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Abstract: The article clarifies what content is included in the concept of quality of repaired machines and 

repair services and what is the essence of this concept. The main reasons for ensuring a high level of quality are 

relevant and important for modern repair production and repair services offered. The importance of the connec-

tion between business, management, machine repair processes, quality and reliability of repaired machines and 

offered repair services is presented. The principles that reflect the diversity in the understanding of the concept 

of quality of the repair service, as well as its perception are indicated.   
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INTRODUCTION 

In today's conditions of growing competition on a global scale, quality issues are among 

the most actual and important issues of any company and activity. Improving the quality of 

products and services is one of the main directions in the development of technical progress 

and successful implementation of products and services [1, 2]. Achieving high quality prod-

ucts and services is not only an economic and technical issue, but it also has a social aspect.  

Quality is an important factor in raising living standards, economic, social and envi-

ronmental safety. It is a complex concept that characterizes the efficiency of all aspects of re-

pair production. The problem of ensuring a high level of quality of products and services is 

and remains relevant. It is a strategic problem, the solution of which depends on the economic 

stability of each country [3, 4, 5].  

The purpose of the article is to clarify the concept of quality of repair services. 

STUDY OUTLINE  

The repaired machine is a product of the repair production and must have a certain level 

of quality. The repair of machines is a type of service, because its implementation does not 

create a new product. In other words, there is no new machine, but only the repaired machine 

with a fully restored resource. In this sense, services are defined as intangibly dominated 

products, the result of the application of certain efforts to people and objects. At the beginning 

of the twenty-first century, services occupied an increasing place worldwide, where 80% of 

the workforce was employed in this field. Bulgaria is not an exception; services also increase 

their share in the gross domestic product and become a major source of income for the popu-

lation [5, 6, 7, 9, 10]. 

The growth of the market of repair services and the competition require an effort in the 

direction of improving their quality. The oversaturated market creates more and more de-

manding and demanding customers. They are looking for reliable repaired machines and ser-

vices that will meet not only their requirements, but also ideas. The high quality of the offered 

repair services makes the company more competitive, resistant to crises and increases its mar-

ket share. 

The main reasons why ensuring a high level of quality is relevant and important for 

modern repair production and repair services are: 

 Quality is a key element for the purchase of the repaired machine or service from the 

consumer's point of view. You are more likely to lose orders due to a low level of quality than 

from excessively high prices;  

The quality is comprehensive. Companies carry out many different activities to com-

pete. Quality management systems offer a set of actions covering all phases of the production 

process (marketing, planning, personnel, innovation, technology, etc.) to stay on the market; 

 Quality is the main tool for reducing costs. It is always cheaper to repair the machine 
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the first time than to fix it afterwards; 

 Quality strengthens the company's position in the market. In a market economy, the 

level of quality of repair products and services is decisive in competition;  

 Quality is important not only for repair production, but also in marketing, development, 

service, etc. 

It should be noted that the concept of service quality is multifaceted. It includes the 

quality of the organization, economic calculations, the technological process of machine re-

pair, environmental parameters, socio-psychological relations, ethical norms, legal, political 

relations and more. Each component contributes to the level of quality of the services provid-

ed [1 - 4]. According to experts, the quality of the repair service depends on the capabilities of 

the company itself and is associated primarily with the idea of it.  

There is diversity in the understanding of the concept of quality of the repair service, as 

well as its perception. It is based on several different principles that reflect its diversity: 

 The quality of the repair service can be measured objectively. The objective quality of 

the service means measurable values. Differences in quality can be quantified according to 

repaired machines and repair services;  

 The quality of the repair service must be user-oriented. According to them, the quality 

of repair products is in the first place in its subjective evaluation. The subjective quality of the 

repair service is a result of the customer's perception; therefore the repair service that satisfied 

one customer may be of poor quality for another customer. Consumers have a variety of re-

quirements, repair products and services that meet these needs are determined by the highest 

quality; 

 Repair services cannot be stored, this is a result of their immateriality. They are actions 

aimed at making the inoperable machine operational, they cannot be touched, tasted or 

smelled, nor can they be possessed; 

  In terms of cost-effectiveness ratio, the quality of repair services is manifested through 

cost and price. Quality repair products and services perform a certain function at an affordable 

price, and also meet the standards at reasonable costs. 

The quality of the repaired machine and offered repair service are interrelated, but at the 

same time they have a big difference. While the quality of the repaired machine depends on 

its characteristics, the service can be interpreted as a process from the first contact with the 

customer to the feedback on the use of the repaired machine by this customer. That is why if 

we want to determine whether a company provides quality repair services, we must follow the 

whole process. 

 

Quality 

staff Quality 

processes  

Quality 

services  

Satisfied 

customers 

Good 

results 

Quality 

management 

 

Fig. 1 Connection between business, management, processes, quality and reliability  

of the repaired machines and services 



Agricultural, Forest and Transport Machinery and Technologies (ISSN: 2367– 5888) 

Volume VIII – Issue 1, 2021 

 

- 17 - 

The quality of the repaired machines and offered services is directly dependent on the 

material and technical base of the repair production, the level of technology, the organization, 

the material and technical supply and the realization. It depends to a large extent on the quali-

fication of the managerial and executive staff. Such a view orients us to the understanding that 

the quality of the repaired machines and repair services is a function of the quality of the pro-

cesses on the basis of which the repair service is created as shown at Fig.1.  

They, in turn, are the result of the quality of the system within which the machines are 

repaired. The environment in which the system operates plays a huge role in the quality of the 

system as a whole. Improving the quality of repaired machines and services is a complex and 

multifaceted process of great importance which reflects the efficiency and competitiveness of 

repair products on the market. 

The business and management are strongly connected to the quality and reliability of 

the repaired machines and services within conditions of developed economic market. Modern 

practice shows that there can be no successful business without high quality and reliable 

goods and services. Business is the activity of making a profit from the production or trade of 

goods and services. The profit of the business depends on the marketability of the products 

from repaired machines and repair services. The ability of the product to be sold on the mar-

ket is determined by its quality. The first thing that needs to be clarified when talking about 

the quality of repair services is what it is and what content is included in this concept. In order 

to be able to talk about the quality of the repair service, the service potential of the company, 

the service process and the results of the provided repair service are important. The service 

potential of the company includes the capabilities of the person (managers and workers) and 

the infrastructure of the company. The service process refers to the performance of the repair 

service provided, ie how quickly the service is provided. The results of the provided repair 

service are the perception of the customers. Since the purpose of the provided repair service is 

to create customer satisfaction, the quality of the service should be measured in a customer-

oriented way [5, 6, 8]. 

Quality as a philosophical category expresses the inseparability of the existence of the 

object from its essential definition. It is related to the object as a whole, expressing its essence 

and is inseparable from it. Quality is relative, it is determined for a given period of time, 

changing for different periods. 

The concept of quality has been studied since Aristotle in the third century BC. He de-

fines it as differences between objects or a division of the principle of "good and bad". Hegel 

defines quality as identical with the definiteness of being, therefore, something ceases to be 

there when it exists, if it has lost its quality. Schuhart believes that quality is composed of ob-

jective physical characteristics and the subjective side (the perception of these things). Ac-

cording to Ishikawa, quality is a property that really satisfies consumers. In Chinese, the char-

acter for quality consists of two elements, "equilibrium" and "money."  

According to the ISO 9000 standard, "Quality is the set of properties and characteristics 

of a product related to its ability to meet agreed or anticipated needs".  

For the Japanese JIS standard, "Quality represents all the characteristics and perfor-

mance of a product or service that can be evaluated to determine whether the product or ser-

vice meets the purposes of its use." 

In BDS "Quality is a set of properties of the product, determining its suitability to meet 

certain needs in accordance with its purpose."  

All understandings and standards define quality as a set of properties that meet the 

needs and / or requirements of users. The satisfied consumer repeatedly returns to buy again 

and again the desired quality repair product or service, in other words, "Quality is the product 

that is not returned to you, but the consumer returns to buy it again."  
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What has been said so far about the quality of repair services can be summarized 

through the key quality criteria, namely customer satisfaction, consumer satisfaction. Con-

sumer needs are diverse and complex. Depending on the cultural level, they express different 

needs that can be identified or anticipated. Satisfied customer requirements increase sales, 

improve reputation and expand the market share of the repair company [5 - 10]. 

The quality of the repaired machines or services is a result of the activity of a separate 

repair company, but the specific assessment of the quality is given by the external environ-

ment by the user of the repaired machine or the repair service. This makes quality a subjective 

concept. In this sense, whatever the vision of a repair company, it is important the customer's 

assessment of the quality of the repair service. This is the most important point in the philoso-

phy of quality and should be taken into account by anyone involved in providing repair ser-

vices. 

CONCLUSIONS 

1.  It is clarified what content is included in the concept of quality of repaired machines 

and repair services and what is this concept. 

2.  The main reasons for ensuring a high level of quality are relevant and important for 

modern repair production and repair services offered. 

3.  The importance of the connection between business, management, machine repair 

processes, quality and reliability of repaired machines and offered repair services is presented. 

4.  The principles that reflect the diversity in the understanding of the concept of quality 

of the repair service, as well as its perception are indicated. 
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