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1. OO01IHe MoJI0KEeHNA

Ounenka ynoBnerBopeHHOCTH noTpeduteneit yciayr ITAO «MPCK ILlentpa» (mamee —

OOr1ecTBO) MPOBOIUTCS HA OCHOBaHMH MeToandeckoid MHCTPYKIMHU «OIEeHKa YI0BIETBOPEHHOCTH

MoTpeOUTENeH,

uX TpeOOBAaHUN U  OXKUIAHUID)

MM BIT 09/01-01/2012,

pacnopsukenneM [TAO «MPCK Ientpay ot 12.09.2012 Ne I1A-23/162-p.
C uenplo OIEHKU Pa3MuUHBIX (DaKTOPOB, BIMUSIONIMX HA YPOBEHb YIOBJICTBOPEHHOCTH

HOTpG6PIT€J'I€I>i, HCIIOJIB3YIOTCA COOTBETCTBYIOIINE METO/AbI ITPOBEACHUA I/ICCJ'IC,I[OBaHI/II\/'II

YTBEPKACHHOU

Bneuatnenus Kemanme morpeOuTemns
. 6 HenaBuee 6
MOTPEONTEIS N MIOBTOPHO 00paImaThes
% P B3aMMOJIENHCTBHE PaGora p P Pabora
2 5 0 cucTeMe B ObmecTBO COTPY/IHHKOB
© & MOTpEOnTEIS C KaJobaMu
© 3 00CITyKHBaHUSL 3a MPEIOCTABICHHEM ObmecrBa
n OO0mmecTBa
B IIEJIOM yCIyT

[IpoBenenue Kaptouka «Kamno6 | I[IpoBenenue IIpoBenenue KoHnTponbHas

aHKETHPOBAHMS. U TIPEUIOKCHUI» | aHKETUPOBAHUSL. aHKeTHpoBaHWA. bamm- | 3akymka®
= HasBanne AHKETBI HasBanne OIIPOCHI.
5 «Onenka afkeTel «OT3BIB
: YIIOBJIETBOPEHHOCTHU 1o kanobe»
bl o
Z | norpeureneii»
z ®dokyc-rpynna IIpoBenenue IIpoBenenue
; AHKECTUPOBAHMUA. AHKCTUPOBAHUA.
%)
s Ha3Banue ankers! | Ha3Banue
g «Cnocob AHKETBI
= MOJIy4EHUS «KoHTponbHBIN

uHpOpMaAUK 00 | ompoc»
ycyre»

*
(hoKyC-TpyIIOBEIE HCCIIEAO0BAHMS, & TAKXKE KOHTPOJIbHBIE 3aKynky B 2017 Toy HE POBOIMIIHCE.

Omnpocel oTpeduTenel MpoBOAAT pabOTHUKY YIIPABJICHUA B3aUMOJICHCTBUS C KIMEHTaMU

¢ummanos, padotauku Kontakr-1{entpa, mocpenctBom caiita O61iecTsa.
B otuere ucnonsiyercs nHpopmais o pe3yabTarax paboThl € kaja00aMu, O MMPOBEACHHBIX

MEpPONPUATHIX TI0 HHOOPMUPOBAHMIO TOTpeOUTENel, a Takke WHQPOpMalUs, TOITydeHHas B

pe3ynbTaTe OJIMI] OIPOCOB.

2. OO0mme pe3yabTaTbl AHKETHPOBAHUS «OLEHKA YI0BJIECTBOPEHHOCTH
norpeouTesein»
2.1. Henn aHKkeTHPOBaHMS

OCHOBHOI LIENIBIO  TIPOBENICHUS
YIOBJICTBOPEHHOCTH MOTpeduTeNeil cucreMoil oOCIy)KMBaHUS B IIEJIOM, a TaKXKe CIIeTYIOIUMU

BUAaMU YCIIYT' B YaCTHOCTHU:

AHKCTUPOBAHUA  SABJISLIIOCH

- nepeaavia SHCKTqueCKOP’I 9HCPI'UH,

- TEXHOJIOTMYECKOC MPUCOCTUHECHUE K IJICKTPUUYCCKUM CETSIM,

- JAOMNOJHUTCIIBHBIMHA YCITYTH.

2.2.

MeTtoauka npoBeeHHs] aHKeTHPOBAHUS

OIIpEaCIICHUEC

YPOBHS

JI1s cpaBHUTENHHOTO aHAIM3a ¥ (POPMUPOBAHHS OCPETHEHHBIX TIOKa3aTelNeH 10 pa3InIHbIM

BOIIPOCAM, CBSI3aHHBIM C OpraHu3anued M (YHKIMOHHPOBAHUEM CHUCTEMBI OOCITYKMBAaHHUS
MoTpeOuTeNe yciayr ObLT MPOBEIACH OMPOC TOTpeOUTENeH, KOTOPHIM 3a/IaBAIMCh BOIPOCH M3
aHKETBI C TMPEJIOKEHUEM OLICHUTh YPOBEHb YIOBJIETBOPEHHOCTH IO MATUOAJUILHOM IIKaJe WU
BBIOpaTh OTBET U3 MPEAJIOKEHHBIX BAPHAHTOB (IpUIIokKeHue 1).



AHKETUpOBaHUE MPOBOIWIOCH CPEIU MOTpeOUTesel, KOTOPbIE MOJIb30BATUCH OCHOBHBIMU
(mepenaya 31EKTPOIHEPT UM, TEXHOJIOTHUECKOE MPUCOSTMHEHNE) U IOTIOIHUTENIbHBIMU YCITyTaMU.

2.3. XapakTepucTHKA NOTpeOuTe/Iei, MPUHSBIIMX YYaCTHE B HCCJIEIOBAHUM

[pu npoenennu anketuposanus kimeHToB [TAO «MPCK Lentpa» Obuto onporero 20
459 notpebdurernei.
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Puc. 1. KonnuecTBo coOpaHHBIX aHKET ¢ pa30MBKOH MO (rManam
2.4.  OcpenHeHHbIE MOKA3ATeIH OLIEHKH YIOBJIETBOPEHHOCTH NMOTPedUTE el

Pe3ynbrarel OTBETOB Ha BOMNPOCHI AHKEThl OLEHUBAINCH 0 MNATUOAJUILHOM IIKale,
OLIEHKa 5 03HAuaeT MOJIHYIO YI0BIETBOPEHHOCTD, | — MOIHYIO HEYIOBIETBOPEHHOCTD.

Pesynbrartel uccienoBaHUs IOKas3ajd, YTO KAadyeCTBO IPEAOCTABIISIEMOIO CEpBHCA
¢unmuanamu [TAO «MPCK Ilentpa» HaxomuTcss MPUMEPHO HA OJHOM U TOM K€ YpPOBHE.
HauOonee BbICOKHMH YpOBEHb CepBHCA, 10 MHEHHMIO PECIIOHJIEHTOB, OKa3bIBA€T CBOUM
notpedutensm punuan [TAO «MPCK Llentpa» - «Kypckanepro».

MHTerpanbHana oueHKa yA0B/1eTBOPEeHHOCTH
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Puc. 2.1. MiHTerpanbHas orieHKa yI0BIECTBOPEHHOCTH ITIOTpeOUTENeH
I[lo wroram asketupoBanus KiMeHToB B 2017 roay UWHTErpajbHas —OLIEHKA

YIOBJICTBOPEHHOCTH KJIMEHTOB 0 pacCCMOTPEHHIO OOpallieHnit coctaBuia 4,54 6ania.



WuTterpanbHas oleHKa YIOBIECTBOPEHHOCTH KIIMEHTOB KQUeCTBOM MPEIOCTABIISIEMBIX YCITYT
[0 pe3yibTaTaM OT3bIBOB, MOJMYYEHHBIX OT TMOTpeOUTENel MpH 3aBEPIICHUH PACCMOTPEHUS
(ucnonHeHwus) oOpareHus moTpeduTens - 4,56.
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Puc. 2.2. IaTerpaibHast OIEHKA YIOBICTBOPEHHOCTH MOTPEOUTEIICH 10 pe3yJIbTaM HCIIOIHEHHUS 00palieHuit

OcpeHeHHbIe 3HAUSHHS PE3Y/IbTaTOB OIIPOCa:

Cpennee
HanvenoBanwe napamerpa 3HAYCHHE,
Oasmn
Oprasuzanyst 00CITyKUBaHIS! KIIICHTOB
Y 106¢TBO Croco6a Mojiauu 3as1BKM Ha OKa3aHHUE YCITYTH 4.68
Yackl paboThl KOMITAHHU 4.70
KomrieTeHTHOCTB / TpaMOTHOCTD COTPY/IHHKOB, IIPUHUMABIINX 3asIBKY 4.75
Bpemst oxxuanust pu mojiavue 3asBKu (omycTuMo He 6osiee 20 MUH. ) 471
IIpocToTa ¥ MOCTYIHOCTh HWH(OPMAIIMOHHO-CIIPABOYHBIX MAaTEPUAIOB, HEOOXOAUMBIX JUIs 4.69
oopmIIeHHS 3asIBKA
Yoobcmeo cnocoba onnamul yciye, npedocmasisieMvblx KoMnanuel (Hamyue / omcymcemeue 4.47
NIAAMENCHO20 MEPMUHANA, KACCHL)
KoHCympTHpOBaHHE IO  HMHTEPECYIOIIMM  BOMPOCAM, BKIIOYAsS  JOMOJIHUTEIHHYIO 4.72
HH(OPMAIIHIO IO CTOPOHHIM OPTaHU3aIHsIM
YpOoBeHs BHYTPEHHETO OCHAIICHUS MECT TIpHeMa KITMEHTOB 4.64
TeXHOJIOTMYECKOe MPUCOETUHEHNE

Cpok# MoAroTOBKK 0epThl / MPOEKTa JOroBOpa 4.66
CpoKH BBIOJIHEHS paboT I10 IOTOBOPY CO CTOPOHBI CETEBOM OPraHn3aIiu 4.60
KauecTBO BBIOIHEHMS PadOT 110 I0rOBOPY 4.67

Ilepenada sneKTposHEprun
Yacmoma omxmoueHutl 91eKmpodsHepeUuU 4.46
TIpodonsicumenvHocms OMKIIOUEHUL DNEKMPOIHEPUL 4.48
Yacmoma 803HUKHOBEHUS NEPenacos (CKAYKo8) HanpsIiCeHUs, 4.49
OnepaTuBHOCTh PearnpoBaHusl PaOOTHUKOB KOMITAHWU TIPH BO3HUKHOBEHUH YPE3BBIYANHBIX 4.56
CHUTyaluii / aBapuii

JlonoHUTEIIbHBIE YCITyTH
Cpoku 006pabOTKH 3as1BKH 1 OJITOTOBKU 0(epThl / IPOEKTa I0r0BOpa 4.75
CTOMMOCTB BBITIOJHEHHs pabOoT I10 JIOTOBOpY Ha YCIyTy 4.64
CBOEBPEMEHHOCTB BBITIOJIHEHHS pa0OT 1O JIOTOBOPY CO CTOPOHBI CETEBOM OpraHH3alii 479
KauecTBo BbInosHEHHs paboT 110 IOTOBOPY 4.81
OnpsATHOCTD COTPYTHUKOB KOMITAHWH ITPH BBITOIHEHUH padoT 4.80
Kynbrypa 0011eHust cOTPYIHUKOB TIPY BBITIOJIHEHHH paboT 4.81




3. Onenka YAOBJIETBOPECHHOCTH KAaY€CTBOM IMPEIOCTABJICHUA YCUIYI' IO
TEXHOJOTNICCKOMY NNPUCOCANHEHUTO

B Xxome aHKeTHpPOBaHHMS MOTPEOMTENSIM  OBUIO  MPEUIOKEHO  OIEHUTh  YCIyry
TEXHOJIOTMYECKOTO MPHUCOSTMHEHHS IO CIICTYIOIIMM IapaMeTpam:

- CPOKH TIOATOTOBKH OePThI / IPOEKTA IOTOBOPA;

- CPOKH BBIIIOJIHEHHS pa0OT 110 JIOTOBOPY CO CTOPOHBI CETEBOW OpraHU3allny;

- KaueCTBO BBIMOJHEHHS paboOT 10 I0rOBOPY.

WHTerpaipHasl OIEHKA YIAOBJICTBOPEHHOCTH KAueCTBOM IIPEIAOCTABJICHUSI YCIYyr IO
TEXHOJIOTUYECKOMY IPUCOCIUHEHUIO coctapisier 4,61 Oawia, YTO HE3HAYUTEIBHO HIUKE
pesyabraroB 2016 roma (- 0,06 Gamwra), mpu 3TOM CTOMT OTMETHTB, YTO YAOBJICTBOPEHHOCTD
CPOKaMH BBITIOJIHEHHUS padOT 10 JIOrOBOPY 00 OCYIIECTBICHUH TEXHOJIOTHYECKOTO MPUCOSTUHEHUS
BO3pocia oTHocuTenbHo 2016 rona.

MHTerpanbHas oueHka no TN UHTerpanbHas oueHka no Tl
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Puc. 3.1. CpenHee 3Ha4eHUS OLEHKH JIESITETbHOCTH Puc. 3.2. CpenHee 3HaYEHHS OLEHKH JEATENEHOCTH
mo TI13a 2016 rox mo TI13a 2017 rox

Hawnbonee Bricokol oreHku B 4,92 Gayia 1Mo yciayre TEXHOJIOTHYECKOTO MPUCOCIUHEHUS,
110 MHEHHIO KJIMEHTOB, 3acTykuBaeT prmain «Kypckaneproy.

MuHUMabHasE OIEHKA YIOBJIETBOPEHHOCTH KAyeCTBOM MPENOCTABISIEMBIX YCIYT TIO
TEXHOJIOTHYECKOMY PUCOEANHEHHIO oTMedaeTcs B humane «KoctpomasHeproy.

4. OneHKa yI0BJIETBOPEHHOCTH KJIHEHTOB KauyeCTBOM MNPeEI0CTABJIsIeMbIX
YCJIYT 10 Tepeaayve 3JIeKTPOIHEPTuu

B xome aHkermpoBaHMs ~KJIMEHTaM NPEAJIAraioch OLEHWTh YCIYTy <«Iiepeaada
UIEKTPOIHEPTUMY 110 CIIETYIOLIUM ITapaMeTpam:

- 94acToTa OTKJIIOYEHHUS DIEKTPOCHAOKEHUS (BO3HUKHOBEHHE IIEpEPHIBOB B
AIIEKTPOCHAOKEHHUN );

- IIPOJIOJIKUTEIIBHOCTD OTKIFOYEHUH JJIEKTPOIHEPTUH;

- 4acTOTa BO3HUKHOBEHHMs IE€PENafoB HAINpPsDKEHWs B CeTH (MUTAaHUE CBETa,
HU3Kasl OCBEIIEHHOCTB);

- OTIepaTUBHOCTh pearupoBaHus paboTHMKOB KomnaHuM mnpu BO3HUKHOBEHUU
Ype3BbIUAiHON CUTYyalluu / aBapyH.

Ilo pe3ynprataMm CyMMBI OLIEHOK, ITPOCTABJICHHBIX KIMEHTAMHU IO BBIICIIEPEYHUCIICHHBIM
BOIIpocaM, ObUIa IMOJTy4eHAa MHTErpalbHash OLIEHKAa YIOBJIETBOPEHHOCTH KIMEHTOB IO YCIyre
«qepeqaya IEKTPOIHEPTUN .
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Puc. 4.1. Cpensee 3HaueHHE OLECHKU AESTEIbHOCTU Puc. 4.2. Cpenree 3HaUeHNE OIICHKA IEATEIEHOCTH
10 TEPEIaye HEKTPUIECKOH sHeprum 3a 2016 ron 10 TIepeIaye HEKTPUUECKOi sHeprin 3a 2017 ron

B nerom mno ITAO «MPCK llentpa» cpenHsss HHTErpajibHas OLIGHKA KadecTBa
MIPEIOCTABIICHHS YCIYTH TI0 Tiepenaye dekTposneprun B 2017 romy cocrauia 4,32.

5. OHeHKa YAOBJECTBOPCHHOCTH KIIMEHTOB Ka4Y€CTBOM IIPEA0CTABIAECMbIX
AOMMOJTHUTEIBbHBIX YCIYI' KOMIIAHUHA

JlomomHUTENbHBIE YCIIYTH — 9TO BBIICICHHBI OW3HEC-TIpOoIlecC, HanpaBJCHHBIA Ha
MaKCUMAaIbHO 3()(EKTUBHOE HCIIOIb30BaHUE KOMIIETEHIMI M pPEcypcoB KOMIIAHUU C IIEJIbIO
VIOBJIETBOPEHUS] CpPOCa KJIMEHTOB HA YCIYTH MO TPOSKTUPOBAHUIO, CTPOHTEIBLCTBY,
00CITy’KUBaHHIO, SKCIUTyaTallu U PEMOHTY OOBEKTOB 3HEPIreTUKH KJIMEHTOB, a TAKXKe MOIy4YeHUs
KOMITaHUEH JOTIOJIHUTENIFHON BBIPYUYKH. J[aHHOE HampaBlieHHE HE IOJUICKHT TOCYIapCTBEHHOMY
PEryJIMPOBaHUIO U HOCUT KOMMEPUYECKUH XapaKTep.

OcCHOBHbIE HAITPaBJIEHUsI ONOJIHUTENBHBIX YCIYT, oka3zbiBaeMbIX [IAO «MPCK LlenTpa»:

- TEXHUYECKOE 00CITyKMBAaHHUE U Pa3BUTHE CETEH HApyKHOIO OCBEILICHUS;

- TEXHOJIOTUYECKOe  OOCTY)KMBAaHHE ¥  PEMOHT  JJEKTPUYECKHX  CeTe |
ANIEKTPOOOOPYIOBAHUS,

- NIEPEYCTPOICTBO NIEKTPOCETEBBIX OOBEKTOB B MHTEPECAX KIIMEHTOB;

- NPEIOCTABICHNE TEXHUUECKUX PECYPCOB;

- UCTIBITAHUSI M AMArHOCTHKA 000PYI0BaHHUS;

- YCTaHOBKA U 3aMeHa NpHOOpOB yUETa;

- BBITIOJIHEHUE pabOT, OTHOCAIIMXCS K KOMIETEHIIMN KIUEHTOB, IPU OCYIIECTBICHUN
MPOLIETyPHI TEXHOJIOTHYECKOTO MPUCOCIUHEHUS;

- SHEProayUT U SHEPTOCEPBUC;

- MPOEKTUPOBAHHUE U CTPOUTENHCTBO OOBEKTOB SHEPTETHKH.

B xone aHkeTMpoBaHMS KJIMEHTaM Mpeylarajoch OLEHUTH JOMOIHUTEIbHBIE YCIYTH IO
CIIEAYIOIINM TTapaMeTpaM:

- CpOKH 00pabOTKH 3asIBKU U MOJITOTOBKU O(epTHI / IPOEKTa JOTOBOPA;

- CTOMMOCTb BBIIIOJHEHHUS paboT 110 JOTOBOPY HA YCIYTY;

- CBOEBPEMEHHOCTh  BBINOJIHEHUSI PabOT IO JIOTOBOPY CO CTOPOHBI CETEBOM
OpraHU3aLHY;

- Ka4eCcTBO BBIITOJHEHHS PadOT TI0 JOTOBOPY.

WnrerpanpHas olieHKa yJOBIETBOPEHHOCTH Ka4e€CTBOM MPEIOCTABIEMBIX JOMOIHUTEIBHBIX
yeayr o [TAO «MPCK Llentpa» cocraBmia B 2017 roxy 4,67 6amna, sto Ha 0,11 Ganna Beie
aHanormysoi ornenku 2016 rona:
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Puc.5.1. HHTel"paﬂBHaﬂ OLICHKA Y/I0BJIETBOPEHHOCTH Puc.5.2. HHTGI‘paJTLHaﬁI OLICHKA YIOBJIETBOPEHHOCTH KAY€CTBOM
Ka4yeCTBOM IPEI0CTABIEMBIX JOMOJHUTEIBHBIX YCIYT MPEIOCTABICMBIX JOIIOIHUTEIBHBIX YCIIyT
322016 rog 322017 rog

MakciuMaibHyl0 ~ OLEHKY  YIOBJICTBOPEHHOCTH  KAueCTBOM  IPEOCTABIISIEMBIX
JOTIOJHUTEIBHBIX YCIIyT moayuri puman «Kypcksneproy (4,99 daia).

B 2017 romy mpou3omien pocT 3Ha4eHHi OLCHOK 10 BCEM IapamerpaM, OLCHUBAIOLIMM
Ka4yecTBO IPEIOCTABICHHS JIOIOJIHHUTENBHBIX YCIyr: CPOKH OOpabOTKU 3asBOK W IIOJTOTOBKH
JIOTOBOPOB, CBOEBPEMEHHOCTh U KAQYeCTBO BBINOJHEHHUs padOT MO JI0r0BOpaM, a TaKXKE CTOMMOCTb

YCIIYT.

6. OueHka yI0BJIE€TBOPEHHOCTH YPOBHEM OPraHU3alMU O0CIYy;KMBAHMS
norpeounTesei

C menbio ompereneHuss KadecTBa OPraHM3alMK OOCTY)KHBAaHHS KIMEHTaM 33/1aBaJIMCh
BOIPOCHI, HAIPABJICHHBIC HA BBLIBICHUE BOCHPHUSATHS YPOBHS KOMIICTCHIIUH COTPY/IHUKOB,
JOCTYITHOCTH Y TIOHSITHOCTH MPEIOCTaBIsIEMO MHPOPMAITUH, yI00CTBA MOAAYH 3asBKH U CIIOCOOOB
OTUIATHI YCITYT.

OneHka ypoBHS  yJIOBJETBOPEHHOCTH IOTpPEOMUTENEH  KauecTBOM  OOCITY)KHMBAHUS
OLIEHUBAJIOCH T10 CIIEAYIOIIUM MTapaMeTpam:

- ya00CTBO crioco0a Mo1auu 3asBKH B KOMITAHUIO Ha TIPEOCTaBIICHUE YCIYTH;

- YIIOBJIETBOPEHHOCTh YacaMi pabOThl KOMITaHHH;

- yJIOBJIETBOPEHHOCTh BpPEMEHEM OKUJAHWS MpU Mojade 3asBKU (IJIUTEIHLHOCTD
HaxOoXJeHHs B ouepean He 6onee 20 MuH. );

- yI00CTBO c11oco0a OIIaThl YCIyT;

- YPOBEHb KOMITETEHTHOCTH / TPAMOTHOCTH COTPYIHHUKOB, OCYIIECTBIISFOIINX MPHUEM
3aBJICHUM KJINCHTOB;

- YPOBEHb TIPOCTOTHI, JOCTYITHOCTH HWH(OPMAIIMOHHO-CIIPABOYHBIX MAaTepHAaoB,
HEOOXOIMMBIX I OOPMIICHHS 3asIBKH;

- YPOBEHb KauyecTBa MPEIOCTABIEMBIX KOHCYIBTAIMNA 10 BOMPOCaM, HHTEPECYIOIIIM
KJIMEHTOB, O JISITEILHOCTH KOMITAHH! U CTOPOHHUX OpTaHM3aIHi;

- OLIEHKA YPOBHSI OCHAIIICHUS] MECT TPHEMa KITEHTOB.

B 2017 romy orieHka yayBIETBOPEHHOCTH KayeCTBOM OOCTY)KMBaHHMS BBIIIE, YEM OIICHKA

YIOBJIETBOPEHHOCTH Ka4eCTBOM MPEIOCTABIEMbIX YCIIYT, U COCTaBUIIa B CPEJHEM 10 KOMITAHHH
4,63 6aia, B 2016 rogy — 4,61 6amia
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Puc. 6.1. lHAEKC YAOBICTBOPEHHOCTH KAYECTBOM
obcy>xmBaaus 3a 2016 ron

Kimuentamu I[TAO «MPCK llentpa»
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Puc. 6.1. IHzexc yoBNeTBOPEHHOCTH KaueCTBOM
obcyxxuBanust 3a 2017 rox

IMOJIOXKUTCIIBbHO OLCHCHO BHCAPCHUEC HWHTCPHET-

SKBaWpPUHTA ¥ BO3MOYKHOCTbH OIUIATHI YCITYT Yepe3 MHTEPHET C UCTIOIb3PBaHHEM OAHKOBCKOM KapThI.
3HaueHHE OIEHKH IMapamMeTpa «Y I00CTBO Crocoda oriaThl yciayr» cocraBuio 4,47 6amna, B 2016

roay — 4,37 6amna.
7. Pesrome

7.1.  Yrto no muenuio kjaueHTOB [TAO «MPCK LlenTpa» aenaer Jiydlie BCero:

KynbTypHo obLuaemca Npu BbINOJHEHWUU
pabor

KauectBeHHo BbinoaHaem paboty no gon
ycnyram

OnNpATHO BLIFNAAUM W AKKYPATHO
pafiotaem

BoicTpo obpaboTbiBaem 33ABKM U

roToBUM 0depThl / NPOEKTEI AOTOBOPOB
Ha aon ycnyru

FPaMOTHO KOHCYNLTPYEM

4.65

4.81
481
4.80
475
472
T Bann
4.70 4.75 4.80 4.85

7.2. Uro na B3risa kiaueHToB [TAO « MPCK LlenTpa» aesiaer xyske BCero:

OnepaTMBHOCTL pearMpoBaHUA paboTHUKOB
KOMNEHUW NPK BOZHWKHOBEHUK
YpesBbIYAMHBIX CUTYaUMid [ aBapwit

Ob6ecneynsaem becnepeboiiHyo nepenayy
3/3 (4acTOTa OTK/OYEHWI)

O6ecneynBaem KayeCTBEHHYH NOAAYY 3/3
(Mepenaabi/cKauyky HanpameHua)

O6ecneunBaem becnepeboiiHylo nepeaayy
3/3 (NPOAOMKUTENBHOCH OTHAKIYEHMIA)

OpraHusyem cnocoBbl U BO3SMOMHOCTK
onaatbl yoyr

4.40

bann

4.45 4.50 4.55 4.60



7.3.  Yciayra TexHoJIOrH4eCKOro NpucoeInHeHus

NHaeke ynoBIETBOPEHHOCTH KA4eCTBOM IPEAOCTABIISIEMOM YCIIyIH MO TEXHOJIOIMYECKOMY
npucoenuHennto B 2017 romy cocraBui 4,61 6amia, ypoBeHb yIOBJIECTBOPEHHOCTH IO OTHOIIICHHUEO
k 2016 roxy cansmics Ha 0,06 6aos.

B nmemix opraHMzanMum  CBOGBPEMEHHOIO  BBINOJIHEHUS  YCJIOBMH  JIOTOBOPOB
TEXHOJIOTMUECKOTO MPUCOESIMHEHNS 3asBUTeNIeH KaTeropuu «Benenne On3Heca» B paMKax pereHus
3a71a4d MOBbIIIEHU HaroHanbHOrO peWTHHra COCTOSHMSI HMHBECTULMOHHOIO KIMMaTa B
cyowekrax Poccuiickoil denepayy, U MOBBILIEHNS YPOBHSI YIOBIETBOPEHHOCTH KiMeHTOB [TAO
«MPCK lleHTpa» M3MEHUT BHYTPEHHUI MOPSIOK pealu3alliy YCIYTH, MPOJODKUT IIPOBEACHUE
BCTPEY M KpPYIJIBIX CTOJOB C TMOTPEOHMTENsIMH, a Takxke Oymer Oojiee aKTHBHO pa3BHUBATh
JIOTIOJTHUTENbHBIE YCITYTH 110 «COIPOBOKAECHHUIO TEXHOJIOTHYECKOTO IIPUCOSIUHEHHS.

7.4.  Ycayra no nepegave 3JIeKTPO3Heprun

B memom mo O6mectsy B 2017 romy cpenmHsisi HMHTErpajibHas OLCHKA KadecTBa
MIPEAOCTABIICHHS YCIYTH TI0 Tepeade dIeKTPO3Hepruu coctaBwia 4,32 6awia (M3 5 BO3MOXKHBIX),
1o Ha 0,09 Oosnblire aHaoruyHoro mokasareira 3a 2016 ron.

B mensx cokpaieHust KOJMYECTBA M TMPOJAODKUTEIIBHOCTH OTKITFOUEHUH 3JICKTPOIHEPIUU
¢owmanamu [TAO «MPCK Ilentpay Oymyt peasr30BaHbl MEPOIPHSITHS, HPEIyCMOTPESHHBIC
PEMOHTHBIMH TIPOTPAMMAMH.

B mensix omnepatMBHOrO MojydeHHsT HHGOPMAIMK OT KOHEYHBIX MOTpeOuTeneld o0
orcyrcTBUM 3JekTpocHabxkenus B koHie 2017 roga [TAO «MPCK LlenTpa» Havano npuHUMAaTh
oOparmeHust yepe3 mecceHpkepsl Telegram u Viber mo Homepy +7 915-38-000-38, a Takke
peATM30BATIO  CEPBUC KPYIJIOCYTOUOrO HHTECPHET-UH()OPMHUPOBAHHS TPaKAaH O MPUIMHAX
OTCYTCTBHUSI 3JICKTPO’HEPIUH Ha oQHIMaIbHOM caiite Www.mrsk-1.ru B pasmene « paduku

OTKJIIOUEHHSI U cTporTenbeTBa — [lomyunts nHdopmarmoo 00 otkimroueHun» https:/Amww.mrsk-
1.ru/customers/customer-service/power-outage/.  Ecnmu  uHdopMmamms 00  OTKIIOYCHHH
AJIEKTPOSHEPIMM HA MOMEHT 3alpoca OTCYTCTBYET, OTBET C HHGpOpMAIMeli O MpUYHHAX

OTKIIFOUEHUH 1 IJIAaHUPYEMBIX CPOKAX BOCCTAHOBJICHUA 3HeKTp00Ha6)KeHI/I${ HOTpe6I/ITeJ'H:> NOJIyquTr
110 BHCKTpOHHOf/JI MOYTC B MAKCUMAJIBHO KOPOTKOEC BPEMS.

7.5.  JlomosiHUTeJIbLHbIE YCJIYTH

WHniexc y10BIETBOPEHHOCTH KQU€CTBOM MPEIOCTABIISIEMBIX TOMOIHUTENbHBIX yeiayr B 2017
rojy coctaswi 4,67 6amia, uro Ha 0,11 6ayuia Beime, uem B 2016 rogy.

I[TAO «MPCK llenTpa» pacummpsier nepedyeHb JONOJIHUTEIbHBIX YCIYr U paboTaeT Haj
yIy4ILIEHUEM YPOBHS CEpBHCA MPHU OKa3aHUM YCIYT, PETYJISIPHO MMPOBOJUT 00YUEHHE U MOBBIIIEHHUE
KBAIM(UKALMHU [IEPCOHAIA.

7.6.  OpraHu3anus CHCTeMbl 00CTY’KHBAHUS KJIMEHTOB

WHnekc ymoBIETBOPEHHOCTH KaueCTBOM OpraHM3allii OOCITY)XHBaHUS KIMeHTOB B 2017
roay coctraBui 4,63 6aa, uto Beie Ha 0,02 6amna, uem B 2016 rogy.

B kauectBe 00nmacTy W3MEHEHWH, KOTOpbIE MOTYT TIOBIUSATH Ha YAYYIICHUE CHCTEMBI
OOCITy>KUBaHWsI, KIITMEHTHI BHIIAT CJIETYIOIIEe: OpraHu3alys Hanoosee yI00HBIX CIOCOOOB OIIaThl
YCIIyT, TIPEIOCTaBIsIeMbIX KoMmmaHued B ¢wmanax «TamOoBsHepro» u «TBepbIHEpPro:
opranusarys 6osee yIoOHBIX MECT OKUIAHUS M PAa0OTHI C KIIMEHTOM B (mnasie «JIumenKIHeproy.


http://www.mrsk-1.ru/
https://www.mrsk-1.ru/customers/customer-service/power-outage/
https://www.mrsk-1.ru/customers/customer-service/power-outage/

B memnsix moBblmeHust OCTYMHOCTH U ynoOctBa 3akasza yeiyr [TAO «MPCK Llentpa» B
koHue 2017 roma ObUT 3HAUMTENBHO pacimped ¢yHkuuoHan JlnuHoro xabunera kimmeHta [TAO
«MPCK Lentpa» www.lkk.mrsk-1.ru. B Jluunom kabunere kimenta [TAO «MPCK ILlenTtpar
pearm3oBaH BeCch (DYHKIMOHAN, NpPEeIyCMOTpeHHbI EauHBIMEH  cTaHmapTaMu — KadecTBa
O0CITy)KMBaHHMs CETEBBIMH OpraHM3allMsAMHU IOTpeOUTENeH YCIyr CETeBbIX OpraHu3aluii,
YTBEP)KICHHBIMH ITprka3zoM Munsaepro Poccuu ot 15.04.2014 Ne 186.



http://www.lkk.mrsk-1.ru/

[Tpunoxenue

Bomnpocsl ankeThI
OHGHKa 5 o3HadaeT TNOJIHYIO YAOBJICTBOPECHHOCTD, 1- NOJIHYIO HCYAOBJICTBOPCHHOCTD

OPI'AHM3AIIUSA OBCIITY  KUBAHUSA KJIIMEHTOB

Y nobctBo criocoba rnojayun 3asBKU Ha OKa3aHHUE YCITyTH

O 5 O 4 O 3 O 2 O 1
Yacel pabOTHl KOMITAHUH
O 5 O 4 O 3 O 2 O 1
KoMIeTeHTHOCTh / TPAMOTHOCTD COTPYAHUKOB, IPHHUMABIIHX 3asBKY
O 5 O 4 O 3 O 2 O 1
Bpewms oxumaHns mpu nogave 3asBKu (TomycTuMo He Oonee 20 MUH. )
O 5 O 4 O 3 O 2 O 1
IIpocToTa ¥ TOCTYMHOCTh HHPOPMALMOHHO-CIIPABOYHBIX MATEPUAIIOB, HEOOXOIUMBIX /T 0(DOPMIICHUS 3asIBKU
O 5 O 4 O 3 O 2 O 1

VYnobctBo cmocoba oOmiaTel yciayr, HPEAOCTaBJIsIeMbIX KOMIIaHMEH (Hanuuue / OTCYTCTBHE IUIATEKHOTO
TEepPMHHAJIA, KacChl)

O 5 O 4 O 3 a 2 O 1
KoHcynpTHpOBaHHE 110 WHTEPECYIOIIMM BOINPOCAM, BKJIIOYAs JOMOJHHUTEIbHYIO WH()OPMAIHMIO 10 CTOPOHHHM
OpraHu3aLysIM

O 5 O 4 O 3 o 2 O 1
YPpOBeHb BHYTPEHHETO OCHAIICHHS MECT TpUeMa KIMSHTOB
O 5 O 4 O 3 a 2 O 1

TEXHOJIOI'MYECKOE IPUCOEJUHEHHWE

Cpoxu moaroToBKU 0(hepThl / IpoeKTa JoroBopa (momyctiuMo He 6omee 30 KalleHIapHBIX THEH)

O 5 O 4 O 3 o 2 o1
CTOI/IMOCTI) YCIYyru TEXHOJOIMYECKOro IMnpucoCaINHCHUA (B COOTBETCTBUU C IIPUKA3OM praBHCHH)I 10
roCyIapCTBCHHOMY PEryJIUPOBaHUIO Tapu(oB 00IaCTH)

O 5 O 4 O 3 o 2 O 1
CpoOKH BBITIOJIHEHUS PabOT MO I0TOBOPY CO CTOPOHBI CETEBOM opraHu3anuu (0T 6 MecsIeB 70 3 JeT)

O 5 O 4 O 3 o 2 O 1
KauecTBo BbINOIHEHUS pabOT 10 JOTOBOPY

O 5 O 4 O 3 o 2 O 1

Kyna Bel mogaBany 3asiBKy Ha OKa3aHHE YCIYTH?

O HarepHeT-npHeMHas O LlenTp oOCIyXKHBaHHS KIHESHTOB
[0 PaiioH 3JI€KTPUYECKUX CETel [0 VcnonHuTeNnbHBIN anmapar Guianana




MEPEJAYA DJEKTPHYECKON SHEPT A

YacroTa OTKIIIOYEHUH 3JIEKTPOIHEPTUHA

O 5 O 4 O 3 o 2 O 1
[Ipo10IKUTENBHOCTD OTKIIOUEHUHN 3JIEKTPOIHEPTUU
O O O O O
YacToTa BOSHUKHOBCHHUS NEPENa OB (CKaYKOB) HANPSKEHUS
O 5 O 4 O 3 o 2 O 1
CooOrmanu 1 Bl 0 HeHa/IeKaleM KauyecTBE AIEKTPOIHEPTUH B KOMIIAHUIO?
O Hucneruepy O Pa6ortanky O Ha O B O Her HE
B POC B HOK MPSMYIO WHTEpHET- coobman
JIMHUIO MIPUEMHYIO
SHEPIeTUKOB
OmnepaTHBHOCTH pearnpoBaHus paOOTHUKOB KOMIIAHUH IIPH BO3HUKHOBEHHUH UPE3BBIYaHBIX CHUTYAIUH / aBapui
O 5 O 4 O 3 o 2 O 1

Kak Bl y3HaeTe 0 MIaHOBBIX OTKIFOUCHHAX HIIEKTPOIHEPTHN ?

O rasera O wundopmanuss  Ha O aamunuctpanus

caiiTe KOMIIaHUH MYHHLHIAIBHOTO 00pa3oBaHUs
O wundopmarust Ha crenae [JOK O renedonnsiit O napyroe

3BoHOK 0T I[TAO

«MPCK Lentpa»

YcrpauBaer sin Bac pabota 351eKTpOMOHTEPOB MPU CheMe MOKa3aHui MprOOpoB yueTa?

JOINIOJIHUTEJIBHBIE YCJIIYT'U

Kakumu u3 Harmx JOMNOJHUTEIIbHBIX YCIIYyT BrI ons3oBanucs?

OO0 VYcranoska/3aMena npubopa ydyera O Bsmoc BJI, TII, TIC
O Hcnerranus n JMarHOCTHKA O Texuuueckoe  OOCIY)XMBaHHE  JIEKTPOCETEBOTO
obopynoBaHus, JIEKTPO3ALTUTHBIX 000pyIOBaHUS
cpencTB
O Awnanwms, pereHeparus, 3aMeHa O Hpyroe
TpaHc(OpMaTOPHBIX Macel
Cpoxku 00paboTKH 3asIBKH U IOJArOTOBKH 0(epTh / TPOEKTa 10T0BOpa
O 5 a 4 O 3 o 2 O 1
CTrorMOCTh BBITIOJHEHHUS paboT 110 IOTOBOPY HA YCIYTY
O 5 a 4 O 3 o 2 O 1
CBOEBPEMEHHOCTD BBINIOJHEHHS PabOT 10 TOTOBOPY CO CTOPOHBI CETEBON OpraHU3aluu
O 5 O 4 O 3 o 2 O 1
KauecTBo BBINOTHEHUS padOT 10 JOTOBOPY
O 5 O 4 O 3 o 2 O 1
OnpsITHOCTD COTPYTHUKOB KOMIIAHHUH TIPH BHITIOJHEHUN paboT
O 5 O 4 O 3 o 2 O 1
Kynbrypa 001ieHus cCoTpyJHUKOB IIPU BBITIOJIHEHUH PadOT
O 5 O 4 O 3 o 2 O 1
PexomenoBanu 651 Bel Hanry KOMIIaHUIO HA TIPEOCTABICHIE aHAJIOTHYHBIX YCIYT CBOMM 3HAKOMBIM 7
O na O mer

MPUOPUTETHI JII1 U3SMEHEHUI

[pencraBbte cede, uto Bel — raBa [TAO «MPCK Ilentpay». Kakne m3meHeHnst B 00CITyXKMBaHHH KIMEHTOB BBl OBI
BBENH?




