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MeToauka OiHIOBAHHS SIKOCTI MOCJIYT PEMOHTY
BHCOKOTEXHOJIOTIYHUX NPUCTPOIB

HaujoHanbHut aepokocmiyHul yHisepcumem im. M. €. XKykoecbKko20
«XapkiecbKkul asiayitiHul iHcmumymy

BusHaueHo kpuTepii OUiHIOBaHHSA SIKOCTi MOCRYr peMOHTYy, po3pobneHo aBoeTanHy MeToauKy
OLHIOBaHHA SIKOCTi MOCNYIN PEMOHTY, SKa CKNagaeTbCHA 3 TEXHIYHOrO KOHTPOMIO Ta OMUTYBaHHA.
ABTOpPOM po3pobeHO aHKeTY ONUTYBaHHSA. BuaBneHo HacnigkM npoBeAeHHs onTuMi3auii.
Knroyoei cnoea: sKicHa nocriyaa peMOHMmMY, Kpumepii OUiH8aHHS SKOCcmi rocriye peMoHmy,
OUiHIO8aHHS 3a0080/1€HOCMI.

BcTyn

KoxeH i3 Hac € 3apy4yHUMKOM HayKOBO-TEXHIYHOro nporpecy. Hosi TexHonorii,
3pydHa Y BUMKOPUCTaAHHI TEexXHika, ragpkeTun [OO3BOMATb HE TiflbKM poO3BaXKaTUCH,
3HaxoguTWM HOBI 3HANOMCTBa, KOXaHHs, ane 1M gonomararTb Yy CaMOBOOCKOHANEHHI,
OTpUMaHHI ocBiTU. KoxXeH Moxe y Oyab-aKy XBUIIMHY NEPEHECTUCS B iHLWWN KYyTOYOK
nnaHeTu, NOPUHYTU Y NOAOPOX KpaiHaMK Ta HaBIiTb BiABig4aTM KOCMOC.

Oitn XXI cTtopivyya — ue [itn, sKi «Hapoaunuca» i3 TeXHOMOorisMu B pykax. |3
camoro iX AWTUHCTBA TEXHOMOorii BCOAW — BIiQEOHSIHS, KOHTporep AUTAYOro CHYy,
cmapTdoH 6aTtbkiB, TBapuMHu-poboTn. CyyacHa niogvHa Tak YM iHakwe 3anexuTb Big
TEeXHikW. Ane TexHiui, 9K i KOXHi pedi, BNacTUBO BUXOOUTU 3 nagy.

lMpogecinHa Ta cBoevacHa pfdiarHoCTMKa  [OO3BOSIIE BUSIBUTU Ta BUPILLKATH
npobremy, WO 3MEHLLYE XUTTEBUN LUKIT NPUCTPOIO.

BapTto 3po3ymiTv, WO gKiCHa nocryra — Le CYKYMHICTb XapaKTepuCTUK, Lo
NiATBEPAXYOTb  BIAMOBIQHICTE HagaHOl gonomorM notpebam 3aMOBHWMKA, KMOro
OYiKyBaHHSIM, Cy4aCHOMY PiBHIO HayKM Ta TEXHOSOrIN. [HWKMMK cnosamu, Le Ta nocnyra,
gKa MOXe 3a[OBOSfIbHUTU NOTPebu | MoYaTKOBI OYiKyBaHHSI CroOXMBa4ya, a TaKoX
CMOHYKaTN OCTAHHBOrO CKOPUCTATUCHA AAHO0 MOCYrol NOBTOPHO.

Ha xanb, B YKpaiHi He iCHye KpuTepiiB, 3a SskuMN MOXHa 6yno 6 ouiHUTK AKICTb
HagaHoi nocnyrn. BignoigHO, AKWO Hemae cnocoby MPOBECTU OLIHIOBAHHSA SIKOCTI,
AKOCTi He JOTPUMYIOTBCA.

lMepiognyHa nepeBipka CTaHy TEXHOMOrYHOro obragHaHHSA, BUMIPHOBANbHUX
npunagis Ha pobounx Micuax i kBasnigikauil cniBpoOITHUKIB, a TakoX CBOeYacHe
NpoBeAEeHHS ONMUTYBaHHA 3aMOBHUKIB A03BONATL OLIHUTU Ta NiABULLNTU AKICTb HaAAHHSA
nocnyr.

OuiHIOBaHHSA AKOCTi NOCNYr PEMOHTY BUCOKOTEXHONOriYHUX NPUCTPOIB

OuiHOBaHHA AKOCTi HagaHHA MOCNYr PEMOHTY BUCOKOTEXHOMOrYHMX MPUCTPOIB
Mae cKragaTtucs i3 4BOX HanNpsMIB: TEXHIYHONO KOHTPOSKO | ONUTYBAHHS.

OCHOBHMMW 3aBO@HHAMM TEXHIYHOrO KOHTPOMIO B HagdaHHI MOCIYr PEMOHTY,
HanawTyBaHHS | ONTUMI3auii BUCOKOTEXHOSMOMYHMX MNPUCTPOIB  MakwTb ByTu:
3abe3nevyeHHs BUCOKOI AKOCTi HagaHWX MNOCNyr, HadiMHOCTI NPUCTPOIB, WO 34al0TbCA B
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eKkcnnyaTauito, Ta BUKMOYEHHS MOXITMBOCTI onniatv pobiT, BUKOHAHMX He3adoBifbHO
abo He BMKOHaHMX B3arani.

TexHIYHNA KOHTPOMb SKOCTI BUMKOHAHUX POBIT 3 PEMOHTY BMCOKOTEXHOMOFMYHUX
NPUCTPOIB CKNagaeTbCs 3 Taknx eTanis:

- BXiQHOrO KOHTPOIIO;

- [iarHOCTUYHOrO KOHTPOJIO;
- KOHTPOMo 3aKyniseni;

- BUXiQHOrO KOHTPOISIO;

- NiACYMKOBOIO KOHTPOSIO.

BxiOHul KOHMpPOsIb BUKOHYIOTL MNig Yac npuiromy npuctpoto. Mancrep nepesipse
30BHILLHIN CTaH TeXHikM Ta 1 (PyHKUiOHanN, pobuUTb BMCHOBKW MPO HasiBHICTb MEBHUX
npobnem i gedekTiB 3i CNiB 3aMOBHMKA Ta PEECTPYE Lie B aKTi MpuriomMy-nepegadi
TOBapy, AOroBOpi Ha HafaHHA NOCIyrw.

LiaezHocmuyHuli KoHmMposb BioOyBaeTbCsl 3a [OOMNOMOrOK  crnewianbHOro
obnagHaHHa (MynbTUMeTpa, ocuunorpada, nabopaTtopHOro Groka XUBMEHHSA Ta iH.).
Llen Bug KOHTpOMO gonomarae TOYHO BU3HA4MTU Npobriemy Ta po3pobuTu nnaH Ain
AN YCYHEHHS HeJoriKy.

KoHmponb 3aKynieni — nepesipka npauesgaTHOCTI AeTanen Ta CTaHy BUTpPaTHUX
mMaTepianis, NOTPIOHMX ANs HagaHHSA NOCNYT.

BuxidHuli KoHmMposib NPOBOAATL MNiCNsi BUKOHAHHA poboTu manctpom. Llen Bug
KOHTPOSIO 34INCHIOITbL Y YOTUPKU eTanu:

1) nepwa BidyarnbHa nepeBipka SIKOCTi 3aranbHOro cKragaHHA (KOMMNEKTHICTb,
NpPaBUIbHICTb CMNOMYYEHHSA Ta B3aeMOji BCiX By3niB, SKiCTb 00p0o6rieHHs1 MOBEPXOHb i T.
iH.);

2) nepesipka Npaue3naTtHOCTI MPUCTPOID, a TaKoX MOro OCHOBHUX i OAATKOBUX
YHKUIN;

3) gpyra (nNoBTOpHa) Bi3dyanbHa nepeBipka AKOCTI 3aranbHOro CknagaHHs
NPUCTPOLIO;

4) nepesipka BiONOBIOHOCTI 30BHILUHLOrO CTaHy MPUCTPOID MiCns NPOBEAEHO!
pob0oTH, 3a3Ha4YEHOI B AOKYMEHTAaU.

[Midcymkosuli KOHMPOsIb BUKOHYETLCS 3aMOBHUKOM MOCIYrM pa3oM i3 Manctpom
3a JOMNOMOroK NOBTOPHOI NEPEBIPKM Npaue3gaTHOCTI NPUCTPOID, a TaKoX NOro NOBHOIO
doyHKUiOHany, ornsay 30BHILWHBbOrO CTaHy, HasiBHOCTI HagaHWX NOCnyr BigNoOBIgHO OO
aKTy BMKOHaHMX pobiT abo gorosopy.

[ns noninweHHsa SKOCTi HagaHHA MOCNyr PEMOHTY HeOobXigHO BNPOBaKEHHS
KpUTEPIiB OUiHIOBaAHHA SKoCTi. Lle go3Bonutb nobauynTty peanbHy CUTyauito 3aBOsiKu
OLiHIOBaAHHIO HACemneHHs i 3HanTu MeToam NMonirneHHs SKOCTI.

PosrnaHemMo MOXNMBI NPUHUMNK  YNPaBIfliHHA SAKICTIO, a camMe MpoBeLEeHHSA
He3aneXHoro OUiHIOBaHHS SIKOCTI  HadaHHA MoCcnyr CepBiCHMMW  yCTaHOBaMM.
OuiHoBaHHA HEOBXIOHO NPOBOANTM B CEPBICHUX YCTAHOBAX 3@ TakKUMU KPUTEPISIMU:

= BIAKPUTICTb | 4OCTYNHICTb iHhopMaLil Npo opraHisauito;

— KOMJPOPTHICTb i JOCTYNHICTb OTPUMAaHHSA Nocnyr (MiCue3Haxo4)KeHHs, BapTiCTb
TaiH.);

— Yac OYiKyBaHHS;

-  0oBpOo3nYnMBICTb, BBIYMMBICTb, KOMMETEHTHICTb npauiBHUKIB (NpodecinHa
npuaaTHICTb);

— 3a0BOSIEHHS HAaJ4aHNMM NMOCIyramu;

— HaJaHHA NOoCnyru BiANOBIAHO A0 06YMOBMEHMX CTPOKIB.
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OuiHtoBaHHA MOXe ByTn NpoBeaeHO 3a A0MOMOroK Takux MeToAiB:

1) cnocTepexeHHs (NepeBipka CepBiCHUX opraHisauin, kBanidikauii npauiBHUKIB
Ta iH.);

2) OnNUTyBaHHSA (aHKeTyBaHHS NauieHTiB i MeAUYHUX NPaUiBHUKIB).

[Ona  BOOCKOHanNeHHs  MNOPIBHAHHA  MOKa3HUKIB  AKOCTI  BMKOPUCTOBYHOTb
CTaTUCTUYHI MeToaMN.

30iNCHUTKN OLIHIOBAHHSA SIKOCTI Haf4aHHS MOCNYr PEMOHTY 3MOXYTb:

- 3aMOBHWKM, 3aNOBHIOKYN IHTEPAKTUBHY aHKeTY Ha odiliMHMX canTax opraHisauin
abo Ha nanepoBOMY HOCIT;
- ocobu-ayauTtopm.
Akulo ouiHoBaTU  AKICTb  HafaHHA MOCHyr PEeMOHTY BUCOKOTEXHOSOTMYHUX
NPUCTPOIB Y AA@HUA MOMEHT, TO MOXHa BUSIBUTU PS4 HEOOMIKIB:
- HEeKOMMEeTEeHTHICTb, HekBarnidikoBaHICTb MaNCTPIB;
- 3acTtapine obnagHaHHs;
- HeJoTpUMaHHSA 06YMOBMEHMX CTPOKIB;
- HEeBMKOHaHHs 30060B’A3aHb PEMOHTY BHACIIQOK HACTAHHA rapaHTIMHOro BUMNaakKy.

Ha >xanb, BHacnigok BiACYTHOCTi HOpMaTMBHO-NpaBoBOi 6a3n And 34iNCHEHHSA
KOHTPOSIKO HaJaHHSA NOCYr PEMOHTY BUCOKOTEXHOSOMYHMUX MPUCTPOIB CNOXMBadi BCe
yacTiwe nNoTpannaAtTb Y CUTYyaLil, KOnn He MOXYTb BiACTOATM CBOI NpaBa Ha OTPUMAaHHS
AKICHOI NOCNyru.

HanmeHwwe, wo MoxHa 3pobutn onga noninweHHst AKOCTi, — CTBOPUTU €(PEKTUBHY
MEeTOAMKY, sika A03BONA€ po3pobniaTy i BOOCKOHaNoBaTuU cnocobu OLiHIOBaHHS SIKOCTI.
HeobxigHo pomortucs iHTerpauil 3ycunb LWOAO OLIHIOBAHHA HAKOCTIi B poboTy,
CrpsiMOBaHy Ha BAOCKOHANEHHA 06CnyroByBaHHs, — 9K Y KOXXHOMY OKpeMoMy 3akragi,
Tak i B 6inbw WwWmnpokomMy macLutabi.

OG'eKTMBHO OUHUTK SAKICTb HagaHHA NOCMYr MOXHa, BUKOPUCTOBYHOYN BanbHUN
cnoci® ouiHoBaHHA (Tabnuugs). Mpu GanbHOMy cnocobi OUIHIOBaHHSA SIKOCTI KOXEH
KPUTEPIN OLIHIOETLCHA NEBHOK KiNbKICTIO 6aniB, Nicna 4Yoro pesynbTaTu NiACYMOBYIOTb.
Cyma Bcix 6aniB BuMpaxae 3aranbHy OuiHKY nocnyrin. [ocnyry peMoHTY YMOBHO MOXHa
po34inuTK Ha Tpu eTanu: 1-1 eTan — iHiuianisauia nocnyru (NNaHyBaHHA, O3HaMOMIEHHS
i BUOIp), 2-1 eTan — HagaHHA nocnyrk (CynpoBig eTany HagaHHA nocnyru), 3-n etan —
3aBepLUeHHs HaaHHS Nocnyrn (CynpoBig eTany 3aBepLUeHHsT HadaHHSA nocnyrn). AkicTb
HagaHHS NOCNyr 3anponoHOBaHO OUiHIOBaTK 3a cTobanbHO cuctemotro: 1-i1 eTan — 41
6an, 2-n etan — 39 6anis, 3- etan — 20 6anis..

OUuiHKy «BigMIHHO» BCTaHOBIOTbH NPU BUKOHAHHI BCiX OCHOBHWUX i 4OOATKOBUX
BMMOT.

OuiHky «gobpe» BCTAHOBMIOKTbL MPU BUKOHAHHI BCIX OCHOBHUX i 4aCTKOBOrO
BUKOHaAHHSA (He MeHwe 50%) gooaTKkoBUX BUMOT.

OuiHKy «3a40BiNbHO» BCTAHOBMIOKTL MPU BUKOHAHHI BCiX OCHOBHMX | YHAaCTKOBOIO
BMKOHaHHA (MeHLwe 50%) AoaaTkoBMX BUMOT.

OuiHKy «He3ado0BifbHO» BCTAHOBMOKTL MPU HEBUMKOHAHHI OAHiel abo GinbLue 3
OCHOBHWX BUMOT.

Bucoka akicTb HagaHHA NOCnyry OUIHIETBCA 3aranbHO KinbkicTio 6anis Big 82
no 100.
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Tabnuusa
OuiHIOBaHHA 3a40BOMEHOCTI 3aMOBHUKIB HagaHMMM NOCyraMm peMOHTY
Ne . .
a/n Kputepin OuiHka, 6an
1-n eTan — IHiYianisauisa nocnyrm
1 | HagaBHicTb canty
2 | Bigrykn Ta pekomeHgauil KnieHTiB
3 | KoHTakTHa iHopMmalis
4 | Npadik poboTK
5 | HasBHicTb peknamu Tak -2
6 | HaaBHicTb cuctemMmn 3HMXOK Hi—0
7 | HasBHICTb TpaHCNOPTHOI PO3B’A3KN NOGIM3y
8 | HasaBHicTb niueHsii, nateHTy, ceptudikarta Ha 06CcnyroByBaHHsI
9 | HasBHicTb peanisauil cyMmicHMX TOBapiB
10 | HagBHicTb npancy
11 | ACOPTMMEHT CYyMiCHUX TOBapiB Hunsbka — 1
12 | baraTogyHKLUiOHanNbHICTL cepBicy (CNEKTP HagaHHA NOCnyr) CepegHa — 2
13 | KOHKYpEHTOCMPOMOXHICTb Bucoka - 3
14 | AkicTb, NOBHOTA Ta JOCTYMHICTb iIHpOpMaLii Npo 3aknag, BiamiHHO — 3
15 | MicuesHaxoKeHHs [ob6pe — 2
16 | JocTynHiCTb OTPUMAaHHA MOCNYru 3a,EI,OBIJ'.IbHO -1
HesaposinbHo — 0
Hwusbka — 3
17 | BapTicTb nocnyr CepegHa — 2
Bucoka — 1
2-n etan — HagaHHsa nocnyru
1 | BBiunvMBe cTaBneHHA nepcoHany
2 | Yac ovikyBaHHs N
3 | PosyMiHHA npobnemu Bigminto —3
4 | Weunakictb 06CnyroByBaHHs ,D,o6.pe -2
5 | CoeyacHiCTb HagaHHs nocnyrm SaﬂOB”-.'bHo -1
- : —— . HesagosinbHo — 0
6 | KomneTteHTHIiCTb i kKBanidhikoBaHICTb NepcoHany
7 | NoBHOTa (KOMNIEKCHICTb) AiarHOCTMKK
8 | HagaHHsa nocnyrm 3rigHo 3 06yMOBNEHMMY CTPOKaMu
9 | HagaHHsa foroBopy Ha Nocnyry cepBiCHOK YCTaHOBOK
10 | HasBHicTb 6€3KOLLITOBHOI A4iarHOCTUKK
11 | HagaHHA rapaHTii Ha BUKOHaHy poboTy Tak -2
12 | MoxnumBiCTb HagaHHA nocnyrn (PEMOHTY) Y MPUCYTHOCTI 3aMOBHMKA Hi—-0
13 | HagaBHicTb kamep BigeoCcnocTepexeHHs
14 | HasaBHicTb 6e3apoTtoBoi mepexi Wi-Fi
15 | HagaHHs MOXITMBOCTI NepeBipkn poboTn NpUCTPOLO/ToBapy
16 Hap,aH_Hﬂ AonaTKoBuX nocryr (HanawTyBaHHSA, NePEeHOC AaHuX, Tak—2 Hi— 0
onTMMI3adid Ta iH.)
3- eTan — 3aBepLUEHHSA HagaHHs NOCNyru
1 3a0BONEHICTb NOSICHEHHSIMU LLIOAO NPOBEAEHOT 4iarHOCTUKM BiamiHHO — 3
2 3a40BONEHICTb LBMAKICTIO BUSIBIIEHHS ManWCTpPOM Npobnemu [obpe — 2
3 3a40BONEHICTb LUBMAKICTIO BUPILLEHHS Npobnemu 3apoBinbHO — 1
4 3a0BONEHICTb pe3ynbTaToM Hes3apgosinbHo — 0
5 BuKkoHaHHs1 6€3KOLUTOBHOIO PEMOHTY Y pasi MONIOMKM NPUCTPOLO Y
rapaHTinHUN TepMiH BHACMiQOK rapaHTInHOro BMNaaky
6 PekomengyBanu 6 By BubpaHum cepBiCHUIN LeHTP? Tak -2
7 PekomeHgysanu 6 Bu BuGpaHoro mancrpa? Hi—0
8 HasaBHiCTb BaxkaHHS NOBTOPHO CKOPUCTATMCA MOCNYrow BUGpaHOro

cneuianicta y BubpaHin yctaHoBi
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BucHoBKM

[MpoBeaeHHs OuUiHIOBaHHA 3@ HaBe4EHNUMUN BULLLE KPUTEPISIMU ONOMOXE:

- NiABULWMTY SKICTb HaJaHHS MOCIYr PEMOHTY;

- CTBOPUTU PENTUHI CEPBICHNX YCTAHOB;

- nonerwuTn BUBIp CEepBICHOI YCTAaHOBM Ta MaWCTpa LUMSAXOM HagaHHA MOBHOI
iHbopMau,T;

- Ai3HaTUCA NPO peanbHi HeAONiKK Ta NnepeBarn o6CNyroByBaHHs;

- CTBOPUTU iIHGpOpMaLiNHY nnaTtgopmy;

- 3aXUCTUTKU CNOXMBa4va Ta ManucTpa Big NOMUMOK i MaxiHauin.
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MocTtynuna B pegakumio 27.09.2018

MeToanKka OlleHUBAHUS Ka4eCTBA YCJIYI PEMOHTA
BbICOKOTEXHOJIOTHYECKHUX YCTPOIiCTB

OnpeneneHbl KpUTEPUM OLIEHMBAHUS KayecTBa YCMyr peMoHTa, paspaboTaHa
[IByXaTanHas MeToAMKa OLeHMBAHUA KayecTBa YCIyrm peMOoHTa, KoTopasi COCTOUT U3
TEXHUYECKOTO KOHTpOnsi U onpoca. ABTopoM paspabotaHa aHkeTa onpoca.
OnpepgeneHbl NocneacTBUA NPOBeAeHNs ONTUMU3ALIUN.

Knrodeeble crnoea: kadyecmeeHHas ycriyea pemMoHma, Kpumepuu OUeHU8aHUs
Kayecmea ycriye peMoHma, oueHka y008/1emeopeHHOCMU.

Methodology of assessing the quality of repair services of high-tech
devices

Has been identified criteria for assessing the quality of repair services, has been
developed a two-stage methodology for assessing the quality of repair services, which
consist of technical control and survey. The author has developed a survey
questionnaire. Has been identified the effects of optimization.

Key words: quality of repair services, criteria for assessing the quality of repair
services, assessment of satisfaction.
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