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1. OO01IHe MoJI0KEeHNA

Ouenka ynosierBopeHHoctd notpedurenedt yciyr [TAO «Poccern Lentp» (nanee —
OO11eCcTBO) IPOBOAUTCS HA OCHOBaHMH MeTtoiueckoit MHCTPpYKIU «OIeHKa YIOBICTBOPEHHOCTH
noTpeduTeneid, uX TpeOOBAHHUN M OKHIAHUID)

Omnpocel otpeduTesnel TpoBOIAT paOOTHUKU YIIPABICHUM B3aUMOAEHCTBUS C KIMEHTAMU
¢unmmanos, padborauku Konrakr-I{eHTpa, mocpeactsom caiita O0riecTsa.

B otuere ucnonb3yercs uHdopmaius o pe3yabraTax paboThl ¢ xKajao0amMu, O MPOBEICHHBIX
MEPOIPUATHSX 10 MHHOPMHUPOBAHUIO TIOTPEOUTENEH.

2. OO0mmue pe3yabTaTbl AHKETHPOBAHUS «OLEHKA YI0BJIE€TBOPEHHOCTH
norpeduresein»

2.1. Hean aHKeTHPOBAHMS

OCHOBHOM LIENIBI0  NPOBENEHHUS AHKETUPOBAHMS  SIBJISUIOCH  OIPEAEICHUE  YPOBHS
YIIOBJIETBOPEHHOCTH TOTPEOUTENICH CHCTEMOM OOCITY)KMBaHHUS B IEJIOM, a TAKXKE CIICAYIOIINMH
BUJIaMH YCIIYT B YACTHOCTH:

- TIepeaya MEKTPHUYECKOM SHEPTUH,

- TEXHOJIOTHYECKOE MPUCOEMHEHHE K AIIEKTPHUECKUM CETSIM;

- JIOTIOJTHUTENILHBIMH YCITYTH.

2.2.  Mertoanka npoBeaeHNsI AHKETUPOBAHUSI

J1n1st cpaBHUTENBHOTO aHAU3a U (POPMUPOBAHUS OCPEIHEHHBIX MOKa3aTelNei Mo pa3IuYHbIM
BOIIPOCAM, CBSI3aHHBIM C OpraHu3anyeid W (YHKIMOHHPOBAHHUEM CHCTEMBI OOCITY)KMBaHHUS
norpeduTeneld yciyr ObLI MPOBEOEH OMpOC MOTpeOuTenel, KOTOPhIM 3a[aBajlCh BOIPOCHI U3
AHKEThl C IPEJIOKEHUEM OLIEHUTh YPOBEHb YJIOBJIETBOPEHHOCTU IO MATUOAUIBHOW ILIKAJIE WM
BBIOpaTh OTBET U3 MPEAJIOKEHHBIX BAPHAHTOB (IpUIIoKeHue 1).

AHKETHpOBaHUE MTPOBOIMIIOCH CPEIU TOTPEOUTENEH, KOTOPHIE MOIb30BAIUCH OCHOBHBIMU
(mepenaya 31EKTPOIHEPTUH, TEXHOJIIOTMYECKOE IPHUCOSIMHEHNE) U IOTIOHUTEIBHBIMU YCITyTaMH.

2.3. XapaKTepucana HOTpeﬁﬂTeﬂeﬁ, NPUHABIIUX YIACTHE B HCCICAOBAHUUA

[Tpu mpoBenennu anketupoBaHus KiMeHTOB [TAO «Poccetu LlenTp» OBUIO OMpOIIEHO
15 192 mnorpeduTeneii.

7000 663T

6000

5000

4000

3000 3319

2000 1427 1377
1003 1013

1000 4

Puc. 1. KomraectBo coOOpaHHBIX aHKET ¢ pa3OMBKOIL IO (rmanam
2.4.  YcpenHeHHBbIE MOKA3aTe/M OIEHKH yI0BJIE€TBOPEHHOCTH NMOTpeduTe el

PGSYJ'II)TaTI)I OTB€TOB Ha BOIIPOCHI AHKCTbBI OLCHHUBAJINCH II0 MATHOAIIIEHOM IKalJie,
OIICHKa 5 o3HayaeT MOJIHYIO YAOBJIICTBOPCHHOCTD, 1- MOJIHYHO HCYJOBJICTBOPCHHOCTD.



PesynbraThl HccienoBaHUA IIOKa3aJd, 4YTO KadeCTBO IPENOCTABIISIEMOIO CEpBHCA
¢mwmmanamu ITAO «Poccern LleHTp» HaxoIuTCs NMPUMEPHO HA OJHOM U TOM JK€ YPOBHE.
Haunbonee BbICOKMH YpOBEHb CEpBHCA, 10 MHEHHIO PECIIOHJIEHTOB, OKAa3bIBAET CBOUM
notpebutensm gumuan [TAO «Pocceru Lientp» - «Kypckanepro».

MHTerpasibHasA OUeHKa YA0B/NeTBOREHHOCTH
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Puc. 2.1. MiHTerpasbHast OlieHKa Y/I0BJIETBOPEHHOCTH MTOTpeduTeNneit

I[To wroram ankerupoBaHuss KiIMeHTOB B 2022 roay UWHTErpalbHas  OLEHKA
YIIOBJICTBOPSHHOCTH KIIMEHTOB IO PacCMOTpPEHUI0 oOparieHuid coctapmia 4,50 Oata, 9to BIIIE
pesynbratoB 2021 roza Ha 0,18 6awta (pesyabrarsl 2021 rona - 4,32)

WuTerpanbHas omeHKa YIOBICTBOPEHHOCTH KIIMEHTOB KQUueCTBOM IMPEIOCTABIIIEMBIX YCITyT
[0 pe3yjibTaTaM OT3bIBOB, MOJYYEHHBIX OT MOTpeOUTENeld MpHU 3aBEPILICHUH PACCMOTPEHUS
(ucnonuenus) oOparieHus norpedutens — 4,55, uro Hmwke pesynsraroB 2021 roga Ha 0,04 Gama
(pe3ynbrate 2021 roxa - 4,59).
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Puc. 2.2. MiHTerpasbHast OlieHKa Y/I0BJIETBOPEHHOCTH MOTPEOUTENEH 110 pe3yiibTaM UCTIOJIHEHHsI OOpallieH i

YcpenHeHHbIE 3HaUeHHs! Pe3Y/IbTaToB OIpOca:

Cpennee
HanmenoBanme nmapamerpa 3HaYCHHE,
Oaut
Opranuzanys 00CITyKUBaHUSI KIIMEHTOB
Y100cTBO criocoba mojaun 3assBKM Ha OKa3aHWe YCIyTH 4.84
KoMIIeTeHTHOCTD / TPaMOTHOCTh COTPY/JHUKOB, IIPUHUMABIINX 3asIBKY 4.89
[IpocToTa M IOCTYMHOCTE WH(OPMAIMOHHO-CIIPABOYHBIX MAaTEPHAIOB, HEOOXOAMMBIX IS 4.86
oOpMITCHHS 3aBKU
Yoobcmeo cnocoba onnamer ycnye, npedocmasnsaemvlx Komnanuel (Hamyue / Oomcymcmeue 4.85
NIAAMEHNCHO20 MEPMUHANA, KACCHI)




KoHCcynbTHpOBaHME MO  MHTEPECYIOIMM  BONpOCaM, BKIIOYAs  JIOHOJHUTENBHYIO 4.89
MH(POPMALHIO 110 CTOPOHHUM OpPraHU3aLMsIM

TexHonornyeckoe NPpUCOCANHCHNEC

Cpoxu oAroToBKH 0(hepThl / MPOeKTa JOroBopa 4.73
CpoKH BBITIOTHEHS PadoT IO TIOTOBOPY CO CTOPOHBI CETEBO OpPraHM3aIui 4.90
KauecTBo BeIOHEHHS paboT IO IOTOBOPY 4.75
Ilepenaya anekTposHEpPrUn
Yacmoma omkuroyeHutl 31eKmpoIHepeUuL 4.78
TIpoooncumenvHocms OMKIIOUEHUIL J1eKMPOIHEPUU 4.78
Yacmoma 603HUKHOBEH U NEPENAO08 (CKAYK08) HANPA#CEHUs 4.78
OnepaTHBHOCTD pearnpoBaHus paOOTHUKOB KOMITAHHUH IIPH BOSHUKHOBCHUH YPE3BBIYAIHBIX 4.86
CHUTYaluii / aBapuii
JIOTIOTHUTENBHBIE YCITyTH
Cpoku 00pabOTKH 3asBKH M IOJITOTOBKH 0epThI / MPOEKTa JOroBOpa 4.86
CTOMMOCTB BBINOJIHEHHUS! paloT 110 JOrOBOPY Ha YCIYTY 4.82
CBOEBPEMEHHOCTD BBIIIOIHEHHS! pa0bOoT 110 JIOTOBOPY CO CTOPOHBI CETEBOH OpraHN3alH 4.90
KauecTBo BBIIOTHEHHS PadOT IO IOTOBOPY 4.91
OnpsATHOCTD COTPYJHUKOB KOMITAHUH ITPH BHIOIHEHUH padoT 491
Kynbrypa 0011eH s COTPYTHUKOB TIPU BBITIOJIHEHHH paboT 4.92
3. OHeHKa YAOBJECTBOPECHHOCTH KaY€CTBOM IPEAOCTABJICHHUA YCJIAYI' IO

TEXHOJOIrHY€CKOMY NPHUCOCINHCHUIO

B xonme asketupoBaHMA ~TOTpeOUTENAM  OBUIO  HPEUIOKEHO OLEHUTh  YCIYIy
TEXHOJIOTHYECKOr0 MPUCOSTMHEHNUS 0 CIEAYIOLIUM NapaMeTpam:

- CPOKH MOATOTOBKH 0(epThl / POEKTA I0r0BOPA;

- CPOKH BBIIIOJIHEHUS paboT 110 JJOTOBOPY CO CTOPOHBI CETEBOM OpraHU3allvy;

- KaueCTBO BBINOJIHEHUS paboT 10 JOrOBOPY.

WuterpanbHas OLEHKA yJIOBJIETBOPEHHOCTH KAueCTBOM IPEIOCTABICHUS YCIYT IO
TEXHOJIOTHYECKOMY IMPUCOeMHEHNIO cocTaBiser 4,51 Gamma, uto Bbime pesynbraroB 2021 roma
(0,28 b6ana).
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Puc. 3.1. CpenHee 3HaYEHNS OLICHKH IESITETIBHOCTH Puc. 3.2. CpenHee 3HaueHNs OLICHKH JESTEILHOCTH
no TII3a 2021 rox no TI1 3a 2022 rox

Hamnbonee Boicokoii ornenku B 5,00 Oayuia mo yciayre TEXHOJIOTHYECKOTO MPUCOEIUHEHUS,
10 MHEHHMIO KJIIMEHTOB, 3acTykuBaeT ¢rman «KypckaHeproy.

4. OneHka yI0BJIE€TBOPEHHOCTH KJIHEHTOB KA4eCTBOM MPeI0CTaBJIsIeMbIX
YCJIYT 10 Tiepeaaye 3JIeKTPOIHePTuu

B xome askerHpoBaHMsA KJIMEHTaM MpeUIarajioch OLEHUTh YCIYTy «fepeaada
ANIEKTPOIHEPTUMN» TIO CIETYIOIIUM MapaMeTpaM:

— 4acToTa OTKIIOUYEHHUS DIIEKTPOCHAOKEHHsI (BO3SHHMKHOBEHHE IEPEPHIBOB B
AIEKTPOCHAOKEHUN);

— MPOJIOJKUTENIBHOCTh OTKJIFOYEHUH 3JIEKTPOIHEPTUH;



- yacToTa BO3HHUKHOBEHHS IIEPENajoB HANpsDKEHUS B CeTH (MHraHue CBeTa,
HU3Kast OCBEIIEHHOCTH);

— OTEPaTHUBHOCTh pearupoBaHus pabOTHUKOB KommaHuM mpu BO3HUKHOBEHUU
YpEe3BBIYAHON CUTYaIluU / aBapuHU.

[To pe3ynbTaTaM CyMMBbI OLIEHOK, ITPOCTaBICHHBIX KJIMEHTAMU MO BBIIIECTICPEUHCICHHBIM
BOIMpOCcaM, ObLIa TONy4eHa HWHTErpaibHas OLIEHKAa YIOBJIETBOPEHHOCTH KIMEHTOB IO YCIyre
«Tepeniaya MEeKTPOIHEPTUI.
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Puc. 4.1. CpenHee 3HaueHHE OIIEHKH JIEATEIEHOCTH Puc. 4.2. Cpennee 3HaueHHE OIIEHKU IEATENFHOCTH
10 TIepeaade 3IeKTpuueckoi suepruu 3a 2021 rox 10 Tiepeade 3IeKTpUUecKoi sHepruu 3a 2022 rox

B uemom mno IIAO «Poccetm LleHTp» cpenHsii HHTErpajbHas OIEHKA KadyecTBa
MIPEAOCTaBIICHHs YCIYTU 10 mepenade snekrposnepruu B 2022 rogy coctaBuna 4,42, 4to BbIIIE
pesynbraroB 2021 roga Ha 0,15 6ama (pesysbrarel 2021 rona — 4,27).

5. OIIEHKa YAOBJECTBOPCHHOCTH K/JIHUECHTOB Ka4€CTBOM IIPEA0CTABJIACMbIX
AOIMOJTHUTEIIBHBIX YCUIYI' KOMIIAaHUMA

JIOTIOTHUTENbHBIE YCIIYTH — 9TO BBIJICICHHBIM OW3HEC-TIPOIECC, HANpaBJICHHBIA Ha
MaKCHUMaAJIbHO Bq)q)eKTI/IBHOG HCIIOJIb30BAHUEC KOMHCTCHIII/Iﬁ H pPECypCOB KOMIIAHMU C LCJIbIO
yIOBJIETBOPEHUSI CIIpOca KJIMEHTOB Ha YCIYTH 1O TMPOEKTHPOBAHUIO, CTPOUTEILCTBY,
00CITY’>KHBaHHIO, IKCIUTYaTallud ¥ PEMOHTY OOBEKTOB DHEPTCTUKHU KIMCHTOB, a TAKXKE IMOTyICHUS
KOMITaHHEH JOTIOJHUTENbHON BBIpYUKH. J[aHHOE HarpaBieHHe He TOAJICKHUT rOoCyJapCTBEHHOMY
PETYIMPOBAHNIO M HOCUT KOMMEPYECKUI XapaKTep.

WHTerpanbHas OlleHKa YAOBIETBOPEHHOCTH KaueCTBOM MPEIOCTABIEMBIX JIOMOTHUTENHHBIX
yeayr 1o [TAO «Poccetu LenTpy:
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Puc. 5.1. HTErpansHas oreHKa YI0BIETBOPEHHOCTH Puc. 5.2. MHTerpanbHasi olieHKa yIOBIETBOPEHHOCTH
Ka4eCTBOM IPEI0CTABIIEMbIX JIONIOIHUTENIBHBIX YCIYT Ka4eCTBOM IPEJIOCTABIIEMbIX JIONOIHUTENIBHBIX YCIYT
322021 rox 3a 2022 rox

B umerom mno IIAO «Poccetm LleHTp» cpenHsAs WHTErpajibHash OILEHKAa KadecTBa
MPEIOCTABIICHUsT YCIYTU TIO JOMOJIHUTENBHBIM yemyraM B 2022 rony cocraBuia 4,55 Gasua, 4to
Hke pesynbratoB 2021 roga Ha 0,04 6anna.



MakcumManpHyl0 ~ OIEHKY  Y/AOBJIETBOPEHHOCTHM  KauyeCTBOM  IIPEIOCTABISIEMBIX
JOTIOJTHUTEIBHBIX YCIyT rmoydn (pumman «Kypcksnepro» (4,98 6aria).

6. OneHka yI0B/J1€TBOPEHHOCTH YPOBHEM OPraHU3auMH OO0CIYKUBAHUS
norpeounTesei

C nenbio ompezeneHus KadyecTBa OPraHU3alMU OOCIYKUBAHMS KIMEHTaM 3a/1aBalliCh
BOIIPOCHI, HANpaBJICHHBIC HA BBIBICHUE BOCHPUATUS YPOBHS KOMIIETCHIIMH COTPYIHHKOB,
JOCTYITHOCTH ¥ IOHSATHOCTH IIpeIOCTaBIIsieMoi HH(opMaIyu, yao0CcTBa MoAa4 3asBKH U CLIOCOO0B
OILIaThI YCIIYT.

OueHka ypoBHS  YIOBJETBOPEHHOCTH IOTpeOMTENel  KauecTBOM  OOCITYKHBaHUS
OLICHUBAJIOCH I10 CIIEIYIOILUM ITapaMeTpam:

- yA00CTBO Croco6a OILIaThl YCIIyT;

- YPOBEHb KOMITETEHTHOCTH / TPAMOTHOCTH COTPYJHUKOB, OCYLIECTBIISIONINX TPHEM
3aBJICHUM KJIUEHTOB;

- YPOBEHb IPOCTOTHI, JOCTYITHOCTH HH(POPMALMOHHO-CIIPABOYHBIX MAaTEepUAJIOB,
HEOOXOMMBIX 111 OOPMIICHUS 3asIBKH;

- YPOBEHb KauyecTBa MPEIOCTABIEMbIX KOHCYJIBTALMI 110 BOIPOCAM, HHTEPECYIOIINM
KJIMEHTOB, O JISSITEIbHOCTY KOMIIAHUU U CTOPOHHUX OpraHH3alyi.

B 2022 romy orneHka ymyBIeTBOPEHHOCTH KAaue€CTBOM OOCITY)KMBAaHHMS BBIIIE, YEM OLICHKA

YJIOBJICTBOPEHHOCTH Ka4eCTBOM MPEIOCTABIEMbIX YCIIYT, U COCTaBWJIA B CPEIHEM 10 KOMITAHUH
4 55 Gaia.
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Puc. 6.1. iHpekc yaoBIeTBOPEHHOCTH Ka4eCTBOM Puc. 6.2. lHaekc ynoBIeTBOPEHHOCTH KaueCTBOM
obcy>xuBaHus 3a 2021 rox obcyxuBanus 3a 2022 rox
1. Pe3rome

7.1.  Yrto no mHenuio kjaueHTOB [TAO «Pocceru LleHTp» nes1aeT j1ydiie Bcero:

BbicTpo obpaboTbiBaem 3aABKM N |
roToBMM 0depTbl / NPOEKTbI 4OTOBOPOB 4,86
Ha 0N YCIyTW |

KynbTypHO 06LIaeMcA NPH BbIMOAHEHUU 192
pabot ’
Ka4ecTBeHHO BbINOAHAEM paBoTy no Aon 191
ycnyram !

OnNpATHO BBIMNAAUM U aKKYPaTHO

4,91
pabotaem

IpamoTHO KOHCY IbTpyem 4,89

T Bann
4,80 4,85 4,90 4,95



7.2.  Yro Ha B3risig kJaueHTOB [TAO «Pocceru LleHTp» Nes1aeT Xyxe Bcero:

ONepaTMBHOCTL PEarMpoBaHKA paBoTHUKOB

KOMNaHWK NPY BOSHUKHOBEHNK 4,86
YPE3BLIMAAHLIX CHTYaUMRA / aBapui
O6ecneynsaem Gecnepeboinyio nepeaauy — ads

3/3 (4ACTOTa OTRAKMEHNH) g
OBecneynBacm KaYecTBEHHYIO Nogady 3/2 _ ads

(nepenanwi/cKauKk HANPAKEHKA) .
Obecneunsaem Gecnepeboinyio nepeaavy _ 47

3/3 (NPOAONHMTENBHOCH OTKAKIYEHWIA) ‘

Opraunsyem cnocobbl U BOIMOKHOCTH 285
onnarel yenyr 10
bann

4,70 4,75 4,80 4,85 4,90

7.3. Yc.nyra TEXHOJOI'HYECKOI'0 NPUCOCAUHCHUS

Wupexc ymoBIeTBOPEHHOCTH Ka4eCTBOM MPEIOCTABIISICMOM YCIIYTH M0 TEXHOJIOTHYECKOMY
npucoenuHennto B 2021 romy cocraBui 4,51 Gamia, ypoBeHb yIOBJIECTBOPEHHOCTH IO OTHOIIICHHUEO
K 2021 roxy noBsicuics Ha 0,28 6anna.

B memsx wuwHOpMHpOBaHMS ~TOTpeOMTENEH O  TIpOLEHYpe  TEXHOJIOTHYECKOTO
npucoenuHenus ¢unragamu OOIIecTBa Ha PEryaspHONM OCHOBE MPOBOAATCS] BCTPEUU U KPYIJIbIe
CTOJIBI C IOTPEOUTEISIMU.

7.4.  Ycayra no nepeaaue 3JIeKTPOIHePIrun

B memom mo O6mectBy B 2022 romy cpenmHss HMHTETpajibHAs OICHKA KavecTBa
NPEeIOCTAaBICHNsT YCIYI'W IO Iepefade d3JeKTpo’Hepruu cocraBwia 4,42 Oamwia, ypOBEHb
YIOBJIETBOPEHHOCTH 110 oTHOIIeHH!O K 2021 roxy nossicuiics Ha 0,15 Garia.

7.5.  JlomosHUTeJIbHbIE YCJIYTH

WHnexce ynoBIeTBOPEHHOCTH Ka4eCTBOM MPEOCTABIISIEMBIX JIOTIOTHUTEIBHBIX YCIyT B 2022
rogy cocraBui 4,55 6asia, ypoBEHb YIOBJIETBOPEHHOCTH 1O OTHOIICHUIO K 2021 romy moHu3miIcs
Ha 0,04 camna.

ITAO «Poccetu LlenTp» pacmmpsier nepedyeHb AOMOJHUTENbHBIX YCIYr U paboTaeT Haj
yJIy4IlIeHHEM YPOBHS CEPBUCA MIPH OKAa3aHUU YCIIYT, PErYJSIPHO MPOBOIUT OOyYEHHUE U MOBBIIIIEHHE
KBAITM(UKALMH [IEPCOHAIA.

7.6.  OpraHu3anus CHCTeMbI 00CTy’KHBAHUS KJIMEHTOB

WHpekc ymnoBIETBOPEHHOCTH KaueCTBOM OPraHM3allid OOCITY)XKHBaHUS KIMEHTOB B 2022
roay coctaBui 4,55 6anna.

B 1iens1x moBBITIIEHHST KauecTBa CUCTEMBI OOCITYKHBaHUSI KJIMEHTOB Ha TTOCTOSTHHOM OCHOBE:

- BHEJPSIFOTCS HOBBIC TEXHOJIOTHYECKUE W WHHOBAIMOHHBIC PEIICHUS TPU OpraHU3aIuN
CHCTEMBbI 3209HOTO ¥ MHTEPAKTHBHOTO OOCTY>KUBAHUS IIOTPEOUTEIICH YCITYT;

- TIpOBOAMTCS paloTa TO CTaHAAPTH3AIMK OM3HEC-TIPOIIECCOB M COBEPIICHCTBOBAHHIO
OpraHU3aIMOHHO-(DYHKITHOHATIBHOM CTPYKTYPHI JIJIsl TOBBIIIICHUS KA4eCTBa 0OCTYKUBAHUSI.



