contract  for realization of technological connection

	Performance of arrangements on technological connection on the part of the grid company, for applicants:
	

	· Temporal connection of power receivers 
	15 working days

	· Connected capacity to 100 kW (including applicants with instalments of payment for technological connection)
	6 months

	· Connected capacity to 750 kVA
	to 1 year

	· Connected capacity above 750 kVA
	from 2 to 4 years

	7.5.3 Realization of actual connection of objects of the Applicant by the Company 



	Procedure
	Term

	Examination (inspection) of connected power receivers 
	within 3 days after notification by the Applicant about performance of his obligations under the contract for realization of technological connection

	Performance of test connection of objects of the Application by the grid company (72 hours) 
	within 3 days

	Performance of actual  connection of objects of the Application to power networks by the grid company and switching-on of switching unit (fixation of switch unit to “on” position)
	within 5 days after the conclusion of the power supply contract 

	Execution of:
	

	· Act of delimitation of balance participation of power networks 
	within 3 days from the moment of performance of test connection 

	· Act of delimitation of operational responsibility of the parties 
	within 3 days from the moment of performance of test connection

	· Act of realization of technological connection 
	throughout 1 working day from the moment of actual connection of the objects  

	7.5.4 Amount of payment for technological connection of power receivers 

	With maximal capacity not exceeding 15kW (inclusively) 
	Not more than 550 rubles

	With maximal capacity above  to 100kW inclusively
	Is fixed according to resolution of federal or regional body of state power in the field of state regulation of tariffs 

	With maximal capacity above  to 750kVA inclusively
	

	With maximal capacity above  750kVA
	

	Of temporal connection of power receivers to power networks 
	


7.5.5. Informing of the client
	Informing of the client about necessity of signing of the contract on realization of technological connection (TCC)
	Autoinforming by E-mail
by phone
by SMS
	Reference information about the date of execution of the contract on realization of technological connection
	At the day of signing (registration) of supporting letter  (execution of the project /offer of the TCC contract) 

	Informing of the client about readiness for connection of his power installations to power networks 
	
	Information about fulfillment of technical specifications on the part of the grid company 
	On expiry of 3 days

	Informing of the client about indebtedness on payment of service on realization of technological connection 
	Autoinforming by phone
	Reminder of necessity of payment (payment amount, date of payment)
	 5 days prior to the date of payment (monthly in case of payments by installments)

	Informing of the client about expiry of TCC for temporal use of capacity 
	Autoinforming by E-mail

by phone
	Reminder of the probable date of switching-off 
	60 days prior to the probable date 

	
	
	Reminder of the necessity of re-execution of TCC 
	


7.6 Specificity of performance of service on electric power transfer.

7.6.1 Rendering of services on electric power transfer is regulated by the Law of the Russian Federation and constituent entities of the Russian Federation, as well as by executive documents of the company with account of regional specificity of servicing.

7.6.2 Correspondence of the process of performance of the service on electric power transfer to the principals of client-oriented approach is based on providing of execution procedure of work on this service performance set by regulatory documents. 
	7.6.3 Conclusion of the contract for rendering of the services on electric power transfer 

	Procedure
	Term

	Consideration of applicant by a specialist
	1 working day from application receipt

	Notification of the client on missing documents by a specialist
	3 working days from application receipt

	          Notification by a specialist of a client on the absence of technical opportunity of rendering services on transfer of electric power within the limits of the volume declared by the consumer, and about the conditions and volumes of the rendered service and conclusion of contracts


	10 working days from application receipt

	Granting by a specialist to a client of well-grounded refusal in conclusion of the contract in writing with indication of the reasons of such refusal
	5 working days from application receipt

	Granting by a specialist to a client of the signed draft contract or the report of disagreements (in case the client presents the draft contract)
	15 working days from application receipt


	7.6.4 Equipment of a point of delivery with accounting meters 

	Procedure
	Term

	Consideration of applicant by a specialist
	1 working day from application receipt

	Providing a client by a specialist with the document containing technical specifications for works on equipping of delivery point with accounting meters 
	15 working days from application receipt 

	Providing a client by a specialist with the grounded refusal in connection with technical incapacity to install necessary accounting meters 
	3 working days from application receipt 

	Performance of works on equipping of delivery point with accounting meters (for individuals and legal entities of middle/small business)
	10 working days from the document submission containing technical specifications 

	Performance of works on equipping of delivery point with accounting meters (for other client groups)
	within 1 months (for individuals),                    within 6 months (for legal entities)                           from the document submission containing technical specifications


	7.6.5 Reading of control indications of accounting meters (individuals)

	Procedure
	Term

	Controller introduces himself,  submits documents:

· certificate (photo, name of the company, full name, position, director’s signature, seal)

· badge (photo, name of the company, full name, position)
	once per 3 months

in working days11:00-22:00

	Performs visual inspection of accounting meter and examines its integrity
	

	Takes readings
	

	· Enters information in act of control readings of accounting meter /control readings:
· full name, address of a consumer
· number, type, capacity, place of accounting meter installation
· date, time
· control readings
· revealed violations
· note
	

	When revealing violations of accounting meter operation a controller draws up an act of unaccounted consumption of electric power (is certified by signatures of a controller and consumer). A controller enters information in common database.
	


	7.6.6 Reading of control indications of accounting meters (legal entities)

	Procedure
	Term

	Controller is provided,  submits documents:

· certificate (photo, name of the company, full name, position, director’s signature, seal)

· badge (photo, name of the company, full name, position)
	once per 3 months
in working days11:00-22:00

	He submits an accompanying letter for examination (full name, position, group on electric safety), receives access to accounting meter  (is registered in an accompanying letter)
	

	Performs visual inspection of accounting meter and examines its integrity 
	

	Takes readings
	

	Enters information in act of control readings of accounting meter /control readings:

· name of a legal entity, address
· number, type, capacity, place of accounting meter installation
· date, time
· control readings
· revealed violations
· note
· signatures of legal entity representative and controller
	

	When revealing violations of accounting meter operation a controller draws up an act of unaccounted consumption of electric power (is certified by signatures of a controller and consumer). A controller enters information in common database.
	

	When revealing violations of accounting meter operation a controller draws up an act of unaccounted consumption of electric power (is certified by signatures of a controller and legal entity representative)
	

	A controller enters information in common database
	

	Automated information and metering system of commercial account of electric power
	As necessary


	7.6.7 Receipt of readings of accounting meters from a client

	Receipt channel
	Document
	Time

	Internet-reception
	scanned document certified by a consumer’s signature with further submission of the original 
	twenty-four-hours

	Facsimile 
	document certified by a consumer’s signature with further submission of the original
	

	E-mail
	scanned document certified by a consumer’s signature with further submission of the original
	

	Direct servicing centres
	paper form with a consumer’s personal signature 
	working time


	7.6.8 Notification of a client concerning planned disconnections of electric power (individuals)

	Informing channel
	Document
	Time

	Operative dispatching service through the management company of housing fund
	Sending of information letter in a form agreed by the both parties 
	within 3 days from decision relating to interruption, termination or limiting of electric power transmission, but not later than 24 hours before introduction of measures stated

	Mass media
	Information on planned disconnections with indication of populated locations 
	within 7 days from decision relating to interruption, termination or limiting of electric power transmission

	Automatic informing
	
	


	7.6.9 Notification of a client concerning planned disconnections of electric power (legal entities):

	Mean of informing
	Time

	phonogram

facsimile

automatic informing
	within 3 days from decision relating to interruption, termination or limiting of electric power transmission, but not later than 24 hours before introduction of measures stated


	7.6.10 Informing of a client

	Purpose of informing
	Mean of informing
	Information
	Time

	Informing of a client of debt for payment for services on electric power transmission
	automatic informing   

by E-mail
	Reference information on payment system (amount of payment, date of payment- extract from the existing contract).
	3 days before payment term

	
	automatic informing  by SMS
	Reminder of payment necessity (amount of payment, date of payment)
	on payment day

	
	automatic informing  by phone
	Reminder of payment necessity (amount of payment, date of payment)
	1 day before payment term

	Informing of a final client concerning  fulfillment of obligations under electric power transmission contract on the part of sales organizations 
	by means of mass media
	
	upon expiration of  two settlement periods

	
	by means of Client Servicing Centre
	Broadcasting of presentation material concerning possible risks for a final consumer 
	permanently 

	
	by means of television
	Video clip concerning expediency to conclude direct contracts
	Within the frameworks of PR-campaign


7.7 Requirements to operative dispatching service.
7.7.1 Principles of client-orienteness of operative dispatching management process should be accounted, when exercising the following functions:

· prompt agreement of applications of consumers for equipment repairs;

· prompt agreement of disconnections of electric grid items when outage for repairs with consumers;

· prompt and full informing of consumers relating to reasons of emergency shutdowns and time of restoration of normal schedule of electric supply;

· formation of temporary disconnection schedules taking into account a consumer’s categorizing, social significance. Complete account of values of emergency and technological reservation, time of permissible interruption of electric supply.

7.7.2 Interaction of personnel of dispatching services with operators of Contact-Centre, managers of client servicing centres should ensure receipt by the latter of operative information on emergency and repair disconnections, putting of temporary shutdown schedules into operation. 

7.7.3 In case of necessity established contacts of client servicing centre should be provided to employees of dispatching services as well to ensure operative communication with consumers, if there are no direct channels.

7.7.4 Addresses of client concerning issues of emergency shutdown of electric power should be accounted and identified with relation to technical location, time of elimination of emergency situation and oriented reason of its occurrence, with the help of operative mobile team.

7.7.5 When operative dispatching personnel communicates with clients, they should observe business communication rules, if they are violated, disciplinary penalties are imposed.

7.8 Requirements at operation and repair works.

7.8.1 Principles of client-orienteness of a process of operation and repair works should be accounted, when exercising the following functions:

· strict observance of planned terms of repair works connected with electric grid equipment shutdown;

· prompt agreement of unforeseeable exceeding of terms of repair works connected with electric grid equipment shutdown with a consumer;

· when performing repair works at electric installations located in a consumer’s territory, to observe generally accepted etiquette rules, to secure safety of a consumer's property, to clean working place (to wear se3cond pair of shoes or  shoe covers) and territories of works upon completion.

7.8.2 When planning repair works, investment programs, it is necessary to account measures intended to removal of dissatisfaction of clients, including measures on elimination of reasons of legal complaints on the part of a client.

7.8.3 When putting electric equipment to repairs, it is necessary to ensure connection of electric installations of clients, which are planned to be disconnected, at the reserve power supply source.  

7.8.4 In case of necessity established contacts of Contact-Centre, Client servicing centres should be provided to employees of repair services to ensure operative communication with consumers, when performing repair works, if there are no direct channels.

7.8.5 When performing construction and assembly works, it is necessary to use safety guards (guard tapes, tokens, portable barriers), as well as special devices for convenient pass of clients.

8. Analysis and control over performance of client-orientedness principles
8.1 System of analysis and control over business-process (hereinafter referred to as the System):

· ensures monitoring of client-oriented approach implementation procedure in all intermediate processes;

· estimates final result of the company’s activity form a client point of view. 

8.2 Final result or quality of work with clients are estimated according to two integral criterions:

· quality of services;

· quality of client servicing.

8.3  System tasks:

·  analysis of efficiency of measures relating to client-oriented approach implementation;  

· determination of compliance of quality of work with clients with the requirements and recommendations stated in the Standard as well as with the requirements of the documents regulated this area of activity, requirements determined by the federal regulatory legal acts relating to consumer protection rights;

· taking of measures relating to improvement of service quality and client servicing quality.

8.4 Estimate and control over quality of work with clients are performed according to the following forms:

· monitoring of a client’s addresses and complaints, check of decision correctness taken in respect to addresses and complaints, and their fulfillment;

· information audit from the point of view of completeness, applicability and availability of information to a client; 

· confirmation of compliance with the requirement of the Standard.

8.5 Estimate of quality of work with clients on the basis of monitoring of a client’s addresses and complaints is performed in accordance with regulated documents of the company.

8.6 Information audit is performed according to the following positions:

· general information; 

·  services and tariffs (detailed information given in the form convenient for a client with standard form of applications, contracts, acts, references to regulatory-legal acts of a constituent entity of the Russian Federation etc.);

· control questions (information on the most complicated questions for a client);

· operative information on electric power disconnections;

· feedback (opportunity to receive answers to asked questions, to examine decisions on a complaint etc.);

· estimate of information quality as a whole (completeness, applicability and availability). 

8.7 Confirmation of conformance is mandatory. 

8.8 A branch of IDGC of Centre, JSC analyzes conformance on the basis of own data, agreed the results with the quality management system division and 

division for management of interaction with clients, approves Declaration of Standard conformance level (Appendix 1), with further registration of the document and publishing of the document at Web-site of the Company. 

8.9  IA of IDGC collects and analyzes declarations, estimates branches, informs the directorate of the Company relating to obtained data. 
8.10 Branches of IDGC of Centre, JSC collects and fills in forms according to procedural guidelines on calculation of reliability and service quality level.

9. Criteria, indicators and indices of service quality. 

9.1 To estimate quality of service rendering it is necessary to use the following indicators:

· weighted average duration of interruptions of twenty-four-hour electric supply within a year;

· weighted average duration of periods of violation of fe4deral standards of voltage and frequency;

· observance of antimonopoly law: availability/absence of law violations fixed by the authorized body; availability/absence of administrative measures in the form of penalties;
· stake of power supply contracts, electric power purchase contracts, under which re-calculation of payment for the reporting period was made in connection with failure to fulfill contract conditions, within the total number of contracts according to this subject;

·  change dynamics of the number of grounded complaints of service quality per one contract 
9.2 Criteria, indications and indices of client servicing quality 

	9.2.1 Coefficient of observance of electric power quality standards 
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	9.2.2 Satisfaction coefficient - indicative
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N.s.c.– number of satisfied complaints 
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	9.2.3 SAIDI (System average interruption index annually for the 1st consumer)                                   

К=∑r*N/N = t>0 

r – time of electric supply recovery of consumers;

N – number of consumers, on which this shutdown affected,

Nt – total number of served consumers

	9.2.4 SAIFI (System average interruption frequency index annually for the 1st consumer)

К=∑N/Nt =>0

N – number of consumers, on which this shutdown affected,

Nt – total number of served consumers

	9.2.5 Service quality 
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	9.2.6 Coefficient of observance of fixed terms in respect of all procedures of interaction with clients.
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	9.2.7 Share of absentee servicing from total number of addresses 
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	9.2.8 Client satisfaction coefficient 
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	9.2.9 Coefficient of fulfillment of plan-schedule of PR-measures
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	9.2.10. Coefficient of fulfillment of questionnaire schedule, when consumer satisfaction index (CSI) changes
Cquest.= actual time of questionnaire (day)/planned time of questionnaire (day)



	9.2.11.  Observance of terms according to TC:
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Compl.1 – Client complaints related to terms of preparation of TС contracts;

Cof. – Number TС contract offer undue forwarded to clients;

Appl.TC – number of applications for TC received within the reporting period; 

Compl.2 – Client complaints relating to delay of fulfillment of obligations under contracts;

Ccont. – number of concluded TС contracts with overdue fulfillment through the fault of the Company
Ccontr. – number of TC contract being executed and controlled in Computer controlled information complex.


	9.2.12. DC – Due fulfillment of commissions by client services
Com. – total number of commissions
Com.1​  - number of commissions imposed by regulatory documents of IA of IDGC, to fulfillment in the reporting month, commissions.

Com.2​ – number of commissions imposed by regulatory documents of the Branch, including those of the Head of Central Management Office «Clients», to fulfillment in the reporting month, commissions.

Circm. – commissions unfulfilled due to objective circumstances (for cases Com.1 and Com.3 – please, specify reasons of non-fulfillment), commissions.

С – total number of fulfilled commissions, commissions.

C1​  - number of commissions fulfilled in time imposed by regulatory documents of IA of IDGC, to fulfillment in the reporting month, commissions.



	С2​ - number of commissions fulfilled in time imposed by regulatory documents of the Branch, including those of the Head of Central Management Office «Clients», to fulfillment in the reporting month, commissions.

ССom. = С/(Сom.-Circm.) *100%
9.2.13. Integral index of client servicing quality of electric grid districts:

KPIBP Management of interaction with clients = 0,30*CAC + 0,30*CТC + 0,15*CRA + 0,25*CAR, wherein:
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 - coefficient of account completeness.
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 - total number of addresses – concerning electric power disconnections (over electric grid districts/PO), entered in CRM module.
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 - total number of addresses recorded in a log.
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 - number of addresses received from clients, that were accounted in CRM (complaints and applications of clients on subjects of sub-paragraphs 1,5,6,8,9,10,11,12 of Appendix 5 to Message processing regulation approved by the Order of IDGC of Centre, JSC No.158-ЦА dated 29.07.2009 «Alteration in the Order No.42-ЦА dated 11.03.2009 »)
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CТC – coefficient of observance of terms under TС contracts
C1 – Client complaints related to preparation of TC contract;

Cof. – number of TC contract offers undue forwarded to clients;

AТC – number of applications for TC received within the reporting period; 

C2 –Client complaints relating to delay of fulfillment of obligations under contracts;

Ccont. – number of concluded TС contracts with overdue fulfillment through the fault of the Company

Ccontr. – number of TC contract being executed and controlled in Computer controlled information complex.
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 - coefficient of response account.
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 - number of addresses in CRM module that have been responded.
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 - coefficient of quality of account and registration of addresses.
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 - number of addresses registered in CRM module with error.
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 - total number of addresses registered in CRM module.




10.  Business process control - Management of interactions with clients.

Role model within the frameworks of BP “Management of interactions with clients" 

	Management level
	Role
	Categories of the process participants 
	Functions 

	The Company as a whole (IA and branches)
	Head of Central Management Office– Holder of BP «Management of interaction with clients»
	Deputy General Director for the Development and Performance of Services 
	1.Setting the Company a task relating achievement of the approved Key performance efficiency by the fixed term 
2. Analysis and Estimate of BP indices 
3.  Decision taking in accordance with set tasks and motivation system 
4. Management decision taking concerning implementation of produced proposals package 

	
	Head of BP  «Management of interaction with clients»
	Head of the Division of the Department for the Management of interaction with clients
	1. BP Regulation 
2.Approval of intermediate planned results in accordance with the approved work procedure 
3.Monitoring, analysis and control over the course and results of the process
4.Regular reporting on BP operation 
5.Planning and coordination of functions according to BP
6.Distribution and coordination of resources over the process 

7.Monitoring of results of measures related to BP
8. Development, analysis, updating and control of Internal Rate of Return over the process

	
	Participant of business-process
	experts (appointed by the relevant organization and regulatory documents)
	1.Forming of the Unified database over the process 

2.Development and analysis of offers, identification
3.Preparation of resolutions on implementation of measures
4.Preparation of resolutions on replication of measures 

5.Consolidation of reporting following the results of the process

	Branch (management apparatus)
	Chairman of the Management Council – Supervisor of the local government of the branch 
	Deputy General Director of the Company – Director of the branch
	1.Analysis and  coordination of measures over the process in the branch
2.Estimate of results of the process 

3. Management decision taking concerning motivation of participants of the process 

	
	Head of Central Management Office– Holder of BP «Management of interaction with clients»
	Deputy General Director for the Development and Performance of Services
	1.Setting the Head of BP “Management of interaction with clients ” of tasks relating achievement of the approved Key performance efficiency by the fixed term 
2. Analysis and Estimate of BP indices 
3.  Preparation of decision in accordance with set tasks and motivation system
4.Coordination of implementation of the approved measures 
5. Distribution and coordination of resources over the process 
6. Decomposition of indices of BP “Management of interaction with clients ” fixed for the branch for the purpose of production division level

7.Approval of “Management of interaction with clients ” process procedure at the level of production divisions for the purpose of achievement of the fixed indices 

	
	Head of BP  «Management of interaction with clients»
	Head of the Department for Interaction with clients 
	1. Approval of intermediate planned results of the branch in accordance with the approved work procedure 
2.Planning, management, monitoring, control and analysis of implementation of offers 
3.Estimate and forecasting of the results of BP “Management of interaction with clients ” 4.Forming of the Unified database over the process 
5.Planning and coordination of functions according to BP
6.Distribution of resources and participants of BP
7.Monitoring, analysis and control over the course and results of the process 
8.Implementation, analysis and control of Internal Rate of Return over the process

	
	Participant of business-process
	Experts  
	1. Consolidation of reporting following the results of the process 

Development and analysis of offers, identification 
2. Preparation of resolutions on implementation of measures
3. Preparation of resolutions on replication of measures
4. Functionally value analysis

	Production divisions of the branch / Electric grid district 
	Head of business-process «Management of interaction with clients»
	Head of production division/Electric grid district 
	1. Head of work of system in production division 
2. Development of offers
3. Approval of offers relating to efficiency increase
4.Development of ways of achievement of set goals
5.Identification and analysis of offers relating to efficiency increase


	
	Participant of business-process
	Experts 
	1. Organization and participation in working meetings (brain storms)

2. Organization and collection of offers 

3. Development and reasoning of offers relating to efficiency increase 

4. Study and working out in details of offers 
5. Report on the results of implementation of offers 

6.Formation, execution, collection of technical and organizational information


Appendix 1

Declaration of conformity to the Standard
	Branch of IDGC of Centre, JSC  - «_________energo»

	(name of branch)

	

	(address, telephone, fax)

	represented by 

	

	(position, surname, name, patronymic of a person governing the Branch)

	declares that quality of client servicing of

	the Branch «_______energo»

	(name of Branch)

	conforms completely /partially/ does not conform to the requirement of the Standard and is estimated as high / satisfactory / unsatisfactory. 

	Declaration is adopted on the grounds of service quality estimate conducted by ________________

	

	(subdivision)

	Measures on improvement of client servicing quality
	

	
	

	
	

	
	(in case of nonconformity)

	Date of declaration 
	

	
	

	Declaration is valid until
	

	Stamp here.
	(within a year)
	

	
	(signature)
	(full name)


Certified:  (Deputy General Director for the Development and Performance of electric power services)

	
	
	

	
	(signature)
	(full name)


� EMBED Equation.3 ���





� EMBED Equation.3 ���
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