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1. OO01IHe MoJI0KEeHNA

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

OOr1ecTBO) MPOBOIUTCS HA OCHOBaHMH MeToandeckoid MHCTPYKIMU «OIeHKa 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

HOTpG6HT€J'I€fI, HCIIOJIB3YIOTCA COOTBECTCTBYIOIINE METO/AbI ITPOBEACHMUSA HCCHCHOB&HHﬁZ

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. bamn- | 3akymka®
= HasBanne AHKETBI HasBanne OIIPOCHI.
5 «Onenka afkeTel «OT3BIB
: YIIOBJIETBOPEHHOCTHU 1o kanobe»
bl o
= | morpebuTencii»
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, padorauku Konrakr-L{entpa, mocpenactBom caiita O61iecTsa.
B otuere ucnonsiyercs nHpopmaims o pe3yabTarax paboThl € kajg00aMu, O MMPOBEACHHBIX

MEpPONPUATHIX TI0 HH)OPMUPOBAHMIO TOTpeOUTENel, a Takke WHQPOpMalWs, TOJTydeHHas 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] aHKETHPOBAHMUS

OIIpeacCIICHNEC

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 OLICHHTh YPOBEHb YIOBJIETBOPEHHOCTH MO MATHOAUILHOM IIKaJle WM
BBIOpaTh OTBET U3 MPEAJIOKEHHBIX BAPHAHTOB (IpUIIokKeHue 1).



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

2.3. XapakTepucTHKA NOTpeOuTe/Iei, MPUHSBIIMX YYaCTHE B HCCJIEIOBAHUM

[Ipu mposenennn ankerupoBanusi kiareHToB [TAO «MPCK LlenTtpa» ObUTO OHpOIIEHO
18 708 motpeburenei.
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Puc. 1. KonmmaectBo coOpaHHBIX aHKET ¢ Pa3OMBKOMA 10 (praiaM
2.4, OcpenHeHHbIe TOKA3aTeJ M OLIEHKH YA0BJIeTBOPEHHOCTH NOTpeduTeIei

Pe3ynpTaThl OTBETOB Ha BOIPOCHl AHKETHl OLEHUBAIUCH M0 MATHOAJUIBHOM MIKale,
OLIEHKA 5 03HAYaET MOJIHYIO YI0BIETBOPEHHOCTD, | — MOIHYIO HEYIOBIETBOPEHHOCTD.

Pesynbrarel unccnenoBaHus IOKa3ald, 4YTO KadeCcTBO IPEAOCTaBISIEMOrO CEPBHCA
¢mwmanamu I[TAO «MPCK LleHTpa» HaxoauTcs MPUMEPHO Ha OAHOM M TOM K€ YpPOBHE.
Haubonee BbICOKMII YpOBEHb CEpBHCAa, IO MHEHHUIO PECIIOHACHTOB, OKa3bIBa€T CBOUM
notpedurensm puiman [TAO «MPCK Lentpa» - «KypckaHeproy.

MHTerpanbHana oueHKa yA0B/1eTBOPEeHHOCTH
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Puc. 2.1. MInTerpasbHast OlieHKa YI0BICTBOPEHHOCTH MOTpeOuTeei
[Io wroram aHkerupoBanus KkiweHToB B 2018 romy wWHTErpaibHas — OICHKA

YIIOBJIETBOPEHHOCTH KJIMEHTOB IT0 PACCMOTPEHHIO 0OpareHnii coctaBmia 4,38 Gara.



WuTterpanbHas OleHKa YIOBIETBOPEHHOCTH KIMEHTOB KAYECTBOM MPEIOCTABIISIEMbIX YCIYT
[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 4.75
Yackl paboThl KOMITAHHU 4.75
KoMmreTeHTHOCTb / TpaMOTHOCTh COTPYJHUKOB, IPUHUMABIINX 3asIBKY 479
Bpemst oxxuanust pu mojiavue 3asBKu (omycTuMo He 6osiee 20 MUH. ) 477
IIpocToTa ¥ MOCTYIHOCTh HWH(OPMAIIMOHHO-CIIPABOYHBIX MAaTEPUAIOB, HEOOXOAUMBIX JUIs 4.76
oopmIIeHHS 3asIBKA
Yoobcmeo cnocoba onnamul yciye, npedocmasisiemMvix KoMnanuel (Hamyue / omcymcemeue 461
NIAAMENCHO20 MEPMUHANA, KACCHL)
KoHCympTHpOBaHHE IO  HMHTEPECYIOIIMM  BOMPOCAM, BKIIOYAsS  JOMOJIHUTEIHHYIO 4.78
HH(OPMAIIHIO IO CTOPOHHIM OPTaHU3aIHsIM
YpOoBeHs BHYTPEHHETO OCHAIICHUS MECT TIpHeMa KITMEHTOB 4.72
TeXHOJIOTHYECKOE MPUCOETUHEHNE

Cpok# MOAroTOBKK 0epThl / MPOEKTa JOroBOpa 4,73
CpoKH BBIOJIHEHS paboT I10 IOTOBOPY CO CTOPOHBI CETEBOM OPraHn3aIiu 472
KauecTBO BBIOIHEHMS PadOT 110 I0rOBOPY 4.72

Ilepenada sneKTposHEprun
Yacmoma omxmoueHutl 91eKmpodsHepeUuU 4.45
TIpodonicumenvHocmv OMKIIOUEHUL DNEKMPOIHEP2UL 4.46
Yacmoma 803HUKHOBEHUS NEPenacos (CKAYKo8) HanpsIiCeHUs, 4.48
OnepaTuBHOCTh PearnpoBaHusl PaOOTHUKOB KOMITAHWU TIPH BO3HUKHOBEHUH YPE3BBIYANHBIX 454
CHUTyaluii / aBapuii

JlonoHUTEIIbHBIE YCITyTH
Cpoku 006pabOTKH 3as1BKH 1 OJITOTOBKU 0(epThl / IPOEKTa I0r0BOpa 4.77
CTOMMOCTB BBITIOJHEHHs pabOoT I10 JIOTOBOpY Ha YCIyTy 4.64
CBOEBPEMEHHOCTB BBITIOJIHEHHS pa0OT 1O JIOTOBOPY CO CTOPOHBI CETEBOM OpraHH3alii 479
KauecTBo BbInosHEHHs paboT 110 IOTOBOPY 4.80
OnpsATHOCTD COTPYTHUKOB KOMITAHWH ITPH BBIITOIHEHUH padoT 481
Kynbrypa o011eHust cOTpYTHUKOB IIPU BBITTOJIHEHHH paboT 4.81




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

B Xxome aHKeTHpPOBaHHMS MOTPEOMTENSIM  OBUIO  MPEUIOKEHO  OIEHUTh  YCIIyry
TEXHOJIOTMYECKOTO MPHUCOSTMHEHHS 10 CIICIYIOIIMM MapamMeTpam:

- CPOKH TIOATOTOBKH OePThI / IPOEKTA IOTOBOPA;

- CPOKH BBIITOJIHEHHUS Pa0OT 110 JIOTOBOPY CO CTOPOHBI CETEBOI OPraHU3aIUM;

- KaueCTBO BBIMOJHEHHS paboOT 10 I0rOBOPY.

WHTerpaibHasl OIEHKA YIOBJICTBOPEHHOCTH KAuyeCTBOM TIPEAOCTABICHUS YCIyr TI0
TEXHOJIOTUYECKOMY TPUCOCIUHCHUIO cocTapiser 4,42 Oauia, YTO HE3HAYUTEIBHO HIKE
pesyabraroB 2017 rona (- 0,19 Gaa).

UHTerpanbHaa ouyeHka no TI WUHTerpanbHana oueHka no TI

4.92

4.82 4.94 486 4.84
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Puc. 3.1. CpenHee 3Ha4eHNS OLCHKH IESITEIIEHOCTH Puc. 3.2. Cpennee 3HaueHNs OLIEHKH JEATENLHOCTH
mo TI13a 2017 rox o TIT3a 2018 rox

Haunbonee Bbicokol onieHkH B 4,94 Gasa 1o yciryre TEXHOJIOTHYECKOro IMPHCOEINHEHMS,
110 MHEHHIO KJIMEHTOB, 3acTykuBaeT prman «Kypckaneproy.

MuHuManpHas OLIEHKAa YIOBJIETBOPEHHOCTH KAayeCTBOM IIPEIOCTABISIEMBIX YCIYr IO
TEXHOJIOTMYECKOMY IPUCOEIMHEHNIO oTMedaeTcs B punmane «Koctpomasneproy.

4, OuneHka yI0BJIETBOPEHHOCTH KJIMEHTOB Ka4eCTBOM MPeA0CTABJISIEMbIX
YCJIYT 10 Nepeaaye 3J1eKTPOIHEPruu

B xome aHKeTMpoBaHMA KJIMEHTaM IIPEUIArajloch OLCHUTh YCIYTy «IIepeAada
ANIEKTPOIHEPTUM» TIO CIEAYIOIIUM MapaMeTpaM:

- 4acTOTa OTKJIIOYEHHUS HIIEKTPOCHAOKEHUs (BO3HUKHOBEHHE IIEPEPHIBOB B
3JIEKTPOCHAO0KEHUN);

- IIPOJOJKUTEIBHOCTD OTKJIFOUEHUH DJIEKTPOIHEPTUH;

- yacToTa BO3HUKHOBEHHS IEpEenajoB HaNpsyKeHUs B CETH (MHraHUE CBETa,
HU3Kasi OCBEUICHHOCTD);

- ONEepaTUBHOCTh pearupoBaHus paboOTHMKOB KomnaHuM mpu BO3HUKHOBEHUU
Ype3BbIYaiHON CUTyaluu / aBapuu.

[To pe3ynbTaTaM CyMMBbI OLIEHOK, ITPOCTaBIEHHBIX KJIMEHTAaMU IO BBILIIETIEPEUHCICHHBIM
BOIIpocaM, ObUIa IMOJy4eHAa MHTErpalbHasi OLIEHKAa YIOBJIETBOPEHHOCTH KIMEHTOB IO YCIyre
«TIepeiada MEeKTPOIHEPTUIY.
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Puc. 4.1. CpenHee 3HaUeHNE OIEHKH JICATEITEHOCTH Puc. 4.2. Cpenree 3HaUeHNE OIICHKA JEATEIEHOCTH
TI0 TIepeiade AeKTpudeckoi saeprum 3a 2017 rox TI0 TIepeIade eKTpudeckoi saeprum 3a 2018 rox

B unerom mno ITAO «MPCK lleHtpa» cpenHsii HMHTErpajbHas OILEHKAa KadyecTBa
MIPEAOCTaBIICHHS YCIYTH TI0 Iiepeiade nekTposHepruu B 2018 roay cocrabuna 4,32.

5. OneHka y/JI0BJETBOPEHHOCTH KJIMEHTOB KAa4eCTBOM MpPeI0CTABJIsIEMbIX
JAOMOJTHUTETbHBIX YCJIYT KOMIAHUH

JlonomHuTeNbHBIE YCIYTM — 3TO BbIJIEICHHbIM OW3HEC-NIpOLECC, HalpaBiICHHbI Ha
MaKCUMAJIbHO A(Q(EKTUBHOE HCIOJIB30BAHUE KOMIIETEHLMM W PECYpCOB KOMIIAHHUM C LEIbIO
YIOBJICTBOPEHHs CIIpoca KIMEHTOB Ha YCIYyrM 10 IPOEKTUPOBAHUIO, CTPOUTEILCTBY,
00CITy)KMBaHHIO, SKCIUTyaTallik U PEMOHTY OOBEKTOB SHEPTeTUKH KJIMEHTOB, a TAKXKE TOTyIeHHs
KOMITaHUEH JOMOJIHUTENbHON BBIpYUKH. /laHHOE HampaBiieHHe HE MOJUICKHUT IOCYIapCTBEHHOMY
PETYIHMPOBAHUIO U HOCUT KOMMEPUYECKUH XapaKTep.

OCHOBHBIE HAITPaBJIEHUs TONOJIHUTENBHBIX YCIyT, oKka3zbiBaeMbIX ITAO «MPCK Llentpa»:

- TEXHUYECKOE 00CITY)KHBAaHHE U Pa3BUTHE CETEH HAPYKHOTO OCBEILICHUS,

- TEXHOJIOTUYECKOe  OOCTY)KMBAaHHE€ M  PEMOHT  JJIEKTPUYECKHX  CeTe |
ANIEKTPOOOOPYIOBAHUS,

- NIEPEYCTPOICTBO NIEKTPOCETEBBIX OOBEKTOB B MHTEPECAX KIIMEHTOB;

- IIPEAOCTABIICHUE TEXHUUECKHUX PECYPCOB;

- UCTIBITaHUSI M AMArHOCTHKA 000PYI0BaHHUS;

- YCTaHOBKA U 3aMeHa IPHOOPOB YU€Ta;

- BBINIOJTHEHUE padOoT, OTHOCALIMXCS K KOMIIETEHIIMU KIIMEHTOB, IIPU OCYILECTBIECHUN
MIPOLIEAYPBI TEXHOJIOTUYECKOTO MPUCOEUHEHNS;

- SHEProayANuT U SHEPTOCEPBHUC;

- MPOEKTUPOBAHHUE U CTPOUTENBCTBO OOBEKTOB SHEPTETHKH.

B xone aHkeTMpoBaHMS KIMEHTaM Mpeylarajoch OLEHUTH JOMOIHUTEIbHBIE YCIYTH IO
CIEIYIOIUM IapaMeTpaM:

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

- CTOMMOCTb BBIIIOJHEHHUS paboT 110 JOTOBOPY HA YCIYTY;

- CBOEBPEMEHHOCTh BBIIIOJHEHHS pabOT IO JIOTOBOPY CO CTOPOHBI CETEBOU
OpraHu3aIy;

- Ka4eCTBO BBINOJIHEHUS paboT 10 JOrOBOPY.

WHrerpanpHas OlieHKa yJJOBIETBOPEHHOCTH Ka4e€CTBOM MPEAOCTABIEMBIX JOMOIHUTEIBHBIX
yeayr 1o [TAO «MPCK Llentpay:
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Puc. 5.1 I/IHI‘CFpaHLHaH OIIEHKA YIOBJIETBOPEHHOCTH Puc. 5.2. I/IHTel"paJ'H)HaH OLCHKAa YJIOBJICTBOPCHHOCTU Ka4€CTBOM

KAuecTBOM MPEIOCTABIEMBIX JTOTOMHHTENbHBIX yemyr — PCAOCTABICMBIX JI0TOMHUTCIBHBIX YCIIyT
3a 2017 rox 322018 rox

MakcuMallbHYI0 ~ OIIGHKY  Y/IOBJICTBOPEHHOCTH  KAQueCTBOM  IPEIOCTaBIISIEMBIX
JOTIOJTHUTEIBHBIX YCIyT moyarni (umman «Kypcksneproy (4,98 6aimia).

6. OueHka yI0BJI€TBOPEHHOCTH YPOBHEM OPraHU3ALMHU OO0CIYKUBAHUS
norpeounTesei

C uenbio ompeneneHns] KayecTBa OpPraHM3alid OOCTY)KUBaHHS KJIMEHTaM 33aBajllCh
BOIIPOCHI, HANpABJICHHBIC HA BBISBICHUEC BOCIPUSTUS YPOBHS KOMIICTCHIIMH COTPYIHHKOB,
JOCTYITHOCTH Y TIOHSTHOCTH MPEIOCTaBIIEMO MHPOpMAIUH, yI00CTBA MOAAYH 3asBKH U CIIOCOO0OB
OTUIATHI YCITYT.

OneHka ypoBHS — YJIOBJIETBOPEHHOCTH  IOTPEOHMTENICH  KAuecTBOM  OOCITY)KHUBAHUS
OLICHUBAJIOCH T10 CIIEYIOIIINM TTapamMeTpam:

- ya00cTBO crioco0a Mo1auu 3asBKH B KOMITAHUIO Ha TPEOCTaBICHUE YCIYTH;

- YIOBJICTBOPEHHOCTh YacaMK pabOThI KOMIIAHUHY;

- YIOBJIETBOPEHHOCTh BPEMEHEM OXWAAHWS TPH Tojadye 3asBKH (JIUTEIBHOCTh
HaxOoXJeHHs B ouepean He 6onee 20 MuH. );

- y1o0CTBO CIOCO0a OTLIaThl YCIIyT;

- YPOBEHb KOMIIETEHTHOCTH / TPAMOTHOCTH COTPYAHUKOB, OCYIIECTBIISIOIINX TPHEM
3aBJICHUM KJINCHTOB;

- YPOBEHb TMPOCTOTHI, JOCTYMHOCTH HH(OPMAIIMOHHO-CIIPABOYHBIX MaTepPHAsoB,
HEOOXOIMMBIX I OOPMIICHUS 3asIBKH;

— YPOBEHb KauyecTBa MPEIOCTABIEMBIX KOHCYIBTAIMIA 10 BOMPOCaM, MHTEPECYIOIIIM
KJIMEHTOB, O IeSITEIbHOCTH KOMIIAHUHU U CTOPOHHUX OpraHU3allni;

- OIICHKA YPOBHS OCHAILICHUS MECT TIpHeMa KIIMEHTOB.

B 2017 rony oreHka yayBIETBOPEHHOCTH Ka4eCTBOM OOCTY)KMBaHHS BBIIIIE, YEM OIICHKA

yIOBJIETBOPEHHOCTH KaueCTBOM IPEJOCTABIEMBIX YCIIYT, U COCTaBWJIA B CPEIHEM IO KOMITAHUU
4,63 6amna, B 2016 rogy — 4,61 Gamna



OpraHusauua obcnyRuBaHuA Opranmnsaums obcnyxusaHua

466 483 497 , .o 488 482 4.85 4.87
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Puc. 6.1. MHzieKC yIOBIETBOPEHHOCTH KAYECTBOM
obcmy>kuBaHus 3a 2017 ron

Puc. 6.1. lHaekc ynoBI€TBOPEHHOCTH KaueCTBOM
obcmy>xuBaHus 3a 2018 ron

Kimenramun [TAO «MPCK LleHTpa» NONOXUTEIBHO OLIEHEHO BHEAPEHHE HWHTEPHET-
SKBapHHIa 1 BO3MOKHOCTH OILIATHI YCIIYT Yepe3 UHTEPHET C HCIOJIb3pBaHNEM OAaHKOBCKOM KapThl.
3HaveHue OLEHKU MapameTpa «Y 100CTBO Crocoda OIIaThl yCIyr» cocTaBuiio 4,55 dasa.

1. Pe3rome

7.1.  Yro no mHenunio kiameHToB [TAO «MPCK LlenTpa» aejaer j1y4iie Bcero:

KynbTypHo obuiaemca Npy BbINOSTHEHWUM ash
paboTt :

KayvecTBeHHO BbINOAHAEM paboTy no gon _ 280

ycnyram )

ONpATHO BLIMALMM M aKKYPaTHO
patioTaem
BeicTpo o6paBoTeiBaem 3asBKKM U
rotoBum odepTbl / NPOeKTbl A0r0BOPOB _ 477
Ha Aon ycayru
FPaMOTHO KOHCYNbLTPYEM F 4.78
f T bann
4.74 4.76 478 4.80 4.82

7.2.  UYro na B3risa kiaueHToB [TAO «MPCK Llentpa» aesiaer xXyske Bcero:

OnepaTMBHOCTL pearnposaHmna paboTHWKOB
KOMMaHM1 NPU BO3HMKHOBEHUMU
Ype3BbIYANHbIX CUTYaUUWi [/ aBapui

[

454

O6ecneyusaem bDecnepeboiiHy o Nepeady
3/3 (YacToTa OTHAKYEHKHA)

I

.48

O6ecneyrBaeM KauecTBeHHYIO Nogauy 3/3

48
(nepenaapl/CHaYvyku HanpaAXKeHWa)

O6ecneyusaem bDecnepeboiiHy o Nnepeady
3/3 (NpoAo/HUTENBHOCE OTH/TIIOUEHWHA)

N
&)

I I I
] ey

OpraHusyem crnocoBbl M BOSMOMHOCTHU

4.61
onnatbl ycnyr

|

bann

P
W -
=}

4.40 4.50 4.60 4.70



7.3.  Yciayra TexHoJIOrH4eCKOro NpucoeInHeHus

NHpeke ynoBIETBOPEHHOCTH KA4EeCTBOM INPEAOCTABIISIEMOM YCIyIH O TEXHOJIOIMYECKOMY
npucoenuHennto B 2018 romy cocrasui 4,42 Gamia, ypoBEeHb yIOBJIECTBOPEHHOCTH IO OTHOIIICHHUEO
k 2017 roxy camsmics Ha 0,19 6aos.

B nmemix opraHMzanMum  CBOGBPEMEHHOIO  BBINOJIHEHUS  YCJIOBMH  JIOTOBOPOB
TEXHOJIOTUYECKOTO MPUCOSTMHEHNS 3asiBUTeNIeH KaTeropuu «Benenue Ou3Heca» B paMKax perieHus
3a71a4d MOBbIIIEHU HaroHanbHOrO peWTHHra COCTOSHMSI HMHBECTULMOHHOIO KIMMaTa B
cyowekrax Poccuiickoil denepayy, U MOBBILIEHNS YPOBHSI YIOBIETBOPEHHOCTH KiMeHTOB [TAO
«MPCK lleHTpa» M3MEHUT BHYTPEHHUIl MOPSIOK peau3alliy YCIYIH, MPOJODKUT IIPOBEICHUE
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 OOmectBy B 2018 romy cpemHsii HWHTErpaibHas OIGHKA KadecTBa
MIPEAOCTABIICHHS YCIYTH TI0 Tepeade dIeKTPO3Hepruu coctaBwia 4,32 6awia (M3 5 BO3MOXKHBIX),
4TO paBHO Noka3zarento 3a 2017 rox.

B mensx cokpaieHust KOJMYECTBA M TMPOJAODKUTEIIBHOCTH OTKITFOUEHUH 3JICKTPOIHEPIUU
¢bwmanamu [TAO «MPCK lLlentpa» OyayTr peann3oBaHbl MEpPONPUATHS, IPEAyCMOTPEHHbIE
PEMOHTHBIMH TIPOTPAMMAMH.

B mensix omnepatMBHOrO MojydeHHsT HHGOPMAIMK OT KOHEYHBIX MOTpeOuTeneld o0
orcyrcTBUM 3JekTpocHabxkenus B koHie 2017 roga [TAO «MPCK LlenTpa» Havano npuHUMAaTh
oOpameHuss yepe3 MecceHpkepsl Telegram u Viber mo Homepy +7 915-38-000-38, a Takke
pEATM30BAJI0 CEPBUC KPYIJIOCYTOYOTO HMHTEPHET-MH(OPMUPOBAHUS TpPAXKAAH O MPUYMHAX
OTCYTCTBUSI JICKTPOIHEPrUM Ha oQpHIHMaILHOM caiite Www.mrsk-1.ru B pasnene «I paduku

OTKJIIOUEHHSI U cTponTenbcTBa — [lomyunts nHpopmarmoo 00 otkimrodeHun» https:/Amww.mrsk-
1.ru/customers/customer-service/power-outage/.  Ecnmu  uHdopMmamms 00  OTKIIOYCHHH
AJICKTPOSHEPIMH HA MOMEHT 3alpoca OTCYTCTBYET, OTBET C HHQOpPMAIMeli O MpUYMHAX

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

7.5.  JlomosiHUTeJIbLHbIE YCJIYTH

WHyiekc y10BIeTBOPEHHOCTH Ka4eCTBOM TIPEIOCTABIISIEMBIX JIOTIOJTHATEIBHBIX yeiayT B 2018
roxy cocraswi 4,50 6aa.

I[TAO «MPCK LleHtpa» pacmmpsieT mepeueHb JOMOJHUTEIBHBIX YCIyr M pabdoTaeT Hajl
VIIYUYIIIEHHEM YPOBHS CEpBHUCA MIPU OKa3aHUU YCITYT, PETYIISIPHO TMPOBOAUT 0O0YUICHUE U TIOBBIIIICHHUE
KBaTU(DUKAIUK TTepCoHaa.

7.6.  OpraHu3anus CHCTeMbl 00CTY’KHBAHUS KJIMEHTOB

WHnekc ymoBIETBOPEHHOCTH KaueCTBOM OpraHHM3alliu OOCITyXHBaHUS KiMeHTOB B 2018
rojay cocraBui 4,55 6anna.

B kauectBe 00nmacTy W3MEHEHHH, KOTOpbIE MOTYT TOBIUSATH Ha YIYYIIEHHUE CHCTEMBI
OOCITy>KUBaHWsI, KITMEHTHI BHIIAT CJICIYIOIIEe: OpraHu3alys Harnoosee yI00HBIX CIIOCOOOB OIIaThI
YCIIyT, TIPEIOCTaBIsIeMbIX KoMmmaHued B ¢wmanax «TamOoBsHepro» u «TBepbIHEpPro:
opranusarys 6osee yIoOHBIX MECT OKUIAHUS M Pa0OTHI C KIIMEHTOM B (mnalie «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 AOCTYMHOCTH U ynoOctBa 3akaza yciyr [TAO «MPCK Lientpa» B
koHne 2018 roma ObUT 3HAUMTENBHO pacimped ¢yHknuoHan JlnuHoro kabunera kimmeHta [TAO
«MPCK Lentpa» www.lkk.mrsk-1.ru. B Jluunom kabunere kimenta [TAO «MPCK LenTtpa»
peam3oBaH BeCh (DYHKIMOHAN, NPEIyCMOTpEeHHbI EauMHBIMEH  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 TMOJIHYIO YAOBJICTBOPCHHOCTD, 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
KoMIieTeHTHOCTh / TPAMOTHOCTh COTPYAHUKOB, IPUHUMABIINX 3a5BKY
O 5 O 4 O 3 O 2 O 1
Bpems oxxumaHus mpu mogade 3asaBKu (HomycTuMo 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

VYnobcTtBo cmocoba oOmiaTel yciayr, NPEAOCTaBJIsIeMbIX KOMIAHHMEH (Haiuuue / OTCYTCTBHE IUIATEKHOTO
TepMHUHAJIA, KaCChI)

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 0hepThl / IpoeKTa JoroBopa (IomycTuMo 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 PEryJIUPOBaHHIO TapuoB 00JaCTH)

O 5 O 4 O 3 o 2 O 1
CpoOKH BBITIOJIHEHUS PabOT MO I0TOBOPY CO CTOPOHBI CETEBOM Oopranu3anuu (0T 6 MecsIeB 70 3 JieT)

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 oOGCIyXKHBaHHS KIHESHTOB
[0 PaiioH 3JI€KTPUYECKUX CETel [0 VcnonHuTenbHBIN 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) HAMIPSKCHUS
O 5 O 4 O 3 o 2 O 1
CooOrmanu 1 Bl 0 HeHaeKaleM KauecTBe 3JIeKTPOIHEPT MU B KOMITAHUIO?
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 in Bac pabota 3/1eKTpOMOHTEPOB MPU CheMe MOKa3aHuii mpubopoB ydyera?

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  0oOCIYy)XHBaHHE  DICKTPOCETEBOTO
obopynoBaHus, JIEKTPO3ALIUTHBIX 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
CronMOCTh BBIIIOJTHEHHUS paboT MO TOTOBOPY Ha YCIyTy
O 5 a 4 O 3 o 2 O 1
CBOEBPEMEHHOCTD BBINOJIHEHHS PadOT 10 TOTOBOPY CO CTOPOHBI CETEBON OpraHU3auu
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 IPH BBITTIOJTHEHUH PadOT
O 5 O 4 O 3 o 2 O 1
PexomennoBanu 651 Bl Hanry KOMIIaHUIO HA TIPEOCTABICHIE aHAJIOTHYHBIX YCIYT CBOMM 3HAKOMBIM 7
O na O mer

MPUOPUTETHI JII1 U3SMEHEHUI

[pencrasbte cede, uto Bel — raBa [TAO «MPCK Ilentpa». Kakne n3meHeHnst B 00CITyXMBaHHH KIMEHTOB BBl OBI
BBENH?




