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[lpeaucnoBue

LlennunnpuHumnel ctTaHgapTusauum B Poccumnckon PegepaummyctaHoBneHbl PegepanbHbIM 3aKOHOM OT
27 nekadbpst 2002 r. Ne 184-03 «O TeXHUYECKOM perynmpoBaHiun», a npasuna NnpuMeHeHnst HauMoHanbHbIX
cTaHaapToB Poccunckon egepaunmmn — OCT P 1.0—2004 «CtaHpgapTtusauma B Poccunckon Peagepauun.
OCHOBHbIE MNONOXEHUSAY

CBeneHNnAa o ctaHaapTe

1 NMOArOTOBJIEH ObwecTtBOM € orpaHM4YeHHOW OTBETCTBEHHOCTbIO «Hay4HO-TEXHUYECKU LEHTP
«MHTOK» Ha OCHOBE pyCCKOM BEpCUMN MeXXayHapoaAHOro AoKyMeHTa, yKasaHHOro B NyHKTe 4

2 BHECEH YnpaBneHnem TexHn4eckoro perynmpoBaHusa n ctaHgaptusaynm PegepanbHOro areHTCTBa
No TEXHNYECKOMY PeryrmpoBaHuUo 1 MeTpROOTA

3 YTBEPXXOEH W BBEAEH B JEWCTBUWE [MMpukasom PenepanbHOro areHTCTBa no TEXHNYECKOMY
perynupoBanunto u metponorun ot 28 aekabps 2010 . Ne 1140-cT

4 HacTtodawunn ctaHaapT MOeHTUYEeH MeXOayHapOAHOMY AOKYMEHTY — obLWedoCcTynHble TeXHUYeCcKue
TpeboBaHus ISO/PAS 17003:2004 «OueHKka cooTBeTCTBUS. XKanobkl n anennsuun. INpuHuunsl U TpedboBaHUS
(ISO/PAS 17003:2004 «Conformity assessment — Complaints and appeals — Principlesand requirements»).

5 BBEAEH BINEPBbIE

ViHgbopmauuss ob U3MeHeHUsIX K HacmosileMy cmaHoapmy nybrnukyemcss 8 eXXe200HO u3dagaeMoM
UHpOpMalUOHHOM yKa3amerne «HaluuoHanbHbie cmaHoapmhbi», a meKkcm U3MeHeHUU U INorpasoK — 8 eXXeMe-
CAYHO U30asaeMbiX UHPOPMaUUOHHbLIX yKalzamensx « HayuoHanbHbele cmaHOapmeiy. B cniydyae nepecmompa
(3aMeHbl) Ui OMMeHbI Hacmosauw,e20 cmaHOapma coomeemcemesyrouiee yeeoomreHue byoem ornybnukosaHo
8 eXkeMeCsIHHO U30asaeMoM UHpopMaylUoOHHOM yKkazamerne «HayuoHarnbHble cmaHOapmeily. Coomeemcmey-
fowas UHgbopmayus, yeeooMrieHue U meKkcmaei pasMelaromcs makxe 8 UHpopMayUoHHOU cucmeme obuieao
r10J1b308aHUss — Ha obuyuanbHOM catime HallUuoHarbHOo20 opaaHa Pocculickou @eodepaluu no cmaHoapmu-
3auuu e cemu ViHmepHem

© CtaHpgapTuHdopm, 2012

HacToawmin ctaHgapT He MOXET ObITb MONTHOCTLIC UM YAaCTUYHO BOCMPOU3BEAEH, TUPAXKNPOBAaH N pac-
NPOCTPpaHeH B KavecTBe opmnumansHoOro nsgaHus 6ea paspeleHns HaummoHansHoro opraHa Poccumnckon ®ege-
paunn No cTaHaapTU3aLnun
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HAUUWOHANBbHBILU CTAHOAPT POCCUUCKOWNW OGEOLEPAUUNMN

OueHKa cooTBeTCTBUA
XKXANOBblI N ANENNAUNN

[MpHUMNBLI U TpeboBaHUA

Conformity assessment. Complaints and appeals.
Principles and requirements

NaTta BBegeHna — 2011—09—01

1 Obnactb NpMeHeHUA

HacTtosilwmiA ctaHgapT ycTaHaBnMBaeT obLleaocTynHble TexHudeckne TpeboBaHus (OTT), KoTopble
coaepXaT NpUHLUNLI U TpeboBaHUA AN 3NEeMEHTOB «XKarnobbl» U «anennsauum» B CBSI3M C OLLEHKOW COOTBEe-
TCTBUS.

HacToswmnn ctaHgapT ABASIETCA MUHCTPYMEHTOM, UICNONb3YHOLWMMCS B NpoLecce paspaboTku cTaHaapToB
8 ob6s1acmu noomeep)xO0eHUs1 coomeemcemeusi npodyKkyuu, ycrya, cucmeM kadecmea, noomeepxoe-
HUSsI KOMITemeHmMHocmu ucnbimamesibHbIx J1abopamoputi U op2aHo8 o cepmupukauuu eceMu paspa-
6omyukamul), ecnn Npu NoAroToBKe AOKYMEHTOB HEOBXOAUMO 0BpaTUTLCH K 3NeMeHTam «kKanobbl» U
«anennauum .

HacTodawun ctaHaapT He aBnsieTcs oTAeNbHbIM HOPMaTUBHBIM AOKYMEHTOM ANA UCNONb30BAHUA HEMOC-
peACTBEHHO B AeAATENIbHOCTU NO OLUEHKE COOTBETCTBUA.

2 HopMaTuBHbIE CCbINKN

B HacTodawemM cTaHgapTe UCNONb30BaHbI HOPMAaTUBHBbIE CChINKU Ha cneayiowme ctaHaapThl:

- UCO/MIK 17000—2004 OueHka coomeemcmeus. Crnosapb U obuiue NpuUHUUNbIA):;

- CO 10002—2004 YooesnnemeopeHHOCMb nompebumens. Pykoeoodcmeo rno yrnpaesieHUr rpe-
MeH3UsMU 8 op2aHu3auuu.

[TpumeyaHwune—lpu NONb30BaHUN HACTOALWMM CTaHAAPTOM LenecoobpasHo NPOBEPUTb AEUCTBUE CCbINMOY-
HbIX CTaHO4ApPTOB B WMHMPOPMAUMOHHOW CUCTEME 0buwero nonb3oBaHUsad — Ha oduumanbHom cante PegepanbHOro
areHTCTBa No TEXHUYECKOMY PEryrnMpoBaHnI0 N METPONOIMU B CeTU VIHTEPHET UMK MO €XXEerogHo n3gaBaemomy MHpopma-
LMOHHOMY YKa3aTtento « HaunoHanbHble CTaHAAPThI», KOTOPbLIN ONYBNMMKOBAH Mo COCTOSHUIO Ha 1 SIHBaPS TEKYLWEro roaa, u
NO COOTBETCTBYIOWMNM €XEMECHAHYHO N3AaBaAeMbIM MHDOPMALMOHHBIM yKa3aTtensam, onybrMKOBaHHbIM B TEKYLLEM roay.
Ecnun cCbiNOYHbIM AOKYMEHT 3aMEHEH (M3MEHEH), TO NPU NONb30BAaHUN HACTOSAWMM CTAaHAAPTOM CneayeTt PyKOBOACTBO-
BaTbCH 3aMEHAWUM (M3MEHEHHbIM) AOKYMEHTOM. ECNK CCbINOYHBIM AOKYMEHT OTMEHEH DEe3 3aMeHbl, TO NONOXEHNE, B
KOTOPOM gaHa CCbhIfika Ha Hero, MNPUMeEHSIETCSH B YaCTU, HE 3aTparnBatoLlEen 3Ty CCbISKY.

R McxogHein mexayHapogHein ctangapt MCO paspabotan ans ncnonb3oBaHus npun paspaboTke CTaH4APTOB B
rpynnax MCO/KACKO. HacToswmn ctaHgapTt pacnpocTpaHsieT npuHuunel, BelpaboTtanHHbie ansa rpynn NCO/KACKO, Ha
pa3paboTKy HAUMOHANBbHbLIX CTAHAAPTOB B 06NacTn NoATBEPXKAEHNSA COOTBETCTBUS NMPOAYKLUUN, YCNYT, CUCTEM Ka4veCcTBa,
I'IO,EI,TBE;Z)}I{,EI,EHMFI KOMMETEHTHOCTU UCTMbITaATErNbHbIX NabopaTopun n OpraHoB NO cepTunukaumnm.

%) Cebinka Ha MEXAYHAPOAHbIN CTAHAAPT 3aMEHEHA CCbINKOMN Ha COOTBETCTBYIIOLWMN HALUMOHAaNbHbIM cTaHgapTt Poc-

cunckon Gepepaumm (CBEAEHUSA O COOTBETCTBUM NPUBEAEHBLI B AOMNONHUTENBHOM Npunoxenunn [JA).

U3paHune odbmumanbHoe
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3 TepMUHbI U onpegeneHus

B HacTodWeM cTaHaapTe NCNOMNb3YITCA TepMUHBI U onpeaeneHnd, npueeaeHHble B UCO/MIK 17000.

[TpumeyaHwune— TepmuH «opran» ("body") B HAcTOsIWEM CTaHAapPTE 03HAYaAET NMDO OpraH No akkpeamTauum,
nMbO OpraH No oLUeHKe COOTBETCTBUS COrMacHo onpeaeneHnam, aaHHubiv B UCO/MIK 17000.

4 [MpeanocChbInKn

4.1 XXanobbl, nony4yaemble opraHammn, OendaTcd Ha ABe KaTteropun (CM. pucyHok 1). OgHa KaTeropus
Xanob OTHOCUTCS K OLLEHKE COOTBETCTBUS U/ UMK K anennsiumsiMm, a Takke K cnocoby pyHKLUMOHUPOBaHUA CUCTE-
Mbl OLIEHKM COOTBETCTBMUS. ITO TUM cneundprnieckmnx xanodbd (npeTteHsunin), KoTopble, eCNii OCTaHYTCH HE peLleH-
HbIMW, CTOCODHBLI NPUHECTU AYPHYIO CMaBy U OpraHy, U CUCTEME.

4.2 [pyras kateropusi kanod oTHOCUTCS K YPOBHIO KavecTBa yCnyr Unm Kk goctaske. PaccmoTpeHme aTux
Xanob siBNsieTca YacTbio HOPManbHOroO ASNMOBOro nNpoLecca U He ABNSAETCA OOBLEKTOM HACTOSILLEro AOKYMEHTA.

NCO 10002 0aeT pyKOBOACTBO KNPOLLECCY paCCMOTPEHUS XKanob, KOTopoe MOXHO ObINO Obl UCNONBL30BaThL AN
peLleHnUs 3TUX TUNOB Xanob.

XXanobbl U anennsunuv

>Kanobbl no oLeHke COOTBETCTBUSA
Xanoba: B oTnnyMe OT anennsuum,
BblpaXkeHne HeyaOBNEeTBOPEHHOCTU AeATENbHOCTLIO
opraHa no oueHKe COOTBETCTBUS UK OpraHa
No akkpeautTauuu MpUHATOrO STUM OPraHoM
B OTHOLLUeHWWU AaHHoro obvekTa (MCO 17000-2004)

Apyrue xanobbl n anennauMn
(NnpeTeH3nn)
Hanpumep, NpoaomKnTenbHOCTb
BPpeMeHU OTBeTa No TenedoHy Unn cueT,
BbIMUCAHHLIN HA HenpaBUIbHYIO CYMMY

n/unu

Anennsuus
anesutsyusn; 3anpoc npeacraBsuTens
obbeKTa OLUeHKU COOTBETCTBUS B OpraH
NoO OLeHKe COOTBETCTBUSA UM B OpraH
No akKkpeauTauuu 0 NepecMoTpe peLleHus,
NPUHATOrO AaHHbLIM OPraHOM B OTHOLLEHMW
AaHHoro obobvekTa (MCO 17000-2004)

NCO/OTT Obwun npouecc paccMOTPEeHUs
OueHka cooTBeTcTBUA. 2Kanobbl U anennsauuun. xanob (npeTeH3nn)

MpyHUMNBLI 1 TpeboBaHUSA (Hanpumep, #CO 10002)

PucyHok 1 — [1Ba Tvna xanob, nony4aembixX opraHamm no akkpeanTauum n oL EHKE COOTBETCTBUS

4.3 TepMUH «anennauua» B HACTOSALWEM cTaHOdapTe He cneayeT nyTaTb C UCMOMb30BaHMEM TEPMUNHA
«anennauua» B opuaN4eckom cmblicrne. ANennaumm n paccMoTpeHne anennaumMin B KOHTEKCTE OLEHKN COOTBe-

TCTBUA B HACTOALLEM CTaHAaPTE€ CO3HATEJIbHO CHUTAKTCA BHYTPEHHMM NPOLUECCOM OplaHa, Pe3yJibTaTl KOTOPO-
O MO OUEeHKE COOTBETCTBAA ONPOTECTOBLIBAETCH.

PelleHne no anennauum octaeTcsa pelleHneM Toro opraHa, B KOTOpbIA NoAaeTcsa NpoTecT, MHe TpebyeT-
c CNyLaHUa Unn pelueHna no anennaum B KakoM-Hnbyab BHELLHEM areHTCTBE Unu cyae.

4.4 TlpunpaccMoTpeHUn kanob (npeTeH3nin) nanennsumm MOKHO UCNOMNb30BaTh YaCTU OOHOIO U TOTO XKe
npouecca.

2
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4.5 PelleHunsd noxanobam (NpeteHsnusam) nnmanennauuam crnegyeT 3anmceiBaTth, YToObI obecneynBaTh
NpocneXXnBaemMbl pecypc Ang aHanusa oyaywux xxanobd n anennsauum n rapaHTMpoBaTth NocneaoBartebHoe
NPUHATUE peLleHUA U MTOHUMaHWe TeHAEHLUWN Xarnod unn anennauun.

5 MpuHUMN pacCcMOTPEHUA Kanobd U anennauun

5.1 O6wue BONpochl

O dbekTnBHOE peLueHme no xanobam 1 anennaumam aBnaeTcs BaXKHbIM CPeACTBOM 3allUThbl OT OLLUMDOOK
ONs opraHa, ero KNMMeHTOB UAPYrMx nonb3oBaTenen oLueHkn cootseTcTBUA. KoHdunaeHunansHaa uHdopmaLns
B JeATENbHOCTU NO OLEHKe COOTBETCTBUSA 3aluMLieHa, Korga npouecc paccMoTpeHuns Xanod u anennauui
ABNAETCA NPaBUbHbIM.

6 Tpeb6oBaHUA ANA pacCMOTPEHUA XKanob 1 anennAunn

6.1 O6wue BONpoCHI

[Mpn paspaboTke HacToALWEro JoKyMeHTa OblNno NPU3HaHO, YTO CYLLLECTBYIOT pasfinyHble YPOBHU CrieLy-
bNYHOCTU, KOTOPbIE ACITKHbI Y4UTBIBaThCA paspabomyukamul). B pesynbTate B 3ToM pasgene TpeboBaHUs
KnaccnuumpyoTca no cneaylowym TpeM YPOBHAM cneLNdUYHOCTA:

a) ObsszartenbHble: 3T0 chopMYynMpoBaHHbIE crneundudeckne TpeboBaHUd, KOTOPbIE AOMKHBI CODMIO-
natb paspabomyuku, Korga AaHHbIA 3NEMEHT OOMKEH UCMONb3oBaTbCa 6e3 N3MeHeHUsd, KpoMme criyvyaes
3aMeHbl bonee cneundn4ecKMMm TepMUHaAMMN.

b) PekomeHOoBaHHbIE: 3TO cpopMynnUpoBaHHbIE TPebOoBaHUA, KOTOPLIE crieayeT cobnwoaats paspa-
6omyukamM, eCrnin OHN XOTAT UMETb DoNee BbICOKUN YPOBEHb TEXHUYECKMX YCNOBUA. UI3MeHeHne onNyCTUMO.

c) lNpegnaraemele: 3TOA0BOALI, KOTOPLIE pa3pabomyukuMornnobl yYUThIBaTL NPU paspaboTke Tpebo-
BAaHUN.

[lpeaycmaTtpuBana 3Tu pasHble YPOBHU cneundpUIHOCTI, B HACTOALLEM CTaHOapTe peann3yeTcs 3aMblCen
NCO/KACKQO o cornacoBaHHOM NONOXEHUN, KOTOPOE KacaeTCs 3NEeMEHTOB, SBMALWMUXCA obLMMN An8 Bcex
BWOOB AEATENbHOCT B 0O61acTU OLLIEHKN COOTBETCTBUS U, B TO XKEe BpeMsl, obecrneynBaeT HEKOTOPYIO TMOKOCTL
0N KOHKPETHBLIX POPMYNUPOBOK OTAENbHBIMU pa3pabomyukamu.

6.2 O6wWwune TpeboBaHUA

Cneayowine TpeboBaHMA ABNSIOTCH 0bA3aTENbHBIMU:

a) OpraH no oueHKe COOTBETCTBUS AOITKEH UMETb JIOKYMEHTUPOBAaHHbIW NpoLLecc A4S NONMyYeHUs, OLEH-
KN 1 NPUHATUA peLleHniA No XXanobam 1 anennsaumsim.

b) OnucaHme npoLecca paccMOoTPEeHUsI XKanob nanennaunun Ao/HKHO NPeJoCTaRMSATHCHA BCEM 3aUHTEpeE-
COBaHHbIM CTOPOHAaM Mo 3arnpocy.

c) [Mpu nony4vyeHnun xanobbl opraH ACBKEH NoATBEPANTL, OTHOCUTCH NN 3Ta Xarnoba K A4eaATeNbHOCTH No
OLIeHKe COOTBETCTBUS, 3a KOTOPYIO OH OTBEYAET, M €CNIN 3TO Tak, TO OH BepeTcd 3a ee pacCMOTPEHME.

d) OpraH gomKkeH HECTN OTBETCTBEHHOCTb 3a BCE PELUEHUS Ha BCEX YPOBHAX NpoLecca pacCMOTPEHNS
xXanob 1 anennaunn.

e) AHanus v pelueHue no xanodam He AOIKHbI NPUBOANTL K ANCKPUMUHALUOHHBIM AEUCTBUSAM.

6.3 TpeboBaHUA K npouUeccy

6.3.1 Ob6sa3aTenbHble TPpebOBaHUA

6.3.1.1 lpouecc paccMOTpeHus xanod 1 anennsauun OomkKeH, Kak MUHUMYM, BKNoYaTbh crneayoLlme
3NeMeHTbl U MeToabl:

a) onucaHue npoLecca Ans nofyyYyeHust, NpoBepPKN AOCTOBEPHOCTN, aHanmMaa xanobbl nu anennsaunm n
MPUHATUSA peLLIEeHUs, Kakue AeNcTBUSA AOMXKHbI ObITb NPeAnpUHATHLI B OTBET;

b) oTcnexunBaHune 1 3anuck Xxanod 1 anennaunin, BKITloYas NpeanpuHATbIe AeNCTBUSA AN UX PeLUeHNS;
C) rapaHTUIo, YTO BCe COOTBETCTBYIOLWNE AeUCTBUA ByayT npeanpUHSATHI.

6.3.1.2 OpraH, nonyvawoLwmnxkanoby nunmanennaumio, AoSKeH o0TBeYaTh 3a cOop U NPOBEPKY BCEN HEOD-
XO0AMMOoUN MHpopMaLunn Ang noaATBepXaeHNUs AOCTOBEPHOCTU 3TOW Xanobbl nnu anennsunun.

1
) 34eCb 1 ganee cnoBoM «pas3pabotumkny 3ameHenbl crnoa «rpynnsl MCO/KACKO». INpuynHa nanoxeHa B CHOCKe
Ha cTpaHuue 1.
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6.3.1.3 1o BO3MOXHOCTM opraH 40MKeH NoOATBepXaaTbh NofydeHue Xanobbl (MpeTeH3un) Unm anenns-
LA 1 NpeaoCcTaBNATL MX NogaTento coobleHne o xoae paboT U pesynbTaTtax.

6.3.1.4 PelleHune, KOTOpPOE OTNPaBNAETCS NogaTtento Xanodbl N anennaunun, A0MKHO ObITb NPUHATO
NN PACCMOTPREHO N YTBEPXAeHO NUUOM(MK), He ydacTBYHOWMM(M) B NepBoHaYarbHOU A4eATeTIbHOCTU NO OLeH-
Ke COOTBETCTBUSA, O KOTOPOU UOET peyb.

6.3.1.5 BKoHUe npoLecca paccMOTpEeHUA KXanobbl anennaun opraH no BO3MOXXHOCTU AOMKEH AenaTh
oouumanbHoOe yBeaoMIeHne nx nogartenio.

6.3.2 NoACHUTEeNbHbLIN TEKCT

CynTaeTcd, YTo NpoLecc paccMoTpeHust XKanob B cooTBeTCTBUN C TpeboBaHnaAMU NCO 10002, B KOTOpOM
NCMONb3YyTCHA KOHKpeTHbIe TpeboBaHus ctaHaapTa KACKO, yaoosneTsopsieT TpeboBaHnsM 6.3.1.1.
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Mpunoxenve OA
(cnpaBo4HOe€)

CBeAeHNA 0 COOTBETCTBUU CCLINMTOYHbIX MeXAYHapoAHbIX CTaHAapTOB
CCbINMOYHbIM HauUuoHanbHbIM cTaHgapTaMm Poccunckon ®@epgepaunum

Tadbnwnuya OA.1

Obo3Ha4veHre 1 HAMMEHOBAHUE cooTeeTCTByrolero HaunoHalnbHOrro

Obo3HavYeHne CChINOYHOro MeXayHapoaHoro CTeneHb
cTaHgaprta COOTBETCTBUA craHgapra
IDT [OCT P MCO/M3K 17000—2009 «OueHka coOTBETCTBUSI.

MCO/M3K 17000:2004
CnoBapb u 0bWmMe NPUHUUNbI»

[OCT P MCO 10002—2007 «MeHegpKMeHT opraHmnsaumu.
YA0BNETBOPEHHOCTL NOTPEbUTENA. PYKOBOACTBO MO YINPaB-
NEeHUI0 NPETEH3USAMU B OpraHmn3aumsax»

MCO 10002:2004 IDT

[TpnmedaHune—B HacToawen Tabnmue NCNonNbL30BaHO cneayowee ycnoBHoe 00603HaYeEHNE CTENEHN COOT-

BETCTBUSH CTaHOAPTOB:
- IDT — naeHTNYHbIE CTAHOAPTHI.
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