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Introduction

1. Developed and introduced by the Department for organization of work with the Customers of “IDGC of the South”, JSC
2. Approved and implemented by the Decision of General Director of “IDGC of the South”, JSC No. 254 dated 08.09.2009.

3. Basis: “Decision of the RAO “UES of Russia”, JSC Board (minutes of meeting No. 1737 dated 17.09.2007), Organization Standard RAO “UES of Russia”, JSC. STO “Standard for Customer Service”.
4. Introduced for the first time.
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1. Purpose and Field of Application
1.1. The present Standard for the Customers service (hereinafter the Standard) is a normative document, establishing basis requirements to organization of the Customers service, and regulating the order of interactions with the Customers while rendering services of electric power transmission and technological connection to the electric power grids of the Company. The Standard establishes general requirements to the Customers service, including rules and characteristics of in-present, distance, and interactive service, determines specifics of work with the Customers in the service rendering process.
1.2. The present Standard has been developed in accordance with the requirements, regulated by MC ISO 9001-2008 “Quality Management Systems. Requirements”.
1.3. The Provisions of the present Standard are obligatory for fulfillment by all departments of “IDGC of the South”, JSC, included in the range of the Centralized Customer Service System.

1.4. The Provisions of the present Standard regulate interrelations of the Company departments with the Customers.

1.5. The norms of the present Standard are brought to information of the Customers and other interested parties by means of publication at the website of the Company, allocated at places of in-presence service of the Customers and by other means, providing accessibility of the document.
1.6. The present Standard can be used to create functional cards of interrelation of departments in part of Customers service, as well as optimization of business processes on service rendering. The Standard represents a methodological base to develop provisions on departments, responsible for Customers service, functional obligations of specialists, effecting direct work with the Customers.
1.7. Management of the Standard is effected in accordance with the procedures, established in Proprietary standard 80380011-ИА-ИСМ 003-2009 “Management of Documents and Records”.
2. Normative References
In the present Standards references are used to the following normative documents:

· the Civil Code of the Russian Federation;

· the Russian Federation Law “On Electrical Energy Industry” No. 35-ФЗ (Federal law) dated 26 March 2003,;

· the Russian Federation Law “On Technical Regulation” No. 184-ФЗ (Federal law) dated 27 December 2002, (in version dated 23.07.2008 No. 65-ФЗ (Federal law);
· Decision of the Russian Federation Government “On Order of Communal Services Rendering to Citizens” No. 307 dated 23 May 2006;
· Decision of the Russian Federation Government “On Rules Approval for Electric Power Retail Markets Functioning Order in Transition Period of Reforming Electrical Energy Industry” No. 530 dated 31 August 2006;
· Decision of the Russian Federation Government “On Rules Approval for Non-discrimination Access to the Electric Power Transmission Services and Rendering the Services. Rules of Non-discrimination Access to the Services on Operative-Dispatcher Management in Electrical Energy Industry and Rendering the Service. Rules of Non-discrimination Access to Wholesale Market Trade System Administrator and Rendering the Services and Rules of the Technological Connection of Electric Power Receiving Units of the Electric Power Consumers, Electric Power Producer Facilities, and also Electric Power Grid Facilities, owned by the grid companies and other persons, to the Electric Power Grids” (hereinafter – the Rules) No. 861 dated 27 December 2004;
· GOST (Russian State Standard) 13109-97 “Norms of Electric Power Quality in Systems of the Electric Power Supply of the General Purpose” (in part of voltage and frequency);
· Intergovernmental Standard GOST 30335-95 / GOST P 50646-94 “Services for Population. Terminology and Definitions” (implemented by the Decision of Gosstandart RF, No. 164 dated 12 March 1996);
· GOST P 52113-2003 “Services for Population. Nomenclature of Quality Indices” (approved by Decision of Gosstandart of the Russian Federation, No. 253-ст dated 28 July 2003);

· “Program of Centralized Customer Service Development in the Field of Responsibility of “IDGC of the South”, JSC by 2011”;

· ISO 9000 – 2005 “Quality Management Systems. Main Provisions and Glossary”;

· ISO 9001 – 2008 “Quality Management Systems. Requirements”;
· СТО 80380011-ИА-ИСМ 003-2009 “Documents and Records Management”;

· СТО 80380011-ИА-ИСМ 017-2009 “Preparation and Equipping of Premises of the Customers Service Centers”;
· СТО 80380011-ИА-ИСМ 018-2009 “Appearance and Business Behavior of the Customers Service Center Personnel”.
3. Terminology, Definitions, Marks and Abridgements 
The present Standard uses the following terminology, definitions, marks, and abridgements:
1. Autoinformer – a technical system of automated response for big quantity of subscribers in order to bring them standard information.
2. Administrator – an employee of the Customer Service Center, who consults the Customers, receives and transfers documents.
3. Back offices – structural departments of the Company, perform operations on enquiry consideration, preparation, control, registration, and performing conditions under contracts with the Customers, and do not have direct interrelations with the Customers. 

4. Department for organization of work with Customers.

5. Complaint – application of the Customer, expressing dissatisfaction with actions of the Company, quality, volume, conditions, or periods of service rendering. Or a second application of the Customer with requirement to sort out the existing situation in accordance with the applied requirements.
6. Distance service – service of the Customers without personal contact with the Company employees by means of the telephone or mail.

7. Application for technological connection – compiled in an established form and signed by the Applicant a written application to the GC with request to connect the electric power receiving unit to the electric power grids of the GC, with notification of the required data and submitting necessary documents, stipulated by the Rules.
8. Applicant – the Customer or his/her representative submitting request/application/complaint. 
9. Application – form of the Customer request on issues of service rendering by the Company. That could be: request on assistance, message on discovered breaches and wrongdoings, suggestion on Company department work improvement etc.
10. Application for Contract conclusion on non-gratuitous service rendering of electric power transmission – application of the customer with a purpose of contract conclusion of non-gratuitous service rendering on electric power transmission.
11. Interactive service - form of a distance service of the Customers with utilization of the Internet.

12. Interactive Voice Responder (IVR) – interactive information and reference system, necessary for automatization of requests processing of the Customers.

13. Internet reception room – interactive reception room for Customers at the website of the Company.
14. Customer – legal entity or individual, as well as entrepreneur without the formation of a legal entity, who have electric power consumption facilities and systems in their ownership or under any other legal basis, and who have concluded or have an intention to conclude with the Company a contract of determined service rendering (providing).
15. “IDGC of the South”, JSC; the Company – Open Joint Stock company “Interregional Distribution Grid Company of the South”.

16. Appeal – a written or verbal application, complaint sent by the Customer to the address of the Company or to an official person of the Company.
17. Operator – an employee of the Call center who answers telephone calls, informs the Customers, and performs switching.
18. Customers service office– territorial front office, created on base of the electric power grid distribution zone and intended for in-present service of the Customers.
19. In-present service – service of the Customers by means of personal contact with employees of the Company in the Customers Service Centers.

20. Customer – organization or a person who receives the service (product).

21. Software for Service Centre – specialized software for automation of activity of the Customers Service Center.
22. Electric power distribution grid zone of the “Kubanenergo”, JSC.
23. Electric power grid zone of the production department of the Company Branch.
24. Call center – unified centralized telephone information service, intended for the Customers addressing to receive and transfer information to executor of the service.
25. Centralized service system of the Customers– complex of interrelated processes, labor, and information resources, which aimed at development of client-centered approach in rendering in-presence, distance, and interactive services to the Customers.
26. Grid Company.

27. Service on work organization with the Customers.

28. Specialist/Manager – an employee of the Company, having the appropriate qualification and performing Customers service.
29. Front offices – structural departments of the Company, representing its interests, main function of which is direct interrelation with the Customers.
30. Customer service center – office determined for receiving and processing of the Customers applications on issues, being in frames of competence of the Company, creating comfort and ergonomic environment of interrelationship, improving efficiency of the service.
31. Central service center – big front-office located in a republican, regional or district center of the Company’s Branch, intended for organization and service of the Customers as per principle “one floor”.
32. Territorial front office located in a regional center of the Branch and intended for in-presence service of the Customers.

4. General Provisions
4.1. Basis for implementation of the Customer-centered approach in “IDGC of the South”, JSC is creating of system of centralized service centers.
The System of Centralized Service for the Customers – is the system of organization of interrelation with the Customers, providing high quality of service on level of generally accepted standards of service.

The System of Centralized Service of Customers by means of including in itself and development of all three information interrelation channels (in-present, distance, and interactive) is an effective tool of realization of policy of the Company in the field of quality.

4.2. The purpose of the present Standard is establishing general norms and rules of interrelation among the departments of “IDGC of the South”, JSC; with Customers; unified requirements to quality of service; development of centralized service system of the Customers; improving activity of the Customers Service Centers; optimization and formalization of interrelation procedures between the Company and the Customers.
4.3. The Standard determines and regulates requirements to the following procedures of interrelation with the Customers:
· provide with information;

· demand and expectation analysis by means of requests processing;
· evaluation of satisfaction degree of services quality, provided by the Company;

· reaction to requests, ensuring “feedback”;

· conclusion and forwarding contracts, current service;

· monitoring and control for service, including execution of decision made according to the appeals
4.4. The Standard determines and regulates main directions of the satisfaction degree of the Customers with quality of services rendered and level of the service:
· decreasing time for issue solving;

· optimization of expenses;

· creating comfortable service conditions and friendly attitude
5. Requirements on Interaction with customers
5.1. Principles of Interaction with Customers

5.1.1. Main principle of interaction of the Company with the Customers is rendering qualitative and accessible services that presuppose:

· Territorial accessibility, universality of the service of the Company. The Customers are guaranteed with quality service and operative consideration of appeals in the customers service offices independently on distance from the residence place;
· Information availability. Requirements, mentioned in the present Standard shall be transparent, public, and feasible. Full and reliable information about all procedures on interaction is provided to the Customers in accessible form on the websites of the Company and Branches, in the customers centres while in-presence communication, as well as by means of distant and interactive enquiries.
· Price accessibility. The central customer center informs the Customers on cost of the services, order of informing and amount of tariffs for electric power transmission to the electric power grids.

5.1.2. System of centralized service is based on principle of “feedback” and presupposes timely consideration of the appeals, analysis of demands and monitoring the Customers satisfaction degree.
5.1.3. The Customers are provided with objective and unbiased consideration of the appeals in the established periods.
5.1.4. Consideration of the appeals comes out from the principle of Customer’s fair practice.
5.1.5. The Customers are secured with personal data protection. The Company guarantees utilization of received from Customers personal information (name and surname, address, e-mail, telephone and fax numbers) exclusively in order to provide interaction with the Customers.
5.1.6. In order to ensure rights of disabled persons and other socially vulnerable groups of population for use of the Company, services for this category of the Customers is to be organized in an accessible form.
5.2. Organizational and Normative Support

5.2.1. Service system of the Customers in “IDGC of the South”, JSC is organized in such a manner so that to provide optimal quality balance and cost of service, satisfaction of requirements of the Customers in accordance with the legislation of the Russian Federation and contractual provisions.
5.2.2. The order of interrelations of departments, included in the field of distribution of System of centralized service, is effected in accordance with the internal normative documents of the Company.

5.2.3. The specialized structural departments provide work with the Customers of the Company – departments on work organization with the Customers in which structure centers of customer’s service are included.
5.2.4. The following functions are entrusted to the departments on work organization with the Customers:
· organization of service for the Customers with consideration of regulating
   documentation of customer service system;

· accept, processing and analysis of received appeals;
· work with complaints of the Customers;

· analysis of needs and monitoring of satisfaction degree of the Customers;

· collection of information and submitting to the management of the Company reports
· on interaction with the Customers and suggestions on improvement of service quality.

5.2.5. Support of System of Centralized Clients Service on the proper level at the territory of service of the Company is performed by means of organization of the Customer Service Centers network (central customer service centre, production department of the centre, Customer Service Office REG)

5.2.6. For effective organization of the Customer service, front- and back-offices are used:
· in accordance with СТО 80380011-ИА-ИСМ 017-2009 “Appearance and Equipping of the Customer Service Centers” and СТО 80380011-ИА-ИСМ 018-2009 “Appearance and Business Behavior of Employees of the Customer Service Centers”, front offices perform functions of “one window” or “one floor”, perform personal interactivity with the Customers and bear responsibility for it. Operation of the front offices is aimed at improving quality and culture of the service, ensure of comfortable waiting conditions for the Customers. The front offices include the Customers Service Centers (main Centre of Clients Service, Personal Centre of Clients Service, Centre of Clients Service attached to Regional Electric Grids), call-center, Internet reception room.
· The back offices ensure consideration, processing, and performing of the applications and appeals of the Customers coming via the front offices, and also consideration, forwarding, performing contractual obligations.
· Interaction of the front offices (Centre of Clients Service) and the back offices (departments, included in the field of distribution of System of Centralized Clients Service) provides:

▪ availability of a unified soft ware at Centres of Clients Service with option to use the unified database of the Customers;
▪ information interchange, including transfer in the established periods: from the front office to the back office, appeals of the Customers for preparation responses to them; technical documentation for conclusion/renewal of contracts with the Customers; from the back office to the front office – prepared and signed contracts for transfer to the Customers. 
5.2.7. Managers and specialists of the structural departments, included in the field of distribution of System of Centralized Clients Service, interrelate with SOWC in frames of their competence, on a systematic basis give suggestions on work improvement with the Customers.
5.2.8. To organize interactivity with the Customers, the unified soft ware is used software for Centres of Clients Services with an option to be connected to the unified database of the Customers.

5.2.9. The Company provides to the Customers a possibility of free choice of any of three types of information interaction channels (in-present, distance, and interactive) depending on individual possibilities and preferences of the Customers.

5.2.10. According to СТО 80380011-ИА-ИСМ 017-2009 “Appearance and Equipping of the Customers Service Centers” and СТО 80380011-ИА-ИСМ 018-2009 “Appearance and Business Behavior of the Customer Service Centers” for System of Centralized Clients Service creating and support, the Company ensures availability:
· qualified specialists, responsible for interrelation with the Customers and organization of service for the Customers;
· comfortable conditions for awaiting and service of the Customers;

· hardware and software for registration, processing of the Customers appeals and forming reports;

· normative documents establishing unified requirements to the interrelation rules and quality of the Customers service.

5.2.11. In System of Centralized Clients Service the following normative documents are provided:

- provision on service activity on work organization with the Customers;

- Standard of preparation and equipping of the Centers of the Customers service;

- Standard of appearance and business behavior of employees of the Customer service Centers;
- Standard of information fulfilling and actualization of the Internet reception room;

- Customers in-presence service regulations;
- Distance service regulations of the Customers;

- Standard questions and answers reference book;

- Job and occupational instructions of the employees of SOWC, CSC.

5.3. Main Evaluation Criteria and Quality Indicators of the Customers Service
5.3.1. Efficient interactive process with the Customers is characterized by the following parameters:
· uniformity of requirements to quality of service rendering, meeting the established
   periods on all procedures of interrelations;

· personal approach to the Customers, including disabled persons, veterans, and 
   socially vulnerable groups of population;

· minimization of Customer’s time, spent to get the service, including by optimization 
   and formalization of in-present contacts with the Customers;

· operability of reaction to enquiries and elimination of found deficiencies in work with 
   the Customers;
· fullness, actuality and reliability of information provided;

· Multi channel submission of the information.

5.3.2. Criteria of evaluation for interrelation quality with the Customers are:

· meeting periods of preparation and forwarding of the contracts on performing
   technological connection, and on non-gratuitous service rendering on electric power
   transmission;

· meeting periods for Customers appeals considering;

· absence of complaints against Customers service quality.

5.3.3. In the present Standard the following indicators are stipulated for the Customer quality service:

· fullness, actuality, and accessibility of information in volume, order of submission and cost of the services are characterized by indicator “Information content”;
· performing in the established period of all procedures, provided by the Standard, including on consideration of the appeals and complaints of the Customers, are characterized by indication “Performability”;
· availability of efficient feedback with the Customers, allowing to sort out issues appearing in the activity process within reasonable period, including relating to the quality and cost of services rendered, are characterized by indicator “Effectiveness of feedback”.

5.3.4. For evaluation of satisfaction degree of the Customers with service quality and service in the CSC, analysis and questionnaire of Customers are performed.

6. ORGANIZATION OF IN-PRESENT SERVICE OF THE CUSTOMERS
6.1. Organization of infrastructure of the in-present service

6.1.1. System of the in-presence service of the Customers consists of the Customers Service Centers of three levels: Central CSC, Personal Service CSC, and CSO of RES.

6.1.2. Quantity, location places and order of opening of the Customer Service Centers are determined by the “Program of Centralized Service of the Customers in the field of responsibility of «IDGC of the South», JSC up to 2011.
6.1.3. Typical hierarchy by territorial indicator:
	Branch
	Settlement

	Central customer service centre
	Cities where executive body of “Kubanenergo”, JSC is located (Krasnodar) and management bodies of the Company Branches (Rostov-on-don, Volgograd, Astrakhan, Elista)

	In-presence Service CSC (of the Branch)
	Cities and settlements where “Kubanenergo”, JSC Branches are located and production departments of the Company

	CSO RES (RDEG)
	Cities and settlements where regions of distribution electric power grids of the “Kubanenergo”, JSC Branches  are located , regions of the electric power grids ПО of the Company Branches, regions of electric power grids of the Company Branch


6.1.4. In accordance with СТО 80380011 – ИА – ИСМ 017-2009 “Appearance and equipping of the Customer Service Centers”, location place CSC is determined coming from pedestrian or transport accessibility to it and back, within working day for all  the Customers, living in the present department service area.
6.1.5. The Central CSC, besides of the Customer service, effects collection and processing of the information on work with the Customers from In-presence Service CSC and CSO RES for forming summary statistical reports.
6.2. Organization of Customers Reception
6.2.1. Reception of the Customers is organized in every Customer Service Center.

6.2.2. In-presence service is done by administrators and specialists/managers of the CSC.
6.2.3. Typical algorithm of the Customers service:
6.2.3.1. The Customer gets informed by information stand/information kiosk/ information printing package with information. The information describes the order of reception, tariff decisions, and also standard forms of contracts, and Rules etc.
6.2.3.2. The Administrator performs initial receipt of the Customer:
▪ registers the Customer
▪ detects purpose of addressing to the CSC;
▪ if necessary, gives consultancy;
▪ organizes the order of specialist/manager reception.

6.2.3.3. The Specialist/Manager performs reception of the Customer on issue of enquiry:

▪ registers enquiry of the Customer to SW CSC;
▪ accepts the application for technological connection, application on contract conclusion of non-gratuitous service rendering of electric power transmission, gives a consultancy on the Customer request, receives appeal.
▪ if necessary, suggests the date of the next visit of the Customer to the CSC;
▪ submits to the Customer signed from the side of the Company draft contracts on technological connection with supplement of technical specification, on non-gratuitous service rendering on electric power transmission with supplements in two copies according to the Rules;
▪ gives out a copy of the response for a complaint as per request of the Customer.

6.2.4. The following standard parameters are established of average duration of interrelation with the Customers:
	Form of interrelation
	Criterion
	Parameter (average value)

	Center of In-present Service 

	Service by the Administrator
	Expectation on a queue 
	Up to 20 min

	
	Reception
	Up to 10 min

	
	Redirecting to Specialist/Manager 
	Up to 5 min

	Service by Specialist/Manager
	Awaiting in a queue
	Up to 20 min

	
	Receipt
	Up to 20 min

	Total time of Customer service
	Not longer than 60 min


7. ORGANIZATION OF DISTANT SERVICE OF THE CUSTOMERS

7.1. Organization of Infrastructure of Distant Service
7.1.1. The system of distant service includes two communication channels: telephone (call-center/information and reference/hot line) and mail (mail correspondence).

7.1.2. Call center is a unique centralized information service. The Customer can apply there in order to get information on services by means of telephone, and also to send necessary information for service rendering.
7.1.3. Mail correspondence is used for sending documentation, and also in cases when the Customer sends appeal by mail.
7.1.4. The following standard parameters of call-center activity are established:
7.1.4.1. Receiving calls are performed 24 hours a day, in day time – total duration not less than 8 hours per day, at evening and night time – in answering system record mode.
7.1.4.2. When performing record of enquiry, at the start of telephone conversation, the Customer is advised on that his/her question will be recorded down by the answering system.
7.1.4.3. Telephone number of the hot line is unique at the entire territory of the area.
7.1.4.4. Call for the Customer is toll-free, except cases when a subscriber is out of the territory of intra zone telephone connection.

7.1.5. For automation of Customers request processing, received at the Call-center, Interactive Voice Response System is used (IVR) – (Supplement A).

7.2. Requests Process Arranging
7.2.1. All distant calls, coming to the address of “IDGC of the South”, JSC are registered and processed.
7.2.2. Operators, providing distant service of the Customers, use unique information databases, by means of which their activity is synchronized.
7.2.3. Standard algorithm of distant service by the telephone:

7.2.3.1. Registration and processing of telephone call by the Operator.

7.2.3.2. Providing response by the Operator or connection of the Customer with a specialist (list of questions for Operator’s response and standard answers are stipulated by the normative document of the Company “Reference Book of Standard Questions and Answers”).
7.2.4. Standard algorithm of distant service by the mail:

7.2.4.1. Registration of a written request by the Administrator (Specialist/Manager).

7.2.4.2. Sending the request to a profile structural department to get ready the answer.
7.2.4.3. Control for periods of request evaluation.
7.2.4.4. Preparation of response in printed form on the Company Branch blank form and signing by an authorized person, responsible for appeals consideration.
7.2.5. The following standard parameters of average and limit duration of distant interrelation with the Customers:
	Form of Interrelation


	Criterion
	Parameter (average/ limit)

	Call Center

	Telephone Customer service by the Operator
	Time of response waiting
	40 sec

	
	Request and searching information about the Customer
	45 sec

	
	Submitting information on the question
	5 min

	
	Postprocessing of the appeal
	5 min

	Telephone service of the Customer by the Specialist
	Connection with specialist of the back office
	40 sec

	
	Giving out information by the specialist of the back office
	5 min

	Mail

	Appeal processing by the Specialist
	Registration, classification of enquiry and transfer of the enquiry to the Executor
	Not longer than 2 days

	Processing the enquiry by the Executor
	Consideration of request and preparation of the answer, including: 
	Not longer than 30 days

	
	- preparation of request to structural departments of the Company
	Not longer than 3 days

	
	- receiving information and preparation of the answer
	Not longer than 20 days

	
	- prolongation of the period of request consideration with notification of the Customer
	Not longer than 30 days

	
	- preparation of the answer and sending to the Applicant
	Not longer than 3 days

	Processing enquiry by the Specialist
	- control of periods of request
	Within request processing

	
	- registration of the answer sending date to the Customer
	Not longer than 1 day

	Total duration
	
	Not longer than 30 days (without prolongation of the consideration period)


7.2.6. Actions on received appeal are not undertaken with notification of the Customer about that in the following cases:
- if the written application considers obscene or offensive expressions, threat to life, health, and property of the employee of the Company, and also to the members of his/her family;
· if the text of a written request is unreadable (except of the surname of the citizen (name of the legal entity), who sent the request, and mail address);
· if a written request of the Customer contents a question, to which the Customer already received the answer on topic in relation to earlier sent requests, and, at the same time, the requests do not content new arguments or circumstances; 
- if the answer on topic of the question put in the request could not be done without disclosure of the data which have commercial secret.
7.2.7. Request of the Customer is not considered and a response to the request is not given, if the written request does not state the surname of the citizen (legal entity name) who has sent the request and/or mail address to which the response should be sent.
8. ORGANIZATION OF INTERACTIVE SERVICE OF THE CUSTOMERS

8.1. Organization of infrastructure of the interactive service

8.1.1. Interactive service of the Customers is organized at the websites of «IDGC of the South», JSC and the Company Branches.
8.1.1.1. Interactive service of the Customers of «IDGC of the South», JSC is organized on the base of paragraph “to the Customers”. Paragraph includes the following subparagraphs:

· Legislation;

· Perspective development;

· Standards;

· Internet reception room.
8.1.1.2. Structure of the Internet reception room of the Company:
	Name
	Contents
	Information

	Customer Service Centers
	Information on contacts and services of the Customer Service Centers
	Telephones, addresses, schemes, service rendered and other information on the Customers Service Centers of the Company Branches

	Press Service
	Actual information for Customers on Company news

	Reminder
	Procedure for technological connection
	Description of the technological connection procedure

	
	Order of calculation for technological connection
	Information on the order of calculation for technological connection

	
	Applications
	Recommended forms of applications, standard contract forms, receipts

	
	Contract
	

	
	Receipts
	

	Questionnaire for the Customers
	Questionnaire
	Electronic forms for filling in

	
	Book of complaints
	

	
	Comment book
	

	
	Electric power stealing
	

	Question – answer



	To send message
	References to relevant sections of the site of the Company Branch. Possibility to put a question to the specialists of the Company

	
	Frequently asked questions
	Most frequently asked questions and answers to them


8.1.1.3. Interactive service of the Customers is organized at the websites of the Company Branches on the base of section “To Customers”. The section includes the following subsections:
· Technological connection;

· Electric power transmission;

· Question – answer;

· Standards;

· Electric power quality.

8.1.1.4. Standard Structure of the Section “to Customers”.
	Name
	Contents
	Information

	Technological connection
	Amount of payment for technological connection
	Normative documents on payment establishment for technological connection

	
	Information for individuals and legal entities
	Provision on technological connection. Typical forms of contracts on performing technological connection. Recommended forms of the applications for technological connections

	
	Information on contacts and Customer Service Centers
	Telephones, addresses, schemes of drive and other information on Customer Service Centers

	
	Legal basis of activity on technological connection
	List of the Federal Laws and Decisions of the Government on technological connection

	Electric power transmission
	Service area
	Map of service area of the Branch

	
	Structure of consumers
	Information of interrelation with the Customers

	
	Information on tariffs
	List on regional Decisions “On tariff establishing for services on electric power transmission”

	
	Information on dispatcher services
	Telephones of dispatcher services of departments

	
	Information on retail market of electric power market
	Information and telephone “Information and reference lines”

	Question-answer
	Send a message
	Electronic form for filling in

	
	Frequently asked questions
	Most frequently asked questions

	Standards
	Standards of Customers service



	Electric power quality
	General information
Normative and legal base
	List of normative and internal documents



8.2. Organization of Enquiry Processing

8.2.1. Interactive service is performed in two directions:

· providing reference information;

· Customers requests processing.

8.2.2. Typical Algorithm of Interactive Service:

8.2.2.1. The Customer has an opportunity to be informed with answers to the most frequently met questions and complaints in relevant sections of the Internet reception room.

8.2.2.2. If required, the Customer fills in the automated request form for information, complaints, applications (suggestions), and acknowledgements.

8.2.2.3. After receiving information:
▪ specialist SOWC (service on organization of work with customers) gives an answer or sends request to a profile specialist on activity field (list of questions for independent response of the specialist and typical answers are established by the Normative document of the Company “Reference book of typical questions and answers”);

▪ answer is to sent to the Customer and, if it has an interest for other Customers is published on the website in section “Question-answer”.

8.2.3. More detailed algorithm of interactive service is given in Supplement B.
8.2.4. The following periods established for communication with the Customers limit duration:
	From of interrelation


	Criterion 
	Period (limit value)

	Internet reception room

	Internet reception room
	Renewal of information in case of change
	Not longer than 2 days from the implementation date of a new edition

	E-mail

	Request processing by specialist
	Consideration of the request and preparation of an answer
	Not longer than 24 days


9. REQUIREMENTS TO ORGANIZATION OF FEEDBACK WITH CUSTOMERS
9.1. Feedback with Customers is divided into:
- active (Customer is an initiator of feedback);
- passive (the Company addresses to the Customer for clarification of satisfaction  degree with the service).
9.2. By manner of expression the feedback is divided into:
- complaints;
- application (including suggestions, messages);
- acknowlements.

9.3. Feedback is performed by the following communication channels:

- verbal and written requests of the Customers (including records in “Comment book”);

- telephone enquiries;

- mail;

- Internet reception room;

- e-mail;

-Interactive Voice Response.
9.4. Additional payment for information and reference services rendering with using interactive communication channels is not charged from the Customers.
9.5. Active feedback is expressed in independent initiative of the Customer by expressing his/her opinion on service quality, meeting standard of service in the Company.
9.6. In order to give an answer, the channel mentioned by the Customer is used if another is not provided by the legislation.

9.7. For studying opinion of the Customers on service quality on a regular basis (not later than once a year), survey, interviews, questionnaires etc. are carried out.
9.8. Reports on results of studying the satisfaction degree of the Customers are brought to notice of the interested parties by means of deployment:
- at the website of the Company;

- on the information stands in the Customer Service Centers.
10. Organization of Work with Customers Enquires
10.1. General requirements on requests consideration are provided:
10.1.1. Accessibility of information about the place and methods of requests submitting:
- information on place and methods of requests submitting is given at the information stands in the Customer Service Centers, in the “Internet reception room” at the website “IDGC of the South”, JSC, in section “to Customers” at the websites of the Company Branches;
- in the Customer Service Centers, the “Comment book” is at the Administrator’s office (specialists/ managers) (Supplement C), in which the Customer can express his/her opinion on quality of services rendered by the Company. In the “Comment book”, the customer signs an appeal with notification of surname, name, patronymic, and address. The “Comment book” is intended for quick reaction to breaches in the service.
10.1.2. Periods of Requests Consideration:
- in the Customers Service Centers a specialist is determined to work with requests;
- all incoming requests of the Customers are registered by the specialist on work with requests in “Request Registration Log” (Supplement D) and in software service centre;
-all written and verbal requests, which are under consideration from the date of receiving and by full solving the issue is controlled by the specialist on work with requests for timely consideration and performing by means of SW CSC;

- specialist on request work is obliged to inform the Customer about the period of consideration and progress in the work on appeal;
- period of giving response on the request shall not exceed 30 days from the registration date of the written application of the Customer;
- the request is considered as fulfilled one and taken off control in accordance with the existing legislation in that case, if all stated there issues have been sorted out and the response has been given to the Customer.
10.1.3. Objectiveness of Requests Consideration:
· appeal shall be considered objectively and unbiased;
10.1.4. Customer Orientation:

-work process with complaints is toll free for the Applicant;

-  operative reaction to application is performed by means of creating “feedback” with the Customers by the most applicable methods and measures;
- work with appeals in the Company is supposed a polite communication of the personnel with a person who makes the application;

- information about the person who makes the application shall be accessible only for work of the departments dealing in consideration of the appeals of the Customers, and also shall be protected from unauthorized access.
10.1.5. Permanent Improvement:
- analysis and classification of the application is carried out in the Company for identification of systematic, periodically repeated or identity character of problem. After making analysis, measures are determined for elimination of main reasons of complaints for permanent improvement of work with the Customers.

10.2. Order of Complaints Consideration

10.2.1. Receipt and Initial Processing of the Complaint.
Specialist of the front office on work with enquires:

· determines a character of the complaint, if necessary confirms information about Applicant’s claim;
· put the data on claim into the Customer card in software service centre with attached scanned version of the complaint;

· the complaint is registered automatically with attaching registration number in software service centre;
· the complaint is sent automatically to the profile specialist of the back office, responsible for preparation of the answer to the request;

· specialist of the front office on work with requests, registers the received complaint in the “Complaint registration log” (Supplement E).
10.2.2. Consideration of the Customer Complaint.

Profile specialist of the back office, responsible for preparation of the answer to the request:
· performs investigation on the complaint;
· prepares response and signs it with an authorized person;

· sends a response to the Applicant by a registered letter with notification or by another method, chosen by the Customer;
· attaches the complaint scanned version of the response to software service centre.

10.2.3. Control and Completion of the Work on Complaint.

Specialist of the front office on work with requests:

- controls timely consideration and fulfillment of the complaint from the date of receiving till issue complete sorting out by means of software service centre;
- registers the sending date of the response to the complaint in “Complaints Registration Log”.
11. INFORMATION SUPPORT OF THE CUSTOMERS
11.1. Information interrelation with the Customers has the following forms:
- mass information interrelation;
- individual information interrelation on the request;

-  submitting information on initiative of “IDGC of the South”, JSC.
11.2. Mass information interrelation is concluded in effecting different PR-campaigns, aimed at informing wide public (existing and potential Customers, parties and employees) on the activity of “IDGC of the South”, JSC, possible communication channels.
11.3. Base tool of mass information interrelation with the audience – mass media.

11.4. Personal information interrelation is concluded in giving consultancies on the Customer request. Information which has direct relation to the services rendered to the Customer, shall be provided to him/her at first request regardless of information channel and in a suitable for him/her manner.
11.4.1. Consultancy is given by the following issues:
- list of documents required for preparation of the contract for service rendering included in competence of “IDGC of the South”, JSC;

- amount of payment for service (tariffs);

- completeness (sufficiency and integrity) of documents submitted, necessary for preparation of the contract for service rendering, included into the competence of the Company;
-  source of document obtaining, necessary for preparation of the service rendering contract, included into the competence of the Company (body, organization, and their location place);
- receiving and giving out time of documents.
11.4.2. Information interoperability channels when consultancy rendering: in-presence, distant, and interactive channels.
11.4.3. Interactive consultancies is given to the Customer who has sent to “IDGC of the South”, JSC via internet portal/e-mail/SMS-request.
11.5. Providing information to the Customer by initiative of “IDGC of the South”, JSC, as well as consultancies on request, is done via in-presence, distant, and interactive channels of information interoperability.
11.5.1. On initiative of “IDGC of the South”, JSC, reference information is provided to the Customers.

11.5.2. The following items are referred to reference information:

- lists of documents, necessary for activity fulfillment included in competence of the Company employees;
- examples of documents preparation and requirements to them;

- location place, schedule (mode) of work, telephone numbers, internet sites addresses and e-mails of bodies where the Customers get documents, necessary for actions fulfillment included in the competence of the Company;

- CSC layout scheme and reception mode of the Customers;

- informing order on fulfillment progress;

- consultancies getting order.

Supplement A

1. Interactive Voice Response System (IVR) is used as an auxiliary function of the Call-center to give typical reference information to the Customers by telephone in automatic mode.
2. When functioning IVR, the Customer has a possibility:
2.1. having dialed the number to reach the main menu, from which by pressing keys in tone mode to go further to the interesting submenu (not more than 3-4 positions for choice at each level).

2.2. to choose most important or frequently used positions of the menu.

2.3. come back  from any position to the previous level of the menu or to the root system menu.
2.4. to wait a response of the operator in case, if the telephone set does not support the tone dialing mode.

3. variants of IVR messages are oriented to different degree of informational preparation of the Customer.

Supplement B

Algorithm of Interactive Service

1.  Section “question-answer” is arranged in the internet reception room for reference information giving out.
2. The Customer can receive an answer to the request for reference information by the following methods:

2.1. Look for the information in the subsection “frequently asked questions”;
2.2. Having asked a question to the specialist of the Company.

3. Independent search for interesting information is performed by the Customer:
3.1. manually, by method of direct review of all questions/answers provided at the Internet reception room.

3.2. Search questions/answers in database by a key word.

4. If the Customer failed to find an answer to the interested question among the existing answers in the database, he/she could send the question to the specialist.
5. In order to ask a question to the specialist of the Company, the Customer needs to fill in the automated from.

6. The Specialist of Service of organizing work with clients effects consideration of letters:

6.1. If the question asked by the Customer is not related to sphere of service rendering by the Company, the specialist sends the answer with thanks for the question asked and notification, that the answer cannot be given, because the question is not related to the activity of “IDGC of the South”, JSC.

7.2. If the question asked by the Customer relates to typical questions, the specialists of Service of organizing work with clients gives an answer and recommends to apply to section frequently asked questions“.
7.3. If the question, asked by the Customer comes out of the reference frame of the specialist, he/she readdresses the question of the Customer to a relevant sphere specialist of the Company.
8. The specialist of Service of organizing work with clients sends answers to all incoming questions of the Customers. No question stays without response.

9. Systems of automated information are intended for submitting information to the Customer without preliminary request.

10. In case of appearing complaints the Customer applies to sections Internet reception room “Book of complaints”, “Comments book”.
11. In order to apply a complaint, the Customer needs to fill in automated form “Complaint”.

12. All complaints from the Customers of the Company are automatically sent to the electronic address to specialist from service of organizing work with clients, responsible for routing complaints.

14. The specialist checks completeness of data submitted as per complaint, if some data are missing, the specialist will contact the Customer by one of the mentioned sources in order to clarify the information.
15. If the Customers data are given correctly, the specialist of Service of organizing work with clients redirect the complaint for consideration.

16. A written answer is sent to the Customer, the brief content is published in the relevant section of the Internet reception room. The specialist of the service performs monitoring of actions, undertaken in service as per the complaint.
Supplement C
Comments book
	No 
	Date
	Contents
	SNP and address of the Applicant
	Marks on check results

 and measures taken

	1
	2
	3
	4
	5

	
	
	
	
	


Supplement D
Requests Registration Log

	No.
	Application Date
	Registration number of addressing to SW 
	Status, name, 
SNP and address of the Customer: 

-individual

- legal entity

-individual entrepreneur
	Type of address: 
application, suggestion, thanks


	Brief contents of enquiry

	To whom the addressing sent
	Period of fulfillment 
	Mark about fulfillment (date)

	1
	2
	3
	4
	5
	6
	7
	8
	9

	
	
	
	
	
	
	
	
	


Supplement E
Complaint Registration Log
	No.
	Date of documents receiving
	Registration number of complaint in SW
	Status, name, SNP and address of the Customer:

-individual

- legal entity

  -individual entrepreneur

	Brief contents of addressing


	To whom sent for execution
	Period of fulfillment
	Mark about fulfillment (date)

	1
	2
	3
	4
	5
	6
	7
	8

	
	
	
	
	
	
	
	


Supplement F
List of Changes Recording
	Number of change
	Sheet number
	Signature of person made changing 
	Change

introducing date
	Change 

implementation

date

	
	New


	Nullified
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