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MNpepucnosue

1 NOArOTOBJ/IEH O6LWecTBOM C OrpaHU4YEeHHOW OTBETCTBEHHOCTbI «Hay4HO-TEXHWUYECKUI LEHTP
«/MIHT3K» Ha ocHoBe COGCTBEHHOrO MepeBOAAa Ha PYCCKUI A3bIK aHr10A3bIYHOW Bepcun AOKYMeHTa, yKasaH-
HOrO B NyHKTe 4

2 BHECEH YnpaBneHnem TEXHUYECKOro peryivpoBaHusa U ctaHgaptusaumm ®degepanbHOro areHTcrea
N0 TeXHUYECKOMY PerympoBaHuio U MeTposiorum

3 YTBEPX/EH 1 BBEJEH B IENCTBWE Mpukaszom d®efepansHOro areHTcTsa no TeXHMYeckoMy pe-
rynMpoBaHuio u Metponorum ot 28 gekabpsa 2010 r. N? 1140-ct

4 HacToAawwmii ctaHfapT MAeHTUYEH MexXAyHapoAHOMY AOKYMEHTY — 06LLeJOCTYMHble TeXHUYeckme Tpe-
6oBaHna ISO/PAS 17003:2004 «OueHka cooTBeTCTBUA. XKanobbl 1 anennsaumu. MpuHUMnbl 1 TpeboBaHus»
(ISO/PAS 17003:2004 «Conformity assessment — Complaints and appeals — Principles and requirements».
IDT).

JlononHutenbHble CHOCKM B TEKCTe CTaHfapTa, BblAefleHHble KypCMBOM, MpuBEAEHbl ANA NOSCHEHUA
1BKCTa opurnHana.

Mpy NnpYMeHeHUN HacTosWwero cTaHhapTa pekoMeHAyeTCs UCNOo/b30BaTb BMECTO CCbIIOYHBIX MEXAy-
HapoHbIX CTaHJAapTOB COOTBETCTBYIOLUME MM MEXrOCYyAapCTBEHHble CTaHAapTbl, CBEAEHUS O KOTOPbIX NpU-
BefleHbl B JONO/IHUTENIbHOM MPUIOXeHun A

5 BBEJEH BINEPBbIE

6 NMEPEN3OAHUNE. OkTabpb 2019 r.

MpaBuna NPUMEHEHUS HACTOSLWEro cTaHfapTa YCTaHOBNEHbl BCcTaTbe 26 ®efepanbHOro 3akoHa
0T 29 uoHa 2015 r. Ne 162-d3 «O cTaHgapTusauumn B Poccuiickoin ®egepaunmn». VIHbopmauns 06 13-
MEHEHUAX K HACTOSALW EMY CTaHAAPTY NY6/NKYEeTCA B €XErofHOM (M0 COCTOSAHUIO Ha 1sHBapsi TeKyL,ero
roga) MHMOPMaLMOHHOM yKasaTtesie «HauuoHanbHble cTaH4apThbi», a oULManbHbIi Te KCT U3MEHEHNI
M NONpaBOK — B €XEeMEeCsYHOM MH(OPMaLMOHHOM yka3aTene «HauuoHanbHble cTaHfgapThl». B cnyvae
nepecMoTpa (3ameHbl) UM OTMEHbI HACTOSL ero cTtaHjapTa COOTBETCTBYO L ee yBefoM/IeHne 6yneT
ony6/IMKOBAHO B G/MKalLLEeM BbINYCKe €XeMeCAYHOro MHGOpPMaLMoHHOrO ykasaTens «HauumoHanbHble
cTaHpapTbi». COOTBETCTBYO W an MHOPMaALMS, YyBEAOMIEHNE U TEKCThl pasmMelLalnTcs TakKe B UH-
¢hopmMaumnOHHOI crucTemMe 06LLero Nosib30BaHNs — Ha ouLManbHOM caliTe ®efepanbHOro areHTcTBa no
TEXHUYECKOMY PeryinpoBaHunio U MeTPONOrNK B ceTu NMHTepHeT (wmv.gost.ru)

© CraHgapTvHdopM. odhopmneHne. 2012. 2019

HacTrosawuii ctTaHfapT He MOXeT GbITb NMOTHOCTLIO UK YACTUYHO BOCNPOU3BEEH, TUPaXUPOBaH U pac-
MPOCTPaHEH B KauecTBe ohMLManbLHOTO N3aaHus 6e3 paspelleHnst deflepasibHOro areHTcTBa No TeXHUYecKo-
MY peryaMpoBaHuio U MeTposiorum
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HAUVWOHANBHBLIN CTAHOAPT POCCUWNCKOWN OSGELEPALMUWN

OueHKa cOOTBETCTBUA

XXANOBbI N AMENNALUNN
MpuHUKUNBI 1 Tpe6oBaHUS

Conformity assessment.
Complaints and appeals. Principles and requirements

fata BBegeHna — 2011—09—01

1 O6nacTtb NpUMeHeHus

HacToswumii cTaHaapT ycTaHaBnvMBaeT 06LWeAoCcTynHble TexHnyeckne Tpeb6osarus (OTT), KoTopble co-
JepxXaT NpuHUMNbI 1 TpeboBaHUSA 4N1A 3NEMEHTOB <«Kanobbl» W «anenfauun» B CBA3N C OLLEHKON COOTBeT-
CTBUSA.

HacTosiwmii ctaHgapT ABNSETCH MHCTPYMEHTOM, UCMOMb3YIOWMMCA B npouecce paspaboTkn cTaHaap-
TOB B 06/1aCTV NOATBEPXAEHUS COOTBETCTBUA MPOAYKUMK, YCAyr, CUCTEM KayecTsa, NOATBEPXAEHUS KoMMe-
TEHTHOCTW UCMbITATE/bHbIX 1a60paToOpPMii N OpraHoB Mo cepTudmKaLmum Bcemn paspaboTunkamul), ecnu npu
NoAroToBKe AOKYMEHTOB HE06X04MMO 06paTUTLCA K 3NIeMEHTAM «Kanobbl» 1 «anennauum».

HacToswwin cTaHaapT He ABNSeTCA OTAE/bHbIM HOPMAaTUBHbLIM [JOKYMEHTOM A/19 UCNO/Ib30BaHUSA Heno-
CpeACcTBEHHO B [1eATENbHOCTU Mo OLLEHKE COOTBETCTBUS.

2 HopMaTurBHbIE CCbI/IKK

B HacTosLeM cTaHfapTe UCNOob30BaHa HOPMATBHAsA CCblNka Ha cneayowmii cTaHaapT:
ISO/IEC 17000:2004. Conformity assessment — Vocabulary and general principles (OueHka cooTBeT-
ctBusa. CnoBapb 1 06LMe NPUHLMNbI)

3 TepMuHbI 1 onpeaeneHns

B HacToAleM cTaHAapTe NPUMEHEHbI TEPMUHBI U onpeaenexus, npusegeHHslie B MCO/M3K 17000.

NMpumevyaHune — TepmuH «opraH» («body») B HacTosiLwem cTaHAapTe o3HavyaeT NM6G0 opraH No akkpeauTayum,
nn6o opraH No oL eHKe COOTBETCTBUA COrNacHo onpegeneHnsam, aaHHeiMm B8 MCO/M 3K 17000.

4 MpeAnocbiikn

4.1 >Kanobbl, Nnonyyaemble opraHamu, AenATcs Ha ABe kaTteropuu (cMm. pucyHok 1). OpgHa kaTeropus
anob OTHOCUTCS K OLEeHKe COOTBETCTBMA W/WAW K anennsaumnsaM, a Takke K cnocoby hyHKLMOHMPOBaHMSA Cu-
CTEMbI OLLEHKM COOTBETCTBUSA. DTO TUN cneunguyecknx xanob (NnpeTeHsuii), KoTopble, eC/iM OCTaHYTCs Hepe-
LUEHHBIMU. CMOCO6HBLI NPUHECTU AYPHYHO CNaBy U OpraHy, U cucteme.

11 VicxoAHbIV MexayHapoaHblii cTaHgapT MCOpaspaboTaH 415 UCNo/b30BaHus NpypaspaboTke cTaHAapToOB B
rpynnax NCO/KACKO. HacTosawunii cTaHAapT pacnpocTpaHsaeT npuHumnel, BbipaboTaHHbie ansa rpynn MCO/KACKO.
Ha pa3paboTKy HaLMOHasIbHbIX CTaH4apToB B 06/1aCTW NOATBEPXAEHNA COOTBETCTBUSA NPOAYKUMN, YCAYT, CUCTEM
KayecTBa, NOATBEPXAEHNS KOMNETEHTHOCTY NCMbITaTENbHbIX N1abopaTopuii 1 opraHoB No cepTudnkaLumn.

N3paHne ouunanbHoe
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4.2 [pyras kateropusi Xxano6 OTHOCUTCS K YPOBHIO KayecTBa yCAyr uam K foctaBke. PaccMoTpeHue atnx
Xanob ABNseTcA 4acTblo HOPMaslbHOMO E/10BOro npouecca u He ABNseTCA 06bEKTOM HACTOSALLEro AOKYMEH-
Ta. NCO 10002 faeT pyKOBOACTBO K MPOLECCY PACCMOTPEHNS Xanob, KOTopoe MOXHO 6b1/10 6bl UCNOb30BaTh
ONSA pelweHnsa aTUX TUNOB Xanoob.

PucyHok 1— [lBa Tuna xano6, nonyyaembix opraHamm
no akkpegmTaLum n oLeHke CoOOTBETCTBMUA

4.3 TepMUH «anennauus» B HaCTOSLWEM CTaHAapTe He credyeT nyTaTb C MCNOJ/Ib30BaHMEM TepMUHA
«anennsAumsa» B OPUANYECKOM CMbIC/e. ANennsaumm u paccMOTpeHve anesisaunii B KOHTEKCTE OLEeHKM Cco-
OTBETCTBMS B HACTOSILLEM CTaHAApTe CO3HATE/IbHO CUMTAKTCS BHYTPEHHUM NPOLLECCOM OpraHa, pesynbTtart
KOTOPOro Mo OLeHKe COOTBETCTBUS ONPOTECTOBLIBAETCS.

PelieHre no anennsaunm octaeTcs peLleHnem TOro opraHa, B KOTOPbIA NogaeTcs NpoTecT, U He TpebyeT-
CA CNyLaHMSA UK peLleHnst No anensisiuum B KaKOM-HUOYAb BHELLHEM areHTCTBE UN cyfe.

4.4 Tpu paccMOTPeEHUN Xanob (NpeTeH3unii) n anennauuii MoXHO UCNob30BaTb YacTu O4HOTO U TOrO Xe
npotecca.

4.5 PelweHuns no xano6am (NpeTeH3nsam) uav anennaunsam cnegyet 3anucbiBaTb, YTOObI 06ecneunsartb
NpoC/eXnBaeMsblii pecypc AN aHanmsa 6yayLmx Xanob n anennsauuii n rapaHTupoBaTb nocsefoBarteibHoe
NPUHATNE PELUEHUA 1 NOHMMaHWE TeHAEHUMI Xanob unm anennaumi.

5 MpYHUMN PacCMOTPEHUS Xanob n anennauui

5.1 O6wwue BoNpocCk

A heKTUBHOE peLleHre No kanobam 1 anesumsam SBASETC BaxHbIM CPEACTBOM 3alWThbl OT OLUNGOK
415 opraHa, ero KIMEHTOB U ApYrvx Nosib3oBaTeneli oueHkn cooTBeTcTBUs. KoHuaeHunanbHas nHdopma-
LMsa B AeATeNbHOCTY MO OLEHKe COOTBETCTBMSA 3alluiieHa, Koraa NpoLecc pacCMOTPeHUs Xanob v anennsumii
ABNAETCA NPABU/IbHBIM.

2
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6 TpeboBaHus ANa pacCMOTPEHUA Xanob 1 anennayni
6.1 O6wune BONpoOCHI

Mpy paspaboTke HACTOSALLEro AOKyMeHTa 6bl/10 MPU3HAHO, YTO CYLLECTBYIOT pas/iIMyHble YPOBHU cnewu-
hMYHOCTN. KOTOpble AO/MKHbI YUNTbIBATLCA paspaboTunkamul» B pesynbtate B 3TOM pasferne TpeboBaHus
KnaccuuumnpyoTea no cnegyowmm Tpem YpoBHAM CneuuuyHocTH:

a) Ob6asaTenbHble: 3TO chopMynvMpoBaHHble cneuudnyeckme TpeboBaHUs, KOTOPble AO/KHbI CO6I0-
JaTb pa3paboTuukmn, Korga AaHHbIA 3MeMeHT JO/MKEH UCNoNb30BaTbCcA 6€3 U3MEHEHUs, KpOMe Clyyaes 3a-
MeHbl 6onee cneunnyeckMmMm TepMUHamu.

b) PekomeHgoBaHHbIe: 310 chopMynnpoBaHHble TpeboBaHNsA, KOTopble creayeT cobnogaTe paspaboT-
ymKaMm. ecnin OHM XOTAT MMeTb 6osiee BbICOKWUIA YPOBEHb TEXHNYECKNX yCI‘IOBVII7I. N3meHeHne Aonyctumo.

c) MNpegnaraemble: 370 f0BOAbI, KOTOPblE paspadboTUMKM MOrIn Obl yunTbiBaTb NpK paspaboTke Tpebo-
BaHWIA.

MpeaycmatpusBas aTU pasHble YPOBHM CNeuntnyHOCTM, B HACTOSILLEM CTaHAapTe peannsyeTcs 3ambl-
cen NCO/KACKO o corniacoBaHHOM MOMOXEHUMN, KOTOPOEe KacaeTCs 3/IEMEHTOB, ABAAIOWMXCA obWwumn ans
BCEX BUAOB AeATeNbHOCTM B 06/1aCTN OLEHKN COOTBETCTBUSA, U B TO Xe BpeMs obecneymBaeT HEKOTOPYIo rmb-
KOCTb A1 KOHKPETHbIX (DOPMY/IMPOBOK OTAE/IbHbIMW pa3paboTynkamm.

6.2 O6wume TpeboBaHMA

Cnegytolime TpeboBaHNA SBNSIOTCS 0653aTelbHbIMU:

a) OpraH Mo oLeHke COOTBETCTBUSA [O/KEH UMETb JOKYMEHTUPOBAHHbIN Npouecc AN NONyYEeHUs, OLEeH-
KM 1N NPUHATUA peLleHnit No xanobam 1 anennsumnam.

b)OnucaHue npouecca paccMOTPEHMS Xanob 1 anennauunii 4O/MKHO NPefoCTaBNATLCA BCEM 3auHTepe-
COBaHHbLIM CTOPOHaM MO 3anpocy.

c¢) Mpwn nonyyeHun xanobbl opraH A0/MKEH NOATBEPAUTL, OTHOCUTCA NN 3Ta Xanoba K AeATeNlbHOCTU No
OLleHKe COOTBETCTBUSA, 3a KOTOPYIO OH OTBEYAET, M eC/I 3TO TaK. TO OH 6epeTcs 3a ee pacCMOTPEHME.

d) OpraH fo/KEeH HECTW OTBETCTBEHHOCTb 3a BCE PELUEHUSI Ha BCeX YPOBHSAX Mpouecca paccMOTpeHus
Xanob v anennauyuii.

0) AHanu3 1 peLueHne no xanobam He AO/MKHbI NPUBOAUTbL K ANCKPUMUHALMOHHBIM AeACTBUAM.

6.3 Tpeb6oBaHus K npoueccy

6.3.1 Ob6Aa3aTenibHble TpeboBaHus

6.3.1.1 Mpouecc paccMOTPeHUs Xanob 1 anennAuuii AoO/MKEH Kak MUHUMYM BK/OYaTb crefytolive ane-
MEHTbI 1 MeToApbl:

a) onucaHue npouecca A9 NoslyvyeHusl, NPOBEPKN AOCTOBEPHOCTU, aHan3a Xanobbl NN anennaumm u
NPUHATUA peLLeHuns, Kakne AeiCTBUA AO/MKHbI ObiTb NPeNpPUHATLI B OTBET;

b) OTCnexmBaHne v 3anvchb Xanob v anennauyunii, BkaYas npenpuHATbie 4eiCTBUA AN UX PeLleHns;

C) rapaHTuio, 4TO BCe COOTBETCTBYIOLLME AeicTBUA OyAyT NpeAnpuHATHI.

6.3.1.2 OpraH, nonyyawoLwuii xanoby nnv anennaunio, 4o/MHKeH oTBevaTb 3a c60p 1 NMPOBEPKY BCell He-
06X0AMMON UHhopMauny AN NOATBEPXKAEHMSA LOCTOBEPHOCTM 3TON Xasio6bl UK anennisauun.

6.3.1.3 Mo BO3MOXHOCTV OpraH JO/MKeH NOATBEpPXAaTb nosyyeHune xanobbl (MpeTteHsnun) unn anenns-
Lun 1 NpefocTaBnATb MX nogaTento cooblieHne o xofe paboT u pesynbTaTax.

6.3.1.4 PelweHue, KOTOPOe OTNpaBnseTcs NoAatento xanobbl Wan anennsumm, O/MKHO ObiTb MPUHSA-
TO WM PacCMOTPEHO M YTBEPXAEHO NMLOM(MU), HEe yyacTBYWOLWMM(M) B NepBOHaYanbHoON AesTeNbHOCTU Mo
OLleHKe COOTBETCTBUSA, O KOTOPOI nAeT peyb.

6.3.1.5 B koHLe npouecca paccMOTPeHNs Xanobbl 1 anennsaumnin opraH no BO3IMOXHOCTU AO/MKEH AenaTtb
ohuymansHoe yseloMIeHne 1x nogaTento.

6.3.2 T10SICHUTEeNbHbIN TeKCT

CunTaeTcs, 4To NpoLecc pacCMOTPeHNs xanob B cooTBeTCTBMM ¢ TpeboBaHuamu MICO 10002. B KOTO-
POM MCMNONbL3YKTCA KOHKpEeTHble TpeboBaHusA ctaHfapTa KACKO, yaosneTsopsieT Tpeb6osaHuam 6.3.1.1.

1134ecb 1 fanee cnoBoM «pa3paboTumnkm» 3ameHeHbl cnosa «rpynnbl ICO/KACKO» MpuymHa n3noxeHa B CHOCKe
Ha cTpaHuue 1
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Mpunoxexnune JA
(cnpaBouHOeE)

CBO/ZOHMSI O COOTBETCTBUU CChITOYHBIX MEXAYHAPOAHbIX CTAHAAPTOB
MEeXrocyaapCTBEHHbIM CTaHAapTam

Tab6nunya [JA.1

O603HaYEHNe CCbIIOYHOTO CreneHb O603HauYeHne 1 HanMeHOBaH1e COOTBETCTBYHOLLETO
MexX/lyHapoAHO cTaHjapTa COOTBETCTBUA MEeXrocy4apCTBEHHOro cTaHgapTa
ISO/IEC 17000:2004 0T FOCT 17000— 2012 «OueHka cooTBeTCcTBUA. CnoBapb

nobumne NPUHLMUNLI»

MpumeuvuaHne — B HacToAwel Tabnmye NCNONbL30BAHO CNeaylolLee YCN0BHOe 0603HaYeHe CTeNeHn cooT-
BETCTBUS CTaHAAPTOB:
-HOT — naeHTUYHBIA cTaHgapT.
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