SENEPAJIbHOE ArEHTCTBO

NO TEXHUHECKOMY PEIMYNUPOBAHMIO U METPOIIOIMn

HAUUMOHANBHBIN NOCTP
CTAHOAPT 54295—
POCCUWCKOW
OEOEPALMNM 2010/ISO/PAS
17003:2004

OueHkKa cooTBeTCTBMUA

XANObbl U ANENNAUNUN
MpuHUMnbl U TPeb6oBaHUA

ISO/PAS 17003:2004
Conformity assessment — Complaints and appeals —
Principles and requirements
(IDT)

W3naHue odpmumanbHoe

MockBa
CranpapTnHdopM
2012


http://www.kruzhevo-len.ru/kruzhevnye-aksessuary.html

FOCT P 54295—2010/ISO/PAS 17003:2004

MpeancnoBune

Llenu v npuHumnel ctaHgapTusauum B Poccuiickon Peaepaummn yctaHosneHbl degeparnbHbiM 3aKOHOM OT
27 nekabpa 2002 r. Ne 184-93 «O TexHUYeckoM perynuposaHuny», a Npasuna NpUMeHeHUsl HaLMoHarbHbIX
ctangaptoB Poccuiickon ®egepauum — MOCT P 1.0—2004 «CtanpapTusaums B Poccuiickor Penepauumu.
OCHOBHbI€E NOMOXEHNA»

CBegeHun o cTaHAapTe

1 NOArOTOBNEH O6luecTBOM C OrpaHUYEHHON OTBETCTBEHHOCTbIO «HaydHO-TexHUYeckuid LeHTp
«MHT3K» Ha ocHoBe pycckoin BepCcumn MexxayHapoAHOro AoOKyMeHTa, yKasaHHOro B MyHKTe 4

2 BHECEH YnpasneHneM TexHU4ecKoro perynuposaHus u ctangaptusauuu degepanbHOro areHTcTea
Mo TEeXHUYECKOMY PEryiMpoBaHuto U MeTPOIIoNn

3 YTBEPXAEH W BBEAEH B AENCTBUE [MMpukazom deaepansHOro areHTCTsa o TeXHUYECKoMy
perynuposaHuio u MeTposorin ot 28 aekabps 2010 r. Ne 1140-ct

4 Hacroswunii cTaHoapT MOAEHTUYEH MEXAyHapoAHOMY AOKYMEHTY — obLeloCTynHble TeXHUYeckue
TpebosaHusa ISO/PAS 17003:2004 «OueHka cooTBeTcTBUS. 2Kanobbl un anennsauun. MNpuHumMnbl u TpeboBaHus
(ISO/PAS 17003:2004 «Conformity assessment — Complaints and appeals — Principles and requirements»).

5 BBEJEH BIMEPBbIE

UHebopMayusi 06 usMeHeHUsX K HacmosiujeMy cmaHOapmy rybriukyemcsi 8 exe200H0 u3dagaeMoM
UHGOPMaUUOHHOM yKazamerne «HayuoHanbHble crmaHOapmbi», a MeKcm U3MeHeHUU U 11orpasoK — 8 exeme-
CsIYHO U3dasaeMbiX UHGhOpMaUUOHHBIX yKka3amerisix « HayuoHarnbHbie cmarnOapmbl». B criyyae nepecmompa
(3aMeHb!) unu ommeHbl Hacmosiue20 cmaH@apma coomeemcemeyiowjee yeedomneHue 6ydem onybnukoeaHo
8 eXXeMecsa4YHo usdasaeMoM UHGhOpMaUUOHHOM yKkazamerne «HayuoHanbHeie cmaHdapmel». Coomeemcmay-
rowas uHbopmayusi, yeedoMiieHUe U MeKcmbl pa3Melarmcs makxe 8 uHghopmayuoHHol cucmeme obuwezo
ro/1b308aHUs — Ha oghuyuansHomM calime HauyuoHanebHo20 opzaHa Poccutickol ®edepayuu no cmaHdapmu-
3ayuu e cemu UimepHem

© CraHaapTuHdgopm, 2012

HacTosuuian ctaHaapT He MOXeT GbITb MOMHOCTLIO UMW YaCTUYHO BOCMIPOU3BEAEH, TUPaXUPOBaH U pac-
NPOCTpaHeH B kKayecTBe oduLmansHoro usaaHusa 6es paspelueHns HaumMoHansHoro opraHa Poccuiickoi dege-
pauunv No cTaHgapTUsaumm
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HAUWOHANBbHBIW CTAHAAPT POCCUUCKOW SGEOAEPALUUMU

OueHKa cOOTBEeTCTBUS
XANOBblI U ANENNALUN
MpuHUMNbI U TpeGoBaHUA

Conformity assessment. Complaints and appeals.
Principles and requirements

DaTta BBegeHna — 2011—09—01

1 O6nacTb NnpMMeHeHusA

Hactoawuit ctaHgapT ycTaHaBnuBaeT oblleAocTynHble TexHudeckue TpebosaHua (OTT), koTopble
coaepxat NpUHUUNLI 1 Tpe6GoBaHUA ANs ANEMEHTOB «Xanobbl» U «anennauumny B CBA3N C OLEHKON cooTBe-
TCTBUS.

HacTtosiwmin cTaHaapT IBNSETCA UHCTPYMEHTOM, UCNOMb3YIOLWMMCS B NpoLuecce pa3paboTkn cTaHaapToB
e o6nacmu nodmeepxxdeHuss coomeemcmeus NPodyKuyuu, yciyz, cucmeM Kkayecmea, noomeepxde-
HUs KOMIemeHmMHOCMUu ucnbimamerbHbiX 1abopamopuli u op2aHoe 1o cepmuchukayuu eceMu paspa-
6omyukamul), ecnn npu NOAroToBKe AOKYMEHTOB HeobxoauMo oBpaTUTbCs K anemeHTaM «kanobbl» u
«anennauumy.

HacToawuin ctaHaapT He siBNsie TCA oTAeNbHbIM HOpMaTUBHBIM OKYMEHTOM 41151 UCNOMb30BaHWs Hernoc-
peACTBEHHO B AeATENIbHOCTI NO OLEHKE COOTBETCTBUS.

2 HopmaTuBHbIe CCbISIKK

B HacTosALweM cTaHAapTe UCNOMb30BaHbl HOPMAaTUBHbIE CCbINKW Ha Creaytowme cTaHaapThl:

- UCO/M3K 17000—2004 OyerHka coomeemcmeusi. Cnoeapb u o6ujue npuHYUnGR);

- ACO 10002—2004 YdosnemeopeHHocmb nompebumens. Pykoeodcmeo no ynpaesieHuio rnpe-
meH3UsAMU 8 op2aHu3ayuu.

MpumedyaHune— lNpu Nonb3oBaHUM HaCTOSILLMM CTaHOAAPTOM LenecoobpasHo NPoBEpUTb AeNCTBUE CCbINOY-
HbIX CTAHAApPTOB B WHMOPMAaLMOHHOM cucTeMe OOLWEero nonb3oBaHusi — Ha oduumnanbHoM calite degepanbHoro
areHTCTBa Nno TeXHNYECKOMY PerynmpoBaHnto n MeTporormm B Cetu MHTepHeT nnn no exerogHo n3gasaeMomy VIH(bOpMa-
LMOHHOMY yKa3aTento « HaumoHarnbHble cTaHaapThi», KOTOPbIM 0ny6rvKOBaH No COCTOSIHMIO Ha 1 IHBaps TEKYLLLEero roga, u
No COOTBETCTBYHOWNM eXeMeCA4YHO nagaBaembim VIHd‘JOpMaLI,VIOHHbIM yKasartensam, OI'IyGJ'IVIKOBaHHbIM B TeKywem rogy.
Ecnu cCbliNOUYHbIM AOKYMEHT 3aMeHeH (M3MeHeH), TO NPY MNONb30BaHUM HACTOSILLUM CTaHAAPTOM CreayeT pyKOBOACTBO-
BaTbCH 3aMEHSAOLMM (MBMEHEHHbBIM) 4OKYMEeHTOM. ECrn CChINOYHbIN 4OKYMEHT OTMeHeH 6e3 3ameHbl, TO NMonoXeHve, B
KOTOPOM fjaHa CChINKa Ha Hero, MPYMEHSIETCS B 4acTu, He 3aTparuBatoLe 3Ty CCbinky.

" VcxogHeii mexayHapogHbii ctanaapT MCO paspaboTaH Ansi UCMonb3oBaHusA npu paspaboTke cTaHAapToB B
rpynnax MCO/KACKO. Hacrosiwmii cTaHgapT pacnpocTpaHsieT npuHumnbl, BelpaboTanHele anst rpynn MCO/KACKO, Ha
paapaGOTKy HaunoHalbHbIX CTAHOAPTOB B obnactm noareepxgeHns COOTBETCTBUA NPOAYKUMK, yCnyr, CUCTeM KavecCTBa,
nonTBngeHMﬂ KOMMETEHTHOCTU UCMbITaTENBbHbLIX TAabOPaTOPMIA U OPraHoB No cepTUdMKaLun.

Ccbinka Ha MexayHapodHbIM CTaH4apT 3aMeHeHa CCbINMKOM Ha COOTBETCTBYIOLMI HALMOHaNbHbIA cTaHaapT Poc-
curickon ®eaepauum (CBeAEHUsSI 0 COOTBETCTBUM NPKBEAEHbl B AOMNONHUTENBHOM NpunoxeHun OA).

UzpaHne ocpmumanbHoe
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3 TepMuHbLI 1 onpepeneHns

B HacTosilem cTaHaapTe UCMonb3yoTCsl TEPMUHBI U onpeaeneHus, npuseaeHHble B MCO/MIK 17000.

MpwnmeyaHnune— TepmuH «opran» ("body") B HacTosiem cTaHgapTe 03HaYaeT NGO opraH Nno akkpeaMTauum,
nn60o opraH No oLeHKe COOTBETCTBUS COFNMacHO onpeaeneHusaM, gaHHsim 8 MCO/MIK 17000.

4 lpeanocbinkm

4.1 XKano6bl, nony4yaemMble opraHamu, AenaTcs Ha aee kaTeropumn (cMm. pucyHok 1). OagHa kaTeropus
*anob 0THOCUTCS K OLleHKe COOTBETCTBUS /UMK K anemnisaumaM, a Takke K cnocoby dyHKLMOHMPOBaHWA cUCTe-
Mbl OLI@HKM COOTBETCTBUA. JTO TUN cneLmdrnyeckux xanob (NpeTeH3unin), KoTopble, eCnin OCTaHYTCA He peLUeH-
HbIMW, CMOCOBHBI MPUHECTN AYPHYIO CraBy U opraHy, U cucTeme.

4.2 [Opyras kateropusi>kanob 0THOCUTCS K YPOBHIO Ka4ecTBa YCNyr Unu k goctaBke. PaccMoTpeHue aTux
*anob ABnsieTca YacTbio HOPMaslbHOro A4eI0BOro NpoLecca U He ABNAETCA 06 bEKTOM HACTOALLEro AOKYMEHTa.
MNCO 10002 naeT pyKOBOACTBO KMPOLLECCY pacCMOTPEHUsI Xkanob, KoTopoe MOXHO Bbino 6kl UICNONbL30BaTbL A4S
peLleHMs 3TUX TUNOB Xarnoob.

YXano6b 1 anennaumm

/\

XKano6bl No oLeHke COOTBETCTBUA Dpyrve xanobb1 n anennaumum
Mano6a: B oTnnuMe OT anennsiuuu, (npeTeH3nm)

BbIPAXXEHUe HeYAOBNETBOPEHHOCTU AeATENbHOCTLIO Hanpumep, Nnpoaonku1TenbHOCTL
opraHa o oLeHKe COOTBETCTBUA UMK opraHa BPEMEHM OTBETa N0 TenedoHy Unu cyeT,
no aKKpeaUTaLUU NPUHATOrO 9TUM OPraHOM BLINMCAHHbIN HA HENPABUALHYIO CYMMY

B OTHOLUEHWUM faHHoro obbekTa (MCO 17000-2004)

nunu
Anennsiuus
anesuisAyuA: 3anpoc npeacTaBuTens
obbeKTa OLEeHKM COOTBETCTBUSA B OpraH
Mo OLIeHKe COOTBETCTBUS UMW B OpraH
no akkpeauTaLumu 0 NnepecMoTpe peLLeHus,
NMPUHATOrO AaHHLIM OPraHOM B OTHOLUEHWUK
AaHHoro obbekta (MCO 17000-2004)
y
NCO/OTT QO6wumin npoLece paccMOTPEHUs
OueHka cooTBeTcTBUS. XKarnobbl 1 anennsAuuu. xano6 (npeTeH3uit)
MpvHuMnbl M TpeGoBaHus (Hanpumep, MCO 10002)

PrcyHok 1 — [1Ba Tuna xxanoG, nonyvaemMbix opraHamu no akkpeamTauum u oLeHKe COOTBETCTBUSA

4.3 TepMuH «anennauusi» B HACTOSALLEM cTaHaapTe He criedyeT nyTaTb € MCMoMb3oBaHMEM TepMuHa
«anennauysa» B lOPUAMYECKOM cMblce. ANennsunn 1 paccMoTpeHue anennaLnil B KOHTeKCTe OLLeHKN CooTBe-
TCTBWA B HACTOSILLEM CTaHAAPTE CO3HATENbHO CHATAOTCA BHYTPEHHUM NPOLLECCOM OpraHa, pesynbTaT KoTopo-
ro Mo oLieHKe COOTBETCTBUS ONPOTECTOBLIBAETCS.

PeLueHve no anennsu M ocTaeTcs pelleHeM Toro opraHa, B KoTopbIi nogaeTcs npoTecT, He TpebyerT-
CA CNyLaHUs Unu peLleHrs No anennaum B KakoM-H1GYab BHELLIHEM areHTCTBe Un cyae.

4.4 TpupaccMoTpeHun kanob (NpeTeHsuni) 1 anennsaumin MOXXHO UCMOMb30BaTb YaCT OAHOTO U TOTO e
npotecca.

2
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4.5 PeleHuns no xanobam (NpeTeH3nam) nnv anennauuam cnegyet 3anvceliBaThb, YTobbl obecneymsaTth
npocnexumsaemMblil pecypc Ansa aHanusa 6yayLmx xxanob 1n anennsaunn u rapaHtuposaTe NocnegosaTenbHoe
MPUHATME peLIeHN N NOHUMaHWe TEHAEHUNA Xanob unu anennauui.

5 MMpuHUMN paccMOTPEHUA Xanob n anennAuun

5.1 O6wue Bonpockbl

S(bd')eKTVIBHOG peweHne no Xanobam 1 anennaunam sBNSeTCsl BaXKHbIM cpeaCTBOM 3alUnThl OT owmnbok
andaopraHa, ero KnMeHToB N apyrux nonb3oBaTenen oLeHKN COOTBETCTBUS. KOHdDI/ID,EHLI,I/IaJ'IbHaﬂ I/lHCbOpMaLI,MSl
B AeATeNIbHOCTU No OUEeHKe COOTBeTCTBUA 3allilleHa, Korga npouecc pacCMOoTpeHUdA Xanob n anennauun
ABNAETCA NpaBUITbHbIM.

6 Tpe6oBaHuA AnNA paccMOTPEHUA Xanob 1 anennAuun

6.1 O6wue BOoNpocCkbl

Mpu paspaboTke HACTOSALLEro AOKYMEHTa ObIfio NPU3HAHO, YTO CYLLECTBYIOT pasfnuyHbie YPOBHU cneLu-
thryuHOCTH, KOTOPbIE AOIDKHBI YUNTBIBATbCA pa3pabomyukamut). B pesynbTaTe B 3TOM pasgene TpeGosaHus
KnaccuuumpyroTes no crieayowmMm TpeM YPOBHAM cneumduiHocTu:

a) ObsizaTtenbHele: 3TO chopMynMpoBaHHble crneuuduieckue TpeboBaHUs, KOTopble A0MKHbLI cobnto-
AaTb paspabomyuku, KOrAa AaHHbIA 31eMeHT AOMKEH Ucnonb3oBaThes 63 u3MeHeHua, KpoMe crnydaes
3ameHbl 6onee cneuuguieckumMmn TepMrHaMu.

b) PekomeHgoBaHHble: 3TO chopmynupoBaHHble TpeboBaHusA, KOTopble cnieayeT cobnioaaTh paspa-
6omyukam, eCrnv OHN XOTAT UMeTb Boree BbICOKUI YPOBEHb TEXHUYECKUX YCITOBUIA. I3MeHeHWe 4onycTUMO.

c) MNpegnaraemele: 3T0 4OBOALI, KOTOPLIE pa3pabomyuku Mornv 6bl yuuTbiBaTh Npy paspaboTke Tpebo-
BaHWN.

MpeaycmaTtpueasn 3Tu pasHble ypoBHU cneunudHOCTH, B HACTOSILLIEM CTaHAapTe peanusyeTca sambicen
MCO/KACKO o cornacoBaHHOM MOSIOXKEHMU, KOTOPOE KacaeTCs ANIeMEHTOB, SIBNSOWMNXCA 06WMMn ans Bcex
BWJOB AesATenNbHOCTH B 0611aCT1 OLEHKU COOTBETCTBUS U, B TO XKe BpeMs, o6ecneumBaeT HeKOTopyto MTMBKocTb
ANA KOHKPEeTHBIX popMYyNNMpoBOK OTAENbHbIMU pa3pabomyukamu.

6.2 O6wue TpeboBaHUA

Cnegaytowme TpeboBaHWsA ABNAIOTCA 06593aTENbHBIMU:

a) OpraH Mo OUeHKe COOTBEeTCTBUA ACITKEH NMEeTb ﬂOKYMeHTMpOBaHHbIﬁ npouecc ana nojyYyeHud, oueH-
KM M NMPUHATMA peLUeHUin No xanobam 1 anennsaumsam.

b) OnucaHwue npouecca paccMoTpeHust kanob n anennsAauni 4oMKHO NpefoCTaBNATLCSl BCEM 3auHTepe-
COBaHHbLIM CTOPOHaM Mo 3arnpocy.

C) |-|pI/1 nony4vyeHunn »anobsbl opraH goJrkeH nogTeepanTb, OTHOCUTCA NN 3Ta xanoba K AedaTenbHOCTU NO
OLleHKe COOTBETCTBMSA, 32 KOTOPYIO OH OTBEYAET, M €CNM 3TO TaK, TO OH BepeTcs 3a ee pacCMOTpPEHUE.

d) OpraH gormkeH HeCcT! OTBETCTBEHHOCTL 3a BCE PELUEHUs Ha BCEX YPOBHSIX NpoLiecca paccMoTpeHns
Xanob 1 anennauui.

e) AHanus 1 pelleHue no xano6am He AOSBKHbI MPUBOAUTL K ANCKPUMUHALMOHHBIM AENCTBUSIM.

6.3 TpeboBaHus Kk npoLeccy

6.3.1 O6sA3arenbHble TpeGoBaHUA

6.3.1.1 lMpouecc paccMoTpeHUs xanob 1n anennsaunii JOMMKeH, Kak MUHUMYM, BKIoYaTh cnegytoLme
3NeMeHTbl U MeToabl:

a) onucaHue npoLecca Ansi Noly4yeHusi, NPOBEPKU JOCTOBEPHOCTU, aHanm3a Xanobbl nunm anennsaumm u
NPUHATUSA peLleH s, Kakue eNCTBUSA A0MKHbI ObITb NPEANPUHSITHI B OTBET;

b) oTcnexusaHue 1 3anuck xxanob 1 anennauunin, BKIoYas NpeanpuHSaTbIE AeACTBUSA A1 UX peLUeHs;

C) rapaHTuio, YTO BCE COOTBETCTBYHOLME AeNCTBMSA OyayT NpeAnpuHATSI.

6.3.1.2 OpraH, nony4vatolniixkanody nnnanennaynio, 4OJKeH oTBeYaTh 3a cbop nnpoBepky Bcei Heob-
X0OMMOU UHopMaLMK 4Ns NOATBEPKOAEeHNA A0CTOBEPHOCTM 3TOM Xanobbl Mnn anennaumn.

" 34eck 1 fanee CNoBOM «pa3paboTunku» 3ameHeHbl crnosa «rpynnbl UCO/KACKO». MpuyrHa nanoxeHa B CHOCKe
Ha cTpanuue 1.
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6.3.1.3 lNo BO3MOXHOCTM OpraH AoSkeH NoATBepAaTh NonyveHue xanobbl (NpeteH3nn) unu anenns-
LMW 1 NpedocTaBATb UX nogaTesnio coobleHune o xoae paboT 1 pesynbTaTax.

6.3.1.4 PelueHue, KOTOpoe OTNPaBNAETCA NoAaTesio Xanobbl unu anennauuun, 4oSMKHO ObITb NPUHATO
U PacCMOTPEHO U YTBEPXKAEHO NIULIOM(MU), HE YYaCTBYIOLLIMM(M) B NepBOHaYanbHON AeATeNbHOCTU Mo OLUEeH-
Ke COOTBETCTBUS, O KOTOPOU MAET peub.

6.3.1.5 B koHUe npouecca paccMoTpeHnsi Xanobbl M anennauui opraH No BO3MOXXHOCTU AOSKEH AenaTh
oduLMansHoe yBeAOMIIEHME UX NoAATENHO.

6.3.2 MNMoAcCHUTENbHbLINA TEKCT

CuvntaeTca, YTo NpoLecc paccMoTpeHNs xanob B cooTBeTcTBUU C TpeboBaHUAMUM MCO 10002, B KOTOPOM
1Cnonb3yrTea KOHKpeTHbIe TpebosaHuA cTaHaapTa KACKO, yaoenetsopseT Tpe6osaHunam 6.3.1.1.
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MpunoxeHne OA
(cnpaBo4Hoe)

CBefeHUs1 0 COOTBETCTBUU CChINOYHBLIX MeXAYHapoAHbIX CTaHAapToB
CCbINTOYHbIM HaLUOHaNnbHbIM cTaHaapTam Poccuinckon Pepepauunn

Ta6nwuuya JAA

0O603HaYeHre CCLINOYHOTO MEeXOyHapoaHOro CTeneHb 0603HavYeHre U HaMMEeHOBaHWEe COOTBETCTBYIOLLENO HALMOHANBHOIO
cTaHgapTa COOTBETCTBUSA cTaHpgapTa
MCO/M3K 17000:2004 IDT [OCT P NCO/M3K 17000—2009 «OueHka COOTBETCTBUSA.
CnoBapb 1 06LWMe NPUHLMMNLI
MCO 10002:2004 IDT FOCT P MCO 10002—2007 «MeHeaXMeHT opraHusaumm.

YaoBneTBOpeHHOCTb NoTpebutens. PykoBoacTeo no ynpae-
TNEHUIO NPETEH3USIMU B OPraHn3aumnsaix»

BETCTBUS CTaHOAPTOB:
- IDT — ngeHTuuHble cTaHaapThbI.

MpumeyaHune—B HacTosiwel Tabnuue NCNoNb30BaHO crieayiolee yeroBHoe 0603HaqYeHne cTeneHn coot-
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KntoyeBble cnoBsa: 6eCI'IpI/ICTpaCTHOCTb, KOHCbI/I,EIeHLLI/IaJ'IbHOCTb, Xanobbl 1 anennsauMn, cucTemMbl MeHea-
KMeHTa
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