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1. OOmue MoJI0KEeHHSA

Onenka ynosneTBopeHHOCTH notpedbuteneit ycinyr OOO "KOK Duepro" npoBogutcs Ha
OCHOBAaHMM AHKETUPOBAHHUA NOTpEOHUTENEH, S3HEProNpUHUMAIOIINE YCTPOUCTBA KOTOPBIX
IIPUCOEIUHEHH] K AJIEKTPUYECKHM CEeTsIM OOIIIeCTBa.

C uenpio OLEHKH Pa3IUYHBIX (PAKTOPOB, BIUSIOUINX HA YPOBEHHb YIOBIETBOPEHHOCTHU
noTpedureneil, UCIONL3YIOTCS COOTBETCTBYIOIIME METOBI IIPOBECHUS HCCIIEIOBAHHIIA:

ObbexT oneHKHN Briewatienus morpebutens o | Brmewarnenus notpeburens o6
CHCTEME O0CIIy)XUBaHHA B LIEJIOM | yCIyraM,  CBS3aHHBIM  C
eperavesi  JNIEKTPUUCEKOM
SHEPrUH
IIpumeBsieMbIiif MeTON IIpoBeieHNe aHKETHPOBAHU. IIpoBeneHrEe aHKETHPOBAHHUSI.
%I%Ba}me aHKETh! | Ha3Banue ankeTsl "llepemaua
Opraﬂnsla}umﬂ 00CITy)KUBaHUS 3JIEKTPHHUECKOH SHepruu"
KJIMEHTOB

Orpocsl moTpeOuTeNEH NPOBOAIT PaGOTHUKH IYHKTA OOCIY)XUBAHHS KIIHEHTOB
OO0 "KO®K Dnepro", mocpecTBOM ITUCEMEHHBIX OIPOCOB.

B otyere ucnonezyercs MHGOpMAIUA O pe3yibTraraX pabOTHl, O MPOBEIAEHHBIX
MEpPONpHATUAX IO UHPOPMHUPOBAHUIO TOTpeOuTENel, a TakkKe HHPOPMAIWI,
IIOJTyueHHAas B pe3yJIbTaTe OMPOCOB.

2. OOmmue pe3yabpTaThl AHKETHPOBAHHSI «OIEHKA YIOBJIETBOPEHHOCTH
noTpeoduTeIei

2.1. Ilenu aHKeTHPOBAHMS

OCHOBHOH IleNBIO IIPOBENICHUS aHKETHPOBAHUS SBISIIOCH OIMpENeNeHrne YPOBHS
YAOBIIETBOPEHHOCTH IIOTpeOuTenedl CUCTeMOM OOCIy)XMBaHHA B ILEJIOM, a TaKke
CJIeIyIOLIMMHU BUJIaMU YCIIYT B YaCTHOCTH:

- nepefaya 3JIeKTPUIeCcKON SHEPIHH,

- opraHu3zanusi 0OCIyXHUBaHUS KITHEHTOB

2.2, MeTtoauka npoBeieHHsI AaHKETHPOBAHHUSA

J1s CpaBHUTENBHOIO aHamu3a M (GOPMUPOBAHUSI OCPEIHEHHBIX ITOKa3aTeNlel 1o
pasnuYHbIM BOIIPOCaM, CBS3aHHBIM C OpraHu3aleif 1 (QyHKUHOHHPOBAHHEM CHCTEMBI
obciy)xuBaHus TOTpeOHUTeNel yciayr ObLI NIPOBENSH OIpOC MOTpeOuTeNeil, KOTOPHIM
3alaBaJlICh ~ BONPOCHl K3  aHKETBl C  IpeIJIOXeHHeM  OIEHUTh  YPOBEHb
yIOBJIETBOPEHHOCTH IO IMATHOAIPHON IIKane MM BBIOPATh OTBET U3 IPETOKEHHBIX
BapUaHTOB (IpuiIokeHue 1).



AHKETHpOBaHME POBOAMIOCH CPEIU MOTpeOUTENEH, KOTOPHIE ITOJIb30BAIUCH
OCHOBHBIMH (Ilepeiada 3IeKTPOIHEPIUN) YCIyTraMH.

2.3. XapakTepHCTHKA NOTpeOuTe/ e, IPUHABIIUX YYACTHE B HCCIEJOBAHUM

Ilpu mnpoBenenun ankerupoBanus KiaueHToB OO0 "K®K DBnepro" 6nuIo
onporuerno 11,75 % ot obiero xonuyectTBa norpedUTENEH.

2.4. OcpeaHeHHbIe IOKA3aTE/JH OLEHKH YIOBJETBOPEHHOCTH OTPEOUTE e
Pe3ynbTaThl OTBETOB Ha BOIIPOCHI aHKETHI OLEHHBAIKCE IO IIATHOAIEHOM IIIKaJIe,

OLICHKa 5 03HayaeT IIOJIHYIO yAOBIETBOPEHHOCTD, 1 - IONHYIO HEYIOBIECTBOPEHHOCTS.

Ilo wroram aHkeTUpoBaHHMS KiaHMeHTOB B 2018 Tromy WUHTerpajbHas OlEHKA

YAOBJIIETBOPEHHOCTH KJIMEHTOB 0 Ka4decTBY npenpocrtarisemoro cepsuca OO0 "KOK

DHepro" coctasuna 4,76 6anna.

OCpClIHeHHBIe 3HaYCHHUA pE3YABTATOB OIIPOCa:

Cpennee
HanMeHoBaHMe ITapameTpa
3HayeHue, 0aii
VY 106¢cTBO criocoba nogayuy 3asBKH Ha OKa3aHUeE YCIyTH 4,9
Hacsl paboOThI KOMITAHHUH 4,9
KomiieTeHTHOCTB / TpaMOTHOCTE COTPYIHUKOB, IPUHUMABIITHX 50
3asIBKY ’
BpeMs oxxuanus npy nojade 3asBKH (OIMyCTHMO He 6onee 20 438
MHH. ) | - ’
IIpocToTa 1 AOCTYIHOCTH UHPOPMAIMOHHO-CIIPABOYHAIX 46
MaTepHaJioB, HEOOXOTUMBIX It OPOPMIIEHHS 3aABKH - ’
KoHcynpTHpOBaHME 1O HMHTEPECYIOLIMM BOIpOCaM, BKIIIOYas 48
JOTIOJIHUTENBHYIO HHQOPMALIMIO 110 CTOPOHHIM OPraHU3aIHIM ’
VYpoBeHb BHYTPEHHET0 OCHAIICHUS MECT IpHeMa KIIMEHTOB 4,6
YacToTa OTKIIOUEHUH 3IIEKTPOIHEPTHH 4,9
IIpOnOIKUTENBHOCTD OTKIIOUEHUHN 3IIEKTPOIHEPTHUU 4,9
YacroTa BOZHUKHOBEHUS IIepenaioB (CKaYKOB) HAMIPSDKEHUS 4,8
OnepaTuBHOCTH pearupoBaHUsl paOOTHUKOB KOMIIaHUH TIPH 49
BO3HHKHOBEHUH Ype3BbIYAWHBIX CUTyalMii / aBapuid ’
YcrpauBaer 11 Bac paboTa 3JIeKTPOMOHTEPOB IIPH CheMe 4.8
IIOKa3aHui npubopoB yuera ’




3. Ouemca YAOBJETBOPCHHOCTH KJIHEHTOB Ka4Y€CTBOM NPEAOCTABJISAEMBIX YCJIVT IIO
nepeaave 3J1eKTPO3HEPIrHH

B xozme anHxeTupoBaHHUS KIMEHTaM IIpe[larajJioch OLEHHTH YyCIyry '"mepenadva
9JIEKTPOIHEPIHHU" O CIEAYIOLUIUM ITapaMeTpam:

- 9acToTa OTK/IIOYEHHUS ONEKTPOCHAOXeHUs (BO3HHKHOBEHHWE IIE€PEPHIBOB B
3IIEKTPOCHAOKEHIH );

- IPOIOJDKUTENBHOCTD OTKIIFOUSHHUN DIIEKTPOIHEPTHH;

- YacTOTa BO3HUKHOBEHHs IIEPENafoB HAINpPSOKEHUS B CeTH (MHTraHUE CBeTa, HU3Kas
OCBEIIIEHHOCTH);

- OIEPATUBHOCTE pearvpoBanusa paborHukoB OO0 "KOK Duepro" npu BO3HHKHOBEHUH
Ype3BbIYAHON CUTyaIllH / aBapHH.

- YCTpaMBaeT JIx Bac paboTa 3J1eKTPOMOHTEPOB IIPH CheMe ITOKa3aHuil IPUOOPOB yUeTa.

Ilo pesynpTatam CyMMBI OIIEHOK, IIPOCTaBJICHHBIX KIIHEHTAMH IO BhILUEHEPEUNCIEHHEIM
BOIIpOCaM, Obla NOJNy4YeHa HWHTErpajibHas OIleHKAa YJOBJIETBOPEHHOCTH KIMEHTOB IO
ycilyre "nepenayda 3JeKTpOSHeprHu'.

CpenHsiss uMHTerpanbHas OLEHKAa KadecTBa IPENOCTAaBIE€HHMsS YCIyTH II0 Ilepejade
anexrposHepruy B 2018 rony cocrasuia 4,72 6aa.

4. Ouenka yIOBJIETBOPEHHOCTH YPOBHEM OpraHu3alHH O0O0CJy:KHBaHHS
norpeodunTeiei

C nensro onpeneneHus KayecTBa OpraHU3aliy OOCIY)KUBAHUS KIMEHTAM 33aBalliCh
BOIIPOCHI, HAaIpaBJICHHBIE HA BHIIBICHHE BOCHPHUATHA YPOBHSA  KOMIIETEHIMH
COTPYIHUKOB, TOCTYIIHOCTH M ITOHATHOCTH IIPeIOCTaBIIsIEMON HHpOpMAMK U yI00CTBA
NO/Ia4uH 3asIBKH.

Ouenka ypoBHA YyIOBIETBOPEHHOCTH IIOTpeOMTENEd KadecTBOM OOCIY)KHUBAHUS
OLICHUBAJIOCH 110 CIIEYIOLIUM TapaMeTpaM:

- yA0o6cTBO criocoba Mofayy 3asBKH B KOMITAHHIO Ha OKA3aHUE YCIIyTH;

- YOBJIETBOPEHHOCTH YacaM# paboThl KOMIIAHHUY;

- YIOBIIETBOPEHHOCTL BpPEMEHEM OXUIAHUS IpU Iojade 3aiBKH (IIMTEILHOCTH
HaX0XE€HHUA B ouepeny He Oonee 20 MUH. );

- YPOBEHb TPOCTOTHI, JOCTYNHOCTH HH(OPMAllMOHHO-CIIPABOYHBIX MATEPHAIIOB,
HEOOXONUMBIX ISl 0(OPMIIEHHS 3aIBKY;

- YPOBEHBH KadecTBa MpPeNOCTaBIeMBIX KOHCYJBTAIlMi II0 BOIPOCAM, HHTEPECYIOILUM
KJIHEHTOB, O JeATEILHOCTH KOMIIAaHUU U CTOPOHHUX OPTraHU3aIlU;

- OL[EHKa YPOBH: OCHAIICHUS MECT IpUeMa KIHEHTOB.

B 2018 romy omenka ymyBIETBOPEHHOCTH Kav4eCTBOM OOCIYXMBaHHMS COCTABHIA B
cpenuem 4,80 6aia.



Ipuno:xenue 1
Bompocs! aHKeTEI
OnueHka 5 03Ha4aeT MOJHYIO YAOBIECTBOPEHHOCTD, 1 - ONHYIO HEYIOBIETBOPEHHOCTD

OPIAHU3ALMSA OBCAY)KUBAHUSA KJIUEHTOB

Yno6cTBO cniocoba nojayH 3asBKH Ha OKa3aHUE yCILyrH

o 5 o 4 o 3 o 2 » o 1

Yacwl paboTbl KOMIAHHK

u] 5 o 4 o 3 o 2 o 1

KoMrnieTeHTHOCT / TpaMOTHOCTE COTPYAHHKOB, IPUHUMABUINX 3as8BKY

o 5 o 4 o3 o2 o 1

Bpems oxunanns npu nogade 3asiBki (onycTuMo He 6osiee 20 Mun.)

o 5 o 4 o3 o2 ) ol

T[IpocroTa 1 NOCTYNTHOCTH HH(OPMAIIMOHHO-CIPABOYHBIX MATCPHUATIOB, HEOGXOMUMBIX /I ODOPMIIEHHS 3asBKH

O 5 o 4 o 3 o 2 o 1

KOHC)/J]LTHpOBaHHe 110 MHTEPECYIOIIUM BONPOCaM, BKIIKOYAs AONOJHUTECIBHYIO HH(l)OpMaU,HIO 10 CTOPOHHHUM OpraHU3aluaAM

o 5 o 4 o 3 o 2 o 1

YpoBeHb BHYTPEHHET'O OCHALLICHHS MECT NIPHUEMa KIIHEHTOB

o 5 o 4 a 3 o 2 o 1

NEPEJAYA BJIEKTPUYECKOM SHEPTUU

YactoTa oTKI0ueHH#H JJICKTPOIHEPTHU

m} 5 o 4 o 3 o 2 o 1

[IpoNOMKHUTENBHOCTDS OTKIHOYEHMH 3IEKTPOIHEPT U

w 5 o 4 o 3 ) o 2 o 1

YacToTa BOSHHKHOBEHHSA NEpenafoB (CKAYKOB) HANPSHKCHNS

a 5 o a 4 a3 o 2 ] o1

Coobutany i Bel 0 HEHaAIEKALLEM KA4ECTBE SJIEKTPOIHEPTUM B KOMIIAHHIO?

o Jucneruepy 0 Paboruuky 8 IOK 0 B uHTepHET-PHEMHYIO o Her, He coobutan

OnepaTuBHOCTE pearupoBanys pabOTHHUKOB KOMIAHWH IIPH BO3HUKHOBEHHMH YPE3BbIYaiiHbIX cHTyauuH / apapuii

] 5 o 4 o3 0 2 o 1

Kax Bl y3HaeTe 0 NAaHOBBIX OTKIIOUEHHAX 3EKTPOIHEPTHU?

O raszera O HHQoOpMaLHs Ha caliTe KOMITAHHU O Tened)oHHBIN 3BOHOK O Jpyroe

Ycrpaisaer i Bac paboTa 371eKTPOMOHTEPOB MPH CheMe IOKa3aHMil MpuGopos yyeTta?

[m) 5 ) o 4 o 3 o 2 ol




