[Ipunoxxenue N 7

K EauneiM cTangaptam

KayecTBa 00CITY)KHBaHUS CETCBBIMU
OpraHu3alMsIMU OTpeOUTENeH
YCITYT CETEBBIX OpTaHU3AIIN

HNupopmanus o kauecTBe 00CTyKUBAHUS
notpebuteneit yeayr [TAO «TPK» 3a 2018 rog

1. O6mas napopmanms

1.1. KonuuecTBO mOTpeOUTENEH YCIyr CEeTEeBOM OpraHM3anuu (janee - MOTpeOuTeNn) ¢
pa3OMBKOW 10 YpPOBHSM HANpPSOKCHUS, KaTETOPHUSM HAJACKHOCTH TOTpEOWTENIed W THITY
notpedurenei (hpu3ndeckue Uiu IPUANIECKUE JIUIA), a TAKXKE JUHAMUKA M0 OTHOIICHUIO K TO1Y,
IPEIIECTBYIOIIEMY OTUETHOMY.

[Ty6nuunoe akunoHepHoe 001ecTBo « ToMcKkas pacnpenenuTelbHas KOMIIaHUsD (BXOIUT
B Ipynny koMmmnanuii «Poccetn») - pernoHanbHas sHepreTudeckas KOMIaHus, 00ecTieunBaroast
nepefavdy ¥ pacupenesieHue d3JIEKTPOIHEpruu Ha Bceil tepputopun Tomckoit obmactu. [TAO
«TPK» o6cnyxkuBaet 149 233 motpebuteneit yeuyr (najiee - morpedutenn). Pa3ouBka 1mo ypoBHsIM
HaIpsDKEHUsI, KaTErOpHsIM Ha/IeKHOCTH MOTpeduTeneil u Tumy norpedureneit (pusmdeckue miu
ropuandeckre auna) 3a 2018 rox, a Taxke quHamMuKa Mo otHomeHuto kK 2017 roxy, mpencraBieHa
B Ilpunoxennn 1 (Tabmuma 1.1).

1.2 KonnuecTBO TOYEK MOCTABKU BCETO M TOUYEK MOCTAaBKH, 000PYIOBaHHBIX MPUOOpaMU
y4eTa JIEKTPUUECKON IHEPTUuu, ¢ pa3OMBKON: (pU3HUECKUE U, IOPUINUECKHUE JIUIIA, BBOJIHBIC
yCTpOMCTBa (BBOJIHO-PACIIPEACTUTENBHOE YCTPOMCTBO, TJIABHBIA pacHpeeIUTEIbHbIA [UT) B
MHOTOKBApTUPHBIE JI0Ma, OECXO3SHBIE 0OBEKTHI IEKTPOCETEBOI0 XO3MCTBA, MPUOOPHI yueTa ¢
BO3MOKHOCTBIO JUCTAHIIMOHHOTO cOOpa JMaHHBIX, a TaKXKe JWHAMHKA MO OTHOIICHHUIO K TOAdY,
MIPEAIECTBYIONIEMY OTUeTHOMY, TipenctaBieHa B [Ipunoxenun 1 (Tabmuma 1.2).

1.3 Undopmanusg 06 00beKTax 3JEKTPOCETEBOr0 X0O3MCTBA CETEBOM OpraHU3aluu: IJIMHA
BO3MyIIHbIX NuHUHN (fanee - BJI) u xabenbubix nunuii (ganee - KJI) ¢ pa3OuBKoif Mo ypoOBHIM
HarpsbKeHust, konuuecTBo noactanmnuii 110 kB, 35 kB, 6(10) kB B nuHamMuke 0OTHOCUTENHHO TO/1a,
MPEAIECTBYIONIETO OTYETHOMY NpecTaBieHa B [Ipunoxxenun 1 (Tabnuna 1.3)

1.4. YpoBeHb puznyeckoro usHoca o0bEKTOB 3eKkTpocereBoro xo3siictea [TAO «TPK» ¢
pa30MBKOIM O YpPOBHSIM HAmpsDKEHUS M MO TUHaM OOOpyAOBaHUS, a TakXkKe IMHAMUKA IO
OTHOIICHUIO K TOAY, MPEAIIECTBYIOLIEMY OTYeTHOMY, npeacTasieHa B [Ipunoxenun 1 (Tabauma
1.4).

2. Nudopmaryst o KauecTBe yCiyT Mo nepeaaye
DIEKTPUYECKON DHEPTUH

2.1. Tloka3zarenu kayecTBa YCIYT MO Mepenaye IeKTPUUecKoil sHeprun B 1enom mo [HAO
«TPK» B oT4eTHOM Mepuoe, a TaKke NMHaMuKa 1o otHomeHuto kK 2017 roay mpencraBieHbl B
[Tpunoxenun 1 (Tabnuma 2.1).



B cooTtBercTBUU C mpuKkazoM JlemapTameHTa TapugHOro perynupoBanusi Tomckoi obnactu
or 29.12.2017 Ne6-730 «OO0 ycTaHOBJIEHMS AOITOCPOUYHBIX MAPAMETPOB PETYIMPOBAHUSA U
HEOOXOIMMON  BaJOBOM  BBIPYYKHM MYyOJIMYHOTO akuMoHepHoro oOmectBa «Tomckas
pacnpenenuTeNnbHas KOMIAHUS», B OTHOIIEHWH KOTOPOro Tapu(bl Ha YCIYrH IO Hepenaye
NEKTPUYECKONM JHEPruM  YCTAHABIMBAIOTCS HAa OCHOBE  JIOJITOCPOYHBIX  [1apaMETPOB
perynupoBaHus aestenabHocth Ha mnepuoa 2018-2022rr.» mis ITAO «TPK» ycraHOBieHBI
MOKAa3aTeIu «YPOBEHb HAJIEKHOCTH PEATM3YEMBIX TOBApOB (YCIyT)»:

B 2018 romy mnoxkaszarens cpeaHed NPOAODKUTENBHOCTH TMPEKpaIleHusl TIepeaadu
ANEKTPUYECKOM PHepruM Ha Touky noctaBku [Isaidi dakT cocraBun 1,63795 yac, uro Ha 16,5%
MEHBUIE YCTAHOBJIEHHOT0 JlemapTaMeHTOM Tapu(HOro peryaupoanus Tomckoit oomactu Ha 2018
ron 3HadeHus (IIsaidi pak - 1,96124 gac).

[Toxazarens cpeHel 4acTOThI IPEKPAILEHUs epeadn dJIEKTPUUECKON SJHEPTUH HA TOUKY
noctaBk [Isaifi ¢pakt cocraBui 1,50871 ., uro Ha 8,1% MeHbIIe OKa3aTels, yCTAaHOBIEHHOTO
POK TO (ITsaifi pak - 1,64106 mit.).
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CpaBHuTenbHbIN aHanu3 nokasarenei [1saidi, [1saifi npeacrasien nuarpamMMmoi:

- mokazarenb [Isaidi 2018 dakr Ha 4,2% BbIlIe HHANKATUBHOTO moka3arens 2017 roma
(ITsaidi 2017 ¢axkr - 1,5719 yac);

- nokazarens [Isaifi 2018 ¢akr Ha 3,0% MeHbllle HHAMKATUBHOTO nokaszatens 2017 rona
(ITsaifi 2017 dakr - 1,5550 mrT.).

PocT mokazatenst cpegHed MpOAOIHKUTEIHFHOCTH TIPEKPAICHUs Mepelauu AIEKTPUIECKON
SHEPruy Ha TOYKY MOCTABKM MO OTHOIIEHUIO K MHIMKATUBHBIM Noka3aressiM 2017 roma cBsizaH B
OCHOBHOM C TE€XHOJIOTMYECKHMH HAPYIICHUSIMU, TPOU3OIICAIINX B PE3yJbTaTe MOBTOPSIOLINXCS
CTUXUUHBIX SIBJICHUH.

[lo oTHOWIEHHIO K TIOKa3aTessIM HAJIeKHOCTH, YCTaHOBJIEHHBIMH JlemapTameHTOM
tapuduoro perynupoBanus ToMmckoi obactu, mokaszarenu 2018 roga BBIMOIHEHBI.

2.2. PeTUHT CTPYKTYPHBIX €AMHUI] CETEBOW OPraHU3aIMH M0 KAYeCTBY OKa3aHUs YCIIYT 110
nepeaade IEKTPUUYECKON SHEPIUH, a TAKXKe M0 KAa4eCTBY AIEKTPUYECKON SHEPIMU B OTUETHOM

nepuoje npeacrtasieH B [Ipunoxenun 1 (Tabauna 2.2).

B cBsi3u ¢ TeM, uTo MeToandecKuMU yKa3aHus HE OMPEIeNICH MOPSA0K pacuéra mokasaTeneit



Ha/ISKHOCTH ¢ pa3OuBKOil 1o kiaccaM HanpspkeHus, B [TAO « TPK» undopmarus no nokazarensim
KauecTBa yCIyT IO Tepeaave dJICKTPUUECKOW YHEPTUU C pa3OMBKOM MO KiaccaM HaNpPSKCHUS
OTCYTCTBYET.

2.3. MepornpusiTus, BBITOJHEHHBIE CETEBOW OpTraHM3allMeil B IENSX MOBBIIICHUS KadyecTBa
OKa3aHMs yCIIYT 110 Iepeaye dJIEKTPUIECKON SJHEPIrUU B OTYETHOM IIEPUOLE.

C uensro nioBbiieHusa Hajne:xHOCTH B [IAO «TPK» BrimoHsaeTCs:

-aHaIM3 [I0CJICaBapUMHBIX PEKUMOB U U3yuyeHUE Haubojee XapaKTepHbIX MPUYUH
MOBPEKAEHUH, pa3paboTKa Mep 1O MPEAOTBPAILEHHUIO OJOOHBIX aBAPUNHBIX CUTYaLIUN;

-COBEPIIICHCTBOBAHUE CHCTEMBI OpPraHU3allMd PEMOHTOB, HAIPABJICHHOE HAa COKpAILEHUE
KOJIMYECTBA IJIAHOBBIX OTKIIFOUEHUH IIPU BBIBOJE U3 pabOThl 000pYAOBAHHUS;

-[IOBBIIICHUE HAJIEKHOCTHU YYaCTKOB CETU MOCPEICTBOM 3aMEHbI HanboJee OTBETCTBEHHBIX
3JIEMEHTOB Ha HOBYIO JJIEMEHTHYIO 0a3y, IMO3BOJISIOIIYI0 YMEHBIIUTh PUCKU IOBPEKICHUN
(coBepiieHCTBOBaHME TpPeOOBaHMU MO  HAAEKHOCTH K  AJIEKTPOOOOPYIOBAHHUIO  JIMHHUMA
UIEKTpoNepe ayl M NOJCTAaHUUM, BKIo4as ycTpoiictBa P3A, Ha 3Tamax NIpOeKTHpPOBaHUSA,
3aKyNOK, CTPOMTENbCTBA, MOHTaXa M JKCIUIyatauuu, crpoutensctBo BJI 6-10 kB ¢
MCIIOJIb30BAHUEM IOJIBECHBIX M30JISITOPOB HA OMOPAX MOBBIIMIEHHON MEXaHUYECKON MPOYHOCTH U
3alIUIIEHHBIX TPOBOOB UK MpoBoioB AC);

-CO3/laHHE€ OINTHMAJIBHOIO ABapUWHOIO 3araca oOIop, NMPOBOJOB U JPYTrUX MAaTE€pUAJIOB
(KOHCTpYKIUI) 7151 IPOBEECHUSI PEMOHTOB;

JUis CHMKEHHUS YpOBHS aBapUHHOCTHM M MOBBIINICHHS HAJEKHOCTH (DYHKUMOHHPOBAHUS
ANEKTPOCETEBBIX 00BEKTOB CPOPMHUPOBAHBI IPOU3BOJCTBEHHBIE ITporpamMmbl (mporpamma TOuUP u
NIIP), nporpaMMbl NOBBIIEHUS HA/IEAKHOCTH, LIEJIEBBIE IPOTPAMMBI.



3. Uudopmanus 0 kauecTBe yCIyr MO TEXHOJIOTUYECKOMY MPUCOETNHEHUIO

3.1. Uuadopmamuss o0 HaIWYUU HEBOCTPEOOBAHHOW MOITHOCTH (MOIIHOCTH,
oTpeeNIeMOl KaK pa3HOCTh MEXKIY TpaHC(HOPMATOPHOU MOITHOCTHIO IIEHTPOB TTUTAHUS
U CYMMapHOW MOIIHOCTHIO SHEPTONPHHUMAIOIINX YCTPOUCTB, HETIOCPEACTBEHHO (MU
OIIOCPEZIOBAHHO) MPUCOCTMHEHHBIX K TAKUM IIEHTPaM MMUTAHUS, U SHEPTOMPHHUMAIOIITIX
YCTPOMCTB, B OTHONICHWHW KOTOPBIX MMEIOTCA 3aABKM Ha TEXHOJOTHYECKOE
NPUCOCTNHEHKE) JIJISI OCYIIECTBICHUSI TEXHOJOTHYECKOTO TMPUCOCTUHCHHUS B OTYECTHOM
neproie, a TaKkKe O TPOTHO3aX €€ YBEIIMYCHUS ¢ Pa30MBKOM 1O CTPYKTYPHBIM €IHHUIIAM
CETEBOW OpraHwW3allid W IO YPOBHSIM HANPSDKCHHWS HAa OCHOBAHWHM WHBECTHIIMOHHOMN
nporpaMmbl Tipejctaniensl B [Ipuwioxennn 1 (Tabmuma 3.1).

3.2.  MepomnpusTus, BBIIOJHEHHBIE CETEBOM  OpraHuM3anuell B IENAX
COBEPIICHCTBOBAHUS JACATEIHHOCTH 0 TEXHOJOTHYECKOMY NMPHCOSTUHEHUIO B OTYCTHOM
HepHoze.

B otuetnom nepuoge ITAO «TPK» ocyiiecTBisiioch B3aMMOAEHCTBUE C TJIaBaMU
MYHUIMIIATBHBIX 00pa30BaHUWN B YacTU IUIAHUPOBAHUS PaOHOB MIPEANojaracMoi
3aCTPOMKH (UM BBIAEJICHUS 3€MENb) NJs BKIIOUYEHUS B MHBECTULIMOHHYIO MPOrpamMmy
KOMITAaHHHM PEKOHCTPYKIMH (cTpouTenbcTBa) cetedt 10-0,4xB. Takke ObLI MOATOTOBJICH
nepeyeHb  OOBEKTOB  CTPOUTEIBCTBA, HEOOXOAMMOCTh  COOPYXKEHHUS  KOTOPBIX
ompeseNnseTcs He TOJIbKO MOJKIIOYEHHEM HOBBIX MOTpeduTteneil, Ho U obecrieueHuEM
KauecTBa JIEKTPOIHEPTUH I IEUCTBYIOIINX HArpy30K.

3.4. Ilpouas unHdopmaimusi, KOTOPYIO CeTeBas OpraHu3amus  CYUTAeT
nenecooOpa3Hol Il BKJIIIOYEHHUS B OTYET, Kacalollascs MpPeIOoCTaBICHHS YCIYT IO
TE€XHOJOTUYECKOMY ITPUCOETUHEHUIO.

B cooTtBercTBHE MeTonMuecKUM yKa3aHUSIM IO PacueTy ypOBHS HAJICKHOCTU U
KauecTBa IIOCTABIsIEMbIX TOBApOB U OKa3bIBAEMBIX YCIyr JMJig OpraHU3aluu IO
YVOPaBJICHUIO E€IWHON HAIMOHAIHHOM (OOIIEPOCCUICKONM) JIICKTPUUYECKON CEThI0 U
TEPPUTOPUATLHBIX CETEBBIX OpPraHU3alliii, YTBEPKICHHBIM MpuKka3zoM Munsnepro Poccuu
ot 29 nosiops 2016 r. Nel256, daxkTudeckoe 3HaUeHHE TOKa3aTelsl YPOBHS KadecTBa
OCYIIIECTBIIIEMOTO0 TEXHOJOTMYECKOr0 MPUCOEIMHEHU K ceTu no uroram 2018 roga B
I[TAO «TPK» cocraBuino IItnp=1,0457 npu nnanoBom 3Hauenuu (II(mw)TIIP =1,057. 1o
utoram 2018 r. ycranoBinenHoe JlemapramenToMm Tapudnoro perynupoBaHusi Tomckoi
o0JacTy MJAHOBOE 3HAYEHHE IO IIOKA3aTeJIl0 YPOBHS KayecTBa OCYILECTBIISEMOIO
TEXHOJIOTUYECKOT0 MPUCOEANHEHNS KOMIIAHUEH TOCTUTHYTO.

3.4. CeemeHusl O KauyecTBE YCIAYr IO TEXHOJOTMYECKOMY MPUCOCIUHEHUIO K
IEKTPUIECKUM CETSIM CETEBOW OpraHU3allK B Pa30MBKE IO MOIIHOCTH, B TUHAMUKE IO
2017- 2018 romgam npescrasiieHsbl B [Ipunoxennn 1 (Tabmuma 3.2).



B ITAO «TPK» ob6cnyxuBanue MOTPeOUTENICH YCIYT OCYIIECTBISIOT COTPYIHUKH
VOpaBICHUSI TMEPCIEKTUBHOTO PA3BUTHSI U TEXHOJOTMYECKOrO0  MPHUCOEIUHEHUS
ucnionHutenbHoro anmapara [TAO «TPK», coTpyaHukH cekropa TEXHOJOTHMYECKOTO
npucoenuHeHuss B [lpou3BojacTBeHHBIX otTaeneHusx Bocrounsix, CeBepHBIX U
LleHTpanbHBIX 2JIEKTpUUECKUX ceTedl u neBsiTHaauatu POC. 3aouHoe, MHTEpaKTUBHOE
00CTy)KMBaHHUE OCYHIECTBIISIIOT COTPYIHUKH CEKTOpa B3aUMOJCWUCTBHS C KIMEHTaMH, B
(yHKIMY KOTOPBIX BXOJUT IPUEM U PETUCTpALMsI OOpallleHuii MoTpeOuTeneu, B TOM Yucie
U TI0 BOIpOCAM TEXHOJOTUYECKOTO IPUCOCAUHEHHUs, a TakKe pa3pelieHue u
npeaynpexacHue KOHQIUKTHRIX cutyanuid ¢ kieHTamu [TAO «TPKy.

Jns  moBeimieHust UHGQOPMUPOBAHHOCTH  MNOTpeOUTENEH B CTPYKTYPHBIX
nonpaznenenusix [IAO  «TPK» pasmemienst uHGOpMalMOHHBIE  CTEHABI IS
noTpeduTenel, Ha KOTOPBIX B JOCTYIHOM M MOHATHOM (opMe IpHuBefeHa MHPOpMaLus,
00pa3Lbl TOKYMEHTOB 110 TEXHOJIOTMYECKOMY IPUCOEAMHEHHIO K AIEKTPUUECKUM CETSM.

Ha caiite OGmectBa B paznene «llotpeduTensim» mpeacTaBieHa HHPOpMAIUsI O
HOPMATHUBHBIX TIPABOBBIX aKTax [0 TMOPSAKY TEXHOJOTHYECKOTO MPUCOCTUHEHUS:
OCHOBHBIE  OTambl, CpPOKH BBIMOJHEHUS pabOT, TUIOBBIE JOKYMEHTBI  JIJIsi
TEXHOJIOTUYECKOTO MPUCOECIUHEHHUS, YKa3aHbl TPeOOBaHUs K O(DOPMIIEHUIO JJOKYMEHTOB,
KoHTakTHass uHdpopmaius, CTaHgapThl KayecTBa OOCTY>KMBaHUs MOTpeOUTEEH YCIyT,
CBeJIeHUS O Tapudax Ha TEXHOJIOTHUECKOE MPHUCOSIMHEHHE, pa3MeleHa HHTePaKTHBHAS
KapTa  BH3yalM3alUM  3arpy3Kd  LEHTPOB  IUTaHUS 35xB U BbIIIE
(www.trk.tom.ru/customers/connection/map35kv.php). Ha xopmopatuBHOM  caiite
pabotaeT WHCTPYMEHT «JIMuHBII KaOWHET» Mg DJIEKTPOHHOTO COIMPOBOXKICHUS
IPOLEAYPhl TEXHOJIOTUYECKOTO MPUCOEIANHEHUS C BO3MOKHOCTBIO OTCIIEKUBATH ITAIlbI
TEXHOJOTUYECKOr0 MPUCOEAUHEHUS, MOJIy4aTh aJpecHylo HuHpopmamuioo o0 3Tamax
OKa3aHUs YCIYTU N0 TEXHOJIOTUYECKOMY ITPUCOETUHEHUIO

3.5. Pacyer cTOMMOCTH TE€XHOJIOTHYECKOTO MPUCOEAUHEHUS K IIEKTPHUUECKUM
cetssm motpebutenu yciayr ITAO «TPK» Moryr ocymectButh B cetu WHTepHET
(https://mopTan-ti.pd/cost_calculator) mocpencTBaM WHTEPAKTHBHOTO HHCTPYMEHTA,

KOTOpBIﬁ MO3BOJILICT ABTOMATHUYCCKH PACCUHHUTBIBATH CTOMMOCTL TCEXHOJIOTHUYCCKOTO
IMPpUCOCINHCHUS ITPH BBOAC OIIPCACIICHHBIX IIapaMCTPOB.


https://портал-тп.рф/cost_calculator

4. KauecTBO 00CIyXKUBaHUA

4.1. KonnuectBo oOpalieHuii, MOCTYNHUBIIMX B CETEBYIO OpraHU3aluio (BCEro),
oOpalieHui, coaepKamux xano0y u (Min) oopallleHui, coepKalIiuX 3asiBKY Ha OKa3aHue
YCIIyT, TOCTYIMBIINX B CETEBYIO OpraHU3alldi0, a TaKKe KOJUYECTBO OOpaIICHH, IO
KOTOPBIM  OBUIM  3aKJIIOUYEHBI JIOTOBOPHI 00 OCYIIECTBICHUU TEXHOJOTHYECKOTO
MPUCOCAUHEHUSI U (MJIM) JOTOBOPHI 00 OKa3aHUU YCIYr MO Tepeaade ICKTPUUYECKOH
HHEPrUM, a TaKXkKe MO KOTOPHIM OBbLIN YperyJupOBaHbI kKaloObl B OTYETHOM IEpPHOJIE, a
Tak)Ke AMHAMHKA IO OTHOILIEHUIO K Ty, MPE/IIECTBYIONIEMY OTYETHOMY.

[ToBbIlIeHNE KauecTBa OKAa3bIBAEMBIX YCIYT SIBJISETCS OJHUM M3 CTPATETHYECKUX
HanpasieHuid pabotel [IAO «TPK». Opuenrtanus Ha paboTy C KIMEHTOM —OJUH W3
KJIIOYEBBIX TPU3HAKOB A(P(EKTHUBHOW YIPaBICHUECKOM CHCTEMbl KOMIAHUM. 3ajaadya
KOMIUIEKCHOTO 00CITy>)KMBaHUS TOTpeOUTENeH yCIyr U oIJIepKaHusl €IMHBIX CTAaHIApTOB
oOcnyxuBanus u B3aumosenctaus, [TAO «TPK» peanusyer B popmax kak o4uHOTO, TaK U
3a04HOT0 00CTyKUBaHUS OTpeOUTENeH.

OO011ecTBOM OpPraHM30BaHO B3aUMOJACHCTBHE C MOTPEOUTESIMU 110 TpeM GopMam:
OYHOE, 3a0YHOE OOCIYKMBAaHUE U HMHTEPAKTUBHOE, KOTOPOE MOKHO OTHECTU K (opme
3204YHOT'O 0OCTY>KUBAHMSI.

B mienom, mo Bcem kananmaM kommyHuKarnwu 3a 2018 rog B O01IecTBO MOCTYITHIIO
7272 obpamenus 1o Ha 3% Gonbmie oTHOcuTeNnbHO 2017 rona.

KonnuectBo oOpamenuit, moctynuBmux B OOmecTBo (Bcero), oOpalieHuid,
cojepkanmx xkaino0y u (win) oOpalleHul, COAEpKAIIUX 3asBKYy Ha OKa3aHHUE YCIYT,
MOCTYIUBIINX B CETEBYIO OPTaHU3AIIMIO, a TAKXKE KOJIUYECTBO OOpAIeHH, IO KOTOPHIM
ObUIM 3aKJIIOUEHBI TIOTOBOPHI 00 OCYIIECTBICHUU TEXHOJOTMYECKOTO MPUCOCTUHEHUS U
(uu) TOTOBOPHI 00 OKa3aHHWM YCIYT IO Mepeaade dIESKTPUUECKOM SHEPTUH, a TaKkKe o
KOTOPBIM OBLIM ypEeryJIMpPOBaHbI kKajloObl B OTYETHOM MEPHOJE, a TaKKe AMHAMUKA IT10

OTHOILICHHIO K TOJTY, IIPEIIIECTBYIOIIEMY OTYSTHOMY MTPEJICTaBICHbBI HIDKE B [IpHIoKeHH
1 (Tabnuna 4.1).

4.2. Indpopmarus o 1eareabHoCcTd 0UCOB OOCTYKUBAHUS TOTPEOUTENEH.

B I[TAO «TPK» ouHoe oOcnmyXKMBaHWE OCYIIECTBISETCS MOCPEACTBOM JIMYHOTO
KOHTaKTa NoTpeOuTesiell B MyHKTaX OYHOTO OOCIIYKMBaHUS TpEX MPOU3BOJACTBEHHBIX
OTIIEJCHUSIX M JAEBATHAALATH paioHaX HJIEKTPUUYECKUX CeTed, MYyHKT OOCHy:KUBaHUS
notpeduTenel ycayr pa3MelleHHbIH B 1eHTpe ropoaa Tomcka (mpocnekt Kuposa, 36,
Tomck T1.). B myHkTrax oOCTyXKUBaHUS COTPYAHUKH KOMIAHUHM IPEIOCTABISIOT
NOTpEeOUTENsIM  KOHCYJIbTAllUM IO BCEM BompocaMm jestenbHocTH  OOmiecTsa,
OCYLIECTBIISIFOT IIPUEM 3asiBOK Ha OKa3aHHME YCIYT, B TOM YHUCJIE U HAa TEXHOJOTHYECKOE
npucoenunenue. [lo pesynsratam 2018 roga B ITAO «TPK» nuuno obparunocs 3399
norpedurenei, yto Ha 1% Oonbiie B cpaBHenue ¢ 2017 romom (4003mt.). JleranbHas
XapaKkTepUCTUKA UHPPACTPYKTYPBI OUHOTO 00CTyKuBaHUs npuBoauTcs B [Ipunoxenun 1
(Tabnuua 4.2).



4.3. Undopmamuss 0 3a04HOM OOCITY)KMBAaHWUU TOTPEOUTENEH IMOCPEICTBOM
Tene(OHHOMN CBSI3U.

3aouHas ¢opma 0OCTYyKMBaHUS peaM30BaHA 4Yepe3 KaHAJIbl KOMMYHHUKAIIUH:
tenedoHHas cBsA3b, E-mail cepBucel, moura PO.

B O6mectBe opranuszoBana pabora tenedona 8-800-234-38-22, Ha KOTOPHIN B
11000€ BpeMsi CYTOK MOTPeOUTETN MOTYT 00paliaThes M0 BCEM BOMpPOCcaM JesATEeIbHOCTH
KOMIIAaHUH, MMOJTy4YaTh KOHCYJBTAIMH 110 BOMpOcaM 3JeKTpocHaOxeHus. B To xe Bpems,
NOTpeOUTENM HMEIOT BO3MOXHOCTh O00paliatbcsi Ha TelePOHBI CIIYkKO y4acTKOB
TpPaHCIOPTa JIEKTPOIHEPTUU B paloHaX PIEKTPUUECKUX CETEH.

B 2018 romy mocpeactBoM TeneOHHOW CBSI3M HpUHATO U oOpaborano 2608
oOpamenwii, 3To Ha 31% OGonpmie KoaumdecTBa obpamienuit, B cpaBHeHnu ¢ 2017 rogom.
HNudopmaiust 0 3204HOM 00CITY)KMBAaHUU MOTPeOUTENEH MOCPEICTBOM Tele(OHHOM CBI3U
npexacrasieHa B [Tpunoxennu 1 (Tabnumna 4.3).

WNuTepakTuBHOE OOCITYy)XKMBaHUE KIMEHTOB OCYIIECTBISETCS  IMOCPEICTBOM
UHTEpHET — pecypcoB: caifita kommanuu  (http://www.trk.tom.ru/), Iloprana
anekTpoceTeBbixX yeayr (https://moptan-tn.pd) - eAMHOTO EeHTpa MOTHON HHPOPMAITUH 110
IpOLEype TEXHOIOTUUECKOTO MPUCOSAMHEHHUS K SJICKTPUUECKUM CETSM, Ha KOTOPOM JIJIst
KJIMEHTOB OpTaHW30BaH cepBUC «JIMuHBIA KaOWMHET TOTpeOUTeNs», «UHTEPHET-
npUeMHas», TMPEACTaBICHA BO3MOXHOCTh YIPOIIEHHOTO TEpexoaa Ha CalT IJ00on
CETeBOW KOMIAHWH, CO3/laHa €IMHAs IUIOIIaaKa packpbeiBaemoil nHpopmarmu. B 2018
TOJy WHTEPAaKTHBHBIN CEPBHC KOpPHOpaTHBHOTrO caita OOImecTBa WMCHONB30BATU IS
obpamenus 130 moTpebureneir, &84 dYelmoBeKa BOCIOJB30BAIUCh HWHCTPYMEHTOM
«uTepuer — mnpuemHas», 46 morpebutreneil momanu 3asBKM Ha TEXHOJIOTUYECKOE
npucoequHeHne K anekTpuueckum cetssm OOmectBa uepe3 [lopran-tn.pd u «Jluunbrit
kaOuHeT» kopnopatuBHoro caiita [TAO «TPK»y.

4.4. Kareropusi oOpauieHuii, B KOTOpOil 3aperucTpupoOBaHO HAMOOJbIIEE YUCIO
oOpaleHuii Bcero, oOpaleHuii, coiepKalinx xano0y, oOpaleHuid, CoIepKaIluX 3asBKY
Ha OKa3aHHWE yCIyT, MOCTYNUBIIUX B OTYETHOM MEPUOJIE, B COOTBETCTBUU C MyHKTOM 4.1
Nudopmanum o kauecTBe 0OCTyKUBAHUS MOTPEOUTENEH YCIYT.

3HAUUTENBHYIO JIONI0 OOpallleHWii B OTYETHOM TMEPHUOJIe COCTABUIM 3asBKH Ha
OCYIIECTBJIICHHE TeXHoNoruueckoro mpucoenunenus (3185 mr.) 44% ot oOuiero
KOJIMYECTBA MOCTYIUBIINX OOpaIleHUH, BCIICICTBUE Y€T0, HAUOOIbIas 0 O0palieHui
M0 KaHajlaM KOMMYHHUKAIMu — 3To ouHble oOpamienus (3399 mr.) 47% ot obmiero
KomuecTBa obpamiennii, xots 1 Ha 10% wmensine, B cpaBuenue ¢ 2017 rogqom(40031mT.).
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KonunuectBo kano6, moctynuBmux B kommanuio B 2017 romy (627 mT.) mo

cpaBHenuio ¢ 2016 rogom (578 mT.) yBenuuuiaoch Ha 8%.

KonunuectBo kano6, moctynuBmux B kommanuio B 2018 romy (752 mT.) mo

cpaBHenuto ¢ 2017 romom (627 mir.) yBenumumiock Ha 20%, Ha 6% BO3pOCiO IO
KOJIMYECTBO 3alPOCOB CIPABOYHON HH(POpPMALINHU, 9TO O0YCIOBICHO YBEINYCHHEM YHUCIIA
oOpamenuii Ha TenedoH koHTakT-1ieHTpa [TAO «TPK» 8-800-23-43-822 no Bonpocam, He
OTHOCSIITUMCSI K KOMIIETEHIIMM KOMITAHWH, HO IO CYIIECTBY KOTOPBIX IMOTPEOUTEISIM
MpeIoCTaBisIach HeoOXxoauMas MHGOpMalMs, B TOM YUCIe KOHTaKTHas WHOOpMAaIus

JIPYTUX OpraHU3alui.

Knaccudukanus oopamenuit B [IAO «TPK» npencrasnena quarpaMmon.
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JletanpHas XxapakTepucTuka moctynuBmmx B 2018 roay oOpameHuid, ¢ TMHAMHKON
n3MeHeHus oTHocurenbHO 2017 rona npuseneHa B [Ipunoxennn 1 (Tabmuna 4.1).

4.5. OnucaHue JAONOJHUTEIBHBIX YCIYT, OKa3bIBAEMBIX NOTPEOUTEN0, TOMHMO
yCIIyI, YKa3aHHbIX B EJMHBIX cTaHgaprax KadecTBa OOCIYKMBaHUS CETEBBIMU
OpraHu3alusIMU NOTpeOuTeNel ceTeBbIX OpraHn3alui.

PazBuTne MOMOMHHUTENBHBIX yCAYr (MOMHMO TEX YCIYr, KOTOpBhIC yKa3aHbl B
EnuHbpIX cTanmapTax kKadecTBa oOciykuBaHUs MoTpebOuteneir yciayr) B 2018 romy He
OCYIIECTBIISIIOCH.

4.6. MeponpusTus, HalIpaBJICHHBIE HA Pa0OTY C COMMAIIBHO YSI3BUMBIMH I'PYIIIIAMA
HaCENCHMUS.

Ob6ecnieuenue nocrynHoctu uHppactpykrypsl O6mmectBa (Ilynkra oOcmyxuBaHus
noTpeduTeneit) AJisi MAJIOMOOMIBHBIX TPYIIT HACEICHUS.

4.7. TeMbl W pe3yabTaThl OINPOCOB TNOTpEOUTENEH, NPOBOJUMBIX CETEBOM
opraHu3anuen A BbISBICHUS MHEHUS NOTpeOuTeNel O KadyecTBe OOCIy)XHBaHUS, B
pamMKax UCHOJNHEHUss EIuWHBIX CcTaHZapTOB KadecTBa OOCITY)KHUBAaHUS CETEBBIMU
OpraHu3alusIMU NOTPEOUTENEN YCIIYT CETEBBIX OpPraHU3aALNMN.

C 1enbio BBISIBICHUS] MHEHUS TIOTPEOUTENEH 0 KauecTBe OOCTY>KUBAHUS U Ka4eCTBE
OKa3aHHBIX YCIyT MPOBOJWJICSA TeNe(OHHBIA OMpPOC MOTpeOUTeNe, B OTHOIICHUHU
KOTOPBIX ObUI 3aKJIFOUYEH M WCIIOJIHEH JIOTOBOP HA TEXHOJOTUYECKOE MPHUCOEIUHEHUE K
anekTpuieckuM cetsam B 2018 rony. Ilo pesynbraram onpoca ciydyallHbIX BOCBMHIECITH
CeMU MOTpeOUTEeNe, YpPOBEHD yI0BIETBOPEHHOCTH NOTPpEeOUTENEH KaueCTBOM OKa3aHHbBIX
yeayr coctaBui 82% (Ha 3% Huke B cpaBHeHuu ¢ 2017 rogom 85%). CHUKEHUE yPOBHS
yIIOBIETBOPEHHOCTH  MOTpeduTeneil  oOycioBieHo  mpoBoauMoil  OOmecTBOM
MPETEH3MOHHON-UCKOBOM  pabOThl C  3asBUTENSMHU, KOTOPBIE HAPYUIUIH CPOKHU
BBITIOJIHEHUSI MEPONIPUSITUI 110 IOTOBOPAM TEXHOJIOTHYECKOTO MPUCOETUHEHUS.

4.8. MeponpusiTusi, BHITIOJHIEMbIC CETEBOM OpPraHu3alliei B LENAX MOBBIIICHUS
KauyecTBa 0OCTYKUBAHUS MMOTPEOUTENECH.

Jlns obecrnieyeHus] KauecTBa IMPEIOCTABISEMBIX YCIYI W TOBBIIIEHUS KadecTBa
o0CITy>KMBaHUS TOTPeOUTENEH:

- JeWctByer corjamenue o B3aumojeuctBun  [TAO  «TPK» wu IIAO
«ToMCKaHEprocObIT» - C€ ILEJNbI0  YHPOLIEHUS NPOLEAYpPhl TEXHOJIOTHYECKOTO
MIPUCOETMHEHUS K DJIEKTPUUECKUM CETSIM;

- ICIICTBYET COIIAIlIEHUE O COTPYJHUYECTBE MEXAY 00JIaCTHBIM rOCYAapCTBEHHBIM
Ka3eHHbIM yupexjaeHueM «Tomckuit 001acTHOl MHOrO(pYHKIMOHATBHBIA LIEHTP IO
MPEIOCTaBICHUIO FOCYAAPCTBEHHBIX 1 MYHUIIMIAIBHBIX YCIyr» (najee mo tekcry - OI'KY
«TO M®Il») nu ITAO «TPK», no xoropomy OI'KY «TO M®PIl» npepocraBiser



KOHCYJIbTaTUBHBIE YCIIYT'M MO OCHOBHBIM 3TamaM TEXHOJOTHYECKOTO MPHUCOEIUHEHHS,
HOPSAKE W CPOKaxX OCYHIECTBICHHS TEXHOJIOTHUYECKOTO NMPHUCOSAMHEHHUs, Tapudam Ha
TEXHOJIOTMYECKOE IPUCOECIUHEHHUE;

- 3aKJIIOYEHBl PaMOYHbIE COTJIAIIEHHUS CO CTPOUTEIBHBIMH OPraHU3aLUsSMHU, YTO
JTAET BO3MOKHOCTb B JIF0001 MOMEHT BBINOJIHUTH HEOOXOAUMYIO padoTy, JIJIs1 BO3BEIACHUS
HEOOJIBIINX 00BEKTOB AIEKTPOCETEBOM HHPPACTPYKTYPHI.

B coorBerctBuM co Crparerueil pa3BUTHS D3JIEKTPOCETEBOIO  KOMILIEKCA
Poccuiickoii denepanun, yTBEpKAECHHOM pacnopsbkeHueM [IpaBurensctBa Poccuiickoit
®enepanun ot 3 anpens 2013 r. Ne 511-p, pazpaboran u BBejeH B aeiictBue CO 5.064/6
«CTtangapThl KayecTBa oOCIykuBanus norpedureneit ycnyr. [lonoxenue.» [lonoxenus
Crangapra BKIIOYAIOT B ce0st TpeOoBaHusi EQMHBIX cTaHAapTOB KayecTBa 00CTyKUBAHUS
CETEBBIMM OPraHU3ALMIMH MOTPEOUTENEN YCIYr CETEBBIX OPraHU3ALMMA, YTBEPKICHHBIX
npukazom Munsnepro Poccun ot 15.04.2014 Nel86.

Jlisg  ynydiieHuss KadecTBa OOCTY>KMBaHMSI TOTpeOUTENe U  TMOBBIMICHUS
s dextuBHOCTH 00paTHOM cBsizu ¢ OKTAOPs 2018 roma OO6IIECTBO yd4acTByeT B pabore
[Toprana «CBETJIAS CTPAHA» - npoekta IIAO «Poccetn», KOTOpBIN MO3BOJUT
MaKCUMAaJIbHO ONEPATHUBHO PEIIATh Psifl BOIIPOCOB, CBA3aHHBIX C JIEKTPOCHAOKEHUEM.

B teuenun 2018 roma mnpoBoamwiuch PR-kammanum 10 (QopMHPOBAHHIO
nonoxurenbHoro umumka I[IAO «TPK» y knuenrtoB, uepes CMMU ocymiecTBisiaoch
uH(OpPMHUpPOBaHUE OTPEOUTENEHN IO BOIPOCAM SHEPTOOOECIICUEHHUS.

ITo utoram 2018 r. ycTaHOBJIEHHBIE PETYIUPYIOLIIUM OPraHOM IUIAHOBBIE 3HAUCHUS
0 MTOKAa3aTeNsIM Ha/Ie)KHOCTU M YPOBHIO KAUECTBA OCYIIECTBIISIEMOI0 TEXHOJIOTUUECKOTO
npucoeguHeHus: OOLECTBOM TOCTUTHYTHI.

Ha cnenyrommii 2019 roa 3annanupoBaHa peann3anus CISIyIOUUX MEPOIIPUSTHIN:

- Pa3paboTka onTUMaNbHBIX CIICHApUEB OOCITYXUBaHUS MOTpeOUTENEH ¢ ydeToM
NepCOHANbHBIX TPeOOBAaHUHN U OXKUAAHUM KIHEHTOB. [oBbIlIeHE YpOBHS 00CTYKUBaHUS
3a CYET UHJMBUYAILHOTO TIOJIX0/1a K PEIICHUIO BO3HUKAIOIIUX MPOOIIEM.

- IIpoBeneHne MepoONpUSATUI O TOBBIIICHUIO HHPOPMUPOBAHHOCTH KIHEHTOB,
AKTUBHOCTH KJIMEHTOB B MCIIOJIb30BAaHUU MHCTPYMEHTOB KOPIIOPATUBHOIO CalTa.

- IIpopaboTka BOMPOCOB pa3BUTHUS C YYETOM BHEAPEHUS HOBBIX MPOIEIYD,
paccMOTpeHue OpraHU3alMOHHBIX MEPCIEKTHB Pa3BUTHS.

4.9. Uadopmarus o obparieHusiM notpedureneit npeacrasiena B [punoxennn 1
(Tabmuuer 4.9_1, 4.9 2).
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