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XapKiBChbKUH HALIOHAIBHYI YHIBEPCHUTET PaiOENeKTPOHIKH, XapKiB, Y kpaina

Onniero 13 HaHBOXIMBIMMX 3a1a4 T8 Oyab SKOI JEp>KaBH € OpraHiailis
eheKTHBHOT B3a€MOIii HACeNIeHHS 3 HOTO eKCTPEHUMH CTy>k0amMu 3 MeTor 3a6e3-
TIeueHHs Oe3MekH, K Y TIPaBOBOMY TTOTI, TaK i B MOOYTI, a TAKOXK HAJAHHA HEBi-
KJIAHUX 3aXO0MIB I0/0 TOPATYHKY KHTTS 1 30POB'ST KOXXHOTO TpOMaJsHHHA. B
1IbOMY aCMEKTI NIEPCHEeKTHBHAM HANPIMKOM € opraHizauis cyyacHux Call-uentpis,
10 T03BOJITHOTH onepamsno Ha OCHOBI OJIEP’KAHOI BiJ KJIIEHTA 3a JOIOMOIOH
PI3HMX 3ac001B 3B'3Ky MaKCHMAlIbHO MOBHOI 1H(pOpMALli, NPUAMATH ONTHMAaJTbHI
PIIIEHHA | KEPYBATH BCIMA JIIsIMH TIPH BUPITIEHHI BHHUKAKOYMX Tipobriem [1].

MeToro A0omoBiai € aHam3 1 OOTPYHTYBAHHS 3aTaJbHUX MMHTAHB 110 OPTaHi3a-
1ii 1 YHKIIOHYBAHHIO HALIOHAJIBLHOrO creianizoBanoro Call-ueHTpy ekcTpeHux
cnyk0 «Cuctema 112». Lls cucTeMa € yHIBEpCanbHOW0, TOMY IO 103BOJISIE YHI(I-
KyBaTH 1 ONTUMI3YBAaTH POOOTY paHille CTBOPEHMX IMCIETYEPCHKHX CITYKO excT-
penoi gomomoru («101», «102», «103», «104»), ckoopauHyBaTH iX podoTy, 3abe3-
MEeYUTH 301p NEPBUHHOT 1H(OPMALIT, TOIMO — 32 €XUHUM HOMepoM « 112y [2, 3].

B nomosigi mponoHyeThCs 10 00TOBOPEHHSA (yHKIIIOHATbHA CTPYKTYpa «CH-
ctemu 112», po3TiisaIatoThCs MATAHHS MO0 PO3POOKH METOTHMKH 300Dy 1HpOpMa-
11 1 00poOKM BUKJIMKY MPO HAaJ3BMYaiHI CHTyalli HA OCHOBI 3aCTOCYBaHHs yHi(i-
KOBAHOI KapTKM 1H(opmMauiiHoro odmiHy. Takox 3 ypaXyBaHHAM HasBHOCTI YHi-
dikoBaHOI KapTku 1H(OpMALIHHOTO OOMIHY aHAM3YEThC aNTOPHTM (YHKLIOHY-
BaHA Takoro Call-uienTpy B mporeci obcmyroByBanns BHKIHKIB [3]. HaBomatses
pe3yNIbTaTH aHAM3y KirouoBux mapameTpiB Call-ueHTpy ciy 0w « 112y, mo Brum-
BAIOTh HAa MOro (JyHKLIOHATbHICTb, 30KPEMa Takl K. PIBEHb 0OCIYroBYBaHHs, ce-
peHsl WBHAKICTh BIAIMOBIL, PIBEHb 3aBaHTA/KEHOCTI OINEpPaTopa Ta KIMbKICTh OMe-
patopchkux Micup y Call-uenTpi.
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¥ 3pobieHo OrIMmoBHif aHam3 ocobmBocTel opraHisamii Ta pospurky Call-entpis. B
SKOCTI KOMITIOTEPHOI ILIaTgOPMH 3APONOHOBAHO BUKOPUCTOBYBATH TeXHOIOTIHHY
atopmMy KomirroTepHoi Tenedorii. Ilokasaro, mo Texmonoria CTI opientopana Ha
chnyrcnsyBaHHs{ BEJMKOI KITbKOCTI BUKJIKIB 3 601<y IeBHUX IpyIl aboHeHTiB. ToMy Taki
CHCTEMH KOMITIOTepHO-TeNepoRHO] iHTerpartii ¢ AOCHTb eheKTHBHMM PIMICHHAM y pasi
oprauizarii cydactrx Call- Ta KOHTaKT-IEHTDIB PI3HOTO PHI3HAMESHHI.

¥ Tlpoamanizopana Thmiopa dymHKIioHanmbha cxema Call-ientpy Ta anmroputm ioro
poboTn B TIporeci HajAHHA TOCIyT. 3asHateHo, mo Call-reHTpH Takoro THI 37jaTHi
0BCIyroByBaT! 3alTH DIHUX THIIB, IO HAIAXONATH 3 DPISHUX TeleKOMyHIKaIliifHiX
MepeiK; 3abe3IedyIoTh YHIBepCATbHICTh JOCTYILY 3 TOUKHU 30Dy KIIEHTa 1 CBOOOLY BHOOPY

MeTOMy JIOCTYIIy O TIOCHIYT.

F TIpoaHami3oBaHi, a TAKOXK po3pobIeHO Ta OOTPYHTOBAHO:
— TrmoBa crpykTypa «Crucremu 112» Ta ronosHi i 0cobImMBOCTI 1 MOMIIMBOCTI,
dymxmionysanna «Cucremu 112» y mporeci saifcnenta 36opy JHCbopMaJ_{u Ta
06p06KI/I BUKIHIKIB, /¢ B OCHOBI IeXHTh 34CTOCYBAHHSI YHI(IKOBAHOI KapTKU
iHpopMariiHOrO 06M1Hy
— (yHKIIOHAMbHA CTPYKTypa Ta anroputy pototu Call-nentpy «Cuctemu 1125 Ha Gasi
CTI y mporeci 06po0KM BHUKIMKIB 3 BHKOPHUCTAHHAM yHIiiKOBaHOI KapTKH
iHpOpMAIIHHOTO OOMIHY.

¥ 3amporoHoBaHa METOIMKA BU3HATEHH XapakTepUCTHK MpoaykTusHOCTI Call-1eHTpy.
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