JlabopaTtopwust HaunoHanbHbIX 3TanoHoB  LICM npu M3 KP | N3paHne Ne 2 Edition # Laboratory of national standards CSM under ME KR
[ata BBeaeHus 25.02.2020 Date of issue )
P79 MpeTeHsnn CTtpaHuua 1u33 Page P79 Complaints
Onodpeno/ Ne uznanusi/ | Ne u3aMeHEHHBIX pa3aeson/
Approved Edition # Modified paragraphs #
25.02.2020 4 Ph. 2, 3




JlabopaTtopwust HaunoHanbHbIX 3TanoHoB  LICM npu M3 KP | N3paHne Ne 2

[ata BBeaeHus

P79 MNpeTteH3un CTtpaHuua

25.02.2020 Date of issue
2un33

Edition # Laboratory of national standards CSM under ME KR

P7.9 Complaints

Page

1. IIpuém xan0d u npereH3ni

B cnydae kakux-nmbo kano0 u MPEeTeH3WH K JeSATeNbHOCTH KaTuOpPOBOYHBIX
nabopaTopuii, KIMEHT MOXKET HaIllpaBUTh O(DUIMAIBHYIO MPETEH3UIO B aJipec
opranuzanuu. [IMcbMO MOXKET OBITH HANpaBIEHO JUYHO, Yepe3 (akc WU IO
AJIEKTPOHHOU TouTe. Bce KOHTaKThI pa3MelleHbl Ha IJIaBHOW CTpaHMIIE caiiTa
OpraHu3aIyH.

MHorue KIMEeHTHl HE TPEICTaBISAIOT KajJoObl B NHCBMEHHOH (opme, HO
BBIPQ)XAIOT UX B YCTHOW (popme. DTaloHHbIE JIAOOPATOPUU UMEIOT CIIELUAIBHO
pa3paboTaHHyr0 (HOpPMY JUIS PETUCTPALUU YCTHBIX NMPETEH3UH, KOTOPHIE MOTYT
OBITH OOPMIICHBI aHOHHMHO.

2 Perucrpanusi npeTeH3ni

Bce mnpereHsunm u kanoObl, OTHOCSIIMECS K JEATEIBHOCTH 3TaJOHHBIX
nabopatopuii, MocTynaroume Kak B oQpUIHaIbHON, Tak U B ycTHON ¢dopme (P
7.9 _F1 VYcrHas mpeTeH3Wii), PETHCTPUPYIOTCS B IKypHalIe BXOIAIICH
KOPPECHOH/ICHIIMM OpraHu3allid W HamNpaBisSIOTCS Ha paccMOTpEHUEe B
MOJIpa3/ieIeHue, B COCTaB KOTOPOTI'O BXOSAT ATAJOHHBIE JIAOOPATOPHUH.

Ilocne peructpanum B XKypHajle BXOISLIEH NTOKYMEHTAllUU MOJpa3feiIeHus,
MMCBbMO HAIpPABJSIETCSI B COOTBETCTBYIOUIYIO JSTaJOHHYIO JIaDOpaTOpHUIO C
YCTaHOBJIEHHEM CPOKa pacCMOTPEHUS.

Cpox paccMOoTpeHHUs KaIoO/peTeH3nil cocTaBisieT He OoJiee 30 KajaeH apHbIX
JTHEN.

3 PaccMoTpeHue npeTeH3uil

[IpereH3ust paccmarpuBaeTcss KOMHCCHEH, B COCTaB KOTOPOH BXOJIAT
PYKOBOIMTEIU APYIrUX, He BOBJIEYEHHBIX B [1eSATEILHOCTH CBA3aHHYIO C
JKano0o0i, JaGopaTopuii M HAYaJbHMK YNpPaBJEeHUS MeTPOJIOTHH.
PesynbpTaThl paccMOTpeHus: xaloObl peructpupyrorcs B ¢opme P 7.9 _F2
PaccmoTpenmue kanoOsl.

Ecau kanoda siBjasieTcsl He000CHOBAHHOM, TO He3aMEIIUTEILHO TOTOBHTCS

1. Receive complaints

In case of any complaints and claims to the activities of calibration
laboratories, the client can send a formal complaint to the organization. The
letter can be sent person, by Fax or e-mail.

The client may send a formal complaint to the organization. The letter can be
sent in person, by fax or by e-mail. All contacts are available on the main
page of the organization’s website.

Many clients do not submit complaints in writing, but express them orally.
Laboratory of national standards has a specially designed form for registering
oral claims, which can be issued anonymously.

2 Registration of complaints

All claims and complaints related to the activities of laboratory of national
standards, received both in official and oral form (P 7. 9_F1 Oral
Complaints), are registered in the journal of incoming correspondence of the
organization and sent for consideration to the division that includes reference
laboratories.

After registration in the log of incoming documentation of the Department,
the letter is sent to the appropriate reference laboratory with the
establishment of the review period.

The period for consideration of complaints / claims is no more than 30
calendar days.

3 Claims handling

The claim is considered by the Commission, which includes the heads of
other laboratories that are not involved in the activities related to the
complaint, and the head of the Metrology Department. The results of the
review of the complaint are registered in the form P 7. 9 _F2 review of the
complaint.

If the complaint is unfounded, is immediately prepared the answer to the
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OTBET KaJOOIIMKY C yKa3aHHEM MPHYMH, TI0 KOTOPBIM kajio0a ObuIa MpU3HaHA
HEOOOCHOBAHHOM.

JKaji00a NPU3HAéTCs nabopaTopus
HE3aMEUIUTEIBHO BBIMOMHIET JACHCTBUS IO PACCMOTPEHUIO, aHAIU3y |
NPUHATHIO KOPPEKTHPYIOMINX U MPEAYIPERNAIOIMNX ICHCTBUN, HAIPABICHHBIX
B TIEPBYIO OdYepenb Ha YCTpAaHEHHE CaMOH JKalnoObl, a BO-BTOPHIX Ha

Ecan 000CHOBAHHOIA, TO

yCTpaHEHHE HECOOTBETCTBYIOIIEH pabOThI, MOBJIEKILEH 3a OO0 Kanooy.
PesynpTaThl NpeIIpUHATBIX  KOPPEKTHPYIOLIMX  JAEHCTBUM  0100pstoTCs
PYKOBOJIUTENEM 3TAJIOHHBIX JIAOOPAaTOPUl M PYKOBOAUTENIEM YIIpaBICHUS
METPOJIOTHH.

ITo pe3ynbraTam mpoBeAEHHONW PabOTHI PYKOBOAMTENH J1a0OPATOPUU TOTOBHUT
OTBET B MUCHbMEHHOUN (PopMe U, P HEOOXOAUMOCTH, IPYTUe COMYTCTBYIOIINE
JOKYMEHTHI (Hampumep, NMpH HAJIWYUK OIMOOK B BBLAAHHBIX cepTU(]UKaTax
KaJMOpPOBKM - HOBBIE CePTU(UKATHI KaTMOPOBKH, 3aMEHSIOIIUE BBIAAHHBIE).
[TucbMO-OTBET perucTpupyercs B JKypHAIaX MCXOISMICH JOKYMEHTAIUH
OpraHU3alHH.

complainant with an indication of the reasons for which the complaint was
declared unfounded.

If the complaint is valid, the laboratory immediately performs investigation,
analysis and corrective and preventive actions, aimed primarily to
eliminating the complaint, and secondly to the elimination of non-
conforming work, which gave the complaint.

The results of the corrective actions taken are approved by the head of
laboratory of national standards and the head of the Metrology Department.

According to the results of the work done, the head of laboratory prepares a
response in writing and, if necessary, other related documents (for example,
if there are errors in the issued calibration certificates - new calibration
certificates replacing the issued ones). The letter of reply is registered in the
journals of outgoing documentation of the organization.



