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JlaTta BBegenus: 15.12.2025 r.

1. OBJACTb IPUMEHEHUA

Hacrosmuii 1okyMeHT ompeaensieT NPUHLHUIBI U TMOPSAO0K OOpalleHus ¢ xKajnodbamu,
noctynuBiinM B OC UCM B cBs3u ¢ nperensusimu k aestenbHocty OC UCM u B cBsizu ¢
NpeTeH3WsIMH K Tpoaykinuu (yciayram) kimenta, cepruduiupoannoro OC UCM. JlokymeHT
paszpabotan B coorBercTtBuu ¢ TpedboBanusmu ['OCT P MCO/MDK 17021-1-2017 u TOCT P
HCO 10002-2020.

2. HOPMATHUBHBIE CCBLIIKA

B Hacrosmem 10KyMeHTe HCIOIb30BaHbl HOPMBI U TIOJIOKEHUS CIISIYIOIIUX CTaH/IapTOB:

— T'OCT P UCO/MDBK 17021-1-2017 (ISO/IEC 17021-1:2015) — OuieHKa COOTBETCTBUSI.
TpeboBanust kK opraHam, NMPOBOASALINM ayAUT U CEPTU(DUKALNIO CHCTEM MEHEIKMEHTA.
Yacts 1. TpeGoBanus;

— T'OCT P HCO 10002-2020 (ISO 10002:2018) — MeHEMKMEHT KayecTBa.
VYnoBierBopéHHOCTh moTpeOuTeneil. PykoBoasmue ykasaHus 1O YIPaBICHMIO
NPETEH3USIMH B OPTaHU3AIMIX;

— T'OCT P HCO 10004-2020 (ISO 10004:2018) — MeHEMKMEHT KauecTBa.
VY 10BIE€TBOpPEHHOCTh MOTpeduTeneil. PykoBojsimiue yka3aHus 1O MOHUTOPUHTY H
U3MEPEHUIO;

— T'OCT P HCO 9001-2015 (ISO 9001:2015) - Cucrembl MEHEIKMEHTa KadecTBa.
TpeboBanus;

— 412-®3 - @enepanbHbI 3aKOH 00 aKKpeAMTallMM B HauuoHanbHOM Cucreme
AKKPETUTAIIH;

— PCK UCM-01 — PykoBoacTBo no MmeHempxkMeHTy kauectBa OC MCM.
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3. TEPMUHBI U COKPALIEHUSA

3.1 TepmuHbI

B HACTOAIICM JOKYMCHTC HMCIIOJIb30BAHbI TCPMUHBI U UX ONPCACICHUA B COOTBCTCTBUU C

I'OCT P ICO 9000-2015 u 'OCT P MCO 10002-2020.

3.2 CokpameHus

OCHUCM - Oprasn no cepTudUKaMi HHTETPUPOBAHHBIX CUCTEM MEHEDKMEHTA,
CM - CucreMma MEHEIKMEHTA;
UK — HMHcnekuuoHHBIM KOHTPOJIb (HA30PHBINA ayauT);
H/I - HopmaruBHas 10KyMeHTaLMS;
C/K - CepruduuupoBaHHbII KIHEHT;
KII - Koppektupyrouue neicTBus;
I - Ilpegynpexparouiue 1ecTBUsI.

4. OBPAIIEHUS C )KAJIOBAMM

4.1 O6mue nooxKeHus

4.1.1 XKano6s1, nocrynaromue B OC UCM, MOTYT OBITh IBYX BUJIOB:
— KajoObl Ha HEYIOBJIETBOpPeHHOCTh moTpedureneit ycnyr OC UCM peiticTBusMH
corpyaaukoB OC NCM;
—  ’kajnoObl Ha KayecTBO MNPOAYKLIUU H ychyr, cepTuduiupoBanaseix OC NCM
KITUEHTOB.

4.1.2 B nensax a¢dexruBHoro obpamenus ¢ xkanodamu B OC MCM nannHas mpoueaypa

HaXOJHUTCS B OTKPBITOM Joctyre, T.e. Ha caiite L{CCK «utepakomey (http://www.gs.ru/).

4.1.3 [lomaya u paccCMOTpEHHE KaJIOObI OCYILIECTBISIOTCS OECIIIIATHO.

4.1.4 Tlpu paccMOTpEHHH KalT0ObI 00ECTIEUNBAIOTCS CBOEBPEMEHHOCTh, 0O bEKTUBHOCTD,

CIIpaBCAJINBOCTD, 6eCHpI/ICTpaCTHOCTL u KOH(I)I/II[CHI_[I/IS.J'IBHOCTL K IMoJaTCIIrO KajJ00bl U noBony

JKAJIO0BI.

4.1.5 OTBeTCTBEHHOCTh 3a oOOpallleHHue C >Kajio0amMu BO3JIOKEHA Ha PYKOBOJIUTEIS

rpymmsl Peectpa.

416 B pPacCMOTpCHHUN ’Kajao0bl HE JOJKHBI NMPHUHHUMATh Y4YaCTHC JIMIA, UMCBIIUC

OTHOIICHUC K MPCAMCTY JKaJI00bL.



OC UCM L CCK «MHTEpIKOMCY I[1CK-02-25
Cucrema MEHEKMEHTa KauecTBa Wznanue 8
[Topsimok paccMOTpeHMS K00 cTp. 6

4.2 Ilpouecc ynpapJjieHus Kajgo0aMu

[Ipouecc BkItOYaeT ciaenyrouiye sramnsl (puc.1)

4.2.1 Ipuem xanoOsnl

[ocrynuBmas xanoba peructpupyercs B KypHaie perucrpanuu xanod (Ilpunoxenue 1).

®opma xano0bl MPUBEICHA B IPUIIOKEHUU 2.

Kaxxmolt mocTynuBIier jxajmode MpUCBaMBaeTCsS PErHMCTPAIIMOHHBIA HOMEDP, COCTOSIIHMI
u3 OykBbI (O — 00bekT xanodsr OC UCM; CK — cepTudUIIMpOBaHHBIN KIHEHT; MOPSIKOBOTO
HOMepa 1o JKypHally perucTpaiuu, Mecsiia U roja mocTyrmieHus xanoosl). Hampumep, CK-02-
03-17 (xamoba moctymnuia Ha CepTHUPUIMPOBAHHOTO KiIMEHTa B mapte Mmecsie, 2017 rona,
HOPSIIKOBBIA HOMED 110 JKypHAITy — 2).

4.2.2 OcymecTBiIcHHE 00paTHOW CBS3H C TOIATEIIEM KaTOObI

PykoBomutens rpymmer Peectpa 3amonHsier ¢opmy oOpaTHOW CBs3M 1o kanobe
(mpumnoxkerue 3) U B 00s3aTEIBHOM TOPSJIKE HHOOPMHUPYET MOAATEIS KAIOOBI O €€ TOJTYICHHH,

(6] pa3pa60maHHbzx mepax u cpoxkax peaiusayuu 6 medeHue 10-mu omneti 6 coomsemcmeuu c n.

1.1u.lcm. 13412-D3,

[Tpuem xanoos

IToaTBepxneHue
MI0/IaTeNI0 5Kaj00bl 00
ee MoJIy4eHUH

N3yuenue xanoObl

Her
HNndpopmanun 3anpoc
JIOCTaTOYHO? JOTIOTHUTEIIbHOU
uH(popManun

Pa3pabotka mep no xanobe
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ITogarens
JKaJIOOBI
yIIOBJIETBO-
DEH

Her

Pa3zpaborka KJI u I1]] mo
MIPEIOTBPAMIECHUIO TTOCTYTUICHUS
MTOBTOPHBIX JKajI00

CocrasiieHre 0T4YEeTA I10 KajJo0e

[Iposepxka BemosHenus K/ u 111 mo
xKaobe

CocraBieHue CBOJHOTO OTYETa 110
*ano0am notpedurenen

Puc. 1. Ilopsnok oOpateHus ¢ xxanodbamu notpedutenei

4.2.3 Usyuenue xanoOsl. [locne nmoctymneHus xanoObl mpoBoauTcs ee usydenue. llpu
U3y4eHUH JKaJOOBI OpraH MO CepTU(UKAMH JODKEH HECTH OTBETCTBEHHOCTh 3a cOop M
BepuduKanuo Bcel mHpopmanuu, HeoOOXOAMMOMN Ui MpoBEepKU kanoObl. s 3Toro »xanoda
nepenaercs pykopoautento OC MCM.

PykoBogutenr OC UCM ompenenser, OTHOCHUTCS U >Kajgo0a K JEATETbHOCTH IO
CepTU(UKAINH, U €CITU JIa, TO B 3aBHCHMOCTH OT BHJA JKAIOOBI Ha3HAYaeT OTBETCTBEHHOTO 3a
pa3paboTKy Mep MO YCTPAHEHHUIO KaJIOOBI.

Ecnmu xanmoba oTHocuTcs K cepTHduuUpoBaHHOMY KiueHty, Tto OC HCM B
YCTaHOBJIEHHBIA CPOK (B TeuyeHue 3 JHEN) MepenaeT ee KiIueHTy. llpu 3Tom HeoOxoaumo

MIPOaHAIN3UPOBATh, UMEET JIU Kano0a OTHOIIEHHE K cepTU(UIMPOBAaHHON AesTenbHoCcTH. Ecnu
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na, To npu UK HeoOxoaumo oOpatuTh BHUMaHHE HA PE3yJIbTaTUBHOCTH CEPTUPHUIIMPOBAHHON
CM knueHTa.

4.2.4 PazpaboTka Mep 10 PaCCMOTPEHHUIO 3KaTIOOBbI.

[Tonatemnto sxano6s! coobaeTcst nHGOpPMAIHS O XOJe PACCMOTPEHUS KaJIOOBI.

OTBeTCTBEHHBIN 32 XKall00y pa3pabaTbIBaeT MEPHI M0 YCTPAHEHUIO MPUYHHBI KaJI00bI:

— OpraHm3yeT ¥ KOHTPOJIUPYET OPraHu3aluio Mep;
— wuHbOpMHUpYET TOJATeNd >Kalo0bl O MPUHATHIX Mepax U MoiiydyaeT HHopManuoo 00

YIIOBJIETBOPEHHOCTH MOJIATENIS JKAIOOBI.

CeprudunupoBanHplii KIUEHT aobkeH mnpeactaBute B OC MCM wuHbopmaruio o
OPUHATBIX Mepax, a TakkKe JeHCTBUS 10 TMPEAOTBPAIICHUIO TOCTYIUICHUS MOBTOPHBIX
AQHAJIOTMYHBIX KaJo0.

4.2.5 3aBepuieHue paboThI 110 kanobe

[Tocne Toro xak OT mojaTelns *aJloObl MOTYy4eHO OJ0OpEHHE PEeallM30BaHHBIX MEp IO
YCTPaHEHUIO 5KaJo0bl, OTBETCTBEHHBIH, MPOAHATU3UPOBAB IPUYNHBI BOSHUKHOBEHHUS KalOObI U
MEpBI 10 €€ YCTPAaHEHUIO, IPUHUMAET pELIeHUE 0 pa3padoTke KoppekTupyromux aecteuii (K/I)
u npenynpexaaronmx aeiicrsuit (I171) mo npeaoTBpallieHuI0 NOCTYIUIEHUS TOBTOPHBIX Kaj100.

ITo 3aBepiIEHUIO PACCMOTPEHHUS KAIOObl OTBETCTBEHHBIN COCTABIISAET OTUET U MEPEAAET B
rpynny Peectpa Bcro nundopmanuio o xanooe:

— kanoOy moTpeouTes;

— OTYET I10 JKao0e;

— TOATBEP)KJIEHHE YAOBIETBOPEHHOCTH NOJATeNs KajloObl MPEANPUHATHIMH Mepamu
(371eKTpOHHOE, 3aKa3Hoe, (paKCUMUIIBHOE MHCbMO) M Ipodas Mepenucka C MoTpeduTeneM,
KacaroIascss KOHKPETHOM 5kano0bl.

I'pynna Peectpa peructpupyer B JXXypHane perucrpanuu xajno0 XOoJ paccMOTpPEHUs

KaJI0OBbI.

Opran no ceptuduxanuu, coBMectHo ¢ C/K u mnpeawsBuTenem xajao0bl, JOJKEH
OTIpeNIeNIUTh, HEOOXOAUMO JIH, U €CIIH Ja, TO B KaKOi CTeNeHH, pa3riamark NpeaMeT KanoObl U
CIEIIAHHOE 110 HEH 3aKJIFOUYCHHE.

PykoBonutens rpynnel PeecTpa mpoBOIUT MPOBEPKY BBIMOIHEHHUS KOPPEKTUPYIOIIMX
JNeMCTBUH W Mep MO MPEeJOTBPALCHUIO TOCTYIUIEHHs MOBTOPHBIX *ano0. Ilo pesympraram
IPOBEPKHU OH JEJaeT OTMETKY O BBINOJIHEHUH (HEBBINOJIHEHUH) BBIIICYKA3aHHBIX JEHCTBUN B

Kypnane xanob (IIpunoxenue 1).
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Ha ocnoBanum Xypnana perucrpauuu >xanod morpeOuteneil pyKOBOIUTENb TPYIIIbI
Peectpa onuH pa3 B Tpu Mecsilia COCTAaBIISET OTUET MO kato0aM, B KOTOPOM YKa3bIBAETCS:
— CyMMapHOE YHCIIO K00 1Mo BUIaM;
— 0011ee yucIo Kano0 1Mo MOTPEOUTENSIM.
Otyer mo xamobam morpeduTenell ucnoib3yercs npu nposeneHun aHaimza CMK co
CTOPOHBI PYKOBOJCTBA U TpHU pa3pabOTKe IUIaHA MEPONPUSTHA 1O  MOBBIIICHHIO

YJIOBJIETBOPEHHOCTH MOTPEOUTENEH.
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Kypnaiu perucTpanuu xajnoo
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dopmMma Kan00bl

1 CBegenus o noaarteJie Kajao0bl

HanmenoBanne OopraHu3anuu

[Tpunoxxenue 2

Anpec

Howmep tenedona

e-mail:

KTto neficTByeT OT MMeHHU moaaTesis kajao0bl (Mpyu HEOOXOIUMOCTH )

KonTakTHOE MU0 (IpY OTINYUU OT YKA3aHHOT'O BBILIE)

2 O0BLEeKT KaJ100bI
- OCHUCmM

— CepTuduimpoBaHHbIi KIUEHT (HANMESHOBAHKE OpTraHU3aI1H )

3 CyTb npodiieMbl
JlaTa BO3HUKHOBEHHUS

Onucanue

4 Heo0xoauMbl MepblI
Ha Her

5 lara, noanuch
JlaTa IToamuce

6 Ilpuiosxkenue
Ilepeuenp npuaraeMbIX JOKYMEHTOB
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®opma o0paTHOI CBSA3N
(TOJIbKO J1JI1 BHYTPEHHET 0 M0JIb30BAHMS)

1.CBeennsi 0 npuemMe Kaja00bl
Jlara mojgauu xaao0bl

[Tpunoxenue 3

KanoOy mpunsin

Kanob6a nanpasineHna mno:

teneony e-mail HHTEPHET

JIMYHO I104TC Apyroe

W neHTuduKaimoHHbBIN KO

2. [Ipobyembl, coaeprkammecs B xkajiode

OO0BEKT KaJI00bI

IToBTopHas npodnema  Jla Her

Kareropust mpoGiemsr:

OC UCM

CepTU(PMUIMPOBAHHBIN KJINEHT

DT1uka o0uIeHUs

CpOKI/I BBITIOJTHCHH A pa60T

Hesepnas nndopmarus

HeBsbinonHenue (M3MeHEHUE)
YCIIOBUM KOHTPAKTa

TloBEIIIEHNE 1IEHEI

VYuiep6 unrepecam

HexkomnereHTHOCTD
ayJMTOPOB

[Ipoaykuus umeet aedeKThl

[1noxoe obcayxuBaHue

Hecobmronenne rapaHTHHHBIX
00513aTeNBCTB

Hesepnas undopmarus

Apyroe
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8. Pemenne OC UCM

9. Hpyroe

JononuurensHas nHGopManus

3. OueHka x&aja00bl

OI_IeHKa obnactu JEHUCTBUS U BAXKHOCTHU q)aKTI/I‘IeCKI/IX K IIOTCHOHUAJIBHBIX BOSI[GIZCTBHFI JKaJI0OBI

Heo0xoauMocTs HEMEIEHHBIX AEUCTBUM Ha Her

Ja Her

B03MOXHOCTL HEMENIIEHHBIX TEHCTBUI

JHa Her

B03MOXHOCTH KOMIIEHCAITUHN

4 PaccmoTpenne KaJio0bl

4.1 3anpammBaeMbie Mepbl

4.2 llpeanpuHsATHIE 1eHCTBUSA

[IpennpunsTeie necTBUS ara Nwms [Tpumevanus

[Tomatens xanoObl YBEOMJICH O
ee mpueme

O1eHKa XKan00bl

W3ydeHue xanoObl

PaccmoTpenue sxamo0sl
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HNudopmupoBanue 1o/1aTes

JKaj100b1

Koppeknus

Bepudukanusa koppekuuu

3aBepuieHUe paccMOTpeHUs
KaI0ObI
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[Tpunoxenue 4

OTu4er 1o xajnode

1. Jlata moCTyIUICHUS KaIOOBI

2. PeructpaninoHHBIH HOMEp, PEKBU3UTHI OIATENS JKAIOOBI

3. [IpuyrHBI BOSHUKHOBEHHSI JKaJT00BI

4. IlpennpuHATHIE MEPHI 10 YCTPAHEHUIO 7KaJI00bI

4.1 Onucanue mep

4.2 Kto peamuzosan (OC UCM nmm C/K Mepsl IO YCTpaHEHHIO KaloObI)

4.3 ®dakTU4ECKH CPOK peanu3alu Mep

5. Koppekrtupytromue nevictsus (K1) u npenynpexnaromue aevicrsus (I11) mo

IPEIOTBPALIEHUIO TIOCTYIJIEHUS! TOBTOPHBIX KaJl00:

5.1 Onucanue KJ[ u I1]]

5.2 OtBercTBeHHBIN 3a peanu3zanuto KJI u I1]]

5.3 5.3 [Tnanupyemsliii cpok peanuzanmu K/ u IT/1

OT4YeT COCTaBUI

(®.1.0., noanuce, gara)
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JIMCT perucTpauvy u3MeHeHH i

Ne
H3MeEHe
HUA

Jdata BHeceHust
H3MEHEHUs,
JAOIOJTHEHUS U
NPOBeCHUS PeBU3HH

Homep
JINCTOB

HIudgp
AOKYMEH
TA

Kpartkoe conep:xxanue
U3MEeHEeHHUsl, 0TMeTKA 0
peBU3NHU

®.1.0.,
NOANNCH

1

2

3

4

5 6

owN
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11.

12.

13.

14.

15.

16.

17.
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JINCT 03HAKOMJIEHHS C AOKYMCHTOM




