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1. Ilpuém xanod n npereH3ui

XKanoba 310 - BbIpaKEHHE HEAOBOJIHCTBA JIFOOBIM JIMIIOM WM OpraHu3allUeH,
1abopaTopuH 10 MOBOAY AEATEIbHOCTH UM PE3yJIbTaTaTOB 3TOH J1abopaTopHH,
korja oxugaercs orser. [MCTOYHUK: ISO/IEC 17000:2020, 8.7]

B cnyyae BO3HHMKHOBEHHUS KAaKUX-IHOO XKajloO M MPETEeH3UH K JIeATeNbHOCTH
Keipreizcrangapra, KIMEHT MOXKET HANPaBUTh O0(QUIMANBHYIO Kajlo0y B aapec
opranuszanuu. [TucekMo MokeT ObITh HAaIpaBJIEHO JMYHO, 4Yepe3 (hakc WM 0
JIEKTPOHHOW mouTe. Bce KOHTaKTBI pa3MelleHbl Ha TIIaBHOW CTPaHULE cailTa
opranmsanuu. B coorBerctBum ¢ 3akoHOM KP «O mopsnke paccMoTpeHHs
obparmenuit rpaxxaan» oT 4 mast 2007 rona Ne 67, paccMaTpUBAaKOTCSI TOJBKO
7Ka100b1 HaNpaBJICHHbIC OPULIHUAIBHO B NMMCbMEHHOM WJIH 3JIEKTPOHHOM
¢popmare.

1.2. TpedoBanmus,
0o0paleHuIo

['paxxmanuH B CBOEM MMCBMEHHOM (3JIEKTPOHHOM) OOpaIieH!u B 00s13aTEIbHOM
MOPSIIKE YKa3bIBa€T HAMMEHOBAHHWE OpPraHH3ali, B KOTOPYIO HaIpaBIseT

npeabsiBjsieMble K MNHCbMEHHOMY (3JIEKTPOHHOMY)

MUChbMEHHOE OOpaieHue, 00 (HaMUINI0, HMsI, OTYECTBO COOTBETCTBYIOIIETO
JOJDKHOCTHOTO JIUIA, JHOO JIOJDKHOCTh COOTBETCTBYIOIIETO JIUIA, a TaKKe
cBoM (paMmiIHIO, UMSI, OTYECTBO (MOCIEIHEE MPU HAJIMYWH), TOYTOBBI ajupec,
0 KOTOPOMY JIOJDKEH OBITh HAINPaBICH OTBET, M3JIaraeT CyTh MPEIOKCHUS,
3asBIICHHUSI WJIM KaJIOOBbI, CTaBUT JIMYHYIO TOJIKUCh W JIaTy, KOHTAKTHBIN
TenedoH (JJoManTHui, MOOUITBHBIN WM pabouunii).

3asBieHue, kanoda TpakJIaHWHA IOJKHBI OBITh 00OCHOBaHHBIMH. B cimydae
HEOO0XOMMOCTH, K HUM TPUJIAraroTCs JOKYMEHTBI, TIOATBEPKIAIOIINE TOBOIBI
rpaXkJJaHUHA.

2 Perucrpanus npeTeH3ui
Bce mpereHsunm u  KanoObl, pPErHCTPUPYIOTCSI B KauecTBe BXOJAIIEH
KOPPECTIOHICHIIMH OPraHU3alMK (B MMCbMEHHOM HIIM JIEKTPOHHOM (hopmare)

1. Receive complaints

Complaint expression of dissatisfaction by any person or organization to a
laboratory, relating to the activities or results of that laboratory, where a
response is expected [SOURCE: ISO/IEC 17000:2020, 8.7].

In case of any complaints and claims to the activities of Kyrgyzstandard, the
client can send a formal coplaint to the organization. The letter may be sent
in person, by fax or by e-mail. All contacts are posted on the main page of
the organization's website. In accordance with the Law of the Kyrgyz
Republic “On the Procedure for Considering Citizens’ Appeals” dated May
4, 2007 No. 67, only complaints sent officially in written or electronic
format are considered.

1.2 2. Requirements for a written (electronic) appeal

A citizen in his written (electronic) appeal must indicate the name of the
organization to which he sends a written appeal, or the last name, first name,
patronymic of the relevant official, or the position of the corresponding
person, as well as his last name, first name, patronymic (the last one, if any),
postal the address to which the response should be sent, sets out the essence
of the proposal, application or complaint, puts a personal signature and date,
contact phone number (home, mobile or work).

The application, complaint of a citizen must be substantiated. If necessary,
they are accompanied by documents confirming the arguments of the citizen.

2 Registration of complaints
All claims and complaints are registered as incoming correspondence of the
organization (in written or electronic format) within one working day from
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B TE€UYEHHUE OJHOTO Paboyero JHS ¢ MOMEHTA IMOCTYIUICHHS.

B Tedenue 3-x paboumx mHEH »amoOa HAmpaBIsSETCS HAa PAacCMOTPEHHUE B
MOJIpa3/ieliecHne, B OTHOLICHWHW KOTOPOTO OHA TOJydeHa, JUIsl TMPOBEPKU ee
000CHOBaHHOCTU. DJTO MOJpAa3JeIeHUE B TeueHWe 3 paboymx IHEH mocie
(amekTpoHHOT0)  OOparieHus
COOOIIECHUE-YBEIOMJIEHHE O TPUHATUU
oOpareHuss K pacCMOTPEHUIO C yKa3aHMEM JIaThl M BPEMEHH TMOCTYIJICHUS,

MMOJTYYCHHA IIHUCBbMCHHOI'O HaIrpasJIACT

IPAKJIAHUHY DJJEKTPOHHOE ero

IMPHUCBOCHHOTO BXOJAIICTO HOMEpAa W  COOTBCTCTBYIOIIUX  CHPABOYHBIX

TenedoHOB.

3.Cpoxu paccMOTpeHHsI MUCHbMEHHOT0 (3JIEKTPOHHOI0) O0paleHust
[TuceMenHOe (AMIEKTpOHHOE) OOpalleHue, MOCTYNUBIIEE B OPraHU3aLHUIo,
paccmarpuBaeTcs B TeueHue 14 pabouymx AHEH CO JHS  pPErucTparuu
MMUCBMEHHOTO (2JIEKTPOHHOTO) OOpaIeHHUS.

4. Ilopsigok paccMoOTpeHMe MPeTeH3uil

[Iperen3ust paccmarpuBaeTcsi KOMHUCCHEH, B COCTaB KOTOpPOMl  BXOJIAT
PYKOBOJIUTEIU [PYruX, He BOBJIEYEHHBIX B /IeAITEJLHOCTH, CBA3AHHYI) C
JKaj000M, moapasaenenuil. IlpencenareneM  KOMHCCMM — Ha3HAYaeTCs
PYKOBOJIUTENb BBIMIECTOALIETO MOJAPA3Je/ieHUsl, B OTHOIIEHUH KOTOPOTO
noyiyueHa xaynoba. PesynmbTaTel paccMOTpeHHUs: KaloObl PETUCTPUPYIOTCS B
dopme P 7.9 _F1 PaccmoTtpenue xanoOsl.

Ecin :xaji06a siBjisieTcsi HEOOOCHOBAHHOI, TO HE3aMENIUTEIBHO TOTOBUTCS
OTBET >KaJOOUINKY C yKa3aHHUEM MPHYKH, [0 KOTOPBIM 3kajio0a Oblja mpu3HaHa
HEOOOCHOBAHHOM.

Ecim  xanob0a  mnpusHaércs  000CHOBAHHOM, TO  IOAPA3JEICHUE
HE3aMEeUINTEIHHO BBIMIOJHIET JEHCTBUS IO PACCMOTPEHHUIO, aHaIU3y U
MPUHATHIO KOPPEKTUPYIOIINX JACHCTBUM, HAIIPABICHHBIX B IEPBYIO O4Yepeb Ha
yCTpaHEHHE CaMOM >Kaio0bl, a BO-BTOPHIX HAa YCTPAaHEHUE MPUYHH, MOBIEKIITNX
3a c060it xano0y.

the date of receipt.

Within 3 working days, the complaint is sent for consideration to the
subdivision in respect of which it was received, to verify its validity. This
subdivision, within 3 working days after receiving a written (electronic)
application, sends an electronic message to the citizen notifying him of the
acceptance of his application for consideration, indicating the date and time
of receipt, the assigned incoming number and the corresponding reference
phones.

3. Deadlines for consideration of a written (electronic) appeal

A written (electronic) appeal received by the organization is considered
within 14 working days from the date of registration of a written (electronic)
appeal.

4. Procedure for consideration of claims

The claim is considered by the commission, which includes the heads of
other departments not involved in the activities related to the complaint.
The chairman of the commission is the head of the higher division in respect
of which the complaint has been received. The results of the complaint
review are recorded in form P 7.9 _F1 Complaint review.

If the complaint is unfounded, is immediately prepared the answer to the
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 itself, and secondly at eliminating the causes,
which gave the complaint.
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[To pesynpTaram mnpoBeAEHHON pPabOTHI MpejacenaTenb kKomuccuu rotoBuT Based on the results of the work carried out, the chairman of the commission
OTBET B MUCBMEHHOW (opMme, opopMIICHHBIN OT JIMIA BBICIIErO PyKOBOJCTBa prepares a written response, drawn up on behalf of the top management of
OpraHu3aluM, U TPy He0OXOIMMOCTH, IPYTUe CONPOBOAMTENbHBIC TOKyMeHThI. the organization, and, if necessary, other accompanying documents. The
[TcbMO-0TBET perucTpuUpyercsi B KadecTBE HMCXOJIsIeH KoppecrmoHiaeHimu response letter is registered as outgoing correspondence of the organization.

OpraHu3aIiy.



