[Ipunoxxenue N 7

K EauneiM cTangaptam

KayecTBa 00CITY)KHBaHUS CETCBBIMU
OpraHu3alMsIMU OTpeOUTENeH
YCITYT CETEBBIX OpTaHU3AIIN

HNupopmanus o kauecTBe 00CTyKUBAHUS
notpebuteneit yeayr [TAO «TPK» 3a 2019 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» o6¢cnyxkuBaet 149 642 morpedbuteneit yenyr (najiee - morpedutenn). Pa3ouBka 1mo ypoBHsIM
HaIpsDKEHUsI, KaTErOpHsIM Ha/IeKHOCTH MOTpeduTeneil u Tumy norpedureneit (pusmdeckue miu
ropuandeckre auna) 3a 2019 rox, a Takke quHamMuka o otHomeHuto kK 2018 rony, mpencraBieHa
B [Ipunoxennn 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, OECXO3SiHBIE 0OBEKTHI IEKTPOCETEBOI0 XO3SMCTBA, 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. B cootBercTBUM ¢ mpuKa3oM JlemaprameHTa Tapu(HOTrO peryaupoBaHus ToMCKOM
obnactu o1 29.12.2017 Ne6-730 «O06 ycTaHOBICHHS AOATOCPOYHBIX MMAPaAMETPOB PETYIUPOBAHUS
U HEoOXOIMMOW BaloOBOM BBIPYYKHM MyOIMYHOTO akKuuoHepHOro oobmectBa «Tomckas



pactpeaenutenbHas komnanus» (MHH 7017114672), B oTHOIIEHHH KOTOPOTO Tapu(bl HA YCIYTH
0 mepeiaue IEKTPUUECKON PHEPruu yCTaHABIMBAIOTCS HA OCHOBE JIOJITOCPOUYHBIX IMApaMETPOB
perynupoBaHus AesTenbHocTH Ha mepuon 2018-2022rr.» s O6mectBa Ha 2019 rox Obuim
YCTaHOBJICHBI MOKA3aTENU « Y POBEHb HAZEC)KHOCTH PEaTU3YEMbIX TOBApOB (YCIIYT)»:

1.IToka3aTenb cpeiHeil MPOMODKUTEIBHOCTH MpPEKpalleHus Nepeladd dIeKTPUIeCKON
sHeprun Ha Touky nocrasku (IIsaidi) — 1,93182 yac.

2. Tloka3zarenb cpenHEll 4acTOThl MPEKpaLIeHHUsl Nepefadd 3JIeKTPUYeCKOW SHEpruu Ha
touky noctaBku (IIsaifi) — 1,61644 .
B 2019 rony noka3zarens cpeiHel TPOJOIKUTENIBHOCTH OTKIF0UeHHs noTpeduTeneit [1saidi

coctaBmi 1,10195 ygac, uro Ha 32,7% Menbie nmoka3zarens 2018 rona - Isaidize1s=1,63795 yac u
MEHbIIIE yCTaHOBJEHHOTO JlemapTtameHToM TapudHOro peryiaupoBanus Tomckol o6sacTu
3HauyeHus Ha 42,9%.

[TokazaTenb cpenHel 4yacToThl OTKItoUeHni morpedutenet [Isaifi coctaBun 1,08205 mir.,
yro Ha 28,3% wMeHbme mokasartens mpomutoro roja - IIsaifizeis=1,50871 mr. w MeHbIIe
yctanoBieHHOro POK 3Hauenus Ha 33,1%.
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[Io oTHomIEHMIO K TIOKa3aTeNsiM HaJEKHOCTH, YCTaHOBJIEHHbIMU J[lemaprameHTOM
tapudHoro perynupoBanusi Tomckoit obnactu u nokaszarensm 2018 roga mokaszarenu [Isaidi u
[Tsaifi BBITIOJTHEHBI.

2.2. PeTUHT CTPYKTYPHBIX €IUHUI] CETEBOI OpraHM3alliy MO Ka4eCTBY OKa3aHUs yCIYT MO
nepefade NIEKTPUYECKON JHEPIUH, a TAKXKeE M0 Ka4eCTBY NIEKTPUYECKOM DHEPIMU B OTUYETHOM
nepuoje npeacraniex B [Ipunoxenun 1 (Tabnuua 2.2).

B cBs3u ¢ TeM, yT0 MeTogu4ecKuMM yKa3aHHs HE ONPEEIICH MOPSAL0K pacdéra Iokasareien
HaJIe)KHOCTH € pa30ouBKOI 1o kiaccam HanpsbkeHus, B [IAO « TPK» undopmarnus no nokazarensim
KayecTBa YCIyr IO Mepeaade AIEKTPUUECKON SHEpruM ¢ pa30MBKOM MO KiaccaM HaIpsDKEHUS
OTCYTCTBYET.



2.3. MeponpusTusi, BBITIOJIHEHHbIE CETEBOM OpraHu3alieil B IeNiIX MOBBIIICHHUs KauecTBa
OKa3aHMs yCIIYT MO Mepeaadye dJIeKTPUUECKON SHEPTruu B OTYETHOM MEPUO/IE.

C uensro nioBbiieHusa HanexHocTH [TAO «TPK) BeimomuseTcs:

-aHAJIM3 TIOCJICaBapUUHBIX PEKUMOB M U3yYeHHE Haubojee XapakTEepHBIX MPUYUH
MOBPEXKICHHH, pa3paboTka Mep MO MPEAOTBPAIICHHUIO TTOJT00HBIX aBapUHBIX CUTYAIUH;

-COBEPIICHCTBOBAHUE CHCTEMBl OpraHM3allii PEMOHTOB, HAIPABJICHHOE HAa COKpAIlCHUE
KOJIMYECTBA MJIAHOBBIX OTKIIIOUEHHUH IIPH BBIBOJIE U3 PaOOTHI 000pYI0BaAHNS;

-TIOBBINIICHUE HAJIS)KHOCTH YYaCTKOB CETH MOCPEICTBOM 3aMEHbl HanboJiee OTBETCTBEHHBIX
3JIEMEHTOB Ha HOBYIO JJIEMEHTHYIO 0a3y, MO3BOJISIONIYI0 YMEHBIIUTH PHUCKHU TOBPEKICHUN
(coBepilleHCTBOBaHME TpPeOOBaHUM MO HAJAEKHOCTH K  BJICKTPOOOOPYIOBAHUIO  JTUHUMN
3JIEKTpOIepeaul W TMOJCTaHIMMA, BKJIOYas ycTpoiictBa P3A, Ha 3Tamax NpOEKTHUPOBaHUS,
3aKyIOK, CTPOMTENBCTBA, MOHTAXa M OKCIUTyatanuuu, crpourtenbctBo BJI 6-10 kB ¢
HCTIOJIb30BAHUEM ITOJBECHBIX M30JISITOPOB HA OMOpaXx MOBBIIMICHHON MEXaHWYECKON MPOYHOCTH U
3alUIIEHHBIX TPOBOJOB UK MpoBojioB AC);

-CO3/IaHME ONTHMAJIBHOTO aBapUHUHOIO 3amaca OMop, MPOBOJIOB U JPYTUX MaTEpPHAIOB
(KOHCTPYKITMI) U1l MPOBEICHHS] PEMOHTOB;

JIns CHWXKEHUS YpOBHS aBapUWHOCTH W TIOBBIIICHUS HAJIEKHOCTH (YHKIIMOHHPOBAHHS
ANEKTPOCETEBBIX OOBEKTOB CPOPMUPOBAHBI IPOU3BOJCTBEHHBIE ITporpamMmmbl (mporpamma TOuP u
HIIP), mporpamMmbl OBBIIIEHUS HAJIE)KHOCTH, IIEJIEBBIC TPOTPAMMEI.



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 MOATOTOBICH
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 M OKa3bIBAEMBIX YCIyr JMJid OpraHU3aluu [0
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
OCYIIECTBIIIEMOTO TEXHOJOTUYECKOTO MpUcOoeauHeHusl Kk cetu no utoram 2019 roma B
[TAO «TPK» cocraBumno [Itrp=1,059 npu muianoBom 3navenuu (I1(rur) TIIP =1,041.

[To utoram 2019 r. ycranoBnennoe JlemapramMmeHToM Tapu(HOTO peryampoBaHus
Tomckoil 00facCTM  IJIAHOBOE 3HAUEHHWE IO TMOKAa3aTeal0 ypOBHSA  KayecTBa
OCYIIECTBIISIEMOTO TEXHOJIOTUYECKOTO TPUCOSAMHEHHUS C Yy4eToM Koddduimenra
JOTTYCTUMOTO OTKJIOHeHHST OOIIECTBOM JOCTUTHYTO.

3.4. CeemeHUsl O KadecTBE YCIYr IO TEXHOJOTHYECKOMY MPUCOCIHMHEHUIO K
HIICKTPUYECKUM CETSIM CETEBOW OpraHM3alliK B Pa30MBKE IO MOILIHOCTH, B TUHAMHUKE I10
2018- 2019 romam npexacrasiiensl B [Ipunoxennn 1 (Tabmuma 3.2).



B ITAO «TPK» ob6cnyxnBanue nmoTpedbutenei yciayr OCyImeCTBISIIOT COTPYTHIUKI
YVIOpPaBJICHUsI MEPCIEKTUBHOIO PA3BUTHS U TEXHOJOTMYECKOrO0  IPHUCOEIUHEHUS
ucnonuutenbHoro ammapata IIAO «TPK», coTpyaHuku cexkTopa TEXHOJIOTHYECKOTO
npucoequHenuss B [IpousBoacTBeHHbIX oTAeneHusix Bocrounbix, CeBepHbIX U
LleHTpanbHBIX 3JIEKTpUYECKUX ceTed u neBsaTHaanatd POC. 3aouHoe, MHTEpAKTUBHOE
00CITyKMBaHHUE OCYHIECTBIISIIOT COTPYJHUKH CEKTOpa B3aUMOJEWUCTBUS C KIMEHTaMH, B
(GYHKIIUU KOTOPBIX BXOJUT IPUEM U pETUCTpaLusl oOpallleHuid moTpedureneil, B ToM 4ucie
U TI0 BOIpOCaM TEXHOJOTHUYECKOrO TMPUCOCIUHEHUs, a TaKKe pa3peuieHue u
npeaynpexacHue KOHQIUKTHRIX cutyanuid ¢ kieHtamu [TAO «TPK».

Jis  moBbiIeHUsT UHGOPMUPOBAHHOCTH  TMOTpeOHUTENEed B CTPYKTYPHBIX
noapazaenenusix [TAO «TPK» pasmemensl uHDOpMalUOHHBIE CTEHABI IS
noTpeduTenel, Ha KOTOPBIX B JOCTYITHOM M MOHATHON (hopMe IpHBeAeHa UH(popMaius,
00pa3Iibl TOKYMEHTOB M0 TEXHOJIOTHYECKOMY TPUCOSAMHEHHIO K AIEKTPUUECKUM CETSIM.

Ha caiite O6mectBa B paznene «lloTtpedutensim» mpeacTaBieHa HHPOpMaLUsi O
HOPMAaTUBHBIX NIPABOBBIX aKTax [0 MOPSAKY TEXHOJOTMYECKOIO IPUCOETUHEHHUS:
OCHOBHBIE  OTamlbl, CpPOKH BBIMOJHEHUS  padOT, THUIIOBbIE JOKYMEHTHI IS
TEXHOJIOTUYECKOr0 MPUCOEINHEHHUS, YKa3aHbl TPeOOBaHUS K O()OPMIICHUIO JJOKYMEHTOB,
KoHTakTHass uH(opmarusi, CTaHIapThl KauecTBa OOCIY)XMBaHUs MOTpeOUTENeH yCmuyr,
CBEJICHUS O Tapudax Ha TEXHOJIOTHUECKOe MPHUCOETUHEHHNE, pa3MellleHa HHTepaKTUBHAS
KapTa BU3yAJIU3alluU 3arpys3Ku LIEHTPOB MMUTaHUSA 35xB 151 BBIILIC
(www.trk.tom.ru/customers/connection/map35kv.php). Ha xopmopatuBHOM  caiiTe
paboTaeT WHCTPYMEHT «JIMuHbI KaOWHET» Uil BJIEKTPOHHOTO CONPOBOXKJIEHUS
IPOLEAYpPhl TEXHOJIOTUYECKOTO MPUCOEIUHEHUS ¢ BO3MOXKHOCTBIO OTCIICKUBATH 3TAIlbl
TEXHOJIOTUYECKOTO TMPUCOSAMHEHUS, TOJIy4aTh aJpecHylo HHdopMmamuio o0 3Tamax
OKa3aHHUA YCIYTH 110 TEXHOJIOTMYECKOMY MPUCOEAUHEHHUIO.

3.5. Pacuer cToMMOCTH TEXHOJIOTHYECKOTO MPUCOEAUHEHUS K IIEKTPUYECKUM
cetam notpedutenu ycayr ITAO «TPK» Moryr ocymectButh B cetu WHTepHET

(https://mopTan-to.pd/platform/portal/tehprisEE _cost calculator) MOCPEICTBAM
MHTEPAKTHBHOTO HMHCTPYMEHTA, KOTOPBIA MO3BOJSET aBTOMATHYECKH PACCUUTHIBATH
CTOMMOCTh TEXHOJIOTHYECKOTO MPUCOSAUHCHUS TIPH BBOJIC OMPE/ICICHHBIX TapaMETPOB.


https://портал-тп.рф/platform/portal/tehprisEE_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  3aKJIIOYEHBI JIOTOBOPHI 00 OCYIIECTBIEHUU TEXHOJIOTUYECKOTO
MPUCOCAUHEHUSI U (MJIM) JOTOBOPHI 00 OKa3aHWM YCIYT MO Mepenaude 3JIEKTPUUEeCKOM
HHEPrUM, a TaKXkKe MO KOTOPHIM OBbLIN YperyJupOBaHbI kKaloObl B OTYETHOM IEpPHOJIE, a
Tak)Ke AMHAMHKA IO OTHOILIEHUIO K Ty, MPE/IIECTBYIONIEMY OTYETHOMY.

[ToBbIlIeHNE KauyecTBa OKAa3bIBAEMBIX YCIYT SIBJSIETCS OJHUM M3 CTPATETHYECKUX
HanpasieHuid pabotel [IAO «TPK». Opuenrtanus Ha paboTy € KIMEHTOM — OJHMH W3
KJIIOYEBBIX TPU3HAKOB A(P(EKTHUBHOW YIPaBICHUECKOM CHCTEMbl KOMIAHUM. 3ajaadya
KOMIUIEKCHOTO 00CITYy>KHBaHUS MOTpeOuTeNeH yCIIyr U NoJAepKaHus €IMHBIX CTaHIapTOB
oOcnyxuBanus u B3aumonericteust, ITAO «TPK» peanusyer B popmax kak 04HOTO, 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 nienom, mo Bcem kananmam kommyHukamuw 3a 2019 rog B O01mecTBO MOCTYITHIIO
7128 oGpamienust 3To Ha 2% Menbie oTHocuTenbHO 2018 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
OBUTH 3aKJIFOUEHBI JOTOBOPHI 00 OCYIIECTBIEHUU TEXHOJOTUYECKOTO MPUCOCTUHEHUS U
(uu) TOTOBOPHI 00 OKa3aHHWM YCIYT IO Mepeaade dIESKTPUUECKOM SHEPTUH, a TaKkKe o
KOTOPBIM OBLITU YpETyJHUPOBaHbBI Kaao0bl B OTUYETHOM TEPHUOE, a TAKKE JUHAMHKA I10

OTHOILICHHIO K TOJTY, IIPEIIIECTBYIONIEMY OTUCTHOMY MPECTaBICHbBI HIDKE B [IpHaokeHH
1 (Tabnuna 4.1).

4.2. Indpopmarus o 1eareabHoCcTd 0UCOB OOCTYKUBAHUS TOTPEOUTENEH.

B I[TAO «TPK» ouHoe oOcnmyXMBaHUE OCYIIECTBISETCS MOCPEACTBOM JTUYHOTO
KOHTaKTa TOTpeOuTeNnell B MyHKTaX OYHOTO OOCIY)KMBAHHS TpPEX MPOU3BOJCTBEHHBIX
OTJICIICHUSX WM JCBATHAAIATH paliOHAX JJICKTPUUYCCKUX CETeH, MYyHKT OOCITY>KHBaHUS
noTpeduTeNell ycayr pa3MelIeHHbIH B IeHTpe ropoaa Tomcka (mpocmnekt Kuposa, 36,
Tomck T1.). B myHKTax O0OCIYyXHBaHUS COTPYJAHHKHA KOMIAHUU TPEIOCTABISIIOT
MOTPEOUTENIIM  KOHCYJIBTAIlMM IO BCEM BompocaM jesTenbHocTH — OOmecTsa,
OCYIICCTBIISIFOT TIPUEM 3asBOK Ha OKa3aHHE YCIYT, B TOM YHUCJIE U Ha TEXHOJOTUYECKOE
npucoenunenue. [lo pesynsratam 2019 roga B ITAO «TPK» nuuno obpatunocs 3162
noTpedurens, 4yto Ha /% wmenbiie B cpaBHeHue ¢ 2018 romom (3399mit.). JletanbpHas
XapaKTepUCTUKa NHPPACTPYKTYPHI OUHOTO OOCTYyKUBaHUs ipuBoauTcs B [Ipmnoxennn 1
(Tabnuua 4.2).



4.3. Undopmamuss 0 3a04HOM OOCITY)KMBAaHWUU TOTPEOUTENEH IMOCPEICTBOM
Tene(OHHON 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
Tr000€ BpeMs CYTOK OTPEOUTENIM MOTYT 00paIiaThCs M0 BCEM BOIPOCaM JIESTEIEHOCTH
KOMITaHUH, TTOJTY4aTh KOHCYJIBTAIMU 10 BOTIPOCAM DIIEKTpOCHAOKeHUs. B To e Bpems,
NOTpeOUTENM HMEIOT BO3MOXHOCTh O00paliatbcsi Ha TelePOHBI CIIYkKO y4acTKOB
TPaHCIIOPTA ICKTPOIHEPTUU B pallOHAX IJICKTPUUCCKUX CETCH.

B 2019 romy mocpenctBoM TeneOHHOW CBSI3U NPUHATO U oOpabortano 2428
oOpamienuii, 3To Ha 7% MeHbIe KoymuecTBa oOpamieHuii, B cpasHeHuu ¢ 2018 rogom.
Hudopmarust 0 3a09HOM 00CITy)KUBaHUU ITOTPEOUTENICH TOCPEICTBOM Tesie(DOHHOM CBSI3U
npexacrasieHa B [Tpuinoxennu 1 (Tabnuna 4.3).

WuTepaktuBHOE  OOCTY)KMBaHHE KIMCHTOB  OCYIIECTBIICTCS  TOCPEICTBOM
UHTEpHET — pecypcoB: caiita kommanuu  (http://www.trk.tom.ru/), Iloprana
anekTpoceTeBbIX yeuyr (https://mopran-tn.pd) - eMHOTo IIEHTpa MOTHOM HHPOPMAIIUHU 110
NPOIIeIype TEXHOJIOTHYECKOTO MPUCOSAMHEHUS K AJICKTPUICCKUM CETSIM, Ha KOTOPOM JIJIst
KIIUEHTOB OPTraHW30BaH cepBUC «JIMUHBIM KaOWMHET MMOTpPEOUTENsT», «UHTEPHET-
npUeMHas», TMPEACTaBICHA BO3MOXXHOCTh YIPOIIEHHOTO TEpexXoaa Ha CalT IJ00on
CETEeBOM KOMIIAaHHH, CO3/[aHa eIUHAsl TUTOINAIKa packpeiBaeMoi nHpopmarmu. Kpome Toro
KOMIaHUsl ydacTByeT B pabore mnopTtana «Csernas crtpaHa» I[IAO «Poccetn»
(https://cBeTnasictpana.pd) - pecypc miusi  oOpaTHOM CBSI3U C  MOTPEOUTEIAMHU
AIIEKTPUUECKON SHEPTUH, KOTOPHIA MO3BOJIAET MOTPEOUTEIO MAKCUMAIFHO OTIEPATHBHO
pemaTh eI PsIT BOTPOCOB, CBSI3aHHBIX C AIEKTPOCHAOKEHUEM.

B 2019 romy wWHTEepakTHBHBIH CEpPBUC KOPIOpAaTUBHOTO caiita OOmiecTBa

UCTIONB30BaNu sl oOpamienust 182 morpebutens, 96 uyenoBeka BOCHOJIb30BATHUCH
UHCTpyMeHTOM «VIHTepHeT — mnpueMHas», 86 mnoTpeOuTesnell mNojanud 3asiBKH Ha
TEXHOJIOTUYECKOE MPUCOEIMHEHHE K 3ekTpudeckuM cersm Oomecta yepes [lopran-
TI.pd u «JInunelil kabuHeT» KoprnopatuBHOro caiira [IAO «TPK».

4.4. Karteropus oOpaiieHuii, B KOTOPOH 3aperuCTpUpPOBAHO HAMOOJIBIIIEEC YUCIIO
oOpalieHui Bcero, oOpallieHni, CoAepKaIluX Kano0y, oOpalieHui, coaepKamiux 3asBKy
Ha OKa3aHHe YCJIYT, MOCTYMUBIIMX B OTYETHOM IEpHOJIE, B COOTBETCTBUH C MyHKTOM 4.1
HNudopmannu o kayecTBe 0OCITYKUBAHUS TOTPEOUTENIEH YCIIYT.

3HAYUTENBHYIO JIOJI0 OOpalleHWid B OTYETHOM MEPUOJE COCTAaBWIIM 3asBKH Ha
OCYIIIECTBIICHHE TexHosorudeckoro mpucoeauHenus (3013 mr.) 42% ot obmero
KOJINYECTBA MOCTYMHBIINX 0OpaIieHu, BCIEACTBHAE Yero, HAauOOobIIast 1O OOpalieHui
N0 KaHajaM KOMMYHMKAaIlMM — 3TO O4Hble oOpamienus (3162 mr.) 44% ot obmero
KOJINYeCTBa oOpalieHuii, XoTs U Ha 7% MeHbIie, B cpaBHenue ¢ 2018 rogom (3399 mir.).
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KomnuectBo xanod, moctynuBmmx B kommanuio B 2019 rogy (621 mr.) mo
cpaBHenHwuto ¢ 2018 rogom (752 mT.) cokparunoch Ha 17%., Ha 52% B0O3pOCI0 KOIMYECTBO
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3aMpoCOB CIPaBOYHOM HH(POPMAIIUH, YTO 00YCIOBIICHO YBEIMUYEHUEM YUCIIA O0palieHui
Ha TenedoH koHTakT-leHTpa I[TAO «TPK» 8-800-23-43-822 mo Bompocam, He
OTHOCSIITUMCSI K KOMIIETCHITUM KOMITAHWH, HO IO CYIIECTBY KOTOPBIX TOTPEOUTEISIM
MpeIoCTaBisIach HeoOXxoauMas MHGOpMalus, B TOM YUCJIe KOHTaKTHas WHOOpMAaIus
JIPYTUX OpraHu3aIuim.

Knaccudukanus obpamenuit B [IAO «TPK» npencrasnena quarpaMMoii.
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= Coo0mienue napopmaruu

JletanpHas xapakTepucTuka noctynumux B 2019 rony oOparieHuii, ¢ TMHaMUKON
u3MeHeHus oTHocuTenbHO 2018 rona npusenena B [punoxenun 1 (Tabmuma 4.1).



4.5. OnucaHue JONOJHUTEIBHBIX YCIYT, OKa3blBAEMbIX NOTPEOUTEN0, TOMHMO
yCcIyr, yKa3aHHBIX B EAMHBIX craHmaprax KadecTBa OOCIYKHBAaHUS CETEBBIMU
OpraHu3alUsIMU NOTpeOuTeNel CEeTeBbIX OpraHU3alHi.

Pa3BuTHEe MOMOTHUTENBHBIX YCIYT (MMOMHUMO TE€X YCIYT, KOTOphIE YKa3aHbI B
EnuabpIX cTanmapTax kadecTBa oOciykuBaHus moTpebOuteneir ycayr) B 2019 roxy He
OCYIIECTBISIIOCH.

4.6. MeponpusTusi, HallpaBJIeHHbIC Ha pab0Ty C COIMATIBHO ySI3BUMBIMHU TPYIIIIaMHU
HaCENCHMS.

Ob6ecnieuenue goctymHoct nHGpacTpykrypsl O6mmectBa (I[TyHkTa 00CTY)KUBaHUS
noTpeduteneit) AJisi MAJIOMOOWIBHBIX TPYII HACENICHUS.

4.7. TeMbl W pe3ydabTaThl OIPOCOB TOTpPeOUTENEH, MPOBOJUMBIX CETEBOU
opraHu3anuen JUisl BBISBIICHUS MHEHHUs TMOTPEOUTENe O KadyecTBE OOCIyKUBaHUsS, B
pamMKax UCHONHEHUss EIuWHBIX CcTaHZapTOB KadecTBa OOCITY)KHUBAaHUS CETEBBIMU
OpraHu3aIusIMy OTpeOUTeNIel YCIyT CeTEBbIX OpraHU3alni.

C 11e7110 BBISIBIICHUS] MHECHHSI TIOTPEOHTEIICH 0 KaueCTBE OOCITY)KUBAHUS M KaUeCTBE
OKa3aHHBIX YCIyT MPOBOJWJICS TeNe(OHHBIA ONpoC MOTpeOuTene, B OTHOIICHUU
KOTOPBIX ObUT 3aKJIIOYEH M MCIOJIHEH JOTOBOP HA TEXHOJIOTHYECKOE MPHUCOCAMHEHHUE K
anekTpudeckum ceTssMm B 2019 rony. [lo pe3ynbraram ompoca ciiydailHBIX BOCBMHJIECCITH
YEThIpEX MOTpeOuTeNeH, YpOBEHb YAOBIETBOPEHHOCTH Kaue€CTBOM OKAa3aHHBIX YCIYyT
coctaBui 82% u octajncsa Ha ypoBHe npeasiayiiero 2018 roaa.

4.8. MepomnpusiTusi, BHITIOJHIEMbIC CETEBOM OpraHu3alldei B LENAX MOBBIIMICHUS
KauyecTBa OOCTYKUBAHUS MMOTPEOUTENECH.

Jlisg obecrieueHusi KayecTBa MPEJOCTABISIEMBIX YCIYr M IOBBIIICHHUS KadyecTBa
o0cy)KUBaHUS MTOTPEOUTEINCH:

- JelctByer corjamenue o B3aumojeictBun  [TAO  «TPK» wu IIAO
«TOMCK3HEprocobIT» - C Ielbl0 YIPOILIEHUS MPOUEAYpPhl TEXHOJOTUYECKOTO
MPUCOEIUHEHUS K DJIEKTPUUECKUM CETSM;

- ICIICTBYET COIJIAllIEHUE O COTPYJHUYECTBE MEXAY O0IACTHBIM rOCYAapCTBEHHBIM
Ka3eHHBbIM yupexaeHueM «ToMckuii 061acTHOM MHOTO(YHKIMOHANBHBIA IIEHTP 110
MPEAO0CTABICHHUIO TOCYAAPCTBEHHBIX M MYHUIIUIMIANIBHBIX yCIIyr» (nanee no tekety - OI'KY
«TO M®I») u IMTAO «TPK», mo xotopomy OI'KY «TO M®DIl» npemocraBisieT
KOHCYJIbTaTUBHBIE YCIIYT'M MO OCHOBHBIM 3TamaM TEXHOJOTHMYECKOTO MPHCOEIUHEHUS,
MOPSAJIKE W CPOKAX OCYUIECTBJICHMSI TEXHOJOTMYECKOTO NpHUCOeAUMHEHMs, TapudaM Ha
TEXHOJIOTUYECKOE NMPUCOEIUHEHNUE;

- 3aKJIFOYEHBbl PAMOYHBIE COTJIAIICHUSI CO CTPOUTEIbHBIMU OPraHU3ALMSIMU, YTO
JTAET BO3MOKHOCTb B JIF000I1 MOMEHT BBIMOJIHUTH HEOOXOAUMYIO paboTy, JIJ1s1 BO3BEICHUS
HEOONIBIINX 00BEKTOB AIEKTPOCETEBOM HHPACTPYKTYPHI.



B coorBerctBuM co Crparerueil pa3BUTHS D3JIEKTPOCETEBOIO  KOMILIEKCA
Poccuiickoit denepanuu, yTBepKIACHHOW pacnopsbkeHueM [IpaBurenbctBa Poccuiickoit
®enepanuu ot 3 anpens 2013 r. Ne 511-p, pazpaboran u BBejeH B aeiictBue CO 5.064/6
«CTtangapThl KauecTBa 0OCIykuBaHusi norpedureneit ycuyr. [lonoxenue.» [lonoxenus
Crangapra BKJIIOYAIOT B ce0s1 TpeOoBaHUsl EQUHBIX CTaHAapTOB KayecTBa 00CTyKUBAHUS
CETEBBIMH OPTaHU3ALMIMH MOTPEOUTENIEeH YCIYT CeTEeBBIX OPraHU3AlNMA, YTBEPKIACHHBIX
npukazom Munsnepro Poccun ot 15.04.2014 Nel86.

Jlis  ynydiieHuss KadecTBa OOCTY>KMBaHMSI TOTpeOUTENe U  MOBBIIICHUS
s dexTuBHOCTH 00paTHOM cBsizu OOmecTBo ydacTByeT B pabore Iloprama « CBETJIAA
CTPAHA» - mpoekta ITAO «PocceTn», KOTOpBI MMO3BOISET MAKCUMAIbHO ONEPATUBHO
pemarth psifi BOIMPOCOB, CBSI3aHHBIX C 3JIEKTPOCHAOKEHUEM.

B  umensx  moBblmieHMs  KBanu(UKAMU ~ COTPYJHUKOB  MOJpa3jeicHUi
B3aMMO/JICHCTBUS C KJIMEHTaMH IMIPOBEJCHO OO0Y4YEHHE BCEX KATEropuil CHELHAIMCTOB, a
TaK)Ke PYKOBOJIUTEIEH CTPYKTYPHBIX IMOJAPa3AeJICHUN OCYIIECTBISAIOIINE B3aUMOICIICTBIE
C KJIMEHTaMH.

B teuenun 2019 roma mnpoBomwimmck PR-kammanum 10 OpMHPOBAHHIO
nonoxurenbHoro umumka [TAO «TPK» y kinuenrtoB, uepes CMMU ocymiecTBisgoch
uH(OpPMHUpPOBaHUE OTPEOUTENEN IO BOIIPOCAM SHEPTOOOECIICUEHHUS.

[To uroram 2019 r. ycTaHOBIIEHHBIE PETYIUPYIOLIUM OPTAaHOM TUIAHOBBIE 3HAUCHHUS
0 TIOKa3aTeNsiM HaJIe)KHOCTU U YPOBHIO Kau€CTBA OCYILECTBIIIEMOIO TEXHOJIOTHYECKOTO
npucoeguHeHus: OOLECTBOM TOCTUTHYTHI.

Ha 2020 rop 3amnanupoBaHa peanu3anus CIeayomnuX MEepOIPUsITHIA:

- Pa3paboTka onTHUManbHBIX CIIEHApUEB OOCITYXUBaHUS MOTpPEOUTENEH C yUETOM
NEePCOHATBHBIX TPeOOBAaHUHN U OKUAAHUI KIHEHTOB. [loBbIlIeHHE YpOBHS 00CITYKMUBaHUS
3a CUeT MHIMBUYaJIbHOIO MOJX0/a K PEIIEHUIO BO3HUKAIOIINX MPOOIIEM.

- IlpoBeneHne MeponmpusTUNA MO MOBBIMIEHUIO HHGOPMHUPOBAHHOCTH KIHEHTOB,
AKTUBHOCTH KJIMEHTOB B UCITIOJIb30BAaHUU MHCTPYMEHTOB KOPIOPATUBHOTO CaMTa.

- IlpopaboTka BONMPOCOB pa3BUTHS C YYETOM BHEAPEHHS HOBBIX MPOIEIYP,
paccMOTpeHue OpraHU3aMOHHBIX MEPCIIEKTUB Pa3BUTHSL.

4.9. Undopmarus no oOparieHusiM otpedureneii npeacrasiera B [Ipunoxennn 1
(Tabmuuer 4.9_1, 4.9 2).
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