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BBegeHune

Hacrosiwuii ctangapt ycraHasnueaeT TPeOOBaAHWA U COAEPHUT MOMNOXKEHUS, OTHOCSLLMECH K CUCTeMaM
ronocoBoro MeHto (cuctemam IVR)1), koTopble MOryT BKMIOYaTh Pa3NUUHOE COYETAHME FONOCOBLIX TEXHOMNOTN
W Pa3nnyaloTea No cnocobam MCMONb30BaHUS TENeoHa?) B kKauecTBe MexaHusMa nepenadn UHgopMaLmn.
OTU NONOXeEHNUSI He NpeanonaratT BU3yanbHOro oTo6paxeHnsa nHpopmaumm Ana nonb30BaTensa Haja KHoONKa-
MK TeNeOHHOro annapara 3a UCKIMIOYEHNEM TEKCTOBbIX TENEMOHOB, KOTOPbIE UMEIOT AUCNNEN ANA BU3yarb-
HOro oToBpaxkeHnst 06paTHOI CBA3M.

XoTAa ypesBblUaiHO BaXHO, 4YTOObI pa3paboTyMKKM NONb30BaTENLCKOI0 UHTEPMeca ronocoBoro MeHIo
YUYUTBIBANM KYIbTYPHbIE U S3bIKOBblIE 0COBEHHOCTU MONb30BaTENen, COOTBETCTBYIOLLMX LIENEBON COBOKYMHO-
CTU NONb30BAaTeNen, STU acnekTbl BLIXOAAT 38 PAMKM HACTOSILLIETO CTAaHAApTa U He yuTeHbl B HeM. Kpome T0ro,
NOCKONLKY aBTOMAaTMYecKoe pacnosHasaHne peun (ASR)®) paBoTaer no-pasHOMY ANs PasnUuHbIX A3bIKOB U
JaHHas TEXHONOrMA NPOLOMKAET COBEPLUEHCTBOBATLCA, 4ETAaNN NONOXEHWIA, OTHOCALLMXCH K NPOEKTUpOBa-
HWIO NONb30BAaTENbLCKOro UHTEpderica ASR no 6onbLUEH YaCTM HE pacCMaTpUBAaIOTCH B HACTOALLEM CTaHAap-
Te. CogepxaHue HacTOALLEro craHgapra COCPeAoTOMEHO HA NPOEKTMPOBAHMM AUANOra ronocoBOr0 MEHIO U
KacaeTcsi TONbKO TEX BOMPOCOB NPOEKTUPOBAHUSA MOSIb30BaTENbLCKOro MHTepderica ASR, KoTopble BAMAIOT HA
CTPYKTYpbI Auanora.

OnAa nonb3osaTenel ¢ orpaHUYeHHbLIMU BO3MOXHOCTAMU MCMOMb30BAHWE COBPEMEHHBIX CUCTEM r0No-
COBOTr0 MEHIO CO3AaeT 3HaYMTErNbHbIE NPobnemMbl 4oCTyna. YacTb MONOXKEHUW HACTOSLLEro CTaHAaapTa pas-
paboTaHa cneymanbHO 4Ns No4ein ¢ OrpaHMYeHHbIMU BOSMOXKHOCTSAMM, B YACTHOCTU ANA MMyXUX UNu C Ha-
pyLUEHUAMMU CriyXa.

MonoxeHns HaCTOALLEro cTaHaapTa COOTBETCTBYIOT TpebosaHuaMm MCO/MIK 13714.

CuncTteMbl roriocoBOro MEHIO CTanu pacnpoCTpPaHEHHbIMW cpeacTBaMu o6cnyxmBaHus notpedurenei B
KOHLIe BOCbMUAECAThIX rogoB XX Beka. Takne cuctembl CO34aHbl Anst YMEHbLUEHUS NMbOo UcknioueHus Heob-
XOAUMOCTU NPUCYTCTBUA YerioBeKka nyTeM asTomMmaTusaummn yHKLmMiA, KOTOpble 0OLIMHO OCYLLIECTBAAIOT CNeuu-
anucTbl TEXHUYECKOW NOAAEPXKKM No TenedoHy, oBpabaTeiBasi 06paLweHnsi NoNb30BaTENENn.

Takum 06pa3om, Nonb3oBaTesiM MOTyT BbINOSHATL Takue AENCTBUS, KaK YTOYHEHUE pacnucaHus noes-
0B, 3aKa3 KHUMM unu coobLueHne o npobnemax ¢ obcnyxusaHuem kabenbHOro TeneBuaeHUs, B3auMoaen-
CTBYAl C CUCTEMOW rofiocoBOr0 MeHto. Kpome T0ro, ¢ moMOLLBI0 UCMIONb30BAHMA FONOCOBOIO MEHIO 4acTo aB-
TOMaTU3NPYIOT PYHKUUIO MapLIPyTHU3aLumn BbI30BOB, YTOObLI aOOHEHTbI MOIMU COEAUHATLCS C HEOOXOAUMbIM
OTAENOM CONPOBOXAEHUS ANSi PELUEHNS KOHKPETHbIX BOMPOCOB.

Hacroswmin ctTaHgapt yctaHaBnueaeT TpeboBaHus K pa3paboTke guanora «4enosek—cucrema IVR» u
COOTBETCTBYIOLUMX TeM. Ha pucyHke 1 nokasaHo, 4TO abOHEHTbl OObIMHO B3aMMOAEWCTBYIOT C CUCTEMON rO-
NI0COBOr0 MEHIO C NOMOLLIbIO O4HOTO U3 ABYX METOAOB: FONIOCOBOIO UIIU TOHANbLHOIO BBOAA C KHOMOK TenedoH-
HOro annapara. B cucteme ronocoBOro MeHIO C peYyeBbiM BBOAOM 3a7efiCTBOBAHA CUCTEMA PACMO3HaBaHUs
peyun, KoTopasi aHanM3NpyeT pedb BbidbiBatoLlero aboHeHTa. Mpu otcyTcTBUM B cucteme IVR BO3MOXKHOCTU
peyeBoro BBoAAa, OHa 0BbIYHO paCMO3HAET TONbKO TOHAasbHbIM BBOA C KHOMOK TenepoHHOro annapara WUmnm
WHOr4a TEeKCTOBbI BBOA C TepMuHana. Cucremsl IVR ¢ peyeBbiM BBOAOM [1@aHHbIX NOSBUNUCH OTHOCUTENbLHO
HeAaBHO. MHOrne cucrembl CNOCOOHBI MPUHMMATL KakK TOHanNbHbIA, TAK U Pe4YEBO BBOA AaHHbLIX B pamKkax
Avanora ¢ aboHeHToM (nonb3oBartenem). Cucrtema IVR chopMupyeT OTBET C NOMOLLbIO annapaTHoro obecne-
YEHUs n/mnu nporpaMMHoro obecneyeHns U nepeaaeTt ero B BUAE CUHTE3UPOBAHHOIO, OLMPOBAHHOIO UMK
3anMCaHHOro ronoca Bbi3biBaOLWEMY aGOHEHTY U 4aCcTO MOXKET coZiepXaTh Apyrue 3Byku. TOT akT, YTo B 3TUX
NPUNOXEHUSAX NPeanonaraeTcs OTCYTCTBME OTOOpaxkeHUst MHopMaummu aboHEeHTy, Co3aaeT onpeaeneHHble
npobnembl paspaboTynkam Ananoros U3-3a nepeknagbiBaHus Ha aboHeHTa AeACTBUI NO HABUFALIMKM BHYTPU
NpuIoXxeHus, 06paboTke N 3anOMUHAHWUIO COOTBETCTBYIOLLIEN MH(popMmaLun 6e3 NOMOLLM CpeACTB BU3yarnbHO-
ro otobpakeHus.

) VR — interactive voice response (aHan. ronocoBoe MeHHo, UIN AOCIIOBHO MHTEPAKTUBHLIA pe4eBO OTBET).

2 MNog TenedoHOM 1 TenedoHHbLIM annapaToM B HACTOSLLEM CTaHAapTe NOHMMatoTCA MNiobble COBPEMEHHbIE cpef -
CTBa CBA3N (CMapTdOHbI 1 Np.) NpU Ux paboTe B pexxMme TenedoHa (TenedoHHoro annapara).

3 ASR — automatic speech recognition (aHas1. aBTOMaTUYeCKOE pacnoaHaBaH1e peyn).
v
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Cucrtema ronocoBoro MeHIo

Peub KOMNOHEHT aBTOMaTU4YECKOro
pacno3HaBaHusi peum >

Fonocosoe

AGoHeHT MEHIO0
ToHanbHbIM Habop

S PacnosHasatens DTMF- > MporpammHoe

curHanos obecneyeHve
v 6asbl
AaHHbIX
Peub / Mysabika / 3ByK C“geraaoﬁ)vf;pgg:i%;um
< y p . ¢

3anucaHHoOM unu
CMHTE3VMPOBaHHOW peun

PMcyHOK 1 — CuctemMa ronocoBoro MeHto

HacToswwumit cranaapt coaepxut TpeboBaHna 1 NOnoxeHus no paspaboTke gnanora ronocoBOro MEHo ¢
pacno3HaBaHMEM PEeYMn U TOHANbHbLIM BBOAOM. [103TOMY CTaHAapT CKOHLIEHTPUPOBaH Ha UHTEepdence Mexay
aboHeHTOM, nporpaMMHbIM obecrieyeHneM u 6asamm 4 aHHLIX FOfIOCOBOIrO MEHIO, KOTOpbIE paboTaloT Ha anna-
paTHOM W NPOrpamMMHOM oBGecnedyeHnn pacno3HaBaHns pedn U/unm TOHanbHOrO BBOAA U KOTOPbIE nepeaator
peyeBoil BbIBOA BbI3blBaOLLEMy abOHEHTY. Kak cucTembl pacnosHaBaHUsl peyu, Tak 1 CUCTeMbl pacno3HaBa-
HUS1 TOHaNbHOTO BBOAA HAKNAaAbIBAKOT OrPaHMYEHUs Ha CTPYKTYPY AWanora ronocoBoro MeHio. 3Tu orpaHu-
YeHUs ObInn yYTeHbl Npu pa3paboTke NMONOXEHUI HACTOALEro craHaapra. Tem He meHee B obLeM cnyvae
HaCTOALUMIA CTaHZAPT He NpeaHasHaveH ans paspaboTkn CTPYKTYPbl NOMb30BaTENbCKMX MHTEPdercoB pac-
MO3HaBaHUa peyn u TOHaNbLHOro BBOAA NO ABYM MPUYMHAM: Nepsas — TexHonorus, ocobeHHo cucrtem ASR,
eLle pasBMBaETCs; BTOpas — MHOTMME Nonb30BaTeNbCkue MHTepMEeNicbl pacno3HaBaHUs peun paspabdoTaHsl
ANA NPUMEHeHns ¢ BuAeOoANuCnneem (Hanpumep, NPUNoXeHUs pacno3HaBaHus peyn AMKTOGOHA), Hanu4us
KOTOPOrO MPUIOXEHNS rONIOCOBOTO MEHIO HEe npeanonarator.

HakoHeL, 6onbluas 4acTb NOSIOXKEHWI ANSA Ananora ¢ pevyeBbiM BBOAOM MPEANOnaraeT MCMosnb3oBa-
HWE COBMECTHO G royl0COBbIM MEHIO Ha8 OCHOBE rpaMmMaTtuku. XOTS HEKOTOPbIE M3 NMPUHLMMOB NPUMEHSIOTCA B
€CTECTBEHHbIX A3bIKOBbIX CUCTEMAX (T. €. NPUNOXKEHUAX, UCTONb3YIOLLMX CTAaTUCTUYECKNE A3bIKOBLIE MOAENHN),
noapobHble nonoxeHus Ansa pa3paboTku STUX NPUNOXKEHUIA HE BKMIOYEHbI B HACTOALLMIA CTaHAAPT NOTOMY, YTO
pacno3HaBaHWe eCTECTBEHHOIO fA3blKa PeanM3oBaHO C NOMOLLLIO APYroi TEXHOMOrMU, U NMPUMEHEHNE ecTe-
CTBEHHOrO fA3blka B r0OSIOCOBOM MEHIO C PEYeBbiM BBOAOM €LUe HAXOAWTCA B CTaAMW COBEPLUEHCTBOBAHMUS.
Cyuiectsyet cneyndmka CTpyKTypbl AWarnoros, 0CHOBAHHbIX HA TEXHONOIMKU pacno3HaeaHus peun. B gonon-
HEeHWe K 3TOMY CYLLECTBYIOT HEKOTOPbIE acreKThbl CTPYKTYPbI NPUNOXEHWA, cneumduyHbie Ansa AManoros Ha
€CTECTBEHHOM AA3blke (OCHOBAHHbIX HA rPaMmarmke).
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HAUMWOHANBbHBLIA CTAHOAPT POCCUNCKOMN GERJREPALUUMU

3PMOHOMUKA B3AUMOAENCTBUA YENOBEK—CUCTEMA
YacTtb 154
MpuMeHeHne MHTePaKTUBHOIO royiIoCOBOrO MEHKO

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

Dara BBegeHna — 2016—12—01

1 O6nacTb NPUMEHeHus

HacrosAwwmii ctaHgapt ycraHaenueaeT TpeboBaHua k pa3paboTke Nonb30BaTeNbCKOro MHTepdenca npu-
MOXeHWIi FoNocoBoro MeHio (aanee — cucrem IVR)!). CtaHaapT oxsaTbiBaeT 06€ CyLECTBYIOLLME PA3HOBUAHO-
ctn cuctem IVR no cnocoBy BBoga: NOCPEACTBOM TOHANBLHOMO Habopa 1 C NOMOLLbIO aBTOMAaTU4eCKOro pacnos-
HaBaHust peun (ASR)2). 310 B paBHOI CTENEHU NPUMEHMMO KO BCEM CITy4asM, B KOTOPbIX MHULMATOPOM BbI30BA
BbicTynaet nubo aboHeHT, nnbo cama cuctema IVR (Hanpumep, B HEKOTOPbLIX MPUMOXKEHUAX TENEMapKETUHTA).

Hacroswmn ctaHgapT npeanonaraet ucnonb3osaHue coemectHo ¢ MICO/M3IK 13714,

MpumedaHue — OBnacTb NPUMEHEHUS HACTOSALLEro cTaHgapTa wupe, Yem y MCO/MIK 13714, koTopas orpa-
HUYeHa CUCTEMaMW rofIoCoBLIX COOBLLEHUIA.

2 HopmatuBHbIe CCbISIKU

B HacTosiLeM cTaHgapTe UCNonb30BaHbl HOPMaTUBHbIE CChINIKM HA cneaylowme CTaHaapThl:

ISO/IEC 13714:1995, Information technology — Document processing and related communication —
User interface to telephone-based services — Voice messaging applications (MHpOpMaLMOHHbIE TEXHONOTUU.
O6paboTka AOKYMEHTOB U CBSI3aHHasA € 9TUM nepegada AaHHbIX. MHTepdenc nonb3oBarenst U ycrnyru, 0OCHO-
BaHHble Ha TenedOHHON CBA3N. [IPUMEHEHNE peveBbIX COODLLEHMIN)

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 (Pasmewienne uucpoBbixX, OYKBEHHbIX 3HAKOB U CUMBOJSIOB
Ha HabopHbIX Tabno TenedOoHHbIX annapaToB U APYrMX YCTPOWCTB, UCMOSNIb3yeMbIX ANsi NONyYeHUs AOCTYNa K
Tened)OHHON CeTH)

3 TepMuHbI U onpeneneHns

B HacTosiLeM cTaHaapTe NpUMeHeHb! CneayrLme TEPMUHbLI C COOTBETCTBYIOLLMMU ONpeaeneHnsaMu:
3.1 o6baBneHune (announcement): UHpopmaLnoHHOe coobLeHne, KOTOPOe NepeaaeTcs Bbi3biBAKOLLE-
My abOHEHTY, HO He NobyXXaaeT ero K KakuM-nubo aencTeusM.

MpumeyaHue 1— HekoTopble NPOMbILLNEHHEIE CTaHAAPTLI HE AENaloT pasnuunii Mexay oObsBreHneM U 3a-
npocomM, paccmaTpuBast UX Kak 3anpockl Ui CooBLLeHNs.

MpumeyaHue 2 — OBbABMNEHNE MHCTPYKTUPYET Bhi3biBaloLLero aboHeHTa, UCKNoHYas nocneayloLmii BBOA AaH-
HbIX OT Hero (cMm. 3.33).

1) IVR — interactive voice response (aHa/1. roNOCOBOE MEHIO, UMK JOCHIOBHO MHTEPaKTUBHLI peueBoit OTBET).
2) ASR — automatic speech recognition (aHa. aBToMaTUYeckoe pacrio3HaBaHWe peyn).

N3paHue ocuumanbHoe
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3.2 aBTOMaTuuyeckoe pacnosHaBaHue peyvmn; ASR (automatic speech recognition, automated speech
recognition, ASR): NMpeo6pa3oBaHue NPOU3HECEHHBIX CNOB B HAOOP AaHHbIX, MOHATHLIX ANA MALUWMH (MaLLWH-
HOYUTaEeMbIV BBOA).

3.3 npepsiBaHue (BocnpousseneHua coobuieHunn) (barge-in): CnocobHoctb cuctembl IVR npuHu-
MaTb BBOJ AaHHbIX BO BPEMS BOCNPOU3BEAEHUSI COODLLEHUS.

MpumevyaHue 1 — BocnpoussegeHne coobLEHNA MIHOBEHHO NpeKpaLlaeTcsi, U cUCTeMa pearupyeT Ha BBOA
ZaHHbIX aGOHEHTOM.

MpumevaHune 2—Cm. 3.13 n 3.43. TepMUH «NpepbiBaHNE» ABNAETCA CUHOHUMOM TEPMUHA «CKBO3HOW Habop»
[NA CUCTEM, MCMOSb3YIOLWUX TOHaNbHBIW BBOA AaHHbLIX. OH TaKkKe SBNAETCA CUHOHUMOM TEPMUHA «CKBO3HOE peveBoe
ynpaBsneHue» Ansi CUCTEM, UCTIONb3YIOLUX pe4eBoi BBOA AaHHbIX.

3.4 BbI3bIBalOWMM aboHeHT (caller): MoaknoYEHHBIN K CUCTEME rOSIOCOBOIO MEHIO U B3aUMOAENCTBYI0-
LKA C HEW NO3BOHMBLUMI NONb30BaTeNb TENEHOHHOW CBA3M, a TaKKe NOMb30BaTeNb, KOTOPLIN ObiN BbI3BaH C
NOMOLLLIO TeNedOHHOTo cepauca.

MpuMeyaHne — B cucTeMax ronocoBoro MEHIO NOHATUE «BbI3bIBAOWMIA aDOHEHT» ABNSETCA CUHOHUMOM MO~
HATUA «NoNb3oBaTenb».

3.5 uncTtpykrax (ana gukropos) (coaching): UHCTpyKuumn aukropam, 3anucbiBalomM cOOOLEHUA
(3anpocsl, 00bABREHUs), AnA o6ecneveHusn TpebyembiX MHTOHALUI NPU 3aNUCK COOBLLIEHMA.

3.6 cuenneHHble (cocTaBHble) coobweHun (concatenated prompts): CoobLueHus, Nony4eHHbIe CNns-
HUEM HECKONbKUX NPOCTbIX 3aNpOCOB UK 0ObLABNEHWIA.

MpumevyaHne — CuenneHHble cCooBLeHNs 0GLIMHO UCNONB3YIOT ANA Nepefayn AUHaMUYECKo# MHopMaLmi
(MHpOpMaLMK, U3MEHSIHOLLENCA BO BPeMEHN UMK B 3aBUCUMOCTU OT paHHee BBEAEHHLIX [aHHbIX).

3.7 ypoBeHb goctoBepHOCTU (confidence level): CteneHb yBepEeHHOCTU, C KOTOPOI CUCTEMA pacnos-
HaBaHWA peun BO3BPALLAET pe3ynbTaT Ans KOHKPETHOrO pev4eBoro BBOAA.

MpumevyaHne 1— CM. koapdpuumeHT goctosepHocTH (3.8).

MpuMevyaHue 2 — YpOBHU JOCTOBEPHOCTU YacTO ONPEAENSIOT AUanasoHaMmn Ko3ULMEHTOB JOCTOBEPHO-
CTM, KOTOPblE OGLIMHO pasfensitoT Ha BLICOKUIA, CPEAHUIA, HUSKUIA. DTN 3HAYEHMS 3aTEM UCNONBL3YIOT ANA YNpaBNeHns oT-
BETaMM CUCTEMBI FONTOCOBOIO MEHIO, BKITHoMasi NpUeM, OTKITOHEHUE W NOATBEPXAEeHUe peqn aGoHeHTa.

3.8 koadppuumenT gocToBepHocTu (confidence score): 3HaueHue B Bannax, yctaHaBnuBaemoe Cu-
CTEMOI aBTOMATUYECKOrO0 Pacno3HaBaHUsA Pevn u oTpax@ioLlee cTeneHb COOTBETCTBUA pe3ynbrata pacnos-
HaBaHUA NCXOAHOMY BblCKa3blBaHUIO aboHeHTa.

MpumevyaHune — [nsBcex NPUHATLIX OT aboHeHTa laHHbIX cucTeMa ASR Bo3BpalyaeT CnMCOK NOTEHUWanbHbIX
CroB-KaHAWAATOB UNMKn dpas ¢ LudpoBbIM KO3 MDULUMEHTOM, XapaKTEPU3YIOLLIMM BEPOSTHOCTL KOPPEKTHOTO pesynsraTta
pacnosHaBaHusi.

3.9 HenpepbIBHOE pacno3HaBaHue peyvm (continuous speech recognition): PacnosHasaHue peum, [o-
nyckaioLlee HenpepbIBHbIM BBOA CNOB unun dpas.

MpumevyaHune — T[lpu TakoMm pacno3HaBaHUM peun He TpebyloTcs nay3bl HEKOTOPOW MWUHUMarbLHON NPOAON-
XUTENbHOCTU B Hayane Wnu KoHue croB unu dpas (Kpome nays, o6bI4HO BCTPEYAIOLLUXCH B €CTECTBEHHbIX S13bIKOBbIX
wabnoHax). CpaBHUTEe — AUCKPETHOEe pacrno3HaBaHue pedn (3.16).

3.10 BoccTtaHoBneHune auanora (conversational repair): Cnoco6HoCTb cucrtembl IVR ycTpaHaTtbh pas-
PbIBbl Ananora, KoOTopbie NpoucxoadT u3-3a oumbok pe4eBoro nnum ToHanbHOro BBoaa, nyrem ucnonb3oBaHuUA
nocneaylowero BBoAa AaHHbIX aBOHEHTOM ANs onpeAeneHust CneayloLLero NoaAxoAsILLero arana auanora.

TMpumep — AboHeHm 380HUM & cucmemy 3aKa3a 6uslemoe u Ha 3anpoc o fMyHKmMe Ha3Ha4yeHusi coobujaem
«bygghasnion. Cucmema IVR omeeyaem: «Bbi xomume noexams e Yukazo, npaeunsHo?» B omeem aboHeHmM 20-
eopum: «Hem, e Bygbgbano». Ecnu cucmema ucnonsb3yem eoccimaHoersieHue 0uajio2a, OHa CMoem onpedesums,
4Ymo aboHeHmM npedocmasuil «kkoppekmupyrouiue» exooHble OaHHbIe U CMOXXem oNbimambCsl pacio3Hame amu
GaHHble u ucnonk30eams uUx 0ns NpodosmKeHUs1 duanoz2a. Bapuanm nocnedyrouje2o omeema cucmemsi: «M3eu-
Hume, ebl umenu e eudy bygghano. Coobujume ydobHoe 011 eac epemsi omipassieHUsI» 6MeCmMo moao, 4mobbl
eHoeb 3adaeamb 360HsIUWEeMy NepeoHaYalibHbIl eonpoc: «Kyda enl xomume noexams ?».

3.11 ownGKka yganeHua (npu pacnosHaBaHum peum) (deletion error): BapuaHt owmbkn pacnosHasa-
HUA, KOra YacTb peun aboHeHTa OLUMOOUHO yaaneHa unm nponyLueHa MoAyneM pacrno3HaBaHUS pPeyn.
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3.12 onepexarowmim Habop, onepexarwmin TOHaNbHbIA BBOA AaHHbIX (dial-ahead): CnocobHOCTb
cuctembl IVR BoCcnpuHumaTk OT abOHEHTA TOHanNbHLIA BBOA AAHHLIX A0 TOr0, KAk CUCTEemMa 3anpocuT TakoWn
BBOA.

MpumevyaHne 1 — Cucrema GyfeT UCNONb3OBaTL TOHamNbHLIA BBOJ AaHHbIX OT aboHeHTa B TOM nopsgke, B
KaKoOM 3TU faHHble Gbinu BBefeHbl aGOHEHTOM. OTO NO3BOSSET Bhi3biBaloLeMy abOHEHTY OCYLLECTBUTL BBOA AaHHbIX 6e3
HeoBX0AUMOCTU NPOCNYLUIMBAHUS COOTBETCTBYIOLLIMX COOBLLEHUA.

MpumevaHue 2 — CMm. onepexarowmin pedesoit BBoj (3.42).

3.13 oaHOBpPEeMeHHbIN HAabop, OAHOBPEMEHHbIN TOHAJNbLHbIA BBOA AaHHbIX (dial-through): Cnocob-
HOCTb cuctem IVR Ha OCHOBE TOHANbLHOrO BBOAA BOCMPUMHUMATbL BBOA AAHHbIX OT abOHEHTa BO BpPeMs BOC-
nNpou3BeaeHns 3anpoca unm obbLaBNeHusI.

Mpumevyanune 1— CM. ofHOBpPEMEHHLI roNocoBoil BBOA AaHHbIX (3.43) U npepbiBaHue (3.3).

MpumevyaHne 2— B oTBeT Ha ofHOBPEMEHHBII BBOJ AaHHLIX aGOHEHTOM BocnpousBeAeHue dpasbl npekpa-
L|aeTcs, U cucTeMa pearmpyeT Ha HaxaTylo KnaBuLly HomepoHabuparens.

3.14 oundppoBanHas peyb (digitized speech): Linucdpposasn 3anucb yenoBe4yeckon peyu.

MpumevyaHue — OuudpoBaHHyIO pevb cneayeT oTnuYaTh oT MOHATUN: CUHTe3upoBaHHas pedb (3.40), 3anu-
caHHasn pevb (3.35), TekcT, npeobpa3oBaHHEIiA B peyb (3.45).

3.15 peueBon mapkep (Metka) (discourse marker): CnoBo, pasa unm 3Byk MCNornb3yembie Ans OnoBe-
LLeHUA Bbi3blBAIOLLEro abOHEHTA 0 TOM, YTO HAYanocb BOCNPOU3BEAEHME HOBOIO 3anpoca unu obbLABNeHus
U cucTEMa 0XXMAaeT OT HEro BBOAA AAHHbIX.

MpuMmeyaHune — Haubonee yacto yn0Tpe6ns=|eMb|e peyeBbie METKU. «XOPOWO», «a Tenepb», «Aaneey».

3.16 auckpeTHOe pacno3HaBaHue peum (discrete speech recognition): PacnosHasaHue peyu, kotopoe
AN KOPPEKTHOrO pacno3HaBaHUA pe4eBoro BBoAA AaHHbIX NoApasyMeBaeT HE0OX0AUMOCTb Nay3bl (C HEKOTO-
PO MMHUManNbHOW NPOAOMKUTENBHOCTBLIO) B HAYare U B KOHLUE Crnosa unu dpasbl 4NA pacno3HaBaHuUs.

MpuMmevyaHne — [aHHbIA TEPMUH ABMAETCA MPOTUBOMOMOXKHLIM NO OTHOLWIEHUIO K TEPMUHY «HENpPepLIBHOE
pacrnosHaBaHue peuny (3.9).

3.17 pByXTOHaNbHbIW MyNbLTMYACTOTHLIN Koa; DTMF (dual tone multiple frequency, DTMF): ToHanb-
Hble CUrHasbl OT KnaBuLL HOMepOoHabupartens TenetoHHOro annapara.

3.18 aunamunyeckaa rpammartuka (dynamic grammar): Npammaruka, ucnonb3yemasi and pacnosHasa-
HUS1 peymn, KOoTopast He npejonpegeneHa 3apaHee.

Tpumep — AboHeHmy nipednazaemcs Npou3HecmU YKa3zaHHble HOMepa OJis MOMOJIHeHUS] 2paMMamuKu,
U epaMMamuKa cocmoum moJlbKo U3 HOMEPOS, NMPOU3SHECeHHbLIX IMuUM abBOHEHMOM, a He eceX 803MOXHbIX YUC-
J108bIX KOMOUHauudl.

MpuMedaHue — OBbLIYHO CO34AETCH B peanbHOM BPEMEHW Ha OCHOBE MEHSIOLLMXCA AaHHbIX.

3.19 onpepeneHue rpaHul peyeBoro Beoaa (end-pointing): MNMpouecc onpeaeneHns Hadana u OKOH-
YaHWA peyveBoro BBOAA.

MpuMedaHne — B cuCTeMe rorlocoOBOro MEHH Hauano peun 06biMHO 0B03HAYAKT KaK Ha4Yarno U KOHeL, peun —
Kak KoHeL.

3.20 HanonHeHue (enrolment): MNpoueaypa BbiNONHEHUS abOHEHTOM 00y4aloLero BBoAa AaHHbIX
ans aBOHEHT-0pUEeHTMPOBAaHHbLIX CUCTEM pacno3HaBaHus peun, Tpebytowmux oByyeHunna 4o Hadana sKkcnny-
araumu.

3.21 asHoe noarBepxaeHue (explicit confirmation): MoaTeepxaeHue BBoAa AaHHLIX B CUCTEMY FONO-
COBOr0 MEHI0, NP KOTOPOM abOHEHTY NpeanaraeTca NoaATBEPAUTL BBOA AAHHbIX.

MpumMmevyaHune — [IpoOTUBONONOXHOCTL MO OTHOLUEHUIO K HEABHOMY NoATBepxAeHuto (3.23).

3.22 rpammartuka, rpaMmMaTUYeCKUMin Habop (grammar): Habop cuHTakcmyeckux, a uHorga u mopdo-
NOrnyecKkux npaeun, onpeaensaowmux BCe BbICKa3blBaHMSA Bbi3biBAKOLLErO abOHEHTa, OXBa4EHHbIE CUCTEMOW
pacrno3HaBaHWUs peyn.

MpumevyaHue — [pamMmaTuka onpefenseT JONYCTUMbIE USMEHEHUSI CIIOB, UCTIONb3YeMbIX AT BBOAA AaHHbIX,
KOTOpble pacno3HaeT NpunoxeHue.
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3.23 HeaBHOe noaTBepxaeHue (implicit confirmation): Metoa noaTBepXxaeHUs BBoAA AaHHLIX B CUCTE-
My FrOfI0COBOIO MEHI0, NPY KOTOPOM CMCTEMA rOfI0COBOI0 MEHIO pearupyeT Ha BBOJ laHHbIX OT abOHeHTa TaK,
Kak ecnu Obl 3TU AaHHbIE ObINKU KOPPEKTHLIMMK.

lMpumep 1 — Ecnu aboHeHm ebibpast u3 MeHio «6anaHcy, Ymobbl yKa3amb, 4mMo OH Xenaem, Yymobbl cu-
cmema npedocmaeurna eMy 6anaHc e2o 6aHKOBCKO20 cYema, peakKiusi 20/10c08020 MeHIo: «Bauw 6anaHc cocmas-
nsiem 45 215 py6neli» HesieHO yka3bleaem, Ymo cucmema npaeusibHO Pacilo3Hana 3anpoc o «basaHce», 6 om-
nuyue om moboli dpyzoll uHpopmayuu o 6aHKOBCKOM cyeme.

lpumep 2 — AboHeHm: «3aempa». — Cucmema 20J10C08020 MeHI0: «B Kakoe epeMst ebl Xomume 3aempa
yexamb?»

MpumeyvyaHune 1 —pu HesIBHOM NoATBEPXKAEHUM aBOHEHT y3HAET, Kakoil BBoA Gbin nonyveH cucTtemoit romno-
COBOrO MEHIO C MOMOLLbIO ee MocTiefytoLlero AedcTBuUs (BOCNIPOU3BEAEHNS COOOLLEHNS).

n punmMmevyaHue 2 — HesBHble noagTeBepXxgeHua — 1o €CTECTBEHHLIA cnocob YCKOpUTb Ananor. Tem He MeHee
B Cnyvae OLLMOKM (HerIO,D,TBep)KJJ,eHVIH nonb3oBaTtenem OWnBo4YHO pacno3HaHHbIX AaHHbIX) MeXaHU3M BOCCTaHOBINEHUA
Aunanora ¢ nonb3oBaTtenem B MOMHOWN Mepe He ACeH.

3.24 owmbka BcTaBkmM (insertion error): Owmbka pacno3HaBaHus peyu, KOra O4HO UMM HECKOMNBLKO CIoB
B pesynbrare pacrno3HaBaHUs pevu He COOTBETCTBYIOT CMOBY (MMM NOCNEA0BAaTENbLHOCTU CNOB) B BbICKa3bIBa-
HUU roBopsiLLIETO.

3.25 ronocoBoe MeHIO (MHTEpPaKTUBHOE ronocoBoe MeHK); IVR (interactive voice response, IVR):
MporpamMHOe oBecneyeHue, ¢ KOTOPbIM B3aUMOAENCTBYET BbI3bIBAIOLLUUIA aOOHEHT yepe3 TenedOoHHYI0 nu-
HUIO, KOTOPOE BOCNPOM3BOAUT 3apaHee 3anuMCaHHyI0 W/unu AuHamMmuyeckm cpOpMMpPOBAHHYIO PEYb U KOTOPOE
yMEET BOCMPUHUMATb TOHANMbHBIA UMK PEYEBOI BBOA AAHHbIX OT abOHeHTa.

3.26 (HaBuraumonHan) metka (landmark): Kopotkasa dpasa unu 3Byk B rosloCOBOM MEHIO, BbICTyMNato-
LiMe KakK Hayano pasfena gmanora rornocoBoro MeHio, KOTopble MOryT ObiTb UCMONbL30BaHbI AN obneryeHus
HaBurauuu (nepemMeLleHuns, nepeiBUKEHUS) BbI3bIBAIOLLIEr0 aDOHEHTa NO NPUINOXEHUIO FONTOCOBOT0 MEHIO.

TMpumep — Kopomkasi ¢gppa3sa «MHgpopmayus o cueme», «Cnyx6a peMoHmMa».

3.27 coobweHune (message):. MHpopmauma B cucteme rofioCoBOr0 MEHI0, NpeaocTasnsemas cucre-
MOW, APYrMMM aBOHEHTaMm, NOANMCYUKAMMN UM CUCTEMHBIMU aAMUHUCTPATOPaMU Bbi3biBatOLEMY abOHeHTa.

MpumevyaHune — CoobLleHNAMM cHMTalOT Kak 3anpocsl (Tpebylolme OTBETHON peakuum), Tak u o6baBneHus
(He TpebytoLme BLINONHEHWSA Kakux-nubo AeicTeuin).

3.28 cmewaHHas uHMUmaTuBa (mixed initiative): Cutyaums, npu KOTOpoi B NOTOKE COOLITUI B3aUMO-
OEeNCTBUA B CUCTEME rONTOCOBOIO MEHIO MHULMATUBA MOXET NPUHAANEXAaTb KaK Bbi3blBaloLEeMy aBOHEHTY, Tak
u cucTeme.

3.29 pacnosHaBaHue ectecTBeHHOro sisbika (natural language understanding, NLU): TexHonorus, uc-
none3yemas Ansa pacrnosHaBaHusi OnpeaerneHHbIX CroB U ppas peun Bbi3bIBAIOLWETO abOHEHTa TakK, Kak ecnm
Obl OH FOBOPWUI C APYTYM YESIOBEKOM.

MpumMmevyaHne — XoTA pacro3HaBaHWe eCTECTBEHHOMO A3bika Ha CaMOM Aere He SBISETCA NOHUMaHUEM peyn
Bbi3blBatoLLero aboHeHTa, OHO UCMOMb3YETCA COBMECTHO C APYrMMU TEXHOMOTMSAAMU A5 U3BIIEYEHNS AAHHBIX O TOM, YTO
uMmeeT B BUAY abOHEHT.

3.30 oTkpbiTbIN guanor (open-ended dialogue): Auanor, He orpaHuyuBaioLmin BepbanbHbIN OTBET Bbl-
3blBatoLero aboHeHTa.

Tpumep — «Hem 51 MO2Yy 8aM NMOMOYL?»

MpumMmevyaHne — OTkpbITBIA Ananor obelYHO UCMOMbL3YIOT BMECTe C pacno3HaBaHWEM eCTEeCTBEHHOro
A3blka (3.29).

3.31 nepcoHax (persona): B ronocoBOM MEHI0 HaGop MHAUBMAYANBHBIX, MPUCYLLUMX YENOBEKY XapaKTe-
pUCTUK (MHOrga Ha3biBA€MbIX rONOCOBLIMU OCODEHHOCTAMM), NepegaBaeMblX npvmomeHmeM” nocpeacrsom
NPOU3HOCUMBIX 3aMPOCOB UM OOBABMNEHWIA, @ Talkke CNOBapHbLIN BLIOOP AN 3anNpoCoB U Apyrue CTUIUCTUYe-
CKne/aCTeTnyeckne CBOMCTBA rofiloCoBOro MeHIO.

) MpunoxeHnem (Mnn NpuknaaHoOR NPorpaMMoit) HaskiBaeTca NporpaMma, NpeHasHadeHne KOTOpoii 3aKnioyaeT-
CS B BLINOMHEHWUM NONb30BaTENbCKUX 3afad.
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MpumedaHne — B MNPUNOXEHUAX rONOCOBOrO MEHIO NMEPCOHaX OTNMYaeTCs OT NepcoHaxa, KoTopbli nc-
nonb3syeTcs B gpyrux obnacTsax pa3paboTku UHTepdeiica YerloBek—KoMMbloTep. [MepcoHax NPUIoXeHUs ronocoBo-
ro MeHto, coobLjatoluit aboHeHTY CBEAEHUA O KOMMaHUW UNU OpraHu3aLun, HaxoasLWencs B LUeHTpe BHUMaHNS 3Toro
NpuIoxeHus (Hanpumep, LUeHTp GaHKOBCKUX YCIyr, KOMNaHUs PO3HUYHbBIX NPOAAX), NPeACTaBEH ronocoM, KOTOpbI
YUTaeT 3anpockl U 06BLABNEHNS B NpUNoxXeHun. B apyrux cutyauusx paspaboTku uHTepdeiica YenoBek—KoMmnbio-
Tep, NepcoHax — 3To NogpoBHOe onucaHue penpeseHTaTUBHOMO NoJSb30BaTeNs, KOTOPoe UCMONB3YIOT Npu paspaboT-
Ke MpUIoXeHus.

3.32 BknroyeHue npumepos (priming): BknoveHne gpas ¢ npumepamn n gpyrue TEXHUKM 3anpocos,
ncnosfib3yemsble C LEeNbo BNUAHUA HA CTUNb U NPOAOIMKUTENBbHOCTL BbliCKa3biBaHUA Bbi3blBAOLLIETO aboHeHTa
B CMCTEMAaX rofioCOBOr0 MEHIO C NOAAEPXKKON PevYeBOro BBoAA.

Mpumep 1 — lpunoxeHue 20510c08020 MeHI0 6aHKa nNpednazaem ebi3bigarowjeMy aBoHeHmMy npousHecmu
HauMeHoeaHue NyHKMa MeHI0, Komopbil a6oHeHm Moxem ebiGpamb ¢ NOMOWbLIO cUCMeMb! C MTOMOWLIO crle-
yuanbHbIX c10e, Komopskie npednoymumenbHo AoJmKeH NpousHecmu ebi3blearoujuli aboHeHm: «Bbl Moxeme
onlamume cyem, npoeepums 6aiaHc ceoezo cyema Usu ronosIHUMbL cHemy.

TMpumep 2 — «Craxume, ymo &bl xomenu 6bl cdenams. Bbl Moxeme npousHecmu «Onnamumb cyemn,
«/Ipoeepumsk 6anaHc» unu «llononHums cyemy. B amom cryyae npunoxeHue MOYHO yKa3bieaem aboHeHmy,
4mMo OH MOXKem CKa3amkb.

M punmMmedyaHne — Kak npaswuno, BKNKOYeHne NpuMepoB NCNONb3YHKT A1A OTKPbITHIX AUWarnoroB.
3.33 3anpoc (prompt): Beixoa cucrembl, TPeOYIOLLMIA OT BbI3bIBAIOLLETO ADOHEHTA BBOAA AaHHbIX.

MpumevyaHune 11— pOTMBONONOXHBLIM BLIXOAOM CUCTEMBI ABNAETCA ob6baBneHue (3.1).

MpumMmevyaHne 2— TepMUH «3anpoc» YaCTo MCNOSb3yioT B 06LeM cMeicnie Ans 06o3HaueHus nioboro coobiue-
HUsi, KOTOPOE BOCMPOU3BOAMUT rONIOCOBOE MEHIO.

3.34 owmnbka pacnosHaBaHus (recognition error): O6LWMI TepMUH, 0603Ha4aloWMI NModyI0 OLLMOKY,
JONYLLEHHYIO CUCTEMOIN aBTOMATUYECKOTO Pacno3HaBaHUs peym.

MpuMmevyaHne 1 — OWUOKM 3aMelLieHUs], yaaneHUsi, BCTaBKN M OTKINIOHEHUS NpeacTaBnaloT coboit 6onee KoH-
KpeTHble TUMbI OLUMBOK pacro3HaBaHWs PeHu.

3.35 zanucanHaa peub (recorded speech): 3anucaHHan U COXpaHeHHas B NaMsATU CUCTEMbI pPedb Ye-
rnoseka.

MpuMmevyaHue 1 — [daHHbll TEPMUH ABNAETCA NPOTUBONONOXHBIM K TEPMUHAM «CUHTE3UPOBAHHaA pedb»
(3.40), «oundppoBaHHas pedb» (3.14) u «TeKkcT, NpeobpasoBaHHbIl B pevb» (3.45).

MpuMevyaHue 2 — MHorga 3anncaHHylo pedb Ha3biBalT « KOHCEPBUPOBAHHOW peYbion.

3.36 ownOKa oTKNOHeHMA (rejection error): Owmnbka pacno3HaBaHus peun, NpU KOTOPOW cucTemMa aB-
TOMAaTU4ECKOr0 PACMO3HABAHUS PEUYU HE MOXKET Pacno3HaTb NPOM3HECEHHOE BbICKA3blBAHUE, HECMOTPA Ha
1CMornb30BaHMe NPaBUITbHOIO COBApHOro Habopa.

3.37 aboHeHT-OpMeHTMpPOBaHHaA cuctema (speaker dependent): Cucrema pacno3HaBaHus
peyun, B KOTOPOW CO3aHbl PA3NUYHbie aKyCTUYEeCKUe MOAENnu ANA KaX40ro roBOpsLLEro, UCNonb3yioLle-
ro cucTemy.

3.38 cocTtosiHMe (state): CoxpaHeHne HeN3MEHEHHbIMN KOHTEKCTHbLIX CBOWCTB MPUSTOXKEHUA roNoCoOBOIO
MEHIO B TEYEHME 3aaHHOIO NepMoaa BPEMEHMN.

MpumevyaHune 1 — lNog NpUNOXeHUEM roNOCOBOTO MEHIO YacTo NOHUMAaIOT Habop OTAENbHLIX COCTOSHWIA W
NepexofjoB U3 OAHOIO COCTOSTHUA B Apyroe. Tekyllee COCToAHUE onpeAensieT npeamMeT B3aumMoaeicTsna U JonycTuMble
cobbiTus BBoAa OT aboHeHTa. CocTosiHUE BHYTPU rONOCOBOrO MEHIO, Kak NpaBuIlo, CBSA3aHO C ONpeAeneHHbIM BLIXOA0M
cucteMbl [cMm. coobLeHne (3.27)]. CocTosiHUe BHYTPW FOSTOCOBOMO MEHIO — 3TO BLINOMHEHUE BHYTPEHHNUX PYHKLMIA cUcTe-
Mbl C COOTBETCTBYHOLMM HabopoM BO3MOXHBLIX cOBBITUIN BBoga oT aboHeHTa (T. e. gonycrtumoro Beoga DTMF-curHanos
U/Mnn akTUBHOIO CrOBapHOro 3anaca Uy rpammaruyeckoro Habopa) U MHOXeCTBa NepexooB, Bbl3BaHHbLIX COBLITUAMM,
KOTOpble W MHULMMPYIOT NEPEKITIoYeHNE B APYroe KOHKPETHOE COCTOSIHUE FONTOCOBOMO MEHIO.

[ApanTuposaHHoe onpeaeneHune no MCO 14915-3: 2002, 3.6.11.]

3.39 owmbka 3ameweHus (substitution error): Owmbka pacno3HaBaHUsi peyu, NPU KOTOPOU CNOBO UK
nocrneaoBaTenbHOCTb CNOB B BbICKA3blBAHUM FOBOPALLErO OLLIMOOYHO pacnosHaHbl Kak Apyroe Cnoso unu no-
CcneaoBaTenbHOCTL CIIOB U3 aKTUBHOM NEKCUKK (CRoBapsa) pacrno3HaBaTterns peyu.
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3.40 cuHTe3supoBaHHasA peub (synthesized speech): KomnbloTrepHo-reHepupyemas pedb, kKOTopas nors-
HOCTbIO CUHTE3MpPOBaHa (CHOPMUPOBAHA) KOMMbLIOTEPOM MM NOCTPOEHA M3 )parMEHTOB 3anMCaHHON Yeno-
BEYECKON peuun.

MpumedyaHune — [POTUBONONOXKHOCTBIO CUHTE3UPOBAHHON PEYUN ABNAIOTCA TEPMUHBI «OLMDPOBAHHASA peYby
(3.14), «3anucaHHas pedb» (3.35) N «TekcT, Npeobpa3oBaHHbIA B pedby» (3.45).

3.41 nHuumaTuBa cuctembl (system initiative): Cutyaums, npu KOTOpoi cucTeMa rosioCoOBOr0 MeEHH
PYKOBOAMT AEWCTBUAMM NONb30BaTENs U BeAET abOHEHTa N0 BbIGPAHHOMY MnaHy B3auMOAENCTBUS.

3.42 onepexarwmin peyeBoin Beoa (talk-ahead): CBOWCTBO CMCTEMbI FOSIOCOBOTO MEHIO NMPUHMMATb
peyeBoli BBOA AaHHbIX A0 3anpoca Takoro BBOAA CUCTEMOIA.

MpumevyaHune 1 — [daHHblA TepMUH BNU30OK K TEPMUHY «OMEpEXaroLLmnii ToHanbHbIA BBOA AaHHbIX» (3.12) npw
BBOZE AaHHbIX C MOMOLL|bIO TOHasbHOro Habopa.

MpuMedyaHue 2 — BBeaeHHble peyeBble JaHHble 3aT€M WUCMOMbL3YIOT B CUCTEME B TOM NOpSAKe, B KOTOPOM
OHU BbINKU MonyYeHbl. 3TO No3BoNAeT aboHeHTaM BBOAWTL AaHHble §e3 NpocyLUMBaHUA COOTBETCTBYIOWErO 3anpoca o
HeoBXoAMMOCTY BBOZLA AaHHbIX.

3.43 oaHoBpeMeHHbIN peyeBoi BBog (talk-through): CnocoBHOCTL CUCTEMBI FONOCOBOFO MEHIO NpU-
HUMaTb PEYEBON BBOA BO BPEMS BOCNPOU3BEAEHUS 3anpoca (Mnn 06bABNEHNS).

MpumedvyaHne 1 — B oTBET Ha ofHOBpEMEHHOE NPOU3HOLLEHUE hpa3 BOCNPOUIBEAEHUE PeYn CUCTEMON Npe-
KpallaeTcA, U cucTteMa pearupyet Ha pedb Bbl3biBaloLLiero aboHeHTa.

MpumeyaHne 2 — CM. Takke ogHOBpeMeHHbI Habop (3.13) u npepbiBaHue (3.3).

3.44 TekcToBbIN TenedoH, TepmuHan; TTY (text telephone, TTY): TenekOMMyHUKALIMOHHOE YCTPON-
CTBO, NO3BONSAOLLEE BECTU ABYCTOPOHHUIA AMANOT C NOMOLLbIO TEKCTA BMECTO FONIOCOBOIO 00LWeHUA.

MpuMevyaHne — B HEKOTOPbIX ClyYasx Takoe yCTPOHCTBO HasbiBatoT TDD1 (TenekoMMyHUKaLMOHHOE YCTPOii-
CTBO ANSA FNyXUX).

3.45 npeobpa3soBaHue TekcTa B peyb (text-to-speech, TTS): Npouecc, NpuM KOTOPOM KOMMbLIOTEP Npe-
obpasyeT npeacTaBeHHbI TEKCT B CROPMUPOBAHHYIO KOMMBIOTEPOM PEYb.

MpumeuyaHue 1 — lNpeobpasoBaHue TeKCcTa B pevb, Kak NpaBUNO, NOCTPOEHO W3 )parMeHTOB 3anncaHHoi
peyn Yenoseka Unu pedun, CMOAENNPOBAHHO| C NOMOLLbIO BLIMUCIIUTENBHBIX CPEACTB.

MpuMevyaHne 2 — [JaHHblil TEPMUH SIBNAETCA NPOTUBONOMOXHBIM K TEPMUHAM «CUHTE3UPOBAHHAA peyby»
(3.40), «oundppoBaHHas peyb» (3.14) n «3anucaHHas pedb» (3.35).

3.46 Tanm-ayt (time-out): BpeMmeHHoOW UHTEpBan, BbiAeNAEMbI CUCTEMON ANS BBOAA AAHHBLIX OT NOJb-
30BarTens, No UCTEYEHUM KOTOPOrO OHA U3MEHSIET CBOE COCTOSIHUE, a TaKkxke cODbITUE U3MEHEHUSA COCTOAHUSA
CUCTEeMbI N0 NCTe4YEeHUU Takoro uHTepBsana npu OTCyTCreun BBoAa AaHHbLIX.

Tpumep — Tailim-aym e nepuod eesoda Yucnoebix OaHHbIX MOXem 6bimb uHmMepnpemuposaH cucmemou
KaK OKOHYaHue eeo00a, e pesy/ibimnaime 4e20 cucmema U3MeHsiem cocimosiHue eeoda JaHHbIX Ha COCMmosHUe
ynpaeneHus unu Kakoe-nu6o dpyezoe.

3.47 nactpownka (TroHmHr) (tuning): NMpouecc aHanu3a UMEIOLLUXCA AaHHbIX O NPOU3BOAUTENLHOCTH
pPeYeBoro NPUNOXKEHMS U MOCNEAYIOLLEro X UCMONb30BaHMSA Ans BbIbOpa napaMeTpoB aBTOMATU4ECKOro pac-
No3HaBaHWA PeYn C LENbIO MOBbILLIEHUS €r0 NPOU3BOAUTENBHOCTMU.

3.48 yepepoBaHue (turn-taking): MNMpouecc B cucteme ronocoBOro MEHIO, NPU KOTOPOM Bbi3blBaIOLLUIA
abBOHEHT M rorlocoBOE MEHIO MO oYepean BOCTPOU3BOAAT COODLLIEHME, a 3aTeM OXXUAAIOT peakuum ¢ NPOTUBO-
NONOXHOW CTOPOHBI.

3.49 pacnosHaBaHue ronoca (voice recognition): CnoCOGHOCTL CUCTEMbI Pacno3HaBaTb roOnNOC KOH-
KPETHOrOo YenoBeka.

M puMedaHue 1 — PacnosHaBaHue romnoca cnejyet otnuYaTb OT pacno3HaBaHMA pedun, Npyu KOTOPOM Npouc-
XO0AWUT pacno3HaBaHWe NPONU3HECEHHLIX CIOB.

MpuMevyaHne 2 — PacnosHaBaHWe rofioca 4acto MUCMOMb3YOT ANS MAEHTUDUKaLWUKY, ayTeHTUdUKaUm unn
BepumrKaLmm ropopsLlero B Liensax obecrnedeHns 6e3onacHocTy.

1) TDD — telecommunication device for the deaf.
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4 CoorBeTcTBUE TPeOOBAHMAM CTaHaapTa

CooTBercTBue TpeboBaHMAM HACTOALLEro cTaHgapTa 4OCTUraeTcs NyTeM BbINOSIHEHUS BCEX NPUMEHMU-
MbIX TpeDOBaHUIN U NPeaoCTaBNeHUs CUCTEMATU3MPOBAHHOIO CMMCKA BCEX PEKOMEHAAaLUM, KOTopble Obinu
yuTeHbl. Bce TpeboBaHus, npuaHaHHble HENPUMEHUMBIMM, AOJDKHbI ObITb YKa3aHbl C OMUCAHUEM NPUYUH, MO
KOTOPbIM OHU HE MOTYT ObITb NPUMEHEHbI.

Monb3oBaTenu HaCTOALLEro CTaHaapTa AOKHbI MCCNeA0BaTb NPUMEHUMOCTb KaXaoro Tpebosanus (Ha
Hanuune TpeboBaHWUS yKa3biBalOT CroOBa «AOIMKEH», «A0SHKHO ObITb», KCNEAYET», «KHE0OX0AUMO») U KaKA0N
pekoMeHaauum (Ha pekoMeHAauMI0 YKasbIBalT CroBa «MOXET», «PEKOMEHAO0BAHO») ANA onpeAeneHus ux
NPUMEHUMOCTN B KOHKPETHbIX YyCNMOBUAX UNU CUTyaLUAX. B cny4yae ecnu 3asdBlieHO, YTO npoAayKuua cooT-
BETCTBYET NPUMEHUMbIM pPeKOMeHAaUuMAM, AOMKHA ObITh onucaHa npoueaypa opmuposaHua TpeGoBaHui,
pa3paboTkn 1 NPOBEPKU COOTBETCTBUSA NOMb30BATENLCKUX MHTEPKENCOB CUCTEM FONIOCOBOFO MEHIO. YPOBEHb
AeTtanu3auum Takoun npoueaypbl onpeaensoT BOBNEYEHHbIE CTOPOHbI B pe3ynbsrare CornacoBaHus.

5 CuctemMbl ronocoBbIX COOOWEHUN

Cuctembl ronocoBbIX COOBLLEHUA AOM¥KHBI COOTBETCTBOBATL TpebosaHuam MCO/MIK 13714,

6 BeBog nHdopmaumn
6.1 BBegeHue

BBoA AaHHbLIX B CUCTEME FONIOCOBOIO MEHIO MPOU3BOASAT C MOMOLLbIO YCTHOW peyM, TOHANLHOTO BBOAA C
KnaBuaTtypbl TenedoHa unu ux kombuHauum. CogepxkaHme aaHHOTO pasgena Kacaetcsl BBoAa AaHHbIX Norb-
30BaTefieM B CUCTEMY FOSIOCOBOIO MEHHO.

MpumevyaHne — [lonb3oBaTenu TEKCTOBLIX TeNeOHOB (Takxe «TepMuHanoB TTY» unu «tepmuHanos TDD»)
W CepBUCOB, yNpaBnseMblX ¢ MOMOLLbIO ronoca, MHorga nMetoT ocobele TpeboBaHWUA M3-3a OrpaHUYEHWiA, peann3oBaHHbIX
B 3TUX MOME3HbIX TEXHONOMUSAX U cepBUcax. [10M0XeHUs, OCHOBaHHbIE Ha TaKUX OrpaHUYEHUsIX, TakKKe BOLWNMW B AaHHLINA
pasgen.

6.2 HdopmupoBaHue aboOHEHTa 0 AONYCTUMBIX CNOCOGax BBOAA UH(OPMALIUM C TEKCTOBOTO
TenedoHa

PekomeHayeTcs, YToObl NPUNOXKEHUS FONOCOBOrO MEHIO MHPOPMUPOBANK NOMbL30BaTeNs ¢ TTY-TePMUHANOM
0 TOM, Kakum crnocobom 3TU NPUIIOKEHUA NoNy4atoT BBOAMMbIE AaHHbIE — NOCPEACTBOM TOHANbLHOrO BBOAA C
MCNONb30BaHWEM KMaBULL KNaBUAaTYpbl, PE4EBOr0 BBOAA UMK 0GoMMM aTUMK cnocobamu.

MpuMedaHue 1 — HekoTopble TEKCTOBLIE TENEMPOHBI HE UMEOT BO3MOXHOCTU TOHAMNBHOMO BBOAA AaHHLIX, a
HEKOTOpEIE CUCTEMbI FOMIOCOBOMO MEHIO He MPUHUMAIOT TereTailnHbIil BBOL CMMBOMOB (C TeneTain-repmuHanos TTY).
Monb3oBateneil TEKCTOBLIX TeNedOHOB HEOBX04MMO MHGOPMUPOBATL O criocobax BBOAA MH(OPMALMK B CUCTEMBI FOMo-
COBOTO MEHH.

MpumMmevyaHue 2 — Takyr UHdOpMaLMio B Auanore ¢ aboHeHTOM Hanboree yMeCTHO NepeaaTh B COOGLEHNN
06 oLmMGke nocre NCTeYEHWs CPOKa OXWaHWUs BBOAA UMK B 3anpoce O NMOBTOPHOI NOMbITKE (417 NEPBOTO UHTEPAKTUBHOTO
COCTOSIHUST MPUITOXKEHUS).

6.3 HegonyctumocTb AyonmpoBaHus (NOBTOPHOIr0) BBOAA MH(opMaLum

B TeueHne oaHOro TenedOHHOro BbI30Ba aGOHEHTY AOMKHO ObITb NPEANOXEHO BBECTU KOHKPETHYIO UH-
dhopmaLmio TONBLKO OAWH pa3, KPOME Cryyaes, korgaa ans obecneveHusa KOHPUAEHUMaNsHOCTH, 6e3onacHoOCTU
unu sepudmkauum TpebyeTcs NOBTOPHLIN BBOA AAHHbIX.

MpuMevyaHune — 370 TpeboBaHUe PacCNpPOCTPAHAETCA TakKe Ha BCe CUTyaLu, B KOTOPLIX BbI30OBbLI NepeBoasAT
U3 ofjHOro MecTa B [ipyroe, Kak, HanpuMep, B CUTyaLMsX ¢ M3BLITOYHEIM NOCTYNNEHWEM BbI3OBOB. [ocrne nepesoja Bbl-
30Ba OT aboHeHTa He TpebytoT NOBTOPHOro BBoAa UHpopMaLuu, koTopas yxe Obina M BBefeHa.

Mpumep 1 — Ecnu npunoxeHue ucrons3yem 20/10C08yH0 eepupuKkayuro, KOHKpemHbili abBoHeHm npous-
Hocum ceoe uUmMs unu naposib deaxdbl A58 obecrneyeHuss mpeboesaHuli 6e3onacHocmu.

lpumep 2 — Ecnu aboHeHm eees1 ceoli adpec @ omeem Ha 3anpoc, a OaHHbIlU ebi3oe 3ameM Obis1 nepe-
eedeH 01 obcnykueaHus1 @ Opyeoe mecmo, UHgopmayuro o6 adpece nepedarom emecme ¢ 3MUM 6bI3060OM U
eni3blearoujeMy aboHeHmMy He mpebyemcsi 88o00uUMb 3My UHGOPMaUUIO 10E8MOPHO.
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6.4 Ucnonb3oBanue uHpopmMayumu, UMeLWEHCA B cUcTeEME, AN NOBbIWeHUA 3 eKTUBHOCTH

Ecnu B cucteme umeercs nigopmMauums, KOTopas No3BONAET yNyyluuTb Auanor ¢ aBoOHEeHTOM, TO peko-
MEHAYEeTCA ee UCnosnb30oBaTh, YTOOLI caenarb Bbi30B 6onee 3hdeKTUBHBIM.

lMpumep — [lns naccaxupoe, 4acmo rosiL3yIoWUXcsl caMosiemamu, coxpaHsiemcs UHghopmayus o kpedum-
HOU Kapme, mak 4mo uM He Hy>XHO N0emopHO e800umb ceedeHus o Heli 0515 KaxA020 HOB020 3aKa3a.

6.5 N3aMeHeHue BBeA€HHOM UH(DOPMaLIMK
BbisbiBaloLeMy aDOHEHTY PEKOMEHAYETCA NPEAOCTaBNATb BO3MOXHOCTb U3MEHEHUs AaHHbIX M MHOp-
mManuu, BBe,El,eHHOVI B T€4EeHUe BbI3OBA.

n puMevyaHune — WHorpa B NPUNoOXeHUun rornocoBoro MeH CywecTByeT MeCTo, Nocne KoToporo aboHeHT yXe
He MOXET BHOCUTb U3MEHEHUA.

Tpumep — lMocne mozo kak aboHeHm npedocmaeul UHopPMayuio, Heo6xo0UMYI0 01151 8bINIONTHEeHUS 3aKa-
3a Ha moeap, cucmema noemopsem demasnu (cneyugukayuro) 3akaza u npocum y aboreHma noomeepxdeHus,
obecrieyueasi 03MOXXHOCIML cOeslamb ece Heo6Xxo0uMbie U3MeHeHUs neped omipaekoli 3aka3a. OOHaKo nocne
moeo KaKk aboHeHmM nodmeepaouJi 3aKa3, OH yXKe He Mo)XXem e20 U3MEeHUMb.

7 PeueBOou BBOA

7.1 BeiGop cnoBaps Ansi ronocoBOro MEHI0 C pe4eBbIM BBOAOM

Mpu CcnNonb3oBaHMM CUCTEMbI PACMNO3HABAHUSA Peyn 1 BbIOOpE cnosapsa AnsA NPUNoXeHust Heobxoaumo
YUMTbIBaTh MPOU3BOAUTENLHOCTL ASR. BbiOpaHHbIN CrOBapHbIN 3anac A0MmKeH ObiTb NPOBEPEH.

7.2 ®OoHEeTUYECKIN Pa3sIUYaloWMMNCA CNOBaPb ANA NPUIIOXEHUN FOfIOCOBOrO MEHIO C NOAAEPXKKOMN
pevyeBOro BeBoaa

Ona NpUnoXeHui, NCnonb3yloLWMX aBTOMaTUYECKOE PAco3HABaHNE PeYn, BAPUAHTLI KOMaHA, KOTOpble
npeanonaraloT OfHOBPEMEHHbIA BBOA B OTBET HA 3anpOC TAKOro NPUMOXEHUA, peKoMeHAYeTcs paspabartbi-
BaTb TakK, YTOObLI OHM GbiNK HOHETUYECKN PA3NUYUMbBIMKU ANS NOBLILLUEHWS TOYHOCTH Pacno3HABaHUA PeYn.

Tpumep — B npusoxeHuu 20/10co0eol NMoYmMbl Ha aH2UlICKOM f3blKe UCoJb3yiom Habop KoMaHO «cme-
pemb, noemopume U nepelimu k cnedyrowiemMy» eMecmo «ydanumb, noemopums U nepelimu k crnedyrowemy»,
nomomy Yymo, K npumepy, 8 aHaulicKoM fA3bike «ydanumby» U «rmoemopumb» (delete u repeat) poHemuyecku
CXO3KU U Mo2ym 6bimb OWUG0YHO 0CNIPUHAMbI cUCMeMOU paciio3HaeaHUs peyu.

7.3 MpaMmaTUKa anA oTaenbHbIX COCTOAHUIN NPUNOXEHUA

[N KaX1oro COCTOAAHNUA AManora peKOMeHAYeTCA UMETb COGCTBEHHYIO BbIAENEHHYIO rPaMMaTHKY.

MpumedyaHue 1 — [daxe Ans Takux 3anpocoB, OTBETOM Ha KOTOpble MOTYT ObITb TONLKO «Aay» U «HET», Npea-
royTUTeNeH rpaMMaTyecknii Habop BapuaHToB, T. K. 3T0 ynpolyaeT 06paboTky n3beITo4HOro coobleHuns. BrisbiBatowmin
abOHEHT MOXET OTBETUTL Ha BOMPOC: «Aa», KHETY», HO TaKXKe U «O, Aa», «Aa, NOXaNyWcTa», «HUHEroy, «O4HO3HaAYHO HET»
B 3aBMCUMOCTU OT 3aJaHHOro Bonpoca u Apyrux ¢hakTopos.

Tpumep 1 — 3anpoc, komopbil 3anpawueaem y 3e8oHsauwezo aboHeHmMa 200, & KOIMOPOM €20 aemomMo-
6unk obcnyxueanu e nocsiedHull pa3, umeem npumMepHo cnedyrowuli epammamuydeckuil Habop: «dee mbicsI4U
deesimb», «dee mbicsiyu decsimby, ..., «dee mbica4u deeHadyamb», «dee mbicss4u decsimblilly, ..., «deadyamb
deeHadyamb» U «8 3MomM 200y... m. e. dee mbicAYU NamHadyambiiin.

MpuMevyaHue 2— OTBeTH abOHEHTa 4acTO COAepXaT {YacTu NpeABapsIoLLEro Ux 3anpoca.
TMpumep 2 — B omeem Ha 3anpoc «Xomume 5u ebl 3a6poHUposamb 3my noe30Ky ?» 360HAWUL MoXem om-
eemums ¢ noMowibio «lja, xouy» unu «fa, 3a6poHuposamb».

7.4 CUHOHMMbBI B rpaMmaTHU4YeCcCKuX Habopax

B rpaMMaTtunyeckne Habopbl pEKOMEHAYETCA BKAOYATh BAPMAHTbI COOOLLIEHMIA, BCE BEPOATHbIE CIOBA U
BapuaHTbl pas.

NMpumMevyaHune 1—/[na pacliMpeHns Ha4anbHOro rpaMmaTyeckoro Habopa Ha OCHOBE UMEIOLLIMXCS 3HAYEHWA
MCNONb3YIOT HACTPOWNKY (TIOHUHT) (3.47).

MpumeyaHue 2— CosgaHue rpaMmaTU{eckux HaGopoB Co BCEMU BO3MOXHLIMU BapuaHTaMu OTBETOB AenaeT
pacnosHaBaHne peun Goree CroXHLIM W MOXET B pesyneTaTe NPUBECTU K CHUXEHWIO KOS dPULMEHTA SOCTOBEPHOCTHU.

8
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lpumep — lNpu aHanuse 3anpoca «/IpousHecume eawly KoMaHAy: coxpaHUmMb, cmepemsb USIU USMEHUMbLY
epammamudeckuli Habop exmoyaem e cebst Kak «cmepemb», Mak U €20 CUHOHUM «yOanumby.

7.5 Ucnonb3oBaHue AMHAMUYECKUX FPaMMaTUYeCKuX Habopos

Ecnun ckopoCTb pacno3HaBaHUS peun MOXKET ObITb MOBLILLIEHA C MOMOLLBIO OTPAHUYEHUS TPAMMATUKMN,
pPEeKOMEHAYETCSl UCMONbL30BaTb AUHAMUYECKMIA rpaMmaTieckuii Habop, HanpuMmep, Koraa:

a) KONUYECTBO 3MEMEHTOB B rPAMMATUKE CTano CrULLKOM O0nbLUMM AN NPUEMNEeMOi NPOU3BOaAUTENb-
HOCTM pacrno3HaBaHusl peyu;

b) Ana ucnonb3oBaHUA rpaMMaTUKKU AOCTYNHA UHCOPMaLMA O Bbi3biBaloWEM abOHEHTE;

C) BO3MOXHO UCMONb30BaHWe A58 rpaMmMaTuku uHdopmauum, nony4eHHON U3 NPEAbIAYLLIMX BBEAESHHbIX
BbI3biBalOLLIUM aboHeHTOM AaHHbIX B T€YEHUE TeKyLlero ceaHca CBA3UN.

7.6 PermcTpauuna (BHeCeHue B CNUCKH)

7.6.1 BBepeHue
Ecnu B NpunoXeHUsix ronocoBOro MeHIo0 ¢ NoAAEpXKKOW pevyeBoro BBOAA ANA Bbi3biBaOLWEro aboHeHTa
TpebyeTtca perucTpauus, TO peKOMeHAYETCA, YTOObI aHHbIN NpoLece Obin Kak MOXXHO Gonee NPoCTbIM.

NMpumeyaHue — WHorga HeobXo4MMO MOXEPTBOBATL NPOCTOTON perucTpauuu pagu obecneveHus TpeGosa-
Huii GesonacHocTu. ObecneveHne Gorliee BEICOKOTO YPOBHs1 Ge30MacHOCTU B MPUIOXeHUN YacTo TpebyeT Gonee agnutens-
Horo u Gornee Tpy0EMKOro npoLecca perucTpauum.

7.6.2 Peructpauusn B cpeaie UCNONb30BaHUSA

Ecnu npunoxexHne ncnonb3yeT pe4yeson BBOA M TpebyeT perncrpaumm BbibiBaloLwero aboHeHTa, 1o pe-
KOMEHAYETCS YBEAOMNATh BbI3bIBAIOLLETO abOHeHTa (B Auanore unm B JOKYMEHTALUKN) O TOM, YTO OH [I0MDKEH
NPOWTK NpoUeaypy perucTpauumm, eCrm BO3MOXHO, B cpeje, aHanoru4Hon Ton, B KOTopon 6yaet ucnonb3osa-
HO NpuinoxeHue.

7.6.3 Peructpauus ¢ ucnonb3oBaHUEM NOBTOPEHUSA

Ecnu cuctema B Ka4yeCcTBe NpoLeaypbl pErmcTpauumu npeanaraer BbibiBatoemMy aboHEHTY NOBTOPUTL
onpeaerneHHbie hpasbl, TO pekoMmeHayeTca, YTobbl kaxaaa Takas ¢pasa Gbina 4OCTAaTOMHO KOPOTKOW ANS
Nerkoro 3anoMmMHaHuss aboHeHTOM. B 4acTHOCTH, ecnu Bbi3biBaloLLEMY aOOHEHTY NpeAnoXeHO NOBTOPUTL MNOo-
crnenoBaTenbHOCTb LUMp, KaXxaoe NOBTOPEHUE AOIMKHO BKNIoYaTh He Bonee YeTbipex umdp.

7.7 OnpeneneHue rpaHuL, peyeBoro BBoAa u YepegoBsaHme

OnpegeneHune rpaHuL, pe4eBoro BBOAAa PeKOMEHAYETCA HAacTpausaTb TakuMm 00pa3oM, YToOb! yNy4LLUTb
npoLecc Yepes0BaHUA akTUBHOCTU aBOHeHTa U CUCTEMBbI.

TMpumep — BonbuwuHcmeo aboHeHMoe NMPoOU3HOCsIM HoMmep 6aHKOBCKO20 cyema Usu HoMep mesie¢hoHa
2pynnamu no HecKOJILKO Uugp ¢ naysamu mexdy HUMU, HanpuMep «Ko0 cmpaHbl — nay3a — HoMep aboHeHma».
IpaHuyb! peyeso2o eeoda ycmaHaenuearom mak, Yymobb! OHU coomeemcmeoeasiu maKkoMmy crrocoby peyeeozo
e800a OaHHbIX.

MpumevyaHune 1 — B onpefeneHHbIX AUANOroBbIX CUTYaLMSX B eCTECTBEHHON peun aboHeHTa CyLiecTByHT
nayabl. HacTpoiiku CRULLIKOM KOPOTKOrO Nepuoja BBoga MOTYT 3aBepLUMTL BBOZJ AaHHLIX 40 TOrO, Kak abOHEHT NpousHeceT
AaHHblEe MOMHOCTHLIO.

MpumevyaHune 2 — 3TOT nofpasfen cCOOTHOCUTCA C 8.2, KOTOpLIN ycTaHaBnuBaeT TpeboBaHUsA K ncnons3osa-
HWI0 pa3fenuTenei B cUCTEMax rofloCoBOro MeHIo ¢ TOHanbHbLIM BBOAOM AaHHbIX.

MpumevyaHne 3 — lMaysbl ¢ ANUTENBHOCTEIO MeHee 250 MC HexenaTenbHO UCMOoNb30BaTh A4S CMEHbl o4Ye-
pefHOCTU B Auanore, B To BpeMsi Kak naysbl gnvHHee 1500 mc 6onee noaxofgsar ansa aroro. Takum obpasom, pasyMHO
yCTaHaBnuBaTb NPOAOMKUTENIBHOCTL May3kbl NOCNe OKOHYaHUS BBOAA, paBHOW NpubnusutensHo 1500 Mc, HO OTAEnbHbIE
aTanbl Avanora Wnu OTAerNbHble HaUWOHanbHbIe A3LIKOBble 0COBEHHOCTU MOryT noTpeboBaTh UHLIX HAacTPoOeK AaHHOro
napametpa.

7.8 O6paboTKa TaM-ayTOB peYeBOro BBOAA AaHHbIX

MockonbKy HE CyLLECTBYET PEYEBOIo aHanora Ans Knasumn «#» («peLleTkay, unm «xaLly), peKOMeHayeTca
HacTpauBaTb TaiM-ayT pe4eBoro BBoAa AaHHbIX (OTAErNbHO OT 3HAYEHUA TalmM-ayTa TOHaNbHOro BBOAA) TAKUM
06pa3som, UToObl AOCTUTHYTb YA OBMETBOPUTENBHOW CKOPOCTU PEaKLMM CUCTEMbI Ha BBOA AAHHbIX NOMb30BaTENEM.

MpumevyaHne — [nNA yyeTa nays B pedn MOXHO OTAENbHO YCTaHaBMMBaTb MPOAOIMKUTENBHOCTL PEYEBOrO
TaimM-ayTa.



rOCT P UCO 9241-154—2015

7.9 FlonocoBble MEeHIO C peYyeBbiM BBOAOM U TOHANbHbIN HabOp

BapuaHTbl (onuum) pe4yeBoro BBOAA AaHHbIX JOJDKHLI UMETb 9KBUBANEHTHbIE CNOCOOLI BBOAA Yepes To-
HanbHLIA HAbOP, UCKIIOYAA Cryyau, KOrAa Xapakrep BBOAUMBIX aHHbIX HE MOXET ObiTb BLINOMHEH C NOMO-
WblO TOHaNbLHOro Habopa.

MpuMmeuyaHue — 3To TpeGoBaHUe ABNSIETCA 0COGEHHO BaXXHHLIM MO ABYM NpU4MHaM: yAo6CTBO UCNONb30OBaHMUA
U BOCTYNHOCTb.

lMpumep 1 — Peyeeoli 3anpoc o ebibope eapuaHmoes («A, B unu C?») coomrHocum A c «T», Bc «2» u C ¢ «3»
dnsa eeoda uHgopmayuu ¢ NOMOWbio MOHalIbHO20 Habopa.

lMpumep 2 — Ecnu npu esode QaHHbIX 8 PeXuUMe OMKpPbimozo duasioz2a npoucxodum owubka e omeem Ha
3anpoc, mo 20J10c080€ MEHIO Nnpediazaem Uepapxuyecku cmpyKmypupoeaHHbIl CIUCOK eapuaHmose, U3 Komo-
po2o aboHeHMbI MO2ym ebibpamb Hy)XHbIl, UCTIONbL3Y MOHaLHbLIU Habop.

8 ToHanbHbLIN Habop

8.1 OnoBeweHne 0 BO3MOXHOCTHU TOHANMbHOIrO BBOAA AAaHHbIX

Ecnu y aboHeHTa SIBHO 3anpaluMBaioT NOATBEPKAEHUE BO3MOXHOCTH TOHANLHOrO HaGopa ¢ ero Tene-
¢hOHHOrO YCTpPOICTBA, CUCTEMA JOIDKHA OXMAATL BBOAA «1» B KA4ECTBE NPABUMBLHOIO OTBETA Ha 3anpoc. B 1o
e BpeMsi Nnioboi BBEAEHHbIA TOHAMNbHLIA CUTHAN AOMHKEH ObITb PACNO3HAH Kak NPaBUbHLIA OTBET HA TAKOW
3anpoc.

MpumMmeuyaHue — Takke MOTYT CyLLECTBOBATb Apyrue paBHoNpaBHble Crocobbl MAEHTUUKALUN BO3MOXHOCTH
ToHarbHoro Habopa, kpoMe TpeGoBaHUs OT aBOHEHTa HaxaTb KaBuLLy ero annapara. 1o TpeGoBaHWe He NojpasyMeBaer,
4TO 3Ta KOHKpeTHas npoLeaypa npefAcTaBnaeT coboi eAUHCTBEHHLIR UNW caMblil JydLIMiA criocob onpeaeneHns, UMeeT
N1 aBoHEHT TenecoH C BO3MOXHOCTbIO TOHAMNLHOro Habopa.

8.2 HasnayeHue Knasuwu-pasgenutena BBoaoUMbIX AaHHbIX

Ecnu ans BBoga AaHHbIX NePEMEHHON ANMHBLI HE0OXOAUMO UCNONbL30BaTh KMaBULLY-pa3genuTernb, TO
AnNA 3TOW Luenu aormkHa 6bITb MCNONbL30BaHAa KnaBuLLa «#» («peLuetkay).

MpuMevyaHne — B HeKOTOPbIX CTPaHax UCMOSb3YIOT ApYrMe Ha3BaHWUA faHHOW KNaBULWIKM, HANPUMEp KNaBuLa
«XaLy.

8.3 KnaBuwa «#» npu BBoAe AaHHbIX (PUKCUPOBAHHOWN ANMHbDI

B npunoxxeHusix, UCMOSb3YIOLMX TOHAMNbHLIA HAaBOp, MPUMEHEHWEe KNaBuiLKM «#» Kak pasgenurens He
ABnAeTcs obs3aTenbHbIM AN BBOAA [aHHbIX (DUKCUPOBAHHON ANMHLL. [MO3TOMY PEKOMEHAYETCS UTHOPUPO-
BaTb Ha)KaTue Ha KnaBuLly «#» BO BpeMs BBOAA AaHHbIX (PUKCUPOBAHHONM ANUHLI.

8.4 Ucnonb3oBaHue Tanim-ayTa AnA TOHaNIbHOrO Habopa BBOAUMbIX AaHHbIX NepPeMeHHON
OSUHbI

MpuHUMasa TOHaNbHbIN HABOP OT aBOHEHTA B NPUOXKEHUAX, UCMONb3YIOLLMX BBOA AAHHBLIX NEPEMEHHON
ANWHBI, PEKOMEHIYETCA CHUTATh KNaBuLLy «#» aBTOMaTU4ecku BBEAEHHON CMCTEMOI NOCNE OKOHYaHUA ycTa-
HOBMEHHOro paspaboTunkamu TanM-ayTa, B TEYEHUE KOTOPOTrO He Oblo Nony4yeHo HUKaKUX CUrHanoB OT Bbl-
3biBatoLiero aboHeHTa. MNMpoaomKUTENsLHOCTL BPEMEHN OXUAaHWA (TalimM-ayTa) PeKOMEHAYETCS OnpeaensTb
nyTeM TECTMPOBAHWA HA penpe3eHTaTMBHOW BbiBopke abOHEHTOB, B TOM YMCNe TeX, KOMY, Kak oxuaaercs,
noTpebyloTCa OTHOCUTENBLHO ANUHHBIE MHTEPBanNbl BPEMEHM ANsi BBOAA AaHHbIX (HanpuMep, AN MOXMIbIX
noAaeit, nonb3oBarteneii ¢ HapyLLEHUAMWU MOTOPUKK, NONb30BaTENEN TEKCTOBbIX TENEMOHOB).

MpumevyaHue — B HacTodAWeM cTaHAapTe NpeanonaraeTcs, YTO HaxaThe KnaBuLLM «#» AN pasfeneHus
BBOAUMBIX JaHHbIX NPUBETCTBYETCA, HO He 06A3aTenLHO.

8.5 HasHaueHue knaBuw AnA yTBEpAUTESIbHbIX U OTPULIATENbHBLIX OTBETOB

[na BapuaHTa nonoXxutensHOro OTBeTa BCceraa AomkHa ObiTb HasHaveHa Knasuwa «1». [na BapuaHta
oTpuLaTENbLHOTO OTBETA BCErAA AOMKHA ObIThb HA3HAYEHA KNaBuLLa «2».

Tpumep — B npusioxeHUsIX Ha PycCKOM fi3biKke omeembl «0a» U «Hem» HasHa4YeHbl KNnaeuulaM moHanbHO20
Habopa «1» u «2» coomeemcimeeHHo.
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8.6 HasHayeHue knaBuw Ans PyHKLUU NONYyYEeHUA NOMOLLU OT CneLmuanmucTa crnyxobl
noanepPxKKu

B cny4yae BO3MOXHOCTW NpeAoCTaBMneHUsi NOAAEMKKU OT cneuuannucta NpUnoXxeHUs, UCMOMb3yoLLmMe
Ans BBOAA TOHAmMbHbIN HABOP W/MnNu pevyesoli BBOA, A0SKHLI HAa3HaYaTh ANs 3anpoca NoOMOLLUM KnasuLly «0».

MpumevyaHune 1—CM. Takke 12.2 1 12.7.

MpumMmevyaHune 2 — 3710 TpeboBaHWe He 3anpellaeT HasHadeHWe APYrvX KNasBull U KoMBUHaLMIA KnaBull B
JOMOMHEHNe K MCNoNb30BaHMIo Knasuwm «O.

8.7 MMHMMM3aLUA KONUYECTBA KINaBull, HAXXKUMAEMbIX Bbi3biBalOWMWUM aOOHEHTOM

B nNpunoXeHWsix, UCMONb3YIOLMX TOHAMNbHbIA HAGOpP, PeKOMEHAYETCH MWHUMU3MPOBATh KOMMYECTBO
KMaBuLL, HaXKMMaeMbIX MOnb3oBaTenem. Ecnm aTo BO3MOXHO, PEKOMEHYETCA MCMNONbL30BAaTh BBOA [JaHHbIX
nonb30BaTeneM NPOCTbIM OAHOKPATHLIM HaXaTUEM KIaBMLLWN BMECTO MHOXECTBEHHbIX HaXaTWi.

9 BbiBOA MH OpMaLun

9.1 O6wWwMe NONoXKeHUA ANA 3aNpPOCOB U OO LABNEHUN

9.1.1 KpaTkocTb uHdopmaumm
Onsa Toro yToObl U3bexaTb U3NIMLLHEN Harpy3kU Ha NamsiTb Bbi3biBAKOLWEr0 aBOHEHTA, BbIBOAMMYIO MH-
cdopmaunio peKOMEHAYETCA AenaTh KPaTKOW.

MpumevyaHune — Cuutaercs, 4YTo Bhi3biBatolme aboHeHTHl 3a HebonbLoW WHTepBan BpeMeHW MOTYT MbiC-
NeHHo 0bpabaTbiBaTb NWLLbL HeGoMbLUOE KONMMYECTBO (OKOMO YeThipeX) nopunit MHpopmaumm B ofHOM 06BABNEHUN UIK
3anpoce, Takoi Kak AaTbl, Ha3BaHUs WM HOMepa MeCT. TeM He MeHee TOYHOe KONMWYECTBO 3aBUCUT OT CNOXHOCTU WH-
dopmMaLmu u cteneHn 6nmaocTn anemMeHToB Bolibopa. Takke, ecrnin aboHeHT He 06A3aH AepxaTk B NaMATU BCE ANEMEHTHI,
WHOAa onpaBAaHo UCMoMnb3oBaHWe 6oMbLIOro KonmyecTea NopLuii MHGopmaumu.

9.1.2 NpynnupoBKa uHdopmaumnm
Ecnu B ogHOM 06b5ABNEHMMU UNK 3anpoce NpeacTaBneHbl HECKONbKO YacTen uHopmauum, mexay gpa-
3amMu peKoOMEHAYETCA BCTaBNATL Nay3bl 4N rpynnupoBku MHopmauum.

TMpumep — B cnedyrowem ob6bseneHuu mexdy ¢hpazamu ecmaesieHbl Nnay3bl, a Kaxdas ¢ppaza npedcmaersi-
em coboli 00Hy nopyuro uHgpopmauuu: «Homep petica 123. <[layza> [Tocadka npouzeodumcsi y eopom Homep 12.
< [Tay3a> Bpemsi omnpaeneHuss — 15:45».

9.1.3 UHTOHauUuA n gpyrue acnekrtbl peyu

C uenbto yny4ylieHns BOCAPUATUA PUTM PEYU MPU NPOU3HECEHUU MHAOPMALMOHHbLIX ANIEMEHTOB, BKITIO-
yas wabnoHbl UHTOHaUMKU (HanpuMep, ANA YMcen, nocneaoBaTenbHOCTM Ludp U 4aT), pekoMeHayeTcs fe-
nartb NOXOXXWUM Ha PUTM U MPOUSHOLLEHUE PEYN YeroBeka.

MpumevyaHune — 3TO AOCTUKMMO NyTeM obecneyeHns aByx unu Gonee npefcTaBneHUid Kaxaon Ludpel Unm
nocrnegfoBaTensHOCTU LUdp € pasiMyHbIMA MHTOHaLMAMM B LUMADPOBOWA, 3anucaHHoi MU CUHTE3UPOBaHHON pedn, uc-
Nonb3yeMoii B NPUIOXEHUMN.

lpumep — B aHenulickom si3bike, NPOU3Hocs nocredoeamesisHoCMb Uugp «o0uH, dea, mpu», 06bI4YHO
yupbl «0OuH» u «dea» umeiom NoebiWaloWyroCcs1 UHMOHaUU0, 8 MO epeMsi KaK «mpuy» UMeem MOoHUXXalowyo-

¢ uHmoHauyuo. B cnyyae nocnedoeamenbHOCmMuU «mpu, 0ea, 00UH», «mpu» U «0ea» UMerom MoebiWarouyrcs
UHMOHauU0, @ «OOUH» — MOHUXaIOWYHCH.

9.1.4 CKopoCTb peyn
Mpw BLIGOPE CKOPOCTU peyn Ans 3anpocoB U 0OLABMNEHUI PEKOMEHAYETCS y4YUTbIBaTb 0COGEHHOCTH CO-
BOKYMHOCTU Nofb30oBaTenei, HasHayeHne NpUnoXXeHusa ronocoBoro MeHIO U UCNonb3yeMblii AUANEKT.

M pnmMmeyaHne — CKOpOCTb peyn 4acTo CyLeCTBEHHO OTITNYAETCA B Pa3fIMYHbIX CUCTeMaXx roJTJoCOBOro MeHH.

Tpumep — B npunoxeHusix 20/10c08020 MeHIo Ans cnyx6 noddepxxu nons3oeamernell e CeeepHoli Ame-
PpuUKe ucrnone3yrom ckopocms om 140 do 170 cnioe 8 MUHymy.

9.1.5 MpocTble nUHrBucTUYECKme opmbl
Mo BO3MOXHOCTU PEKOMEHAYETCA UCMOMNb30BATb NPOCTbIE MUHIBUCTUYECKUE KOHCTPYKLMKU U CROBOGIOPMBI.

Tpumep — Bmecmo 3anpoca «Celiyac domxkeH 6bimb eeedeH HOMep cyema» (accueHbill 3a102) ucnoss-
3yiom 3anpoc «Tenepb eeedume HoMep eauie2o cyemay.

1
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MpumevyaHne — B LeNOM, ecnu CyLUECTBYET BO3MOXHOCTb BbiGopa MeXAy ASIMHHLIM U KOPOTKAM CIIOBOM,
o6o3HavaloLWnUM 0JHO U TO Xe, CeayeT UCMoMNb30BaTh KOPOTKoe CoBo. B GonbLUMHCTBE criydaeB KopoTkoe cnoso Gornee
ynoTpebnsaemoe, 4eM ANUHHOE, U NONL30BaTENM YCMbILIAT U NOAMYT ero GeicTpee. Mcnonb3oBaHUe XOPOLWOo NOCTPOEHHLIX
npeanoxeHuin u cnoeaps Hauboriee ynoTpebrnsieMblx CIIOB NMO3BOISET 06eCneunTs YBEPEHHOCTE B TOM, YTO Hanbonbluee
KONWUYeCTBO Nonb3oBaTenei NoMMeT COOBLUEHNS NPUNOXKEHUSI.

lMpumep — B 3anpocax Yauwie UCMOJIL3YIOM CJ/I060 «CKaXume» eMecmo «fpou3Hecume» U C/1060 «1o-
Mouwb» eMecmo «codelicmeuen.

9.1.6 PasyMHOe ucnonb3oBaHue BEXSIMBOCTU B 3anpocax Ha BBOA AaHHbIX

TepMUHbI BEXNUBOCTHU (HAaNpUMeEp, «NoXanyncray», «cnacubo») B NPUNOXKEHUAX rofIOCOBOrO MEHIO cne-
AyeT ucnonb3oBaTb pasyMHO. PekomeHayeTcs u3beratb M Upe3sMepHOro, U HeA0CTaTOMHOIO UCNONb30BaHUA
Takux TEPMUHOB.

lpumep — Ecnu cnoea eexiueocmu (Hanpumep, «inoxarylicmay) ucrons3ylom cauWKoM Yacmo, 3mo Mo-
JKem cmampb ymomumeJsibHbIM.

n puMmevyaHune — Ecnu cucrema npegnaraeT CUCOK NYHKTOB MEHIO, CITOBO « nomanyﬁCTa » UCNONB3YKOT He ANnA
KaX[oro BapuaHTa, a ToNnbKO B Havarne 3anpoca (Hanpumep, «loxanyiicta, BbibepuTe 04HO U3 CReayOLWUX AeNCTBUA:
ANA oTAena npoAax HaxmuTe 1, ANA oTaena oTrpy3ku HaxXMuTe 2, AN ApYrux OTAEN0B HaxXMuTe 3»).

lpumep — Ucnonb3oeaHue eexJIueo20 MepMUHa e Havane 3anpoca (Hanpumep, «lloxanylicma, esedume
eaw HoMep cyeman) nomMozaem nodzomoeums aboHeHmMa K omeemy Ha 3arnpoc, a makKKe Moxem NosoxXumerb-
HO Hacmpoums aboHeHMOoe OMHOCUMENLHO TPUJIOKEHUs] 20/10C08020 MEHIO U KOCEeHHO — OMHOCUMEesILHO
KoMnaHuu unu opaaHu3ayuu, Komopol NpuHaleXum Mo NPUJIcKeHUe.

9.1.7 3aBeplueHue BbI3OBA
Ecnu npunoxxeHne ronocoBoro MEHIO MHULIMMPYET 3aBePLUEHUE BbI30BA, TO PEKOMEHAYETCA AenaTb 3TO
B OY€Hb BEXNUBON POpME.

lpumep — «Cnacu6o 3a eau 360HOK @ KomiaHuio «JTyyuwee — demsamy. [Jo ceudaHus».

9.1.8 KayecTBO 3ByKa 3anpoCoOB U OO BLABNEHUN

PekomeHayeTcs, uToObl Y 3ByKa 3anpocoB M 00bABEHMI ObINO BbICOKOE Ka4ecTBO. Cneayer CBeCTu K
MUHUMYMY OKpPY>KaloLWi LUYM BO BPEMS 3aNuUCH, T. €. POHOBbLIN LUYM AOMKEH ObiTh OFPAHUYEH B MAKCUMAaNb-
HO BO3MOXHOW CTEMEHMU.

MpumevyaHue 1— OnA aGOHEHTOB C HapPyLUEHUSMU CllyXa UHOMAa GLIBAET OUYEHb TPYAHO BHIAENSAThL MONE3HYH
UHOPMaLMIo (HanpuMep, 3anpockl U 0GLABMNEHUA) Ha hoHE LIyMa.

MpumeyaHne 2— «Bblcokoe» Ka4ecTBO 3ByKa ABNAETCA CYyOLEKTUBHOW OLIEHKOW pa3paboTumKoB NpUNoXeHNi
rONOCOBOro MeHK U Apyrux 3anHTepeCcoBaHHbBIX CTOPOH. OTn CyXA€eHUA OCHOBaHbl Ha 3anncax 3BykKa bes I/ICKa)KeHMIZ, Ha
ACHOCTU peYyun U Ha NOHUMaHUKU Ol'paHI/IHeHI/IVI no FIpOFIyCKHOVI cnocobHOCTU 1 Nonoce 4acToT Aand Tej'le(*)OHHbIX JIMHUNA.

9.1.9 MoCTOAHCTBO ypoBHEN FPOMKOCTU 3ByKa 3anpoCcOB U OO bABNEHUN

3anpochbl n 00bABMNEHNA PEKOMEHAYETCH 3aMMCbIBaTb U BOCNPOU3BOAUTL C MOCTOSIHHLIM YPOBHEM FPOM-
KOCTU BO BCEM NPUIOXKEHUM FONOCOBOTO MEHIO.

9.1.10 Bocnpuatue aboHeHTa

MpunoxeHue ronocoBoro MeH AOMKHO BbiTb NOCTPOEHO Takum ob6pasom, YTobbl AN nonb3oBaTenen
ObINI0 MOHATHO, YTO OHU B3aMMOZENCTBYIOT C KOMMbIOTEPOM, & HE YENOBEKOM.

Tpumep — cucmema IVR: «[Jo6po noxanoeams 8 asmoMamu3uposaHHyio cucmemy obcyXueaHus KoM-
naHuu «AnadouH».

MpumedyaHue 1— OT0 TpeGoBaHWE He MeLLaeT UCMONIb30BaHMIO aHTPONOMOpdU3Ma B NEPCOHAXeE, HO aHTPO-
NOMOPU3M MOXET YCIOXHUTL BEINOSIHEHUE STOro TpeGoBaHus.

MpumevyaHue 2 — Mcrnonb3oBaHWe HexapaKTepHbIX AN peyn YenoBeKa 3BYKOB Takke NMOMOraeT nepeaaTtb
oLLlyLlieHWe Toro, YTO aBOHEHT pa3roBapuBaEeT C KOMMLIOTEPOM.

9.1.11 MNepcoHax

PekomeHnayeTcs TwiaTenbHO BbIGMpaTh NMEpCOHaXa ANt NPUMEHEHUSI B FOFIOCOBOM MEHIO Ha OCHOBEe
CUCTEeMAaTUYECKOro aHanusa u JaHHbIX, MONy4YeHHbIX OT noTpedutenei. BolOpaHHOrO NepcoHaxa pekomeHay-
€TCs1 UCMONb30BAaTb HA MPOTSXKEHUN BCETO rONIOCOBOI0 MEHIO.

MpumevaHune 1 — Bo BCcex NPUNOXEHUAX roniocoOBOrO MEHIO Ha CaMOM Aere CyLEeCcTBYET nepcoHax (cM. 3.31),
He3aBUCUMO OT Lieneid paspabotumkoB. Ecnu paspaboTunku He NPUHUMAIOT aKTUBHOMO Y4acTUA B CO3AaHUU NePcoHaxa,
NPUNOXeHNe MOXET BbiTb BOCMPUHATO LieNeBON ayUuTopueii nonk3oBareneil HeoxuaaHHbIM ANa paspaboTynkos o6pasom.
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MpuMmeyaHne 2 — lMepcoHax He MOXET 3aMEHUTb XOPOLLYHO CTPYKTYPY MOfib30BaTenbCKOro UHTepdenca u
MMeeT BTOPpOCTEeNneHHoe 3HavYeHne nocne obecneveHus yJJ,O6CTBa ncnofib3oBaHUA NPUNOXEHUA.

9.1.12 MoBTOPEHME 3anNPOCOB U OO BLABNEHUN

a) BbisbiBatoLWEeMyY abOHEHTY pPEKOMEHAYETCS NPeaoCcTaBNATb BO3MOXHOCTb NOBTOPEHUA 3anpoCoB U
O0ObABNEHMI B Cny4vae, eCnm OHM OYEHb ANUHHbIE UNK coAepXar GonbLuMe CMUCKW BapUaHTOB, U3 KOTOPbIX
aboHeHTy npegnararT caenartb BblGop.

MpumevyaHne — HexenaTensHo peann3oBLIBaTL NOBTOPEHME BCEX 3aNpocoB U 06bABNEHUN, paspaboTumkam
crnepyet pacCcMOTpeThk pasyindHble KOMNPOMUCCHI ANA onpeaerneHns yCJ'IOBI/II7I, Npu KOTOPbIX 3Ta (byHKLWIFI ABNAETCA LUene-
coobpasHoii.

b) B cuctemax ¢ noaaepxkoi pe4eBoro BBoOAa AaHHbLIX KOMaHaa «MOBTOPUTbL» AOMKHA ObITb MCNONL30-
BaHa B Ka4eCTBe Pe4YeBON KOMaHAbl MOBTOPEHUS 3aNPOCOB U OOBbABNEHUN.

9.1.13 NMoBTOpPEHMe YacTen ASIMHHOIO 3anpoca n 06 bABNEHUA

Mpu HanNUUUKU TEXHUYECKOW BO3MOXHOCTU PEKOMEHAYETCH, YTOObI aDOHEHTHI UMENU BO3MOXHOCTb MO-
BTOPEHUs YacTein ANMHHOTO 3anpoca u 00bSBNEHNUS (HANpUMep, PEXMM «HEOOMbLUOW NEPEMOTKUY).

Il pnMmedyaHue 1 — XoTa B HacTodlweM CTaHAapTe He yKa3aH obbeM ANMUHHOIo 0ObsABNEHUA UNKu 3anpoca,
paapaGOTHVIKI/I I'IpI/IJ'IO)KeHVIVI MOryT onpeaernnTb Yepesd TeCTupoBaHne BapuaHTbl AJTMHHBIX UMW CNOXHBIX 3anpocoB Unn
obbsABNEHUIA, B KOTOPLIX TpebyeTca pexum «HeBonbLIoW nepeMoTku». BaxHo, YTobbl Takoe TecTUpOBaHUE BKIIOYarno
penpes3eHTaTuBHbIE BbIGOpKVI nonbaoBarenemn NPUNOoXeHnA.

TMpumep — B npunoxeHusix Ons 3anpoca cmpaxoebiX eo3MeuwjeHull, 8 Komopbix aboHeHmy npednazaiom
8bLINOJIHUMb CII0XHbIe, MHO20CMYNeHYamble UHCMPYKYUU, ucnonb3yom yHKUUo «Hebonbuwas nepemMomya»
mak, Ymo6b! aboHeHMbI MOa/IUu nnepernpoeepums KaKyHo-u60o Yacmb CII0XKHLIX UHCMPYKYUU, Komophble OHU MO2-
nu nponycmume Unu 3abbime.

M pnMmedyaHune 2 — Llenecoo6pa3HOCTb MCNONb30BaHUA TaKUX ANMUHHBIX, MHOrO3TanHbIX I/IHCprKLl,MVI B npuno-
KEHUN roffocoBOro MEHK O0BOJSIBHO COMHUTENNBbHA.

9.1.14 3anpocbl M1 06 BABNEHUA ONA NONb30BaTeNnen TeKCTOBbIX TenedoHoB

MpurnaweHus n o6bABNEHUSA ANSA NONb3oBaTENEN TEKCTOBLIX TeNnedOHHbIX annapaTtoB (TEpMUHANOB
TTY) AOMXKHbI NEpeaBaTh TO Xe CodepKaHue, YTo U ANA NONb30BaTeNen HETEKCTOBLIX TeNnedOoHHbIX annapa-
TOB, HO (POPMYNMPOBKA AOIMKHA OTNMYATLCA U3-3a pasnuyuii B cnocobax nepeaaun nidopmayuu. Paspabor-
YKUKaM NPUIOXKEHUN CNeayeT KOHCYNbTMPOBATLCH Y NOMb30BaTenen TEKCTOBLIX TENEMOHHBLIX annapaToB npu
pa3paboTke 3anpoCoB U 0GLABNEHMI ANS UCNONb30BaHUS B TEKCTOBbIX TenedoHax.

9.1.15 BbI6oOp A3bIKa

Ecnu npunoxeHue no3BonsieT 3BOHALLEMY aDOHEHTY BbIOpaTh SA3biK, UCMONb3yEMbIN ANS NOACKA30K, U
ecnu aboHeHT 9TO cgenar, TO BCe NOCreAyoWmue NyHKTbl CUCTEMbI FOIOCOBOFO MEHIO, OTHOCSILLIMECST K TOW XKe
3ajade, 4OKHbI ObITb NPEAOCTaBNEHbl aDOHEHTY HA BbIOPAHHOM UM S3bIKE.

MpumevyaHune — Ecnu aboHeHT 3anpocun, HaNnpUMep, UCNAHCKUIA A3bIK M NOCTaBUIT BBI3OB Ha yAepXaHue ¢
hOHOBOW MY3bIKOW, NepegaBaemMoii No paguo, uenecoobpasHo BeibUpaTb paguocTaHLUuio, NPOM3BOASLLYIO BelyaHue Ha
UCNaHCKOM SA3bIKe.

9.1.16 A3bIk COOOWEHUI ONs TEKCTOBOro TepMuHana (tenecgoHHOro annapara)
£A3bIK TEKCTOBOr0 coobLLEeHMs Heobxoaumo ob6pabaTbiBaTb Kak OTAENbHbIA BLIOOP Si3blka COOOLLEHWIA.

MpumevyaHne — YnomsaHyTaa obpaboTka HeobxofuMma, Nockorbky cooblleHnsa TTY-TepMUHanoB cofepxar
COKpalLLieHUsi U NpUHATbIE 0603HaYeHNs (Hanpumep, B aHIMWACKOM «GAy» O3HayaeT «zarnee»), KOTopble B ApYrux cucTe-
Max TenedOHHOW CBA3N He UcnonbaytoT. MNocnefoBaTensHoe UCMOoNb3oBaHUE TakUX COKpaLLeHWd U KOHBEHLMIA BaXXHO ANS
nons3oBaTenei TeKCTOBLIX TeNedoHHbIX annapatoB (TTY-TepMUHanoB).

9.2 Moackasku U cooodLeHus

9.2.1 MopanoK pacnoriokKeHUs NYHKTOB B CNUCKaX ONLUUMA

Cnuncku onuuin peKkoMEeHAYeTCa ynopsaoumMBaTh Takum 00pasomM, YtToObl Camble NPUOPUTETHLIE Napame-
Tpbl ObINM NPEACTaBMNEHbl B HAYane, a Bce Hecneuuduyeckue Unu CMeLLIaHHbIE BapUaHTbl — B KOHLIE CMCKa.
Mpu onpeaeneHun BapuMaHTOB ynopsaouMBaHMA CMMCKA Takke PEKOMEHAYETCA paccMmarpuBath Takue dhak-
TOPbI, KAK YacToTa UCMOMNbL30BAHUA, AeTanu3auus, Nony4YeHme AOX0A0B, NOrMYECKUii NOPAAOK, BaXKHOCTb ANs
pasapaxeHHOro aboHeHTa 1 nepeodyveHne Moaenu 3aaaun.

MpumevyaHune — Ecnu HauGonee ucnonb3yemMble NapameTpbl NpeAcTaBneHbl NepBbLIMU, aGOHEHTHI, KakK npa-
BUNo, BbI6VIpa|OT UX, He JoXungadacb onpeaeneHHoOro BapuaHTa, KOTOprI7I nydlle cooTBETCTBYET UX I'IOTpeﬁHOCTFlM.

PasmellleHne 4acTo UCMOMb3yeMbIX NapaMeTpoB B Hadane cnucka no3sonser aboHeHTaM GbicTpee BbIGUPaTL onuuu,
noBbiLLasi 06LLy0 3P EKTUBHOCTL CNUCKa ONLMIA.
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Tpumep 1— «Ecnu y eac 4YpesebiyaliHas cumyayus, Haxmume 1. Ecnu y eac ecmb KpaliHull CPOK, 8 Komo-
pbill HE06X00UMO ynoXumbCs, Haxkmume 2. [ns o6cryxueaHusi 8 06bIYHOM peXume ¢ rocmaekoli 6 meyeHue
om 0dH020 00 mpex AHell, HaxXmume 3».

Tpumep 2 — «[l]nss omenel e Espone Haxmume 1. [ns omenell @ A3uu Haxmume 2. [lnss omeneli e Cesep-
Holi AMepuke Haxmume 3. [Ins ocmanbHbix omenel Haxmume 4».

9.2.2 Nopsaok Ha3HAYEeHUA KNaBuL ONA CNUCKA onuumn
Knaeuwm ans cnucka onuuii peKOMeHAyeTcsl HadHa4aTb B COOTBETCTBMU C MOPSAAKOM BapuUaHTOB B Cru-
CKax, COXpaHaAsi nocneaoBaTenbHOCTb TAKMX HA3HAYEHUN.

TMpumep — Ecnu nopsdok nepeyucrieHus e crucke: «banaHc cyemay, «Onnamumes Moli cyemy, «3aKpbimb
cyem» U «lpyaue», mo 0na amux eapuaHmoe MOXHO Ha3Havyume knasuwu 1, 2, 3 u 4 coomeemcmeeHHO.

MpumMmevaHne — [nA rmobanbHbiX KOMaHf, Kak Nnpasuio, HasHa4atoT KnaBuLlu ¢ Gonee BLICOKUMU 3HAYEHU-
AMK Lncpp 1 «0», Hanpumep «O» — «nony4nTb MOMOLLL cneluanucTay, ANs Toro YyTobbl nsbexaTb NPOTUBOPEUMUS C Ha-
3Ha4YeHneM 3MeMEHTOB B CMUCKe ONLWIA, Ha4MHAIOLWMXCA C KNaBuLwn «1».

9.2.3 Nopsaok pasmeleHnA Lenen n AeMCTBUN B 3anpocax
Mpu hopMynMpoBKe 3anpoca PEKOMEHAYETCA CHaYana onpeaenutb uenu (kenaeMblii Ans nonb3oBare-
nA pesynerar), a 3atem AeNCTBUs, HE0OXoaUMbIE ANS UX AOCTUXEHUSA.

TMpumep 1 — «4YmobkI cOenames 3aka3 Haxxmume 1».

Mpumevyanune 1 — Tpebyemoe OT BhidbiBaloLLero aboHeHTa AeiicTBME pasMeLLaloT B 3anpoce Tak, YTobbl aTo
6bina camas NoCNeAHsA NpeAcTaBeHHas HopMaLMa ANA 3aNOMUHAHUS.

MpuMevyaHne 2 — MNPUNoXeHUS ronocoBbIX MEHIO C PpeYeBbIM yNpaBNeHNeM YacTo COBMELLAIOT LIENU 1 Aeit-
CTBUS B OQHOM CnoBe Unu ogHom gpase.

Tpumep 2 — «Ckaxume, noxanyilicma, «HoebIl Nob308amenby UNU «cyuiecmayiowuli nNosi3oeamersby.

9.2.4 HTOHauMA n gpyrue acnekrbl NPOU3HOWEHUA
[na ecTeCTBEHHOrO 3By4aHusa U bonee nerkoro NOHUMaHusa aboOHEHTOM COOOLLEHUSI TONOCOBOFO MEHIO
€ro peKoOMeHyeTCsi 03By4MBaTh C MOMOLLBIO PEYU C NPABUIIbHBIM NPOU3HOLLEHUEM.

MpumevyaHue — [ns 3anucaHHbLIX 3aNPOCOB NPU BLINOTHEHUN jaHHOW pekoMeHAauuu NonesHa npasunbHasn
TPeHUpOBKa ANKTOpA.

9.2.5 NHTOHauuA U gpyrue acnekTbl NPOU3HOWEHUA ANA CLUENSIeHHbIX COo0WeHun

Ons cuenneHHbIX COoBLEHMI MOXET ObiTb BAXXHON NOATOTOBKA TPEX Pa3HbiX BEPCUIN C pasNUYHbIMU
WHTOHAUUSIMU B 3aBUCUMOCTU OT Nopsiaka NOSIBNEHMA OTAENbHbLIX COODLIEHMIA: B HaYane, cepeanHe unu
KOHLE.

MpumevyaHne — Cwm. Tarke 9.1.3.

9.2.6 MHTOHAUMA U Apyrue acneKkTbl NPOU3HOWEHUA ANS YKa3aHUA OYepeaHoCTHU

Moackasku CUCTEMBbI pEKOMEHAYETCA NPeACTaBNATb C TaKUM NPOU3HOLLEHMEM, KOTOPOE nomoraet abo-
HEHTY NOHATbL — MOAOLLNA NU ero o4Yepeab roBopUTb MNWU BBOAUTL AaHHbLIE. B 4acTHOCTHU, 3anpockl, hopMu-
pytoLLmecs Kak BONPOChl, AOMMKHbI UMETb BbIPAXKEHHYIO MHTOHALMIO BONpOCa.

MpuMevyaHne — B aHMMIACKOM A3bIKe BONPOCHI, KaK NPaBMio, UMEKOT NOBLILLIAIOLLYIOCA UHTOHALMUIO B KOHLIE
npeanoxeHus. o 3ToN NpUYMHE YacTo MCNONb3YeTCA KOPOTKMIA Bonpoc «BepHo?», T. k. aTa chpasa MOXeT 6bITb nerko 3a-
nMcaHa ¢ YeTKON BOCXOAALEN UHTOHALMEN N COOTBETCTBYIOLLIMM NPOU3HOLLEHUEM, YKa3biBas Ha TO, YTO CUCTEMA OXUAAET
peakuuu aboHeHTa.

9.2.7 ®opmMmynupoBka npeamMobynbl Arisi CNUCKa NapaMeTpoB peun
3anpoc pekomeHayercsi popMynupoBaTh TakuM 06pa3oM, UToObl CMIUCOK ONUUIA U3HAYanNbHO He 3ByYan
Kak sornpoc «Jda/HeT» u He 3anpawumBan NPOU3BONbHYIO (POPMYNUPOBKY.

TMpumep — «llo KaKoMy eonpocy ebl 360HUME: «8alll cCYeM», «IJIameX», «3aKa3s» Unu «mexHuvecKast noo-
depiKan?»

MpumevyaHue — 3anpoc cchoOpMYyNMpOBaHHLIN Kak «Bbl 3BOHUTE M0 NOBOAY «BaLUEro CHETa», «OMNMnarthi», «3a-
Kasa» UMu «TEXHWYECKOH NOAAEPKKM»?» YACTO BLI3LIBAET NPOGMEMbI MOTOMY, YTO aGOHEHTLI, YCNBILWAB «BaLUEro cHeTan,
oTBevatoT «[ay» nnu «HeT». Mnu Takue nogckasku, kak, Hanpumep: «Mo NoBoAYy Kakoro cepBuca Bl 3BOHUTE. «TENEBU3OP»,
«HTepHeT», UNn «TenedoH»?» GyAeT BbI3bIBaTb OTBETHYIO pedb cpa3sy nocrlie oKoHYaHUA dpasbl «Mo NoBogy Kakoro
CepBHca Bbl 3BOHUTE... »
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9.2.8 OrpaHuyeHMA peyeBOro BBoAa
Koraa cywiecTBylOT MHOrOYMCIIEHHbIE A3bIKOBbIE BApPUaHTbLI OAHOM M TOW e MHdOopMaLMu, pekoMeHay-
€TCs1 NpeOCTaBUTL HAIMSAAHbIW NPUMED.

lMpumep — «lMoxanyilicma, Hazoeume cpok Oelicmeus eawel kpedumHol kapmbi. Hanpumep, «[exabpb,
Jdee mbicsiyu deeHaduamby.

9.2.9 Ucnonb30oBaHMe METOK B 3anpocax
3anpocbl pekoMeHAYeTCsl HauMHaTh C niobon MeTkn (KOpoTKon opasbl UnNM curHana), Ho nocneaoBa-
TenbHble 3anpoChbl HE AOMDKHLI HAYUHATLCSA C OAHOIO U TOTO XXe CrnoBa unu gpasbl.

NMpumevyaHune — Wcnonb3oBaHWMe METOK B 3anpocax NoMoraeT caenarb 3BydaHue guanora bonee ecrecTBeH-
HbIM U JOCTaTO4HO 3hPEKTUBHO 0BECNeUYUBaET HESIBHYIO 0OpaTHyIo CBSI3b OT NpefbiAYLLEro 3anpoca U oLLyLeHWe Npo-
rpecca B pelleHUMn 3afa4m Bbi3biBatoLLero aboHeHTa.

9.2.10 OgHO3HAYHOCTL 3anpoca
3anpoc pekoMmeHayerca hOpMynupoBaTb Takum 00pa3om, UToObl OH Obin OAHO3HAYHLIM ANS LEneBon
ayauTOpUM BbI3bIBAIOLMX aBOHEHTOB.

il pnmeyvyaHne — To, uTo cuuTaercs ABYCMbICITEHHbLIM, B 3HaYUTENbLHOW CTENEHN 3aBUCUT OT qeneBoﬁ ayauTto-
pun none3oBaTenen.

Tpumep — Bmecmo coobujeHus1 06 onslame: «Y eac ecmb Hero2auwleHHbIl ocmamok e 50 donnapoe», 2de
«HernozaweHHbIlU» (orosewjeHUe 0 HaUYuU ocimamkKa) Moxem Obimb UCIMOJIKO8aHO U KaK IToJIoKumesibHasi cu-
myauyus, U KaKk npocpoyeHHbIl 6anaHc, coobueHue hopmynupyiom mak: «3adosnkeHHOCmb 110 eauleMy cyemy
cocmaensiem 50 donnapoe».

9.2.11 HenonHbI HAOOP BapUaHTOB (ONuUUI)

BapuaHTbl CMCKOB peKOMEHAYETCS paspabaTsiBaTb TakuM 00pa3om, YTOObI OHM COAEPXKAnU TONbKO €NH-
CTBEHHBII KOMMOHEHT Bblbopa. Ecnn BapmaHT cnncka cogeput bornee o4HOro KOMMNOHEHTa BbIGopa, TO Bbi3bIBa-
toLLieMy abOHEHTY pEKOMEHAYETCA TAKXKE NPEANOXATbL BapUaHTbl OTAENbHO C KaXKAbIM M3 KOMMNOHEHTOB Bblbopa.

Tpumep — CoobuweHue «4Ymobbi 3akazambs 3Mom moeap U crnucamib €20 CInouMocmk ¢ eawell KpedumHou
Kapmbl, Haxxmume 1» siensemcsi HeoHsIMHoU 803MOXHOCMbLIO eblbopa 0151 NoNL308amesisi, Komopbili xoyem
3akazamb moeap, HO He Xo4em ofnJla4yueamb €20 CMouUMoCcmbk co ceoeli kpedumHoll kapmbl. B OaHHbLIT MOMeHM
ebl3blsarowjuli aboHeHmM He Moxkem 3Hamb, 6yOym nu emy npedocmaeneHs! Apyaue eapuaHmbl, KOmopbie co-
omeemcmeyiom e2o nompe6HocmAM. BMecmo amozo Jiyyule eocnpouseecmu 3anpoc aboHeHmy 0 Mmom, xo4em
Jlu OH 3aka3zamb moeap, a 3amem — GoNoIHUMenNkLHbIl 3anpoc, Komopkiil 3anpocum uHgopmayuro o npeadno-
YymumesisHoOM criocobe oriameal.

9.2.12 lononHuTernbHbIe BapuaHTbl (onuuu)
Ecnu nepeuncneHbl He BCe BapuaHTbl, PEKOMEHAYETCS1 yBEAOMUTL 06 9TOM aBOHEHTa U NpeaoCTaBUTb
emy cpefcTBa UaeHTUdUKaLum AanbHenLLMX BapUaHTOB.

MpumeyaHne 1— B cucTeMax ¢ orpaHUYEHHBIM HABOPOM BapUAHTOB Bbi3biBatoLEMY aGOHEHTY NpeaocTaBns-
10T Haubonee YacTo UCMONb3yeMbie BapuaHThl BMecTe C BapuaHToOM NOMyYeHNs CNUcKa AONONHUTENbHBIX ONLWA.

MpumevyaHue 2—/[Ins cucteM c pedeBLIM ynpasneHnemM ¢ 6onbwnM HabopoM onuuit aboHeHTY NpeacTaBNatoT
orpaHu4eHHbliA Habop onuuit-NpUMepos.

9.2.13 Heucnonb3oBaHue U3OLITOYHbIX UHCTPYKLMIA

B cucrtemax ronocoBoro MEHI0 ¢ pe4yeBbIM YNpasneHneM pekoMeHayeTca nsberatb MCNoNb30BaHNS U3-
ObITOYHBIX MHCTPYKUUI O TOM, KaK CrielyeT roBOpUTD.

MpumMmevyaHune 1 — MN3bbITOuHOE NoOLLpEHNE BbI3biBaOLLMX aGOHEHTOB K cCBOGOAHON €CTECTBEHHOW peyun yBe-

JINYMBAET 3aCTEHUNBOCTb aGOHEHTOB, U KaK criefcTBUe, aBOHEHTLI FOBOPAT AaXe MeHee eCTECTBEHHO U MeHee cBOGOJHO,
yeM 06bIYHO.

MpumMedaHune 2— PacnosHaBaHue peuu nyvlle Bcero paboTaeT ¢ YETKUMM, €CTECTBEHHBIMU PeYeBbIMU faH-
HbIMW, BBEA€HHBIMU NONb30BaTENEM.

9.2.14 NpammaTnyeCKkuin Habop U TepMMHbI, UCNOJIb3yeMble B 3anpocax

9.2.14.1 BeepgeHune

TepMUHbI, UCNONb3yEMbIE B JaHHOM pasfene (Hanpumep, «KHaXXMUTE» U «BBEAUTEY), MOTyT ObiTh nepe-
BEeAEHbI Ha A3bIK LENeBON COBOKYMHOCTM NOMNb30BaTENEN AN TOro, YTo0bl y4ecTb cneunduky asbika.

MpumMmevaHune — [okymeHT ETSI ES 202-076 o6ecneunBaeT 3KBUBANEHTHOCTb TEPMUHOB Ha pasHbIX A3blKax
ANA MHOTMX TEPMUHOB, UCMNONB3YEMbIX B HAaCTOSALLEM CTaHAapTe.
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9.2.14.2 CnosapHbli 3anac sanpoca
B 3anpockl peKOMEeHAYETCA BKMIOYATb NULWbL TOT CROBApPHLIA 3anac, KOTOPbIiA, CKopee BCero, NoHUMaeT
uenesas ayautopusi NOnNb3osBaTenemn.

MpumevyaHune — PacnpocTpaHeHHON ownGKoit Npu paspaboTke NPUNOXKEHWUIA FONOCOBOrO MEHIO ABRSAETCH UC-
NoNb30BaHUE XaProHHLIX CNOB U BbIPAXEHUA U3 TEXHUYECKON 0BNacTW, KOTOPble XOPOLLO 3HaKOMbl paspaboTumkam, Ho
He3HaKOMbl HecneLuanucTam.

9.2.14.3 MNocneaoearenbHOCTb B UCNOSb30BAHUU TEPMUHOB
Mcnonb3yeMble TepMUHBI PEKOMEHAYETCA COIMacoBbLIBATb BO BCEX NMPUIOXEHUSIX, UHTETPUPOBAHHBIX B
cucreme.

lpumep — Eciu npunoxeHue 2051008020 MEHIO, NPpUOXeHUe ON1s1 06MeHa coobWeHUAMU U NPUSIOXeHUe
9ns nelidxuHea coeduHeHbl eMecme & 0OUH cepeuc, cucmema AOJLKHa UCITONb308aMb 0OHU U me e MepMUHbI
80 ecex mpex NPUIoKeHUsIX.

9.2.14.4 N3ameHEeHUA TepPMUHOB B 3aBUCUMOCTHU OT reorpacpn4eckoro pacnornoxeHns

Ecnu ectb BEPOATHOCTL TOrO, YTO MPU UCMONbL30BAHMM ONPEAENEHHOrO NPUIOXKEHUS BbI30B ADOHEHTA
OyaeT nepesesieH UM COEAUHEH C Pa3NUYHLIMU reorpacdmyeckumMmn NyHKTaMu, peKOMEHAYETCA UCMONb30BaTh
TEPMUHbI, B MakCUMarbHO BO3MOXHOW CTENEHU NOAXOASILLME ANA TEX MYHKTOB.

MpumMmevyaHne — F3bIK HECKOMBKO OTMMYaETC B pasHbIX YacTaX cTpaHbl. Ecnu nogasnsiowee 60nbLWIMHCTBO
aboHEHTOB XMBYT B OfHOI reorpaduyeckoi obnactu, uenecoobpasHo npucnocabnuearb NPUNOXEHUA K MECTHBIM S3bl-
KoBbIM 0coBeHHOCTAM. TeM He MeHee OCYLUeCTBNATL Takue [eicTBua HelenecoobpasHo, ecnu npeanonaraercs, YTo
3Ha4YuUTenbHas Jons BbI30BOB BYAET nepeBefeHa U3 04Horo reorpadu4eckoro MyHKTa B fipyroi.

9.2.14.5 Vicnonb3oBaHue B 3anpocax TEPMUHA KHAKMUTEY

TepMUH «HaXXMUTE» HeoOXO0AMMO UCMOMNb30BaThb, KOrga abOHEHTa NPOCAT HaXaTb OAHY Knasuwy (Ha-
npumep, 4Todbl BbIOPATL OMNLMIO U3 NPUBEAEHHOTO CNUCKA).

9.2.14.6 Vicnonb3oBaHue B 3anpocax TEPMUHA KBBEAUTE»

TepMuUH «BBEAUTEY» PEKOMEHAYETCA UCMONbL30BaTb B 3anpocax, korga aboHeHTa NPOCAT BBECTU AaH-
Hble, TpebyloLme HaXKaTUin HECKOMbKMX KnaBuLl (Hanpumep, Ans BBoAa HoMmepa cyeta). TepMuH «BBeanUTE»
TaKKe PEKOMEHAYETCA UCNOMNb30BaTh B MPUMOXEHUAX, KOTOPLIE MO OAUHAPHOMY HAXKATMIO KNaBULLMK «#» BOC-
NMPUHUMALOT BbIGOP MO YMOMYaHMIO.

Mpumep — «lJns 3anycka cepeuca ¢ 3aempauiHe20 OHA HaXXMume Knaeuuwly «pewemxa». B npomueHom
cnyvae, noxanyiicma, eeedume HyxHbie Oambi cepaucay.

MpuMmevyaHne 1— B AeiCTBUTENLHOCTU, KOrda OQHUM HaXXaTUEM KNaBulln «#» BBOASAT 3HaYeHWe Mo ymorya-
HWIO, NoJpa3yMeBaeTCsA HaxaThe HECKONbKUX KNnaBuLL (T. €. ONLUMA MO YMOSHYaHUIo NIoC KnaBuLla «#»).

MpuMedvyaHne 2— TepMUH «HabpaTb» UHOrAa YNnoTPeOnAT B 3anpocax TenedoHHOro Homepa.

9.2.14.7 Vicnonb30BaHMe TepPMUHA «OCTaBbLTE COOBLLEHME»
TepMUH «OCTaBbTE COOOLIEHME» PEKOMEHAYETCA UCNONbL30BaThb, KOrga aboHeHTa MpocAT, YTOOblI OH
OCTaBuUI 3anncaHHoe cOOBLLEHME.

Mpumep — «lToxanyiicma, ocmaebme coobuweHue 10cIe 38YKO8020 CUSHana».

9.2.14.8 Vicnonb3oBaHWe TEPMUHOB «CKaXUTE», «CO0OLMTEY U «BbIDEpPUTEY

B npunoxeHuax, mcnonb3yowmx aBTOMaTMYECKOe pacno3HaBaHWE peyYn B KayeCTBe MexaHu3Ma
BBOAA, TEPMUHbI «CKaXUTE», «COODOLUMTE» U «BbIDEPUTE» PEKOMEHAYETCA NPUMEHATL YMECTHO U corna-
COBaHHO.

lMpumepnb!

1 «lloxanyiicma, ebibepume «6poHUpO8aHuUe» unu «uHgpopmayus o6 yyemrol 3anucuy.

2 «lloxanyiicma, coobujume sauie ums».

3 «4Ymobbi cOenamb 380HOK, NOXasylicma, CKaxume, «ofiepamopy», WIUYOM K Tuuy», «cobpamby uilu «Ha
mpemueli CImopoHe».

MpumeyaHune — CyLleCcTBYIOT CUTyaLU, B KOTOPbIX aDOHEHTHI UHOTAA HEYMECTHO HaUMHAKT BBOAUTB AjaHHbIe
cpasy e rnocrie NepBoro BapuaHTa, Korga nepeg CruckoM Onuuii UCNONb3YIOT TEPMUH «CKaXUTE». TEM HE MEHee TEPMUH
«CKaXuTe» 06bIMHO MCMOMNb3YIOT BO MHOTMX Takux 3anpocax. Mcnonb3oBaHue B 3anpoce COOTBETCTBYIOLEA UHTOHALUM
MOXET YCTPaHUTL 3Ty Npobnemy.
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9.2.14.9 HanmeHoBaHNA knasuL TenedoHa npu ToHansHom Habope

Lincbposbie knasuum TenedoHa npu TOHANLHOM Habope AOMKHbI Ha3bIBATLCA NO UX LUPOBbLIM UK
CUMBOSbHbIM UMEHaM B COOTBETCTBUU C AOKYMEHTOM «MC3-T Pekomengauun E-161».

9.2.15 HeymecCTHbIE UNKU HEQOCTYMHbLIE ONLUUNU

Ecnu BbIGOp B cnuCKe OMLUMIA SBNSETCA HEYMECTHbIM UMK CTan He4OCTYNHbIM AN aBOHEeHTa Ha OCHOBE
npeablayLmux BapmaHToB BbIOOPA BbI3bIBAOLLErO aOOHEHTA UNKU APYruX 0O6CTOATENLCTB, MMEIOLMX OTHOLLIE-
HUE K MPUMOXKEHUIO, TaKylD ONUUI0 HE PEKOMEHAYETCA NPeAoCTaBNATb Bbl3biBalOLeMy abOHEHTY B niobom
nocrneayroLlemM CrMcke ONUUIA B Mpeaenax Toro e NPUIoKeHus.

Tpumeps!

1 Ecnu aemomMamu3upoeaHHas 4)yHKuun Oofllambl cHemoe e cucmemMe cmaHoeumces HedocmynHod ons
aboHeHmMa Ha onpedeneHHbu“l nepuod epeMeHuU, eMy He npedocmaenmom 603MO)XHOCMbL aemomMamu3upoeaH-
Hol onnambi cyemoe 3a amom nepuod 8pPeMeHU. Kpome moeo, aboHeHmMam 3a6naeoepeM9HHo cooGLuaiom, ymo
ama qbkauun HedocmynHa: «K Cco)XaJleHUr, ornama c4emoe epemMeHHO HeaocmynHa. Ecnu eam HYXHO UCnoJib-
308amb amy hyHKYU O, NNoxanyicma, nepe3eoHume rno3dHeey.

2 Ecnu aboHeHm & TIPUIIOKeHUU 20510C08020 MeHK ons opeaHu3ayuu noeadok yxe coo6u4un O JKenaHuu
nymeuwecmeoeamsbe caMoJiemom, npuislioxxeHue He npedocmaeum eMy €03MOXXHOCMb eb16upamb eapuaHmsbl ons
nymewecmeuli noe3dom.

3B NPUNIoXKeHuUuU 20J10C068020 MeHIO eapuaHm 3arnpoca onsa 06LueHun CO crireyuanucmom He npedocmaenn-
om, ecniu 8 Hacmosujee epemMsa HU 00UH crieyuanucm He 6ocmyneH.

9.2.16 HasHayeHue knaBuw ANA HeJOCTYNHbIX/HEYMECTHbIX BapUaHTOB
HecMOTpsA Ha TO YTO HEAOCTYMNHbLIE/HEYMECTHbIE BApUaHTbl aGOHEHTaM He NPeaoCTaBnAIoT (CM. 9.2.15),
HasHa4eHHble KNaBuLIW 4SS 3TUX BapUAHTOB HE PEKOMEHAYETCA U3MEHSTD.

MpumevyaHne — Kak KOMNPOMUCC, Ha3HaYEHUE ONLUUAM MEHIO, KOTOpble Yalle BCero NponyckaloT, Knasuw ¢
Gonee BbICOKMMM 3HAHEHWUAMM Uncbp — 3TO OfWH U3 cnoco6oB chenatb Takow nponycK MeHee 3aMeTHbIM AnA aboHeHTOB.

9.2.17 CornacoBaHHOCTb B HAa3HaAY€HUM KIaBuil

Ecnun TexHM4eckn BO3SMOXHO, TO OOHY U TY Xe Knasuwly Mnu rofloCoByt0 KOMaHay pekOMeHAYeTCA Ha-
3Ha4yaTb OOHOW W TOW XKe (PYHKUMK BO BCEM NPUNIOXKEHUW FONOCOBOTO MEHIO.

9.2.18 CornacoBaHHOCTb MeXay BapuaHTaMu peyeBOro BBOAA U TOHaNbHOro Habopa

Hymepauuto onuuit TOoHanbHOro Habopa pekOMEeHAYETCS CornacoBaTb ¢ HOMEpPOM 3TOr0 BapuaHTa npu
pe4yeBOM BBOJE.

10 HaBurauus

10.1 ®yHKUMA «NPONYCTUTL U Janblluey»

Ecnu cuctema, ucnonb3yioLasi BBoA TOHanNbHoro Habopa, noaaep>xueBaet cnocob NpokpyTku (NepeMoTKu
Brepen) A0 KOHLA 3anpoca unu oobABNEHUs, TO ANg STOW LEnu peKOMEHAYETCA UCNONbL30BATb KNnaBuLLy «#».

lpumep — A6oHeHm xo4em ycibiwamb Ha3eéaHusl ecex (husibMoe 8 CIIUCKe 3aniaHupoeaHHbIX K NoKa3sy u
Haxumaem Knaeuuly «¥#», Kak mosibko 6ydem nNpousHeceHo Ha3zeaHue.

10.2 OgHOBpEMeHHbI HA0Op U OHOBPEMEHHbIN peyeBOi BBOA

PekomeHnayetcsa npegocraensatb aDOHEHTY BO3MOXHOCTb NpepBath Nioboe coobLueHne, YyTobbl BBECTU
CBOW OTBET, KPOME TEX CMy4yaeB, KOrAa BaXKHO, YTOObI OH ycnbilan aty MHopMauuio Lenmkom (Hanpumep,
HeKoTopble curHanbl 06 oumbkax unu cooblieHust). Ecnu BocnpousBeaeHue coobLEeHUsi NpepBaHo, TO peKo-
MeHayeTcs, uTobbl cucrema obpaborana no6oit BBOA A aHHbIX, KOTOPbIV Obln NOny4eH.

Tpumep 1 — Ecnu npunoxeHue 3anpauwiueaem y ebisbliéarouje2o aboHeHma menegoHHbIl Homep, aboHeHm
npepnieaem 3anpoc u Ha4YuHaem eeoOumb HOMeP, Mo NPUJIoKeHUe CHavyana o6pabambieaem esedeHHbIl HOMep.

lpumep 2 — CoobujeHue cucmeMbl 20/10C08020 MEHIO, Komopoe npedynpexdaem aboHeHma, ymo deli-
cmeue npueedem Kk HeoGpamuMoMy pe3ynbmamy (Hanpumep, «Bbl yeepeHbl, 4mo xomume yOanumse He NpPocy-
WwaHHoe coobujeHue?»), deslalom HerpepbieaeMbIM.

10.3 Onepexalowuii TOHaNbHbIA BBOA U Onepexalouii peyeson BBOA

PekomeHayeTcs npeaocTaBnste aOOHEHTAM BO3MOXHOCTb BBOAUTL MHOPMALMIO, KOTOpasi NO3BONSAET
cucteme obpabartbiBaTb Nomny4YeHHble AaHHbIE ANS Nocneaylowmx gencTeun 6e3 npeacraBneHusi aboHeHTy
KaKkoW-nmbo 4acTu CBSI3aHHbIX C HUMK 3aNpOCOB.
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MpumevyaHue — [lo TEXHUHECKUM NpUYMMHAM UMK M3-3a 0coBeHHOCTEN (PYHKLMOHUPOBaHUSA HE BCE CUCTEMBI
cnocobHbl 0bpabaThiBaTb HAbOp KOMaHA NpeABapUTENBHOMO roNI0COBOrO BBOAA.

lMpumep — [na co3daHus1 HO8020 Npueemcmeus e cucmeme o6MeHa 20J10C08bIMU COOOWEeHUAMU abo-
HeHm omeeyaem Ha nepebil 3anpoc, ebibpae «4» Ans npueemcmeuli, 3amem Ha ciiedyloujem 3anpoce aboHeHM
ebl6upaem «1», ymo6bI nonayyums docmyn kK cmaHOapmHOMY Npueemcmeuio, a 3amem e criedyiouiem 3anpoce
«2», YmMobbl usMeHuUmMb ceoe npueemcmeue. Ecnu npedeapumernbHbili Habop (6800 AaHHbLIX) docmyileH, Mo
aboHeHm Moxem HaxXamb Nodpsd 4—1—2 yxe e Nepeom 3anpoce u nepelimu K 3anucu ceoezo npusemcmeus
6e3 npocnywueaHusi deyx Apyaux 3anpocoas.

10.4 MMobanbHble KOMaHAbI

Momumo AByX rnobanbHbIX KOMaHA, UCNIONb3YEMbIX ANsi CBA3U CO CNELManUCTOM U ANS NOSTyYeHUs! UH-
chopmaLm 0 NoMoLuu, rnobanbHbIE KOMaHABI PEKOMEHAYETCS UCNOSMbL30BaTL C OCTOPOXKHOCTLIO.

MpuMmeuyaHue 1 — B cucTeMax ¢ TOHANbLHBIM BBOJOM OrpaHU{EHO KOMWYECTBO KNaBuLw, AOCTYMHbLIX AMs Ha-
3Ha4eHms rnobanbHbIX KoMaHa. [ns ronocoBbIX MeHIo ¢ peveBbIM ynpaBneHueM U NockosbKy rnobasnbHele KOMaHAbl f0-
CTynHel B Nio6oe BpeMs, kaxaas AononHUTeNbHan robanbHas KoMaHaa MOXET CHU3UTL NPOU3BOAUTENBHOCTL Pacros-
HaBaHWUs peyn.

MpumMmeyaHune 2 — [nNa npunoxeHnin ¢ NOAAEPXKON peqeBblX PYHKUNIA HEKOTOPBIMU OBWMMKU rnobanbHEIMU
KOMaHAaMM SBMSIOTCA: «MOBTOPUTbY», «Ha4aTb BCE CHavana», «Haszag» U «BbliiTU». OgHako BaxHo ybeguTbcs, YTO 3TH
KOMaHfbl aKyCTUYeCKU He KOHMIMUKTYIOT C MECTHBIMU KOMaHAaMU (C y4eTOM 0COBEHHOCTEN MECTHLIX HapeYui, permoHa,
rocyaapcrs).

10.5 MNpepbiBaHME NO YMONYaHUIO

Ecnu npunoXXeHne rornocoBoro MEHIO C PeYEBbIM BBOAOM NOAAEPXMBAET DYHKLMIO «NPepbIBaHNS BOC-
MPOM3BEAEHUSA COOBLLEHUS», TO peKOMEHAYETCA, YTOGbLI OHa Gbina BKNIOYEHA NO YMONYAHUIO.

MpumeyaHue — Cwm. 10.3.

10.6 OrpaHuvYeHUs NnpepbiBaHUA BOCNPON3BEASHUA COO0WeEeHUA

PekomeHayeTcs 3anpeLuarb npepbiBaHMe BOCNPOU3BEAEHUE COODLLEHNA B CNeaYIoWnX CRy4asx:

@) ecnu npepbiBaHWe MOXET MOMELLaTb NOMb3OBATENO NOSYYNTb KPUTUHECKU BAXKHYIO MHGOPMALIUIO;

b) ecnn nonb3osarens No kakow-MMBO NPUYUHE NPOM3HOCUT (hpaly, KOTOpass HE UMEET OTHOLUEHUS K
roslIoCOBOMY MEHIO B Ha4arne BbI30Ba.

MpumedaHne — TlockorbKy cUCTEMa He OXugaeT BBoja OT aGoHeHTa BO BpeMsi BOCNponu3BeaeHUst o6bsBne-
HWiA, NpepbiBaHWe COOBLLEeHNA NPUBOANT K OLUNGOMHBLIM YCIOBUSIM, C KOTOPLIMU 3aTeM TPYAHO CpaBUTLCA.

Mpumep 1 — Bo epemst HaYa/IbHO20 COOGWEHUS € NPUJIOKEeHUU, eapuaHmbl 8bI6opa e KOmMopom 6binu He-
daeHO U3MeHeHbl, 803MOXHOCML NpepbieaHus coobuwerHuli omisiroyarom, Ymobbl ebi3blearoujuli aboHeHmM Moz
6b1mb NPOUHpOPMUPOBaH 06 U3MEHEHUSIX.

Tpumep 2 — B mo epewmsi, koa0a ebi3blearowjuli aboHeHmM npocayuiueaem uHGOPMayuIo 0 CPoKax U ycrio-
8USIX cepelca 60 8peMs peaucmpalyuu, 803MOXHOCMb NPepbieaHUsi OmKJ/oYeHa.

11 Momolub

11.1 KOHT@KCTHO-3aBUCUMAs NOMOLLb

PekomeHayeTca, YTOObI MOMOLLb Oblna KOHTEKCTHO-3aBUCUMMOI TakuM 06pasom, YTobbl OHA OTHOCUNACH
K nocrnegHemy BBOAY AaHHbIX OT Norb3oBaTens u k noboii Apyroi AOCTYNHOW UHGOpPMaLMK, KOTOPasA NOMora-
€T peLmnTb 3aaa4vy nonb3osarens.

11.2 Nomowb, BbiIGUpaemaa abOHEHTOM

Ecnu cuctema umeeT cnpaBoYvHYIO CUCTEMY, KOTOPYHO aBOHEHT BbIBMpaET no XenaHuto, To:

a) pekomMeHAyeTcs, YToObl MOMOLLb Oblna A4OCTYNHON BO BCEX TOYKAX NMPUINOXKEHUS,

b) ans npockBbl 0 NomMoLLM BCerga AomkHa ObITb UCMONb30BaHA O4HA U Ta Xe KOMaHaa;

C) peKkoMeHAyeTCA MHpopMupoBaTk aboHEHTa 0 TOM, KAk OH MOXKET 0OpaTUTLCS 3@ NOMOLLBIO.
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11.3 MNpenoctaBneHne NOMOLWMU B HA4YarIbHOM COOGLLEHUMN FOFTIOCOBOr0 MEHIo

PekoMmeHnayertcs, 4ToObl NpeaocTaBneHme NOMOLWM B Ha4anbHOM COOOLLUEHUM B3auMOAENCTBUA Bblno
AOCTYMNHO TONbKO B TOM cny4ae, ecnu:

a) 3anpoLeHHan UHopMaumMa 4OCTaTouHO TPyAHa Ana BBOAA aDOHEHTOM;

b) o6wMpHOe 0OBLACHEHWE NOMOXET 3HAUUMTENbHO GOoNblIEMY KONMM4YecTBY abOHEHTOB MPeaoCTaBUTL
3anpawwmBaemMyto MHpOpMaumIo N0 CPAaBHEHMUIO C KONMYECTBOM aBOHEHTOB, KOTOpble OyayT pasapaXKeHbl He-
06X0AUMOCTbBIO CRYLWATb PAa3bACHAIOWME COODLLEHUS.

Mpumevyanune — [lpegocTaBneHne NOMOLLU HE ABNAETCA XOPOLIEN 3aMeHOM AN Noxo chopMynupoBaHHbIX
3anpocoB (coobLyeHuit).

11.4 Komanasl nomowm

MoMowb MOXeT GbiTb NpeanoXeHa B BUAE COOOLIEHUI B pamMKax rorocoBOr0 MEHIO UMM KaK BApUaHT
BbIGOpa aboHeEHTa B BUAE CBA3M CO cneuuanucTom. Ecnu Takue BapuaHTbl NOMOLLM MOTYT ObITh NpeocTaBrne-
Hbl, TO Pa3NMYHBIM CNOCOGAM NOMOLLM PEKOMEHAYETCA Ha3Ha4YaTb Pa3NUYHbIe KOMaHAbI KaK AN TOHANbLHOro
Habopa, Tak u Ans peuu.

lMpumep — Takue KoMaHObI, KaK «a2eHmy, «orepamop», «npedcmasumernby», «mexnoddepxka» u m. 0., U
Knaeuwa «Honby (0) — amo an06anbHbIe KOMaHObl 2071006020 MeHI0 07171 Cesi3U CO ceyuanucimom, e Imo epe-
M5 KaK «noMouiby», «6osbuie uHgpopmMayuu» u m. 0., Knasuwa «3ee3doykar (*) — amo as06anbHbIe KOMaHOL! 01151
coobujeHuli 20/10C06020 MEHIO O NPedoCMacsIeHUU NOMOWU.

11.5 NMoMoub, HUUMUPYEMAA CUCTEMON

Mocne Toro kak aboOHEHT CTanNkKMBaeTCs C OLUMOKOM, CUCTEMA MOXET BblAaTb CNpPaBOYHOE COOOLLEHME
BMECTO KOHKPETHOro coobLyeHun o6 owmbke.

MpumevyaHune — YacTo HOPMYNUPOBKM U COAepKaHNe coobLyeHns 06 owmnbke (cM. pasaen 14) u cnpaBoYHOro
COOBLLEHUS CXOXM.

Tpumep — lMocne dsyx owubok eeoda ebi3bliearoujuM aboHeHMOM cucmema ebidaem coomeemcmeyio-
ujee crnpaeoyHoe coobuieHue G 3Mo20 COCMOSHUSA.

12 JlocTtyn K cneunanucty

12.1 BBegeHune

Bbi3biBaoLleMy aGOHEHTY PEKOMEHAYETCA NPeAoCTaBNsATL BO3MOXHOCTL J0CTYNa K CleLuanuctam B
NoGoM MeCTe NPUMNOXEHUS.

MpumedyaHue — CyLlecTBYIOT NPUNOXKEHNS, B KOTOPbIX CEeLUanucTbl HeLOCTYMHbI.

12.2 PaBHbIW gocTyn

Ecnu gocTyn Kk cneynanucty obecneveH, AaHHas BO3MOXHOCTb AOIDKHA NPUCYTCTBOBATb NpU NoboMm
cnocobe BBoAa [MMNynbCHbIM HaGop (TenedoH ¢ KpyrnbiM HOMepoHabupatenem), TOHanbHbIM HaAbop (T. €.
TenedoH, nogaepxusatowmin DTMF-curHanbl), TekcToBbii Habop (TTY-TepMuHan ¢ TEKCTOBbIM BBOAOM) UK
aBTOMAaTM4YECKOE pacno3HaBaHue peyu).

MpumevyaHune — CM. Tarke 8.6.

12.3 Noackaska gocryna (coobuweHne o0 BapuaHTe A4OCTYNA K CNeuuanuncTy)

Ecnu B npunoxexun o6ecneyeH fOCTyn K CeLnanucTy, PeKOMeHAYeTCcs NPeA0CTaBUTb NOSIb30BATENIO
MHGOPMAaLMIO, KOTOPAs MOSICHSAIET, KaK NOSTyYUTb AOCTYN K CMELManucTy B JaHHOM cliyyae.

MpumevyaHune 1 — 370 0aHO U3 Haubonee 4yacTo 3anpallMBaeMbIX MONbL3OBATENSAMU CBOMCTB FONOCOBOroO
MeHto. OfHaKo NpeAocTaBNeHUe 3Toi WHGOpPMaLMKM Ha CIIULIKOM paHHUX STanax MOXET YBEeNUYUTb NPOLIEHT abOHeHTOB,
KOTOpble OTKa3sanuck oT paboTbl C rOfI0COBLIM MEHHO.

MpumevyaHune 2— Ecnu npunoxeHue SBMNAETCS HOBLIM UM JOCTATOMHO CROXHBLIM ANA aBoHeHTa, MOXET 6bITb
LenecoobpasHo NPeAoCTaBUTL 3TY UHGOPMaLMIO Ha paHHel cTaguu Juarora.

MpuMevyaHne 3 — YMeCTHO AaTb MHGOPMALMIO O JOCTYNE K CIeLManucTy, ecnu AONONHUTENbHAs CBA3aHHast
¢ NpUNOXeHWeM UHPOPMaLNA YacTo Heobxoauma Ansl BuIGopa BapuaHTa UM ecin A0CTyn K creyuanicTy siBnsetcs
OCHOBHbBIM BapUaHTOM.
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INMpumep 1— lNocne dsyx nodpsd owubok eeoda, nocnedyrouwjull 3anpoc dobaensem cnedyroujuli eapuaHm
e mekyujuli cnucok: «4Ymobbi nozoeopums co crieyuanucmom ciyx6ni noddepxKu, ckaxume wmexrnoddepxKay.

lMpumep 2 — Boicnywae meKkywuli cmamyc OmKpbImo20 3aka3sa, nojib3oeamerib NoJslyyaem criedyroujee
coobujeHue: «4Ymob1 0bcyOumb eawl 3aka3 C a2eHImMOM 10 NPodakaM, HaKMUMe HOJIbLY.

12.4 Uuuuymaumna nepeHanpasrieHUnA

12.4.1 Ecnn aBoHEHT BbINOMHSAET AEUCTBUS, HEOOX0AMMbBIE AN NONyYeHUs AOCTyna K CneLuanucry,
BbI30B a0OHEHTa peKOMEHAYETCA HEMEANEHHO NepeHanpaBuTb K CeLmanucTy unu NnoCTaBuTb B o4epeab An
CBSI3U CO CNeuuanucToM U yBeaoMuTb 06 aToM aencrTeumn aboHeHTa (CM. Take 13.1).

12.4.2 Ecnn aBoHEHT He MOXET ObiTb HEMEATNEHHO NEPEHAanpaBreH UMK NMOCTABIEH B OYeEpeab, CUCTEMA
0065a3aHa npouHdopmMupoBaTb 06 3TOM aGOHEHTA U NPEAOCTaBUTb MHCTPYKLIMK O TOM, YTO aDOHEHT MOXKET caenarb
nanee; abOHEHT He AOMKeH ObiTb pa3beAUHEH C NPUINIOKEHNEM UIU NONYYUTb CUTHAN «3aHATO» (CM. Take 12.7).

TMpumep — AbGoHeHm, ucnoJsL3youjull 20J10C080€ MEHIO 8 MOJIHOYL, YMOoOhI 3aKka3amb rnpedmemb 00eX0bl,
Haxumaem «0», ymobb! nosyyums docmyn K cneyuanucmy ciyx6bl noddepxxu. OOHako creyuanucmsbl do-
cmynHbl MmosibKo e 06biYyHoe paboyee epemsi. B omeem Ha komaHOy ebi3blealowle2o aboHeHmMa cucmemMa om-
eeyaem: «MbI coxaneem, HO Hawu citeyuanucmsl CIyX0bI 06cyKueaHuUs1 KilueHmoe docmynHbl MoJibko ¢ 9:00
ympa Ao 5:00 eeyepa c noHedensHUKa 1o namHuuyy. Bbl Moxeme npodonmkums pabomy ¢ eauiuM 3aKa3oM, HaXae
«1» unu nepe3eoHuUMb 8 Hauie 06bIYHOe paboyee epems».

12.5 MNay3bl B goctyne

Kpome cnyyaes npegocraBneHnst aGOHEHTY MOCTOSIHHON 00paTHON CBA3M, peKOMEHAYETCA OTNPABNATL
abOHeHTY KaKk MUHUMYM OJHO rONOCOBOE CO0DLLeHUe nocne kaxaoro 20-ceKkyHaHOro nepuoaa, npoLeaLuero
C MOMEHTA NOCTaHOBKM aboHeHTa B ouepeab. Takue rorocoBble COOBLEeHNa cneayetr U3MeHsATb Tak, YToObI
abOHEHT He cnbllan OfHY U Ty e (pa3y B KOHLE KaXxA0ro nepuoaa oxuaadusa. B nnrepderice nonb3osare-
nemn TEKCTOBbIX TeNeOHOB TEKCTOBLIE COOOLLEHUSA peKOMeHAYeTCA 0ToOpaXxaTk ¢ HebonbLMMU UHTEpBana-
MU U UX TAKOKE CreayeT BUAOUIMEHATL OT OAHOTO OTOOpaXKeHUs K APYroMy.

lpumep — B uHmepdelice nosnb3oeamernell meKcmoebix mesie¢hoHoe HavasibHoe coobujeHue oxudaHus
moxem 6bime makum: «PLS HD» (aHan. «please hold» — noxanytlicma, oxudatime). locne ucmeyexus 20 ¢ Mo-
Xem 6bimb omiipaesieHa cmpoKa «*****», nocne 40 cexyHo — «/////» u m. 0.

MpumevaHue 1 — HenpepeisHas obpaTHas cBsi3b, T. €. My3bika Ha yaepxanuu!) — pasymHas ansrepHaTuBa
rornocoBbIM cO0BLLEHNAM B Takol cuTyauuu. OTCyTCTBYET efUHOE MHEHWE Hac4eT TOro, Kakoil U3 STUX BapUaHTOB Nyulle.

MpumevyaHune 2 — PekomeHayeTca UMeTb COOBLLEHNS, KOTOpble B AanbHeiillem onoseljaloT aboHeHTa OT-
HOCWUTENBHO KOMMYecTBa Niofei B oMepean 40 HEro, OpUEeHTUPOBOYHONR MPOAOIPKUTENBHOCTU OXWAAHUS B 04epean Unu
ansTepHaTUBax 9TOMY OXULaHMIo.

MpumevaHune 3 — lonocosble coobLLEHNA NPefOCTaBNAT OXuAaroLemMy aboHEeHTY NepuoagnYeckn Tak, YTo-
6bl OH 6bIN YBEPEH B TOM, YTO Kakoe-To AelCTBUE HAaXOAUTCA B MPOLECCe BLIMOMHEHUA MO OTHOLUEHMIO K €0 3anpocy o
KOHCYynbTaLumn cneuumanucera.

MpumevyaHune 4— [nda nonyyeHnsa nHdopmaummn o6 obpaboTke Jpyrux TUMNOB 3agepxkn cM. 13.9—13.11.

12.6 NomoLb cneynanucra

PekomMeHAYeTCsl HEMeaNEHHO NepeHanpaBuTb Bbi3blBaloLero aGoHEHTa K CrneLuanucTy, ecnu oH Ao-
CTyNeH, U3 NoBoi TOUYKM MEHI0, B KOTOPOI NPEBbILLEH YCTAHOBMEHHbIA NOPOr 3Ha4YeHUn B criyyae owmnbok
pacno3HaBaHUA peyvn Unu Apyrux nokasarenei Heya0BETBOPEHHOCTH aBoHeHTa.

TMpumep — Koada aboHeHm npeebicusl 3adaHHOe KoJludecmeo owu6ok e moboli moyKke 20/10C08020 MEHIO
U1U No COBOKYIMHOCMU 8 meyYyeHue 00HO20 8bI308a, €20 flepeHanpassisiiom K creyuanucmy 0115 ebINoJIHEHUs €20
(aboHeHnma) 3anpoca.

12.7 MomMoulb cneunanucTa HeagoCTyNHa

Ecnu npunoxxeHne ronocoBoro MeHo 06bIMHO 0BecnevmBaeT AOCTYN K MOMOLLM CeuuanucTa crnyxobl
NoAAepKKU, HO TekyLLMe ODCTOATENLCTBA NPENATCTBYIOT AOCTYNY K 9TOW (hopMe NOMOLLM, TO PEKOMEHAYeTCA,
4yTOo6bI CUCTEMA OnoBeLLana aboHeHTa 0 TOM, YTO MOMOLLb CrieluanucTa HegocTynHa, u o6o3Havyana sapuas-
Tbl, AOCTYMNHbIE aBOHEHTY B 3TOW TOYKE MEHIO.

) Mysblika Ha yaepxaHun — aHrn. music on hold (cokpalleHHo — MOH).
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13 O6paTHas cBA3b

13.1 OOwmMe NoNoXeHus

OO6paTtHas CBsi3b SABMAETCA BaXXHbIM CPEACTBOM MOAAEPXKaHWA PasroBOPHOTO Auanora, npoTekaooLLero
B npunoxeHuu IVR. OHa CryXuT, cpean npo4vero, ToMy, 4Tobel MHPOPMUPOBaTL aBOHEHTA O NOCNEACTBUAX
ero JeicTBuUi U NepegaBaTe UHOPMaLUIO O TOM, YTO aBOHEHT MOXET caenarb ganble. OBpaTHylO CBA3b
He Bceraa NpeaoCTaBNAT HENOCPEACTBEHHO B BUAE OTAENbHOrO coobLueHus ot cucrembl IVR, nHoraa ee
NpeaoCTaBnaloT HESABHbIM CNOCOOOM MyTem nocneayrolmx aencteuin cuctemol IVR. [JaHHbIN pasgen coaep-
>KUT TpeBoBaHus K NPOEKTUPOBaHUIO 06paTHON cBA3n B [VR-NPUNOXEHUAX.

MpuMmevyaHune — 3anpoc NOATBEPXAEeHUA — ofHa U3 hopM obpaTHON CBA3M ¢ nonbaosaTenem cM. 13.7.

13.2 O6paTHas cBA3b NpU BBOAE AaHHbIX NOSfb30BaTeNIeM

OO6paTHyio CBA3b, MPAMYIO UMM KOCBEHHYIO, PEKOMEHAYETCA NPeaocTaBnATb aBOHEHTY NOCNE Kaxaoro
BBOJA laHHbIX, YTOObLI aDOHEHT 3Hanm, YTO AaHHbIN BBOA ObiN NPUHAT CUCTEMONA.

MpumevyaHne — Cwm. Takke 13.7.3.

lpumep 1 — Cnedyrowull cnucok eapuaHmoe npedocmaessiemcss aboHeHmMy HeMeOsIeHHO, ecslu OH om-
eemuJ1 Ha npedbidywuli 3anpoc.

lMpumep 2 — Mocrie eeoda Homepa 2aKa3a cucmema noemopsiem aboHeHMy HoMep 3aka3a 0519 nodmeepx-
OeHus1 KoppekmHocmu eeoda.

Tpumep 3 — B omeem Ha eeod nosib30e8amesieM HOMepa cyema cucmema eocrpouseodum coobujeHue
«lToxanyticma, nodoxdume, udem docmyn K uHgpopmayuu o eawell yyemHol 3anucu».

TMpumep 4 — lNocnie moao Kak ebi3biearowjuli aboHeHmM ebibpas NyHKm MeHio «Onnama cyemoey, credyio-
wee coobujeHue HayuHaemcs co cjsioe «Cnacubo. Bbi ebibpanu onsamy cyemoe.

13.3 O6paTHas cBsA3b Nocrie BbiIoopa HeAOCTYNHbIX ONLUA

Ecnun aboHeHT BbIGUpAET HEAOCTYMNHYIO ONLUIO, TO CUCTEMA FOJSTIOCOBOTO MEHIO A0SDKHA COObWmMTL abo-
HEHTY, YTO AaHHasA onunAa HeQOCTyNHA.

MpumevyaHue — ABOHEHTHI, UCMONb3YHOLLME CKBO3HOW HaGop, CKBO3HOI pe4eBOii BBOA UMW «NpepbiBaHWe BOC-
npousBeAeHUs COOBLLEHMSI» CKITOHHBI BEIBUPaTh HEAOCTYMNHBIE ONLMK Yalle, NOCKONbKY OHW HE NPOCNYLINBAIOT BCE Bapu-
aHTbI criUcka, Npexae YeM oTBeTUTL. TakuM obpa3oM, HeobxoMMO ONOBECTUTL UX O TOM, YTO ONLUUSA CTana HeAOCTYNHOW.

13.4 Bpems OoTKInMKa CUCTEMbI

PekomeHayertcs, 4toGbl CUCTEMA FOFIOCOBOI0 MEHIO GLICTPO OTBEYana nocne Toro, Kak Bbi3biBaloLui
abOHEHT 3aBepLUMI BBOA JAHHbIX.

MpuMeyaHue — Ecnu NpUnoxeHue cpasy He oTBeYaeT Ha AeCTBUS NONb30BaTENs, TO aDOHEHT CKIMOHEH Ay-
MaTb, YTO FONTOCOBOE MEHIO €r0 He paccrbiLlano Unu Yto TpedyeTcs Gonblue MHpopMaumu. ITO NPUMBOAUT K YBENUYEHUIO
owmnbok BBOAA.

13.5 TekcT cOOOWIEHNMI OOpPATHOMU CBA3M
Coo6uweHns obpaTtHoI CBSA3W pekoMeHayeTcst GOPMYNUPOBATh B KOHTEKCTHO-3aBUCUMBIX TEPMUHAX.
lMpumep 1 — [Ina eamombl uconb3yom coomeemcmeyioujue mepMuHbI, maKue KaK «eepo» UJIU «UeHbI».

lpumep 2 — B aHanuliickom n3bike «AM» u «PM» ucnons3yiom dns 12-yacogo20 0603Ha4YeHUs1 8peMeHU, a
mepMUHbI «10s10eHb» U «ITOJIHOYLY» UCMOJL3yiom, Ymobbl duggpepenHyupoeams 12:00 dHs u 12:00 Hoyu, coom-
eemcmeeHHo.

13.6 MeTkn

B npouecce gnanora rnosib3osarens ¢ CUCTEMON rOfI0OCOBOI0 MEHIO B NPUITOXKEHUN MOTYT ObITb UCNONb-
30BaHbl METKK ANA yny4weHua opueHTauum nonb3oBartens.

Tpumep — Ob6bsIesIeHUE «21agHOE MEHIO» NPougpbiealom e Havyasle OCHO8HO20 epeyHs eapuaHmos npu-
JNIoKeHUs1 KaK Onsl aboHeHMo8, KOmophbie MOoJILKO 3ax00m & NpusioxeHuUe, mak u A51s mex, Kmo eozepaujaemcs
u3 dpyaux yacmell NPUNOXeHUS.
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M puMedaHue 1 — [MOBTOPHOE UCNOMB30OBaHWE METOK MHOT4A CTAHOBUTCH YTOMUTENBHBLIM ANA aboHeHTa U, B
YaCTHOCTWU B NPUNOXEHUAX C I'IO,U,,D,ep)KKOVI peyeBoro eBoja, He CI'IOCO6CTByeT NpoAoIMKEeHUo guanora.

M puMedaHue 2— Co,qepmaHme 3anpoca 4acTo obecneynBaet AOCTaTOMHbLIA KOHTEKCT, TaK YTO UCMNOSb30BaHUe
OpUeHTUpa MOXeT ObITb M3MULLHUM.

MpuMmevyaHue 3 — MeTkn 0cOBEHHO NONE3Hbl AN NPUITOXKEHNIA, UCMONB3YHOLLUX PEKYPCUBHBIA BLI3OB.

13.7 Ouanor gna noareepXxaeHus

13.7.1 BBegeHue

B0o MHOrMX NpMnoXXeHUsAX ronoCcoBOr0 MEHIO MHOrAA HeO0BX0AMMO UNK XenaTenbHO UCNOMb30BaHWE NoA-
TBEPXAEHUA BBOAA. B cucremax ronocoBOro MeHIo ¢ Nogaepkkom pedeBoro BBoAA NOATBEPXAEHME BBOAA
umeet 0coboe 3HadyeHue, T. K. PN aBTOMaTUYECKOM PaCro3HaBaHUM pevn BO3MOXKHbI OLLMOKK. B 3aBUCMMOCTH
OT coAepXaHusa aguanora 4OCTYMNHbI PasnuyHble cTpaTerun noaTeepxaeHus. Crnegyowme nogpasaensl cogep-
»KaT MONOXEHUS, KacaloLmecs acrekToB NoATBEepKIEeHUS BBOAA.

13.7.2 UcknroyeHne U3nUHero noaTBepXXaeHus BBoaa

B cnydae npunoxeHun ¢ pe4yeBbiM BBOAOM PEKOMEHAYETCs, YTOObl KONMYECTBO NOATBEPXKAEHUIN abo-
HEHTOM BBOAA HE ObINO CIULLKOM OOMbLUNM.

M puMedyaHune — HeCMOTpﬂ Ha TO YTO noAgTBepXAEeHWe BBOL4a NO3BOJIAET NOBbICUTb YBEPEHHOCTb B TOM, YTO
ronocoBo€ MEHKO NpaBUNbHO pacno3Hano peYb Bbi3biBatoLLEero aboHeHTa, NOBTOPHbIE NOATBEPXAESHUA 3aMeanAloT pa6o-
Ty, pasgpaxatrT nonb3oBarena u QDOpMVIpyFOT Yy Hero BnevatrneHune, Yto CuctemMa pacrno3HaBaHUA He ABNAETCA HaEeXHOW.
PelweHune aToi I'Ip06ﬂeMbI MOXET 06ecneynTb HeABHOE noaTBepXAeHue.

TMpumep — NMpu c6ope HeCKONLKUX rleMeHmMoe UHpopMayuu o6 orsiame (Hanpumep, cymma, dama, HoMep
kpedumHoli kapmbl, cpok delicmeus, kod 6e3onacHocmu) nosib3oeameris nodmeepdaem MoJslKo HoOMep Kpe-
dumHol Kapmbl, ocmarsbHyl0 Yacmb UHGOpMayuu nosib3ogamess nodmeepxdaem e nakeme neped 3asepuie-
HueM npouyecca orsiamel.

13.7.3 MNoareBepxxaeHne NPOCThIX CNOB U ppas
Ecnu nocneacTBua He SIBNAIOTCA OTpuLUaTenbHbiMU M 6€3B03BpPATHLIMU, HE PEKOMEHAYETCS UCMONb30-
BaTb SIBHOE NOATBEPXAEHNE NPOCTbIX BbICKA3bIBAHWUIA.

MpuMmevyaHue — Pe4yeBoii BBOS TaKUX CIOB, Kak, Hanpumep, «4a», «HeT», «MOMOLLb» U «NOBTOpUTE», JOCTa-
TOYHO NMPOCT, U UX NOATBEPXKAEHMe NPUBOANT K O4eHb HEraTUBHOMY OTHOLLEHWMIO K pacro3HaBaHUIo peuu.

13.7.4 fiBHOe noaTBepXOeHMe BBOAA BO U3bexaHue naryOHbIX AeCTBUIM CUCTEMBI

Cucrema rofiocoBOro MeHI0 A0MmKHa NPOCUTb abOHEHTOB SIBHO NOATBEPAUTL BBOA AAHHLIX, KOraa no-
CNeaCTBUSA HEBbIMOMHEHUS STOr0 MOTYT ObITb HEYCTPaHUMbIMU W/UNKU OTpULATENBHBIMU. PekomeHayeTcs pac-
CMOTpPeTb HEOBX0AMMOCTb UCMONb3OBaHUS ABHOrO MOATBEPXAEHMA BCAKUIA pas, Koraa NOCNeACTBUS BBOAA
[JaHHbIX Bbl3blBAOLLMM aBOHEHTOM MOTYT ObITb BpeAHbIMU ANsi aDOHEHTA, AaXke €CNN OHU ABMSIIOTCA BPEMEH-
HBIMW U YCTPaHUMBIMM.

Tpumep 1 — ABoHeHm nodmeepxkdaem cymmy e dosllapax, ee0eHHY0 80 epeMsi mpaH3aKyuu nnamexa
o cyemy, Ymobbl obecrneyums crucaHue npasusisHol CyMMbI C PasulbHO20 cYema.

TMpumep 2 — Cnedyrowjuli duasnoe fAensemcs npumepom noomeepkGeHusi eeoda: «Bbl 3anpocusiu ommMeHy
ceoe20 6poHUpoeaHuUs Ha pelic 303. Ecnu amo mak, Haxmume 1. B npomueHoM ciiyyae Haxmume 2».

13.7.5 NMoareepxkaeHue BBoAa Ha OCHoBe KO3t uuMeHTa OCTOBEPHOCTU pacno3HABaHUS peyn

13.7.5.1 Ecnu npu pacno3HaBaHWM pevyeBoro BBOAA MOslydeHO BbICOKOE 3HaveHue koadpduumeHTa ao-
CTOBEPHOCTHU, ABHOE NOATBEPXAEHNE BBOAA He TpebyeTcs, 04HAKO MOXET ObITb UCMONb30BaHO HESIBHOE NOA-
TBEPXKAEHHUE.

13.7.5.2 Ecnu npu pacno3HaBaHuy pedeBoro BBoAa rnofy4yeHo cpegHee 3HadeHue koachduumneHTa ao-
CTOBEPHOCTU, PEKOMEHAYETCA UCMONb30BATb SIBHLINM AMarnor Ans NoATBEepXAeHus BBoAA.

13.7.5.3 Ecnv npu pacno3HaBaH1Mn peveBoro BBOAA NOMy4eHO HU3KOe 3HadYeHune koadpdmuymnerTa gocro-
BEPHOCTM, MOATBEPXAEHNE HEYMECTHO, BBEAEHHbIE JaHHble PEKOMEHAYETCS OTKIOHUTL U MOBTOPUTL 3anpoc
BbI3bIBaIOLLEMY aBOHEHTY.

MpumevyaHune — Knaccudpukaums KosdhpULUEHTOB OCTOBEPHOCTU pacno3HaBaHUsA peyun Mo YPOBHSM «BbICO-
KUiA», «CPEAHWUA» U «HWU3KMIt» ABNSeTCH 3dpPeKTUBHON cTpaTerneil Ans onTUMU3aLMK NOATBEPXAEHNUS PeYeBOro BBOAA.
Mcnonb3oBaHue AaHHOW CTpaTer 03Ha4YaeT, YTo TOMbLKO BBOJ fiaHHbLIX CO CPEAHUM YPOBHEM [OCTOBEPHOCTU HYXAAETCS
B NOATBEPXAEHUM B ABHOM BUze.
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13.7.6 KoMObuHMpoBaHue noaTBEPXKAEHUN
Ecnn HeckonbKko CBA3AHHbIX YacTel MHopMaLmmu BBOASIT NOCHEA0BATENBHO, MOXET ObIThb UCMONb30BA-
HO OAHO NOATBEPXAEHME BBOAA.

lMpumep — B 3adaye onnamsi cucmema nodmeepxdaem HeCKOJILKO Yacmel uHgopmayuu cnedyiowjum
obpasom: «Bbi coeepuiaeme onnamy Ha cymmy 50 donnapoe c eaweli kpedumHol Kapmbi, HOMep Komopol 3a-
KaH4Yyueaemcsi Ha 1234?»

13.7.7 Npeambyna 3anpoca Ha noaTBepxaeHue
B 3anpocax Ha noaTBEPXKAEHUE U B COOBLLUEHNSIX C M3BMHEHUSIMU PEKOMEHAYETCA UCNONbL30BaTh Npe-
ambyny, cogepxaHme KOTOPOW AOMKHO COOTBETCTBOBATL COAEMKAHUIO 3anpoca Unu coobLLeHus.

MpuMmevyaHue — HeKoTOpblE CUCTEMEI OMycKatoT Npeambyrbi.

lpumep — Peyb co cpedHUM ypoeHem docmoeepHocmu rnodmeepxdaiom ¢ NMOMOWbIO eopoca: «dmo
6bino ...?»; nodmeepxdarowjue coobWeHUSI Ha4YUHaKm Co cJ108: «3mo 6b110 ..., 6epHO?»; a 3arpoc e omeem Ha
emopyio owubKy pacno3HaeaHusi Ha4uHalom co cnoe: «M3euHume, eaul omeem He 5ICeH...».

13.7.8 ®opmynupoBkKa 3anpoca Ha noaTBepXAeHue

3anpoc Ha noATBEPXAEHME pekoMeHAyeTcs (POKYCUMpOBaTb Ha KOPPEKTHOCTU MOATBEPXAAEMOW WH-
dopMaLuu, a He Ha TOYHOCTU MPOU3HOLLEHUA UNKU MaHepe roBopuTb. Boree Toro, BCAKMIA pas, Korga 3T1o
BO3MOXHO U OTCYTCTBYET HEOHO3HA4YHOCTb, CMbICITOBYIO YacTb 3anpoca Ha NoATBEMKAEHUE PEeKOMEHAYETCA
hOPMYNMPOBaTbL CXOXMM 06pazoM C BBOAOM BbI3bIBAIOLLETO aBOHEHTA.

Tpumep — Ecnu ebicka3bieaHue aboHeHma: «21 mapmay, nyduwe Ansa nodmeepxdeHusi 6eoda UCMONbL30-
eamb hopmynuposky: «21 Mmapma, npaeunibHO?», a He (hopmynupoeky: «51 dymaro, Yymo ebl ckasanu, 21 mapma,
npaeunsHo?» [TocnedHull npumep He noemopsiem esod ebi3blealouje2o aboHeHma e moli e ¢ghopme.

13.7.9 NMoareepxaeHne LUPPOBLIX UITU YUCITOBBLIX CTPOK

Besikuin pa3 korga yucnoBas CTpoka MMEET TUN AaHHbIX C TPaaULUOHHbIM (POpMaTOM MPOU3HOLLIE-
HWS, 3anNpPOChl HAa NOATBEPXKAEHWUE U 00BbABMEHUS peKoOMeHAyeTCs POPMYNUPOBATb COOTBETCTBEHHO TAKOMY
dopmary.

MpumMedyaHue — TloCKONbKY NPW BBOAE YMCINOBBLIX JaHHBIX BO3MOXHbI OLIMGKU aBTOMaTU3UPOBAHHOMO pac-
Mo3HaBaHWs peyn 1 YacTo YMCMOBhIe fJaHHbIe SBMATCA KpUTUMECKU BaXKHOK MHDOpMaLMeit B paMkax NpUoXeHWs rono-
COBOTO MEHI, PEKOMEHAYETCA MCMonb30BaTh NOATBEPXAEHUE, 0OCOBEHHO Korga UCNONb3yeTCs CUCTEMa aBTOMaTU3UpPO-
BaHHOrO pacro3HaBaHUsl pequ.

Tpumep — llleedckue HoMepa coyuanbLHO20 cmpaxoeaHusi, cocmosuue u3 10 yugp, o6LIYHO NMPOU3HO-
cam e epynnax no dee yugpbl U YumMarom Kak Yucna, Hanpumep «cemMbdecam namb, deadyambs 00UH, mMpud-
yams, wecmHaldyamb, eocemMbidecssmy. [loOmeepxdeHue amux Homepoe e dpyzom hopmame, Hanpumep yugpa
3a yughpoli — «cemb, Nsimb d6a, OOUH...», MOXXem cbumb ¢ mosiky aboHeHmoe.

13.8 PasymHOe UCnosib30BaHWe OTKNOHEHHbIX NOATBEPXAECHUNA
Ecnun aboOHEHT OTKIOHWN cAeNaHHbIN BbIGOP BO BpeMsi NOATBEPXAEHUS1, 3TOT BbIOOP HE pekomeHayeTCA
npeanararb CHOBA.

MpumevyaHue 1 — 310 TpeboBaHUe No3BonAeT uabexarb CUTyaLUid, B KOTOPLIX FONOCOBOE MEHIO NOBTOPHO
nblITaeTcs NOATBEPAUTE BapUaHT, OT KOTOPOro abOHEHT yxe NpsiMo oTKasarcs.

NMpumeyaHue 2—lNepeveHb BapMaHTOB, NpefocTaBrisieMbiX aGOHeHTY, KOTopble paHee Gbinu UCKNIoHEeHb! NpU
npeablayLiem BeiGope, kak NpaBusio, HasbIBaloT «CNUCKOM UCKITKOUEHHBIX OMLUA».

13.9 JlononHuTenbHana obpaTHas CBA3b B CIiy4Yae 3aepXKu oTBeTa

Bo Bpemsi moboro nepuoaa oxuaaHusa ¢ 00nNbLIOK NPOAOIPKUTENBHOCTLIO PEKOMEHAYETCA NPeaoCcTaB-
nsaTb abOHeHTY 06paTHyl0 CBsA3b, YTOObI ADOHEHT 3Han, YTo ero BBoA 06pabarbiBaeTcsi. AHaNOrM4YHO C NO-
MOLLIbIO NEPUOAUYECKUX TEKCTOBBIX COOOLLIEHUI PEKOMEHAYETCH B3aMMOAENCTBOBATL C NONb30BaTeNAMU TeK-
CTOBbIX TenedoHoB (cm. 12.5).

MpuMmedaHune — O6GpaTHas CBA3b MOXET GbiTb 06ecneyeHa ¢ MOMOLLLIO My3bIKWA WK COOGLLIEHNIA.

lpumep — [Nocne ykasaHHO20 abOHeHMOM HOMepa 6POHU 8 asuaKoOMITaHUU cyujecmeyem ray3sa, 8 meve-
Hue Komopoii uzpaem My3blka, NoKa cucmema uujem 6poHb.
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13.10 YnpaBneHue cuTyauussMyu NPOOOIMKUTENIbHOrO yaepXXaHMsa aboOHeHTa Ha NTIMHUM

Ecnu Bbi3biBalOLLMn aBOHEHT JONTO0 OXXWAAET OTBETA CUCTEMBI, TO 3aNPOChl HA NPOAOIMKEHNE yAepXa-
HUS BbI30BA PEKOMEHAYETCA NOBTOPATL C HEKOTOPLIMU BapuaumsMmu B COOBLLEHUAX. AHANOTMYHO C MOMOLLbIO
nepuoanYEeCcKUX TEeKCTOBLIX COOOLLEHMIT PEKOMEHAYETCA B3aMMOAECTBOBATL C NONb30BATENAMMU TEKCTOBbIX
TenedoHoB (cm. 12.5).

TMpumep — Nocrnie dsyxcekyHOHoU nay3bl nosiensiemcs coobujeHue: «Mbi o6pabambieaem eall 3aKaay. Ye-
pe3 7—10 c nocne Hezo: «[Toxanylicma, ocmaeaiimeck Ha nuHuu. Mbi no-npexHemy o6pabambieaeM ealll 3aKa3».
Ecnu cumyauyus ydepxaHusi Ha nuHUU npodoskaemcsi 8 meyeHuUe HeKOmopozo GOMNoJIHUMEIILHO20 8PeMeHU,
ucnone3yrom AonosHUMenLHble eapuaHmsl.

13.11 MpeanoxeHue aGOHEHTY NePe3BOHUTb

Ecnu HeBO3MOXHO 0OpaboTaTh 3anpoc aboHeHTa B TeUYeHre NpMemMsieMoro Ans Hero nepuoaa BpEMEHH,
pekomeHayeTcs YToObl cMCTeMa ONOBECTUIA Bbi3bIBaKOLLEr0 aboHeHTa 06 3Toi npobneme, a Takke o0 BapuaH-
Tax ero AenCTBUN UNun ansTepHaTUBHbIX AEWCTBUSX.

lMpumep — Ecnu cucmema obpabomxu 3aka3a omka3asia, aboHeHmy moxem 6bimb nepedaHo coobuje-
Hue npumepHo cnedyroujezo codepxaHus: «Celivac Mbl He MOXeM NOJTyYums docmyr K Hauleli KOMILIOMEPHOU
cucmeme 3aka3o8. Bbi Moxeme omnpaeums eaw 3aka3 no ¢ghakcy Ha [Homep meieghoHa], ocmamicsi Ha JIUHUU,
4mobbl cesi3ambCsl CO crieyuaucmomM ciyx6bi NoAdepKKU KUeHmoe unu cHoea rnonpoboeams o6pamumbscs K
Hawel asmomamu3upoeaHHoU cucmeme 3aka308 rnosoHee».

14 OwunoKU

14.1 O6WMe nonoxeHma

CyLiecTByeT MHOTO OLMOO0K, BO3HMKAIOLLMX B nNpouecce paboTbl CUCTEM rOfI0COBOTMO0 MeHio. Ownb-
K1 BBOAA OTHOCUTENMbLHO PEAKN B CUCTEMAX rofloCOBOr0 MEHI0 C TOHaNbHbLIM BBOAOM, HO OCTATOYHO Ya-
CTbl B FOSTOCOBbIX MEHIO C PE€YEBbLIM ynpaBfeHneM n3-3a owmnboK pacnosHaBaHua peumn cucrtemon ASR.
Opyrue owmbkn BO3HMKAIOT M3-3a Npobnem, CBA3aHHbIX C KOTHUTUBHBLIMU acnekTamu 3agaJd nonb3oBare-
nsA, pewaembiX ¢ NOMOLLbLIO CUCTEM rofI0COBOr0 MEHIO, a Takke NpobneM, CBA3aHHbIX CO CTPYKTYPHbLIMU
U HaBUraLUMOHHbLIMM acnekTaMu NPUNOXEHUIN FONO0COBOrO0 MEHIO. [laHHbIA pasaen CoAePXUT NONOXEHUS,
HanpaBneHHble Ha nNpeaoTBpaweHne ownbok u ynpasneHne owmnbKkamu B NPUNOXKEHUSIX FTONOCOBOIO
MEHI0.

MpuMevyaHne — 3anpoc NOATBEPXKAEHWUSA BBOAA UHOMAA paccMaTpuUBaloT Kak MeTod ynpaeneHus ounbkamu
(em. 13.7).

14.2 HepocTynHOCTL cepBuUca

Ecnu nonb3sosarenb BbIOMPAET BapuaHT, NOCNE KOTOPOro HET NOCNEAYIOWMX AOCTYNHbIX ONUUNA, peko-
MeHAYeTCs yBeaoMuTL 06 3TOM NONb30BaTens U NPeaoCTaBUTbL eMY MHEOPMALIMIO O TOM, YTO CrieayeT aenarb
fanbLue.

Tpumep — Ecnu aboHeHm ebibupaem eapuaHm ciyx6bi, Komopbill HedocmyneH e OaHHbIU MOMeHM epe-
MeHuU (Hanpumep, u3-3a HeUClpagHoCcCMU cucmeMbl), cucmema Moxem npouHgopmupoeame aboHeHmMa 06 amom
u nonpocume aboHeHmMa ocmaeumb coo6ujeHUe Uu rnepe3eoHUMb Mo3dHee.

14.3 MoBTOpEHMe 3anpoca Ha BBOA AaHHbIX

B niobom mecte ananora naeHTn4Hble 3anpocbl peKoMeHayeTcsa BOCNpoOuM3BOAUTL NMONb3oBaTeEN0 HE
Oonee AByx pas noapsa.

TMpumep — Ecnu nocne mozo, kak aboHeHmy npednoxeHo «lloxanylicma, eeedume Homep eawel Kpe-
AumHol kapmbi», 603HUKaem npodoskumenkHas nay3sa, UdeHmMuUYHbI 3anpoc Moxem 6bIMmb UCM0/IL308aH 10-
emopHo. Ecniu naysa nociie noemopeHus 3afpoca eo3HuUKaem onsams, credyouwull 3arnpoc Moxem umems 8uo:
«Homep eaweli kpedumHoli kapmel HaxXo0UMCS 8 NPasoM 8epXHEM yaily ebicmaesieHHo2o eam cuema. lNoxanyii-
cma, esedume e20».
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14.4 Copepxumoe coobwweHuin 06 owmndKax

Ecnu nonb3oBatent BBEM HEMNPaBUIbHbIE AaHHLIE B OTBET HA 3aMpoc, TO PEKOMEHAYETCA, YTOOLI Cu-
cTeMa BOCMPOW3Bena Nonb30BaTenNto KOPOTKOEe OTBETHOE coobLleHue. Ecnu nocneayowmini BBOA AaHHbLIX
NOnb30BaTENeM TaKXKe SBINAETCA HEKOPPEKTHLIM, PEKOMEHAYETCA NPEACTaBUTL MoNb3oBaTtento Gonee pas-
BEPHYTOE COOGLLEHNE, KOTOPOE MOMOXET EMY MOHATh, KAK BBECTU KOPPEKTHYIO MHApOpMALUIO.

TMpumep — Ecnu aboHeHmM eees1 moJibKo Geesimb Lughp HoMepa cyema emMecmo Heob6xodumMbix decssmu, mo
cnedyroujee coobujeHue 6110 6bi palyMHLIM O0meemoM cucmembi Ha owubky: «Cucmema pacno3Hana moJsibKo
deesimb yughp sauwe2o Homepa cyema. loxanyilicma, noemopHo esedume Homep». Ecnu aboHeHm eHoeb e60-
dum Homep cyema u cHoea desraem owubkKy, aBekeamHbiM omeemom Moxem 6bimb: «lloxanyicma, eeedume
10-3Ha4HbIl HOMep cyema, HaneYyamaHxHbIl 6 IPasoM eepXHeM yesly sauie2o cHema Ha onnamyy.

14.5 [1Ba nocrnenoBaTesribHbIX OLLIMOOYHbIX BBOAA B rOFIOCOBOM MEHI0 C TOHASNIbHbIM BBOAOM

Ecnu noneb3oeaTens npocnyLlan oauH 1 TOT Xe 3anpoc ABaXabl, U NOCINe 3TOro eMy He yaanochb oTBe-
TUTb UNK OH 00a pa3a BBEN HEKOPPEKTHbIN OTBET, TO PEKOMEHAYETCS, YTODbI CUCTEMA:

a) NO BO3MOXHOCTU HanpasBuia nonb3oBaTensi Ha KOHCYNLTALMIO K CNIELManucTy;

b) Bocnponseena nonb3oBaTenio TPETUIR 3aNPOC, coaepXKaLLumin ONONMHUTENbHYI0O MH(OPMAaLMIO NO AaH-
HOWN TeME;

C) Hanpasuna nonbL3oBaTensi Ha BbIXoa U3 NpunoxeHus (cm. 14.12).

14.6 [1Ba nocrnepnoBaTesbHbIX OWNMOOYHbIX BBOAA B rOyIoCOBOM MEHIO C peyeBbIM ynpaBrieHuem

MOCKONbKY B CUCTEME FONTOCOBOrO MEHIO C PEYEBLIM YNPAaBNEHUEM Yalle BO3HUKAIOT OLLIMOKK U3-3a UC-
nonb30BaHUsA CUCTEM pacno3HaBaHWsa peun, Nonb3oBaTenen, KOTopble B ABYX NOMbITKAX HE CMOrNU BBECTU
OTBET UNn 06a pasa Aanu HEKOPPEKTHbLIN OTBET HA OAWH U TOT XKE 3anpoc, MOXKHO HE HaNpaBnATb K cneyuanu-
CTY B 9TOW TOYKE roriocoBOro MeH. PekomeHayeTcsi pa3paboTarb AOMONHUTENbHBIW 3anpoc, 3aBUCALUN OT
JaHHbIX pacno3HaBaHUA pevu, AN Toro YToObl NONLITATLCA onpeaenuTb u 0bpaborark oWMbKyY 10 Nnepesoaa
nosnb30BaTens Ha cneyuanucTa unu Npoueaypy Bbixoaa U3 NPUIOXKEHUS.

14.7 O6paboTKa MHOXECTBEHHbIX OLIUOOK

B cnyuae 6onbLioro konuyectea (6osee AByx) 0LLMOOK NOAPAA ronocoBoe MEHIO PEKOMEHAYETCA nepe-
KNnoyaTh Ha ansTepHaTUBHYKO 06paboTKy.

MpumMmedaHue — [TOBTOPEHWE OAHOMO W TOro Xe cooblieHNa Gonee ABYX pa3s 3a4acTylo He UCTIPaBnseT CUTY-
auuto B fnanore ¢ aboHeHTOM. ECnu OWMBKN CTAaHOBSTCSA MHOTOYMUCTIEHHBIMW, TO CEAYET UCMOMNb30BaTh Apyrue MeToAbI
BbIXOZla U3 CUTYyaLuu, HanpuMep HamnpaeBneHWe Nonb3oBaress K cneyuanucTy unu o6xoa Tekylero sanpoca.

14.8 Hencnonb3oBaHUe YHUUNKUTENbHbLIX CFIOB B COOGWEHNAX 06 owmnbkax

PekomeHnayetcst nsberatb B CO0OLLEHMsIX 06 oLLMOKe TaKUX CNOB, Kak «OLUMOKa», «HenpaBUIMbHbIWY,
KHEBEPHbINY, KHE3AaKOHHbIWY.

lpumep — B criyyae owubku eeoda Yyucoebix daHHbIX aBoHeHM Mo2 6bl yciibiwami criedyioulyio ¢ppasy:
«Mb1 He pacrionazaem 3anucsamu 01191 amo2o Homepa. [Noxaiylicma, npoeepbme Homep U egedume e20 ewje pPa3sy».

14.9 Kputnyeckue coodiueHuns

Ecnu kpuTMYECKM BadkHO, 4TOObI aboOHEHT npocnylian BaXHyl MHdbopmauuilo B coobweHun o6
owmnBke nnm MHOpMaLMOHHOM COOBLLUEHUM A0 KOHLA, TO TaKylo YacTb Co0OLEHNA pekoMmeHayeTca ae-
naTtb HenpepbiBaeMOoi (BO3MOXHOCTb NPEepbIBaHUA A0MKHA OblTh OTKMIOYEHA), HO KPATKON HACKOSNbKO 3TO
BO3MOXHO.

Mpumep — Ecnu nonk3oeamesns NMbimaemcsi omnpaeums cmpaHuuyy no ¢pakcy, u oHa He npoxodum,
yMecmHo eocripouseecmu 1osib3oeamernto 05151 06pamHoli cesau Kopomkoe HenpepbieaeMoe coobujeHue.

MpumevyaHune — [lOCKONMbLKY Takne coobLUeHUs HeNpepbiBaeMble, C TOMKUA 3peHns aGoHeHTa BaXHO orpaHu-
YUTb MX UCMOMBL30BaHWE NNLWb CaMbIMU KPUTUYECKUMU CUTYaLUAMM.
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14.10 UcnpaBneHue oWNO0OK BBOAA

Uckniovasa cutyauuu, onucaHHele B 14.5 u 14.7, nonb3oBaTento peKOMeHAYETCA NPeAoCTaBNATL BO3-
MOXHOCTb UCNPABUTbL MOCIEAHIO CAENAHHYIO OLLUOKY.

14.11 CoobuweHuns 0 pasbeagUHEHUH

Ecnm cuctema pyHKLMOHUPYET B HOPMANbHOM PEXMME, NOMb30BaTENb HEe A0MKEH GbiTh pasbeanHeH ¢
NPUNOXEHNEM 10 TOro, Kak eMy GyaeT NPeaoCTaBNEHO IBHOE COOBLLEHNE O BbIXOAE.

14.12 Bbixog nNO NpeBbILEHUI0 JIMMUTA ONOO0K

PekomeHayetcs, 4To6bl NpoLeaypa BbixoAa B Criyyae NpeBbilieHna numuTta ownbok coaepxana s cebe
pa3bsACHeHMe NpobneMbl, KOTOpas NpUBENa K oLMOKe, NPEANOXEeHUA NO BO3MOXHOMY PeLIEHUI0 npoGnembl
(ecnu NPMMEHMMO) U BEXKIMBOE 3aBEPLUEHNE, KDOME TEX CRy4aeB, KOTAa BbI30B MOXET GbiTb NepeseaeH Ha
cneuyuanucra.

lpumep — «K coxaneHuto, Mbl He MOXeM Halimu uHgopMayuio No aHHOMY HOMepy cdema, u celiyac Hem
docmynHbIX crieyuanucmos, 4mobbl NoMoyb eam. [nsi donosHumensHoOU nNomowu, noxanylicma, No3eoHume
Ha Homep XXX-XXX-XXXX e 06b1yHOe paboyee epems. Cnacubo 3a 3eoHOK. [Jo ceudaHus».

14.13 NpepocTaBneHne NnoMoum

B coobLueHusix 06 owmnbkax pekoMeHIYETCA NPeAoCTaBNATbL KOHTEKCTHO-3aBUCHMYIO NOMOLLbL MU UH-
dhopMaLnio 0 TOM, KaK €€ Momy4uTb.

14.14 ®opmynupoBKa COOOWEeHUn 06 olnbKax

Mpu coctaBneHun cooblueHnii 06 owmnbkax pekoMeHayeTCa yuuTbiBaTb Hanbonee obuime UCTOUYHUKK
owmnobok.

14.15 Noackaska NONbL30BaTEN0 06 OXUAAEMbIX AAHHbIX NPU peYeBOM BBOAE

B cuctemax ronocoBoro MEHI0 G peyYeBbiM BBOAOM AAHHbIX B COOOLLIEHUM 00 OLLIMOKe AnNA Hepacno3HaH-
HOro Pe4YeBOro BBOAA PEKOMEHAYETCS NOSCHUTbL KOHKPETHbIE CroBa uUnu (ppasbl, KOTOPbIX OXMAaaeT cuctema
pacnosHaBaHWs peyu, a He NOBTOPATL HavanbHoe CO0bLLEHME.

MpuMmevyaHue — OTa pekoMeHJaUus NpejHasHa4yeHa B NepBylo ouepesb ANs 3anpoca ¢ orpaHUYeHHbIM rpam-
MaTu4eckum HaGopom. B 3anpocax, koTopble NpefHas3HayYeHbl ANt U3BNEYEHUs AaHHLIX NMPU pacno3HaBaHWUK eCTECTBEH-
HOrO si3blKa, MOMe3HO UCTONb30BaHWE Pa3nUYHbLIX MPUMEPOB.

14.16 BoccTtaHOBRNeHue auanora

Mo BO3MOXXHOCTU PEKOMEHAYETCS B CUCTEME rONIOCOBOI0 MEHIO NpeaycMarpuBaTb BO3MOXHOCTb BOC-
CTaHOBIeHuA agnanora.

lMpumepbi

1 Omeeyasi ompuyamensHO Ha nodmeepxdarouwjull 3anpoc (Hanpumep, «Ecnu s eac nNpPaeusILHO MOHS-
na, ebi ckaszanu bamako, amo mak?»), MHOXecmeo roJsib3oeamerieli MPou3Hecem U nNpaeusibHyo0 UHhopmayuio
(«Hem, Monako»n). Cucmema Moem eoccmaHoeumb Ouairioe, UCnoJib3yst UHgopMayuo, npedocmassieHHyo
nosib308ameJsieM, U yCKopums oyepedHocmb 3arnpocoe, 8 JaHHOM crlydae paciio3Hae «MoHaKo» Kak esaembil
eeod nosk30eamensi, u nepelimu K nodmeepxdeHuio amozo eeoda («llpocmume, MoHako, mak?») emecmo rno-
emopHo20 eociipou3eedeHuss 3anpoca cHoea eeecmu Ha3eaHue 2opoda («[loxanyiicma, Hazoeume fMyHKM Ha-
3HaYyeHUs»).

2 AboHeHm, 3aKa3bleas 00exdy C UcnoJib30eaHUeM cucmeMb] 20/10CO8020 MEHIO C peveebiM 886000M OaH-
HbIX, eblpa3ui XenaHue 3akaszamb dee pybawku. Cucmema He pacrio3Hasa cyoeo «dea» U omeevyaem: «Bbi 3a-
Ka3bleaeme mpu py6auiku, 3mo mak?» A6oHeHm omeevyaem: «Hem, monbko dee». Cucmema pacrno3Haem «dee»
Ha amom pa3 npaeusnLHO U omeeyaem: «M3suHuUmMe, ebl 3aKasbieaeme dee pybawku. Kakol pasmep dnst nepeoli
py6awku?» emecmo eonpoca: «MzeuHume, cKkonbKo pybauwiek ebl Xomesu 3aKka3amb?»
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14.17 O6paGoTKa U3NULIHEro peyeBoro BBoAa AaHHbIX

NS OTKPbITbIX BONPOCOB (PeYeBbIX 3aNpoOCOB) B TOM Cryyae, koraa aGoOHEHT NPOU3HOCUT BbiCKa3blBa-
HUe, KOTOpOo€ npesbllUaeT MakCUManbHO AONYCTUMYIO MPOAOIMKUTENbHOCTb, PEKOMEHAYETCA UCNOSMb30BaTh
CreLnanbHOe HenpepbiBaeMoe COoBLLEHNE.

MpumMevyaHne 1 — MakcumanbHO paspelleHHY NMPOSOIMKUTENbHOCTb peyn 0BbIYHO CTOUT BbIGUpPaTb Mexay
51 15 ¢ B 3aBUCUMOCTHU OT CofiepXaHUa OTKPLITOro Bomnpoca.

MpumevaHune 2 — OBocHOBaHWE HEBO3IMOXHOCTU NpepBaTb cooblyeHne 06 oLnbke COCTOUT B TOM, YTO €CIK
aboHeHT NpogomKaeT roBopuThk, cooblleHue o6 ownbke ByfeT npepeaHo 1 aGoHEHT He NoMy4uT MHdopMaLmto, Heobxo-
AVMYIO ANS UcnpasneHns oLwnoKu.

14.18 YnoMmHaHue 0 BO3MOXHOCTU TOHANbLHOIro BBOAA B royIoOCOBLIX MEHH C peyYyeBbIM BBOAOM
OaHHbIX

B coobLueHus 06 ounbke pekoMeHAYETCs BKIOYaTh BO3MOXHOCTb TOHANBHOTO BBOAA AaHHbIX, 0COOEH-
HO nocne owmBKKU pacno3HaBaHus.

Tpumep — [Mocne emopoll owubKu pacrnosHaeaHus npuisioxeHue npednazaem: «OyYeHb Xab, HO eauie
coobujeHue HermoHAMHoO. Bbl moxeme ckaszamb «Bbicmasumb cyem» unu Haxamsb «1», «Mou nnamexu» unu
Haxamb «2», «Omoen npodax» unu Haxams «3», «TexHu4yeckas noddepiKa» unu Haxame «4». [jns nonyyeHus
60os1ee N0APo6HOU uHpopmayuu ckaxume «/ToMowby unu HaxMume «36€3004Ky».
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MpunoxeHue A
(cnpaBouHoe)

0630p ctanpapToB cepun NUCO 9241

[aHHoe npunoxeHune npeacTaBnsieT coboi kpaTkmii 063op cTpykTypbl cTaHaapToB cepun MCO 9241. Ans yTouHe-
HUA O6HOBNEHHOW CTPYKTYPLI CepuK, NpeAMeTHLIX obnacTteil u ctatyca kak ony6nMkoBaHHbIX, Tak U NMaHUpyeMbIX CTaH-
[apTOB HAa MOMEHT U3faHusi HacTosLero ctaHgapTa cM. «CtaHgapthl cepun UCO 9241».

HaHHan cTpyKTypa oTpaXKaeT HymepaLumio UCXO[HOW cepumn ctaHaaptoB UCO 9241 — Hanpumep, TpeboBaHUA K
BUAEeOAUCTNNEAM U3HAYaNbLHO ONUCLIBANMUCh B HYacTu 3, Tenepsb e ato cepua 300. B kaxaoMm pasfene craHfapt, HOMep
KoToporo ABnseTcs KpatHuiM 100, iBNsieTcs BBeAEHUEM B COOTBETCTBYIOLLYIO rpynny cTaHaapToB. Hanpumep, B yactu 100
npuBeAeHO BBe€HNE B CTAHAAPTLI N0 3proHOMUKE NporpaMMHOro obecneyeHns (cM. Tabnuuy A.1).

Tabnuya A1 — CrpykTypa cepuu ctaHgaptoB NCO 9241 «OproHoMuka B3auMoAeNCTBUS HYenoBeK—cUcTeMa»

Homep yactn Tema/HasBaHue
1 BBeaeHue
2 PykoBofcTBO N0 ycTaHoBneHuto TpeboBaHuid K NPOU3BOACTBEHHBIM 3a4aHNAM
1" PykoBoACTBO NO NPUrOQHOCTU UCMONb30BaHUA
20 [ocTynHoCTb 1 B3aumogeicTBue YeroBek—cucTema
21—99 PesepBHble HOMepa
100 OproHoMuka nporpammHoro obecneyeHus
200 MpoLecckl B3auMoAencTBUA YenoBek—cucTema
300 Bugeoaucnneun n annapartHoe obecnedveHune, oTHocALEECs K HUM
400 YeTtpoicTsa usmnyeckoro BBoga — MpUHLMME 93proHOMUKK
500 OproHomuka pabodero mecra
600 BproHoMuKa oKpyxatoLLei cpeabl
700 LleHTpbl ynpasneHus
900 TaKTUNBHOE U 0ca3aTenbHOe B3auMogelicTerne

28



rOCT P UCO 9241-154—2015

Mpunoxexnue B
(cnpaBouHoe)

Owunbkn pacnosHaBaHUA peyn B paspaboTke ronocoBoro MEHIO

B.1 Own6xku pacno3HaBaHus, NPUCYLLME FONIOCOBOMY MEHIO C pe4eBbiM BBOAOM

MHTepaKkTUBHbIE CUCTEMBI FOSIOCOBOIO MEHI0, JONYyCKaloLUe peveBOi BBOA faHHbIX, UCMOMb3YIOT CUCTEMbI aB-
TOMaTM4YeCcKoro pacrnosHaBaHUS pedn ANA MHTepnpeTauun BBeAEHHbIX AaHHbIX Bbi3biBaOWMM aboHeHTOM. Kak u npu
“crnonb3oBaHUK NoboN Apyroi TEXHONMOMMW pacno3HaBaHWs, NPU UCMNONb3OBaHUW STOW CUCTEMBI BO3MOXHbI OLUMBKN.
HecMoTps Ha nocTosiHHOE ynyylieHue cuctembl ASR, NONHOCTBIO UCKITIOYMTE OWNBOKM pacno3HaBaHWA pedn B CUCTe-
Max roflocoBOro MEHI0 C peyeBbiM BBOJOM HEBO3MOXHO. pUUMHa 3TOro B CTAaTUCTUHMECKOM MOAXOAE, KOTOPLI NEXUT B
OCHOBE COBPEMEHHbBIX CUCTEM Pacro3HaBaHUs peyu.

Mpu ncnonb3oBaHMKU NPUITOKEHUS C KOHEYHBIM YUCSIOM COCTOSIHUIA KaXA oMY BblCKasbiBaHUIO Bbi3biBatowlero abo-
HeHTa B npouecce krnaccudukauum HasHayaloT BEpOSITHOCTN BCEX BO3MOXKHLIX pPe3yneraTtoB pacno3HaBaHUA B COOTBET-
CTBMM C rpaMMaTM4eckuM HabopoM KOHKPETHOro roriocoBoro MeHio. B pesynierate o6pabotkn ASR chopmupyeTt cnucok
13 N nyylimnx BapuaHTOB C ykasaHWeM 3HavyeHus KoaddpuuneHTa JOCTOBEPHOCTU, XapaKTepU3YIOLEero BEpOATHOCTL
NpaBUnNLHOCTU pacno3HaBaHUS.

Ons npuHATMA agekBaTHOro pelleHus o cnocobe NPOAOIIKEHUA Auanora cucTeMa UCNONb3yeT YCTaHOBNEHHbIE
MoporoBble 3Ha4YeHns KoadpduLneHTa JOCTOBEPHOCTU ANA ONpefeneHns NyyWwnx pesynstaTtoB pacno3HaBaHus:

- ecnu Bce KO3 PULMNEHTbl JOCTOBEPHOCTM NeXaT HUXe 3afaHHOro MOPOroBOro 3HaveHWs, cucTemMa oTeevaeT
OTKa30M, T. €. eJUHCTBEHHbIM AeiiCTBUEM CUCTEMBI B 3TOM Cllyyae ABNSAETCA BOCNpousBegeHne coobeHna npumepHo
criegytolero cogepxanus: «K coxaneruto, Balle cooblleHne HeNOHATHO. MoxanyiicTa, NOBTOpUTE eroy,

- BBICOKMIA KO3 ULNEHT JOCTOBEPHOCTM pacno3HaBaHWs ANSA OQHOro BapuaHTa M3 cnucka u 3HaunTenbHo 60-
riee HW3KMe 3Ha4YeHNs y ApYrux BapuaHToB NPUBOAAT K BbIMOIHEHWUIO COOTBETCTBYHOWErO AENCTBUS CUCTEMON;

- HeKoTOpble CUCTEeMbl rofocoBOro MeH obpabaThiBaloT cpefHue 3HadeHus koadduymeHTa [OCTOBEPHOCTH,
npefocTaBnsas 4Uanorm ¢ HEKOTOPbIM MHOXECTBOM 3Ha4YeHU Ana yTOMHEHNS AaHHbIX, BBEAEHHbIX Bbi3biBatloWum abo-
HEeHTOM.

B.2 Tunbl owmM60K pacno3HaBaHUs U nocrneayolue aeicTBua

B.2.1 BBegeHue
B Tabnuue B.1 npusedeH KpaTkuii 0630p BOSMOXHLIX KOMOWHaLMIA BbiCKa3biBaHUA Bhi3biBalowWwero aboHeHTa U
pesynsTaToB aBTOMaTUYEeCcKoro pacrnosHasaHua pevn. OWwnbkn pacno3HaBaHMA BblAeNeHbl XUPHBIM LWPUGTOM.

Tabnuuya B.1 — KpaTkuii 0630p BO3MOXHbEIX KOMBUHaALUIA BbicKa3biBaHWA BbidbiBaloLlero aboHeHTa W pesynsraToB
pacnosHaBaHWs pe4u

Pe3yanaT aBTOMaTUYeCKOro pacrnosHaBaHUA peyn
Het
OTeyTCcTBME BBOJA «a» «b» COOTBETCTBMI
KoppekTHoe
HeT BbiCKa3blBaHWA pacnosHaBaHue Owmnbka BCTaBKN
OTCYTCTBWA BBOAA
KoppekTHoe KoppekTHoe Owmbka
aGE::ﬂ'ra BblCKasblBaHWe «A» pacrnosHaBaHue 3amellieHus Ownbka
KoppekTHoe Owmbka Owmbka KoppekTHoe OTKNOHEHuA
BblCKa3blBaHWe «B» yhAaneHus 3aMelLLeHus pacno3HaBaHue
HekoppekTHoe KoppekTHoe
KTHOe pacno3HaBaHue
BblCKa3blBaHne Hekoppe P OTKINOHEHUe

B.2.2 KoppekTHOe pacno3HaBaHuWe OTCYTCTBUA BBoaa

Ecnun cuctema He pacnosHana Kakoin-nubo BBoA AaHHLIX OT NONb30BATENs 3a YCTAHOBMEHHLIR NEPUOA BPEMEHM,
NPOUCXOAMUT TallM-ayT U CUCTEMa Pacno3HaeT cobbITUE «HET BBOAa», KOTOPOE BKIIOYAET 3apaHee onpeaeneHHoe noseae-
HWe cucTeMsbl, T. €. coobujeHmne «M13BUHNUTE, BAC HE CRbILLHOY.

B.2.3 Owmnb6Ka BCTaBKN

Ecnu nonb3oBatenb He BBEN HUKaKOW ronocoBol MHGOPMaLMK, HO roflocoBOE MEHI0 pacnosHasio Kakow-Tto pe-
4eBoW BBOJ, 3TO ABNAETCA OWKNOKOA BCTaBkN. TakoW TUN OLIMGKM YacTo BO3HUKAET, Korga ownbovHo 06paboTaHbl WyMm,
OKpYXaloLLUi NoNbL30BaTENs, UNN HEPEYeBbIe 3BYKKN, Takne Kak poHOoBbLIN Kallenb U T. N. Ownbka BCTaBKK 4acTo NpUBOAUT
K CUTyaLmu, Korfia Nonb3oBaTenb He MOXET NOHATbL NPUYUHLI HeafleKBaTHBIX JeUcTBUi cucTembl. Ownbka BCTaBKN MOXET
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UMETb CepbesHble NocneAcTBUA AN YCNELWHOCTU U NpUemMnemMocTu Ananora Ans nonb3oBatens, 0co6eHHO HeOMNbITHOrO,
Koraa owwnbKa BCTaBKkM MPOUCXOAMT B CAMOM Havare juanora.

B.2.4 Owmn6Ka yaaneHus

OwwnbKa yaaneHnss BO3HUKAET, eCN BbI3biBaOLMIA abOHEHT NPOU3HOCUT BbiCKa3biBaHWE, HO rOJIOCOBOE MEHH0 He
perucTpupyeT BBOZA, U BKITto4aeT B cebs criydaun, Koraa He cpabatsiBaeT «npepbiBaHney. Owmbka yaaneHus Takke BKI1o-
YyaeT cnyyau, Korga 4YacTb BbICKa3blBaHWUSA Bbi3blBatoLLEro aboHeHTa Ha BbIXOA4Ee CUCTEMbI aBTOMaTUYeCKOro pacnosHaBa-
HWA peyvn owmboyHo oTbpolueHa. MpuinHamu oMBOK yaaneHnsa MoryT ObiTb HECOOTBETCTBIE YyBCTBUTENBHOCTM ASR 1
WHTEHCWBHOCTM PE4eBOro BBOAA NoMb30BaTens Uu oWMbKN onpefeneHns rpaHuL, pe4eBoro BBoAa, KOTopele NPUBOAAT K
HenpaBWbHOMY pacno3HaBaHWUo Hayana Uy OKOHYaHWUsA peyn.

B.2.5 Owun6ka samelueHmns

Owwnbka 3amelleHuns], KOTOPYIO TakKe MHOMAa Ha3blBaloT «Hepacno3HaBaHWe», MPOMCXOAMUT, Korda none3oBaTenb
(abOHEHT) NPoU3HOCUT BapuaHT nmetoLeiicsa B IVR rpaMmaTiki, a cuctema pacnosHaeT Apyroil BapuaHT UMetoLLeiics B
IVR rpammMaTuku. MocneacTsns aTnx olwmnbok ocobeHHOo cyLLecTBeHHbI, TeM Bonee ecnu nonb3osatens |VR He NnoHUMaeT,
YTO BO3HMKIA Npobnema ¢ pacno3HaBaHWeM. 3ameLLeHns MOryT MPUBECTU K HeXenaTenbHeIM onepauusam (Hanpumep, B
6aHkoBCKoI cchepe — HenpaBunbHbIA HOMep 6aHKOBCKOro cyeTa AN nepeBoja CpeAcTB) U Ae3nHdopmalum.

B.2.6 OwmnbKa OTKNOHeHUA

Owmnbka OTKNOHEHUS MPOUCXOANT B CUTYaLMK, Koraa aboHEHT NMPOU3HOCUT pedb, MMetoLytocsa B rpammatuke IVR,
HO OTKa3, Kak NMpaBumo, MPOUCXOAUT U3-3a HU3KUX KO3 DULIMEHTOB AOCTOBEPHOCTU. TakoW TUM OLIMBKK Takke HasbiBa-
FOT OLLMOKOW «OTCyTCTBUE COBMaAeHMii». Mo cpaBHeHUO ¢ OLIMBKaMmn 3amelleHuns], owmnbKa OTKNOHEHUA oveBUAHa AnS
Bbl3blBatoLero aboHeHTa. B cnyyae ownbkn oTKIOHEHUA cucTema nepefaeT uHdopmMaumio o npobneme aboHEHTY, YT
MOXET CTaTb XOPOLUUM Ha4arnom COBMECTHOrO pelleHns npobnemMbl. AGOHEHTEl MOryT BbITh pasapaxeHsl U3-3a NoBTopA-
roLLmxcs oLUMBOK OTKNOHEHUS. Taknme owmnbku NpensaTcTByoT 3dheKTUBHOMY BLINOMTHEHMUIO 3a8a4 U MOryT cchopMupoBaTh
y nonb3oBatens oTpuyarenisHoe MHeHNe 0 NPOU3BOAUTENLHOCTU cucTeMbl ASR.

B.2.7 HekoppeKkTHoe pacno3HaBaHue

HekoppekTHoe pacrno3HaBaHue BBOfa MPOUCXOAUT B CUTYaLMK, Koraa aboHeHT NPOU3HOCUT BbiCKasbiBaHWe, He co-
oTBeTCTBYloLee rpaMmaTuke IVR, HO cucTema pacrnosHaeT 3TO BbiCKa3bliBaHWe Kak BapuaHT, UMEIOLWUIACA B rpaMMaTmKe.
BrnusaHne HeKoppeKTHOro pacno3HaBaHWA Haxo4UTCA IAe-TO MeXAy BNUsHUEM ownbKn BCTaBKU U BAUAHWMEM OWNGKKN 3a-
MelleHns. B cny4yae HeKoppeKTHOro pacrno3HaBaHus C TOYKU 3peHNst aboHeHTa peakUnsa CUCTeMbI BLIFMAAUT CnyYaiHON.

B.2.8 KoppekTHoe oTKnoHeHue

Ecnu aboHeHT NpoM3HOCHT BbiCka3sbiBaHWe, OTCYTCTBYIOLLEE B rpaMmaTieckom Habope IVR, n cuctema oTKNoHseT
3TO BbICKa3blBaHNe — 3TO ABMAETCA KOPPEKTHLIM OTKITOHEHWEM. XOTA 3TO U He ABNAETCA OLWMGKOIN CO CTOPOHBLI CUCTEMBI
IVR, B TO Xe BpeMs HeobXoaMMO UMETb AWanoroBble cTpaTtern, KOTopble NooLpsoT BbiCKasdbiBaHNsi aboHEHTa B COOT-
BETCTBUM C rpammaTnydeckuM Habopom IVR, 4To cnocobeTByeT CHUXXEHUIO KONMYECTBA TakuX OLLUMBOK.

B.2.9 YactoTa nosBneHus owmbok

C TOYKM 3peHUsi YacToTbl NOSABMNEHUS U BO3LEACTBUA Ha yA0DCTBO UCMONB30BaAHUS rONIOCOBOIO MEHIO C pedeBbiM
BBOJOM OLUMOKM 3aMeLLEeHUs1 N OTKITOHEHWS SBNAIOTCA Haubonee BaXHBIMWM TUNaMM OWINOOK W3-3a HECOOTBETCTBUA Bbl-
CKa3blBaHUA Bbi3biBatoLLero aboHeHTa W pacno3HaHHOro CUCTEMON BbICKa3biBaHUs. Ha OTHOCUTENBHYIO0 YacTOTy BO3HUK-
HoBeHWS 060KX TUMOB OLLMBOK MOXHO BMUATL C MOMOLLLIO U3AMEHEHUS NOPOroB JOCTOBEPHOCTM pacno3HaBaHus. oBbl-
LLIeH1e MOPOroBoOro 3Ha4YeHUs KOSPULIMEHTa [OCTOBEPHOCTU pacrno3HaBaHWUs NO3BOMSIET CHU3UTL KONMUYECTBO OLWNGOK
3aMeLLeHNs, HO MPUBOAMUT K MOBLILUEHUIO YaCcTOTbl NOsiIBNEHUA OWMOOK OTKIOHeHMs. HanpoTus, cHUXeHWe Noporosoro
3Ha4YeHUs KoahULMeHTa JOCTOBEPHOCTM pacno3HaBaHMs NO3BONSAET YMEHbLUMTb KOMIMYECTBO TaKMX OTKNOHEHUIA, HO NpW
3TOM BO3pacTaeT KoNM4ecTBO OLLINBOK 3ameleHns. 3Ty ocoBEHHOCTB YacTo UCNOSb3YIOT AN Toro, YTobbl agantTuposaTh
NpPoun3BOAUTENBHOCTL CUCTEMBI ASR K TpeboBaHWAM KOHKPETHLIX NpunoxeHuit IVR.

B.3 PaspaboTka peueBoro uHrepdelica nonb3oBarens Ans ynpasrneHus olwumbkamm

OcHoBHoO npobriemMoi pa3paboTkn 3proHOMUYHOrO NONb3oBaTeENbLCKOro MHTepdeiica IVR ¢ nogaepxkon peveso-
ro BBoja SBNSETCA HEOBXOAUMOCTL yYeTa BCEX BO3MOXHLIX oLIMGOK pacno3HaBaHUsA. [pamoTHasi paspaboTka peveBoro
Nonb30BaTENLCKOro UHTepdenca MOXET NOMOb:

a) nsbexarb oWKNBOK pacno3HaBaHUA UM MUHUMU3UPOBATE UX KOTMYECTBO C NOMOLLBIO:

- TWwaTensHoro oTéopa BbickasbiBaHU aGoHeHTa (CM. Taioke pekoMeHAaLmMK o paspaboTke cnosapsa v rpaMmaTu-
yeckoro Habopa B pasgene 7);

- 3anpocos, KOTOpblE NOAAEPXUBAIOT U HaNPaBnSAOT pevyeBoil BBOg aboHeHTa B COOTBETCTBUM C UMEIOWMUMCS B
cucteme IVR rpammatudeckum Habopom (cM. pasgensl 9 u 11);

b) yMeHbLWUTL HeraTuBHLIE NOCNEACTBUA OLINOOK pacrno3HaBaHUs C MOMOLLbIO:

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

- COKpaLlleHus ownBok pacnosHaBaHWs, KOTOpble NPUBOAAT K NarybHbIM AEACTBMSIM CUCTEMBI (CM. PpeKoMeHgaLumnn
Ana noaTesepxaeHus B 13.7),

- noaaepxku aboHeHTa NpU ycTpaHeHUn OLWNBOK pacno3HaBaHusl (CM. pekoMeHaaLun B pasgene 14);

- BOCMPUATUS BbI3bIBAOLMM aGOHEHTOM HECOBEPLUEHCTB PEYM C NMOMOLLLIO afekBaTHbLIX (hopMynnupoBoK coobiie-
Huit 06 ownbke, BCnoMoraTenbHLIX 3aNpocoB U coobLeHuid obpaTHoii cBsA3u (cM. pekomMeHzauuu B pasgenax 11, 13 n 14);

- NpeaocTaBneHua AoCTyna K cneynanucty (cMm. pasgen 12).
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Mpunoxexnue AA
(cnpaBouHoe)

CBeQeHUs 0 COOTBETCTBUM CCbINTOYHbIX MeXOYHAapPOOHbIX CTAHOAPTOB
HauUuOHaribHbIM CTaHAapTam

Tabnuya OA1

OB03HaYeHNe CCbINOYHOro CTeneHb OBo3HayeHe U HauMeHOBaHWe COOTBETCTBYHOLLEro
MeXAyHapo4Horo ctaHaapTa COOTBETCTBUA HalUWoHanbHOro ctaHgapTa
NCO/M3K 13714 — *
MCO3-T PekoMeHaauua E-161 — *

* COOTBETCTBYIOLWIA HaLMoHanbHLIA CTaHAapT oTCYTCTBYET. []o ero NpUHATUS peKoMeHYyeTcs UCNonb3oBaTh Mne-
peBoZ Ha pycCKWii A3bIK AaHHOTO MEXAYHapOLHOro cTaHAapTa.
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