IIpunoxenue N 7

K EauHbIM cTangapTam

KauecTBa 00CTYKHMBAHHUS CETEBBIMU
OpTaHU3aLMSIMHU TOTPEOUTENCH
YCIYT CETEBBIX OpraHu3aluil

Nudopmanus o kauecTBe 00CTyKUBAHUS
notpeduteneit yciyr [TAO «TPK» 3a 2020 rox

1. Obmas uadopmarnms

1.1. KonmnuectBo moTpedOuTeneil ycnyr ceTeBOd opraHu3alnuu (1ajnee - MoTpeOuTeNH) ¢
pa30MBKOM 110 YPOBHSM HANpPSDKCHUS, KaTCTOPHSIM HAJACKHOCTH TOTpEOHWTENIed M THITY
notpeduTeel (pu3nIecKre WK IOPUANISCKHEC JTUIA), a TAKKE TUHAMHUKA 110 OTHOIICHHIO K TOJTY,
MPEAIICCTBYIOIIEMY OTYETHOMY.

[Ty6nuunoe akimonepHoe o6mecTBo «ToMckas pacnpenenuTenbHas KOMIaHusD» (BXOIUT
B rpymniy KoMmanuii «Poccetn») - pernoHaibHas dHEpreTuUeckas KOMITaHHs, 00ecIeunBaroIas
nepenavyy M pacrpejesieHue 3JeKTPO3HEepPruu Ha Bceil Tteppuropun Tomckoit obmactu. ITAO
«TPK» o6cmyxuBaet 151 436 morpebuteneit yenyr (nanee - morpeburenn). PazouBka mo ypoBHsIM
HaIpsDKEHUs, KaTerOpusiM HaJIeKHOCTH TOTpeduTenel u Tunmy norpedureneit (husndeckue win
ropuaudeckue nuia) 3a 2020 rox, a Takxke AMHAMHUKA 10 oTHomeHuto k 2019 roxy, npencrasieHa
B [Ipunoxenun 1 (Tabmuma 1.1).

1.2 KonudecTBO TOYEK MOCTaBKHU BCErO U TOYEK MOCTABKU, 0OOPYIOBAaHHBIX MPUOOpaMU
ydeTa JIEKTPUUECKON PHEPTruu, ¢ pa3OUBKOM: PU3NUECKHUE JIUIA, IOPUIUICCKHE JTUIA, BBOJTHBIC
YCTpOMCTBa (BBOJHO-PACTIPEICTUTEIHLHOE YCTPONCTBO, TJIABHBIM pacHpeleIUTEIbHBIN IIUT) B
MHOTOKBApTUPHBIE I0Ma, OECX03iHbIE 0OBEKTHI JIEKTPOCETEBOTO X03siicTBa, MPUOOPHI yUeTa C
BO3MOXKHOCTBIO JIMCTAHIIMOHHOIO cOOpa JaHHBIX, a TaKXe JWHAMUKA MO0 OTHOUIEHUIO K To.y,
MpEANIeCTBYIONIEMY OTUeTHOMY, TipeacTaBieHa B [Ipunoxenun 1 (Tabnuma 1.2).

1.3 Undopmarust 06 00beKTax 3JIEKTPOCETEBOTO X0O35ICTBA CETEBOM OpraHu3aluu: AJIMHA
BO3AYIIHBIX JIuHHUK (Hanee - BJI) u xabenpubix unauil (qanee - KJI) ¢ pa3dbuBkol mo ypoBHSIM
HarpsbKeHus, konuuectBo noactaniuii 110 kB, 35 kB, 6(10) kB B qiuHamMuke 0THOCUTENBHO roia,
MPEANIECTBYIONIEr0 OTYeTHOMY npescTaBieHa B [Ipunoxenun 1 (Tabmuna 1.3)

1.4. YpoBensb (pusnueckoro uzHoca 00beKToB 3ekTpocereBoro xossiicra [TAO «TPK» ¢
pa30MBKOM 1O YPOBHSIM HANpsDKEHUS M MO TUIaM OOOpYyAOBaHUA, a TakXKe JAWHAMUKA I10
OTHOUICHUIO K TOAY, MPEAIIeCTBYIOIEMY OTUeTHOMY, npezcTasieHa B [Ipunoxenun 1 (Tabnuma
1.4).

2. Unpopmanus o kayecTBe ycIyr 10 nepegade
ANEKTPUUYECKON IHEPTUH

2.1. B cootBercTBUM ¢ mpukazoMm JlemaprameHta TapudHoro peryiaupoBaHus Tomckoi
obmnactu ot 29.12.2017 Ne6-730 «O6 ycTaHOBIEHHS JOATOCPOUYHBIX MAPaMETPOB PEryIUPOBAHUS
U HEOOXOJMMOW BaJOBOM BBIPYYKM MyOJWYHOTO akIuoHepHOro obmectBa «Tomckas



pacnpenenurensHas komnanus» (MHH 7017114672), B oTHOIIEHHH KOTOPOTo Tapudbl HA yCIYTH
10 Tepeaaye >IEeKTPUUECKON IHEPTrUU YCTaHABIUBAIOTCS HAa OCHOBE JIOJITOCPOYHBIX MapaMeTpoB
perynupoBanusa aestenbHocTd Ha mepuon 2018-2022rr.» ans Oo6mectBa Ha 2020 ron ObUIH
YCTaHOBJIEHBI MOKA3aTeNId «YPOBEHb HAJIE)KHOCTH PEaJTU3yeMbIX TOBAPOB (YCIYT)»:

1.ITokazaTenp cpemHed MPOAODKUTEILHOCTA TPEKPANICHHUS Tepeaadr dICKTPHYSCKOU
sHepruu Ha Touky nocraBku (I1Saidi) — 1,90284 yac.

2. Tlokazarens cpeaHeil 4acTOTHI MpEKpalleHUs Mepenayd SIEKTPUUECKONM SHEepruM Ha
touky noctaku (I1Saifi) — 1,59219 mr.

[lokazarens cpenHed NPOAOHKUTEIBHOCTH TPEKpaIleHUs] Mepeadynd 3JIeKTPUUECKOn
sHepruu Ha Touky noctaBku [1Saidi cocraBmin 0,47103 yac, yto Ha 57,3% Huxke nmokazatens 2019
romga — 1,10195 waca. Ilo oTHomeHuio K ycTaHoOBIeHHOMY J[lemaprameHTOM TapugHOTro
perynupoBaHusi ToMCKoM 06J1aCTH 3HAYEHUIO CHUKEHUE cOocTaBUIo 75,2%.

[lokazarens cpeaHeil 4acTOThI OTKIIIOYEHHMH moTpeOuTeneil Ha Touky moctaBku [ISaifi
coctaBun 0,62887 ., yto Ha 41,9% Huxe nmokazarens aHajgormdyHoro nepuona 2019 roma —
1,08205 mt. [lo oTHOIIEHHIO K YCTaHOBJIEHHOMY JlemapTaMeHTOM Tapu(HOTO pPeryJupOBaHUS
Tomckoli 00J1acTH 3HAYEHHIO CHMKEHHE cocTaBmIo 60,5%.
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M2019 ron MP3OK2020 rox M™2020 roj, daxr

[Io oTHOmICHWIO K IIOKa3aTelsIM HAJS)KHOCTH, YCTAaHOBJICHHBIMH JlemapTamMeHTOM
tapudnoro perynupoBanusi Tomckoit obmactu u mokazarensm 2019 roma mokazarenu Ilsaidi u
[Tsaifi BbITIOJIHEHBL.



2.2. PEATHHT CTPYKTYPHBIX €JUHULl CETEBOM OpPraHU3alMy MO0 Ka4e€CTBY OKa3aHUs yCIyT I10
repeaade IEKTPUUECKOM SHEPIHM, a TAKKE M0 KA4ECTBY JJEKTPUUYECKON DHEPTUU B OTUETHOM
nepuoje npeacranieH B [lpunoxennu 1 (Tabnuua 2.2).

B cBs3u ¢ TeM, yTo MeToauuecKuMy yKa3aHus HE OIIPEAEIICH MOPSIIOK pacyéTa roKas3aTesneu
HaJIe)KHOCTH ¢ pa30uBKoM 1o kinaccaM Hanpspkenus, B [IAO « TPKy undpopmanus no nokaszaTensim
KayecTBa yCIyr MO Mepenaye 3JeKTPUYECKOW SHEpPruu ¢ paz0MBKOM MO KiaccaM HaIpsKEHHS
OTCYTCTBYET.

2.3. MeponpusTus, BHIIIOJHEHHBIE CETEBOW OpPraHU3alMENd B LIEJISIX MOBBIIMICHUS Ka4eCTBA
OKa3aHMs yCIIYT MO Nepeaade JIEKTPUUECKON YJHEPTUU B OTYETHOM IIEPHOJIE.

C uensro noBeiieHud HaaexHoctu [TAO « TPK» Beimonusercs:

-aHallM3 TIOCJICaBApUMHBIX PEXUMOB M U3y4YeHHE HauboJjiee XapaKTepHbIX MPUUYHH
MOBPEXKICHUH, pa3paboTKa Mep MO MPEeAOTBPAIICHHUIO MOJOOHBIX aBapUIHBIX CUTYaLUM;

-COBEPIICHCTBOBAHUE CHUCTEMbl OpPraHM3allMd PEMOHTOB, HAIPABICHHOE HAa COKpalllcHUE
KOJIMYECTBA MJIAHOBBIX OTKIIIOUEHUHN MIPH BBIBOJIE U3 pabOThl 000pYAOBAHMUS;

-TIOBBIIIEHUE HAJIEKHOCTHU YYaCTKOB CETHU MOCPEJICTBOM 3aMeHbl Hanboyiee OTBETCTBEHHBIX
AJIEMEHTOB Ha HOBYIO JJIEMEHTHYIO 0a3y, MO3BOJISIIONIYIO YMEHBIIUTh PUCKH MOBPEKICHUMN
(coBepiieHCTBOBaHHE TPEOOBAHMIM MO HAJEKHOCTH K  DIIEKTPOOOOPYAOBAHUIO  JIMHUUN
ANEKTpONEpelayl M TOJCTAaHLMM, BKIOYass ycTtporcrBa P3A, Ha dsramax NpOEeKTHUPOBAHWS,
3aKyIOK, CTPOMTEIbCTBA, MOHTaXa W OSKCIUTyartanuu, crpoutensctBo BJI 6-10 kB ¢
HCIIOJIb30BAHUEM MOJIBECHBIX M30JIITOPOB HA ONOPAX MOBBIILICHHOW MEXaHUYECKOM MPOYHOCTH U
3aIUIIEHHBIX TTPOBOJIOB WU TTPoB010B AC);

-CO3/1aHME ONTHMAJIBHOTO ABAPUKWHOIO 3amaca Omop, IMPOBOJOB MU JPYTMX MaTEpHaJOB
(KOHCTpYKIUI) 17151 IPOBECHUSI PEMOHTOB;

JUis CHUKEHUS YpOBHS aBAapUITHOCTH W TIOBBIIICHHS HAJEKHOCTU (DYHKIIMOHUPOBAHMS
ANEKTPOCETEBBIX 00BEKTOB CPOPMUPOBAHBI IPOU3BOJACTBEHHBIE ITporpaMmsbl (mporpamma TOuUP u
NIIP), nporpaMMbl MOBBIIICHUS HAIEAKHOCTH, LIEJIEBbIE TPOTPAMMBI.



3. Madopmartius o0 Ka4ecTBE YCIYT MO TEXHOJIOTUIECKOMY TTPUCOCTUHEHHUIO

3.1. Hudopmauuss 0 HaIM4YUM HEBOCTPEOOBAHHOW MOIIHOCTH (MOIIHOCTH,
orpezensseMol Kak pa3HOCTh MEXIY TpaHC(HOPMATOPHONH MOITHOCTHIO EHTPOB MUTAHUS
U CYMMapHOW MOIIHOCTBIO 3HEPrONPUHUMAIOIINX YCTPOMCTB, HEMOCPEACTBEHHO (MK
OTIOCPEI0OBAHHO) MPUCOSAMHEHHBIX K TAKUM LIEHTPaM MUTAHUS, U SHEPTONPHHUMAIOITIX
YCTPOMCTB, B OTHONICHHHM KOTOPHIX WMEIOTCS 3aiBKH Ha TEXHOJIOTHYECKOE
MIPUCOEMHEHHE) ISl OCYIIECTBICHUS TEXHOJIOTMYECKOTO NMPUCOECIMHEHUS B OTYETHOM
NepHOJIe, a TAaKXkKe O MPOTHO3aX €€ YBEeJIUMYEHUs ¢ pa30MBKOM M0 CTPYKTYPHBIM EIMHHUIIAM
CETeBOM OpraHM3alMd W TI0 yYPOBHSIM HANpSHKCHUS HAa OCHOBAHWW WHBECTUIIMOHHOU
nporpaMmsl npejcrasieHsl B [Ipunoxenun 1 (Tabmuna 3.1).

3.2.  MeponpusiTusi, BBIIIOJHEHHBIE CETEBOM  OpraHu3alued B  LEISX
COBEPILICHCTBOBAHUSA JACATEIBHOCTHU MO TEXHOJIOTMYECKOMY MPUCOCTUHEHUIO B OTYETHOM
IIEpUoJIe.

B oruetnom nepuone ITAO «TPK» ocymiecTBisuioch B3aMMOAEHCTBHE € TNIaBaMU
MYHHUIIMIAIbHBIX 00pa3oBaHUI B YacTH IUIAHUPOBAHMS pPAlOHOB MpernojaraeMoin
3aCTPOMKHU (MJIM BBIACNIEHUSI 3€MENb) JJIs BKIIOUEHHUS B MHBECTHIIMOHHYIO MPOrpaMMy
KOMIIAaHUU PEKOHCTpyKUuU (cTpoutenbeTBa) ceredt 10-0,4kB. Takke OblT MOATOTOBIIEH
nepeueHb  OOBEKTOB  CTPOUTENHCTBA, HEOOXOAMMOCTH  COOPYKEHHSI  KOTOPBIX
omnpezenseTcs He TOJIbKO MOJKIIOYEHHEM HOBBIX MOTpeduTeneil, Ho U obecrneyeHueM
KauecTBa IEKTPOIHEPIUU JJIs IEUCTBYIOIIUX HArPy30K.

3.3. Ilpouas wundopmaius, KOTOPYHO CeTeBas OpraHu3alus CYUTAET
1enecooOpa3Hoil s BKIIIOYEHHUS B OTYET, KAcalolascsl MPEeAOCTaBICHUS YCIYr IO
TEXHOJIOTHYECKOMY MPHUCOCIUHECHHUIO.

B cootBercTBHe MeToanueckuM yKa3aHUSM IO pacyeTy ypOBHS HAIECKHOCTH U
KayecTBa IIOCTaBJISEMBIX TOBAapOB M OKa3blBAEMbIX YCIyr JJs OpraHu3alud 10
YIOPaBIEHUIO €IWHON HAIMOHAIHHOW (OOIIEPOCCUUCKON) JIICKTPUUYECKONH CEThI0 U
TEPPUTOPHUATILHBIX CETEBBIX OpraHU3alluii, YTBEPKIEHHBIM MTprKa3zoM Munsnepro Poccun
oT 29 Hos0pa 2016 r. Nel256, daxTuueckoe 3HaUeHHE TOKa3aTelsl YPOBHA KayecTBa
OCYIIIECTBIISIEMOTIO TEXHOJOTMYECKOT0 MpUCOEaUHEHUsT K ceTu 1o utoram 2020 roga B
ITAO «TPK» coctaBuio IItnp=1,0615 npu mianoBom 3nadenuu (I1(rur) TIIP =1,025.

[To utoram 2020 r. ycraHoBieHHOE [lemapTaMeHTOM TapuU(pHOTO PEryInpOBaHUs
TomMckoli  00nacTM MJIAHOBOE 3HAYEHHWE IO TMOKA3aTeal0 YpPOBHS  KadecTBa
OCYUIECTBJISIEMOTO0 TEXHOJOTUYECKOTO TMPUCOEIUHEHUS C Yy4eToM KodpduiueHTa
JOMYCTUMOTO OTKJIOHEHHsI OOLIECTBOM JOCTUTHYTO.

3.4. CemeHuss O KadeCcTBE YCIYr IO TEXHOJOTMYECKOMY IPUCOCIUHEHHUIO K
ANEKTPUYECKUM CETSIM CETEBOM OpraHu3allii B Pa30OUBKE MO MOILIHOCTH, B JUHAMHUKE 110
2019- 2020 ronam npenctasiensl B [Ipunoxxennn 1 (Tabnuma 3.2).



B ITAO «TPK» o6cnyxuBanue moTpeOUTeNe yCiayr OCyIIECTBISIOT COTPYAHUKN
VOpPaBJIEHUS MEPCHEKTUBHOIO Pa3BUTHS M TEXHOJOTMYECKOrO  IMPUCOECTUHEHUS
ucnosautensHoro ammapara [TAO «TPK», coTpynHMKH CEKTOpa TEXHOJIOTHYECKOTO
npucoeauHeHuss B [Ipom3BojcTBeHHBIX oTAeneHusX Bocrtounsix, CeBepHBIX U
[enTpanbHbIX 3neKTpUdecKkuX cerel u aeBsatHaguatu POC. 3aoyHoe, MHTEPAKTUBHOE
00CITy’KMBaHUE OCYIIECTBIISIIOT COTPYJIHUKHU CEKTOpa B3aUMOJEHUCTBUS C KIMEHTaMH, B
(GYHKIIMU KOTOPBIX BXOJIUT MIPUEM U perucTpaius oOpalieHui mnoTpeduresneil, B ToM 4ucie
U 1O BOMNpPOCAaM TEXHOJOTHYECKOTO TMPUCOCIMHEHUs, a TakXke paspenieHue u
npeaynpexacHue KoHPIUKTHRIX cutyanuid ¢ kiueHTamu [TAO «TPK».

Jlns  moBbImieHUsT WHOOPMUPOBAHHOCTH  MOTpeOUTENed B CTPYKTYPHBIX
noapazaenenusix [IAO  «TPK» pasmemiensl uH(DOpMalMOHHBIE  CTEHABI IS
noTpeduTesield, Ha KOTOPHIX B JOCTYIMHOW U MOHATHOM (hopMme mpuBeaeHa MHPopMalus,
00pasIbl TOKyMEHTOB 110 TEXHOJIOTHYECKOMY PUCOEAMHEHHIO K DIIEKTPUYECKUM CETSM.

Ha caiite O6mectBa B pazzaene «llorpedurensim» mpencraBieHa UHPOPMALHS O
HOPMATUBHBIX TMPABOBBIX aKTaX MO TOPSAAKY TEXHOJOTHYECKOTO MPHUCOCIUHECHHUS:
OCHOBHBIE  OTallbl, CpPOKH BBINOJHEHUS pPabOT, THUIIOBBIE JOKYMEHTBI IS
TEXHOJIOTUYECKOT0 MPUCOEAUHEHHUS, YKa3aHbl TPeOOBaHUS K O(POPMIIEHHUIO TOKYMEHTOB,
KOHTakTHasg uHpopMmanus, CTaHmapThl KadyecTBa OOCITYyXUBaHUs MOTpeOUTENel ycmuyr,
CBEJICHUS O TapH(ax Ha TEXHOJOIMUeCKoe MPHUCOEAUHEHHE, pa3MelleHa NHTepaKTUBHAs
KapTa  BU3yaJW3allik  3arpy3Kd  IEeHTpoB  muTaHuss  35kB  u  Bbime
(www.trk.tom.ru/customers/connection/map35kv.php).

B pamkax pa3BUTHS HHTEpPAKTUBHOIO OOCIY>KMBaHUS TMOTpeOuTenel yciayr
3anmymieH B pabory Ilopran anekTpoceTeBbIX yCIyr rpymnmbl komnanuit «Poccetn»
(https://moptan-tn.pd), Kpome TOro, pa3pabOTaHO M 3alyIIeHO B SKCIUTyaTalHio
MobunbHoe mpmioxenue. Jlanawsie cepBuchl paspadotanbl [TAO «Poccetn» B
cooTBeTCTBUM ¢ EauHbIMEM  cTaHgapTaMu KadecTBa OOCHY)KUBAHHS  CETEBBIMU
OpraHM3alUsIMU OTPEeOUTENEH YCIyT CeTEBbIX OpraHu3alui, yTBepKaAeHHbIMU [Ipruka3zom
Munsnepro Poceun ot 15 anpens 2014 r. N 186.

JInuHbli KaOMHET npeHa3HAYeH JUIsl TIOJIYUYEHUs YCIyT B AJIEKTPOHHOU (popme [iist
NoTpeduTeNs ¢ aBTOPU3UPOBAHHBIM JIOCTYIIOM M MOJYYEHHUS NEpCOHAIM3UPOBAHHON
uH(popMalMK MOTPEOUTEISIMHU, B TOM YHCIe UHPOPMALIUU O XOJI€ MPOXOKICHHS 3TANOB
paccMOTpeHHUsl 3asiBKM MOTPEOUTENS] W HCIOJIHEHUS J0TOBOpA (MOCTYIUIEHUE 3asiBKH,
BblJJaya TEXHUYECKUX YCIIOBUM, 3aKIIOYEHUE JIOTOBOPA, MCIOJHEHUE JIOTOBOPA,
(bakTUyecKoe NPUCOEAUHEHHUE).

Taxxke ¢ mnomompbio Iloprama SIeKTpoCeTEBBIX  YCIAYr  MOTPEOUTENAM
MpeloCTaBlIeHa BO3MOXKHOCTh:  NPOM3BECTH  pacdyeT HEoOXOAMMOW  MOUIHOCTHU
MIOAKIIOYAEMBIX YCTPOMCTB, HAaWTHM TOYKY IOAKIIOYEHUsS HAa WHTEPAKTHMBHOM Kapre,
MIPOU3BECTH PacYeT CTOUMOCTH YCIYT, OTCIEKUBATh HHPOPMAIUIO O XOJ/I€ PACCMOTPEHUS
MOJIaHHBIX 3asBOK, BOCCTAHOBUTH (MepeoopMHTh) paHee BbIAAHHBIE JOKYMEHTHI IO
TEXHOJIOTUYECKOMY  IPHUCOEIUHEHHUIO,  BOCHOJb30BAaThCSd  MPOYMMHU  CEpBHUCAMH,
NOCTynHbIMHU Ha [loprane.



3.5. Pacuer cTOMMOCTH TEXHOJIOTMYECKOTO MTPUCOETUHEHUS K DJIEKTPUUECKUM
cetam notpedutenu ycayr ITAO «TPK» Moryr ocymectButh B cetn MHTepHer
(https://mopran-to.pd/platform/portal/tehprisEE_cost calculator) MOCpeICTBaM
MHTEPAKTUBHOTO HWHCTPYMEHTA, KOTOPBIA TIO3BOJSET aBTOMATHYECKH PpACCUUTHIBATH

CTOUMOCTH T€XHOJIOTHYECKOTO MPUCOETMHEHUS ITPU BBOJIE ONPEECICHHbBIX TapaMETPOB.
4. KauecTBO 00CTyKUBaHUS

4.1. KonuuectBOo oOpalieHuid, MOCTYMUBIIUX B CETEBYID OpraHM3aiuio (BCEro),
oOpareHui, coaepkalux >kanooy u (vir) oOpalieHuid, coepKalinx 3asBKy Ha OKa3aHHe
YCIIyT, TIOCTYNHUBIIUX B CETEBYIO OPraHU3aIMIO, a TaKKe KOJIMYECTBO OOpAIleHHM, IO
KOTOPHIM OBUTM  3aKJIIOYEHBI JIOTOBOPHI 00 OCYIIECTBICHHU TEXHOJIOTUYECKOTO
MPUCOEIUHEHHUS] U (WJIM) JOTOBOPHI 00 OKa3aHUM YCIyr MO Mepenade 3JIEKTPUUYECKOM
DHEPIHH, a TAKXKe IO KOTOPHIM OBUIH YPEryJIHpPOBAaHbBI )KaJ0Obl B OTYETHOM TEPHOJE, a
TaKKe TMHAMHKA 110 OTHOIIECHHUIO K TO/Y, MPEAIIECTBYIONIEMY OTYETHOMY.

[ToBhIIeHHE KayecTBa OKAa3bIBAEMBIX YCIYT SIBIISIETCS OJHUM W3 CTPATETHYCCKHX
HanpasieHuit pabotsl [IAO «TPK». 3agaua komiuiekcHOro 00CIyKUBaHUs OTpeduTenei
YCIyT W TOJACPIKaHUsS CIMHBIX CTaHAAPTOB OOCTYXMBaHHS M B3ammoneictus, [1AO
«TPK» peanuszyet B hopmMax Kak OYHOTO, TaK U 3a0YHOT0 OOCITYKUBAHHS TTOTpEeOUTEIEH.

OO0111ecTBOM OpPraHMW30BaHO B3aWMOJECUCTBHE C MOTPEOUTEISIMU 110 TpeM popMmam:
O4YHOE, 3a09HOE OOCITyXMBaHHE W WHTEPAKTUBHOE, KOTOPOE MOXKHO OTHECTH K (hopme
3a04HOT0 00CTY>KUBaHMUSI.

B nenom, mo BceM kananam koMmmyHukaiuu 3a 2020 roa B O01eCTBO MOCTYITUIIO
11 462 oOpamenus quHamMuka pocra oTHocuTenbHO 2019 rona cocrasuia 61%.

Knaccupukauuss oOpamenuit B IIAO «TPK» mo kaHamy mnocTymiieHus
MIpEACTAaBICHA JUArPaMMON.

= OyHble oOpalleHus

4% 4%

® 3aouHble OOpaleHus
yepes call-ueHTp

[TuceMenHbIE
oOpaileHus yepes
KaHLEJSIPUIO

® 3aoyHble OOpaleHus
yepe3 MaTepHer-
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64% KaOMHET
[ |

[Ipoune



KonnuectBo oOpamenuii, mocrynuBmmux B OOmecTBo (Bcero), oOpalieHui,
coepxammx xanol0y u (win) oOpalleHuM, COoAepKallliX 3asBKYy Ha OKa3aHHUE YCIYT,
MOCTYIUBIINX B CETEBYIO OPTaHHU3AIINIO, a TAKXKE KOJUYCCTBO OOpAICHHM, ITO KOTOPHIM
OBUTH 3aKJIFOUCHBI JJOTOBOPHI 00 OCYIICCTBICHHH TEXHOJIOTHUECKOTO MPUCOCIUMHCHUS U
(wnu) TOTOBOPHI 00 OKA3aHWM YCIYT MO IMepeaade dIEKTPUUECKON SHEPIruH, a TakkKe I0
KOTOPBIM OBLIH YPEryJIMPOBaHBI JKaJl0OOBI B OTUETHOM IIEPHOJIC, a TAKXKE TUHAMHUKA TIO
OTHOIICHHIO K TOY, MPEANISCTBYIONIEMY OTUYETHOMY MPEACTABICHBI HUXE B [IpuiosxeHnn
1 (Tabnwuma 4.1).

4.2. Uudopmanus o 1eATeIbHOCTH 0(hUCOB 00CTYKUBAaHUS TOTPEOUTENEH.

B I[TAO «TPK» ouHOoe 0oOCIyXMBaHWE OCYIIECTBIACTCS MOCPEACTBOM JIUYHOTO
KOHTaKTa MOTpeOuTeNied B MyHKTaX OYHOTO OOCIYXHBAaHUS TPEX IPOU3BOJCTBEHHBIX
OTJENICHUSIX M JEBATHAIIATH pailoHax JJIEKTPUYECKUX CeTeHd, MyHKT 0O0CITyKUBaHUS
norpebutenel yciayr pa3MenieHHbI B 1eHTpe ropoja Tomcka (mpocnekt Kuposa, 36,
Tomck T1.). B mnyHkTax oOCITyXHBaHUS COTPYAHMKH KOMIIAHUU MPEIOCTABISIOT
NOTpeOUTENIM  KOHCYJNbTAIlMM IO BCEM BompocaM jesTenbHocTH  OOmiecTsa,
OCYLIECTBIISIIOT IIPUEM 3asBOK Ha OKa3aHHE YCIYT, B TOM YHCJIE M Ha TEXHOJIOIMYECKOe
npucoequHenue. Ilo pesynbratram 2020 roma B [IAO «TPK» nuuno oGpatmnocs 439
norpedutenei, uro Ha 86% menbuie B cpaBHeHue ¢ 2019 rogom (3162 mit.). [eranbHas
XapaKTepUCTUKa HHPPACTPYKTYpbl OUHOTO OOCITy)KUBaHuUs puBoauTca B [Ipunoxenun 1
(Tabnuua 4.2).

4.3. Hudopmauuss o 3a04YHOM OOCIYy)XKHMBAaHUU MOTpEOUTENed MMOCPEICTBOM
TeneOHHON CBSI3U.

3aouyHas (opma oOOCITyXKMBaHUS peanu3oBaHa dYepe3 KaHaibl KOMMYHUKALUU:
tenedoHHas cBsi3b, E-mail cepBucel, noura PO.

B O6mectBe opranmzoBana pabora tenedona 8-800-234-38-22, Ha KOTOPHIA B
m000€ BpeMsi CYTOK MOTPEOUTENN MOTYT 00paIaThbCsi Mo BCEM BOIPOCAM JIEATEIbHOCTH
KOMITaHHUH, TIOJy4aTh KOHCYJBTAIIMH MO BOMPOCAM AJIEKTPOCHAOXKeHU. B TO ke Bpewms,
MOTPeOUTEN UMEIOT BO3MOXKHOCTh 0Opaiatbest Ha Tenedor 8-800-220-0-220.

B 2020 roxy nocpeactBoMm TeiaedOHHOW CBSI3U NPHUHATO M oOpaborano 7 270
oOpamenuid, B cpaBHeHuu ¢ 2019 romom (2428 mir.) mpupocT TenedOHHBIX 3BOHKOB
coctaBmil 199%. Mudopmanusg o 3a04HOM 0OCTYKUBAHUM MOTPEOUTENEH MOCPEICTBOM
tenedoHHOM cBsi3u npeacTasiieHa B [Ipunoxennn 1 (Tabnuma 4.3).

HuTepakTnBHOE OOCTYyXMBaHHE KIMEHTOB OCYIIECTBISIETCS TOCPEICTBOM
UHTEpHET — pecypcoB: caiita kommanuu (http://www.trk.tom.ru/), Iloprana
anekTpoceTeBbiX yeuyr (https:/mopran-To.pd) - eIMHOTO HEeHTpa MOJIHON HH(OPMAIUH TT0
MPOIeType TEXHOJIOTHUECKOTO MPUCOSANHEHUS K TICKTPUIECKUM CETSIM, Ha KOTOPOM ISt
KJIMCHTOB OpTraHW30BaH cepBUC «JIMUHBIA KaOWMHET TOTPEOUTENsT», «UHTEPHET-
MpUeMHas», TPEACTaBICHa BO3MOXXHOCTh YIPOIIEHHOTO TEepexoJa Ha CalT Io00n



CETEeBOI KOMIIaHUU, CO3/IaHa eIMHas IIOIIA/IKa pacKpbiBaeMoil nHpopManuu. Kpome Toro
KOMIIaHUsl y4acTByeT B pabore mnopraina «Csernas crtpaHa» I[IAO «Poccetn»
(https://cBeTnasctpana.pd) - pecypc s oOpaTHOM CBSI3M C  TMOTPEOUTEIIIMHU
DIIEKTPUYECKON SHEPTUH, KOTOPHIA MO3BOJSIET MOTPEOUTENI0 MAKCHMAIFHO ONIEPAaTUBHO
pelIaTh LEeNblid psiJl BOIIPOCOB, CBA3aHHBIX C 3JIEKTPOCHA0KEHHUEM.

B 2020 roay MHTEpaKkTUBHBIM CEPBUCOM JJIs1 OOpallleHnid BOCIob3oBaIuch 2 325

norpeduteneid, u3 Hux 584 mnoTpebuTeNns NOJaNM 3aiBKM Ha TEXHOJIOTHYECKOE
MIPUCOCANMHEHUE K eKTpuueckuM ceTsim OOmiectBa uepes [lopran-TII.P®, na moprtan
«CBetias cTpaHa» ObUTO HampaBjaeHO 14 oOpareHu.

4.4. Kareropusi obpalieHuid, B KOTOpPOH 3aperuCTPUPOBAHO HAUOOJBIIEE YHCIIO
oOparieHuit Bcero, ooOpalieHuii, CoaepKalux kajio0y, oOpalieHui, coaepKaiiux 3asBKy
Ha OKa3aHHEe YCIyT, MOCTYNUBIIUX B OTYETHOM NEPUOE, B COOTBETCTBUU C IIYHKTOM 4.1
Nudopmannu o kayecTBe 00CTyKUBAaHUS TOTPEOUTENEH YCIIYT.

B oTdyeTHOM mepHoje KOJIWYECTBO Kaio0, MOCTYNUBIIUX B KoMmaHuto (837 miT.)
Bo3pociio Ha 35%, (3T0 0e3 yueTa oONepaTUBHBIX 3Kajo0 IO BOIPOCY MEPEPHIBOB
anekTpocHabxenus) mo cpaBHeHuto ¢ 2019 rogom (621 mT.). bonpinas yacte nmpeTeH3ui
KacaJioch BOIIPOCOB Iepeaayu dJeKTpudeckoil sHeprun 47% oOT oO0mIero KojaudecTBa
3apeTrUCTPUPOBAHHBIX kKanoO0. B oruetHom mepuone otHocutensHo 2019 Troma
YBEIMYMUIIOCh ~ KOJMYECTBO  KajloO, CBSA3aHHBIX C  BONPOCAMU  IEPEPHIBOB
ANEKTPOCHAOKEHNS, [0 BOIPOCAM KOMMEPUYECKOTO yUeTa 3JIEKTPUUECKON SHEPTUU.

B 2020 romy mo cpaBHEHHMIO C MPOLUIBIM MEPHOJOM HaOIIOAAETCS MPUPOCT
KOJIMYECTBA Kajo0 MO BOMpOCaM TEXHOJIOTMYECKOro npucoenuHenus (78 mwr. u 60 mr.
COOTBETCTBEHHO

Jlnst mpuHATHS Mep Mo JKajob0aM, a TakXke IS yJAOBIETBOPEHUS] MOTpeOHOCTEH
norpeduteneir I[IAO «TPK» Obuin peanu3oBaHbl MNpOrpaMMbl MO PEKOHCTPYKIUU
CYILLECTBYIOUIUX JJIEKTPUYECKUX CETEeH, BBIIOJHEHO CTPOUTEIBCTBO HOBBIX JIMHUN
AJIEKTpoNEpeiad ¢ YCTAHOBKOM TOMOJHUTENbHBIX TPAHC(HOPMATOPHBIX MOJCTAHIIHH.

Knaccudukanus obpamenuit B [IAO «TPK» npencrasiena nuarpaMMoii.

4% 8%
19% 1% \ ® )Kanoba

® 3anpoc CpaBOYHOU
H(}OPMALIUN/KOHCYABTALIUU

3asBKa HAa TEXHOJIOTMYECKOE
npucoeanHenue (nanee - TII)

= . 3asBKa Ha JIONOJIHUTEIbHbBIE YCIYTH

= [Ipuém/BbIIaua JOKYMEHTOB

Coo0uenue uapopmauu

23%



JleranbHas xapakTepucTuka noctrynuBumux B 2020roay obpamieHuil, ¢ AMHAMUKON
n3MeHeHus otHocutenbHo 2019 roga npuseaena B [Ipunoxenun 1 (Tabnuma 4.1).

4.5. Onuca"ue MOMOJHUTENBHBIX YCIYT, OKa3bIBAEMBIX MOTPEOUTETIO0, TTOMUMO
YCIyT, YyKa3aHHbIX B EJQWHBIX cTaHgapTax KadecTBa OOCTY)KHBaHUSI CETEBBIMU
OpraHU3aIUsIMU MOTPEOUTENICH CETEBBIX OPraHU3aIUH.

Pa3Butre MOMONHUTENBHBIX YCIYr (MOMHMO TE€X YCIYr, KOTOpbhIE YKa3aHbl B
Enuneix crapgaprax kadecTBa oOcmykuBaHUs moTpeouteneit yciyr) B 2020 romy He
OCYIIECTBIISLIIOCH.

4.6. MeponpusaTusi, HallpaBJeHHbIE HA pa0OTy C COIIMAIBHO YA3BUMBIMU IPYIIaMu
HaceJIeHusl.

Ob6ecneuenue goctynHoctu uHppacTpykrypsl O0miectBa (ITynkra oOcaykuBaHus
notpeduTenent) A MaJIOMOOWIIbHBIX TPy HACEICHHUS.

4.7. TeMbl u pe3yJabTaThl OINPOCOB MOTPEOUTENCH, NPOBOAUMBIX CETEBOU
opraHu3ameil Jyisi BBISIBICHWs MHEHHUs TMOTpeOUTeNle O KadyecTBE OOCIyKUBaHM, B
paMKax HCHOJHeHHS EIuHBIX CcTaHZapTOB KadecTBa OOCTY)KUBAHUS CETEBBIMU
OpraHU3aIUsIMU MOTPEOUTENICH YCIYT CETeBBIX OpraHU3aIUi.

C 1enbio BBISIBIICHUS! MHEHHS TOTpeOUTENEl 0 KauecTBe 00CTYKUBAaHUS U KaUeCTBE
OKa3aHHBIX YCIYr NpOBOAWICA TeledOHHBIM ompoc mnoTpedurenedf, B OTHOIIECHUU
koTopbiXx B 2020 romy ObLI 3aKJIIOYEH U UCIOJHEH JOrOBOpP Ha TEXHOJIOIMYECKOe
MPUCOECMHEHNE K 3JeKTpuueckuM ceTsiM. [lo pesynpraTraM ompoca ciydailHbBIX cTa
TPUALIATU TPEX NOTpeOUTENEH U MOITYyYEHHBIX OTBETOB AEBSIHOCTO BOCHbMH MOTpeOUTENeH,
YPOBEHb YJOBJIETBOPEHHOCTH Ka4E€CTBOM OKa3aHHBIX YCIYT cOCTaBUI 84%, OTHOCUTEIBHO
ypoBHs yaoierBopernHoctu 2019 rona (82%) mpupoct cocraBmi 2%.

4.8. MeponpusiTusi, BBIIOJHSIEMbIE CETEBOM OPraHU3AIMENd B LEJSAX IMOBBIIICHUS
KauecTBa 00CTyKMBaHUS MMOTPEOUTENECH.

Jlis obecrieueHusi KayecTBa MPENOCTABISIEMBIX YCIYT M TOBBIIICHHUS KadyecTBa
o0cy>)KMBaHUS MIOTPEOUTENCH:

- JeWctByer corjamenue o B3aumogeicteuum  [IAO  «TPK» u  AO
«TomMckaHEprocObIT» - C 1elbl0 YHOPOLIEHUS MPOLEAYphl TEXHOJIOTUYECKOTO
MPUCOETUHEHUS K ANEKTPUUECKUM CETSAM;

- IGMCTBYET COTIAIlIEHUE O COTPYIHUUECTBE MEX Y O0JIACTHBIM roCyJapCTBEHHBIM
Ka3eHHbIM YyupexJeHueM «ToMckuii 001acTHOM MHOTrO(YHKUHMOHAJIbHBIA LIEHTP IO
MIPEIOCTaBICHHUIO FOCYAAPCTBEHHBIX M MyHHUIIMIAIBHBIX YCIyr» (najnee o Tekcty - OIKY
«TO M®Ily) u TTAO «TPK», nmo xotopomy OI'KY «TO M®L» mnpenocraiser
KOHCYJIbTaTUBHBIE YCIYTd MO OCHOBHBIM 3TaliaM TEXHOJOTHYECKOTO MPUCOETUHEHUS,



MOPAJIKE U CPOKAX OCYLIECTBJICHHSI TEXHOJIOTMYECKOTO MpUCOEIUHEHHs, TapudaM Ha
TEXHOJIOTUYECKOE ITPUCOECTUHEHUE;

- 3aKJII0OYEHbl PaMOYHbIE COTJIAIICHHS] CO CTPOMTENBHBIMH OpPraHU3aLUsIMHU, YTO
JlaeT BO3MOKHOCTb B JIF0O0I1 MOMEHT BBIIIOJHUTH HEOOXOIUMYIO paboTy, 1Js BO3BEIECHUS
HEOOJIBIINX 00BEKTOB ANEKTPOCETEBON HHPPACTPYKTYPHI.

B coorBerctBum co Crparermeil pas3BUTUSL DJIEKTPOCETEBOIO  KOMILIEKCA
Poccniickoit @enepanun, yTBepKIeHHON pacnopsbkeHueM IIpaBurensctBa Poccuiickoi
®enepannn ot 3 anpenst 2013 1. Ne 511-p, pazpaboran u BBeaeH B aeiictBue CO 5.064/6
«CranaapThl KauecTBa o0ciyxuBaHusi norpedutenet ycuyr. [Honoxenue.» [lonoxenus
Crangapra BKJIIOYAIOT B ce0s1 TpeOoBaHus EMUHBIX cCTaHAAPTOB KauecTBa 00CTyKUBaHUS
CETeBBIMHM OpraHU3aLUAMH MOTPEOUTENEH yCIIyT CETEBbIX OpPraHU3alUN, YTBEPKICHHBIX
npuka3zom Munsnepro Poccun ot 15.04.2014 Nel86.

JUis  ydydiieHuss KadecTBa OOCHYKMBaHHMSI TOTpeOUTeNned U MOBBIIMICHUS
s dexTuBHOCTH 00paTHOM cBsi3u O6mecTBO yuacTByeT B pabore [loprana «CBETJIAA
CTPAHA» - npoekra [TAO «Poccetn», KOTOPBIN MO3BOJIIET MAKCHUMAJIBHO ONIEPATUBHO
pemaTh psiJ BOMPOCOB, CBSI3aHHBIX C 3JIEKTPOCHA0KEHHUEM.

B  memsx  moBbllieHHs — KBAIM(HUKAUMU  COTPYAHUKOB  MOJpa3esICHUM
B3aMMO/JICHCTBUS C KJIMEHTaMH MPOBENCHO O0y4YeHHE BCEX KATEropuil CIEeNHUaJIUuCcTOB, a
TaKKe PYKOBOJUTENIEH CTPYKTYPHBIX IOIPA3ICICHANA OCYECTBIISIOIINE B3aUMOCHCTBHE
C KJIMEHTaMH.

B teuenun 2020 roma mnpoBomwinch PR-kammanun 10  GOpMHUpPOBAHHIO
nonoxkurenpHoro umumka IIAO «TPK» y knmmentoB, yepes CMMU ocymiecTBisuioch
uH(OpMHUpOBaHUE TOTpEOUTENEH IO BOIIPOCAM SHEProoOeceueHus.

ITo utoram 2020 r. ycTaHOBJIIEHHBIE PETYJIUPYIOIIUM OPraHOM ILIAHOBBIC 3HAUYCHHUS
I10 MOKA3aTeNsAM HaJIE)KHOCTU M YPOBHIO KAYECTBA OCYILECTBIIIEMOTO TEXHOJIOTMYECKOTO
npucoequHeHus: OO1EeCTBOM JOCTUTHYTHL.

Jlst moBwIlIeHHsT KayecTBa oOciyxuBanus kiaueHToB, [IAO «TPK» na 2021rox
3arJIaHUPOBAHO:

- TNpOBEJEHHE MeponpusTHii 1o UHPOPMUPOBaHHIO TOTpeduTene 00
WHTEPAKTUBHBIX KaHaJIaX KOMMYHHUKAIIHH.

- pa3paboTKa ONTUMAJbHBIX CLIEHApUEB OOCIYyKMBaHUS MOTpeOUTENe ¢ ydeToM
MEPCOHATBHBIX TPEOOBAHWN W OXHIAHWK KIMEHTOB. JlOCTHIKEHUE BBICOKOTO YPOBHS
0OCITyKUBaHUs 3a CYET MHAUBUAYAIBHOIO MOAX0/1a K PEIICHUIO BO3HUKAIOIIUX MPOOIIeM.

- mepeBoJi TenedoHHOro obcmyxuBanusi norpeduteneit ycnyr ITAO «TPK» Ha
CJIMHBI KOHTAKT-IICHTP TPYIIIBI KOMIaHuid «PocceTw» C HCIONIb30BAaHUEM €IUHOTO
dbenepanpHOro HOMepa 8-800-220-0-220.

- TPOBEJCHHEC MEPONPUATHHA IO TMOBBIMICHUIO WH(OOPMHPOBAHHOCTH KIHCHTOB,
AKTUBHOCTH KJIUEHTOB B MCIIOJIb30BAHUN WHTEPAKTHBHBIX CEPBHUCOB.

- oOecrieyeHre HAMOJHEHUS M (DYHKIIMOHUPOBAHHS WHTECPAKTUBHBIX CEPBHCOB
rpymibl komnanui [TAO «Poccetny Brimtouaromux B ceds [TopTan anekTpoceTeBbIX yeuyT
1 MoOWIbHOE PUITOKECHHE.
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- TPOBEJCHHWE MApPKETHUHTOBBIX WCCIICJIOBAHWA TI0 HW3MEPEHHUIO  YpPOBHS
YAOBJIETBOPEHHOCTH NOTPEOHTENIECH KaYeCTBOM OKa3bIBAEMBIX YCIIYT.

- mpopaboTKa BOIMPOCOB pPa3BHTHS C YYETOM BHEAPEHUS HOBBIX MPOIICAYD,
PacCMOTpPEHUE OPTaHU3AIIMOHHBIX ITEPCIICKTUB Pa3BHTHSL.

4.9. Nudopmanus mo obparieHusaM norpedutenei npeacrasieHa B [Ipunoxennn 1
(Tabmuupr 4.9 1,4.9 2).
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