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€Sl makxxe 8 UHhopMayUoHHOU cucmeme obuiez0 nonb3oeanus — Ha oguyuanbHOM calime ®edepanbHo20
aseHmemaa o MexHU4YeCcKoMy peaynuposaHuo u Memporsnoeuu e cemu MiHmepHem (www.gost.ru)
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BBeaeHue

Hacrosawmii ctaHgapt yctaHaBnuBaeT TpeboBaHWA U COAEPXXUT NONMOXKEHUS, OTHOCALLMECS K CUCTEMaM
ronocosoro MeHio (cuctemam IVRD, koTopble MOFyT BKAIOYATE PA3NMUHOE COYETAHNE FONOCOBLIX TEXHONOTUI
W pasnUHaloTca No cnocobam Ucnonb3oBanus TenedoHa?) B kauecTse MexaHnama nepeaaqn MHAopMaLmu.
3TU NONOXEHUA He NpeanonaratoT BU3yanbHOro oTodbpaxeHus HOpMaLumn Ans NonbL30BaTensa Hag KHoMKa-
MK TenedpoHHOro annapara 3a UCKNIoYEeHUeM TEKCTOBbIX TENe(OHOB, KOTOPbLIE UMEIOT AUCNNEN ANA BU3yanb-
Horo otobpaxkeHun o6paTHOI CBA3W.

XOTs YpesBbIHaHO BaXHO, YTOOLI pa3paboTyumMku NOMbL30BATENLCKOrO UHTEpdENca ronocoBoro MeHIo
YUYUTLIBANU KYNbTYPHbIE U A3bIKOBbIE 0COGEHHOCTU NONb3oBaTene, COOTBETCTBYIOLLMX LIENEBON COBOKYMHO-
CTW NONb30BaTENEN, 3TU aCNEKTHI BLIXOAAT 32 paMKM HACTOALLETO CTaHAAapTa U HE yuTeHbl B HeM. Kpome Toro,
NOCKOMbKY aBTOMAaTUYeckoe pacno3Hasanne peun (ASR3) pabotaer no-pasHoOMy AN pasfMuHbIX A3bIKOB, U
OAaHHAA TEXHOMNOMMA NPOAOIMKAET COBEPLUEHCTBOBATLCA, AETANU NONOXEHUM, OTHOCALLUMXCH K NPOEKTUPOBa-
HUIO NONb30BaTENbLCKOrO HTepderica ASR no GonbLuel YacT He pacCcMaTPUBAIOTCA B HACTOSAILLIEM CTaHAap-
Te. CoaepkaHue HaCToALWEro CtTaHaapTa CocpeaoTO4EeHO Ha MPOEKTUPOBAHUM AManora ronoCoBOro MeHIO u
Kacaerca TOMbKO TeX BONPOCOB NPOEKTUPOBaHUA NONb30BAaTENbCKOro uHTepdenca ASR, KOTOpbie BAUAIOT HA
CTPYKTYpbI AWarnora.

[na nonb3oBareneli ¢ orpaHNY4EHHbIMU BO3MOXXHOCTSIMU UCNOMNb30BaHUE COBPEMEHHbIX CUCTEM FONo-
COBOTO MEHIO CO3AaI0T 3HAYMTENbHbIE NPOOnNembl AOCTyNa. YacTb NONOXEeHUI HACTOSLLEro ctaHagapTta pas-
paboTtaHa cneuuansHO Ana Naen ¢ OrpaHMYEeHHbLIMU BO3MOXHOCTAMM, B YACTHOCTU ANS MMyXUX UNu ¢ Ha-
pyLUEHUAMM Cryxa.

MonoxeHna HacToALWEro cTaHaapTa cooTBETCTBYIOT TpeboBaHusam MCO/MIK 13714.

CuncTeMbI rONIOCOBOTO MEHIO CTanu pacnpoCTpaHeHHbIMU CpeaCcTBaMu obcnyxuBaHus notpebutenei B
KOHLEe BOCbMUuaecaTbix roqos 20 Beka. TakMe CUCTEMbl CO3A4aHbl AN YMEHbLUEeHUs, nubo ucknioveHns Heoob-
XOAUMOCTU NPUCYTCTBUA YernoBeka nyTeM aBTomMmaTuaaummn GyHKLMIA, KOTOPble OOLIMHO OCYLLIECTBASIOT Cneuu-
anucTbl TEXHUYECKOW NOAAEPXKKM NO TenedoHy, obpabaTeiBas oOpaLleHus NonbL30BaTenen.

Takum o6pa3om, NOMb30BaTENU MOTYT BbINOMHATL TakMe AENCTBUSA, KaK YTOUHEHUE pacnUCaHus noes-
0OB, 3aKa3 KHUrM unm coobueHne o npobnemax ¢ obcnyxmMBaHnem kabenbLHOro TeneBuaeHus, B3aumoaen-
CTBYSl C CUCTEMOW FONIOCOBOrO MEHI0. Kpome TOro, ¢ MOMOLLbIO MCMOSb30BAHMA FONOCOBOIO MEHIO YacTo aB-
TOMAaTU3UPYIOT (DYHKLMIO MapLIpyTU3auun BbI30BOB, YTOObLI aBOHEHTbl MO COeANHATLCA C HEOOX0AUMbIM
OTAENOM CONPOBOXAEHWUA ANA PELUEHUSI KOHKPETHbIX BONPOCOB.

Hacroswumii ctangapt yctaHaBnueaet TpeboBaHua k pazpaboTke guanora «vyenosek—ecucrema IVR» u
COOTBETCTBYIOLLMX TEM. Ha pucyHke 1 nokasaHo, 4To aboHeHTbl 0BbIMHO B3aMMOAEWCTBYIOT C CUCTEMON FONo-
COBOI0 MEHIO C NOMOLLbIO OAHOTrO M3 ABYX METOAOB: rONOCOBOr0 MIM TOHANbLHOIO BBOAA C KHOMOK TenedoH-
Horo annapara. B cucrteme ronocoBoro MeHi ¢ pevyeBbiM BBOAOM 3a4€1HCTBOBaAHA CUCTEMA pacno3HaABaHUSI
peun, KoTopas aHanu3upyeT pedb Bbi3biBatoLlero aboHeHTa. Mpu oTcyTcTBUM B cucteme IVR BO3MOXKHOCTM
pe4eBoro BBoAa, oHa 0ObIMHO PACMNO3HAET TOMbKO TOHAINbHLIA BBOA C KHOMOK TENEhOHHOrO annapara unm,
WHoraa, TEKCTOBbLIVM BBOA C TepMUHana. Cuctemel IVR ¢ peyeBbiM BBOAOM AAHHbIX MOSABUIIMCb OTHOCUTENbLHO
HepgaBHO. MHoOrMe cucrembl CNOCOOHBI MPMHUMATbL KaK TOHAmNbHBIA, Tak U PEeY4eBOil BBOA, AaHHbIX B paMKax
Aunanora ¢ aboHeHToM (nonb3oBaTtenem). Cuctema IVR ¢hopmupyeT OTBET C NOMOLLbIO annapaTtHoro obecne-
YeHUs n/mnu NporpaMMHOro obecneyeHnsa u nepegaeT ero B BUAE CUHTE3MPOBAHHOIO, oUMdPOBAHHOIO UNU
3anMCaHHOro rofnoca Bbi3biBaOLLEMY aBOHEHTY U YaCTO MOXET COAEPXaTb Apyrue 3ByKU. ToT ¢hakT, YTo B 3TUX
NPUNOXEHUSAX NpegnonaraeTca OTCYTCTBUE OTOGpakeHUs MHOpMauun aboHEHTY, CO3aaeT onpeaeneHHblie
npobnembl pazpaboTymkam AnanoroB U3-3a nepeknagbiBaHus Ha abOHEeHTa AeACTBMIl N0 HaBUTaLMK BHYTPU
npunoxexus, o6paboTke 1 3anOMUHAHUIO COOTBETCTBYIOLWEN MHOpMaLumu 6e3 nomoLLym Kakux-nubo cpeacTs
BU3YyarnbHOro OTOBpaXKeHUs.

1 IVR — interactive voice response (aHa/1. ronocoBoe MeHIo UMK J0CNOBHO MHTEPAKTUBHLIA pedeBoi OTBeT)

2) Noa TenedoHOM 1 TenedOHHLIM annapaToM B HaCTOALEM CTaHAapTe NOHUMALOTCS NioBLIe COBPEMEHHEIe cpefl-
CTBa CBA3N (CMapT(OHbI 1 Np.) NpuU Ux paboTe B pexxume TenedoHa (TenedoHHoro annapara).

3 ASR — automatic speech recognition (aHan. aBToMaTU4eCKoe pacnosHaBaHUe peuu)
v
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Cucrema ronocoBoro MeHio

Peub KOMNOHEHT aBTOMaTUY€ECKOro
pacno3HaBaHusi peuu j
[onocosoe
ABOHEHT MEHI0
ToHanbHbIN Habop
. PacnosnaBaTtens DTMF- ~ | Mporpammuoe
CUTHAarmnoB obecneyeHune
1 6asbl
AaHHbIX
Peub / My3bika / 3ByK Cucrema BocnponsseaeHus
Z 3ByKa oundPpOBaHHON,
3annucaHHoOn unm <
CUHTE3UPOBaAHHON peyn

PucyHok 1 — Cuctema ronocoBoro MeHo

Hacroawmin ctangapt coaepxuT TpeboBaHWA 1 NONOXKEHWA No pa3paboTke guanora ronocoBoro MeHIO ¢
pacnos3HaBaHWeM pPeyvu U ToHasnbHbIM BBOAOM. MOSTOMY CTaHAAPT CKOHLEHTPUPOBAH Ha MHTEpdence mexay
aboHEeHTOM, NporpaMMHbIM obecneveHnem u 6azamMm 4aHHbIX FONOCOBOrO MEHIO, KOTOpble paboTatoT Ha anna-
paTHOM W nMporpaMMHOM oBecneyeHnn pacno3HaBaHUA Pevn W/unmu TOHanNLHOro BBOAA, U KOTOPLIE nepeaaior
peyeBoi BbIBOA BbI3biBatOLLEMY aBOHEHTY. Kak CUCTEMbI pacrno3HaBaHWsA peyu, Tak U CUCTEMbl pacno3HaBa-
HUA TOHanNbHOro BBOAA HakNaablBAIOT OrpaHWYeHUs Ha CTPYKTYpYy Auanora roriocoBOro MeHio. 3TU orpaHu-
YeHUsa ObINK yuTEeHbI NpU pa3paboTke NOMOXEHUI HACTOALLEro cTaHgapra. Tem He MeHee, B o6Lem cnyvae
HacCTOALMIA CTAHAAPT HE NpeaHa3HadYeH Ansa pa3paboTKu CTPYKTYpbl MONb30BaTENLCKUX UHTEpdencoB pac-
NMO3HaBaHUA pPeYn M TOHANbHOrO BBOAA MO ABYM NMPUYMHAM: nepBas — TexHomnorusl, o0cobeHHo cuctem ASR,
elle pa3BMBAaETCA, U BTOPasi — MHOTME Nomnb30BaTenNbCkne HTepdeiichl pacno3HaBaHus peun pa3paboTaHbl
ANA NPUMEHEHUs C BUAeoanUCneeM (HanpuMep, NPUoXeHNa pacno3HaBaHua peun AUMKTOOHA), Hanm4us
KOTOPOro MPuoXeHUsi roffoCOBOr0 MEHIO He npeanonarator.

HakoHew, 6onblias 4acTe NONOXEHWI ANA Auanora ¢ pevyeBbiM BBOAOM NPEANONaraeT MCMnonbL3oBa-
HWEe COBMECTHO C rOfIOCOBLIM MEHIO Ha OCHOBE rpaMmaTUKu. XOTsi HEKOTOPbIE U3 NPUHLMMOB NPUMEHSIOTCS B
€CTECTBEHHbBIX 13bIKOBbIX CUCTEMAX (T. €. MPUNOXKEHUAX, UCNONL3YIOLLUX CTATUCTUYECKNE A3LIKOBLIE MOAENN),
noapoOHbIe NONOXKEHUA AN Pa3paboTKu STUX MPUNOXKEHUN HE BKMIOYEHbI B HACTOALLMIA CTaHAAPT NOTOMY, YTO
pacno3HaBaHWe €CTECTBEHHOrO s3blKa Peanu3oBaHo C NMOMOLLbLIO APYron TEXHONOTUKW, U NPUMEHEHUE ecre-
CTBEHHOTO A3blka B rONIOCOBOM MEHI0 C pevyeBbiM BBOAOM €LUe HAaXOAUTCA B CTaAun COBEPLUEHCTBOBAHMUS.
CyluecTByeT cneunduka CTPyKTypbl AManNoros, OCHOBAHHbLIX HA TEXHONOIMK pacno3HasaHusi peyu. B gonon-
HEHNe K 3TOMY CYLLECTBYIOT HEKOTOPbIE acCMneKThbl CTPYKTYPbI NPUINOXEHUIA, cneundudHble Ansa AWanoros Ha
€CTECTBEHHOM s13blke (OCHOBAHHBIX HA rPaMMaTuke).
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HALUMWOHANbLbHBLIN CTAHOAPT POCCUUCKOWU SGEOEPALUMN

3PrOHOMMUKA B3AMMOOENCTBUA YENNOBEK—CUCTEMA
YacTtb 154
MpuMmeHeHne NHTePaKTUBHOIO royIOCOBOIO MEHHK

Ergonomics of human-system interaction. Part 154. Interactive voice response applications

Dara BBegeHna — 2016—12—01

1 ObnacTb NnpyUMeHeHuns

Hacroawmii ctaHaapT ycraHaBnusaeT TpeboBaHuA k pas3paboTke Nons30BaTenbCKOro uHTepdenca npu-
NOXeHWii ronocoBoro MeHio (aanee — cucrem IVRY). Ctangapr oxeatbiBaeT 06e CyLLUECTBYIOLLME PA3HOBUL-
Hoctu cuctem IVR no cnocoby BBOAA: NOCPEACTBOM TOHANbLHOTO Habopa U C NOMOLLBIO aBTOMATUYECKOTO
pacrnosHaBaHus peun (ASR2)). 310 B paBHOW CTENEHN NPUMEHNUMO KO BCEM CIy4asim, B KOTOPbIX MHULIMATOPOM
BbI30Ba BbICTynaeT nubo aboHeHT, Nmbo cama cucrema IVR (Hanpumep, B HEKOTOPbIX NPUNOXEHUSIX Tene-
MapKETUHIa).

HacTtoawmin ctaHgapT npegnonaraet ncnosnb3oBaHne copmectHo ¢ MCO/M3K 13714.

MpumeyvaHue — OBnacTe NPUMEHEHMNS HACTOsALLEro cTaHgapTa wupe, Yem y MCO/MBK 13714, koTopas orpa-
HUYEeHa CUCTeMaMM ronocoBbIX COOBLLEHNA.

2 HopmatuBHbIe CCLISIKU

B HacTodAwem cTaHaapTe Mcnonb30BaHbl HOPMATUBHLIE CCbIMKU Ha CrieayoLme CTaHaapTbl:

NCO/M3K 13714 NHpopmaumoHHble TexHonorun. O6paboTka AOKYMEHTOB U CBSI3aHHaA C 9TUM Me-
pegayva gaHHblX. VIHTepdenc nonb3oBatens U ycryru, OCHOBaHHbIE Ha TenedoHHOW CBA3W. [NpumMeHeHune
peuveBbix coobueHuin (ISO/IEC 13714:1995, Information technology — Document processing and related
communication — User interface to telephone-based services — Voice messaging applications)

MCO3-T PekomeHgaumm E-161 PasmeweHne umuppoBbix, OYKBEHHLIX 3HAKOB U CUMBOJSIOB Ha HabOPHbIX
Tabno TenedoHHbIX annaparoB U ApYrMx YCTPOWUCTB, UCMONb3yeMbIX A NONydYeHUs A0CTyna K TenedoHHOM
cetu. (ITU-T E 161, Arrangement of digits, letters and symbols on telephones and other devices that can be
used for gaining access to a telephone network)

3 TepMUHbI U onpeneneHns

B HacTosiLeM cTaHgapTe NpUMeHeHb! CreayoLmne TEPMUHbI C COOTBETCTBYIOLLMMU ONpPeaeneHUsiMu;
3.1 o6baBneHune (announcement): MHpopmaunoHHoe coobLieHmne, KOTOpoe NepeaaeTcs Bbl3blBaOLLE-
My abOHEHTY, HO He nobyXKaaeT ero K Kakum-nubo aencCTBusIM.

[MpumMeyaHune 1 — HekoTopble NPOMbILLIIEHHbIE CTAHAAPTLI HE AenaloT pasnuyinii Mexay obbABNEHNEM U 3a-
npocoM, paccMaTpuBasa UX KakK 3anpochbl Unun COOGI.I.leHVIFI.

1 ) IVR — interactive voice response (aHa/. ronocoBoe MeHIO UM JOCIIOBHO WHTEPaKTUBHBI peqeBoi OTBET).
2) ASR — automatic speech recognition (aHan. aBToMaTu4eckoe pacnosHaBaHue peun).

UzpaHue opuymnanbHoe
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MpumevyaHune 2 — OObABNEHNE UHCTPYKTUPYET Bbi3biBatOLLEro aboHeHTa, uckniovas NocneayoLWuii BBog AaH-
HbIX OT Hero (cm. 3.33).

3.2 aBTOMaTuuyeckoe pacnosHasaHue peuun; ASR (automatic speech recognition, automated speech
recognition, ASR): MpeoGpa3oBaHne NPOU3HECEHHbIX CNOB B HAOOP AaHHbIX, MOHSATHBLIX ANA MaLUWH (MaLLWH-
HO-YMTaeMblii BBOS).

3.3 npepbiBaHue (BocnpousBeneHus coobuieHunn) (barge-in): CnocobHocTb cucrembl IVR npuHu-
MaTb BBOA aHHbLIX BO BPEMS BOCNPOU3BEAEHUSI COODLLEHUS.

MpumevyaHue 1 — BocrpousBefeHne coobLUEHNA MITHOBEHHO NpeKpaLlaeTcs, M cucTeMa pearupyeT Ha BBOA
AaHHbIX aGOHEHTOM.

MpumevaHune 2—Cm. 3.13 n 3.43. TepMuH «nNpepbiBaHUE» ABNAETCA CUHOHUMOM TEPMUHA «CKBO3HOW Habop»
[ONA CUCTEM, UCMOMb3YIOLKUX ToHarNbHbIA BBOA AaHHbIX. OH TaKkKe SBNSETCA CUHOHUMOM TEPMUHA «CKBO3HOE peveBoe
yrnpasneHne» s CUCTEM UCMNONb3YIOLLUX peYeBO BBOA AaHHbIX.

3.4 Bbi3bIBaOW KN aGoHeHT (caller): NoaknNIoYeHHbIN K CUCTEME rOI0COBOIO MEHIO U B3aUMOAENCTBYIO-
LKA C HEel NO3BOHUBLUMI Monb3oBaTens TenedoHHON CBA3M, a TaKkke NONb3oBaTenb, KOTOPbIN Obln BbI3BaAH C
NOMOLLIbIO TeNedOHHOro cepauca.

MpumevyaHne 1 — B cuctemax ronocoBoro MeH0 NOHATUE Bbi3blBaOLWMUIA abOHEHT SABNSAETCH CUHOHUMOM MO~
HATUA Nonb3oBaTenkb.

3.5 uHcTpykTax (ana aukropos) (coaching): UHCTpykuun AUKTOpaM, 3anucCbIBaIOLLIMM COOOLIEHUSs (3a-
npockl, 00bABNEHUA), ANst o6ecnedyeHns TpebyemMbiX MHTOHAUMI NPU 3anNUCK COOOLLIEHUA.

3.6 cuenneHHbIe (cocTaBHbIE) coobweHuUa (concatenated prompts): CoobLueHUs1, NoNnyYeHHbIe CNUs-
HUEM HECKOMNbKMUX MPOCThLIX 3aNpOCOB UMK OO BLABNEHUN.

MpumevyaHune 1 — CuenneHHble COOOLLEHNA 0ObLIMHO MCNONBL3YIOT ANsl Nnepeaayn AMHAMUYECKON UH-
dopMauuu (MHPOpMaLUK, U3MEHSIIOLLENCA BO BPEMEHN UMW B 3aBUCUMOCTU OT paHHEE BBEAEHHbIX JaHHbIX).

3.7 ypoeHb gocroBepHocTH (confidence level): CteneHb yBepeHHOCTU, C KOTOPOWM CUCTEMA pacrnos-
HaBaHWsa peyn BO3BPALLAET pe3ynbraT Arsi KOHKPETHOrO pev4eBoro BBOAA.

MpumedvaHunme 1 — CM. Ko3hpULMEHT focToBepHOCTH (3.8).

MpumedvyaHune 2—YpOBHU [OCTOBEPHOCTU YacTo onpeaensioT AuanasoHamm ko3 hULUEeHTOB J0CTOBEPHOCTH,
KOTopble 0OLIYHO pa3AenstoT Ha BbICOKWUIA, CpefHUA, HU3KUA. OTU 3HAYEHUS 3aTeM UCNONb3YIOT AN YNpaBieHUs oTBETaMK
CUCTEMbI rONOCOBOr0 MEHH0, BKITKOHasa NpueM, OTKIOHEHWe U NOATBEPXKAeHNE peun aboHeHTa.

3.8 koadpchbuumeHT gocroBepHocTU (confidence score): 3HaueHue B Gannax, yctaHaBnuBaeMmoe Cu-
CTEMOI aBTOMAaTUYECKOrO Pacno3HaBaHUA PEYU U OTpaxkalolee CTeneHb COOTBETCTBUA pe3ynbraTa pacnos-
HaBaHUsA UCXOAHOMY BbICKa3blBaHUIO aGOHEHTa.

MpuMeyaHune — [Ans BceX NPUHSATELIX OT aBOHeHTa AaHHbIX, cucTeMa ASR Bo3BpallaeT CNUCOK NOTEHUUaNbHbIX
CroB-KaHAWAATOB Uin dpas ¢ LndpoBbIM KOSPDULMEHTOM, XapaKkTepU3yIoLMM BEPOSITHOCTb KOPPEKTHOMO pesynkraTta
pacnosHaBaHus.

3.9 HenpepbIBHOE pacno3HaBaHue peyvm (continuous speech recognition): PacnosHaBanue peum, fo-
nyckatoLiee HenpepbIBHbIN BBOA CNOB uUnu ¢pas.

MpumedyaHune — lMpn TakoM pacno3HaBaHUW peun He TpebyloTca naysbl HEKOTOPOW MMHUMAIIBHOW MpoAon-
XKWUTEMBHOCTM B Ha4arne Wnu KoHue croB unu ¢pas (Kpome nays, o6bIYHO BCTPEYatoWMXCA B €CTECTBEHHBIX A3bIKOBbIX
wabnoHax). CpaBHUTE — AUCKPETHOE pacrno3HaBaHue peun (3.16).

3.10 BocctaHoBNeHue guanora (conversational repair): CnocobHocTb cuctembl IVR ycTpaHaTh pas-
pbIBbI Ananora, KoTopble NPOUCXOASAT U3-3a OLUIMGOK Pe4EBOro UMK TOHANBHOMO BBOAA, NYTEM UCMNONbL30BAHUS
nocrneayloLlero BBoAa AaHHbIX aOOHEHTOM ANA ONpeaeneHus cneayoLero NoAXoAsLero arana auanora.

Tpumep — A6oHeHm 360HUM & cucmeMy 3aKasa 6usiemoe u Ha 3arnpoc o NMyHKme Ha3HavyeHus coobujaem
«Byggpanox». Cucmema IVR omeeyaem: «Bbl Xomume noexams 8 Yukazo, npasusbHo?» B omeem aboHeHm eo-
eopum: «Hem, e Bychgpano». Ecnu cucmema ucrnons3yem eoccmaHoesieHue uanoza, OHa CMoxem onpedenume,
4ymo aboHeHmM npedocmasuJil KKoppeKmupyrouue» eXxo0Hbie daHHbIe U CMOXXem M0oMblmamiCs pacio3Hambs amu
@aHHbIe u ucnonL3oeams ux 051 npodosnkeHus Auanoaa. Bapuanm nocnedyrouje2o omeema cucmembi: «M3eu-
Hume, ebi umenu e eudy Bygpano. Coobujume ydobHoe dnsi Bac epemsi omnpaeneHus.», eMecmo mozao, Ymobbi
eHoeb 3afasamb 380HAWEMY NepeoHayanbHbIl eonpoc: «Kyda Bbi xomume noexams?».
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3.11 owwubka yaaneHua (npu pacnosHaBaHuu peum) (deletion error): BapuaHT owmbku pacnosHasa-
HUSA, Korga 4YacTtb pedn aboHeHTa OWMBOYHO yaaneHa unu nponyLleHa MoaynemM pacnosHaBaHus peun.

3.12 onepexarowmii Ha6op, onepexarL il TOHaNbHbIA BBOA AaHHbIX (dial-ahead): Cnoco6HOCTbL
cuctembl IVR BOoCnpuHUMATL OT aBOHEHTa TOHasbHbIN BBOA AAaHHbLIX 4O TOr0, Kak cuctema 3anpocuT Takou
BBOA.

MpumedvyaHune 1 — Cuctema ByaeT UCMoONb3OBaTL TOHaNbHEIA BBOA AaHHbIX OT aboHeHTa B TOM MOpsAKe, B

KakoM 3TV AaHHble Gblu BBefeHbl aGOHEHTOM. OTO NO3BONSAET Bhi3biBatoLLeMy abOHEHTY OCyLLecTBUTL BBOA A@HHbLIX 6e3
HeoBXOANMOCTU NPOCNYLLMBAHWNS COOTBETCTBYHOLLNX COOBLLEHMIA.

MpumevyaHue 2— CM. onepexaroLunit peveBoit BBog (3.42).

3.13 ogHOBpeMeHHbI Ha60p, OAHOBPEMEHHbIN TOHaNbHbIN BBOA AaHHbIX (dial-through): Cnocob-
HOCTb cucteM IVR Ha OCHOBE TOHarbHOrO BBOAA BOCNPUHUMAThL BBOA AaHHbIX OT abOHEeHTa BO BpPEMs BOC-
npou3eeaeHus 3anpoca unu oobLABNEHUS.

MpumedvaHue 1 — CM. 0fHOBpEMEHHbIA roNocoBOi BBOA AaHHbIX (3.43) 1 npepbiBaHue (3.3).

MpuMeyaHUe 2— B OTBET Ha OJHOBPEMEHHLIN BBOZ AaHHbLIX aGOHEHTOM BOCNpOU3BeAeH!e pasbl Npekpallia-
eTcsl, M cUCTeMa pearmpyeT Ha HaxaTyto KaBuLly HoMepoHabuparTens.

3.14 ouncbpoBaHHas peysb (digitized speech): Lincposasi 3anmcb 4enoBe4ECKON peyn.

MpuMevaHue — OundpoBaHHyIo peYb crieflyeT oTnnm4aTh OT NOHATUIA: CMHTe3npoBaHHas peYb (3.40), sanucan-
Has pedb (3.35), TekeT, npeobpasoBaHHbIi B pedb (3.45).

3.15 peueBoin mapkep (MeTka) (discourse marker): Crnoso, cpasa unu 3Byk UCNosib3yemble Ans OnoBe-
LLEHWS BbI3bIBAOLLEr0 aOOHEHTA 0 TOM, YTO Ha4anocbL BOCNPOU3BEAEHNE HOBOO 3anpoca unu oobLABNEHUs,
U CUCTEMA OXMAAET OT Hero BeoJa AaHHbIX.

M pumMedaHne — Haubonee yacto yI'IOTp66J'IﬂeMbIe pedeBble METKU. «XOPOLWWO», «a Tenepb», «aaneex».

3.16 puckpeTHoe pacno3HaBaHue peyun (discrete speech recognition): PacnosHasaHue peuu, KoTopoe
ANs KOPPEKTHOTo pacno3HaBaHMA Pe4EeBOro BBOAA AAHHbIX NoApa3ymMmeBaeT HE0bX0AMMOCTb nay3bl (C HEKOTO-
PO MUHUMANbLHOMN NPOAOIMKUTENBLHOCTLIO) B Ha4Yane U B KOHLUE CrnoBa unu ¢gpasbl AN pacno3HaBaHUs.

MpumeyvyaHue — [aHHbll TEPMUH ABNSAETCA NPOTUMBOMOOXHLIM MO OTHOLLUEHUIO K TEPMUHY «HernpepbIBHOE pac-
nosHaBaHue peuny (3.9).

3.17 pBYXTOHasNbHbIN MynbTUYacTOTHLIN koa; DTMF (dual tone multiple frequency, DTMF): ToHanb-
Hble CUrHarbl OT KNnaBULL HOMepoHabupartens TeneoHHOro annapara.

3.18 puHamunyeckana rpammaTmka (dynamic grammar): lpammaruka, ucnonb3yemas aAnsa pacnosHaBa-
HUA peun, KOTopas He npeaonpeaeneHa sapadee.

Tpumep — A6oHeHmMy npednazaemcs NPou3Hecmu yKa3aHHble HOMepa 011 NONONHeHUs epaMMamuKu U
2paMMamuKka cocmoum MmoJibLKO U3 HOMepoe, NPOU3HECEHHbLIX 3MUM abOHEeHMOM, a He 8CeX 603MOXHbIX YUCII0-
ebIX KoM6uHayul.

n puMevyaHue — Ob6blyHO co3faeTcsa B pearnbHOM BPpEMEHU Ha OCHOBE MEHAIOLWUXCA AaHHbIX.

3.19 onpepenenue rpaHuy pevyeBoro Beoaa (end-pointing): Mpouecc onpeageneHnsa Ha4Yana u OKOH-
yaHuA pe4eBoro BBOAA.

MpuMevyaHne — B cucteme rofiocoBoro MeHto Hadasno peun o6bIMHO 0603HaAYAIT Kak Hayano n KoHel pedun —
KaK KoHeL,

3.20 Hanonuenme (enrolment): MNMpoueaypa BLINONHEHNA aDOHEHTOM 0Oy4aloLWero BBOAA AaHHbIX ANs
abOHEeHT-0pUEeHTUPOBAHHBIX CUCTEM Pacno3HaBaHUsA peyun, TpedyloLmx o0y4yeHun A0 HaYana aKkcnnyaraumu.

3.21 asHoe nogTBepxaeHue (explicit confirmation): MNoaTBepxaeHne BBOAA AaHHBLIX B CUCTEMY TONO-
COBOr0 MEHI0, Mpu KOTOPOM abOHEHTY NpeanaraeTca NOATBEPAUTL BBOA AAHHBIX.

MpumeyaHue — MNpoTUBONONOXHOCTL NO OTHOLLEHMIO K HEAAIBHOMY NoATBEpPXAEHUIO (3.23).

3.22 rpammatuka, rpaMmmaTMveckuii Ha6op (grammar): Habop CUHTaKCHYECKUX, a MHoraa u mopdo-
norM4eckux nNpasun, onpeaensiowux BCe BbICKa3biBaHUS Bbi3blBAIOLLEr0 abOHEHTa, OXBAa4YeHHblE CUCTEMOMN
pacno3HaBaHus peyu.
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MpumeYyaHne — MpammaTuKa ONpeaenseT JONyCTUMbIE U3MEHEHUSA CMOB, UCMONb3YEMBbIX A4S BBOAA JaHHbIX,
KOTOpbIE pacrno3HaeT NpUMNoXKeHMe.

3.23 HeaBHOe noaTBepxaAeHue (implicit confirmation): MeToa noaTeepXaeHWs BBOAA AaHHbLIX B CUCTE-
My rofiloCOBOI0 MEHI0, NPX KOTOPOM CUMCTEMA FONTOCOBOIO MEHIO PearupyeT Ha BBOA AaHHbIX OT aBOHEHTa Tak,
Kak ecnu Obl 9TU AaHHbIE ObINWU KOPPEKTHBIMMU.

Tpumep 1 — Ecnu aboHeHm ebibpail u3 MeHio «basiaHey, Ymobbl yKazamb, YMo OH Xeslaem, Ymobbl cu-
cmema npedocmasuia eMy 6anaHc e2o 6aHKOBCKO20 cYema, peaKyus 20/10c08020 MeH!o: «Baw 6anaHc cocmas-
nsiem 45215 py6neli» HesieHO yKa3bieaem, Ymo cucmema npaeusibHO pacifio3Hasla 3anpoc o «6anaHcey», @ onJiu-
que om o6oli dpyzoli uHpopmayuu 0 6aHKOBCKOM cyeme.

Tpumep 2 — AboHeHm: «3aempan. — Cucmema 20/10c08020 MeHI: «B Kakoe epems ebl Xomume 3aempa
yexamb?»

MpumeuaHue 1 — Mpu HEABHOM NOSTBEPKLEHNUN, aBOHEHT Y3HaeT, Kakoil BBOZ Gbin NofydeH CUCTEMOiA roro-
COBOTO MEHH0 C MOMOLLBHO €€ MOCNEeAYHoLLero AeiCTBUSA (BOCNPOU3IBELEHNSA COOBLLEHNS).

MpumeyaHue 2 — HesiBHbIE NMOATBEPKAEHNS — 3TO €CTECTBEHHbIA cnocob yckopuTk Auanor. TeM He MeHee,
B Clydae OLMBKN (HEMOATBEPKAEHMUS MONb3oBaTeneM oWUBOYHO Pacrnos3HaHHLIX AaHHbIX), MEXaHW3M BOCCTaHOBMEHMS
Auanora ¢ nonb3osaTenem B NOMHON Mepe He ACEH.

3.24 ownobka BcTaBkM (insertion error): Owmbka pacno3HaBaHWs Peyn, Koraa 04HO UM HECKOMBKO CroB
B pesyrnkraTte pacno3HaBaHWUsa peyn He COOTBETCTBYIOT CNOBY (MMM NOCNEA0BATENbHOCTU CMNOB) B BbiCKa3blBa-
HWUU rOBOPSALLIETO.

3.25 ronocoBoe MeHI (MHTepPaKTUBHOE ronocoBoe MeHw); IVR (interactive voice response, IVR):
MporpammMHOe oBecneyeHue, ¢ KOTOPbIM B3aUMOAENCTBYET Bbi3blBAIOLUIA aO0HEHT Yepe3 TenedOHHYI0 nu-
HUIO, KOTOPOE BOCNPOU3BOAUT 3apaHee 3anMCaHHyo W/unmu guHammu4eckn cpoOpMMpPOBAHHYIO PEYb U KOTOPOE
YMEEeT BOCMPUHUMATb TOHAMbHbIN UMW PEYEBON BBOA AAHHLIX OT aBGOHeHTa.

3.26 (HaBuraumoHHas) metka (landmark): Kopotkas cdpasa unu 3ByK B ronoCOBOM MEHIO, BbICTYNalo-
LMe Kak Hauarno pasgena guarnora ronocoBOro MeHI0, KOTOpblie MOry ObiTb UCMONbL30BaHbI A4na oGneryeHna
HaBurauun (NepemMeLleHunsi, NePeBUKEHUSA) BbI3bIBAKOLLETO aDOHEHTA NO NPUIMOXEHUIO FONTIOCOBOT0 MEHIO.

TMpumep — Kopomkasn ¢ppa3za «MHgpopmayusi o ciemey, «Cryx6a peMoHmMa.

3.27 cooGweHune (message): MHcopmauusa B cucteMe ronocoBoro MEHIO NpeaocTaBnsieMasi CUCTEMON,
Apyrumu aboHeHTamu, NOANUCHUKAMU UNKU CUCTEMHBIMU AAMUHUCTPATOPaMK Bbi3blBaloOLWEMy abOHeHTa.

MpumevyaHune — CoobLyeHUAMMN cuMTaloT Kak 3anpochl (Tpebylowme oTBETHOW peakuyun), Tak n obbseneHus (He
TpebyioLme BEINONHEHNSA Kakux-nnbo AencTBui).

3.28 cmewaHHas nHuumaTuea (mixed initiative): Cutyaums, npu KOTOpoi B NOTOKe COOLITMI B3aUMO-
OelCTBUA B CUCTEME FONOCOBON0 MEHIO, UHMLMATUBA MOXKET NPUHAANEXATb KaK Bbi3biBalOLLEMY aDOHEHTY, Tak
u cucTeme.

3.29 pacno3HaBaHue ecTeCTBEHHOro asblka (natural language understanding, NLU): TexHonorus, uc-
nonb3yemas ansi pacno3HaBaHusA onpeaeneHHbiX CnoB u g)pa3s peyun BbidbiBatowero aboHeHTa Tak, kak ecnu
Obl OH roBOPUN C APYrMM YENOBEKOM.

MpuMeyvyaHne — XoTs pacno3HaBaHe €CTECTBEHHOrO A3blka Ha CaMOM Aene He SBNAETCA NOHUMaHMEM peyn
Bbi3blBatoLLero aboHeHTa, OHO UCNONb3YETCA COBMECTHO C APYrUMUN TEXHOMOTMAMW ANA U3BNEYEHNA AaHHBIX O TOM, YTO
UMeeT B BUAYy aboHEHT.

3.30 oTkpbITLIN guanor (open-ended dialogue): Ouanor, He orpaHu4mBalowmin sepbanbHbii OTBET Bbl-
3biBatoLero aboHeHTa.

lMpumep — «Yem 51 Mo2y Bam noMoyb?»

MpumMeyaHmne — OTKpLITLIA Ananor 06bIMHO UCNONBL3YIOT BMECTE C pacno3HaBaHUEM eCTECTBEHHOTO A3blka (3.29).

3.31 nepconax (persona): (B ronocosom meHo) Habop uHanemayanbHbiX, NPUCYLLIMX YENOBEKY Xapak-
TEPUCTUK (MHOTAA Ha3bIBAEMbIX FONOCOBLIMIU 0COBEHHOCTAMM), NnepeaasaeMbix npunoxennem’) nocpeacreom
NPOU3HOCUMMbIX 3aMpPOCOB N 0OBLABNEHUN, A TaKke CNOBapHbLIN BbIGOP ANA 3anNpPOCOB U Apyrue CTUNUCTUYE-
CKue/acTeTnyeckme CBOMCTBA rONOCOBOrO0 MEHIO.

1) Mpunoxennem (UMM NpuKNaaHoW NPOrpamMMoit) HasbIBaeTcA NporpamMma, NpeAHasHauYeHne KoTopoii 3aKknioyaeT-
€A B BbINOMTHEHUN MONb30BATENLCKUX 3324,
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MpumMevyaHne — B NpUNoXKeHUSIX roflocoOBOr0 MeHI0 NePCOHaX OTIMYAETCA OT NepcoHaxa, KOTOPLIA MCnonb-
3yeTcsi B Apyrux obnacTsx paspaboTku uHTepdeiica YenoBek—KoMbloTep. [epcoHax NPUoXeHUs rofiocoBOro MEHHo,
coobLaroLnit aboHEHTY cBefjeHUst O KOMMaHWU UMK opraHu3aLi, HaxoAALWENCs B LIEHTPe BHUMaHUS 3TOro NPUNOXEHNUS
(HanpumMep, LeHTp GaHKOBCKUX YCIYT, KOMMaHUS PO3HUYHBIX MPOAAaX), NPEeACTaBNEH roflocoM, KOTOPLIA YNTaeT 3anpock! U
06bABMNEHUA B NPUNOXeHUW. B gpyrux cuTyauusax pa3paboTku nHTepdeiica YenoBek—KoOMNbIOTEP, NepCcoHax — aTo Nojg-
pobHoe onucaHue penpe3eHTaTUBHOMO MOSb30BaTENs, KOTOPOE UCMOMb3YIOT NPK pa3paboTke NMPUNOXEHUS.

3.32 BknrovyeHne npumepoB (priming): BknioueHne dpas ¢ npuMmepamMu u apyrue TEXHUKU 3anpocos,
UCMorb3yemMble C LiENbIO BAUSHUSA HA CTUMb U NPOAOIXUTENBHOCTb BbICKA3bIBAHUA BbI3bIBAIOLLETO abOHEHTA
B CMCTEMax rosloCoOBOI0 MEHIO C NOAAEPXKKOW pevYeBoro BBoAA.

Tpumep 1 — lMpunoxeHue 20510c08020 MeHo 6aHKa nNpedazaem ebi3bigaroujeMy aboHeHmMy npousHecmu
HauMeHoeaHue NyHKma MeHIo, Komopbili aboHeHmM Moxem ebi6pamb ¢ MOMOWbI0 cucMeMbl C MOMOWbIO crte-
YuanbHbIX c/loe, Komopbkie npednoymumensHo GoJKeH Npou3sHecmu ebi3blearoujull aboHeHm: «Bbl Moxeme
onlamums cyem, npoeepume 6aslaHc ceoe2o cyema UU NoMnosIHUMbL cyemy.

Tpumep 2 — «Ckaxxume, ymo Bkl xomenu 6b1 cdenamb. Bbl Moxeme npousHecmu «Onnamumb cyemy,
«llpoeepumb 6anaHc» unu «MononHume cyemy». B amom cryyae NpusioXeHue MoYyHO yKa3bieaem aboHeHmMYy,
4mo OH MoXXem cKa3amkb.

MpumMeyvyaHune — Kak npaBuno, BKIIKOHEHE MPUMEPOB UCMOMNb3YIOT ANA OTKPbITHIX AUAroros.
3.33 3anpoc (prompt): Beixog cuctemel, TpeByOLLMIA OT BbI3bIBAKOLLErO aOOHEHTa BBOAA AAHHbIX.
MpumMmevyaHue 1 —[NpOTMBOMNOMNOXHLIM BEIXOLOM CUCTeMbI ABNsAeTcs 06bABneHue (3.1).

MpuMevyaHUe 2 —TepMUH «3anpoc» YacTo UCMOSb3YHT B 06LLEM CMbicNe ANA 06o3HadeHns Nto6oro coobiye-
HUS1, KOTOPOE BOCMPOU3BOLMT rONOCOBOE MEHHO.

3.34 owunbGka pacnosHaBaHusa (recognition error); OOWwMit TepmuH, 0B03Ha4YaloWmi Niodyi0 OLLMOKY,
JOMYLUEHHYIO CUCTEMON aBTOMATUYECKOrO Pacrno3HaBAHUS PEYN.

MpuMmevyaHune 1 — Ownbkn 3aMeLLeHNs, YAaneHuns, BCTaBKU U OTKITOHEHWS NpeAcTaBnsaloT coboin 6onee KoH-
KpeTHble TUMNbl oWMBoK pacno3HaBaHWs peyu.

3.35 3anucanHasa peub (recorded speech): 3anncaHHan U COXpaHEeHHan B NAMATU CUCTEMbI PeYb Ye-
rnoseka.

MpumevyaHue 1 — [aHHblit TEPMUH ABNAETCA NPOTUBONONOXHBIM K TEPMUHAM: CUHTE3UpOBaHHasA peyb (3.40),
ouudpoBaHHas peyb (3.14) u TekcT, npeobpasoBaHHbIl B pedb (3.45).

MpumMeyaHune 2 — MHoraa 3anucaHHyto peyb Ha3sblBaloT «KOHCEPBUPOBAHHON PEYbIoy.

3.36 owmnGKa OTKNOHeHus (rejection error): Owmnbka pacno3HaBaHUA peyvn, NPU KOTOPOW cuCTeMa aB-
TOMAaTU4YECKOro Pacrno3HaBaHUS1 PEYM HE MOXET Pacno3HaTb NPOM3HECEHHOE BbiCKa3blBaHME, HECMOTPA Ha
MCMOrb30BaHWE NPaBUITLHOIO COBapHOro Habopa.

3.37 aboHeHT-OpuMeHTMpPOBaHHaA cuctema (speaker dependent): Cuctema pacnosHasaHusa peyu, B
KOTOPO# CO34aHbl Pa3nUYHbIe aKyCTUMECKME MOAENU ANA KAKAO0ro roBOPALLEro, UCTNONb3YIOLLETO CUCTEMY.

3.38 cocToaHume (state): CoxpaHeHUE HEUIMEHEHHBIMU KOHTEKCTHbLIX CBOMCTB MPUITOXEHNA rON0COBOr0
MEHIO B TEYEHUE 3a[JaHHOIO NEPMOAa BPEMEHMN.

Mpumevyanune 1—loa NpUNOXEHNEM roNOCOBOrO MEHIO YacTo MOHMMALOT HAabop OTAENbHBLIX COCTOAHWIA 1 Ne-
pEeXof0B U3 OHOTO COCTOSIHUSA B Apyroe. TekyLlee cCoOCTOsHUe onpeAenseT npefMeT B3auMOAENCTBUSA U ONYCTUMBIE CO-
6LITUA BBOAA OT @aboHeHTa. COCTOSIHUE BHYTPU rOfI0COBOMO MEHIO, KaK NpaBurio, CBA3aHo ¢ onpeferneHHbIM BIXOA0M CU-
cTembl (cM. coobuyeHue (3.27)). CocTosstHUE BHYTPU FONOCOBOIO MEHIO — STO BLINOSTHEHWE BHYTPEHHUX (PYHKLUA CUCTEMBI
C COOTBETCTBYIOLUMM HabopoM BO3MOXHLIX coBbITUI BBOAA OT aboHeHTa (To ecTb gonyctumoro Beoga DTMF-curHanos
U/Mnn aKTUBHOO C/IOBApHOrO 3anaca WK rpaMMaTuyeckoro Habopa) U MHOXeCTBa NepexofoB, Bbi3BaHHLIX COBLITUAMM,
KOTOpble U UHULMUPYIOT NepekriodeHmne B Apyroe KOHKPETHOe COCTOSAHUE FOfTOCOBOMO MEHIO.

[AnanTupoBaHHoe onpeaenexune no: UCO 14915-3: 2002, 3.6.11.]

3.39 owmbka 3amewteHuns (substitution error): Ombka pacnosHaBaHWsa peyn, NpyU KOTOPOW CMOBO UMK
nocneaoBaTensHOCTb CMOB B BbICKA3bIBAHMM FOBOPSILLETNO OLLIMOOYHO pacno3HaHbl Kak Apyroe CroBo Unu no-
CneaoBaTenbHOCTb CIOB M3 aKTUBHOW NEKCUKM (CnoBaps) pacno3HaBaTens peyu.

3.40 cunTesupoBaHHasa peus (Synthesized speech): KomnblotepHo-reHepupyemMas peyb, koTopas norst-
HOCTbIO CMHTE3upoBaHa (cchopmMmpoBaHa) KOMMbLIOTEPOM UIM NMOCTPOEHa u3 )parMeHTOB 3anNnUCaHHOMW Yeno-
BEYECKON peyn.
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MpuMedyaHue 1 — MNpoTUBOMNONOKHOCTLIO CUHTE3MPOBAHHON pe4n ABMAOTCA olndgpoBaHHas peyb (3.14), 3a-
nucaHHas peyb (3.35) n TekcT, NnpecbpasoBaHHEI B peub (3.45).

3.41 uavumaTuBa cuctembl (System initiative): Cutyauumsa, npu KOTOPOM cCMCTEMA rOSIOCOBOMO MEHI0
pPyKOBOAUT AEWCTBUSIMU NOMb30BaTeNsi M BeAeT aboHeHTa no BbIGpaHHOMY NnaHy B3auMOAeNCTBUS.

3.42 onepexarwun peyeBon Beoa (talk-ahead): CBOWCTBO CUCTEMbI FONOCOBOMO0 MEHIK MPUHMMATb
peyeBoi BBOA AaHHbIX 40 3anpoca Takoro BBo4a CUCTEMON.

MpumeyvyaHne 1 — [aHHbIA TEpMUH BNU3OK K TEPMUHY «ONepexaroLLnil TOHanbHbIA BBOA AaHHbBIX» (3.12) npu
BBOZE AaHHbIX C MOMOLL|bIO TOHabHOro Habopa.

MpuMevyaHne 2 — BBefeHHble peyeBble faHHble 3aTeM WUCMONb3YHT B CUCTEME, B TOM MOpsiAKe, B KOTOPOM
OHW GbINK MNoryyeHbl. OTO NO3BONAET abOHeHTaM BBOAWTb AaHHble 6e3 NpocnyluMBaHUs COOTBETCTBYHLLEro 3anpoca o
HeoBXoAMMOCTN BBOAA AaHHbLIX.

3.43 ogHoBpeMeHHbIN pevyeBon BBoA (talk-through): CnoCOBHOCTbL CUCTEMBI FONIOCOBOTO MEHIO NpPU-
HUMaTb PeYeBON BBOA BO Bpemsi BOCNPOU3BeaeHuMs 3anpoca (Mnm o6baBneHus).

MpumevyaHue 1 — B OTBET Ha OAHOBPEMEHHOE NMPOU3HOLLEHWE hpa3 BOCNPOU3BEAEHUE PeYn CUCTEMON MNpe-
KpallaeTcs, U cucTema pearnpyer Ha peyb Bbl3blBatoLLero aboHeHTa.

MpumevyaHme 2 — CM. Takke ofHOBpeMeHHEIA Habop (3.13) n npepeiBanune (3.3).

3.44 TekcToBbIN TenedoH, TepMmuHan; TTY (text telephone, TTY): TenekOMMYHUKaLMOHHOE YCTPOIi-
CTBO, NO3BONAKOLLEE BECTU ABYXCTOPOHHUIA ANANOT C MOMOLLBIO TEKCTA, BMECTO rOI0COBOIO 00LEHUS.

MpumMeyaHmne 1— B HekoTOpbIX Clyyasix Takoe yeTpoiicTBo HasbiBatoT TDD' (TenekoMMyHMKaLMOHHOE yCTpoii-
CTBO AN MyXuX).

3.45 npeobpasoBaHue TekcTa B peyb (text-to-speech, TTS): Mpouecc, npu KOTOPOM KOMNLIOTEP Npe-
oBpa3syeT npeacTaBneHHbIN TEKCT B CPOPMUPOBAHHYIO KOMMbIOTEPOM PEYb.

MpumevyaHue 1—peobpasoBaHue TeKCTa B pedb, Kak NpaBuUmo, NoCTPOEHO U3 (hparMeHTOB 3anucaHHOR peyn
YernoBeKa UMn Pedn, CMOAENMPOBaHHOMN C MOMOLLbIO BLIYUCIIUTESNBHLIX CPELCTB.

[MpuMevyaHue 2 — [JaHHbli TEPMUH ABMSAETCA NPOTUBOMONOXHBIM K TEPMUHAM: CUHTE3npoBaHHas pedsb (3.40),
oumndpoBaHHas peyb (3.14) n 3anucaHHas pedb (3.35).

3.46 Tanm-ayT (time-out): BpeMeHHOW nHTepBan, BolgenAeMbiii CUCTEMON ANsi BBOAA AAHHbIX OT MOJIb-
30Barensi, N0 UCTEYEHUN KOTOPOro OHA M3MEHSIET CBOE COCTOsIHME, a Takke COobbITUE M3MEHEHUSI COCTOSIHUSA
CUCTEMBI MO UCTEYEHUIO TAKOTO MHTEPBANa NpPU OTCYTCTBUU BBOAA AaHHbLIX.

TMpumep — Talim-aym e nepuod eeoda YucC/108bLIX OaHHLIX MOXem 6bimb UHMepnpemuposaH cucmemoll
KaK OKOHYaHUe eéeola, e pesysibmame 4Ye20 cucmeMa U3MeHsiem cocmosiHue eeoda OaHHbIX Ha cOCMOsiHUe
ynpaeneHus unu Kakoe-nu6o dpyzoe.

3.47 nactpomka (THHMUHT) (tuning): NMpouecc aHanu3a UMELMUXCA AaHHbIX O MPOU3BOAUTENBHOCTH
pPeYEBOro NPUMNOXEHUSA, U MOCNEAYLLEro X UCNOMbL30BaHKUA AN BbIOOpa napaMeTpoB aBTOMATMYECKOro pac-
NO3HABAHMA PEYU C LIENbIO MOBbILLIEHWS €r0 NPOU3BOAUTENBHOCTHU.

3.48 yepepoBaHue (turn-taking): MNpouecc B cucteme rofioCoBOr0 MEHIO, MPU KOTOPOM Bbi3biBaOLLMIA
abOHEHT M ronoCOBOE MEHIO NO OYepeamn BOCNPOU3BOAAT COOOLLIEHNUE, a 3aTeM OXMAAI0T peakUmmn ¢ NPoTUBO-
NOSNOXXHOMN CTOPOHbI.

3.49 pacno3HaBaHue rosnioca (voice recognition): CnoCoGHOCTb CMCTEMbI Pacno3HaBaTb FOMOC KOH-
KPETHOrO YenoBeka.

l puMedaHue 1 — PacnosHaBaHue ronoca cnefyet oTnuYaThb OT pacno3HaBaHWA pedun, nNpu KOTOpoM Npouc-
XOAWUT pacno3dHaBaHWe NPOU3HECEHHbIX CIOB.

MpumevyaHue 2 — PacrnosHaBaHWe roroca YacTo UCMONb3YHOT ANA UAEHTUdUKaALMK, ayTeHTUUKaLMU UIK Be-
pucmkaLmm rosopsiLLero B Lensx obecnedeHus 6esonacHocTy.

1) TDD — telecommunication device for the deaf.
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4 CoorBeTcTBMUE TPeOOBaHMAM CTaHAapTa

CoorBeTcTBME TPEOOBAHUSIM HACTOSLLErO CTaHAApPTa AOCTUrAeTCA NyTEM BbINOMHEHUA BCEX NPUMEHU-
MbIX TpeOGoBaHUI U NpefoCTaBNeHUe CUCTEMATM3UPOBAHHOIO CMMCKA BCEX PEKOMEHAauui, KoTopble Obinu
yuTeHbl. Bce TpeboBaHus, NnpuaHaHHbIE HENPUMEHUMBIMM, AOSMKHBI ObiTb YKa3aHbl C ONUCAHWMEM NPUYKH, NO
KOTOPbIM OHU HE MOTYT ObITb NPUMEHEHbI.

Monb3oBarTenu HACTOALLEro CTaHAapTa AOIMKHbLI UCCNeA0BaTb NPUMEHUMOCTb KaXkaoro Tpebosanus (Ha
Hanu4ue TpeboBaHUA YKa3bIBAIOT CMOBA: «A0IDKEHY, «AOSMKHO ObITb», «CNeayeT», «kHeobXoaAuMOo») U Kaxaon
pekomeHgaummn (Ha PEKOMEHAALMIO YKa3bIBAIOT CrOBA «MOXET», «PEKOMEHZI0BAHO»), ANS onpeaeneHus ux
NPUMEHUMOCTU B KOHKPETHbIX YCMOBUSIX UMK cuTyauusix. B cnydae ecnu 3asBneHo, 4T0 NPOAyKUUS COOT-
BETCTBYET NPUMEHUMbIM PEKOMEHAALMAM, AO0KHA ObITh OnucaHa npoueaypa dpopmuposaHun TpeboBaHui,
pa3paboTku U NPOBEPKU COOTBETCTBUA NOMb30BATENLCKUX UHTEPENCOB CUCTEM FOSIOCOBOTO MEHIO. YPOBEHb
AeTtanusauuu Takoi npoueaypbl ONpeaensiioT BOBIEYEHHbIE CTOPOHLI B pe3ynbsraTte cornacoBaHus.

5 CuctemMbl ronocoBbIX COOOWEeHuNn

Cucrembl ronocoBbIX COODOLLEHUI AOMKHBI COOTBETCTBOBATL TpeboBaHuam MCO/MIK 13714,

6 Beoa uHdopmaumn

6.1 BBegeHue

BBoA JaHHLIX B CUCTEME rONI0COBOIO MEHIO NPOU3BOAAT C MOMOLLLIO YCTHOW Peyn, TOHANLHOTO BBOAA C
Knasuarypbl TenedoHa unu ux komGuHaumu. CogepxaHue 4aHHOTO pasaena KacaeTcsa BBoAa AaHHbIX NOMb-
30BaTENeM B CUCTEMY FOMI0OCOBOr0 MEHIO.

MpumevyaHue — lNonb3oBaTenu TEKCTOBLIX TeNedoHOB (Takke «TepmMuHanos TTY» unu «tepmuHanos TDD»)
¥ CEpBUCOB, YNpaBsieMbIX C MOMOLLbIO FONOca MHOIAA UMEIoT 0cobble TpeGoBaHUA N3-3a OrpaHUYeHN, peann3oBaHHbIX
B STWUX MOME3HbIX TEXHONMOIUsX U cepucax. MonoxeHUs), OCHOBaHHBIE HA TaKWX OrPaHUHEHUAX, TakKe BOLUNW B AaHHLINA
pasgen.

6.2 MHchopMmupoBaHue aboHeHTa 0 AONYCTUMbIX CNOCO0AX BBOAA UH(POPMALIMM C TEKCTOBOIO
TenedoHa

PekomeHayeTcs, YTOBbl NPUMNOXKEHUSI TONOCOBOTO MEHI0 MHGOPMUPOBanK nonb3osarens ¢ TTY Tepmu-
Harnom 0 TOM, KakuMm CnocoBoMm 3TH MPUMOXKEHNS MOMyYatoT BBOAUMbIE JaHHbLIE — MOCPEACTBOM TOHANbLHOMO
BBOAA C UCMONb3OBAHMEM KIaBULL KNABMaTypbl, Pe4eBoro BBoaa unm o6oumMmu aTumm cnocoGamu.

MpumevyaHune 1 — HekoTopble TEKCTOBbIE TeNedOHbI HE UMEIOT BO3MOXHOCTU TOHANIBHOrO BBOAA faHHbIX, a
HeKoTOpble CUCTEMbI FONTOCOBOrO MEHI0 He MPUHWMAalOT TeneTainHbl BBO4 CUMBOMOB (C TeneTann-rTepMuHanos TTY).
[Monb3oBaTenei TeKCToBbIX TenedoHOB HEOBX0AMMO MHGOPMUMpOoBaTL O crocobax BBoAga MHpopMaLMK B CUCTEMBI FONO-
COBOrO MEHHO.

MpumevyaHune 2 — Takyto MHdopMaLmio B Auanore ¢ aboHEHTOM Hanbonee ymMecTHO nepefatb B COOBLLEHNUM
06 oLunbKe nocne UCTeYEHUsA Cpoka OXuAaHWS BBOAA UMW B 3anpoce O NOBTOPHOM NonbITke (AN NepBOro UHTEPaKTUBHOMO
COCTOSIHUS NPUITOXKEHUS).

6.3 HegonyctumocTb oy6nmpoBaHusi (MOBTOPHOIro) BBOAA MH(opMaLum

B TeyeHue ogHOro TenedoHHOro BbI30Ba aDOHEHTY AOMKHO ObITb NPEAMOXEHO BBECTU KOHKPETHYIO UH-
dhopMaLuio TONLKO OAWH pas, Kpome criydaes, korga ans obecneveHust KOHuaeHuuansHocTn, 6esonacHoCcTH
unu sepudmkauum TpebyeTca NOBTOPHLIN BBOA AAHHLIX.

MpumedaHne — 3To TpeGoBaHUE pPacnpoCTpaHAETCS TakKe Ha BCe CUTyaLMK, B KOTOPbIX BbI30BLI NEpEBOASAT
13 OfHOTO MecTa B ApYroe, Kak, HanpuMep, B CUTyaLmsiX ¢ M3BLITOYHEIM NOCTYNNEHUEM BeI30BOB. Mocre nepesoga Bhbi-
30Ba OT aBoHeHTa He TpeBytoT NOBTOPHOro BBOAA MHGOPMaLMK, KoTopas yxe Bbina UM BBedeHa.

lpumep 1 — Ecnu npunoxeHue UCMonb3yem 20/10C08YI0 eepuguKayuio, KOHKPemHbIll aboHeHm npPous-
Hocum ceoe UMs unu naposk deaxdbl A5 obecneyeHusi mpeboeaHuli 6esonacHocmu.

Tpumep 2 — Ecnu aboHeHm eeen ceoli adpec 8 omeem Ha 3afpoc, a GaHHbIl ebl30e 3ameM Obi nepe-
eedeH 011 o6cnyKueaHuUsi e Apyzoe Mmecmo, uHgpopmauuro 06 adpece nepedaiom emMecme ¢ 3MUM 6bI3080M U
ebi3bleatoujeMy aboHeHmy He mpebyemcs egodumb 3my UHGhOPMaLUHo NO8MOPHO.
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6.4 Ucnonb3oBanue uHpopmMaumun, UMeLWENCAa B cUcTeMe, AN NOBbIWEeHNA 3(PPeKTMBHOCTH

Ecnu B cucteme numeerca nndopmaums, KOTopasi NO3BONSET YNyYLUTL AUANOr ¢ aGOHEHTOM, TO peKo-
MEHAYETCA ee UCnosnb30BaTh, YT0ObLI caenatb Bbi30B 6onee a(peKTUBHBIM.

Tpumep — [lna naccaxupoe Yacmo noJsib3ylowUxcsl caMojiemamu coxpaHsaemcs uHghopmayusi o kpedum-
HOU Kapme, maK 4mo uM He Hy>HO N0eMmopHO e800umb ceedeHus 0 Hell 0515 Kaxd020 HO8020 3aKa3sa.

6.5 NameHeHue BBeageHHOU UH(OpMaALIMK

BbizbiBatoLLeMy aGOHEHTY pEKOMEHAYETCS NPeA0CTaBNATL BO3MOXHOCTb U3MEHEHUS JaHHBLIX U UHADOP-
Mauuu, BBEAEHHON B Te4eHME BbI30BA.

M pumMedaHune — MHorpa B NPUNOXEHUN ronocoBoro MeHto CyLecTsyeT MecTo, nocre KoToporo aboHeHT yXe
He MOXET BHOCUTb USMEHEHUA.

Tpumep — Mocie mozo, kak aboHeHm npedocmasuJi uHgopmayuio, Heo6xo0uMyro Ons1 8bINONHeHUS 3aKa-
3a Ha moeap, cucmema rnoemopsiem demaJnu (cneyugukayuro) 3akasza u npocum y aboreHma nodmeepxdeHus,
obecrneqyueasi 603MOXHOCML cdeslamb ece Heobxo0uMbie U3MeHeHUs1 rneped omrpaeKoli 3aka3a. OOHakKo, nocrne
moeo kak aboHeHmM noOmeepouJl 3aKa3, OH yXKe He MoXem e20 U3MEeHUMb.

7 PeueBon BBOA

7.1 BbIGOp crioBapsA Ans ronocoBOro MEHIO C pevyeBbIM BBOAOM

Mpy UCNONb30BaHMKU CUCTEMBI PACNo3HABaHUSA PeYn 1 BbiDOpe cnosapa ANa NPUNOXeHUsa HeobxoaAUMO
YyUuTbIBaTh NPOU3BOAUTENBHOCTL ASR. BbiOpaHHbLIN CMOBapPHBINA 3anac 40MmMKeH ObiTb NPOBEPEH.

7.2 ®OHETUYECKMN Pa3NNYAIOLUICA CIIOBaPb ANA NPUITIOXEHUNA FONO0COBOro MEHKO ¢ NoaaePKKON
peyeBOro BBoaa

[ns NPUNOXEHWIA, NCMOMb3YIOLLIMX aBTOMaTUYECKOE PAcro3HABaHNE Peyn, BapUaHTbl KOMaHA, KOTopble
npeanonaralT OfIHOBPEMEHHbIH BBOA B OTBET HA 3anpOC TAKOTO NPUNOXEHUA, pekomeHayeTca paspabarbl-
BaTb Tak, YTOGbl OHM GbINKU POHETUYECKU Pa3ANYMMBIMU, 4NN NOBbLILLEHUS TOYHOCTU PACNO3HABAHUS PEYM.

Tpumep — B npunoxeHuu 20/10c0680U NMOYMb! Ha aH2IUUCKOM A3biKe, UCIONL3ylom Habop KoMaHO «cme-
pems, noemopums U nepelimu k cnedyroueMy» emecmo «ydanumes, noemopums U nepelimu K credyroujemy»,
nomomMy Ymo, K npumepy, 8 aHaulicKoM A3bike «ydanumby» U «rnoemopums» (delete u repeat) gpoHemuyecku
CXOKU U Mo2ym 6bimb OWUBOYHO 0CNIPUHAMBI cUcMmeMol pacrio3HaeaHus peyu.

7.3 MpaMmaTuKa anAa otaenbHbIX COCTOAHUIN NPUNOXEHUA

[Nt KaX1oro COCTOAAHNUA AManora peKOMeHAYeTCA UMETb COGCTBEHHYIO BbIAENEHHYIO rPaMMaTHKY.

MpumevaHue 1 — [axe ANA Takux 3anNpocoB, OTBETOM Ha KOTopble MOryT GbiTb Tonbko «fa» u «HeT», npea-
MOYTUTENEH rpaMmaTyecknii Habop BapuaHToB, T.K. 3TO ynpowaeT o6paboTky U3bLIToMHOro coobleHus. BoliabiBatoLyuii
abOoHEHT MOXET OTBETUTL Ha BOMPOC: «fa», KHET», HO TaK Xe U «0...Aa», «4a, NOXanyucTa», KHUYEro», «ORHO3HAYHO HET»
B 3@BMCHIMOCTM OT 3aiaHHOro BONpoca U Apyrux akTopos.

lMpumep 1 — 3anpoc, komopsill 3anpauiueaem y 3eoHaule2o aboHeHmMa 200, 8 KOMOPOM €20 aeMmoMo-
6une obenyxueanu e nocnedHull pas, uMeem NPUMepPHO cnedyrowull epaMmamuyeckuti Habop: «dee mbicsiqu
Oeesimb», «G6e mbics4U Gecsimby, ..., «dee MbicAYU deeHaduyamby, «dee MbicAYU decsambliily, ..., «deadlyamb-
deeHaduyamb» U «8 3MoM 200Yy... m.e. dee mbicAYU NAMHadUambili»

MpuMeyvyaHune 2— OTBeThbl abOHEHTa YacTo coaepxaT YacTu NpeaBapstoLLero ux sanpoca.

Tpumep 2 — B omeem Ha 3anpoc «Xomume nu ebl 3a6poHUpPOoamb amy roe3dKy?» 36o0HAWUT MOXem om-
eemums ¢ noMowbio «fa, xouy» unu «fa, 3abpoHuposamb.

7.4 CUHOHUMbBI B rpaMmaTU4eCKuX Habopax

B rpaMMaTtunyeckne Habopbl PEKOMEHAYETCA BKAOHYATh BAPMAHTLI COOOLLIEHMIA, BCE BEPOSATHbIE CNOBA U
BapuaHThbl pas.

MpuMevyaHune 1— [OnsA paclMpeHUs Ha4anbHOro rpaMmaTu4eckoro Habopa Ha OCHOBE UMEIOLLUXCS 3HAYEHUA
MCMOMNb3YIOT HACTPOWKY (TIOHUHT) (3.47) .
8
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MpumevyaHue 2 — CosgaHne rpamMmaTUHECKUX HabopoB CO BCEMMU BO3MOXHbLIMWU BapUaHTamMu OTBETOB AenaeTt
pacno3HaBaHue peuun BGonee CNoXHbLIM U MOXET B pesynbraTte NpuBecTU K CHUXKEeHUo KoacppuLlneHTa AOCTOBEPHOCTU.

TMpumep — [Npu aHanu3ze 3anpoca «lIpousHecume Bauly komaHOy: coxpaHumb, cmepems Usu U3MeHUMbY
2pammMamuyeckull Habop exstiodaem e cebsl, Kak «cmepemb», MakK U e20 CUHOHUM «y0anumb».

7.5 Ucnonb3oBaHne AMHaAMUYECKUX FpaMMaTUYeCcKux Habopos

B cny4yae ecnu CKOpPOCTb pacno3HaBaHUA PeYU MOXET ObITb NOBbLILLEHA C MOMOLLBIO OFPAHUYEHUS TPaM-
MaTUKU, PEKOMEHAYETCA UCNONb30BAaTb AMHAMUYECKUI rpPaMMaTUYECKnin Habop, Hanpumep, B CRyYasx Koraa:

a) KONUYECTBO 3NEMEHTOB B rpaMMaTuKe CTano CrULLIKOM BONbLUMM Ansi TPUEMNEMON NPOU3BOAUTENb-
HOCTU pacno3HaBaHUA peyu;

b) ana ucnonb3oBaHWA rpammaTuKM 4OCTyNHA MHAOPMALMA O Bbi3biBalOLLEM abOHEHTE;

C) BO3MOXXHO MCNOMb30BaHUE ANSA rPaMMaTUKU MHpOPMaLMK, NOSTyYEHHOW U3 NpeabIAYLLMX BBEAEHHbIX
BbI3bIBAOWUM aOOHEHTOM AAHHbLIX B TEYEHME TEKYLLEro ceaHca CBA3N.

7.6 Perncrpauma (BHeceHne B CNUCKHN)

7.6.1 BeepeHue
Ecnu B NnpunoXeHUsax ronoCoBoro MEHIO C NOAAEPXKKOW pevyeBoro BBOAA AN Bbi3blBAOWEr0 aboHeHTa
Tpebyerca peructpauust, TO peKOMeHAyeTCs, YTOObl AaHHbIN NPOLEcC Obin KaKk MOXXHO Gonee NPOCTLIM.

MpumeyaHune — MHorga HeobXoAMMO NOXepPTBOBATL NPOCTOTOM perucTpauuu paau obecneveHns TpeGoBaHwii
6esonacHocTU. ObecneveHne Gonee BLICOKOro ypoBHs 6e30MacHOCTH B NPUNOXEHUMN HacTo TpebyeT Gonee ANUTENLHOMO
u Gonee Tpy#oOEMKOro NnpoLecca perucTpaLmu.

7.6.2 Peructpaums B cpene UCnosib30BaHUA

Ecnu npunoxxeHne ncnonb3yeT peyeBon BBOA M TpebyeT perncrpauum Bbi3biBalowero aboHeHTa, 1o pe-
KOMEHAYETCA YBEAOMMATL BbI3bIBAIOLLEr0 abOHEHTA (B AManore unu B JOKYMEHTALMKN) O TOM, YTO OH JOJDKEH
NPONTW NPOLEAYPY PErMCTPaLMU, ECN BO3MOXHO, B CpeAe, aHanorm4Howm Tol, B KOTOpon byaet ucnonb3osa-
HO NpUNOXeHune.

7.6.3 Perncrpaumsa ¢ ucnosib3oBaHMEM NOBTOPEHUA

Ecnu cucrema, B ka4ecTee npoueaypsl perucrpauuun, npegnaraer Bol3blBaroLleMy abOHEHTY NOBTOPUTL
onpeaeneHHble dpasbl, TO peKoMeHAYeTCs, YTOObI Kaxkgasa Takas dopasa Obina OCTaTOMHO KOPOTKOM Ansi
Nerkoro 3anomuHaHusi aboHeHTOM. B 4acTHOCTH, ecnu Bbi3biBaOLLEMY @OOHEHTY NpeasiokeHo NOBTOPUTL Mo-
CrnefoBaTenbHOCTb LUMMp, KaXaoe NOBTOPEHMe AOJHKHO BKNOYaTh He Bonee yeTbipex umudp.

7.7 OnpepgerneHuve rpaHul pe4yeBoro BBoAa U YepenoBaHue

OnpeaeneHne rpaHuL, pe4eBoro BBOAA PEKOMEHAYETCA HAaCTpauBaTh TakuM 06pasoM, YTOOb! YAYULLIMTL
npoLecc YepeaoBaHUA aKkTUBHOCTU aBOHEHTa U CUCTEMBI.

lpumep — BonbuiuHcmeo aboHeHMoe NMPoU3HocAM HomMep 6aHKOBCKO20 cyema Usu HoMep mesnegoHa
apynnamu 1o HeCKOJILKO yudhp ¢ naysamu mexoy HUMU, Hanpumep, «kod cmpaHbl — nay3a — Homep aboHeHmMa».
I'paHuybl peyesoz2o 8soda ycmaHaesuearom max, Ymo6bl OHU coomeemmcmeoseasnu makomMy criocoby peyeeo2o
eeo0da OaHHbIX.

MpumeyaHue 1 — B onpeaeneHHbIX 41anoroBbix CUTYaLMsaX B eCTECTBEHHON peun aGoHeHTa CyLLECTBYIOT Na-
y3bl. HacTpoiku CIIMLLIKOM KOPOTKOro Nepuoa BBo4a MOTYT 3aBEPLUMTL BBOA AaHHBIX [0 TOro, kak aBoOHEHT NpousHeceT
AaHHbIE MONHOCTBHO.

MpuMevaHUe 2 — ITOT Nofpasfer COOTHOCUTCA € 8.2, KOTOPLIN ycTaHaBnMBaeT TpeGoBaHNS K MCNOML30BaHNIO
pasgenurereii B cucTeMax rofioCoOBOr0 MeHI0 C TOHarbHbLIM BBOLOM faHHbIX.

MpumMevaHune 3 —Tllaysbl ¢ 4IUTENBHOCTHIO MeHee 250 MC HeXenaTenbHO UCnonb3oBaTh ANS CMeHbl oYepes-
HOCTU B finanore, B To BpeMs KaK nayabl AnuHHee 1500 mc 6onee noaxogaT Ans sToro. Takum obpa3oMm, pasyMHO ycTaHaB-
NVBaTbL NPOJOMKUTENBHOCTL Nay3bl MOCHE OKOHYaHWUA BBOAA paBHbIM NpubnuanTensHo 1500 Mc, HO OTAENbHbIE STanbl Au-
anora Wnu oTensHbIe HaLMoHanbHble A3bIKoBLIe 0COBEHHOCTU MOryT NoTpeboBaTh UHLIX HACTPOEK AaHHOrO NapaMeTpa.

7.8 ObpaboTka TaM-ayTOB pe4eBOro BBOAA AaHHbIX

MocKonbKy He CYLLECTBYET PEYEBOIO aHanora Ans KNaBULLKM «#» («peLueTkay UMnm «xsll») peKOMeHay-
€TCA HacTpauBaTtb TaM-ayT pPeyeBoro BBOAA AaHHbIX (OTAENbHO OT 3HAYEHUA TalM-ayTa TOHaNbLHOro BBOAA)
Takum 06pasom, 4tobbl AOCTUTHYTb YAOBNETBOPUTENbLHOW CKOPOCTU PeaKLUN CUCTEMbI HA BBOJ, AAHHBIX MOIb-
3oBarenem.
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MpuMmevyaHune — [nA yyeTa nays B peyn MOXHO OTAENbHO yCTaHABMMBATL NPOAONMKUTENLHOCTL PeY4eBoro
Talim-ayTa.

7.9 NonocoBble MEHIO C peyeBbIM BBOAOM U TOHANbHbIN HAbop

BapuaHTbl (onuyuu) pe4yeBoro BBOAA AAHHbIX AOIDKHbI UMETb 9KBUBANEHTHbIE CNOCOOLI BBOAA Yepes To-
HanbHLIA HAbOP, UCKIIOYAA Cryyau, KOrAa XapakTep BBOAUMBIX AaHHbIX HE MOXET ObITb BbIMOMHEH C NOMO-
WbIO TOHaNLHOro Habopa.

MpumMevyaHune — JT10 TpeboBaHue ABNAETCA 0COOEHHO BaXKHbLIM MO ABYM Npu4nHaM: yaqobcTBo UCMoNbL3OBaHUSA
N AOCTYNHOCTD.

lMpumep 1 — Peyeeoli 3anpoc o ebibope eapuaHmos («A, B unu C?») coomrHocum A ¢ «T», Bc «2» u C ¢ «3»
9ns eeo0da uHopMayuu ¢ NOMOUWLI0O MOHaNLHO20 Habopa.

lpumep 2 — Ecnu npu eeode GaHHbLIX 8 pexume omKpbimozo duasoza npoucxodum owiubka e omeem Ha
3anpoc, mo 20/10c060e MeHI0 npednazaem uepapxu4ecKu cmpyKmypupoeaHHbill CrIUCOK eapuaHmMos, U3 Komo-
po2o aboHeHmMbI MO2ym ebibpamb HyXXHbIl, UCIONL3YS1 MOHabHbIU Habop.

8 ToHanbHbLIN Habop

8.1 OnoBeuweHue 0 BO3MOXHOCTU TOHANbHOIO BBOAA AaHHbIX

Ecnu y aboHeHTa SBHO 3anpalLMBaloT NOATBEPXAEHNE BO3MOXHOCTU TOHANBHOrO Habopa ¢ ero Tene-
POHHOrO yCTPOMCTBA, CUCTEMA AOIDKHA 0XXMAATb BBOAA «1» B Ka4eCTBE NPaBULHOIO OTBETA Ha 3anpoc. B 10
e BpeMsi, Moo BBEAEHHbIN TOHAMNbHbLIA CUTHAN AOMKeH ObiTb PACNO3HAH KakK NPaBUSbHLIAN OTBET HA TaKON
3anpoc.

MpumedyaHune — Takke MOryT CyLeCTBOBaTb Apyriue paBHOMpaBHble cnocobbl MAEHTUMKALMU BOSMOXKHOCTH
ToHanbHoro HaGopa, kpoMe TpeGoBaHUsA oT aGoHeHTa HaXaTb Ha KnaBuLy ero annapara. 3To TpeGoBaHWe He noapas-
YMEBAET, YT 3Ta KOHKpeTHas NpoLeaypa NpeAcTaBnsaeT coboi eAUHCTBEHHBIN UITM CaMblil JTydLLKiA cnocos onpeaeneHns,
UMeeT N aGoHEHT TenedoH ¢ BO3MOXHOCTLIO TOHanbHoro Habopa.

8.2 HasHauyeHue KnaBuMIK-pa3genuTensa BBOAUMbIX AaHHbIX

Ecnu Ans BBOAA AaHHBIX NEPEMEHHON ANUHbI HEOOX0AUMO MCNONL30BAaThL KNaBULLY-pa3fenuTenb, TO
AN 9TOi uenu AormkHa ObITb MCMOMb30BAHA KNaBuLLIA «#y» («peLueTkay).

MpumMedyaHne — B HEKOTOPLIX CTpaHax UCMOMb3YIOT APYrie Ha3BaHWA AaHHOW KNaBULWKM, HAaNpUMep, kKnasuwa
«X3OLW».

8.3 KnaBuuwa «#» npu Beoge AaHHbIX (PUKCUPOBAHHOMN OFNUHLI

B npunoxeHusax, MCnonb3yLLmMx TOHaNbHbIA HABOP, NPUMEHEHME KNaBULLIKM «#», KaK pa3aenutens, He
sABNseTca ob6a3arenbHbIM AN BBOAA AAaHHbLIX (PUKCUPOBAHHON ANWHLI. MO3TOMY PEKOMEHAYETCA UFHOPUPO-
BaTb HaXkaTue Ha KnasuLLy «#» BO BPEMSA BBOAA AAHHbIX (PUKCUPOBAHHON ANUHBI.

8.4 cnonb3oBaHue TaiM-ayTa Ansi TOHaNbHOro Habopa BBOAUMBIX AAHHbIX NepPeMeHHOMN
ONUHbI

MpuHMMada TOHamNbHLIA HAOOP OT aBOHEHTA B MPUIOXKEHUSIX, UCTONb3YIOLLUMX BBOA AAHHbIX NEPEMEHHON
ANWHBI, PEKOMEHAYETCA CUUTATb KNaBuLLy «#» aBTOMaTUYECKN BBEAEHHOW CUCTEMON MOCIEe OKOHYaHUA ycTa-
HOBMEHHOro paspaboTunkamu TanM-ayTa, B TEYEHUE KOTOPOro He ObiNo NONy4YeHO HUKAKUX CUrHanoB OT Bbl-
3biBatoLiero aboHeHTa. MpoaomKUTENbHOCTb BPEMEHN OXUAaHus (Talim-ayTa) peKoMeHAYeTCs onpeaensiTb
nyTeM TECTUPOBaAHWUA HA PEnpe3eHTaTUBHOW BbIGOpPKe abOHEHTOB, B TOM YMCNE TEX, KOMY, KaK OXUAaeTcs,
noTpebyloTca OTHOCUTENBHO ANMUHHBIE MHTEPBanbl BPEMEHM ANsi BBOAA AaHHbIX (HanpumMep, AN MOXMIbIX
noaei, nonb3oBartenei ¢ HapyLLEeHUAMU MOTOPUKM, NOSIb30BaTenNe TEKCTOBbLIX TENEMOHOB).

Il pnmedYyaHune — B HacTodAlWeM CTaHfapTe npegnonaraercAa, YTO HaXaTue Ha Knasuwy «#t» AnA pasgeneHna
BBOAUMBIX Aa@HHbBIX NPUBETCTBYETCA, HO He obsa3aTenksHo.
8.5 HasHauyeHune knaBuw AnNsA yTBepAUTENbHbLIX U OTPpULIATESNIbHBIX OTBETOB

[ns BapuaHTa NONOXWUTENLHOIO OTBETA BCErAa A0MmkHa BbITh Ha3Ha4YeHa knaeuwa «1». [ins BapuaxTa
oTpULIaTENbHOIO OTBETA BCEraa A0mKHA ObiTh Ha3HaYeHa KnasuLa «2».
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Tpumep — B NpunoxeHUsix Ha PYCCKOM s13bike omeembi «da» U «Hem» Ha3HayeHbl K/laguulaM MOHallbHO20
Habopa «1» U «2» coomeemcmeeHHo.

8.6 HasnayeHue xnasuw Ans GyHKUUKM NONYyYeHUA NOMOLLU OT CNELIUANMCTA CNYXObI
noAnePXKKN

B cny4yae BO3MOXHOCTU NpefoCTaBNeHUsA NogaepXXkn OT Cneumanucta, NPUSIoXKEHUs, UCTIONb3YIOLLMeE
AN BBOAA TOHaNbHbLIN HAGOP U/MNK peyeBoli BBOA, A0SMKHbI HA3HaYaTh ANSA 3anpoca NoMoLLUy knasuily «0».

MpumevyaHue 1 —CM. Takke 1221 12.7.

NMpumMmevyaHune 2 — 370 TpeboBaHUe He 3anpeljaeT HasHa4YeHWe ApYyrux Knaeuw unnm KoMOUHaUuiA KnaBull B
AONOSIHEHUE K UCNONb30BaHMIO KnaBuLLmM «0».

8.7 MuHMMHU3aLUA KONMMYECTBA KIaBULL, HAXKMMAEMbIX Bbi3biBaKOWMUM a6GOHEHTOM

B npunoxeHusix, UCMofnb3yloLWMUX TOHAMbHLIA HAbop, PEKOMEHAYETCA MUHUMWU3MPOBATL KOMUYECTBO
KNaBuLW HaxuMMaemblxX norb3oBarenem. Ecnu sTo BO3MOXHO, PEKOMEHAYETCA UCNOMb30BATb BBOA AAHHBIX
nonbL30BaTeNneM NPOCTbIM OAHOKPATHLIM HAXATUEM KNABULLN BMECTO MHOXKECTBEHHbIX HAXaTWiA.

9 BbiBOA MHopmauum

9.1 O6wMe NoNoXeHUs ANA 3anNpPocoB U 00 bLABNEHUN

9.1.1 KpaTtkocTb nHopmauum
UT0o0b! n36€eXaTb U3NULLHENW HArpy3ku HA NaMATb Bbi3biBAIOLWEr0 aboHEHTa, BbIBOAUMYIO MHhOpMALUIO
pekoMeHayeTCs Aenarb KPaTkow.

MpuMeyaHune — Cuutaercs, 4To, BbisbiBatowme aboHeHTLl 3a He6onbLUOI MHTepBan BPEMEHWU MOTYT MEICTIEHHO
obpabaTbiBaTh NULLb HeGOoMbLLOE KONUYECTBO (OKONO YeThIpex) Nnopumii UHhopmaLMm B ofHOM 06LSBNEHUN UnNu 3anpoce,
TaKoW Kak AiaThl, Ha3BaHUs UM HOMepa MecT. TeM He MeHee, TOYHOE KONUYECTBO 3aBUCUT OT CIIOKHOCTU MHPOpMaLmn
U cTeneHn BnusocTu anemeHToB Bblbopa. Takxke, ecnv aboHeHT He 06s3aH AepxaTb B NaMATU BCe 3MEMEHThI, MHOrAa
onpasAaHo Ucnone3oBaHue BonbLUIOro KonmyecTea NopLuit MHopMaLuK.

9.1.2 NpynnupoBka nHgopmauumn
Ecnu B 0gHOM 06bABNEHUM MK 3aNPOCe NPEACTaBMNEHbl HECKOMbKO YacTen nHopMauuu, Mexxay dpa-
3aMu PEKOMEHAYETCA BCTaBMAThL nay3bl 4118 rpynnUMpoBKN UHOpMaLuK.

Tpumep — B cnedyrowjem ob6bs1851eHUU MeXOy ¢hpaszamu ecmassieHb! nay3bl, a Kaxdasa ¢ppasza npedcmae-
Jnisem cobol 0dHy nopuyuro uHgpopmayuu: «Homep petica 123. <[laysza> locadka npouseodumcsi y eopom Ho-
mep 12. < [lay3a> Bpems omnpaeneHusi — 15:45».

9.1.3 UHTOHauusA n gpyrue acnekTbl peuu

C uenbio yny4yLleHnsa BOCNPUATUASA, PUTM Pedr NPy NPOU3HECEHUN MH(POPMALIMOHHbIX 3MEMEHTOB, BKIHO-
yas wabnoHbl UHTOHaUMK, (HanpuMep, AN Yucen, NocneaoBaTenLHOCTU UMdp U AaT) pekoMeHayeTcs fe-
naTb NOXOXWUM Ha PUTM W NPOU3HOLLEHME peYn YenoBeka.

MpuMmevyaHue — OTO JOCTMKUMO MyTeM oGecneveHUs ABYX UK Gonee NpeAcTaBleHUn Kaxaoh Ludpbl nnu
nocriefoBaTeNlbHOCTU Ludp, C pasnuuHbIMKU MHTOHALMAMU, B LIUPPOBOIA, 3anMcaHHOW UMY CUHTE3UPOBaHHOW peudu, uc-
Nonb3yeMoW B NMPUITOXEHNN.

lMpumep — B aHesnulickoM 5i3biKe NMPOU3HOcs nocredoeamenibHOCMbL Yugp «00uH, dea, mpu», 06bIYHO
yugpbl «0OUH» U «Gea» UMerom NMoeblWaroWyrocs UHMOHaYU0 8 Mo 8peMs] Kak «mpuy uMeem MoHUXarowyocs
uHmMoHauuo. B cnydae nocnedoeamensHocmu «mpu, dea, 0OuH», «mpu» U «dea» UMerom MoebIWarouwyocs
UHMOHayU0, a «00UH» — MOHUXAIOWYHOCH.

9.1.4 CKOpOCTb peymn
Mpu BbIBOPE CKOPOCTU pPeYM AN 3anpocoB U 0ObABNEHUI PEKOMEHAYETCH Y4UTbIBaTb 0COBEHHOCTU CO-
BOKYMNHOCTU I'IOJ'Ib3OBaTeJ'Iel7I, HasHavyeHune NpunoXXeHnsa ronocoBoro MeHo n VlCl'IOJ'IbSyeMbIﬁ ananexT.

il pnMmMedYyaHne — CKOpOCTb pedn HacTo CyLeCTBEHHO OTNINYaETCA B Pa3fIM4HbIX CUCTeMax royioCoBOro MeHHo.

Tpumep — B NpunoxeHusix 20/10c08020 MeHio A11s1 cryx6 noddepxKu nonv3oeameneld e CesepHol Ame-
PpuKe ucrnonk3yrom ckopocmes om 140 do 170 cnoe e MUHymy.
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9.1.5 lNpocTbie nuHreucTuveckue popmbi
Mo BO3MOXHOCTH, PEKOMEHAYETCA UCMONb30BaTb NPOCTbIE NMUHIBUCTUYECKUE KOHCTPYKUMM U CMOBO-
¢opmbl.

Tpumep — Bmecmo 3anpoca «Celivac dosmkeH 6bimb eeedeH HOMep cyema» (naccueHbili 3anoz) ucnosb-
3yrom 3anpoc «Ternepb 6gedume HOMep 8ale20 cyeman.

MpumeyvyaHmne — B uenom, ecnu cyLecTByeT BO3MOXHOCTb BEIGOpa Mexay AMAUHHEIM U KOPOTKUM CIOBOM, 060-
3HavYaloLLMM OfiHO M TO Xe, CNeayeT UCNoNbL3oBaTh KOPOTKoe crioBo. B GonblUMHCTBE cnydaes, KOPOTKoe crnoeo Gonee
ynotpebnsieMoe, YeM ANMHHOE, U NONb30BaTENU YCIbILLAT U NMOUMYT ero GbicTpee. Mcnonb3oBaHUe XOPOLLIO NOCTPOEHHBIX
npeanoXeHuit u cnosapsi Hanbonee ynotTpeGnaeMeblix CroB NO3BOISET 06ecneynTs YBEPEHHOCTL B TOM, YTO HaubonbLuee
KONMU4eCcTBO Nomnb3oBaTenei NoMeT CooBLLUEHNUS NPUNOXKEHHUS.

Tpumep — B 3anpocax Yawie UCMOJL3ylom CJ/I080 «CKaXume» 6MecCITo «/pou3Hecume» U CJl1060 «I10-
Mouwb» eMecmo «codelicmeuey.

9.1.6 PasymHOe ucnonb3oBaHue BeXSIMBOCTU B 3anpocax Ha BBOA AAHHbIX

TepMUHbI BEXITMBOCTU (HanpuMep, «noXarnyincray», «cnacuto») B NPUNOXEHUsSIX rofIloCOBOr0 MEHIO Crie-
AyeT Ucnonb3oBaTb pasyMHoO. PekomeHayeTca usberatb M UpesmMepHOro, U HeJo0CTaTOMHOIO UCMNONb30BaHUS
Takux TEPMUHOB.

Tpumep — Ecnu cnioea eexuiueocmu (Hanpumep, «roxasnylicma») Ucrnonb3yrom CUWKOM Yacmo, 3mo Mo-
JKem cmamb ymoMUumernsHbIM.

MpumevyaHne — Ecnu cuctema npeanaraeT CNMCOK NYHKTOB MEHIO, CIOBO «MoXaslyilcTa» UCNonb3yroT He ANns
KaX10ro BapnaHTa, a ToNbKo B Hayane 3anpoca (Hanpumep, «loxanyicTa, BoibepuTe oHO U3 criefyloLuUX AEWCTBUIA:
ANns oTAena npoAax Haxmute 1, AN otAena oTrpy3kn HaxXMuTe 2, ANA ApPYruxX OTAENoB, HaXMuTe 3»).

TMpumep — Ucnonb3oeaHue eexsueo20 MepMuHa e Havyane 3anpoca (Hanpumep, «lloxanyilcma, egeedume
Baw Homep cyeman) nomozaem nodzomoeums aboHeHmMa K omeemy Ha 3anpoc, a maioke Moxem oJIoXumeJib-
HO Hacmpoumb aboHeHMOoe oMHOCUME IbLHO NPUJIOKeHUSs 20/10C08020 MEHIO U, KOC8EHHO, OMHOCUMETLHO KOM-
naHuu unu opaaHu3ayuu, Komopol NPuHadnexum amo NpusIoKeHue.

9.1.7 3aBeplueHue BbI3OBA
B cnyyae ecnu npunoxeHue ronocoBOr0 MEHIO MHULMUPYET 3aBepLUEHUE Bbi30Ba, TO PEKOMEHAYETCA
Aenarb 9TO B O4eHb BEXITUMBOW hopme.

Tpumep — «Cnacubo 3a Baw 360HOK € komnaHuo «J/Tyquwiee — demsim». [lo ceudaHus»

9.1.8 KayecTBO 3BYKa 3anpocoB U 00 bABNEHUN

PekomeHnayertcs, 4ToObl y 3BYKa 3anpocoB U 0ObABNEHUI ObINO BLICOKOE kKavyecTBO. Cneayer CBECTU K
MUHUMYMY OKPY>KatoLLWid LUYM BO BPEMS 3anucu, T. €. (hOHOBLIN LUYM AOIMKEH ObITh OFPAaHUYEH B MAKCUMAnb-
HO BO3MOXHOW CTEMNEHMU.

MpuMevyaHune 1 — [nA aBOHEHTOB C HapyLUEHUSIMUA Cryxa UHorfa BLIBaeT o4eHb TPYAHO BLIAENSATH NONE3HYo
UHpopMaLmio (HanpumMep, 3arpockl U 06bABNEHUA) Ha oHe LyMa.

MpuMedvyaHmne 2 — «BbiCOKOe» KAa4YeCTBO 3BYKa ABNAETCA CyObeKTUBHOMN OLEHKON pa3paboTUMKOB NPUIOXEHWIA
rofoCoBOro MEHI0 U APYrux 3auHTEpecoBaHHbIX CTOPOH. OTU CYXAEHUA OCHOBaHLI Ha 3anucsx 3Byka 6e3 uckaxxeHui, Ha
ACHOCTW PeYM N Ha NOHUMAHWUWN OrPaHUYEHNIH NO NPONYCKHON CNOCOBHOCTU U Mosoce YacToT AN TenedOHHbIX NUHUA.

9.1.9 MocTOAHCTBO yPOBHEN FPOMKOCTH 3BYKA 3anNpOCOB U OO bABNEHUN

3anpochkl n 00bABMNEHNUA PEKOMEHAYETCA 3aNUCbIBATb U BOCNPOU3BOAUTL C MOCTOSHHLIM YPOBHEM IPOM-
KOCTW BO BCEM MPUITOXKEHUU FOTOCOBOTO MEHIO.

9.1.10 BocnpusaTtne aboHeHTa

MpunoxeHue ronoCoBOro MEeHI0 A0MKHO ObiTb NOCTPOEHO Takum 06pa3oM, uToObl AN Nonb3oBarTenen
ObINO NOHATHO, YTO OHKU B3AaUMOAENCTBYIOT C KOMMNbIOTEPOM, A HE YENOBEKOM.

lpumep — cucmema IVR: «[Job6po noxanoeams e asmomMamu3upoeaHHyio cucmemy o6ciTyXKueaHusi KOM-
nanuu «Anadour»».

MpuMedaHune 1 — 310 TpeboBaHNe HE MELIAET UCMOSL3OBAHNIO AHTPONOMOP(U3MA B NEPCOHAKE, HO aHTPO-
NOMOPEU3M MOXET YCIOXKHUTL BhINOMHEHNE 3Toro TpeGoBaHus.

MpuMmedaHne 2 — Vcrionb3oBaHWe HexapaKTEpHLIX ANS Pe{n YenoBeKa 3BYKOB Takke MomoraeT nepepatb
OLLLLieHWe TOro, YTo aBOHEHT Pa3roBapuBaET C KOMMbIOTEPOM.
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9.1.11 MNepcoHax

PekomeHayeTcsa TwiaTenbHO BbIOMpaTh NEPCOHaXKa ANA NPUMEHEHMS B roffOCOBOM MEHIO HA OCHOBE
CUCTEMATUYECKOro aHanmsa u JaHHbIX, MONy4YeHHbIX OT noTpebuteneit. BelbpaHHOro nepcoHaxka pekoMeHay-
€TCH UCMONb30BaTh HA NPOTAXKEHWUN BCETO rOfI0OCOBOr0 MEHIO.

MpumMmevaHune 1 — Bo Bcex NpUNOXKEHUSX FONIOCOBOrO MEHIO HA CaMOM Aene cyLlecTByeT nepcoHax (cm. 3.31),
HesaBMCKUMO OT Uenei paspabotunkos. Ecnn paspaboTynku He NMpUHWMAKT akTUBHOMO y4acTusi B CO3[aHuM MepcoHa-
Xa, NPUoXeHUe MOXeT GbiTb BOCMPUHATO LENeBoi ayguTopueli nonb3oBaTeneil HeoXupaHHelM Ans paspaboTiukoB
obpa3som.

MpumevyaHue 2 — lMepcoHaX He MOXET 3aMEHWUTb XOPOLLY CTPYKTYPY MONb3OBATENLCKOro MHTepdeinca n
MMeeT BTOPOCTENEHHOE 3Ha4eHne nocne obecrne4eHns yaobcTBa UCNONb30BaHNS MPUIIOXKEHUS.

9.1.12 MoBTOpPEHME 3aNPOCOB U OOBLABEHUN

a) BbisbiBatolemMy abOHEHTY pekOMeHAYETCS NPeAoCTaBnsATb BO3MOXHOCTb NOBTOPEHUS 3anpocoB U
0ObSBMEHMIA B Criydae, eCniv OHM OYeHb ANMHHbIE UMK coaepxar bonbluMe CNUCKU BapUAHTOB, U3 KOTOPbLIX
aboHeHTy npegnararoT caenarb BuIGop.

MpumevyaHne — HexenaTenbHo peanu3oBbIBaTb NMOBTOPEHWE BCeX 3anpocoB U o6baBneHwid, paspaboTtyun-
KaM crefyeT paccMOTpeTb pasnnyHble KOMMPOMUCCH A1 onpefeneHnst YCroBuiA, Npu KOTopbIX 3Ta PyHKUWUA ABNAETCA
LienecoobpasHoi.

b) B cuctemax ¢ noaaepxkoi pe4eBoro BBoAa AiaHHbIX, kKOmaHaa «MoBTOpuThb» A0MmkHa ObiTb MCNONL30-
BaHa B Ka4eCTBe Pe4eBON KOMaHbl MOBTOPEHUSA 3aMPOCOB U OObLABNEHUNA.

9.1.13 MNoBTOpPEHME YACTEN ANIMHHOIO 3anpoca u oo bABNEeHusA

Mpu HaNWYUU TEXHUYECKOW BO3MOXHOCTU, PEKOMEHAYETCA, UTOObI aDOHEHTbLI UMENKU BO3MOXHOCTbL MO-
BTOPEHMUS YacTen ASIMHHOIO 3anpoca u o6bsABneHus (Hanpumep, PeXXMM «HeOONbLLIOK NEPEMOTKUY).

MpumeyaHue 1— XoTA B HAacTOSILLEM CTaHAApTe He ykasaH 06beM JANMHHOMO OOLSBIEHMS UM 3anpoca, pas-
paBoTUMKN MPUNOKEHNIA MOTYT ONpeAEriuTL Yepes TECTUPOBaHWE BapUaHThI AMUHHBLIX UMM CTIOXKHLIX 3aMpOCcoB UMKU 06b-
SBMNEHWIA, B KOTOPLIX TpeOyeTCs peXMM «HeGOrbLLOK NepemMoTKn». BaxHo, YTobbl Takoe TeCTUpOBaHKUE BKIOYaNo penpe-
3eHTaTVBHbIE BLIGOPKY MOSb30BaTENEH NPUITOXEHUS.

Tpumep — B npunoxeHusx Onsa 3anpoca cmpaxoebix eo3mMeujeHUll, 8 Komopbix aboHeHMy npednazaiom
8bIMONIHUMb CJI0)XHble, MHO20CMYyNeHYambie UHCMPYKYUU ucnonb3yiom yHKUUIo «Hebonbwas nepemMomixa»
mak, Yymo6bl aboHeHMbI MO2/1U NlepenpoeepuMmb Kakyto-mu6o Yacmb CJI0XHbIX UHCMPYKUYUl, KOmopbie OHU MO2-
U nponycmums Unu 3abbimb.

MpumevyaHue 2 — Llenecoo6Gpa3HOCTb UCMONb3OBaAHUSA TakUX ATIMHHBIX, MHOTOSTarHbIX MHCTPYKUMIA B NpUo-
XXEHWM roflocoBOro0 MEHIO JOBOSIbHO COMHUTESBHA.

9.1.14 3anpocbl n 0O BLABNEHUA ANA NONb30BaTeNie TEKCTOBbIX TenegoHoB

MpurnaweHns u o6bABNEHUs ANA NONb3oBaTenen TEKCTOBbIX TeneOoHHbLIX annapaTtoB (TEpMUHANOB
TTY) pomxkHbI Nnepeaasath TO XKe COAEePXKaHUe, YTO U ANs NONb30BaTENe HETEKCTOBLIX TENeOHHbIX annapa-
TOB, HO (hOPMYNUPOBKA AOIMKHA OTNUYATLCA U3-3a pa3nuuuii B cnocobax nepegayum nidopmayuu. Paspabor-
ynkaMm NPUNOoXeHUN creayeT KOHCYNLTUPOBATLCS Y NMONb30BAaTENEl TEKCTOBLIX TeNe(OHHbLIX annapaToB nNpu
pa3spaboTke 3anpoCoOB U OOBLABNEHUI AN UCTONL30BAHWA B TEKCTOBLIX TENeoHax.

9.1.15 BbIGop A3bIka

Ecnu npunoxeHune no3sonsier 3BOHALLEMY aGOHEHTY BbiOpaTh SA3biK, UCNOMb3yeMbIN ANA NOACKA30K, U
ecnu aBoHeHT 3TOo caenan, To BCe NOCMeAyIoLLMe NYHKTbI CUCTEMbI FONTIOCOBOTO MEHIO, OTHOCALLIMECS K TOM e
3agaqe, 40KHLI ObITb NpeaocTaBneHbl aDOHEHTY HA BbIOPAHHOM UM A3bIKE.

MpumMedvaHne — Ecnu aGoHEHT 3anpocun, HanpuMep, CNaHCKUA A3bIK, U NOCTaBUI BLI3OB Ha yAepXaHue
¢poHOBOI My3bIKOI, NepefaBaeMoil Mo paguo, LenecoobpasHo BuIGMpaTe paguoCcTaHUMIo, NPOM3BOASALLYIO BelyaHue Ha
UCNaHCKOM 53bIKe.

9.1.16 A3bIk coobweHuni ans TeKCTOBOro TepmuHana (tenecdoHHOro annapara)
A3bIK TEKCTOBOro coobLeHus Heobxoaumo obpabaTbiBaTh kak OTAENbHLIA BbIOOP sA3bika COO6LLEHUN.

NMpumeyvyaHune — YnomsHyras obpabotka Heobxoguma, Nockonbky coobLieHus TTY-TepMUMHANoB cogepxar co-
KpalieHWs 1 NPUHATBIE 0603Ha4YeHUs (HanpuMep, B aHIMUICKOM « GA» 03HavaeT «aarneey), KoTopele B APYrux cucTeMax
TenedoHHOW CBA3KU He ucnonb3yloT. [ocnefosaTenbHOe UCNOMNB30BaHUE TakKUX COKPaLLEeHWA M KOHBEHUUA BaXKHO ANS
nonb3oBaTeneil TeKcToBbIX TenedoHHbIX annapatos (TTY-TepMuHanos).

13



FOCT P UCO 9241-154—2015

9.2 NMoackasku u cooodwweHus

9.2.1 NMopsagok pacnonoXxeHUsA NYHKTOB B CMUCKaX ONuun

Cnucku onumii pekomMmeHyeTcs ynopsaovmBatb Takum o6pasom, 4Tobbl CaMble NPUOPUTETHLIE NapamMe-
Tpbl ObINKU NpeacTaBneHbl B Ha4ane, a Bce Hecneynduyeckme unu cMeLlaHHble BapuaHTbl — B KOHLIE CNUCKA.
Mpu onpegeneHun BapuaHTOB YNOPSAOYMBAHUSI CMIUCKA TaKKe PEKOMEHAYETCS paccMaTpuBath Takue dak-
TOPbI, KaK YacToTa UCNomnbL30BaHus, JeTanusauus, nony4eHne A0X0A40B, NOrMYECKnii NOPAAOK, BAXKHOCTb 4NN
pasgpaxeHHOro aboHeHTa n nepeobydyeHne Moaenu 3agavu.

MpuMevyaHne — Ecnu HauGonee Ucrnonb3yeMble NapaMmeTpbl NpeAcTaBneHbl NepBbIMU, aGOHEHTLI, Kak Npasu-
no, BbI6UpaLOT UX, He AOXMAASCH ONPEAENEeHHOro BapuaHTa, KOTOpLI Nydlle COOTBETCTBYET UX NoTpebHocTam. Pasme-
LLieHWe YacTo Ucrnorb3yeMblX NapameTpoB B Ha4ase cnucka no3sonaeT aboHeHTam GeicTpee BbIGUpaTL onuum, NoselLwas
06Lwyto achbpeKTUBHOCTL CriMcKa OMNLUIA.

TMpumep 1 — «Ecnu y Bac ype3sebiyaliHass cumyayus, Haxkmume 1. Ecnu y Bac ecmb KpaliHuli cpok, e Ko-
mopbiili He06X0AUMO Y10)XKUMLCA, HaxxmMume 2. []ns1 o6¢yxueaHus e 06LIYHOM pexxume C riocmaeKoll e meveHue
om 00H020 0o mpex OHeli, HaxkmMume 3.»

Tpumep 2 — «[nss omeneii e Eepone Haximume 1. [insa omenel e A3uu Haxmume 2. [Jna omeneli e Cesep-
Holi AMepuke Haxxmume 3. [ina ocmanbHbix omerel Haxmume 4.»

9.2.2 Mopaaok Ha3HAYEHUA KNaBuL ANA CNMCKa onuun
Knasuium anga cnucka onuui pekoOMeHAYeTCa Ha3Ha4aTb B COOTBETCTBMM C NOPSAKOM BAPUAHTOB B CNU-
CKax, coxpaHssa nocrnegoBarTenbHOCTb TAKUX HA3HAYEHUMN.

Tpumep — Ecnu nopsadok nepeyucrieHus e cnucke: «bananc cyemay, «Onnamume Moll cyemy», «3aKkpbimb
cyem», u «lpyaue», mo 055 amux eapuaHmoe MOXHO Ha3Havume knasuwiu 1, 2, 3 u 4 coomeemcmeeHHO.

MpuMedaHune — [nsA rmobarnbHbiX KOMaHg, Kak NpaBuno, HasHavaloT Knasuwu ¢ 6onee BLICOKUMN 3HAYEHNAMN
Lndp 1 «0», Hanpumep, «0» — «MNOMYYUTb MOMOLLE CNELUUanuUcTay», Tak, Ytobel n3bexaTb NPOTUBOPEUNA C Ha3HAYEHNEM
31IEMEHTOB B CMUCKE OMUMA, HAUMHAIOLLMXCA C KraBuLIKu «1».

9.2.3 Nopsapok pasmelueHus Lenen u AeMCTBUI B 3anpocax
Mpu HOpMYNMPOBKE 3anpoca peKOMEHAYETCsl CHayana onpeaenutb Lienyu (kenaemblii Ans Nonb3oBare-
ns pe3ynerar), a 3aTeM AeUCTBUA, He0OX0aAUMBIE NSt NX JOCTWKEHUS.

TMpumep 1 — «4Ymo6bI cOenamb 3aka3 Haxxmume 1»

MpumevyaHne 1-— Tpebyemoe OT BbidbiBaloLWero aboHeHTa AeNCTBUE pa3MeLLaloT B 3anpoce Tak, YTobbl 3To
6blna camasi NoCNeAHAA NpeAcTaBreHHan MHAPOPMaLMA ANs 3anoMUHAHUS.

MpuMevaHune 2 — lNpunoxeHUA ronocoBbIX MEHIO C PedeEBLIM YrpaBlieHMEM YacTo COBMELLAIOT Lenu U Aeit-
CTBUA B OHOM CNoOBe UNW ofHOW dpa3se.

Tpumep 2 — «Ckaxume, noxasnylicma, «Hoebil Nosib3oeamenby UilU «cyujecmayiowuli nosib3oeamerby.

9.2.4 UuTOHaAUMA M gpyrue acnekTbl NPOU3HOWEHUNA
[Ana ecrecTBeHHOro 3By4aHus u 6onee Nerkoro NOHUMaHUA aboOHEHTOM COOBLLIEHUS FTONOCOBOr0 MEHIO
€ro peKoMeHAyeTCs 03BY4MBaTh C MOMOLLBIO pPe4u C NPaBUIbHLIM NPOU3HOLLEHUEM.

MpuMevyaHune — [In4a 3anuMcaHHbIX 3anNpoOCOB MNpPU BLINOSHEHWN f4aHHOW pekoMeHAauuu nornesHa npaBuibHas
TpEeHMpOBKa JuKTopa.

9.2.5 UHTOHaAUMA U gpyrue acnekTbl NPOU3HOWEHUA ANA CUENSIeHHbIX COO0WeHUn

Ona cuenneHHbIX coobLUeHUN MOXET ObiTb BaXKHON MOATOTOBKA TPEX Pa3sHbiX BEPCUI C pasnU4HbIMU
MHTOHALMSAMU B 3aBUCUMOCTM OT NOpAAKa NOABNEHUA OTAENbHbLIX COODLLEHUI: B HAa4ane, cepeauHe U B
KOHUE.

MpuMmevyaHne — Cm. Takke 9.1.3.

9.2.6 UHTOHaAUMA M gpyrue acnekTbl NPOU3HOWEHUA ANA YKa3aHUA OYepeaHoCTH

Moackaskn CUCTEMbI PEKOMEHAYETCA NPEACTaBNATL C TaKUM NPOU3HOLLEHMEM, KOTOPOE nomoraer abo-
HEHTY MOHATH — NOAOLUNA NU ero oYepeab roBoOpuTb UM BBOAUTL AaHHbIE. B yacTtHocTH, 3anpockl, hopmu-
pyloLmecs kak BONPOCHI, AOIMKHbI UMETb BbIPAXKEHHYIO MHTOHALMIO BOMpPOCA.

MpuMevyaHne — B aHIMMIACKOM BONPOCHI, KaKk NPaBUNO, UMEIOT NOBLILLAIOLLYIOCA WHTOHALMIO B KOHLE MNpej-
noxeHus. Mo 3Tol NpUYMHE YacTo UCNONb3YETCA KOPOTKUI BONPOC «BepHO?», Tak Kak aTa ¢pasa MOXET ObiTb NEerko 3a-

14



FOCT P UCO 9241-154—2015

nucaHa ¢ YeTKoW BOCXoAsLLe MHTOHaLMEN N COOTBETCTBYIOLLMM NMPOU3HOLLIEHUEM, YKasbiBas Ha To, YTO cucTeMa oxXuaaeT
peakunn aboHeHTa.

9.2.7 ®opmMmynupoBKa npeamMoyrbl 4sis CNUCKa NapamMeTpoB peyu
3anpoc pekomeHayeTcst hopMynupoBaTh Takum 00pa3om, YToObI CMMCOK OMLUUIA M3HAYanbHO He 3By4arn
Kak sonpoc «fa/HeTt» u He 3anpaLumean NPOU3BONbHYI POPMYNUPOBKY.

Tpumep — «llo Kakomy eonpocy Bbi 386oHUmMe: «Baw cyem», «niamex», «3aka3» Ulu «mexHu4veckasi nood-
depikka»?»

MpumevyaHune — 3anpoc chopMynnpoBaHHLIi kak «Bbl 3BOHUTE Mo noBogy «Ballero cyeTay, «onnatbl», «3a-
Kasa» UIn «TEXHUYECKON NoaAepKKN» ?» YacTo Bbi3biBaeT NpobeMbl MOTOMY, YTO aBOHEHTHI, yernbiwas «Ballero cyeTtay,
oTBevatoT «da» unu «Het». Minu Takne noackasku, kak HanpuMep: «o NoBogy Kakoro cepsuca Bbl 3BOHUTE: KTEMEBU30PY,
«MHTEepPHET», UNK «TenedoH» ByAeT BbI3bIBaTbL OTBETHYIO peyb cpady nocne oKoHYaHWs dpasbl «[o noBogy Kakoro cep-
BMCa Bbl 3BOHUTE... »

9.2.8 OrpaHnyeHus peyeBOoro BBoga
B cnyyae, korga CyLLeCTBYIOT MHOTOYMCIIEHHbIE SA3bIKOBbIE BapUaHTbl OAHON U TOW k& uHdopmaumm,
peKoMEeHAyeTCA NPeaoCTaBUTb HArMSAAHbIA NpUMep.

Tpumep — «lloxanyilicma, Hazoeume cpok delicmeus eawel kKpedumHol Kapmbl. Hanpumep, «[exabpb,
dee mbicsaqu deeHadyamb»

9.2.9 Mcnonb3oBaHue MeTOK B 3anpocax
3anpocbl pEKOMEHAYETCA Ha4YMHaThL C MO0 METKM (KOPOTKOW bpasbl MM CUrHana), HO nocnegosa-
TenbHbI€ 3aNPOChl HE AOMKHbI HAUMHATLCA C OAHOIO M TOrO Xe CrnoBa unu passl.

MpuMmeyaHne — Vcnonb3oBaHne METOK B 3anpocax NMoMoraeT caenartb 3ByYaHue guanora Gofee ecrecTBeH-
HbIM W JOCTaTOYHO 3(pheKTUBHO 0GecneunBaeT HesBHYO 06paTHYO CBA3b OT NpeAblAyLUero 3anpoca 1 oLyLieHWe npo-
rpecca B pelleHUM 3a4aqu BbidbiBatowwero aGoHeHTa.

9.2.10 OgHO3HA4YHOCTb 3anpoca
3anpoc pekoMeHayeTca hOpMynupoBaTb TakMm 00pa3om, UToObl OH Bbin OAHO3HAYHbLIM ANS LENeBown
ayauTOPUM BbI3bIBAOLLMX aBOHEHTOB.

n puMedaHne — To, 4TO c4HuTaeTcA ABYCMBbICNEHHbIM, B 3HAYUTENBHOW CTENEHWN 3aBUCUT OT qeneeoﬁ ayauTto-
puu nonb3oBaTenei.

Tpumep — Bmecmo coobuieHust 06 onmame: «Y Bac ecmb HenozaweHHbId ocmamok e 50 dosnnapoer, 20e
«HernozaweHHbI» (onoeeuwjeHue o0 HaMUYUU ocMamka) Moxxem 6bImb UCMOJIKOBaHO U KaK MoJioXumenbHasi cu-
myayus, U Kak npocpoveHHbIl 6anaHc, coobujeHue hopmynupytom mak: «3ados/mKkeHHOCmb 110 eauieMy cyemy
cocmaensem 50 dosnapoe».

9.2.11 HenonHei HaGOp BapuaHTOB (ONUUN)

BapuaHTbl CNUCKOB pekoMeHayeTca paspabartbiBaTb Takum 00pa3om, 4Tobbl OHM coaepkanu TOMNbKO
€AUHCTBEHHLIN KOMMNOHEHT BbiOOpa. Ecnu BapuaHT cnucka coaepxut bonee 0gHOro0 KOMNOHEHTa BbIOopa, TO
BbI3bIBAIOLLEMY aBOHEHTY PeKOMEHAYETCS Takke NPeanoXUTb BapUaHTbl OTAESNbHO C KaXbiM U3 KOMIMOHEH-
TOB BblGOpa.

lMpumep — CoobujeHue «4Ymobbi 3akazamb 3Mom moeap u cnucamb e20 cmoumMocms ¢ Bawell kpedum-
HoU Kapmbl, HaxmMume 1» fesemcs HeNMoHAMHoOU 803MOXHOCMbIO eblibopa Aisl Nnonkb30eamerisi, Komopblil Xo-
4Yem 3aka3zamb moeap, HO He Xoyem ofJjlayueamb €20 CMOUMOCMbL cO ceoeli kpedumHol Kapmbil. B OaHHbIl
MOMeHm, ebi3biealowjull aboHeHM He Moxem 3Hamb, 6ydym nu emy npedocmaeiieHbl dpyaue 8apuaHmkbl, KO-
mopble coomeemcmeyiom e20 nompebHocmam. BMecmo amoezo, sly4uie eocnpoussecmu 3anpoc aboHeHmy o
MoMm, xo4yem /U OH 3aKa3amb moeap, a 3amem — AONoNHUMENbHbLIU 3anpoc, Komopsblil 3anpocum uHgopMayuio
0 npednoYmumesnibHOM crocobe onnamsol.

9.2.12 flononHuUTesnbHbIe BapUaHThbl (onuun)
Ecnu nepeuncneHbl He BCe BapuaHThbl, PEKOMEHAYETCA YBEOMUTL 00 3TOM abOoHEeHTa U NpeJoCTaBUTbL
€My cpeacTBa naeHTudukaumm ganbHENLLMX BapuaHToB.

MpumeyaHue 1— B cucrtemax ¢ orpaHudeHHbIM HaGOPOM BapMaHTOB, Bh3biBaloLLeMy aBOHEHTY NpefocTaBnsi-
10T Hanbornee YacTo MCNOMb3yeMble BapuaHThl BMeCTe C BApUaHTOM NOSTy4YEHUsI cnucka AOMONHUTENbHBIX ONLMIA.

MpuMmeyaHue 2— Ons cucteM ¢ peyeBbIM ynpasneHueM ¢ Gonbumm HabopoM onuuii aboHeHTY NpeacTaBnsioT
orpaHUYeHHLI Habop oNUM-NPpUMEpPOB.
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9.2.13 Hencnosnb3oBaHue U36bITOYHbLIX UHCTPYKLMUHI
B cucremax ronocoBoro MEHIO C pe4EBbIM YNpPaBneHneM peKoOMEHAYETCA nsberate UCNONb30BaHNUA U3-
ObITOYHbIX MHCTPYKLMUIA O TOM, KaK CNeayeT roBOpuTb.

MpuMeyvyaHue 1— M3bbITO4HOE NOOLLPEHUE BbI3bIBaKOLMX aDOHEHTOB K CBOGOAHO €CTECTBEHHOMN peyn yBenu-
YMBaeT 3acCTEHYMBOCTb aBOHEHTOB U, KaK criefCcTBUe, abOHEHTLI TOBOPAT faXe MeHee eCTeCTBEHHO U MeHee ¢cBoBoaHO,
yeM 0BbIYHO.

M puMedaHue 2 — PacnosHaBaHue pedn nydile Bcero pa60TaeT C YETKMMU, €CTECTBEHHbIMWU peYeBbiMU AaH-
HbIMW, BBeAeHHbIMW NoNib3oBaTeENeM.

9.2.14 MpaMmmaTHyeCKNin HAGOP M TePMUHbBI, UCNONb3yeMble B 3anpocax

9.2.14.1 BeegeHue

TepMUHbI, UCMOSb3yeMbIE B AAHHOM pasfene (HanpuMep, KHaXKMUTE» U «KBBEAMTEY), MOTYT ObITh nepe-
BeEHbl Ha A3bIK LEeNeBON COBOKYMHOCTM NOMNb30BaTENen AN TOro, YtTo0bl y4ecTb Cneuuguky sa3bika.

Mpumevyanune — fOokymeHT ETSI ES 202-076 obecneynBaeT aKBUBANEHTHOCTL TEPMUHOB Ha pasHbIX A3blKax
NS MHOTUX TEPMWHOB, UCMOSMb3YEMbIX B HACTOSALLEM CTaHAapTe.

9.2.14.2 CnoBapHbIit 3anac 3anpoca
B 3anpocbl pekoMmeHayeTca BKMYaTh NULLIL TOT CRNOBapHbIN 3anac, KOTOPbIWA, CKOpee BCero, NOHUMaeT
Lenesas ayauTopusi NonbL3oBarenen.

MpumevyaHue — PacnpocTpaHeHHOW OWUGKOW Npu paspaboTke NPUIOXEHUIA FONOCOBOTO MEHI0 SABAAETCA UC-
Mornb30BaHNe XaproHHbIX CMOB U BbIpaXeHWi U3 TEXHUYECKOKH 0GnacTu, KOTOpbE XOPOLIO 3HAKOMbI paspaboTynkamM, HO
He3HaKoMbl HecreLuanucTam.

9.2.14.3 MNocneaoBaTenbHOCTb B UCNOMNb30BAHUN TEPMUHOB
HUcnonb3yemMble TEPMUHBI PEKOMEHAYETCS COrNacoBbIBaTb BO BCEX NPUNOXEHUAX, UHTETPUPOBAHHLIX B
cucTeme.

TMpumep — Ecnu npusioxeHue 20/10C08020 MEHIO, NPUIOKeHUe 07151 06MeHa coobWeHUAMUY U NPUJIoXKeHue
9ns netidxuHaa coeduHeHbl emecme 8 00UH cepauc, cucmema GOJLKHA UCTIOMb308amb 00HU U me XXe MepMUHbLI
80 8CeX MpeX NPUNIOKEHUSX.

9.2.14.4 NlameHeHUsA TEPMUHOB B 3aBUCUMOCTM OT reorpadou4eckoro pacrnornoxeHus

Ecnu ecTb BEPOATHOCTb TOr0, YTO MPU UCMONbL3OBAHWUM ONPEeAENeHHOro NPUIOXEHUS BbI30B abOHEHTA
Oyaer nepesedeH Unn COeAUHEH C PasnuYHbIMU reorpadpmyeckumMmn NyHKTamu, peKOMEHAYETCA UCNOSb30BaTb
TEPMUHBI B MAKCUMAanbHO BO3SMOXHOW CTENEHM NOAX0ASLME ANA TeX NYHKTOB.

MpuMevyaHne — SA3bIK HECKOMBKO OTANYAETCA B pasHbIX YacTaAX cTpaHbl. Ecrnin nogasnsiolee 60MbWNHCTBO
aBoHEHTOB XWBYT B OfHOM reorpacuyeckoit obnacTy, LenecoobpasHo NpucnocabnueaTte NPUNOKEHUS K MECTHLIM A3bl-
KOBbIM 0COBeHHOCTAM. TeM He MeHee, OCYLUECTBNATL Takue AeNCTBUA HelenecoobpasHo, ecnu npeanonaraeTcs, 4To
3HauuTeNbHasA Lons BbI30BOB GyAeT NnepeBefeHa U3 04HOro reorpacuHeckoro nyHKTa B pyroi.

9.2.14.5 Vicnonb3oBaHue B 3anpocax TEPMUHA KHAKMUTEY

TEPMUH «HaXKMUTEY» HEOBX0AUMO UCMOMb30BaTh, KOrAa abOHEHTa NPOCAT HaXaTb OAHY KnaBuLly (Ha-
npumep, 4ToObl BbIOPATL OMUUIO M3 NPUBEAEHHOTO CNMCKA).

9.2.14.6 Vicnonb3oBaHue B 3anpocax TEPMUHA «BBEAUTEY

TepMuUH «BBEAMTE» PEKOMEHAYETCA UCMOoNbL30BaTh B 3anpocax, korga aboHeHTa NPOCAT BBECTU AaH-
Hble, TpebyloLme HaXxaTUi HECKOMbKMX Knasuw (Hanpumep, Ans BBoAa HOMepa c4eTa). TepMuH «BBeauTe»
TakkKe peKkOMEeHAYeTCs UCMONb30BAaTb B MPUINOXEHUSIX, KOTOPLIE N0 OAMHAPHOMY HaXaTuUio Knasum «#» Boc-
NPUHUMAIOT BLIBOP MO YMOMYaHMUIO.

Tpumep — «[na 3anycka cepeuca ¢ 3aempawHe20 OHSI HaAXXMUmMe Knasuuwly «pewemxa». B npomueHom
cnyyae, noxanylicma, eeedume HyHble dambl cepauca.

MpumedvyaHnune 1 — B AeidcTBUTENBHOCTY, KOrAa OA4HUM HaXaTueMm knaBuLLM «#» BBOLST 3Ha4YeHMe no ymonya-
HUIO, MoApasyMeBaeTCs HaxaThe HeCKONbKUX KNaBuL (T. €. ofuus No YMOMYaHWIo NNOC KnaBuLla «#»).

MpumevaHue 2 — TepMuH «HabpaTb» MHOrga ynoTpebnsoT B 3anpocax TerieOHHOro HoMepa.

9.2.14.7 Vicnonb3oBaHMe TepMUHA «OCTaBbTe COOOLLEHME»

TepMUH «ocTaBbTe COOGLUEHME» PEKOMEHAYETCS UCMONb3oBaTh, Koraa aboHeHTa NpocsT, YToObl OH
0CTaBuI 3anucaHHoOe coobLLeHune.
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Mpumep — «lMoxanyiicma, ocmaebme coobuieHue ocsie 36yKOe020 cuzHana»

9.2.14.8 Ncnonb3oBaHWe TEPMUHOB «CKaXKUTE», «COOBLLUMTEY U «BbIDEpUTEY
B npunoxeHuax, nCNonb3ylowmx aBToMaTu4eckoe pacnosHasaHue peyn B kKa4ecrse MexaHu3ma Bsoaa,
TEPMUHBI KCKXKUTEY, «COOBLUTEY U «BbIGEPUTEY PEKOMEHAYETCA NPUMEHSTb YMECTHO U COMMacOBaHHO.

lMpumepbi
1 «lMoxanylicma, ebibepume «6poHUpo8aHUe» Unu «uHpopMauusi 06 yyemHoll 3anucu.
2 «lMoxanyiicma, coobujume eawe umsa»

3 «4Ymobbi cdenampb 360HOK, NoXasnylicma, cKkaxume, «ornepamopy», «JIUYOM K JTUUy», «cobpamby» Uy «Ha
mpempell cmopoHe».

MpumMedaHune — CywecTBYIOT CUTyaLWH, B KOTOPbIX aGOHEHTHI MHOII@ HEYMECTHO Ha4YMHaIOT BBOAUTL AaHHbIe
cpasy e nocne Nepeoro BapuaHTa, Korga nepes Cruckom Onuuin UCMomnb3yT TEPMUH «CKaXUTE». TEM HE MeHee, TePMUH
«CKaxuTe» 0GLIMHO UCMONb3YIOT BO MHOMMX Takux 3anpocax. Mcronb3oBaHue B 3anpoce COOTBETCTBYIOLWEH MHTOHaLWN
MOXET YCTpaHUTb 3Ty NpoGnemy.

9.2.14.9 HaumeHoBaHua knasuw TenegoHa npu ToHansHOM Habope

Liudbposbie knasuwm tenedoHa npu TOHaNbHOM Habope AOMiHbI Ha3blBATLCA MO UX LUUAPOBLIM UK
CUMBOSbHLIM UMEHAM B COOTBETCTBUM C AOKyMeHTOM MC3-T PekomeHgauum E-161.

9.2.15 HeyMecCTHbI€ UNN HEAOCTYNHbIE ONUUMK

Ecnu BbIOOp B CNUCKE OMUMIA AIBASIETCA HEYMECTHBLIM UMW CTan HEAOCTYNHbIM Ans aGOHEHTa Ha OCHOBE
npeablayLLuX BApMAHTOB BbIOOPA BbI3bIBAIOLLEro abOHEHTa Unu Apyrux 06CTOATENLCTB, UMEIOLLUX OTHOLLE-
HWE K MPUINOXKEHUIO, TAKyl0 OMNUUI0 HE PEKOMEHAYETCA NPeAOoCTaBNATh Bbi3biBAIOLLEMY a0OHEHTY B NOGOM
nocneayloLwem CnMcke onuMi B npeaenax Toro Xxe NpusioKeHus.

lMpumeps!

1 Ecnu aemomamu3supoeaHHasi (yHKUUST offlambl cYermnoe e cucmeme cmaHoeumcsi HedocmynHoll ons
aboHeHmMa Ha onpedesieHHbIl Nepuod epemMeHU, eMy He NpPedocmassisiom 803MOXHOCML aemomMamu3uposaH-
Holi orlamel cyemoe 3a amom nepuod epemeHu. Kpome mozo, aboHeHmam 3abnazoepemMeHHo coobujarom, Ymo
ama ¢pyHkuus HedocmynHa: «K coxasneHuio, onslama cyemoe epemMeHHo HedocmynHa. Ecsiu eamM HYXXHO UCIONb-
30eamk amy hyHKYU 0, Noxarsylcma, nepe3eoHume rno3dHeey.

2 Ecnu aboHeHm e NMpuUJIoXeHUU 20J10C08020 MeHI0 /17 op2aHU3ayuu noe3dokK yxe coobujus o xesaHuu
nymewecmeoeamb caMoJIemoM, NpusloxeHue He npedocmasum eMy 603MOXHOCML 6bIOUpamb eapuaHmbl s
nymewecmeuli noe3dom.

3 B npunoxeHuu 20/10c08020 MeHI0 eapuaHm 3anpoca 0718 obujeHusi co crieyuaucmom He npedocmaerisi-
rom, ecnu e Hacmosiwjee epeMs HU 0OUH crieyuanucm He docmyrieH.

9.2.16 HasHayeHue KnaBuw ANA HeAOCTYNHbIX / HEYMECTHbIX BapUAHTOB
HecMOoTpA Ha TO, YTO HEAOCTYMHbLIE/HEYMECTHbIE BapuaHThl abOHEeHTaM He NnpeaocTaBnsatoT (CMm. 9.2.15),
Ha3Ha4YeHHble KnaBuLIK ANSA 3TUX BApUAHTOB HE PEKOMEHAYETCS MU3MEHSITb.

MpuMmevyaHne — Kak KOMIPOMUCC, HasHa4YeHWe OMUMSAM MeHIo, KOTOpble Yalle BCero NponyckatoT, KNnasull ¢
6oree BbICOKMMU 3HAYEHWUSMU Lidpp — 3TO OfMH M3 cnocoBoB caenaTh Takoi Nponyck MeHee 3aMeTHbIM At aGOHEeHTOB.

9.2.17 CornacoBaHHOCTb B Ha3sHaYeHUU KraBuLL

Ecnun TexHu4ecku BO3IMOXHO, TO OHY U TY e KNaBuLLy UM roriocoBy0 KOMaHAY PEKOMEHAYETCS Ha-
3Ha4aTb OJHOW M TOW Xe (PYHKLUMU BO BCEM NPUIOXKEHMMN FONTOCOBOTO MEHIO.

9.2.18 CornacoBaHHOCTb MeXAy BapuaHTaMu peyeBOro BBOAa M TOHaNbLHOro Habopa

Hymepauuio onumin ToHanbLHOro Habopa pPeKkoMeHAYEeTCA CornacoBarb C HOMEPOM 3TOr0 BapuaHTa npu
pe4yeBoOM BBOAE.

10 HaBurauus

10.1 ®dyHKUMA «NPONYCTUTL U Aanblue»

Ecnu cucrema, ucnonbe3sytowlasa BBoJ TOHaNbLHOro Habopa, noaaep>XMBaeT crnocob NPoKpPyTKM (nepemoT-
KW Bnepea) A0 KOHUA 3anpoca unu obbaBneHus, To AN 3TOW Lenu peKoMeHAYeTCs UCMONb30BaTh KNaBuULLy
«@#».

Mpumep — A6oHeHm xo4yem ycnbilWams Ha3eaHUsl eceX (buIMoe € CrUCKe 3annaHupoeaHHbIX K MoKasy u
Haxumaem Knaeuuly «#», Kak mosibko 6ydem npou3HeceHO HaseaHue.
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10.2 OgHOBpPEMEeHHbIN Habop U OQHOBPEMEHHbIN peyeBOi BBOA

PekomeHayeTcsi npefocTaBnaTe aBOHEHTY BO3MOXHOCTb nNpepBaTtb nioboe coobLueHne, YToObl BBECTH
CBOWi OTBET, KPOME Cy4aeB, KOrga Ba)KHO, YTOObI OH yChbILan aTy MHopmauuio LenukomM (Hanpumep, Heko-
TOpble curHanel 06 owmbkax unu coobLyeHns). Ecnm BocnpousseneHne coobLLeHNa NpepBaHo, TO PEKOMEH-
ayercs, 4Tobbl cuctema obpaborana noboii BBOA AaHHbIX, KOTOPbIA Dbl NOMyYeH.

Mpumep 1 — Ecnu npunoxeHue 3anpawiueaem y eni3biearouje2o aboHeHma mesegoHHbIl Homep, abo-
HeHm npepbkieaem 3anpoc U Ha4uHaem esodumes HOMep, Mo NpuJslokeHue cHavYana obpabambieaem eeedeHHbIl
Homep.

TMpumep 2 — CoobujeHue cucmembl 20/10C08020 MEHIO, Komopoe npedynpexdaem aboHeHma, ymo Oeli-
cmeue npueedem Kk Heo6pamumomy pesynLmamy (Hanpumep, «Bbl yeepeHbl, Ymo xomume yOasume He Npociy-
waHHoe coobujeHue?») denarom HenpepbieaeMbIM.

10.3 Onepexalowwuit TOHaNbHbIA BBOA U ONepexarowwmin pe4yeBoi BBOA

PekomeHayeTcsa npefocTaBnsATb aGOHEHTaM BO3MOXHOCTb BBOAUTL MHAOPMaLMIO, KOTOpasi No3BONAET
cucteme obpabarbiBaTh MONyYeHHbIe AaHHbIe ANs nocreaylowmx geicTeuin 6e3 npegcraBneHns aboHeHTY
KaKoii-nnbo YacTn CBA3aHHbLIX C HUMUM 3anNpPOCOoB.

MpumevyaHune — Mo TEXHNYECKUM NMPUHYMHAM UM M3-3a OCOBEHHOCTER PYHKLMOHUPOBAHWUA HE BCe CUCTEMbI
cnocobHel obpabaTbiBaTh Habop KOMaHA NpeABapUTENEHOro rofocoBoro BBOAA.

TMpumep — [ns co3daHuss HOBO20 Npueemcmeus e cucmeme o6MeHa 20/10co08bIMU coobuweHUsIMU, abo-
HeHm omee4yaem Ha nepesili 3anpoc, exibpae «4» Ana npueemcmeull, 3amem Ha cnedyroujem 3anpoce aboHeHm
enibupaem «1», ymo6bi noayyums docmyn k cmaHOapmHoMy npusemcmeuto, a 3amem e criedyiouiem 3anpoce
«2», Ymobbl usMeHuUmMbL ceoe npueemcmeue. Ecnu npedeapumensHbil Habop (6800 OaHHbLIX) docmyrieH, mo
aboHeHM Moxem Haxamb nodpsd 4—1—2 yxe e nepeom 3anpoce u nepelimu K 3anucu ceoezo npusemcmeus
6e3 npocnywueaHusi d8yx Apyaux 3anpocoe.

10.4 MobGanbHble KOMaHAbI
MomMumo ABYX rnobanbHbIX KOMaHA, UCNONb3YEMbIX ANS CBA3U CO CNELMANUCTOM M ANS NONYYEHUs UH-
dopMaLuu 0 NOMoLLM, rnodansHble KOMaH4bl PEKOMEHAYETCA UCMONb30BATb C OCTOPOXHOCTbIO.

Mn puMedaHue 1 — B cuctemax ¢ ToHanbHbLIM BBOAOM OorpaHu4eHo Konu4ecTeo Knasuw, AOCTYNHbLIX ANA Ha-
3HadeHnsa rmoGanbHbiXx KoMaHg. [Ans ronocoBbIX MEHH ¢ peyeBbIM ynpasneHUem, U NOCKONbKY rnoGanbHble KOMaHab
AOOCTYMHbI B noboe BpeMs, Kaxaasa gonofnHuTenbHasa rmobanbHaq KoMaHaa MOXET CHU3UTL NPOU3BOAUTENBHOCTL pac-
Nno3HaBaHUA pedn.

MpumedyaHue 2 — [NA NPUNOXEHUA C NOAAEPKKON pedeBbIX (DYHKUUIA HekoTopbiMU oBwuMKU rnobanbHEIMK
KOMaHAaMu ABMSTCS: «MOBTOPUTLY, «HaYaTb BCe cHavanay, «Hasaf» U «BbliiTU». OfHaKO BaXHO y6eAUTLCA, YTO STU
KOMaHAbl @aKyCTUHECKN HE KOHMNUKTYHOT C MECTHBIMW KOMaH4amu (C yHeTOM 0COBeHHOCTE MECTHbIX Hapeuuii, pernoxa,
rocyaapcTs).

10.5 MpepbiBaHKE MO YMOMNYaHUIO

Ecnu npunoxxeHue ronocoBoro MeHIO C peveBbIM BBOAOM NOAAEPKMBAET (DYHKLIMIO «NPEpbIBaHNUSA BOC-
npou3BeaeHUs COOBLLEHUSA», TO PEKOMEHAYETCS, YTOGLI OHA GbiNa BKIIOYEHA MO YMOMYAHMUIO.

MpuMmevyaHne —Cm. 10.3.

10.6 OrpaHu4yeHUA npepbiBaHUA BOCNPOU3IBEAEHUA COODLEeHUA

PekomeHayeTCA 3anpeLwlatb NpepbiBaHUE BOCNPOU3BEAEHNE COOOLLEHUS B CNeAYIOWUX CrydasX:

a) ecnu npepbIBaHWE MOXKET NOMELLIATL NOMb30BATENIO MOMYYUTh KPUTUYECKU BaXKHYIO MHADOPMALMIO;

b) ecnu nonb3oBaTenb MO KakowW-nmbo NpuuMHE NPOU3HOCUT ppaly, KOTOpasa HE UMEET OTHOLLEHUS K
rofoCOBOMY MEHIO B Ha4are BbI30Ba.

M puMedaHune — HOCKOJ'Ibe cucTeMa He oxujaeT BBoga oT aboHeHTa BO BpeMA BocnpouseeaeHnA obbsene-
HWRA, npepbiBaHne COOSMeHMH npuBOAUT K OLINGOYHBIM YCroBUAM, € KOTOPbIMU 3aTeM TPYAHO CMpaBUTbCA.

TMpumep 1 — Bo epems HayanlbHO20 coobuUieHUs 8 NMPUJIOKeHUU, eapuaHmbl ebi6opa 8 KOMopoM Obiru He-
0aeHO U3MeHeHbl, 603MOXHOCMbL NpepbLieaHUsi coobueHull omxiiovaiom, 4mobkl ebi3biearowjulli aboHeHmM Moz
6bimb NpouHgpopmupoeaH 06 U3MeHeHUSsIX.

Tpumep 2 — B mo epems, Kozda ebi3blealowjuli aboHeHm NPocslywiueaem UHGOPMayuio 0 CpoKax u ycrio-
eusX cepeslca 80 8peMs peaucmpalil, 803MOXHOCMb NPepbleaHUsl OMKITIOYeHa.
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11 MNMomolb

11.1 KOHTeKCTHO-3aBUCUMAA NOMOLLb

PekomeHayeTcs1, 4ToBbl NOMOLLL OblNa KOHTEKCTHO-3aBUCHMON TakMMm 06pasom, 4To6bl OHa OTHOCUNACh
K nocnegHeMy BBOAY AaHHbLIX OT MOMbL30BaTens u k Mool Apyroit 40CTYNHON MHGOPMaLMK, KOTOPas Nomora-
€T peLumTb 3a4a4y Nonb3oBaTens.

11.2 MNomouwb, BbIGupaemMas abOHEHTOM

Ecnu cucrema MMeeT cnpaBoYvHYIO CUCTEMY, KOTOPYIO aDOHEHT BbIOMPAET MO XXenaHuio, To

a) pekoMeHayeTcA, YToObl NOMOLLb Obina AOCTYMHON BO BCEX TOYKAX NPUNOXKEHUS,

b) ans npocb6bl 0 NOMOLLM BCeraa AOIDKHA ObITb MCMONb30BAHA OAHA U TAa XKE KOMaHAA;

C) pekomeHayeTca UHpopMupoBaTb aDOHEHTA O TOM, KaK OH MOXKET 06paTUTLCS 32 MOMOLLBIO.

11.3 NpepocrasneHne NOMOLU B HAYaNIbHOM COOGILEHUN FONIOCOBOTO MEHI0

PekomeHayetcsa, 4to6bl NpeaocTaBneHme NoMoLM B Ha4YanbHOM COoOLeHun B3ammoaencTeus 6bino
JOCTYMNHO TONbKO B TOM Cny4ae, ecrnu:

a) 3anpoLueHHas uHdopmaumsa JOCTaTOMHO TPyAHA ANst BBOAA aGOHEHTOM;

b) o6wmpHoe 06BLACHEHUE NOMOXKET 3HAYMTENBLHO GonblLueMy KonuM4ecTBy aGOHEHTOB NPeAOCTaBUTb
3anpawmBaemMyo MHPOPMAaLMIO NO CPAaBHEHUIO C KONMYECTBOM abOHEHTOB, KOTOpble ByayT pasapaxeHbl He-
06X0AUMOCTbIO CAYLLAThL PA3bACHSAIOLME COOOLEHMS.

MpumMevaHue — MNpegocTaBrieHUe NOMOLLN HE SIBASIETCA XOPOLLEH 3aMeHON AN NNoXo cchopMynUpoBaHHbIX
3anpocoB (COOBLEHNA).

11.4 KomaHabl noMolm

Momowe MOXeET GbITb NpeanoXxeHa B BUAE COODLLEHUI B paMKax roriloCOBOr0 MEHIO UMM Kak BapuaHT
BblOopa aboHeHTa B BUAE CBA3M CO crieyuanuctom. Ecnu Takue BapmaHTbl noMoLm MoryT 6biTh NpegocTaene-
Hbl, TO Pa3nNUYHBEIM CNOCOGaM NOMOLLM PEKOMEHAYETCS Ha3Ha4YaTb PasnUYHbIE KOMaHAbI, KaK Ans TOHAaNbHOrO
Habopa, Tak u Ansa peyu.

lMpumep — Takue KOMaHObI, KaK «a2eHmM», «orepamopy», «pedcmasumensy, «mexnoddepxKa» u m. 0. u
Knaeuwa Hosb (0) — amo 2106asibHble KoMaHObl 20J10C08020 MeHio OJIF CeA3U C CO Creyuasucimnom, é mo epemst
KaK «rnomMouwby», «6osibwe uHgopmMayuu», u m. 0. u Knasuwa 3ee3doyka (*) — amo anobankHbie KOMaHOb! Ons
coobujeHuli 20510c08020 MeH}o 0 npedocmaesieHuU NomMowu.

11.5 MNomouw b, UHMLMMPYEMAA CUCTEMON

Mocne TOro, kak aboOHEHT CTanKMBaeTcs ¢ OLUMGKOI, CUCTEMA MOXET BblaaTk CNpaBoYHOE CO0BLEHUE
BMECTO KOHKPETHOro coobLueHus o6 owwmnbke.

MpumMmedaHne — Yacto hopmMynupoBKM U coagepxkaHue cooblueHus ob owmbke (cM. pasgen 14) n cnpaBo4Horo
COODBLLEHUA CXOXM.

lMpumep — Nocre dsyx owubok eeoda eni3blearoWuM aboHeHMOM, cucmema ebidaem coomeemcmeyio-
wee cripagoyHoe coobujeHue 01 3Mo2o COCMOSIHUSA.

12. JocTyn K cneynanucty

12.1 BBeaeHue

BbisbiBaloLeMy abOHEHTY PEKOMEHAYETCA NPeaoCTaBnsATb BO3MOXHOCTL A0CTYNA K cneuvanucram B
noboM MeCTe NPUNOXKEHUS.

MpuMedaHUue — CywecTBYIOT NPUNOXEHNA, B KOTOPLIX CNELManucTbl He JOCTYMHbI.

12.2 PaBHbINA goctyn

Ecnn goctyn k cneuuanucty obecneyeH, AaHHas BO3MOXHOCTb AOIDKHA NPUCYTCTBOBATL Npu IiO-
6om cnocobe BBOAA [MMNYNbCHLIM HABOP (TenedoH C KpyrnmbiM HOMepoHabupareneM), ToHanbHbIN HaAbop
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(1. e. TenecoH, noaaepxusaowmii DTMF-curHansbl), TekcroBblid HAbop (TTY-TepMuUHan ¢ TEKCTOBLIM BBOAOM)
UNN aBTOMAaTMYECKOE pacrno3HaBaHue peyu].

MpumevyaHne — CM. Takke 8.6.

12.3 NMoackaska gocrtyna (CoodweHue 0 BapuaHTe AOCTYyNa K cneuuanucry)

Ecnu B npunoxeHun obecneveH AOCTYN K CNELUANUCTY, PEKOMEHAYETCS NPEefOCTaBUTL NONb30BaTento
nHdopMaLMIo, KOTopast NOSICHAET, KaK NOMy4YuTb AOCTYN K CNELMANUCTY B JaHHOM Crlyyae.

MpumedvaHue 1— 3To 0AHO M3 Hanboree YacTo 3anpaluMBaeMbIX MoSb30BaTENsiMM CBOWCTB rofI0COBOrO MEHHO.
OpHako NpeaocTaBneHne 3TOM MHPOPMALMKU Ha CIIMLLKOM paHHUX 3Tanax MOXET YBENUYUTb NPOoLeHT aGOHEHTOB, KOTO-
pble OTKasanuck oT paboTsl C rONIOCOBLIM MEHIO.

MpuMmevyaHue 2 — Ecnu NpunoxeHne ABNSETCA HOBLIM MM JOCTATOYHO CIIOXHBIM A5t aGOHEHTa, MOXET GbiTb
LenecooBpasHo NPeAoCcTaBUTh 3Ty UH(OPMaLMIO Ha paHHel CTaguu auarnora.

MpumevyaHue 3 — YMeCTHO AaTb MHGOPMALIMIO O JOCTYMNE K CMELUarUCTy, ecriv AoNoNHUTeNbHas CBA3aHHasi
C MpUNoXeHUeM UHGOPMaLMs YacTo HeobxoguMa ANs BbiGopa BapuaHTa, UMK €CrNiu AOCTYN K CeLUarnucTy AsnseTcs
OCHOBHbIM BapuaHTOM.

Tpumep 1— IMocne deyx nodps10 owubok eeoda, nocnedyroujull 3arnpoc dobaensiem cnedyiouwjull eapuaHm
e meKyuwull cnucok: «4Ymo6bbi no2oeopums Co ciieyuanucmom CiTy6bi NoA3epKKU, CKaXume «mexiiodoepXKKa».

Tpumep 2 — Bbicnywae meKywuli cmamyc OmKpbLIMOo20 3aKa3a, loJfib3oeameJsib Nnojlydaem criedyoujee
coobujeHue: «4YmobbI 06cydumb eall 3aKa3 C a2eHIMoM 10 NPodaxaM, HakMume HoOJIb».

12.4 UHnumaumna nepeHanpaBrieHUnA

12.4.1 Ecnn aBoHEeHT BLINOMHAET AEWCTBUS, HEOOX0AMMbIE ANA NONyYeHUs AOCTyna K crneuuanucry,
BbI30B aBOHEHTA PEKOMEHAYETCSA HEMEANEHHO NepeHanpaBuUTb K CNELManucTy Unu NocTaBuTb B ouepeab Ans
CBSA3U CO CNeuuanucTom n yBeaoMuTb 00 aTOM AencTBumn aboHeHTa (CM. Takke 13.1).

12.4.2 Ecnn aBOHEHT He MOXET ObiTb HEMEANEHHO NepeHanpaBneH UnNu NOCTaBneH B oyepeab, CUCTe-
Ma o6s3aHa NpouHgopMnpoBaTs 06 3TOM abOHEHTa U NPEAO0CTaBUTL UHCTPYKLUMKN O TOM, YTO aDOHEHT MOXET
caenartb ganee; aboHEHT He A0MKeH OblTb pa3beAUMHEH C NPUIOXKEHMEM UMK NONYYUTL CUFHAN «3aHATO»
(cMm. Takke 12.7).

TMpumep — A6oHeHm, ucnonb3ylowull 20J10CO080€ MEHIO 8 MOJIHOYL, YMOoObI 3aKa3amb npedmMemsl 00ex0b!
Haxumaem «0», ymobbi nosyyums docmyn K cneyuanucmy ciayx6bi noddepxku. OOHaKo cneyuanucmsl do-
cmynHbl MoJILKo 8 06biYHoe paboyee epemsi. B omeem Ha KomaHOy ebi3biearouje2o aboHeHma, cucmema om-
eeyaem: «Mbl coxaneem, HO Hawu crieyuanucmsel Cayx6bi 06cnyKu8aHUs1 kKiueHmMoe docmynHbl MoJibKo ¢ 9:00
ympa 9o 5:00 eevepa c noHedenLHUKa M0 NImMHUUy. Bbi Moxeme npodomkums pabomy ¢ eauiuM 3aKka3oMm, Haxae
«1» unu nepe3eoHuUMb 8 Hallle 06bI4HOe paboyee epemMs».

12.5 May3bl B goctyne

Kpome cnyqaeB npeaoctaBneHns abOHEHTY NOCTOSHHOW 0OpaTHOM CBSI3W, PEKOMEHAYETCS OTNPaBNATh
aboHEeHTY Kak MMHUMYM OAHO roflocoBO€e coobLueHue nocne kaxgoro 20-cekyHAHOro nepuoaa, npoLleaLuero
C MOMEHTa NOCTaHOBKM aboHeHTa B ouepeab. Takue ronocoBble COOOLUEHUs crieayeT U3MEHSTb Tak, YTOObI
aboOHEHT He cnbilan O4HY U Ty e d)pasy B KOHLE Kaxaoro nepuoaa oxuaaHus. B untepdeiice nonb3osare-
nev TeKCTOBbIX TeNeOHOB, TEKCTOBbIE COOOLLEHUS pEKOMEeHAYETCA 0TOOpaXkaTb C HEOONbLLUMMKN UHTEpBana-
MU U UX TAKKE CreayeT BUAOM3MEHATL OT OHOTO 0TOGPaXeHUN K APYromy.

TMpumep — B unmepgbelice nosnb3oeamerneli mexkcmoebix mesie¢hoHoe, HayaslbHoe coobujeHue OXudaHus
moxem 6bimb makum: «PLS HD» (aHan. «please hold» — noxanyiicma, oxudaiime). locne ucmeyeHusi 20 ceKyHd
Moxem 6blmb omrnpaesieHa cmpoka «*****»_ rfocse 40 cekyHd — «/////» u m.4.

MpuMmeyaHune 1 — HenpepbiBHas obpaTHas cBsA3b, T. €. My3bika Ha yaepxaHun!) — pasymuas ansrepHaTusa
rofiocoBLIM COOBLUEHNSIM B TaKOA CUTYaLnn. HEeT eAUHOro MHEHUS HAacYET TOro, KakoW M3 3TUX BapUaHTOB JlyuLue.

MpuMevyaHue 2 — PeKoMeHAyeTCs UMeTb COOGLLEHUS, KOTopble B AarnbHelilleM ornoBeLlaoT aGoHeHTa oT-
HOCUTENBHO KONMYecTBa SoAei B odepeau A0 HErOo, OPUEHTUPOBOYHOI MPOAOIKUTENBHOCTH OXKMAAHUSA B odepeau unu
ansTepHaTUBax STOMY OXULaHUIO.

1) Mysbika Ha yaepxaHum — aHrn. music on hold (cokpateHHo MOH).
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MpumeyvyaHue 3—onocosble COOBLLEHUS NPEAOCTABISIOT OXUAAIOLLEMY aGOHEHTY NEPUORUYECKU TaK, YTOGLI
OH GbiN yBEpEH B TOM, YTO Kakoe-To AeWCTBME HaxofAMTCs B NpoLecce BLINOMHEHUS MO OTHOLLEHUIO K €ro 3anpocy O KOH-
cynbsTauuu creyuanucra.

MpumevaHue 4 — [na nonyvyeHusa uHdopmalun o6 obpabotke apyrux TunoB 3agepxku cMm. 13.9, 13.10 un
13.11.

12.6 NMomouwb cneynanucTa

PekoMeHayeTcsa HEMEONEeHHO nepeHanpaBuThb Bbi3bliBaloWeEro aboHeHTa K cneunanucTy, ecnu oH A0-
CTyneH, U3 nobon TOYKUM MEHIO, B KOTOPOW NPEBLILIEH YCTAHOBAEHHbIW NOPOr 3HAYEHUI B cny4vae owwmbok
pacrno3HaBaHuA pevn unu Apyrux nokasarenei HeyaoBneTBOPEHHOCTM aboHeHTa.

TMpumep — Kozda aboHeHm npeenicusn 3adaHHoe KoJslu4Yecmeo owubok e moboli moyke 2051008020 MEHIO

us1u 110 CO8OKYNMHOCMU 8 meyeHue 0OHO20 8bI308a, €20 flepeHanpassiom K crieyuanucmy, 051 ébINo/IHeHUsI e20
(aboHeHma) 3anpoca.

12.7 NMomMolb cneyuanucTa He AOCTyNnHa

Ecnu npunoxeHue rosflocoBOro MeHo 06blvHO 0BecneynBaeT AOCTYN K MOMOLLUM CNELMANUCTa Cnyxobl
noaAEepPKKM, HO TEKYLLME 0OCTOATENLCTBA NPENATCTBYIOT AOCTYMY K 3TOW hOpME NOMOLLM, TO PEKOMEHAYETCS,
yTOObI CUCTEMA OnoBeLlana aboHeHTa 0 TOM, YTO MOMOLLL CneuuanucTa He JoCTynHa, u 0603Havana Bapu-
aHTbl, AOCTYMHbIe aDOHEHTY B 9TOWM TOUKE MEHIO.

13 O6partHasn cBA3b

13.1 O6LwKe NonoxeHus

OGpaTHas CBsI3b SABMAETCH BaXKHbIM CPEACTBOM NOAAEPXKaHWA PA3rOBOPHOIO Auanora, NpoTekaloLwero
B npunoxeHun IVR. OHa cny>uT, cpeau npoyvero, Tomy, Ytobbl MHOpMUPOoBaTbL abOHEHTa 0 NOCNEeACTBUSIX
ero Ae’CTBMUii N nepeaaBatb MHOPMAaLUUIO O TOM, YTO abOHEHT MOXET caenatb Aanblue. ObpaTHylo CBA3b
He Bcerga NpeaoCTaBnsaloT HENOCPEACTBEHHO B BuAE OTAenbHOro coobuieHus ot cuctembl IVR, uHoraa ee
NpeaoCTaBnAlT HEABHLIM CNOCOGOM NMyTEM nocneayowmx gencrenin cuctemol IVR. [aHHbiit pasgen conep-
XUT TPeOOBaHUSA K NPOEKTMPOBAHMIO 00paTHOW CBA3U B IVR-NPUNOXEHUSAX.

MpumMedyaHue — 3anpoc NoATBEPXAEHNS — ofiHa U3 hopM oBpaTHol CBA3M c nonb3oBaTenem cMm. 13.7

13.2 ObpaTtHasa cBA3b NpHU BBOAE AAHHbLIX NOSIb30BaTENEM

OGpaTHYIo CBS3b, MPAMYIO UM KOCBEHHYIO, PEKOMEHAYETCSt NPeAO0CTaBNsATb aDOHEHTY NOCAE KaXA0ro
BBOAA AaHHbIX, YTOObI aGOHEHT 3Har, YTO AAHHbIW BBOA Oblf NPUHAT CUCTEMON.
MpumedvyaHune — CM. Takke 13.7.3.

Tpumep 1 — Cnedyrowjull cnucok eapuaHmoe npedocmaensemcsi aboHeHmy HeMedsIeHHO, ecilu OH om-
eemus Ha npedbIdywull 3anpoc.

Tpumep 2 — Nocne eeoda Homepa 3aka3a, cucmema roemopsiem aboHeHmMy HoMep 3aKa3a 011 nodmeepx-
deHus KoppekmHocmu eeoda.

Tpumep 3 — B omeem Ha eaod noJsib3oeamesnieM HoMepa cyema cucimema eocnpou3eodum coobujeHue
«Toxanyticma, nodoxdume, udem docmyn k uHgpopmayuu o Bawell yyemnoll 3anucu».

TMpumep 4 — IMocrie mozo, Kak ebl3biearowuli aboHeHm ebibpait NyHKM MeHio «Onslama cyemoey, criedyio-
wjee coobujeHue HayuHaemcs co cnoe «Cnacubo. Bri esibpanu onnamy cyemoey.

13.3 O6paTHas cBaA3b Nocrie BbIGopa HeAOCTYMHbIX ONUUA

Ecnu aGoHeHT BbIGUPAET HEAOCTYMHYIO OMNLUIO, TO CUCTEMA FOSIOCOBOTO MEHIO A0MKHA coobLLmTL abo-
HEHTY, 4YTO AaHHaA onuuAa He AOCTyNnHa.

MpuMeYyaHue — ABGOHEHTbI, MCMOSb3YIOLLME CKBO3HON HAabOp, CKBO3HOW peyveBoil BBOA UNK «NpepbiBaHUe BOC-
npovaBefeHns cooBLLEeHUA» CKMOHHbI BbIGUPaTh HEJOCTYNHLIE ONLUK Yallle, NOCKONbKY OHU HE NPOCNYLLUNBAIOT BCe Bapy-
aHThl Crvcka, Npexae Yem oTBETUTL. TakuM o6pa3oM, HEOBXOANMO ONOBECTUTL UX O TOM, YTO ONUUSA CTana HeAoCTYMHON.
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13.4 BpemMsl OTKNMKa CUCTEMbI

PekomMeHayeTcs, 4ToGbl cMCTeMa rofoCoBOr0 MeHK0 BbICTPO OTBeYarna nocne Toro, KaK Bbi3bIBAOLLMNA
abOHEHT 3aBepLUUIT BBOA AAHHbIX.

MpumevyaHune — Ecnu npunoxeHue cpasy He OTBEYaET Ha AEUCTBUSA NONb3OBaTENSA, TO aOOHEHT CKITOHEH Ay-
MaTb, YTO rONIOCOBOE MEHIO €ro He pacchnbillano, Unu Yto Tpebyetcs 6onblue nHhopmayun. STO NPUBOAUT K YBENTUYEHUIO
ownbok BBOAA.

13.5 TekcT cooGuweHUn 06paTHON CBA3N
Coob6LieHns 0BpaTHOl CBA3M peKOMeHAYETCA POPMYNUPOBaThL B KOHTEKCTHO-3aBUCUMbIX TEPMUHAX.

Tpumep 1 — [Insa eantomb! UCNONL3YIOM coomeemcmeyowue mepMuHbl, MmaKue KaK «eepo» Usu «YeH-
mbi».

Tpumep 2 — B aHenulickom si3bike «AM» u «PM» ucnons3yrom 0nsa 12-mu 4acoeozo o603HavyeHuUs1 epemMe-
HU, @ mepMUHb! «oN10eHbLY U «ITOSIHOYLY UCIOoNL3yom, Ymobkl dughgpepeHyuposams 12:00 OHA u 12:00 HoYu,
coomeemcmeeHHO.

13.6 MeTkn

B npouecce gnanora nonb3oBaTens ¢ CUCTEMOW FOfTOCOBOr0 MEHIO, B NPUNOXEeHUN MOTYT ObITb UCNONb-
30BaHbl METKM ANA yny4lleHna opueHTauun nonb3oBarens.

lMpumep — ObbsI8/IEHUE «2/1a8HOE MEHIO» NPpou2pkiearom e Hayasle OCHO8HO20 NepeyHs1 eapuaHmos npu-
J10)KeHUS1, KaK 07151 aBOHeHMo8, Komopbie MoJILKO 3axo0sm e NpusioxeHue, mak u 0519 mex, Kmo eosepaujaemcs
u3 Opyaux yacmell NPUIIOXKEHUSI.

MpumeuvaHue 1 — MNoBTOPHOE WCMONL30BAHUE METOK MHOMAA CTAHOBUTCA YTOMUTENLHEIM AN aGOHeHTa W, B
YaCTHOCTM, B NPUIOXEHUSX C NOAJEPXKKON peveBoro BBoAa, He CNOCOBCTBYET NPOAOIHKEHUIO Ananora.

MpumedyaHue 2 — CoaepxaHue 3anpoca YacTo obecnednBaeT AOCTATOUHbIA KOHTEKCT, TaK YTO UCNOoNb3oBaHNe
OpUEHTUPa MOXET GbITb U3NULIHUM.

MpumedyaHune 3 — MeTkn 0cO6EHHO NONE3HLI ANSA NPUNOXKEHUIA, UCNOSB3YIOLLUX PEKYPCUBHBIN BbI3OB.

13.7 OQuanor Ansa noaATBepPXAEHUA

13.7.1 BeepeHue

BO MHOTMX NPUSIOXKEHUAX FOSTOCOBOFO MEHIO MHOTAA HEOOX0AUMO WU XKEemnaTernbHO UCMOSIb30BaHUE Noj-
TBEepXaeHus Beoaa. B cucremax ronocoBoro MEHIO ¢ NOAAEPXKKON peyeBOro BBOAA NOATBEPXAEHUE BBOAA
nmeeT 0cob0e 3HaYeHue, Tak Kak Npu aBTOMaTU4eCKOM Pacno3HaBaHUM peyn BO3MOXHbI OLLMOKU. B 3aBuck-
MOCTU OT coaeprkaHusi ananora AOCTYNHbI pasNU4HbIe CTpaTernn nogTBepKAeHus. Cneaylolme nogpasgenb)
coaepkaT NONOXKEHUS!, KACAIOLLMECA aCNEKTOB NOATBEPKAEHUA BBOAA.

13.7.2 VcknoyeHue U3NUWHEro NoaATeepPXxaeHua sBoaa

B cny4yae npunoxeHuii ¢ pe4esbiM BBOAOM peKOMeHAYeTCA, YToObl KONUYECTBO NoaTBEPXAEeHUn abo-
HEHTOM BBOAA He Obino CANLWKOM 60nbLUMM.

MpumMmevyaHue — HecMoTps Ha To, YTO NOATBEPXAEHWE BBOAA MO3BOSSIET MOBLICUTL YBEPEHHOCTL B TOM, YTO
ronocoBOe MEHIO NPaBUIIBHO PAcNo3HaNo pevb Bbl3blBatoLWEero aboHeHTa, NOBTOPHLIE NOATBEPXAEHUS 3aMeAnsioT pabo-
Ty, pasgpaxatoT nonb3osarens U PoOPMUPYLOT y HEro BRedaTneHne, YTo CUCTEMA pacro3HaBaHUs He SBNSETCA HafeXHOMN.
PelweHne aToit NpoBnembl MOXET 06eCnevnTb HEABHOE NOATBEPXAEHME.

lpumep — Mpu c6ope HecKkoNbKUX anemMeHMoes uHgpopmayuu o6 onname (Hanpumep, cymma, dama, HoMep
KkpedumHoli kapmbl, cpok delicmeusi, Kod 6e3onacHocmu), Nosib3oeamestb Nodmeepkdaem MOJILKO HOMEP Kpe-
OumHol Kapmbi; ocmaibHyl0 Yacmb UHOPMayuu nosib3oeamesib nodmeepxdaem e rnakeme neped saeepuie-
HUeM npouyecca onyiamel.

13.7.3 NoareepxaeHne NPocThIX CNOB U Ppa3s
Ecnu nocneacTBusl He ABNAIOTCA OTpULUATENbHBIMM U 6€3B0O3BPAaTHLIMU, HE PEKOMEHAYETCS UCMONb30-
BaTb SIBHOE NOATBEPXIEHNE NPOCTbIX BLICKA3bIBAHUNA.

MpumeyvyaHmne — Pe4eBoi BBOA TaKUX CNOB, KaK HANPUMEP, «4a», HET», «MOMOLLb» U «MOBTOPUTE» JOCTaTOM-
HO NPOCT, W UX NoATBEPXKAEHNE NPUBOANT K 0MeHb HEraTUBHOMY OTHOLLEHUIO K pacrosHaBaHM IO peYn.
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13.7.4 fiBHOe noAaTBepxXaAeHUe BBOAA BO U3GexaHue naryoHbix 4e UICTBUMA CUCTEMBDI

cucrema ronocoBoro MeHI0 A0MKHA NPOCUTL ADOHEHTOB SIBHO NOATBEPAUThL BBOJ AaHHbLIX, KOrAa no-
CrneACTBUSI HEBLIMOSIHEHUA 3TOM0 MOTYT ObITb HEYCTPAHUMbIMU U/MNK OTpuLaTeNbHbIMU. PekomeHayeTca pac-
CMOTpPETb HEOOXOAMMOCTb UCMONb30BaHUS ABHOIO NMOATBEPXIEHUS BCSKUW pa3, Koraa nocneacTBUs BBOAA
AaHHbIX Bbi3bIBAOLMM aBOHEHTOM MOTYT ObITb BpeIHbIMU ANst ADOHEHTA, AaXe €CNU OHU SABMNSIIOTCH BPEMEH-
HbIMAU U YCTPAHUMbIMU.

Tpumep 1 — A6oHeHm nodmeepxdaem cyMmy e 0o/Iapax, eee0eHHYIO 80 epeMsi mpaH3akyuu rniramexa
o cyemy, Ymo6ki o6ecrneyums cnucaHue npaeunsLHoli CyMMbI € NPasusILHO20 cyYema.

Tpumep 2 — Cnedyrouwuli duanoz sensemcs npumepom nodmeepkdeHusi eéeoda: «Bbl 3anpocusiu ommeHy
ceoe20 6poHupoeaHusi Ha pelic 303. Ecnu amo mak, Haxxmume 1. B npomueHOM cily4yae, Haxxmume 2».

13.7.5 NoareepxaeHve BBoAa Ha 0CHOBe k03 duumMeHTa 4OCTOBEPHOCTU PacnoO3HaBaHUSA peum

13.7.5.1 Ecnu npu pacno3HaBaHWn pe4eBoro BBOAA MOJy4YEHO BbICOKOE 3HaveHue koadduuyueHTa ao-
CTOBEPHOCTU, ABHOE NOATBEMKAEHNE BBOAA HE TpebyeTcsi; 0AHAKO MOXET ObiTb UCMONb30BAHO HESIBHOE NOA-
TBEPXAEHMNE.

13.7.5.2 Ecnu npu pacno3HaBaHMn pevyeBoro BBoAA NMOMy4YeHO cpeagHee 3HaveHue KoadduumeHTa ao-
CTOBEPHOCTU, PEKOMEHAYETCH UCMNOMNb30BaTh ABHLIW AManor AN NOATBEPXKAEHNA BBOAA.

13.7.5.3 Ecnu npu pacno3HaBaHuu pe4eBoro BBoAa Nony4eHo HU3Koe 3HaueHue koaduumeHTa 40CTo-
BEPHOCTU, NOATBEPXKAEHUE HEYMECTHO, BBEAEHHbIE JaHHbIE PEKOMEHAYETCA OTKNOHUTbL M MOBTOPUTL 3anpoc
BbI3blBaOLLEMY aDOHEHTY.

MpumevaHune — Knaccudpukauma koadpdpuuneHToB JOCTOBEPHOCTU pacno3HaBaHUA pe4n NO YPOBHAM «BbICO-
KWil», «cpedHUii» N «HU3KMiA» saBnseTca apdpeKTUBHON cTpaTermei Ans onTuMM3auum NOATBEPXAEHUA pevyeBoro BBoja.
Mcrnonb3oBaHne fgaHHOR CTpaTer 03Ha4vaeT, YTO TOMbKO BBOA AaHHbIX CO CPEAHUM YPOBHEM OCTOBEPHOCTMN HyXAaeTcA
B NoATBEPXAEHUW B SBHOM BUAE.

13.7.6 Kom6uHupoBaHune noareepxaeHun
Ecnu HECKOMBKO CBSA3aHHbIX YacTen UHGOpMaLIMKM BBOAAT NOCNEA0BATENbHO, MOXET ObiTb UCNONbL30Ba-
HO OHO NOATBEPXKAEHNE BBOAA.

lMpumep — B 3adayve onnambl cucmema nodmeepkdaem HeCKONbKO Yacmel uHgpopmMayuu cnedyrouum
o6pazom: «Bbi coeepwaeme onnamy Ha cymmy $50 ¢ eaweli kpeQumHoli Kapmbi, HOMep komopoli 3aKaH4Yuea-
emcsi Ha 12347?»

13.7.7 Mpeambyna 3anpoca Ha noaTBePXAeHue
B 3anpocax Ha noATBEMKAEHUE U B COOOLLEHUAX C U3BMHEHUSIMU PEKOMEHAYETCA UCMONb30BaTh npe-
ambyny, cogepxaHue KOTOpOi AOMKHO COOTBETCTBOBATL COAEPKAHUIO 3anpoca UM COOOLLEHUA.

MpumeyvyaHue — HekoTopble cUCTEMBI ONycKatoT NpeamByribi.

lMpumep — Peyb co cpedHUM ypoeHem docmoeepHocmu irodmeepikdaiom ¢ NOMOWbLIO 80MIPOCa: «3Mo
6b1n10 ...?7»; nodmeepxoaioujue cOobW,eHUs1 Ha4YUuHalom co CJ108: «3mo ObUIO ..., 6ePHO?»; a 3afpoc 6 omeem Ha
emopyo owubKy pacrio3HaeaHusi Ha4YuHarom co cjioe «MzeuHume, Baw omeem He siceH...».

13.7.8 ®opmMmynupoBKa 3anpoca Ha noaTBepXxaeHue

3anpoc Ha noaTBepXAeHUe pekomeHayercsa OKyCcMpoBaTb Ha KOPPEKTHOCTU NOATBEPXKAAEMON UHAOP-
Mauuu, a He Ha TOYHOCTU NMPOUIHOLUEHUA UMK MaHepe roBoputb. bonee TOro, BCAKMM pa3s, Koraa 910 BO3-
MOXHO, U OTCYTCTBYET HEOAHO3HA4YHOCTb, CMbICIIOBYIO YacTb 3anpoca Ha NMOATBEPXAEHME PEKOMeHAYeTCA
dopmynupoBaTb CX0XXMM 06pa3om ¢ BBOAOM Bbi3biBaloLLEro aboHeHTA.

Tpumep — Ecnu ebicka3bieaHue aboHeHma: «21 mapmay», y4ue dns1 nodmeepxdeHusi 68o0a UCMNO/b30-
eamb popmynupoeky «21 mapma, npasusibHO?», a He (hopmynupoeky «51 dymaio, ymo Bbi ckazanu, 21 mapma,
npaeunsHo?» lMocnedHuil npumep He Noemopsiem 8800 ebi3bieaioule2o0 aboHeHma e moli xe ¢ghopme.

13.7.9 MNoarBepxaeHue LUPPOBLIX UITU YUCITIOBLIX CTPOK

Bcakuin pas, koraa yMcrnoBag CTpoka MMEeT TUN JaHHbIX C TPaANLMOHHBIM DOPMATOM NMPOU3HOLLEHNA,
3anpochl Ha NOATBEPXKAEHUE U 0OBABNEHUS pekomeHayeTcs (POPMYNMPOBaTbL COOTBETCTBEHHO TakoMy ¢hop-
mary.

n punMedyaHue — nOCKO.I'Ibe npu BBOAE YUCNOBLIX AAHHbLIX BO3MOXHbI oLMBKK aBTOMaTU3NpoBaHHOro pacnos-
HaBaHUA pe4n U 4YacTo YUCNOoBbIE€ AaHHble ABNAKTCA KPUTUYECKU BaXKHOW I/IH(pOpMaL[I/IeVI B paMKax NMpUunoxeHusa ronoco-
BOro MeHHK, pekoMeHAyeTCA UCNOoNb30oBaTh NoATBEPXAEHUE, 0Cc06eHHO Korjga ucnornb3yertcd cucteMma aBToMaTu3npoBaH-
HOro pacno3HaBaHUA pe4yu.
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TMpumep — llleedckue HoMepa coyuanbHO20 cmpaxoeaHus, cocmosuwue u3 10 yugpp, 0661YHO NMPOU3HO-
cam e epynnax no dee yugpbi U Yumarom Kak 4ucna, Hanpumep, «Cemsdecsim nsame, deadyame 00UH, mMpuod-
Uams, wecmHadyams, eocembdecsim». [ToOmeepxdeHue amux HomMepoes e Apyzom ¢hopmame, Hanpumep, yugppa
3a yugppoli — «cemb, name 0ea, 0QUH ...», Moxem cbums ¢ mosiky aboHeHmoas.

13.8 PasyMHOe UCNOMb30BaHMNE OTKITOHEHHbIX NOATBEPXAEHUN

Ecnu aGoHEHT OTKIOHMN CAENaHHbIi BLIGOP BO BPEMS MOATBEPKAEHUS, 3TOT BbIGOP HE PEKOMEHIYETCA
npeanaraTtb CHOBa.

MpuMedyaHne 1 — OTo TpeboBaHMe MO3BONSET U3bexaTb CUTyaLUK, B KOTOPLIX FONOCOBOE MEHIO MOBTOPHO
NblTaeTcA NOATBEPAUTE BAPUAHT, OT KOTOPOro abOHEHT yxe NpsaMo oTKasarncs.

MpumeyvyaHue 2 — lMNepedeHb BapuaHTOB, NPEAOCTaBNAEMbIX aGOHEHTY, KOTOpble paHee GhlTn UCKITHOYEeHb! NpK
npegbigyliem Beibope, kak NpaBusio, HasblBatoT «CMUCKOM UCKIOYEHHLIX OMLMii».

13.9 JononHuTenbHaa obpaTHas CBA3b B Criyvyae 3agepXKu oTBeta

Bo Bpemsa noboro nepuoga oxuaaHus ¢ 60nbLIOW NPOLOIHKUTENBHOCTBIO PEKOMEHAYETCH NpeaoCcTaB-
nATb aboHeHTY oBpaTHyl0 CBA3b, YTOGbLI aOOHEHT 3Han, 4To ero Beog obpabarbiBaeTcs. AHANOrM4YHO C No-
MOLLIbIO NEPUOINYECKUX TEKCTOBbIX COODLLEHMIT PeKOMEHAYETCS B3aUMOAENCTBOBATL G NOSIb30BaTENAMMU TEK-
CTOBbIX TenedgoHoB (cM. 12.5).

MpumeyvaHue — OBpaTHas cBA3L MOXET GbiTb 0GecrneveHa ¢ NOMOLLLIO MY3bIKi WK cooBLLeHNiA.

Tpumep — lNocne yrkazaHHO20 aboHeHMoM HoMmepa 6pOHU e asuaKoMNaHuU, cywiecmeyem naysa, e meye-
Hue Komopoﬁ uepaem My3biKa, MOKa cucmema uuwjem 6pOHL.

13.10 YnpaBneHue cuTyaumMsasmMu NpoaorkKNTESNIbHOrO yaepXaHuAa aboOHEeHTa Ha IMHUKN

Ecnu Bbi3biBalOLMI aBOHEHT JONTO OXMAAET OTBETA CUCTEMBI, TO 3aNPOChl HA NPOAOINKEHUE yaepxa-
HWA BbI30BA PEKOMEHAYETCA NOBTOPATL C HEKOTOPLIMM BapUaLmMamMu B COOOLLEHUAX. AHANOMMYHO C NOMOLLLIO
nepuoan4EeCKuX TEKCTOBbIX COOOLLEHUI PEKOMEHAYETCA B3aUMOAENCTBOBATL C NMOMNb30BATENAMU TEKCTOBbLIX
TenedoHoB (cm. 12.5).

Tpumep — [Mocne dsyxcekyHOHOU nay3bl nosiensemcsi coobujeHue: «Mbl o6pabambieaeM Baw 3aka3.»
Yepez 7—10 cek nocne Heeo: «lloxanylicma, ocmaeailimeck Ha nuHuu. Ml no-npexHemMy ob6pabambieaem Baw
3aka3». Ecnu cumyayus yoepxaHusi Ha JIUHUU NpodoJsnkaemcsi 8 me4eHUe HeKomopoz20 A0MosIHUMEsIbHO20 epe-
MeHU, ucronb3yrom 0ONoSIHUMe nbHbIe eapuaHmel.

13.11 MpeanoxeHne aboOHeHTY Nepe3BOHUTDL

Ecnu HeBo3mOXHO 06paboTaTe 3anpoc abOHeHTa B TEYEHUE NPUEMNEMOrO AN HEr0 NEPUOAAa BPEMEHM,
pekoMeHayeTcs 4ToObl CUCTEMa ONoBeCTUIa Bbi3biBaloLLero aboHeHTa o6 atol npoGneme, a Takxe 0 BapuaH-
Tax ero AencTBUn UNn anbTePHaTUBHLIX AEWNCTBUSX.

Tpumep — B cnyyae, ecnu cucmema obpabomku 3aka3a omka3sasna, aboHeHmy moxem 6bimb nepedaHo
coobueHue npumepHo cnedyrouwezo codepxaHusi: «Celidac Mbl He MOXXeM NoJTysumb Gocmyn K Hauleli KOMITbIo-
mepHoli cucmeme 3aKka3oe. Bbl Moxeme omnpasumes Baw 3aka3 no ¢pakcy Ha [Homep meneghoHa], ocmambcst
Ha nuHuu, Ymobkl cess3ambCs CO crieyuaucmomM cilyx6bi NOOOePKKU KIIUeHMoe Uslu cCHoea ronpoboeams 06-
pamumbcs K Hawell aemomMamu3upoeaHHoU cucmeme 3aKa3oe o3oHeey.

14 OwnodKU

14.1 OO Me NnoNoXeHus

CyuiectByeT MHOrO owmBok, BO3HUKaKOLWMX B npouecce paboTkl CUCTEM FrONOCOBOrO MeHH. Ownbku
BBOJA OTHOCUTENbLHO PEdKU B CUCTEMAx rofiloCOBOr0 MEHIO C TOHanbHbIM BBOAOM, HO JOCTATOYHO YacThbl B 0-
NOCOBbIX MEHIO C pedeBbIM yrpasneHneM u3-3a onbok pacno3HasaHms peumn cuctemoii ASR. Opyrue own6-
KW BO3HMKAIOT U3-3a NpobneM, CBsi3aHHbIX C KOTHUTUBHLIMW acrektaMu 3agad nonb3oBaTens, pelaeMbiX ¢
NMOMOLLbIO CUCTEM FOfIOCOBOrO MEHIO, @ Takke Npobrnem, CBA3aHHbIX CO CTPYKTYPHBIMU U HABUraLWOHHbIMU
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acnekTamu NPUNOXXeHWUI ronocoBOro MeHio. JaHHbIN pasaen CoAepXUT MOMOXEHUS HanpaBneHHbIE Ha npe-
ZOTBpaLleHne onbokK 1 ynpasneHue owmnoKkamu B NPUMOXEHUAX rONOCOBOr0 MEHHO.

M pumevyaHune — Sanpoc nogTeepXaeHua Beoa UHorga paccMaTtpuBaroT KakK MeToh ynpaeleHUA owmnbkammn
(M. 13.7).

14.2 HegocTynHOCTL cepBuUca

Ecnu nonb3oBarenb BLIOUPAET BAPUAHT, MOCNE KOTOPOrO HET MOCMEAYIOLMX AOCTYMHbIX OMNLMiA, peKo-
MEHAYETCS YBe1IOMUTL 06 3TOM NOMbL30BATENS U NPEA0CTAaBUTL EMY MHADOPMALIMIO O TOM, YTO CneayeT Aenartb
JanbLue.

Tpumep — Ecnu aboHeHm ebibupaem eapuaHm ciyx6bl, kKomopbili HedocmyneH e OaHHbIL MOMeHm epe-
MeHuU (Hanpumep, u3-3a HeucnpasHoOCMU cucmeMbi), cucmemMa MoKem NpouHgpopmMupoesams aboHeHmMa 06 amom
u nonpocums aboHeHMa ocmasume coobueHue, Unu nepe3soHuUMsb rno3dHee.

14.3 NMoBTOpEHME 3anpoca Ha BBOA AAaHHbIX

B nobom mecte ananora MAeHTU4YHbIE 3anpocbl PEKOMEHAYETCA BOCNPOU3BOAUTL NONb30BaATENIO HE
Gonee AByX pas noapsia.

lpumep — Ecnu nocrsie moeo, kak aboHeHmy npedsoxeHo «lloxanylicma, esedume Homep eaweli Kpe-
dumHol Kapmbi» eo3HUKaem NpodosnkumesnbHasi nay3sa, uGeHmuYHbIl 3anpPoc Moxem 6bIMb UCMO/L308aH No-
emopHo. Ecnu nay3a nociie noemopeHus 3anpoca eo3HuKaem onsims, credyowuli 3anpoc Moxem umems eud:
«Homep Bawell kpedumHoli kapmbl Haxo0umcs e NpasoM 8epXHeM yaily ebicmassileHHo20 Bam cuema. lNoxanyii-
cma, esedume ez0».

14.4 Copepxumoe coodleHuin 06 owndKax

Ecnu nonb3oBarenk BBEMN HENPABUIbHLIE JaHHbLIE B OTBET HA 3aNPOC, TO PEKOMEHAYETCA, YTOGbI CUCTe-
Ma BOCMPOW3BENa NOMbL30BaTeNio KOPOTKOE OTBETHOE coobLUeHne. Ecnu nocneayiowwmii BBOA AaHHLIX NOMb30-
BaTenem Takxe SBNAETCS HEKOPPEKTHBLIM, PEKOMEHAYETCA NPEeACTaBUTL NONb30BaTeNto Gonee pasBepHyToe
coo6LLeHne, KOTOPOE NOMOXET EMY MOHATbL, KaK BBECTU KOPPEKTHYIO UHGOPMAaLUIO.

Tpumep — Ecnu aboHeHm eees1 mosibko deessmb Uugp HoMepa cyema eMecmo Heobxodumsix decamu, mo
cnedyroujee coobujeHue 6bi10 6b1 pa3yMHLIM OMeemoM cucmeMil Ha owWUbKy: «Cucmema pacnosHasa mosbKo
dessimb yugp sawezo Homepa cyema. lNoxanylicma, noemopHo esedume Homep». Ecnu aboHeHm eHoeb 660-
Aum Homep cHema u cHoea deslaem owubKy, adexkeamHbIM omeemom Moxem 6bimb: «lloxanyiicma, eeedume
10-3HayHbIl HOMeEpP cyema, HanevyamaHHbIl Ha NPaeoM 8epXHeM yaJly ealez2o cyema Ha onsiamy».

14.5 [1Ba nocnegoBaTenbHbIX OWKUOO0YHbIX BBOAA B rOfIOCOBOM MEHHIO C TOHANbHLIM BBOAOM

Ecnu nonb3oBatens npocnyLian oAuH U TOT e 3anpoc ABaXbl, U NOCNe 3TOr0 €My He yaanoch oTee-
TWUTb, NN OH 00a pa3a BBEN HEKOPPEKTHbIN OTBET, TO peKOMeHAyeTCsA, YToObl cuctema:

a) No BO3MOXHOCTM Hanpasuna nosib3oBarens Ha KOHCYNLTaLMIO K CNeunanucry;

b) Bocnpou3sena nonb30BaTento TPETUIA 3anpoc, coaepXXaLumin 4ONONHUTENbHYIO MHOPMAaLMIO NO AaH-
HOW Teme;

C) Hanpaeuna NonbL30BaTeNA Ha BbIX0J U3 NPUNOXeHUA (CM. 14.12).

14.6 [1Ba nocneaoBatenbHbIX OWMOOYHBIX BBOAA B rONIOCOBOM MEHIO C PeYeBLIM yNpaBnieHueMm

MocKonbKy B CMCTEME rofIoCOBOrO0 MEHIO C peYEBbLIM yNpPaBneHnem Yalle BO3HUKaIoT OwnbKK n3-3a uc-
nosnb30BaHUA CUCTEM PACNO3HABaHWUA peuu, Nosib3oBaTenen, KoTopble B ABYX NOMNbITKAX HE CMOINN BBECTU
oTBeT unu 06a pasa Aanu HEKOPPEKTHBIN OTBET HA OAMH U TOT XKE 3aNPOC, MOXHO He HaNpPaBnATL K cneuuanu-
CTYy B 9TOIN TOYKE rofiocoBOro MeH0. PekomeHayeTcs pa3paboTarb AONOAHUTENBLHbBINM 3anNpoc, 3aBUCALLMI OT
JaHHbIX PACNO3HaBaHWUsA pe4u, A58 TOro, YTobbl NoNbLITaTbCA onpeaenuTb n 06paborarb owKnbKy A0 nepesoaa
nonbL30BaTens Ha cneuuanucTa unu NPoLeaypy BbiIX0AA U3 NPUIOXKEHUA.

14.7 O6paboTKa MHOXECTBEHHbIX OLIMOOK

B cnyyae 6onbLuoro konuuectsa (Gonee AByx) olLMGOK NOAPA roNO0COBOE MEHIO pEKOMEHAYETCA nepe-
KNIOYaTb Ha ansTepHaTUBHYIO 06paboTKy.
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MpumevyaHue — NoBTOpeHUE OAHOTO U TOro Xe coobleHua Gonee AByX pas 3a4acTylo He UCTIpaBMseT cUTya-
Lmto B Anarnore ¢ aGoHeHTOM. Ecnn oLUMGKKU CTaHOBATCS MHOMOYUCMEHHBIMU, TO CrieAyeT UCMonb3oBaThk Apyrue MeToAb
BbIXOZa M3 CUTyaLuu, HanpuMep, HanpaBneHWe Nosb3oBaTena K CNeLnanucTy unm obxoa Tekyluero sanpoca.

14.8 Heucnonb3oBaHUe YHUUNKUTENbHbIX CITOB B COOOLWEHUAX 06 owmnokax

PekomeHayeTcsa nsberatb B COOBOLLUEHMAX 00 OLUMOKE TaKuUX CNOB, Kak «OoLIMOKa», «HENpaBUIbHbINY,
«HEBEPHbIN», KHE3aKOHHbINY.

Tpumep — B cniyqyae owubku eeoda yucnoebix daHHbIX aboHeHM Moz 6b1 ycnbiwameb ciiedyloulyio ¢ppasy:
«Mb1 He pacronazaem 3anucsimu 07157 amo2o HoMepa. [Noxanylicma, npoeepbme HoMep U eeedume e20 eule pa3».

14.9 Kputnyeckue coodeHuns

Ecnu kputuyeckn BaxkHo, 4ToGbl aGOHEHT NPOCNYLLIAN BAXKHYIO MHGpOpMAaLMIO B co0bLLeHun 06 olmbke
nnu UHopmMaLMOHHOM COOBLLEHUM [0 KOHLA, TO TaKylo YaCTb COOBLUEHUA PEKOMEHAYETCS AenaTb Henpepbl-
BaEMOW (BO3MOXHOCTb NPEPbIBAHMSA AOMKHA ObITb OTKIIOYEHA), HO KPATKOW HACKONbKO 3TO BO3MOXKHO.

Mpumep — Ecnu nonk3oeamens Nbimaemcsa omipaeums cmpaHuyy no ghakcy, u oHa He npoxodum,
yMecmHo eocripou3eecmu rosis3o08amerio 0511 o6pamHoli cesau Kopomkoe Henpepbieaemoe coobujeHue.

MpumeyaHue — MNockonbky Takne coobLUeHUs HenpepbiBaeMble, C TOHKN 3peHUst aBoHEeHTa BaXHO OrpaHuunTh
MX MCMOMNb30BaHWE JULLIb CaMBIMW KPUTUHECKUMU CUTYaLMAMM.

14.10 AcnpaBneHue own60K BBOAA

Mckniovas cutyauuu, onmcaHHble B 14.5 n 14.7, nonb3oBarenio pekoMeHAYyeTCs NpeoCTaBnsTb BO3-
MOXHOCTb UCNPABUTb NOCNEAHION CAENAHHYIO OLLKOKY.

14.11 CooGweHuns o pa3beauHeHUn

Ecnu cuctema yHKUMOHMPYET B HOPMANbHOM PeXxxumMe, NONb30BaTENb HE AOMKEH ObiTb Pa3beAUHEH C
NPUNOXEHWEM 40 TOro, Kak eMy ByaeT NpeaoCcTaBneHo SIBHOE COOBLLEHME O BbIXOAE.

14.12 BbixoA NO NpeBbIEHUI0 IMMUTA ONOO0K

PekomeHayeTcsi, 4ToObl Npoueaypa Bbixo4a B Crydae npesbilieHus nuMmuTa oumbok cogepxana B cebe
pasbsicHeHne npobnemMbl, KOTOpas NpuBena K owmbke, NPeanoXeHusi N0 BO3MOXXHOMY peLUeHUI0 Npobnembl
(ecnu NPMMEHUMO) U BEXITMBOE 3aBEpLUEHME, KPOME TEX Cy4Yaes, KOrAa Bbi30B MOXET ObiTb NepeBeseH Ha
cneuwanucra.

lMpumep — «K coxaneHuro, Mbl He MOXXeM Halimu UHOpMayuo No daHHOMy HoMepy cdema, U celidac Hem
docmynHbix cneyuanucmoe, Ymobkl nomoys Bam. [Ina dononHumensHoll noMouwu, noxanyticma, No3eoHume
Ha Homep XXX-XXX-XXXX e 06bI4yHOe paboyee epemsi. Cnacubo 3a 3eoHok. [lo ceudaHusi»

14.13 NpeaocrtaBneHne NOMoLM

B coofuweHunsax 06 oLumbkax pekoMeHAYETCA NPEAOCTaBAATb KOHTEKCTHO-3aBUCUMYIO MOMOLLb UIU UH-
cdopmaymio 0 TOM, Kak ee Nomny4uTh.

14.14 ®opmynupoBkKa coobueHun 06 owndkax

Mpu coctaBneHun coobuieHunit 06 owmbKkax pekoMeHayeTca yuuTbiBaTh Haubonee obLIME UCTOYHUKM
oLUMBOK.

14.15 Moacka3ka nonb3oBaTenio 06 oXxuaaeMbiX JaHHbIX NPU peyeBOM BBOAe

B cuctemax ronocoBoro MEHIO C peyeBbiM BBOAOM JaHHLIX B CO0GLIEHNUN 06 owmnbKe AN Hepacno3HaH-
HOTO PeYeBoro BBOAA PEKOMEHAYETCS NOACHUTHL KOHKPETHLIE CROBA MKW (hpasbl, KOTOPLIX OXUAAET CUCTEMA
pacnosHaBaHUsA pPeyn, a He NOBTOPATb Ha4YanbHOE CooBLIEHNE.

MpumeyaHne — 3Ta pekOMeHAaLMA NpegHasHaYeHa B NEPBYIO0 ouepeb ANA 3anpoca ¢ orpaHUYeHHbIM rpam-
maTnueckum HabopoM. B sanpocax, koTopble NpegHasHadYeHbl 4S8 U3BNEHEHNA AaHHBIX NPU pacno3HaBaHUU ecTeCTBeH-
HOTO Si3blKa, NOMNE3HO UCTIONB30BaHWE PasNUYHLIX NPUMEPOB.
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14.16 BoccTaHoBneHue auanora

Mo BO3MOXHOCTU PEKOMEHAYETCA B CUCTEME FONIOCOBOT0 MEHIO NMpeAyCcMaTpuBaTb BO3MOXHOCTb BOC-
CTaHOBNEeHUa ananora.

lMpumepbi

1 Omeeyass ompuyamesibHO Ha nodmeepxkOaiowuli anpoc (Hanpumep, «Ecnu s Bac npaeusnbHO MNOHSI-
na, ebl cka3anu bamako, amo mak?»), MHO)XXeCImeo I1oJib30eameneli Npou3Hecem U NPaeusibHyI0 UHGpHOPMayUo
(«Hem, MoHako»). Cucmema Moxem eoccmaHoeumb Quaiioe2, Ucnonb3ysa UHgoOpMayuio, npedocmaesieHHy0o
nosb306amersieM, U yCKopumb o4epedHOCMb 3arpocoe, 8 GaHHOM cilydae pacrno3Hae «MoHako», Kak xenaemMbil
8800 nonb3oeamens, u nepelimu K nodmeepxdeHuto amozo eeoda («lipocmume, MoHako, mak?») emecmo no-

8mopHo20 eociipou3eedeHus] 3anpoca cHoea eeecmu Ha3eaHue 2opoda («[loxanyiicma, Hazoeume NMyHKM Ha-
3Ha4YeHUA»).

2 AboHeHm, 3aKa3bleasi 00eXdy C UCIOJILb308aHUEM CUCMeMb] 20/10C08020 MeHIO C peveebiM 88000M OaH-
HbIX, ebipa3usl xeJjlaHue 3akazamb dee pybawiku. Cucmema He pacfio3Hasna cjioeo «dea» u omeeyaem «Bbl 3a-
Ka3bleaeme mpu py6auwiku, 3amo mak?» A6oHeHm omeevyaem: «Hem, mosnbko dee». Cucmema pacrnosHaem «dee»
Ha amom pa3 npaeusikHo u omeevyaem: «MzeuHume, Bbi 3aka3bieaeme dee pybauiku. Kakol pasmep A5 nepeoli
pybawku?» emecmo eonpoca: «M3euHume, ckonbko pybawek Boi xomenu 3akazamb?»

14.17 O6paboTKa U3NUILHEro pe4yeBoro BBOAA AaHHbIX

[na OTKPLITLIX BONPOCOB (PEYEBLIX 3arpocoB) B Cryyae, koraa aGOHEHT NPOM3HOCUT BbiCKasbiBaHue,
KOTOpPOE NPEBbILIAET MAKCUMATILHO JAOMYyCTUMYIO MPOAOIMHKUTENBHOCTL, PEKOMEHAYETCA CNONL30BATL CNELU-
anbHoe HenpepbiBaemMoe coobLieHne.

MpumedvaHue 1— MakcumarnbHO paspeLLeHHY0 NPOAOSIKUTENBHOCTE PeYN OBLIMHO CTOUT BHIGUpPaTEL Mexay 5 ¢
n15 C, B 3aBUCUMOCTU OT COAepKaHUA OTKPLITOro Bonpoca.

MpumevyaHue 2 — OBocHOBaHME HEBO3IMOXHOCTU NpepBaTh coobuieHne 06 owmbke COCTOUT B TOM, UTO ecnu
aboHeHT NpofomkaeT roBopuTh, cooblyeHne 06 ownbke Gyaet npepsaHo U aBOHEHT He NONYyYUT MHGOPMaLMIo, Heobxo-
AVIMYIO ANS UCNpaBrieHns OLNOKN.

14.18 YNnoMMUHaHMe 0 BO3MOXHOCTU TOHAJNIbHOIO BBOAA B roSIOCOBbLIX MEHIO C pe4yeBbiM BBOAOM
OaHHbIX

B coo6uieHus 06 owwmbke pekoMeHAyeTCs BKIIOYaTb BO3MOXKHOCTb TOHANbLHOIO BBOAA laHHbIX, 0COOEH-
HO nocrne owmMbKKU pacno3HaBaHus.

Tpumep — lMocne emopoli owubKu pacno3HaeaHusi, NpusnoxeHue npednazaem: «OYeHb XKanb, HO Bawe
coobujeHue He NMOHSIMHO. Bbi MoXeme ckazamb «Bbicmasumb cyem» unu Haxamb «1», «Mou nmamexu» unu
Haxamb «2», «Omoesn npoda;» unu Haxkamb «3», «TexHu4yeckas noddepikka» unu Haxamb «4». [lns nonyyeHus
60s1ee NodpobHoli uHhopmayuu, ckaxume, «[ToMowb» UnU HaxXMume 38e300YKy».
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Mpunoxexnune A
(cnpaBouHoe)

0630p cTangaprToB cepuu UCO 9241

[HaHHoe npunoxeHune npeacTasnseT cobol kpaTkuii 063op cTpykTypbl cTaHaapToB cepun MCO 9241. [nA yTodHe-
HWUA OGHOBIIEHHOW CTPYKTYPLI cepun, NpeaMeTHLIX obnacTeil U cTatyca Kak ony6nukoBaHHLIX, Tak U NaHUPyeMbIX CTaH-
AapToB Ha MOMEHT U3JjaHuns HacTosLero cTaHaapTa cM. «CtanfaapTtbl cepun UCO 9241».

[aHHasa cTpykTypa oTpaxaeT Hymepauuio ucxogHoi cepumn crangaptos MCO 9241 — Hanpumep, TpeboBaHuA K
BUAEOAUCNIEAM U3HAYaNbLHO OMUCHLIBANUCH B YacTu 3, Tenepsb e ato cepua 300. B kaxaoMm pasgene craHaapT, HOMep
KoToporo ABnseTcs kpatHbIM 100, ABNsAeTCA BBEAEHUEM B COOTBETCTBYIOLLYIO rpynny cTaHgapTos. Hanpumep, B yactn 100
npuBeaeHO BBEAEHWE B CTaHAaPTLI MO 3proHOMUKe NporpamMmMHoro obecnedeHns. CM. Tabnuuy A.1.

Tabnuya A.1— Ctpyktypa cepuu ctaHaaptos UCO 9241 «OproHoMuka B3aumogencTBusa Yenosek—cucteMar

Homep vactu Tema/HasBaHue
1 BeepeHue
2 PykoBogcTBO Mo ycTaHoBneHuto TpeboBaHuiA K NPOM3BOACTBEHHBIM 3a4aHNAM
1" PykoBogcTBO M0 NpUrogHOCTU UCNONb30BaHMUA
20 [ocTynHoCTb U B3aUMOAEeUCTBUE YeNOBEK—CUCTEMA
21—99 Pe3epBHble HOMepa
100 OproHoMuka nporpaMmHoro obecrneyeHuns
200 MpoLecchl B3aMMofeicTBMS YenoBek—cucTeMa
300 Buaeogucnnen u annapatHoe obecrneyeHne, oTHocsLLeecs K HUM
400 YcTpoincTBa dusnyeckoro sBoga — MpUHLMMILI SproHOMUKK
500 OproHomuka paboyero mecta
600 OproHoMuKa oKpyxatoLLiei cpeabl
700 LleHTpbl ynpasnexus
900 TakTunbHOE U oca3aTensHoe B3auMogencTene
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Mpunoxexnune B
(cnpaBouHoe)

OwWwKnGKN pacno3HaBaHUA peyun B pa3paboTke rosiloCOBOro MeHIo

B.1 Ownbku pacno3HaBaHus, npucyliue roffoCoBoMy MeHIo C peyeBbiM BBOAOM

MHTepaKTUBHbLIE CUCTEMBI FOMOCOBOrO MEHI0, AONYCKatoWMe pe4eBoi BBOA AaHHLIX, UCMONL3YIOT CUCTEMbI aBTOMa-
TUYECKOro pacnosHaBaHWs peuun AN UHTepnpeTauuy BBEEHHbIX AaHHbIX Bbi3biBaOWMM aboHEeHTOM. Kak n npu ncnone-
30BaHWK TKOGON APYro TEXHONOMMM pacro3HaBaHWs, NpU UCNONb30BaHUN 3TON CUCTEMbI BO3MOXHBI OLUIMGKKU. HecMoTpa
Ha NOCTOAHHOE ynyulleHne cucTeMbl ASR, NMONHOCTBIO UCKIIGHUTE OLUMGKKU pacno3HaBaHWS peyn B CUCTEMaX rofocoBOro
MEHHO C peyeBbIM BBOLOM HEBO3MOXHO. MPpHUUMHAE 3TOMO HAXOAMUTCA B CTATUCTUHECKOM NOAXOAE, KOTOPLINA NEXUT B OCHOBE
COBPEMEHHBIX CUCTEM PaCMO3HaBaHWUs peuu.

MpW MCMOnb3oBaHWUK NPUNOXEHUS C KOHEYHBIM YUCTIOM COCTOAHWIA, KaXAOMY BbICKa3bIBaHWIO BbidbiBatoLwero abo-
HEeHTa B MpoLecce Knaccuukaly HasHa4YakT BEPOSTHOCTHU BCEX BO3MOXHBIX Pe3yNibTaToB pacno3HaBaHWs B COOTBET-
CTBUM C rpaMMaTU4eckuM HaGopoM KOHKPETHOTO TONOCOBOro MeHto. B pesynstate 06paGoTkn ASR popMUpyeT cnucok
13 N Ny4LUMX BapUaHTOB C yKasaHWeM 3HaveHUs KosathpULMeHTa AOCTOBEPHOCTH, XapaKTEPU3YIOLLEro BEPOSTHOCTL Npa-
BUNBHOCTU pacno3HaBaHus.

NS NpUHATUS afeKBaTHOMO pelleHUs o cnocobe NPOAOMKEHUS AUanora, cUCTEMa UCMONb3YET YCTAHOBNEHHBIE NO-
POroBble 3HAYEHNS KO3 ULIMEHTa JOCTOBEPHOCTU ANA ONPEAENeHNUs NYYLLNX Pe3ynsTaToB pacno3HaBaHuA.

- Ecnu Bce KoathULMEHTH! AOCTOBEPHOCTH NEXAT HUXKE 3afiaHHOTO NOPOTOBOrO 3HAYEHNS, CUCTEMA OTBEYAET OT-
Ka3oM, T. €. fMHCTBEHHLIM AeliCTBUEM CUCTEMBI B STOM CllyHae SBSIETCA BOCNPOU3BEAEHNE COOBLLEHU NPUMEPHO Cre-
AymLero cogepxaHus: «K coxaneHuto, Ballie coobLueHUe He NOHATHO. MoxanyiicTa, NOBTOPUTE Ero».

- BbICOKWIH KO3PHULIUEHT [LOCTOBEPHOCTM pacro3HaBaH!sA AN OAHOMO BapWaHTa U3 CNMCKa U 3HaYNTENLHO Boree
HU3KME 3HaYEHMUA Y AAPYTUX BapUaHTOB NPUBOAST K BLIMONHEHWIO COOTBETCTBYHOLENO AECTBUS CUCTEMON.

- HekoTopble cUCTEMBI FONIOCOBOMO MeHI0 0GpabaThiBatoT CpeAHNUe 3Ha4YEHNA KOS PULMEHTa AOCTOBEPHOCTH, Npe-
AOCTaBMSS LUaNory ¢ HEKOTOPLIM MHOXECTBOM 3HaYeHUH AN YTOYHEHUS AaHHBIX BBEAEHHLIX Bbi3bIBAOLWUM aBOHEHTOM.

B.2 Tunbl owmboK pacno3HaBaHUA U nocnefylowmne AeNcTBUA

B.2.1 BBegeHue
B Tabnuue B.1 npuBeaeH kpaTkuit 0630p BOIMOXHbLIX KOMOUHaLWi BbickasbiBaHUA BbI3bIBatoLLero aboHeHTa U pe-
3yNLTaTOB @aBTOMaTU4ECKOro pacnosHasaHus peyqn. OWnbku pacno3HaBaHUS BblAeneHbl XKUPHBLIM LPUDTOM.

Tabnuua B.1. — Kpatkuit 0630p BO3IMOXHLIX KOMOWHaUMiA BeickasbiBaHU Bbi3biBatoLlero aboHeHTa WU pesynsTaToB
pacnosHaBaHWs pe4u

PesynbraT aBTOMaTUYECKOrO pacno3HaBaHUA peyu

OTecyTcTBUE BBOJA «a» «b» HeT cooTBeTCTBMIA
KoppekTHoe
HeT BbickasbiBaHMA pacnosHaBaHue Owunbka BCTaBKN
OTCYTCTBMS BBOAA
KoppekTHoe KoppekTHoe OwwunbkKa
Beon BbiCKasblBaHne «A» pacnosHasaHue 3aMelueHmnA Owunbka
aBoHenTa OTKNOHEHUA
KoppekTHoe Ownbka Owmnbka KoppekTHoe
BbiCKa3sbiBaHWe «B» yhpaneHua 3amelleHuna pacnosHaBaHue
HekoppekTHoe KoppekTHoe
HekoppekTHoe pacno3HaBaHue
BblCKa3blBaHUe OTKIOHEHUe

B.2.2 KoppeKkTHOe pacno3HaBaHue OTCYTCTBUA BBoAa

Ecnu cuctema He pacno3Hana kakoit-nubo BBoA AaHHLIX OT NONb30BaTENs 3a YCTAHOBMNEHHLIA Nepuog BpeMeHH,
NPOUCXOAUT TaM-ayT U CUCTEMa Pacno3HaeT cobbITUE «HET BBOAAY, KOTOPOE BKNIOYAET 3apaHee onpeaereHHoe noseje-
HWe cucTeMmel, T.e. cooblleHne «MN3BuHUTE, Bac He cnbiWHO».

B.2.3 Owun6ka BCTaBKU

Ecnu nonb3oBaTenb He BBEN HUKaKoW ronocoBoil MHpopMaLumm, HO roflocoBOE MEHIO pacno3Hano Kakoi-to peve-
BOI4 BBOJ, 3TO ABNAETCA OWNOKON BCTaBKW. Takoi TN OLIMGKM YacTo BO3HUKAET, Korga ownGouHo o6paboTaH WyM OKpy-
XaLWwWil NONbL30BaTENA UMW HEpPeYeBble 3BYKN Takue, Kak ¢poHoBbIA Kawenb 1 T. N. Owunbka BCTaBKM YacTo NPUBOAMUT K
cUTyaLumn, Korga nonb3oBaTeslb He MOXET NOHATL NPUYNHLI HeagekBaTHbIX AENCTBUI cucTeMbl. OIMbKa BCTaBKM MOXET
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UMeTb cepbesHble NocneacTBUA AN YCNELWHOCTU U NpUemMnemMocTu Aunanora Ans nonb3osarens, 0co6eHHO HeOMNbITHOrO,
Koraa owwnbKa BCTaBKM MPOMCXOAUT B CAMOM Havare juanora.

B.2.4 Owmn6ka yaaneHus

OwwnbKa yaaneHusi BO3HUKAET, eCN Bbi3biBaOLWMA aboOHEHT NPOU3HOCUT BbiCKa3biBaHWe, HO rOfIOCOBOE MEHH0 He
pernucTpupyeT BBOA, W BKIoYaeT B cebs criydaun, Korfa He cpabatkiBaeT «npepbiBaHney. Owmbka yaaneHus Takke BKIto-
YyaeT cnyvau, Korga 4YacTb BbiCKa3blBaHWUSA Bbi3blBatoLLero aboHeHTa Ha BbIXOA4E CUCTEMbI aBTOMaTUYECKOro pacnosHaBa-
HWA peyvn owmnboyHo oTBpolueHa. MpuyinHamu oNBOK yaaneHnsa MoryT ObiTb HECOOTBETCTBIE YYBCTBUTENBHOCTU ASR 1
WHTEHCWBHOCTM PEYeBOro BBOAA NoMb30BaTens Un oMbKN onpefeneHns rpaHuL, pe4eBoro BBoga, KoTopele NPUMBOAAT K
HenpaBWEHOMY pacno3HaBaHWo Hayana Uy OKOHYaHWsA peyn.

B.2.5 Owun6ka 3amelleHUs

Owwnbka 3ameLLeHUs], KOTOPYIo TakKe MHOMAa HasblBaloT «Hepacno3HaBaHWe», MPOMCXOAMUT, KorAda none3oBaTenb
(abOHEHT) NpoM3HOCUT BapuaHT nmetoleiicsa B IVR rpamMmaTiki, a cuctema pacnosHaeT Apyrol BapuaHT UMetoLLeiics B
IVR rpammaTuku. MocrnefctBus aTux owmbok ocobeHHO cyLlecTBeHHbI, TeM 6onee, ecnin none3osaTenb IVR He NoHWMaeT,
YTO BO3HMKMa Npobnema ¢ pacno3HaBaHWeM. 3ameLLeHns MOryT MPUBECTU K HexenaTenbHeIM onepauusam (Hanpumep, B
6aHkoBCcKoI cchepe — HenpaBuIbHbIA HOMep 6aHKOBCKOro cyeTa AN nepeBoja CpeAcTB)  Ae3nHdopmaLum.

B.2.6 Owmn6Ka oTKNOHeHHUA

Owmnbka OTKNOHEHUS MPOUCXOANT B CUTYaLMK, Koraa aboHEHT NMPOU3HOCUT pedb, MMetoLlytocsa B rpammatike IVR,
HO OTKa3, Kak NpaBumo, MPOUCXOAMUT U3-3a HU3KNX KOIDDPULIMEHTOB AOCTOBEPHOCTU. TakoW TN OLWMBKK Takke HasbiBa-
FOT OLLMOKOW «OTCYTCTBUE COBMaAeHuii». Mo cpaBHeHUO ¢ OLIMBKaMK 3ameLleHns), onbKa OTKNOHEHUA oveBUAHa Ans
Bbl3blBatoLero aboHeHTa. B cnyyae ownbkn OTKIOHEHUs cucTema nepefaet uHgopmMauuio o npobneme aboHEHTY, YTo
MOXET CTaTb XOPOLUUM Ha4arnom COBMECTHOrO pelleHns npobnemMbl. AGOHEHTEl MOryT BbITh pasapaxeHsl U3-3a NoBTopA-
toLmxcs oLMBoK OTKNOHeHUs. Takue owmnbku NpensaTcTByroT 3dheKTUBHOMY BhIMNOMTHEHMUIO 3a4a4 U MOryT cchopMupoBaTh
y nonb3oBaTens oTpuyarenisHoe MHeHNe 0 NPOU3BOAUTENLHOCTU cucTeMbl ASR.

B.2.7 HekoppeKkTHoe pacno3HaBaHue

HekoppekTHoe pacno3HaBaHWe BBOAA MPOUCXOAMUT B CUTYaLMK, Korga aboHEHT NPOU3HOCUT BbICKa3bliBaHUE He Co-
oTBeTCTBYloLWee rpaMmaTuke IVR, HO cucTema pacrnosHaeT 3TO BbiCKa3bliBaHUe Kak BapuaHT, UMEIOLWUIACA B rpaMMaTyKe.
BrnusaHne HeKoppeKTHOro pacno3HaBaHWA Haxo4UTCA IAe-TO MeXAy BNusHWeM ownbkn BCTaBKU U BAUAHWMEM OWNGKK 3a-
MelleHns. B cnyyae HeKoppeKTHOro pacrno3HaBaHus C TOYKU 3peHNst aboHeHTa peakUnsa CUCTeMbl BLIFMAAUT CnyYaiHoON.

B.2.8 KoppekTHoe oTKnoHeHue

Ecnu aboHeHT NpoM3HOCHT BbiCka3sbiBaHWe, OTCYTCTBYIOLLEE B rpaMmaTieckom Habope IVR, n cuctema oTKNoHseT
3TO BbICKa3blBaHWe — 3TO ABMAETCA KOPPEKTHBIM OTKIIOHEHWEeM. XOTS 3TO U He SBnNAeTCA OWMBKOW CO CTOPOHLI CUCTe-
Mbl VR, B TO Xe Bpemsi HeobXxo4MO UMETb AUanoroBele cTpaTeriu, KOTopble NMooLLPSIOT BhiCKasbiBaHUSA aboHeHTa B co-
OTBETCTBWM C rpammaTuyeckum Habopom [VR, 4To cnocobCTBYET CHMKEHUIO KONUYECTBA TakuUX OLLUMOOK.

B.2.9 YacTtoTa nosiBneHus owmnbok

C TOYKM 3peHUst YacToTbl NOSBMNEHUS U BO3LeiAcTBMSA Ha yA0DCTBO UCMONB30BaAHUS rONIOCOBOIO MEHIO C peYeBbIM
BBOJOM, OLUIMBKW 3aMeLLeHNs W OTKINOHEHNS ABMSAOTCA Haubonee BaXHBIMW TUNaMM OLUMBOK U3-32 HECOOTBETCTBUS Bbl-
CKa3blBaHWA BbI3blBatoLLEero aboHeHTa W pacno3HaHHbIM CUCTEMOIA BbickasblBaHUEM. Ha OTHOCUTENBLHYHO YacTOTY BO3HUK-
HoBeHWS 060KX TUMOB OLLMBOK MOXHO BMUATL C MNOMOLLbIO U3MEHEHUS NOPOroB JOCTOBEPHOCTM pacno3HaBaHus. oBbl-
LLIeH1e MOPOroBoro 3Ha4YeHUs KOSPULIMEHTa [OCTOBEPHOCTU pacrno3HaBaHWUs NO3BOMSIET CHU3UTL KONMUYECTBO OLWNGOK
3aMeLLeHNs, HO MPUBOAMUT K MOBLILUEHUIO YaCcTOTbl MOsIBREHUA OLUMOOK OTKIOHeHMs. HanpoTus, cHUXeHWe Noporosoro
3HaYeHUs KoabULMeHTa AOCTOBEPHOCTM pacno3HaBaHWs NO3BONSAET YMEHbLUMTb KOMMYECTBO TaKMX OTKNOHEHUIA, HO NPW
3TOM BO3pacTaeT KoNM4ecTBO OLLINBOK 3ameleHns. 3Ty 0ocoBEHHOCTB YacTo UCNOSb3YIOT AN Toro, YTobbl aganTuposaTh
NPOun3BOAUTENBHOCTb CUCTEMBI ASR K TpeboBaHWAM KOHKPETHLIX NpunoxeHuit IVR.

B.3 Paspabotka peueBoro uHrepdelica nonb3oBarens Ans ynpasrneHus olwumbkamm

OcHoBHoO npobriemMoin pa3paboTkn 3proHOMUYHOrO NONb3oBaTeENbLCKOro MHTepdeiica IVR ¢ nogaepxkon peveso-
ro BBoja SBNSETCA HEOBXOAUMOCTL yYeTa BCEX BO3MOXHLIX oLIMBOK pacno3HaBaHUsA. [pamoTHasi paspaboTka peveBoro
Monb30BaTEeNLCKOro MHTepdenca MOXET NOMOb:

a) nsbexarb oWKNBOK pacno3HaBaHNA UM MUHUMU3UPOBATL UX KONIMYECTBO C NOMOLLbIO

- TWaTensHoro oTéopa BbickasbiBaHU aBoHeHTa (CM. Taioke pekoMeHAaLmMK Mo paspaboTke cnosapsa U rpaMMmaTy-
yeckoro Habopa B pasgene 7);

- 3anpocos, KOTOpblE NOAAEPXUBAIOT U HaNPaBMnsAOT pevyeBoil BBog aboHeHTa B COOTBETCTBUM C UMEIOWMUMCS B
cucteme IVR rpammatuyeckum Habopom (cM. pasgenst 9 u 11).

6) YMEHbLWUTL HeraTUBHbIE NOCNEACTBUA OMBOK pacno3HaBaHWUsA C NOMOLLbIO

- noaaepxkn aboHeHTa npu oB6HapyXeHUn oMbk pacno3HaBaHUs (CM. peKoMeHAaLuuKu no obpaTHON CBA3N Npu
BBOAE AaHHbIX aboHeHTOM B 13.2);

- COKpaLlleHus oWwnBoK pacnosHaBaHWs, KOTopble NPUBOAAT K NarybHbIM AEACTBMSIM CUCTEMBI (CM. PpeKoMeHAaLmnn
ana noaTsepxaeHus B 13.7),

- noaaepxku aboHeHTa NpU ycTpaHeHUU oLWMBOK pacno3HaBaHusl (CM. pekoMeHaaLun B pasgene 14);

- BOCMPUATUS BbI3bIBAIOWMUM aGOHEHTOM HECOBEPLUEHCTB PEYM C MOMOLLLIO afekBaTHbLIX (hopMynnupoBok coobiue-
Hui1 06 ownbke, BcnoMoraTenbHLIX 3aNpocoB U coobLeHuii obpaTHOIA cBsA3u (cM. pekoMeHzauum B pasgenax 11, 13 n 14),

- NpegocTaBNeHnsa 4ocTyna K cneynanucty (cM. pasgen 12).
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MpunoxeHune OJA
(cnpaBouHoe)

CBe,quMil 0 COOTBETCTBUU CCbITOYHbIX MeXXOAYHAaPOAHbIX CTAHAAPTOB HALWOHANIbHbBIM
cTtaHgapTam Poccuinckon Pepepauumn

Tabnuya JA1

0O603Ha4YeHne cCbirnoYHOro CreneHb O003HaYeHne U HAaMMEHOBAHNE COOTBETCTRYIOLLIETO
MeXJyHapoAHOro ctaHaapTa COOTBETCTBUA HaLKMOHamnbHOro cTaHaapTa

NCO/M3BK 13714 — *

MCO3-T PekomeHgauyma E-161 — *

* COOTBETCTBYHOLLMIA HaLMOHAIBHEINA CTaHAapT oOTCyTCTBYET. [lo ero yTBepXAeHWUs peKOMeHAYeTCsA NCMob3oBaTh
nepeBof Ha PyccKUi A3blK JaHHOTO MexayHapogHoro cTaHaapTa. MepeBoj AaHHOTO MEXAYyHapo4HOro cTaHaapTa Ha-
xoauTesa B GefiepanbHOM MHPOPMaLMOHHOM (hOHE TEXHUYECKUX PETITAMEHTOB U CTaH4apToB.
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