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CEPBUCHAA NOAAEPXKA
BbICOKOTEXHOJIOTUYHOI0 ObOPYJOBAHUA
SERVICE SUPPORT FOR HIGH-TECH EQUIPMENT

Ka4yecTBeHHas cepBUCcHas nopaepxka — oAHO U3 He06XoAUMBIX YC/1I0BUM 3¢ PeKTUBHON IKCryaTaumum
1 6onblioro cpoka cnyxbbl obopyaoBaHus. OcobeHHO akTyasibHa 3Ta npobnema B cpepe BbICOKUX
TEXHOJIOrUM, IFAe NMPUMEHSIOTCS He TO/IbKO TEXHUYECKU CJI0XKHbIE, HO U HepeAKO YHUKAJIbHbIE MaLUUHbI
M npubopsbl. B cBS3U C 3TUM Mbl MONPOCU/IN PYKOBOAUTENIEA M CNELUA/IUCTOB BeAyLMX NOCTaBLUKOB
TEXHOJIOTUYECKOro M UCCNIefoBaTeNIbckoro o60pyAoBaHMSA pacckasaTtb 06 opraHuMsauuMm pa6oThbl
CepBUCHOM CNyX6bl B UX KOMMNaHUSIX, OMEepaTUBHOCTU OKasaHUs MOMOLUY, NPUMEHEHUU yAANEHHOMN
ANarHoCTUKU, 06C/TY>XKMBAHUMN PErMOHaJIbHbIX KJINEHTOB.

High-quality service support is one of the necessary conditions for effective operation and
long life of the equipment. This problem is particularly relevant in the high-tech, where are
used not only technically complex, but often unique machines and devices. In this regard,
we asked the managers and specialists of the leading suppliers of process and research
equipment to tell about the organization of the service support in their companies, timeliness

of support, the use of remote diagnostics, servicing regional customers.

JaMup
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pyKo8odumeAb 2pynnbl UHKEHEPHbLX

cucmem UHKeHepHo20 omoeAa
KomnaHuu "31Tex CI16"

"InTex CII6" BHIIIONHSIET IIOJIHBIN 06beM paboT 1o
CO3/IaHUIO0 BBICOKOT@XHOJOTUYHBIX P PUSITHUI
Y MCCe0BaTe/NbCKUX LIeHTPOB — OT TeXHOJIOTH-
YeCKOTO ayJuTa U Pa3paboTKU MPOEKTHOM HOKY-
MeHTAlLUHU [0 IIyCKO-Halafo4yHbIX paboT, BBOMA
B 3KCIIJIyaTallUI0O U CePBUCHOTO 06CIy>KUBaHUS.
[TosToMy paboTa cepBUCHOM cnyx6bl "InTex CII6"
BKJIIOYaeT 1Ba HanpaByieHUs. C O HOM CTOPOHBI, B
paMKax II0JTHOTO IIMKJIa OKa3aHHUS yCayTu obecrre-
YHUBAIOTCSI 0byUueHMe MepcoHasa Iocje MOCTaBKHU
060pymOBaHHUS, TAPAHTUHNHBIN U IIOCTTAPAHTHUH-
HBIF CepBHUC U obCny>kKMBaHHe, yAaleHHAs IOJ-
nepxkka. C Ipyroi CTOPOHBI, CepBUCHOe 06Ciy-
KMBaHHe TaK>Xe pPa3sBHBaeTCsl U KaK OTAe/lIbHOe
HaIllpaBJIeHHe - eCTh KPYT 3aKa34HKOB I10 0b6ciy-
KUBAHHIO BBICOKOTE@XHOJOTHUUYHOro obopymoBa-
HUS.

KBanudukauus U npuobpeTeHHHBIHN 3a 10 1eT
paboThl OIIBIT MHXXKEeHEepPOB KOMIIAHUHU I103BOJISIIOT
OKa3bIBaTh CEPBHUCHBIE YCIYTH BILJIOTh [0 CJIOKHOTO
PeMOHTa Pa3JIM4YHOr0 TeXHOJOTUYeCKOro U HHKe-
HepHOro o6opynoBaHusi. COTPyAHUKHU CEPBUCHOM
Cny>k6Bl IIepUOAUYECKU MPOXOASAT obyueHHe U
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MOBBIIIeHHe KBATUGUKALIUH HA IIOMALKAX KOM-
MIaHUU - IPpOU3BOAUTeNeH obopynoBaHus. "InTex
CII6" Tak>Ke IMpenoCTaBisieT yCIYyry 1o o6yueHHUIO
[lepCoHAasa 3aKa34YHKa Ha TEPPUTOPUU IIPOHU3BO-
nutenen. LIIMPpOKUH KPYr MapTHEPOB CpeAH MPO-
HM3BOAHUTeNel 060pyAOBaHUS, COTPYAHUYIECTBO
C BeJyUIMMH TeXHHUYECKHMMHU BY3aMH CTPaHBI
[103BOJISIeT KOMIIAHHHM pellaTh CaMble CJIOKHBIE
3a/la4yH [0 PpeMOHTY M 06CTy>KMBaHUIO B KPaTdam-
HIxe CPOKH.

CTaHAAPTHBHIN CPOK FAapaHTHUU IPOU3BOLHU-
TeJIs - TOoJ, C MOMeHTa BBOoZia 060PyJOBaHUS B 3KC-
IIJIyaTall Mo, HO Hallla KOMIIAHHUS IIpefjlaraeT pac-
I PeHHble BO3MOKHOCTH TapaHTUHHOT0 06CIy-
SKMBAaHHUS. B TeueHHe yBeJTMUEHHOTO 1O TPeX JIeT
CPOKa rapaHTHH MH>KeHePbl KOMIIAHUH PeryIsipHO
BbI€3’KAIOT Ha IIPOM3BOACTBA U MPOBOAAT AHa-
THOCTUYeCKHe IIPOBePKH [JIsl IpefynpeskAeHH s
BO3MO>KHBIX IIOJIOMOK M HEHCIIPaBHOCTEH. ITO
II03BOJISIET HAIIMM 3aKa34HMKaM IIPOJJIeBaTh CPOK
c1y>k6bI 0b0opymoBaHUSI, Gepeub pecypchl, He [IOIY-
CKaTh Opaka U MOJIOMOK, KOTOpPble MOT'YT IIpHUBe-
CTH K OCTAHOBKE [IPOM3BOACTBEHHOMN TUHUHU HUIH
LleJI0TO MpefIpHUsATHS. 3a/jada Halleld CepBHC-
HOM CIYK6BI - 0becrieduTh CTAbUIBHYIO paboTy U
OTCYTCTBHE JOPOrOCTOSIIMX AJISI 3aKa34UHKOB IIPO-
cTOeB 060pymOBaHHUS.

3avyacTylo MacmTab HeHCIPAaBHOCTH MOXKHO
OLIEHUTbH TOJIBKO I10C/Ie Bble3[ja KBATHUPHUIIHPOBAH-
HOIO ClenuaaucTta. TeM He MeHee, MBI HCIIOJb-
3yeM U yAaJeHHYIO IIOAAeP>XKKY IIPU MOCTYIIJIEHUH
3asBKH OT 3aKa3uMKa. [IpM HATHUYUU HYXKHBIX



OIIMI B KOMIIEKTALJMH U UHTePHeT-COeJUHEeHHU
Ha MeCTe Halllu CIIeLIUaIUCTHl YAAJeHHO IIOAKIIIO-
YaIOTCS U IPOBePSIOT 060pyAoBaHUe Ha HaJTHU4YHe
nporpaMmHoro cbost/omubox. Kak mpaBuio, mep-
COHaJI 3aKa34uyHKa INPOXOJUT obyueHHe IO KypCy
Ioab30BaTeNnst 060pynoBaHHUS, HO KBaJIHUPHUKA-
LUK COTPYAHHUKOB IIOPOK HEJLOCTATOYHO AJIs TOTO,
4TO06Bl YCTAHOBUTH NPUUYHUHY HEHCIPABHOCTH,
II03TOMY YaCTh IPOrPAaMMHBIX BOIIPOCOB pellaeTcs
ymaneHHo. CPOK peaKIIMH Ha 3asiBKy 3aKa34HKa B
KoMmnaHuU "InTex CII6" cocTaBisieT OT OJHOTO 10
Tpex JHeH.

Y Hac 6071bII0M OIBIT PAbOTHI 10 06C/TY>KMBAHUIO
MH>XeHEepPHOTO U TeXHOJIOTM4YeCcKoro obopymoBa-
HUSI, I09TOMY CKJIaJ 3aMaCHBIX YacTel IO JepPsKH-
BaeTCsl 10 ONTHMAaIbHOMY COOTHOLIEHHUIO ITOTpe6-
HOCTH 3aKa3UMKOB M 3KOHOMHUUYECKOH Iieecoo-
6pasHocTH. [TI0CKONBKY KPYT MOCTaB/AsIeMOro 06o-
PYAOBAHHUS O4eHb LM POK, HellelecoobpasHo mep-
>KaTh B HAJIUYUU ab6COTIOTHO BCe 3allacHBbIe YacTH.
Ha cknape obs3aTenpHO xpaHITCS Hauboee pac-
NpOCTPaHEHHBIe U CaMble XOJOBBIe 3aMYaCTH,
a pelKHe M YHHKaJbHBle, HOMeHK/JIAaTypa KOTO-
PBIX JIJ1s1 BLICOKOTEXHOJIOTMYHOTO 060pyn0BaHU S
OOCTATOYHO WM POKa, CayKba cepBHCca 3aKa3blBaeT
1o Mepe Heo6xoqUMOCTH. Hannyne eBpOmenCKUX
[IapTHePOB I03BOJISIET JOOUTHCS IIOCTABKH HYXK-
HEBIX 3aIIaCHBIX YaCTel B TeUeHHUH CeMU JHeH.

PaboTa B perHoHax sIB/IsIeTCSI OUeHb 3HAUYUMBIM
HallpaBjleHHeM, TaK KaK KOMIAHHUS IIOCTpouIa
MJIM OCHACTHIa 00beKTHl B bosee yem 40 cybpex-
Tax P®. [I03TOMY OCHOBHOM CepPBUCHBIN L[eHTP
"9nTex CII6" pacmonokeH B MOCKBe, Ha KOTOPYIO
3aBS3aHBI BCe TPAHCIIOPTHBIE MapIIPYyTHL.
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IMHUTPHUH

JIOBII}OC

3aM. 2eHepaAbH020 dupekmopa
KomnaHuu "FMHmek AHaaumuka"

Kommnanus "MHTeK AHQJINTHKA" ITPefOCTABIISIET CBOUM
K/IMEHTaM IIOJTHBIN CIIEKTP YCIIYT OT IIPOeKTHPOBAHUS U
IIOCTAaBKHU 060PYIOBAaHUS [I0 BBIIIOTHEHH I ITyCKO-Hala-
TOYHBIX paboT U II0C/IeIYIOIIero FapaHTUIHOIO U I10CT-
rapaHTHUIHOrO0 06C/Ty>kMBaHUS. TaKOK YPOBeHb CepBHCa
MO>KHO OKa3bIBaTh TOJIBKO ITPU HATUYIHUU COOCTBEHHOM
TeXHHYEeCKOH CJTY>KObI, yKOMITTIEKTOBAHHOK ITPOdeccHo-
HaJIBHBIMH aTTECTOBAHHBIMHU CIIELIHAIUCTAMH, CIIO-
COOHBIMU pelINTb pasHooOpa3Hble 3ajaul MOHTaXa,
HaCTPOMKH U PeMOHTA [IOCTaBJIs1eMOro 060pyA0oBaHUS
U CHCTEM.

Obnagas cTaTtycoM ASP (opuIIHATBHOTO CepBHCHOTO
MapTHepa) psifia 3apybeskHBIX KOMIIAHHUH, OTPOMHOe
BHUMaHHe yJe/nseM KauyeCTBY 06CTy>KMBaHHUS. MBI
IIOHMMaeM, YTO UeM JIy4Ille BBIIIOIHUM CBOIO PaboTy,
TeM c 6osblIer BePOSTHOCTBIO KIIMEHTHI 06paTaTcs K
HaM BHOBb M PACCKasKyT O HAC CBOMM KOJUIETaM C APYTUX
NpeAIpPHUSTHH.

Hamu cepBUC-HH>KeHEPBI OCYLeCTBSIOT PabOTH 110
peryJisipHOMy TeXHHYeCKOMY 06CIy>KMBaHUIO BaKy-
YMHBIX CHCTeM, IIeueli, HallbUIUTe/IbHBIX YCTAHOBOK U
rpodero 060pynoBaHUs 10 Bcer Poccuu. IIpu 06CysKu-
BaHMH CHUCTEM MaKCHMAaJIbHYIO YaCTb PAabOTHI MBI CTa-
PpaeMcsI BBIIIOJTHUTh Ha TEPPUTOPHH 3aKa34uHKa, a KOIza
3TO HEBO3MOXKHO, 060py/IOBaHHe OTIIPAB/SETCS HA ONHH

Damir Vagizov
Head of Engineering systems

group of Engineering department,
ElTech

ElTech provides an entire range
of works related to the creation
of high-tech companies and sci-
entific centers, from the tech-
nical audit and development of
the project documentation to
the commissioning and main-
tenance. Therefore, the service
department of ElTech works in

two areas. On the one hand, as
part of the complete service we
provide the staff training after
delivery of an equipment, war-
ranty and post-warranty main-
tenance, remote support. On
the other hand, service is also
being developed as a separate
area, and there is a lot of cus-
tomers with high-tech equip-
ment that need maintenance.
Qualification and experience
of engineers gained in 10 years
of work, allow us to provide
services up to complex repair

of various technological and
engineering equipment. The
service engineers receive peri-
odic training and professional
development in the factories
of equipment manufacturers.
ElTech also provides training
of customer’s personnel in the
house of the manufacturer. A
wide range of partners among
equipment manufacturers,
cooperation with leading tech-
nical universities of the coun-
try allow us to solve the most
complex tasks in the repair and
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13 CepBUCHBIX YYaCTKOB KOMIIAHHUH IJIsI PEMOHTA U
TeCTHUPOBaHUS. Tak, B 3eJIeHOrpajie Mbl OCYIIeCTBIIsIeM
PEMOHT HebOIBIINX HACOCOB, YHIITIEPOB U PSIAA APYTHX
KOMIIOHEeHTOB, B CaHKT-TleTepbypre BhIIIONTHsIeM boltee
CJIOKHBIM PeMOHT HAcoCOB (0T MaJIeHbKHX 1abopaTop-
HBIX 10 6OBIINX IPOMBILIIIEHHBIX), BO3LYXOAYBOK,
Te4yerCKaTe/eH, BAKyyMHBIX JATYHKOB U IIPOYEro 060-
PyZOBaHHUS.

Toniep>KKBasi Ha CKJIa e 6OMbIION HOMEHK/IATY PHBIN
3armac 3aIvacTel, a TakKe IIpeJyaras 4Jis psifa Xomo-
BBIX II0O3ULIMI II0JMEHHBbIe BAPUAHTHI, Mbl CTApaeMCs
CO37aTh MaKCHUMAIbHO KOMPOPTHBIE YCIIOBHS PaboTBI,
COKPATHTh BPeMsI IIPOCTOSI YCTAHOBOK U [TPOK3BOACTB,
YTO MUHHUMHU3UPYET U3LePKKU HAIMKUX KIHEHTOB.
JIro60e BBICOKOTEXHOJIOTHYHOe 000pynoBaHue TpebyeT
IPaMOTHOT'O K CBOeBPeMEHHO 0OC/TY>KUBAHUS, B CBSI3H C
YeM MBI yessieM 60/1bIIoe BHUMAHUE er0 COIIPOBOXKE-
HUIO, IIOCTOSIHHO Pa3BHUBAeM OTZel CEPBHCA, IIPOBOAUM
0bydeHHe HaIIUX COTPYLHUKOB B POCCHH U 32 pybeskoM.

Makrcum
CaBHUHOB
3aM. 2eHepanbHo20 dupekmopa

komnanuu "Kpuocucmemel”

C 2002 roga xoMmmaHus "KpHocucTeMbl" HaKOIIHJIA
GOraThI¥ OIBIT CEPBHUCHOrO 06CTysKMBaHHS 060pymoBa-
HUSI Pa3HBIX TUIIOB. PaboTa Hallleil CepBHUCHOM CIIY>KOBI
ITPOBOIMTCS B Y€TKOM COOTBETCTBHH C perslaMeHTaMH
npousBoguTesnent. CregyeT ocobo OTMETUTb, UTO MBI
HMeeM BCe HeoOXOIHMBIe JJIsl 3TOro CepTHUGHKATHI, a

HAIIU CePBHUCHBIE HH>KeHePBI ITPOLLIK 0OydyeHHe 1 aTTe-
CTALIMIO Ha 3aBofiax KoMmaHui Kashiyama, Shimadzu,
Anest Iwata, Stirlring, Brooks u gpyrux - B EBpore,
sinonuu u CIIA. B 1iesiom paboThl CEpBHUCHOM CTY>KOBI
MO>KHO Pa3fe/IkTh Ha CAeAYIOIIKe KaTerOpHH: PEMOHT
TapaHTUHMHBIN U NOC/erapaHTUHHBIN; [IYCKO-Haja-
DOUYHBle paboTbl; CepBUCHOE 00CTy>KHUBaHUe; yUacTHe B
[IPOEKTHPOBAHHUHU YCTaHOBOK.

I[Tonp3oBaTenb 060PyMOBAHUS MOXKET OOPAaTUTHCS B
CepPBHCHYIO CITysKOy I10 3/IeKTPOHHOK I10YTe, C IIOMOIIIBIO
dopMBI Ha caliTe HJIM 110 TejleQoHy. Bce mocTynarmomue
obpaleH s perucTpUPYIOTCs. [TepBbIM 3TarloM IIOMOITH
SIBJISETCS AUCTAHIIMOHHAS JUATHOCTHKA, IIPUYeM IIPU-
MepHO B 30% c/1y4asax ee OKa3bIBaeTCs JOCTATOYHO.

B HameMm cepBHC-LleHTpe B MoCKBe [OeHCTByeT
CIleITaJIbHOE ITpeIosKeHUe: 6ecIiaTHas JUAarHOCTHKA
HacocoB Anest Iwata, B TOM 4HCJie, B IIPHUCYTCTBUH
KJIIMEHTa, [/ 3TOro Heo6XOAMMO JIHIIb IIpefBapH-
TeJIbHO COIVIacOoBaTh BpeMs.

I[T71aHOBOE TeXHHYeCKoe 06C/Ty>K1BaHHe BBIIIOTHSETCS
B 3apaHee OrOBOPeHHbIe CPOKH, B MHBIX C/IydasiX CPOKU
BbIe3/]a HALIKMX HHKEHEPOB 3aBUCAT OT TOT'0, HACKOJIBKO
OHU 3aHATHI B JAHHBIM MOMEHT TeKyIUMH paboTaMu
U eCThb JIM [JjId JAHHOIO CjIy4as 3allacHble YacTH Ha
ckyaze. Bce HeobxommMoe [151 INIAHOBOrO 0OCTysKKBa-
HHUS, a TaKKe CepBHCHBIE HabOPBI 17151 MacCoBO IIpofa-
BaeMoro o6opynoBaHHs Mbl MeeM Ha CKJIaJie, II09TOMY
JHIIb B @ AMHUYHBIX CIyYasx KIHeHTY IPUXOAUTCI
MIOJIO3KAATH OCTABKH HeOOXOMMMBIX 3aIIaCHBIX YacTeH
OT OJHOM JI0 IBYX HeJleJb.

Hamy coTpyIHHUKH BBIE35KAIOT K 3aKa34HKaM I10 BCer
TeppUTOpHHU PP, a TAK>Ke KJTHEHThI MOT'YT ITPUCIATh 060~
pyZdoBaHMe B CEPBHCHBIM LIeHTP (eC/IH 3TO IO3BOMSIIOT
rabapuTsl). [lepes OTIIPaBKOK HAIIH CIIELIHATHCTBI 005
3aTeJIbHO KOHCY/IPTUPYIOT 3aKa34YMKOB, KaK JIy4Ille OCy-
LIECTBUTD YIIAKOBKY U TPAHCIIOPTHPOBKY. ]

maintenance in the shortest
possible time.

The standard manufacturer’s
warranty is one year since com-
missioning of the equipment,
but our company offers enhanced
warranty service. During
extended up to three years war-
ranty our engineers regularly
visit customers and conduct
diagnostic tests to prevent pos-
sible breakdowns and malfunc-
tions. This allows our customers
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to extend the life of equipment,
to protect resources and prevent
waste and breakage, which can
lead to the shutdown of a produc-
tion line or an entire plant. The
goal of our service department is
to ensure the stable operation and
to avoid expensive downtimes.
Often the extent of the prob-
lem can be assessed only after
the departure of qualified spe-
cialists. However, we use remote
support when we receive a

request from the customer. With
the required options and the
Internet connection our experts
remotely connect and check the
equipment for any software fail-
ures and errors. Typically, the
customer’s personnel is trained
as an equipment user and is
not qualified to determine the
cause of the fault, so a part of the
software problems is resolved
remotely. The response time
to the request of the customer
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in ElTech is from one to three
days.

We have extensive experi-
ence in maintenance of engi-
neering and processing equip-
ment, so the stock of spare
parts is maintained at the opti-
mal ratio of customer require-
ments and economic feasibil-
ity. Since the range of the sup-
plied equipment is very wide, it
is impractical to keep the avail-
ability of all spare parts. The
most common and most run-
ning parts we have in stock, but
rare and unique, the range of
which for the high-tech equip-
ment is quite wide, the service
department orders as needed.
Cooperation with European
partners allows us to achieve
the delivery of the required
spare parts within seven days.

Work in the regions is very
important, as the company
has constructed or equipped
facilities in more than 40 sub-
jects of the Russian Federation.
Therefore, the main ElTech’s
service centre is located in
Moscow, which connects all
transport routes.

Dmitry Lovtsyus
Deputy General Director,

Intech Analytics

Intech Analytics provides an
entire range of services from
engineering and supply of
equipment to commissioning
and subsequent warranty and
post-warranty maintenance.
Such level of service requires
dedicated service department,
staffed by professional certified
experts that are able to solve
various problems of installa-
tion, configuration, and repair
of the supplied equipment and
systems.

As an ASP (authorized service
partner) of a number of foreign
companies, we pay great atten-
tion to the quality of service.
We understand that the better
we do our job, the more custom-
ers will turn to us again and
will tell about us to their col-
leagues from other companies.

Our service engineers carry
out maintenance of vacuum
systems, furnaces, sputter-
ing equipment and other equip-
ment throughout Russia. Most
of the work we try to run at the
customer’s site, and when this
is not possible, the equipment
is transported to one of our ser-
vice areas for repair and testing.
For example, in Zelenograd we
repair pumps, chillers and other
components, in St. Petersburg
perform more complex repairs of
pumps (from small laboratory to
large industrial), blowers, leak
detectors, vacuum gauges and
other equipment.

Keeping in stock a large range
of spare parts and offering sub-
stitutions for a number of posi-
tions, we tried to create the
most comfortable working con-
ditions, to reduce downtime
of production facilities, which
minimizes costs to our custom-
ers. As high-tech equipment
requires a competent and timely
service, we pay great attention
to its maintenance, continu-
ously develop service depart-
ment and organize trainings
for our employees in Russia and
abroad.

Maxim Savinov,

Deputy General Director,
Cryosystems

Since 2002 Cryosystems has
accumulated rich experience

in servicing different types
of equipment. Our service
is carried out in strict accor-
dance with the regulations of
the manufacturers. It is par-
ticularly noteworthy that we
have all the necessary certif-
icates, and our service engi-
neers are trained and certified
at Kashiyama, Shimadzu, Anest
Iwata, Stirlring, Brooks and
others in Europe, Japan and the
USA. Overall the work of service
department can be divided into
the following categories: war-
ranty and post-warranty repair;
commissioning; maintenance;
participation in the design of
equipment.

The customer may request the
service department by e-mail,
using the form on the website or
by phone. All incoming requests
are registered. The first phase
of the assistance is remote diag-
nostics and in approximately
30% of cases it is enough.

A special offer in our service-
center in Moscow is free diag-
nostics of Anest Iwata pumps,
including, in the customer’s pres-
ence, it is only necessary to pre-
arrange the time.

Routine maintenance is per-
formed within a predetermined
time, in other cases the dates of
departure of our engineers depend
on how busy they are, whether
there are the necessary spare parts
in stock. We have in stock every-
thing for routine maintenance
and service kits for mass-produced
equipment, therefore, only in a
few cases the customer must wait
for delivery of the required spare
parts from one to two weeks.

We service customers through-
out Russia, and also customers
can send the equipment to the
service center (if dimensions
allow). Before sending our engi-
neers advise customers about
packaging and transport. [ |
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