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NPEAUC/TIOBUE

Hactoswmii  OoKyMeHT  pa3paboTaH  OTAenoMm
Paszutna CMK un uHdopMaLMoHHOro obecneveHus
Accoumaumm no ceptudmkaummn «Pycckuii Pernctp»
(PP) n ytBepxaeH ampekTopoMm PP (npotokon N@
037.06 ot 24.08.2006r.)

[OoKyMeHT ABNSAETCH HOPMaTVBHbIM
LleHTpanbHoro odwca, noapasaenexHumin PP,

ans

HacToawmin AOKYMEHT SBMSIETCA MHTENNEKTYasIbHOM
COBCTBEHHOCTBIO PP. MNepeneyaTka,
pacnpocTpaHeHWe WM UCMOJSb30BaHWEe  AAHHOro
[JOKYMEHTa WM €ro Yyacreil BO3MOXHO TONbKO C
pa3peLueHuns PP.

FOREWORD

This document created by QMS Development and
Information Support Department of Certification
Association “Russian Register” (RR) and approved by
RR director (Report No 037.06 of 24.08.2006)

This document is a normative document for Central
office and locations.

This document is intellectual property of RR.
Reprinting, circulation or using of this document or
any of its part available only by RR authority.
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1. Uenm

1. Purposes

PP npuvHumaer Ha ceba obszatensctBa no
3(PEKTUBHOMY W Pe3yNbTAaTUBHOMY YMPaB/IEHUIO
NpeTeH3nsIMM 1 anenngumsMu. DTOT  npouecc
ABNSAETCA  BaXKHbIM  MHCTPYMEHTOM  3alUuThl
KnveHToB PP m apyrux  nonb3oBaTenen
cepTudmKaumMm OT  OWMBOK,  YMYLLEHUA WK
He0b0CHOBaHHbIX AEVUCTBUM.

RR commits obligations on efficient and effective
control of claims and appeals. This process is an
important instrument of protection of RR clients
and other users from mistakes, deficiencies and
unmotivated actions.

2. O6nactb npyuMeHeHUs

2. Scope

NPEeTEH3UM OT:

+ noTpebutenein ycnyr PP, a Takxke Apyrux
3aMHTEPECOBAHHbIX CTOPOH;

+  VHbIX CEPTUDUKALMOHHbBIX OpraHn3aLunii;

+  OpraHoB MO aKKpeauTauumu;

+ TocynapCTBEHHbLIX OpraHoB YrpaBieHus,
CTPaxoBIUMKOB, APYrUX OPUANYECKUX W
huUsnyeckux numu;

claims submitted by:
+ customers of RR services and other
interested parties;
+  other certification bodies;
+ accreditation bodies;
« governmental bodies, insurers and other
legal entities or private individuals;

anennsauum oT:
+ notpebutenen ycnyr PP.

appeals submitted by:
+ customers of RR services.

NPeTeH3unM B aApec [ApYrux opraHusauni, c
KOTOpbiMM PP B3auMMoAeNcTBYET B paMKax CBOWX
(byHKUMIA 1 NONHOMOUMIA U B aapec notpebuTenei
ycnyr PP.

claims to other organizations whom with RR
interacts on its functions and authorities and to RR
customers

Mpoueaypa SBASIETCS  OTKPbITbIM  HOPMATMBHbBIM
AOKYMEHTOM [Nl BCEX 3aMHTEPECOBAHHbIX CTOPOH.

The Procedure is an open normative document for
all interested parties

KOHTpOsbHbI aK3eMnnsap Mpoueaypsbl
yrpaBnseTcs, COrNlacHo TpeboBaHUaM,
YCTQHOBJIEHHbIM B
HO N2 005.02-201, [lpoueasypa ynpasneHus

BHYTPeHHUMU AoKyMeHTamu CMK.

Controlled copy of the Procedure shall be controlled
according to the requirements specified in
ND No. 005.02-201, Procedure for QMS Internal
Document Control.

3. HopMaTtuBHbIE CCbIJIKM

3. Normative references

HacTosias Mpoueaypa paspaboTaHa B
COOTBETCTBMM C  TpebOBaHWSMU  Cleaytowmx
HOPMATVBHbIX JOKYMEHTOB:

The procedure has been developed in accordance
with the requirements specified in the following
normative documents:

ISO/PAS 17003:2004 - OueHka COOTBETCTBUS.
XKanobbl 1 anennauun. MpuHUMnbl 1 TpebosaHus

ISO 10002:2004 - MeHemKMEHT KayecTBa.
YnoBneTBOpEHHOCTL MoTpebuteneil. PykoBoacTBo
no obpalleHuto ¢ xxanobamu B OpraHu3aumsx.

MCO/M2K 17021:2006 — OueHKa COOTBETCTBUS.
TpeboBaHusl K opraHaM, OCYLUECTBASOWNUM ayauT U
CepTUPUKALIMIO CUCTEM MEHEKMEHTA.

ISO/PAS 17003:2004 - Conformity assessment.
Complaints and  appeals. Principles  and
requirements

ISO 10002:2004 — Quality management. Customer
satisfaction. Guidance on processing of complaints
in organizations.

ISO/IEC 17021:2006 — Conformity assessment.
Requirements for bodies providing audit and
certification of management systems.
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4. TepMMHbI, onpeaeneHns n
COKpalUeHus.

4. Terms, definitions and abbreviations

MpeTeH3usa - 3asB/IeHNEe O HEeYAOB/IETBOPEHHOCTH
KayeCTBOM BbIMOJSIHEHHbIX paboT/ycnyr.

MpuMepbl: Hecornacve c pesynbTaTaMy MPOBEPKY,
C  [encTBMAMWM  3KCMEpPTOB,  MpeTeH3ust Mo
cobn0aeHNI0 CPOKOB OKa3aHUs YCiyr u T.4.
Anennsuma — Hecornacve OpraHuzauum C
peLueHnem no ceptudmkaumu.

PP - Accouvaums no ceptudukaumm «Pycckuii
Perncrp»

LlO PP - LleHTpanbHbii odmc Accoumaumm Mo
cepTuduKaumn «Pycckuii Peructp»

Claim is a statement of dissatisfaction with the
quality of RR works/services.

Example: disagreement with the results of audit,
actions of auditors, claim on non-observance of
terms of service provision.

Appeal is disagreement with certification decision.

RR — Certification Association “Russian Register”

RR HO - Head Office of Certification Association
“Russian Register”

B HacToswen Mpoueaype npuvBeAeHbl TEPMUHBI U
onpefieneHnsi, NpPeACTaBeHHbIE B HOPMATUBHbIX
JIOKYMEHTax, YNoMaHYTbIX B pa3fene 3.

This Procedure contains terms and definitions
presented in normative documents, mentioned in
chapter 3

5. Mopsaok ynpasneHus

5. Procedure of Claim Processing

npeTeH3nussMmn
Ons  uckIloueHuss  MocTynneHus npeteHauid B | To avoid receiving of claims related to RR activities
OTHoweHun pestenbHoctn PP, nepcoHan PP | the RR personnel shall carry out RR works/deliver

BbINOSHAET paboTbl / ycnyru PP B cOOTBETCTBUM C
TpeboBaHusaMM Kopekca 3TMKM U COOTBETCTBYIOLLIMX
HOPMaTMBHbIX AOKYMEHTOB PP, a Takxe BbINOSHAET
[EeNCTBUSA, HanpaB/ieHHble Ha npeaynpexaeHve
BO3MOXHbIX TMpeTeH3uin (T.e. O0b6HapyXeHne w
YCTpaHeHME NpUYMH BO3MOXHbIX MPETEH3MUN).

RR services in compliance with the RR Ethical Code
and other relevant RR normative documents. They
shall also work on preventing possible claims (i.e.,
shall identify and eliminate causes of possible
claims).

B cnyyae noctynneHuss npeteHsum B agpec PP,

ynpaBfieHne  MpeTeHsnell  Npou3BOAWUTCS B
COOTBETCTBUM C Tpe6oBaHMAMMU [JaHHOM
npoueaypbl. oa  ynpaBfeHWEM  MpeTeH3unel

MoHMMatoTCs  AencTBus PP, npeanpuHsTble ans
obecneuyeHns TOro, 4to 3asBfeHHas B agpec PP
npeteH3uns apdekTnBHO obpaboTaHa, He nNoBaMseT
HeraTMBHO Ha KayecTBO YCNYr U HE HaHeceT ypoHa
penyTauuu PP. YnpaBneHue npeTeHsuel BKIoYaeT
perucTpaumio, aHanumsa npeTeH3un 1 nocneayrolme
[ENCTBUSl, COOTBETCTBYIOLUME pe3ynbTaTaM €e
aHanusa.

If the RR receives a claim, the claim shall be
controlled in accordance with the requirements
hereof. “Control of Claims” means measures, which
the RR undertakes to ensure that the stated claim
is effectively processed and will not negatively
impact the quality of the services and will not harm
the RR reputation. Claim control shall include a
claim’s registration, review and the subsequent
actions adequate to the results of the review.

5.1. BxopaHble AaHHbIE NpoLecca
yrnpaBJ/ieHUs1 NpeTeH3UsAMMU.

5.1. Inputs of the Control of Claims Process

5.1.1. MocTynneHne MpeTeHsuin 0T  BHELLHWX

MCTOYHUNKOB.

5.1.1. Claims received from external sources

MNpeTeH3nn, nocTynawowme B agpec PP ot
notpebutenen npoaykumn [/ ycnyr, OpraHoB
[OCynapCTBEHHOrO  YMNpPaBfEHWS, CTPaxXOBLUMKOB,
ApYrMx cepTU@UKaLMOHHBIX OPraHOB W OpraHoB Mo
aKKkpeauMTaumMM K npeTeHsuMsaM B agpec PP ot
BHELLUHUX MCTOYHUKOB.

Claims against the RR received from customers of
RR products/services, from governmental bodies,
from insurers, from other certification bodies,
accreditation bodies are considered external claims.
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MpeTeH3Mn OT BHELWHMX UCTOYHMKOB AO/MKHbI 6biTh
3aperucTpupoBaHsl " He3aMeaIuTeNnbHO
HanpaBfieHbl B LleHTpanbHblli oduc, B agpec
pykosoacTtea PP.

After being registered external claims shall be
immediately forwarded to the Head Office,
attention of the RR management.

PP noaTBepXAQeT MOSyYEHUE TNPETEH3UM U, B
AanbHelweM, coobluaeT nofaTento MpeTeHsun o
Xoae paboTbl U AOCTUrHYTOM pesysbTaTe.

RR confirms receiving of claim and informs the
applicant of claim on the progress and result
achieved

MNonyuns npeteHsuio, PP onpeaenseT, kacaeTca nu
[laHHasi MpeTeH3ns cepTUdMKALMOHHBIX AEUCTBUN,
3a KOTOpble OH OTBEYaeT, N ecnn Aa, TO HaunHaeT
paboTy C HeMl.

Upon getting a claim RR determines whether this
claim relates to certification activities he is
responsible for, and if yes, begins work with it.

Ecnum npeTteHsus kacaeTca CepTUGULMPOBAHHOMO
KMeHTa, TO Mpu MpOBEPKE MPETEH3UN [AO/MKHA

If a claim relates to a certified client then during
claim’s inspection its certified management system

paccMaTpuBaTbCs pe3ynbTaTUBHOCTb ero | is to be considered.
CepTUDOULMPOBAHHOW CUCTEMbI MEHEMKMEHTA.
Mo nobo npeTeH3un B oTHoweHun | On any claim in respect of a certified client received

CepTUPULMPOBAHHOIO KJIMEHTA, MOCTYMMBLUEA B
PP, HanpaBngeTcd 3anpoc B agpec AaHHOro
CcepTMUUMPOBAHHOIO KIIMEHTA.

by RR, a request to this certified client is directed.

Bce npereH3uu, yKasaHHble B AAHHOM MYHKTE,
HanpaBnsoTCA B COOTBETCTBYIOLLME
noapasaenenuns LleHTpanbHoro oguca PP Tonbko B
nnUcbMeHHOM Buae (MMcbMo, akc, cooblueHne no
3NEKTPOHHOM NOYTE WK panopT).

Any claims mentioned in this clause shall be sent to
the relevant departments of the RR Head Office
only in writing (a letter, fax, e-mail or report).

5.1.2. Pernctpaums npeTeH3ui.

5.1.2. Registration of Claims

MNpeTeH3uun, nocTynueLine B aapec
noapaszeneHuns-ucnonHutTens PP, pernctpupytoTcs
W YyNpaBsiloTCs B NnoapasaesieHun — UCMOSHUTENE,
HO AO/MKHbI ObiTb HampasneHbl B LleHTpanbHbIi
odu1c No NepeoMy xe 3anpocy.

Claims received by RR executive division are
registered and controlled in executive division, but
are to be directed to the Head Office on first
request.

MNpeTeH3un, nocTynusLine B o PP,
PErncTpupyroTca U HanpasnsalOTCad  PyKOBOAUTENO
otaena/ cektopa PP, K KOMMETEHUMM KOTOPOro
OTHOCMTCS npeTeH3us. Pykosogutens otaena/
cektopa (B agpec  KOTOpOro  HanpasieHa
MpeTeH3ns) aHanM3npyeT MNPETEH3MI0 U nepenaet
€e C YKasaHMeM  [JdanbHenwux  AencTBuid
COOTBETCTBYHOLLEMY NCNONHUTENIO ans
BbINOJIHEHMSI HEOHXOAUMBIX AENCTBUN.

Claims received by RR HO are registered and
directed to the head of RR department/sector
whose competence the claim refers to. The head of
department/sector (whom a claim was directed to)
reviews a claim and directs it pointing out further
actions to appropriate executive for necessary
actions performance.
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Perncrpaums npeTeHsuii NpousBOAMTCS B XypHane
perncTpaumMm HecooTBETCTBUMM. JXKypHan MOXeT
BECTUCb Kak B TBepaoM Komuu, Tak U B
3NEKTPOHHOM BUAE, NPU 3TOM MUHUMASIbHBIN 06beM
XypHana [O/MKeH BKIYaTb B cebs cneaytoLlyto
nHgopMaumio:

+  MOPSAKOBbLIN HOMEP NPETEeH3WM;

+  WUCTOYHWUK MOCTYMNSIEHUSI NPETEH3WK;

+  HOMep [oKyMeHTa (nucbMa, dakca u T.M.),

C KOTOpbIM MOCTYNWNa NpeTeH3us;
+  TpOLEeCcC U HOPMaTMBHbIN JOKYMEHT PP, k

KOTOpbIM OTHOCUTCS MocTynuBLLas
npeTeH3us;

+ pelwleHMe Mo pesynbTaTaM  aHanM3a
NPETEH3MN: MpPETEH3US MpPUHATA WK
OTK/IOHEHa;

+  KOppeKTupylolme W npeaynpexaaolime
JencTeus;

+  OTBETCTBEHHbIi NCMOMHUTENb

KOPPEKTVPYIOLWMX W  MpeaynpexaatoLmx
JeACTBUI;

+  (bakTnueckas paTa BbIMOJIHEHMS
KOPPEKTUPYIOLLMX W NpeaynpexaatoLmx
JNeNCTBUN;

+  [IOKYMEHT, NOATBEPXKAAMOLLINIA
BbIMNOJIHEHNE KOPPEKTUPYIOLLMX 7
npeaynpexaaoLmnx AeUCTBUi;

Claims shall be registered in the Log for Registering
Nonconformities. The Log can be maintained both
as a hard and a soft copy. As a minimum the Log
shall include the following data:
+  Claim’s serial number;
+  Source of the Claim;
+  Document number (letter, fax, etc.), which
contained the claim;
+ RR process and normative document, to
which the received claim is related;
e Decision on claim’s review: whether a
claim is accepted or rejected;
+  Corrective and preventive actions;
« Responsible executer of corrective and
preventive actions;
« Actual date of implementing corrective and
preventive actions;
+  Document, which
implementation  of
preventive actions.

the
and

verifies
corrective

B cooTBeTCTBYtOWMX rpadax >ypHana oTpaxatoTcs
pe3ynbTaThbl YNPaBIEHNS NPETEH3USAMM.

The respective columns of the Log shall be filled in
with the results of claim control.
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5.2. O6pab6oTka npeTeH3uun.

5.2. Processing of claims

MpyYMHaMKM NPeTEH3WI, KaK NpaBuIo, MOryT 6biTb:

+  HECOOTBETCTBMS, LOMYyLLEHHbIE npu
BbIMO/THEHMM paboTbl/ycnyru unm
0hOPMJIEHUN [OKYMEHTA;

+  HeaAeKBaTHOCTb HOPMaTUBHbIX
[OKYMEHTOB;

+  HEealeKBaTHOCTb YyMpaBfeHns paboTou,
YCNyroin Unmn npoLeccoMm;

+  HEBbINOSIHEHNE TpeboBaHuit
aKKpeauTyloLero opraHa;

+  HecobniogeHne Kogekca aTuku;

MocTynuBLas npeTeH3us [O/MKHA 6bITb

npoaHanM3MpoBaHa PYKOBOAMTENEM

nogpasgeneHusi, B KOTOpoe OHa nocTynuna. [lpu
3TOM onpefenseTcs:

+  OTHOCMTCSl M MpEeTeH3ns K AesTenbHOCTU
3TOro WM MHOro noapasaenenHus PP;

+ WMEET nu noapasaeneHve Heobxoaumble
pecypcbl ¥ NOAHOMOYNS Ans pa3paboTku u
BHeApeHus 3(MMhEKTUBHBIX AEUCTBUA MO
npeTeH3uu (Hanpumep, npeTeH3us
nocrynuna B dununan PP, a apdekTnBHble
JENCTBMS MO  Hem  MoryT  6bITb
paspaboTaHbl MAM  BHeEApeHbl  TOJbKO
pykoBoAcTBoM PP).

As a rule claims can be caused by the following:

+ Nonconformities made while performing a
job/delivering a service or drafting a
document;

+ Inadequacy of normative documents;

+ Inadequate control of work, service or
process;

+ Failure to meet the requirements of an
accreditation body;

+  Failure to follow the Ethical Code;

A submitted claim shall be reviewed by the head of
the location, which received it. The review shall
determine whether:

+ the claim is relevant to the business of this
or other RR location;

+ the location has sufficient resources and
authorities to develop and implement
effective actions regarding the claim (for
e.g., the claim was received by a RR
branch office, however, effective actions
regarding the claim could be developed
and implemented only by the RR
management).

3aperncTpvpoBaHHasl MPETEH3Ust  aHanM3upyeTcs
PYKOBOAMTENEM MOAPA3AENEHNS C LIENbIO:

+ onpefeneHus, [NEeNCTBUTENBHO m
MpeTeH3ns  ABNSEeTCd  HeAOCTaTKOM B
pabote PP (gaHHoro nogpa3genexus PP);

+  YCTaHOBJEHMS NPUYUHDI nosiBneHus
NpeTeH3uu;

+  pa3paboTku HeobxoaMMBbIX

KOPPEKTUPYIOLLMX W MNpeaynpexaaowmx
Jencreuin PP.

The location head shall analyze the registered claim
with the view:
+  to determine whether the claim is indeed a
deficiency in the work of the RR (of this
RR location);
+  to identify what caused the claim;
+ to develop appropriate corrective and
preventive actions to be implemented by
the RR.

AHanm3 npov3BoAMTCS Ha OCHOBaHUM HOPMATUBHbIX
[IOKYMEHTOB,  onpegensowmx  TpeboBaHus K
COOTBeTCTBYlOWEN pabote wnu  ycnyre. [pu
aHanm3e npeTeH3nm HeobxoanMo paccMaTpuBaTh:

¢ NPVUYMHY MOSIBNIEHUSI MPETEH3NN;

+  B3aMMOCBSI3@aHHbIE
dyHKUMM/npouecckl/noapasaeneHms
MMEIOLLIME OTHOLLIEHME K NPETEH3UU;

+  (hMHaHCoBbIE 3aTpaThl, KoTOpble
HeobxoaMMbl ans yrpaBneHus
MpeTeH3nen;

+  NOArOTOBKY NepcoHana.

PP,

The review shall be based on the normative
documents, which specify the requirements for this
particular job or service. The following shall be
considered during claim reviews:

«  cause of appearance of a claim;

+ what are interrelated
functions/processes/RR locations, which
are associated with the claim;

« what are financial costs of controlling the
claim;

+  personnel training.

KpuTepueM AOns NPUHATUS  PELIEHUSI  ABNSIETCS
MpPaBOMOYHOCTb MPETEH3MM MO OTHOLIEHMIO K
Tpe6oBaHMsM, npeabsBIseMbIM K
COOTBETCTBYIOLLEN paboTe, ycnyre uan JOKYMEHTY
PP.

The criterion for decision making shall be claim’s
validity with respect to the requirements
established for a specific job, service or RR
document.
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PeweHne, coobuwaemMoe noAdaTento MpPETEH3NM
npyUHUMaeTcs (wnn paccMaTpuBaeTcs "
yTBEpXAaeTcs) NMMUOM(-aMK), He 3aAeNCTBOBAHHbIM
(-uMn) B NpeaMeTe NPeTEH3UN.

The decision communicated to the applicant of a
claim (is considered and approved) by a person not
involved into object of a claim.

5.3. BbixogHble AaHHblE npouecca | 5.3. Outputs of the Control of Claims
ynpasJ/ieHUsl NPETEH3UAMM. Process
B cnyyae 060CHOBaAHHOCTH npeteH3un, | If a claim is substantiated, specific corrective and

pa3pabaTbiBalOTCS M BbINOMHAIOTCS  KOHKPETHbIE
KOPPEeKTUpYIoLME W Npeaynpexaatowme AencTBusS,
HA3HAYalOTCA KOHKPETHbIE CPOKM W MCMOSTHUATENN.
Mpy 3ToM pa3spaboTaHHble KOppeKTUpylowme W
npegynpexgaioowme  AenUcTBus  AO/KHbI - BbiTb
TakuMM, 4TO6bl YCTPAHUTb MPUYMHY MOSIBNEHUS
NMPETEH3UM U UCKJIIOYUTb BO3MOXHOCTb MOBTOPHOIO
NosiIBNEHUS NOA06HbIX NPETEH3UN.

preventive actions are developed and performed,
specific terms and executives are appointed. The
developed corrective and preventive actions are to
be such that be able to eliminate to causes of a
claim and the possibility of recurrence of such
claims.

Pe3ynbTaTbl  paccnefoBaHUss U YCTPaAHEHMS
npeTeHsuii 06s3aTeNlbHO [0BOASTCA OO0 CBEAEHUS
NnoapasAeneHus-UCroNHUTENS,, K  AESATENbHOCTU
KOTOPOro OTHOCUTCS idHHas NPEeTeH3us.

The results of claim investigation and elimination
are to by obligatory communicated to the executing
location, to the activities of which the claim has
been laid.

MoapasznenenHnss PP npeacrasnaior B LO PP
nogpobHble oT4yeTbl 06 BCEX MPETEH3USX K/IMEHTOB
PP ©n npegnpuHATBIX  KOPPEKTUPYIOLUMX U
npeaynpexaaowmx AeUcTBusIX.

RR divisions present to the RR HO detailed reports
on all claims of RR clients and corrective and
preventive actions taken.

Pe3ynbTathl aHanusa u 06p660TKVI NPETEH3UN B

The written results of claim review and processing

NMUCbMEHHOM  BMAE [A0BOAATCA A0 cBedeHus | are delivered to organization which have submitted
opraHusaumu, OT KOTOpol pAaHHas npeTeH3us | the claim.

nocrynuaa.

B cnydyae HeoboCHOBaHHOCTH npeteHsuu | If a claim is unsubstantiated, the RR shall prepare
noarotaBnueBaeTcs  oduumManbHbii - oTBeT  c | an official response with the evidence proving the

JlIOKa3aTeNbCTBaMM  MpPaBUbHOCTU  IeACTBUI PP
NPUMEHMTENBHO K  C/y4yalo, YKasaHHOMy B
npeTeHsun. B oTBeTe A0MKHbI 6biTb MPUBEAEHbI

correctness of RR actions in the situation described
in the claim. The response shall have references to
RR normative documents, according to the

CCbJIKW Ha HOpMaTuBHble [oKyMeHTbl PP, B | requirements of which the work was carried out or
COOTBETCTBUU C TpeboBaHnsMK koTopbIx | the service was provided.

BbINOMHANaCk pabota unM  npepocTaensnack

ycnyra.

PesynbTaThl  MpeanpuHSATLIX  AEACTBUM no | The results of undertaken corrective and preventive
npeteHsuam  gosoaatcs Ao CeptudmkaumoHHoro | actions are brought to the notice to Certification
Cosera. Council.

MHdopMaumus o NpeTeH3nsix paccMaTpyBaETCs Npu

NPoOBeAeHWM aHanm3a CUCTEMbl MeHemKMeHTa
KayecTBa pykoBoAcTBOM PP wn Bkoyaetcsd B
oTyeTbl 06 aHanuM3e CUCTeMbl MeHemKMeHTa

KauecTBa, npeacraensiemMble B CepTUhUKALMOHHDIN
Coser.

The information of claims is considered during the
QMS reviews by the RR management and shall be
included into the reports on QMS reviews, which
are submitted to the Certification Council.

PP, coBMecTHO C nopateneM  MpeTeH3uu,
onpenensietr, 6yaer nu npegMeT MNPETEH3UN U
NMPUHATOE MO Hel pelleHne o6HapoaoBaHbl, U ecnu
[1a, TO 10 KaKoW CTEneHMu.

RR together with the applicant of a claim
determines whether the object of a claim and taken
decision are to presented to public and to which
degree.
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6. Tlopspok ynpaBneHusa
aneansaumamMm

6 Control of Appeals

Ans vucknoueHus anennsumii B agpec Accoumaumm
no ceptudukaummn «Pycckuin Peructp» nepcoHan PP
7 NpuBieEKaeMbIiA nepcoHan BbIMONHSET
paboTbl/ycnyrn PP B cooTBeTCcTBUM C TpeboBaHUsSIMK
Kogekca 3TMKM M COOTBETCTBYIOLIMX HOPMAaTUBHbIX
[OKyMmeHTOB PP.

To avoid appeals against RR, both its staff and non-
exclusive personnel shall carry out RR works/deliver
RR services in compliance with the RR Ethical Code
and relevant RR normative documents.

B cnyuyae noctynnenns anennsauum B agpec PP,

ynpaBfeHue  anennsuueid  npousBoauTCcs B
COOTBETCTBUM C TpeboBaHMAMU JlaHHOW
npoueaypbl. Mo  ynpaBneHVeM  anennsuueit

MoHMMaloTC  AencTBus PP, npeanpuHsTble ans
obecneveHnst Toro, 4TO 3asBneHHas B agpec PP
anennsumst 6yaet addekTMBHO 06paboTaHa, He
MOBMMSIET HEraTMBHO Ha KayecTBO YyCAyr M He

HaHeceT ypoHa penyTtauMm PP. YnpaBneHve
anennauuMert  BKIIOYAET  pPerucTpaumio, aHanus
anennsumm n nocneaytouiune AeNCTBUS,

COOTBETCTBYIOLIME pe3yNbTaTaM ee aHanusa.

If an appeal is received against RR, the appeal shall
be controlled in accordance with the requirements
hereof. “Control of Appeal” shall mean measures,
which the RR undertakes to ensure that the stated
appeal will be effectively processed and will not
negatively impact the quality of the services and
will not harm the RR reputation. Appeal control
shall include its registration, review and subsequent
actions adequate to the results of the review.

6.1. Anennaumum ot nortpebuteneit PP Ha
pencreusa PP.

6.1. Appeals Received from RR Customers
against RR Actions

6.1.1. BxoaHble paHHble npouecca YyrnpasieHus
anennsaumsiMmn

6.1.1. Inputs of the Control of Appeals Process

Anennaums Ha pgenctBus PP HanmpaBnsieTcs B
nucbMeHHOM Buae B LieHTpanbHbii oduc PP Ha uMsi
avpekTtopa PP.

An appeal against actions of RR shall be submitted
in writing to the RR Head Office and addressed to
the RR Director.

PP noaTBepxpaeTr nosydeHne anennsaummM m
cooblaeT nogartento anennauum o xoge pabotbl K
[OCTUrHYTOM pe3ynbTaTe.

RR confirms receiving of appeal and informs the
applicant of appeal on the progress and result
achieved

6.1.2. Perncrtpauus anennsiumi.

6.1.2. Registration of Appeals

Pernctpaumss Bcex anennsuuii npousBOAUTCS B
XKypHane perucrpaummM HeCOOTBETCTBMI, KOTOPbIN
BEAETCA B 3/IEKTPOHHOM BWUAE B OTAENE pa3BUTUS
CMK un nHdopmaumnoHHoro obecneyvenus. Mpu 3ToMm
B XypHane COOTBETCTBYIOLUMM obpasom
NAEHTUPUUMPYETCS, K YEMY OTHOCUTCS MONyYeHHas
MH@OPMaLMS - K MPETEH3UM WK K anesisuni.

Any appeal shall be registered in the Log for
Registering  Nonconformities  maintained in
electronic format by the QMS Development &
Informational Support Department. The Log shall
also include an appropriate identification whether
the received information is relevant to claim or
appeal.
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MWHMManbHBIN 06bEM XypHana AO/MHKEH BKJIHOYATb
B cebsa cneaytowyto MHboOpMaUmio:

+  NOPSAKOBbIM HOMEP anennsuuu;

+  WCTOYHWK MOCTYMJIEHUS anennsaumu;

+  HOMep JoKyMeHTa (nucbMa, dakca 1 T.n.),
C KOTOpbIM MOCTyNWNa anennsuus;

+  MpOLEeCcC U HOPMaTMBHbIN AOKYMEHT PP, k
KOTOpPbIM OTHOCUTCSI NocTynuBLLas
anennsums;

+  KpaTKoe coAepXkaHve anennsuuu;

+  KOppeKTupylowme u npegynpexaatolime
nencTeus;

+ [aTa BbINO/HEHMS KOPPEKTUPYIOLWMX U
npeaynpexaaoLmnx AeUCTBUI;

+  OTBETCTBEHHbII NCNONHNTENb
KOPPEKTUPYIOLMX W MpeaynpexaaoLmx
JeACTBUI;

+  (hakTnyeckas Aata BbINOJIHEHUS
KOPPEKTUPYIOLWMX U MNpeaynpexaaomx
JNeNCTBUN;

+ HOMEp [OOKYMeHTa, MNOATBEPXKAAOLLNA
BbINOSIHEHNE KOPPEKTUPYIOLLNX n
npeaynpexaaloLmnx AeUCTBUN.

As a minimum, the Log shall include the following
information:
+  Appeal’s serial number;
+  Source of the Appeal;
+  Document number (letter, fax, etc.), which
contained the appeal;
+« RR process and normative document, to
which the received appeal is related;
+  Appeal’s summary;
+  Corrective and preventive actions;
« Date of corrective and preventive actions
implementation;
+ Responsible executor of corrective and
preventive actions;
« Actual date of implementing corrective and
preventive actions;
+ Document, which
implementation  of
preventive actions.

the
and

verifies
corrective

B cooTBeTCTBYtOWMX rpadax >ypHana oTpaXatoTcs
pe3ynbTaThbl YNPABAEHNS aneIAUnsaMU.

The respective columns of the Log shall be filled in
with the results of appeal control.

6.1.3. O6paboTka anennsiuuni.

6.1.3. Processing of Appeals

[evicTBus no  ynpaBleHUIo MOCTYMUBLLEN
anennauMu nopydaroTcs  avpektopom PP nauuy (-
aMm), He 3aAelCTBOBaHHOMY (-biM) B NpPOBEAEHWUM
[AHHOrO ayauTa W MNpUHATUKN CepTUPUKALIMOHHOIO
peLleHms.

Actions on elimination of appeal received are
directed by RR Director to a person not involved
into this audit and taking certification decision.

[laHHOe NMLO HECET OTBETCTBEHHOCTb 3a CHOp M
MOArOTOBKY AOKYMEHTOB MO NpeaMeTy anennsumm
M UX NpeaBapuTenbHbIN aHaIu3.

This person is responsible for collection and
preparation of documents on appeal’s object and
their preliminary review.

I'IpenBapMTeanbu‘/i aHann3 anenndaumm nposoanTcs
COBMECTHO C pykoBoaAUTENEM noAapasaeneHnsa, K

KoMneTeHunun KOTOpOro OTHOCUTCA NaHHasA
anennauua, C LEeNbIO onpeaeneHnsa
060CHOBaAHHOCTU anennauuu, YCTaHOBJ1EHUA

NPUYMHBI MOSIBNIEHNS anennsiuMnM U OonpeaeneHns
HeObXOAUMBIX AEWCTBUI B OTHOLUEHWM MOSTYUYEHHOW
anennaumun. MNpu 3ToM onpeaensieTcs, MOXeT nu
anennauust 6biTb YIOBIETBOPEHA C YYETOM Mep,
NpeAnoXXeHHbIX NOAABLUMM anensisiLmio.

The preliminary review of appeal is performed by a
head of division whose competence this appeal
refers to on purpose to determine the substantiality
of appeal, to specify the cause of appeal and to
determine necessary actions in respect of appeal
received.

They shall also decide whether the appeal could be
satisfied taking into consideration the measures
suggested by the appeal’s initiators.

AHanuM3 anennsumM  npou3BoamMTcs Ha 6ase
HOPMaTUBHbIX [IOKYMEHTOB, onpeaensoLmx
TpeboBaHUS K COOTBETCTBYIOLIEN paboTte, ycnyre
WM OOKYMEHTY.

The appeal shall be reviewed on the basis of
normative documents, which determine the
requirements relevant to that type of job, service or
document.
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AnennaumMs  MOXET  HOCUTb  HEMpPaBOMOYHLIN
XapakTep, T.K. MOXEeT OblTb NoJaHa Ha 3aBeAOMO
npaBwsbHbIE JencTBus " pe3ynbTaThl
aestenbHocTn PP,

Appeal can be unsubstantiated, i.e., it could be
knowingly submitted against correct actions and
correct results of RR activities.

6.1.4. BbIXOofHble [aHHblE MpOLECCa YrpaBieHMUs
anennaunaMu.

6.1.4. Outputs of the Appeal Control Process

B cnyyae 060CHOBaHHOCTM anennsaumm
OTBETCTBEHHOE  NMUO  paspabaTbiBaeT  naH
HEO6bXOAUMBIX AENCTBUIA, OMNpeaensieT KOHKPETHble
CpokuM UM noppasgeneHve PP, OTBeTCTBEeHHOE 3a
BbINOMHEHWE COOTBETCTBYIOWIMX AencTBuiA. [pu
3TOM pa3paboTaHHble AeNCcTBUS [AO/MKHbI  OblTb
TakMMK, YTOObl YCTPAHUTb MPUYUHY TMOSIBIEHMS
anennaumMn M UCKITIYUTb BO3MOXXHOCTb NMOBTOPHOMO
3asB/IeHMs] NOAO6HBIX anefnsumi.

If appeal is substantiated, executive person
develops necessary actions plan, specifies terms
and RR division, responsible for the performance of
appropriate actions. The developed actions are to
be such that be able to eliminate to cause of a
appeal and the possibility of recurrence of such
appeals.

PaspaboTaHHble AENCTBUS U CPOKM UX BbINOSIHEHWS!
(bukcupyloTc B KypHane HECOOTBETCTBUM U
[0BOAATCA B MWCbMEHHOM Buae [0 CBeAeHus
COOTBETCTBYIOLLErO noapasgeneHus PP,
pyKoBOAWTESNb KOTOPOro HeceT OTBETCTBEHHOCTb 3a
BbIMOSIHEHWE BCEX pa3paboTaHHbIX AEUCTBUMI B
YCT@HOBJ/IEHHbIE CPOKM W MOArOTOBKY OT4YeTa O
BbINO/IHEHHbIX AENCTBUSX B aapec PP.

Actions developed and terms of their completion
are recorded in the nonconformities log and are
presented in writing to the appropriate RR division
whose head is responsible for all developed actions
fulfillment according to the terms specified and the
preparation of a report on actions performed to RR.

Pe3ynbTaThl aHanu3a v paspaboTaHHble AENCTBUS
Mo BCEM anennsauusm NnpeacTaBnsloTcs  Ans
0[00peHNS N MPUHSATUS OKOHYATENbHOMO peLleHus]
CeptudmkaumnorHomy Coserty.

Results of review and actions developed on all
appeals are presented for approval and taking
ultimate decision to the Certification Council.

MpuHsitoe CepTndmkaumoHHbIM COBETOM pELLEHME,
a Takxke pe3ynbTaTbl aHanmM3a u  06paboTku
anennauuu co CtopoHel PP B nucbMeHHOM Buae
[0BOASATCSA A0 3asBUTENS anesnnsiumm.

Decision taken by Certification Council and also the
results of review and processing of appeal by RR in
writing are communicated to the applicant of
appeal.

B cnyyae  HeO6OCHOBAHHOCTM  anennsuum
OTBETCTBEHHOE nMuo NoAroTaBNMBaEeT
obuuManbHbIi  OTBET B aapec 3asBuTens C

[l0Ka3aTeNNbCTBaMM MPaBUILHOCTU AeWcTBUiA PP
MPUMEHUTENBHO K CIy4Yald, Ha KOTOpblM 6blia
nogaHa anennsaums. B oTBeTe [AOMKHbI  6biTh
npuBeAeEHbl CCblJIKM Ha HOPMATUBHbLIE AOOKYMEHThI
PP, B cooTBeTCcTBMM C TpeboBaHMAMM KOTOPbIX
NpUHUManocb peweHne o ceptudukauum CM
opraHv3aumu.

If an appeal is unsubstantiated, RR shall produce
an official answer containing evidence of the
rightful actions of RR with respect to the incident in
the appeal. The answer shall reference the RR
normative documents, whose requirements had
governed making decision on organization's
management system certification.

MHdopMaums O  MOMYYEHHbIX  anennsumsx  Ha
JencTBua  noapasaeneHuii PP u pesynbTaTax
YNpaB/IEHNS 3TUMK anenNsaUMAMU pacCMaTpUBAETCS
npy¥ NPOBEAEHUM aHanM3a CUCTEMbl MEHEMKMEHTA
kayectBa PP pykoBoacTBoM PP 1 BKto4aeTcs B
OT4YeT 06 aHanM3e CUCTEMbI KayecTBa.

Information about received appeals against the
actions of RR locations and about the results of
controlling these appeals shall be considered during
management reviews of the RR quality
management system and shall be included into the
report on the RR quality system review.
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Ecnn 3asiButenb He yAOBNETBOPEH pe3ysbTaTaMu
paccMOTpeHust anennsuunm PP, TO OH Brpaee
nogatb  anennsauMio Ha  Jeicteus PP B
BbILLECTOSALLME WMHCTaHUMK, Takue Kak
AKKpeauTyoLLniA opraH U ApbuTtpaxkHblli cya.

If a claimant is dissatisfied with the results of
appeal’s review by RR, he shall have the right of
filing the appeal against RR actions with the higher
bodies such as the Certification Council,
Accreditation Body and Court of Arbitration.

7. MeponpuaTtua no npeaynpexaeHuro
NPUYUH MNOSIB/IEHUA TPETEeH3un U

anennauuu

7. Measures to Prevent Causes Which

Give Rise to Claims and Appeals

Ana o6Hapy>XeHUs1 U YCTPaHEHMSI MOTEHLMAbHbIX
MPUYMH MOSIBNEHMS MPETEH3MN U anennsuuin B PP
CUCTEMATUYECKUN NPOBOASTCS:
+ [epvoanyeckue nNpoBEPKM HOPMATUBHbIX
OOoKyMeHTOB PP.
+ BHyTpeHHVME NpOBEPKM  KayecTBa U
BEPTUKaJIbHbIE MPOBEPKM KOHTPAKTOB.
+ TpoBepka npaKTMKM paboTbl MepcoHana
PP.
+ [poBepka [AOKYMEHTOB, BblAABaeMbIX MO
pe3ynbTaTaM BbIMOSHEHHBIX paboT u ycnyr

The RR shall prevent causes, which give rise to
claims and appeals, by:

+ Regular audits of RR normative
documents;
« Internal quality audits and vertical

assessments of contracts;

+ Assessments of work practices of RR
personnel;

+ Reviews of the documents issued as an
outcome of RR works and services;

+ Reviews of earlier claims and appeals;

PP. + Reviews of the RR QMS and measures
+  AHanu3 NOCTyMNMBLUMX paHee MpeTeH3ui u aimed at its improvement based on the
anennsaumn. review outcomes;
« AHanuz CMK PP wun Meponpuatms no +  Technical training for the personnel in RR
COBEpLUEHCTBOBAHMIO CMK PP no locations;
pe3ynbTaTaM aHanmsa. +  Work on normative documents (proposals
+ TexHuyeckme y4yebbl C  NepcoHasioMm of RR locations on improving the RR
noapasaeneHuii PP, normative documents).
+ HopMmaTtuBHas pabota  (NpeanoxeHus
noapasaeneHuii PP no
COBEPLUEHCTBOBAHMIO HOPMaTMBHbIX
AOKYMeHTOB PP).
Mo  pe3ynbtataM aHanmM3a M obpabotkm | On the results of review and processing of

npeTeH3uu/anennaumm pykoBoacTso PP npuHumaet
peleHne o HeobxoaMMOCTN AOBECTU MHDOPMaUuio
O  BO3HMKHOBEHUW  MpeTeH3uu/anennaumm  wu
NpeanpuHATbIX  AENCTBUSX [0 CBEAEHMs  BCex
noapasaeneHuii PP 1 noapsiaHbIX opraHusauuii PP
C Uenbio COBEpLUEHCTBOBaHUSA AedaTenbHocTn PP u
npeaynpexaeHus NMOBTOPEHNS
npeTeH3un/anennsaummn.

claim/appeal RR management takes decision on a
necessity to communicate information on
claim/appeal appearance and actions taken to all
RR divisions and RR contractor organizations on
purpose to improve RR activity and prevent
recurrence of claim/appeal.

8. [Mposepku. KoHTponb

8. Monitoring and Control

BbinonHeHne pa3paboTaHHbIX KOPPEKTUPYIOLIMX U
npeaynpexaalowmnx AenNcTBUA MO MNPETEH3NUAM U
anennaumsaM n ux 3cdEKTMBHOCTb KOHTPONUPYETCS
PP.

The performance of corrective and preventive
actions developed on claims and appeals and their
efficiency are controlled by RR.

CobntogeHne ycraHoBneHHoro B PP npouecca
yrnpaBfeHuss  NpeTeH3usMM U anennsumsamm
aHanu3npyeTcs Npy NpoBeAEHUN aHanm3a CUCTEMb

kayectBa PP pykoBoacTtsom PP.

The RR management shall review how the RR
observes the RR procedure on claim and appeal
control during management reviews of the RR
quality system.
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9. OTyeTHble AOKYMEHTbI

9. Reporting Documents

XypHanbl  perucTpauMuM  HECOOTBETCTBUMM U
NnpofenaHHbIX MO HWM AENCTBUIA, B TOM YuCre,
BeAYyLIMECS B SNIEKTPOHHOM BUJE.

Logs for Registering Nonconformities and Actions
on Them (therein included logs maintained in
electronic format).

KoppecnoHaeHumsl, kacawowasica  noctynuelnx | Correspondence related to received claims and
NPeTeH3uUn 1 anennsuun. appeals.
OTyeTHble [OKYMEHTbI no pe3ynbTtataM | Reporting documents on the results of investigation

paccnefoBaHnsa NPETEH3MIN U anennsumi.

of claims and appeals.

Otyetbl O pe3ynbTatax aHanusa
MeHeKMEeHTa KayecTBa pyKoBOACTBOM PP.

CUCTEMBI

Reports on the outcomes of RR management
reviews of the quality management system.

Mpotokonbl CepTndmrkaumoHHoro CoseTa.

Protocols of Certification Council.
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