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MUHHUCTEPCTBO OBPA3OBAHMS 1 HAYKHA POCCUIICKOMN ®EJEPALIIN

['ocynapcTBeHHOE 00pa3oBaTEIbHOE YUPEKICHUE
BBICIIIETO MPO(PECCUOHAIBHOIO 00pa30BaHUs

MOCKOBCKHUM I'OCY JIAPCTBEHHBIN
CTPOUTEJIbHBI YHUBEPCUTET

Pa3pa0doTka cucTeMbl NPSIMOIo 001 EeHUSA

pa60qaﬂ TCTpadb OJA MPE3CHTAOUU

KpaTKHﬁ KOHCIICKT AOKJIaaga

MOCKBA 2011
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Cmarig 1

PASPABOTKA
CUNCTEMbI
NPAMOIO OBLWWEHNA
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Craiig 2

CocTaB cucTeEMbI NPAMOro
ooLeHuns

CALL-LUEHTP
«KUBOE»

OBLLEHVE @

OHJITAVH-
TEXHONOI
NN
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Cmatig 3
«Knsoe» obueHune
[MpenmyuiecTBa HepoctaTtku

MpocTo opraHM3oBaTb OrpaHunyeHuns no BpeMeHu paboTbl

He Tpe6yeTc;| cneuynanbHbIX H806X0,D,VIMOCTb opraHunsaumm n

TEXHNUYEeCKMnx cpeacTs npoBeneHmna Bble3HbIX MepOI'IpVIFlTMVI

Hawnbonbluee B3anmonoHnmaHue CTOpPOH 3a,EI,eI7ICTBOBaHI/Ie OonbLUOoro Ymucna
COTPYAHMKOB

YcnelHoe pewieHne Hanbonee OCTpPbIX

BOnpocos nOBTOpeHI/Ie MOEHTUYHbIX OTBETOB Ha
MAEeHTUYHbIE BOMPOChHI
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Call-ueHTp

MOLLHAS

MHOIO®YHKUMOHATINBHAA

CNCTEMA

OBPABOTKA TUIMNOBbLIX
3AIMNMPOCOB
N
MAPAJINENBbHbBIE
TENE®OHHbIE
JINHNN
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CTpykTypa paboThl call-ueHTpa

?M

Y
il
i
z|
i
i
"INl
T
EZ!:!




Catig 6

Anroputmbl 06paboTKu

3an QECO B
MpocTa
A
oyepeq
HaunmeHbllee b Hanbonbliee Bpems
obuiee Bpems npocTos
pasroBopa Z
HanmeHbluee
KONN4ecTBO
obpaboTaHHbIX
Bbl30BOB
Z 2
CnyyanHbin BbIGOp CornacHo nucty
HECKOJSTbKMX npUopuTETOB




Caying 7

276

Peanusauusa ctpartermm
«[lpocTasa oyepeb»

AreHT 1 npHHHMaET Nepebii BbI30B i, & Arentl

AreHT 2 BTOPOA Bbi30B 30X ‘/, & Arent 2
AreHT 3 TDETHH M TaK ganee. ﬂ/ & AreHT 3

3CX
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Peanusauua ctpartermm
«HanmeHblLee obLiee BpeMs

pa3roBopa»
' #3 & Arent 1
L _ad
3CX ‘.r‘ H2 & AreuT 2
N
#1 '% AreHt 3

3CX

57 MunyT

53 MuHYTbI

49 MuHyT
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Peanusauusa ctpartermm
«Hanbonbliee BpemMs NpoCTos»

NpeopHTer Bpesn NoC e paiosopa

#3 & AreHtl 3 CexyHAbI
30X ‘r' #1 & AreHT 2 6 CexyHg

#2 & AreHT3 4 CeKyHgbl

3CX
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Peanusauusa ctpartermm
«HanmeHbLlLlee Konm4ecTBO
06paboTaHHbIX BbI3OBOB»

|||||| pHTET TH

#3 & AreHt 1 37

-

3CX #1 & AreHt 2 34

#2 & Arent 3 36

3CX
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Peannsaumnsa ctparternm
«CornacHo nMcTy NpuopmuUTETOBY

‘J‘_ & Arent 1 1
ﬂ_ & Areur 2 2
_—— A Arewt 3 3

SCX % Areur 4 4
& Areudt 5 5

& AreHr & 6

3CX
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Cmatig 12

Peannsaumnsa ctparternm
«Cny4anHbIn BbIOOP HECKOSTBbKUX»

A Arenr 1
‘; Aredr 2

& Aredr 3
a Aredr 4

& Arent 5
A Arent b

1]

3CX

3CX
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Cmaiig 13

OHMNanH-TexHonornm ooLweHuns

[ E-mail ] /{OHnamHmeccer,mepb]

ABUTYPUEH

Hm

CouunarnbHble
ceTu
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KPATKUH KOHCHEKT JIOKJIATA

B otnuune or MaccoBOro MHGOPMUPOBAHUS IIKOJBHUKOB U aOUTYpPHEHTOB
nocpencteoM CMMU, uHTepHET W JpyruMu croco0amMu, MOpsMoe OOIIEHUE ¢
KOHKPETHBIM a0UTYPUEHTOM HPECTaBIIET COO0M OTACNbHYIO U CIOXKHYIO 337a4y,
HamOoJiee palMOHAIBHOE pEIIeHHEe KOTOPOM MOXKHO HaWTH, HCXOAs u3 e
CUCTEMHOCTH. 3JI€Chb II0J] CHCTEMHOCTBIO TOJAPa3yMEBAETCs HCIIOJIb30BAaHUE
MAaKCUMAJIBHO IIMPOKOTO CIIEKTPa BO3MOKHBIX KOMMYHHUKATUBHBIX CPEACTB.

OmHuM W3 mpocTeHmuX (C TEXHHYSCKOW TOYKH 3PCHUS)  SIBISCTCS
HEIOCPEJICTBEHHOE, <OKMBOE» OOLIeHHWE aOUTypHEHTa C MPEACTaBUTEIEM BY3a.
MeHHO B TakoM BapuaHTE JIOCTUraeTrcss Haubosiee IMOJHOE B3aMMOINOHWMAHHE
ctopoH. Ho, BciencrBue  JOCTaTOYHO — CHJIBHOW — OFPAHUYEHHOCTH B
TEPPUTOPUAIBHOM U BPEMEHHOM aCHEKTaX, MPUMEHSATHCS JTaHHBIA BUJA OOLICHMS
MOXET Jn0o, 1o OoJblIel 4YacTd, s peuieHus: HauboJiee OCTPBIX BOIPOCOB,
OCOOCHHO B JIETHUI Mepuo] NpuéMHOM KammaHuu, JUOO BO BpeMs MPOBEACHUS
pa3MYHbIX (B TOM 4HCJIE BBIC3THBIX) MEPONPUATHI (IHU OTKPBITHIX JBEpEH,
oOpasoBaTelibHbIC BHICTABKH), OPTaHU3aIHsi KOTOPBIX MPECTABISET cO00i BechMa
Tpyno- W pecypcoéMkun mpouecc. Kpome Ttoro, ecim mnpoaHaau3upoBaTh
CTPYKTYpBI 33/1aBa€MbIX B IIPOLIECCE OOIIEHUSI BOIPOCOB, MOKHO CENaTh BBIBOJ O
TOM, YTO MHOTME U3 HUX WACHTHYHBI APYT APYTY, MOCKOJIbKY aOUTYpUEHTOB, B
Macce CBOEM, HHTEPECYIOT IIPUMEPHO OJMHAKOBbIE TeMaTuku. llosTomy
COTPYAHUKH BBIHYKJECHBI OTBEYAaTh HA CXOXKHE BOIPOCHI B TEYEHUE JUIUTEIBHOIO
nepuoaa BpEeMEHH, YTO CIOCOOHO BbI3BaTh YBEJIMYEHHE BPEMEHH, HEOOXOIUMOE
aOUTYpHUEHTY JUIsl IOJYy4YEHUs OTBETA Ha CBOM BOIIPOC.

WubiM  crnocoOoM peanu3allid  paccMaTpUBAEMOW CHUCTEMBI  SIBIISIETCS
opranuzauus pabotel TenedoHHbIX JuHUN. Cpa3dy ke CHuUMaercs mpobiema
<GKABOT0» OOILEHUs, CBA3aHHAsl C TEPPUTOPUATILHON MPUBSI3KOW, BEJlb TO3BOHUTH
no tenedoHy MOXHO, HAaxoJsACh WU Ha OOJBIIOM pacCTOSHUM OT By3a. Ho 3TO
CO3/1aéT JOTOJHUTEIbHBIE TPYJHOCTU B CBSI3M C PE3KUM YBEJIMUYEHHUEM OOIEro
Yyclia KOHTAKTHPYIOIIMX aOUTypHEHTOB, a TaKXe YHWCIa OJHOBPEMEHHBIX

oOpaleHuii B ONpeaeaEHHbIA MEPHOJ BPEMEHU. 3/1eCh BO3MOXKHBI Pa3IUYHBIC
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BapUaHTHI pelIeHUs 3TOM npoOeMsbl. [IepBblil U3 HUX 3aKII0YAETCS B YBEJIMYECHUN
napajjieibHbIX TeNePOHHBIX JIMHUM, KaXJas U3 KOTOPBIX 3aKperieHa 3a
OTHCJIbHBIM  COTPYAHHUKOM,  KOTOPbIH  HEMOCPEICTBEHHO  OOLaercs ¢
abuTypueHTOM. ECTeCTBEHHO, TakOil MOAXOJ BECbMa 3aTPYJHUTEIEH B CBS3M C
HEBO3MOXHOCTBXO  HEOTPAHUYEHHOI'O0  pPACIIMPEHMS  IITATHBIX  €JUHULL
nojpa3fesieHusl By3a, 3aHUMAIOLIErocs HMHPOPMAIMOHHBIM  o0OecredeHueM
noctynaromux. [IoMumMo yBenM4eHUsT YUCIEHHOCTH COTPYAHUKOB, CYIIECTBYET U
Oonee palMOHANbHBIM BHJUTCA HWHOM MEXaHW3M peaju3alud OOILIEHUs C
aOUTypueHTaMH, a HMEHHO, NPHUMEHEHHE pa3JIMYHOrO pOJa COBPEMEHHBIX
TEXHUYECKUX CPEJICTB U OHJIAMH-TEXHOJIOTUM. B epBoM cilyyae MOYXHO TOBOPUTH
o ¢ynkunonupoBanuu call1ienTpa, Bo BropoM — mHTepHeT-mopTana. Oba 3THx
BApUAHTA MEPCIEKTUBHO U BBHINOJHO COBMEILATH B €IMHOM PELIEHNUH, PE3YJIbTaTOM
KOTOPOTO  CTAaHOBUTCS ~ MOIIHas CHCT€Ma [0 OpraHu3alud  OOIIEHHUS,
KayeCTBEHHOI'O0 M JOCTYIHOI'O IOJIb30BATENI0 W3 JIIOOOM TOYKHM IUTAHETHl U B
11000€ BpeMms.

Kak yxe oTMeuanoch Bbillle, OCYIIECTBICHHE OOUIEHUS TOCPEACTBOM
TenedoHa CHUMaET MpoOJieMy TEPPUTOPHUAIBHON MPHUBSI3aHHOCTH aOUTypUEHTa K
MECTY pacloJoXKeHus By3a (JInOO K MECTy MPOBEACHHUS BBIC3THOTO MEPOIIPHSTHUSA),
HO CYILIECTBYIOT MpoOJeMbl BPEMEHHOM OIrpaHMYEHHOCTH HTOr0 CHOco0a
KOMMYHHUKaIMH. J[er10 B TOM, 4TO, BO-NIEPBBIX, YBEIMUYEHUE YKcia oOpalleHuil B
€MHMIY BpEMEHH TpeOyeT OpraHu3aluy NapajuieaIbHOro oOMEeHus, U, BO-BTOPBIX,
pabora TeneOHHBIX JHMHUA MOXET OBITh OrpaHudeHa Tpaduxom pabOTHI
COOTBETCTBYIOIIIETO TOJpa3neieHus By3a. Buenpenue call-uentpa mnpuzBano
pelInTh J3TU CIOXHOCTU. IlepBoouepenHol 3amadyedl 0OpU  3TOM  SIBISETCA
BBISIBJICHHE THUIIOBBIX 3alIPOCOB, MOCTYMAIOIIMX B IPOLECCE OOLIEHUS, a TaKKe
ONpeeNEHHBIX MMapaMeTpPoOB ATUX 3arpocoB. IIpu Gosiee KOHKPETU3UPOBAHHOM U
JETAIbHOM PACCMOTPEHUU 3TO BBITJISAMT CIEAYIOIMM 00pa3oM: 0000IIarTcs
3aJjaBaeMble a0UTYpUEHTAMU B T€UEHUE HEKOTOPOIO MEePHOa BPEMEHH BOIIPOCHI K
npuéMHON KoMuccuH (JIMOO APYroro MOApasesieHHs] By3a), KOTOpble W OymyT

3aJ05Ke€HBI B OCHOBY pabothl Call-ientpa. Jlaaee st Bonpocsl (MHOTIA YCIOBHO)
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JENATCA Ha ONpPENENEHHbIE TPYIINbI, BBICTPAUBACTCA HEKOTOpAs HEpapXus

3anpocoB. TakuM 00pa3om, abUTYypueHT MoKeT HailTh oTBeThl HAa CBOMU Bompock,

QQ X

ABUTYPUEHT
KOTOpbIE, C JOCTAaTOYHOW CTENEHBIO BEPOSITHOCTH, OYIyT CXOXKH WU JaXKe

COBNAJaTh C BOMNPOCAMHU JPYIHMX MOCTYHAKOLUIMX, YTO TMO3BOJISIET TOBOPUTH O
npsMOM OOILIEHUH C OJHOW CTOPOHBI, MU CHHU3UTh HArpy3Ky Ha OINEpaTopoB,
KOTOpbIE M30aBISAIOTCS OT HEOOXOJIMMOCTH OTBEYaTh HAa TUIOBBIE BOMpOChl. K
TOMY €, B CIHCOK 3THUX BBIIEISEMbIX TPyNI 3alpOCOB MOXHO BKJIHOYATh
BOIIPOCHI, OTHOCSIIMECS HE TOJIbKO K HEMOCPEeACTBEHHOW pabore NpuéMHOU
KOMHCCHH, HO M JPYTUX CTPYKTYPHBIX IIOApA3JEICHUM By3a, TaKKe
3aJIelICTBOBAaHHBIX B OOILIEHHHM C MOCTYMAIOIIMMHU, HAmpuMep, AeKaHaThl. JTO
MO3BOJISIET HCIOJIb30BaTh €AMHBIA Tele(OHHBIA HOMep I OOpalleHui
a0UTYpHUEHTOB IO pa3HbIM Bompocam. J[ns moBbilieHHs yAo0cTBa aOUTypUEHTa
npu oOpalieHuu K TOJ00HOM cHuCTeMe CIeayeT OTMETUTh BO3MOXKHOCTD
ucnosib3oBaHusi HoMepoB Bujia 8-800XXX-XX-XX, yacTo BCTpeyaromuxcs npu
OpraHu3alliy Pa3IMYHOTO POJAa «TOPSYMUX JIMHUM» U OCCIUIaTHBIX JJIS 3BOHSIIIETO.
[TockonbKy B pa3Hble BpeMEHHbIE TIEpUObI 001asi TeMaTHKa 3allPOCOB MEHAETCH,
HEOOXOIUMO TPETyCMOTPETh PEATU3alUI0 KOPPEKTUPOBKUA CIUCKOB M TPYIIII
TUIIOBBIX BOIPOCOB, B pE3yJIbTaTe 4Yero OyaeT JOCTUTHyTa TpeOyemasl CTEeleHb
aKTyaJIbHOCTU MH(OpMaIu.

Beenenune momoOHON cucTeMbl 0OpaOOTKH 3ampOCOB TO3BOJISIET CHU3UTH
Harpy3Ky Ha OIepaTopoB, HO HU B KOEM CIy4ae HE MOXKET OTMEHHUTh MX paboTy Mo

HETMOCPEACTBEHHOMY OOIICHUIO ¢ abUTypUeHTaMH, T.€. NMpodJieMa mapajuiebHOro
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npuémMa 3BOHKOB OIEpaTOpaMH HE pelleHa Ha JaHHOM J3Tame. TpeOyercd Takas

CHCTEMa pacIpeeNieHHs 3BOHKOB MEXIy OIlepaTopaMmu, MpU KOTOPOW 3arpyska

P .
- > CALL-LIEHTP

ABUTYPUEHTDI

KaXaoi Tene@oHHOM NuHUU (KaXaoro omeparopa) OyaeT Kak MOXKHO OJIMXKe K

CpCAHCMY 3HAa4YCHHIO OTHOCHUTCJIBHO BCCX

OMEepaTopoB, a BpeMs OXUJAHUS aOUTYpUEHTOM
OTBeTa omeparopa OyJeT Kak MOXXHO MEHBbIIIE. }
HeoOxogumbiM  yCIIOBHEM 3/1€Ch TaKXKe SIBIISCTCS

BO3MOXXHOCTh H3MEHEHHSI aJrOpUTMOB OOpaOOTKM 3alpocoB IO 3apaHee

Crparternm Owepegn Boizosos OnpenenéHHoMy TrpaguKy wiM B

pealbHOM BpeMEHHU. Tak, IOJKHBI

© HMKOrAa He TepPATh KAMeHTCKMe 380HKKM  OBITh 00ECIICUCHBI pa3HbIe BAPHUAHTHI

" YMEHbLWWTL BPEMS OMMAIHWA pabdotel  call-uentpa B seTHmi
* Mo ovepegm
Saonsuiil bussalt HEPUOI, Korzaa JIOCTUTrAeTCs
TERMIIH PIE SR PSRN PRSFORORN MaKCUMaJIbHOE KOJIMYECTBO
KTo MeHbLU e oTEETHA
Tpoe no npHopHTeTy 06paH16HI/II71, Hu B I1EpUOABI C

Tpoe cnyvarHo . .
MCHBIUICH HAI'PY3KOM HaA OIIEPATOPOB.

PaccMOTprM KOHKPETHBIE TPUMEPHI
pa3paboTKu aJIrOPUTMOB

B3O | = - (GyHKIMOHUPOBAHUS KOHTaKT-



287

neHTpa, peaymsoBanHbie ¢upmort «ICE Partners»s mpoaykre «3CX Phone
System» §ioayne «Call 11enTp»).

OcHOBHBIE 3a7a4d, KOTOPBIE CTaBITCS MEpell pa3padOTYMKaMU CHCTEMBI,
copmynupoBanbl Tak: «HuKorja He TEPATh KIMEHTCKUE 3BOHKU» U «Y MEHBILIUTh
BpeMsi OKUTAHUS». [lepBoe 1oJIpa3yMeBacT HaJIn4yue
BBICOKOKBAJIM()UIIMPOBAHHOTO MEPCOHaNa, 00Jaalolero T0CTaTOYHbIM YPOBHEM
3HAaHUU U B MPEMETHOIN 001aCTH, ¥ B 4aCTH PaOOTHI CO CIOKHBIMHU TEXHHUECKUMU
yCTPOMCTBAMH, M B OCHOBAaX ICHXOJOTHYECKMX KOMMYHHUKAIIMOHHBIX MPUEMOB,
HEOOXOAUMBIM JJIi OpPraHu3alliil TMPABUIBHOTO MEXJINYHOCTHOTO KOHTAaKTa,
OTJKEHHYIO pab0Ty TEXHUYECKUX CHCTEM, TTO3BOJISIONIYIO PEIaTh MOCTABICHHBIC
3amaun 0e3 Kakux-mubo mepedoeB MO0 ¢ MUHUMAIBHBIM HX KOJIMYECTBOM IPH
MOCJICAYIONIEM  OMEPAaTUBHOM  YCTpPaHEHWH;  yA0OCTBO  oOpaieHuss U
B3auMoJieiicTBus ¢ call-1ieHTpoM JIsl MOTeHIMATLHOTO KJIMEHTA, B HAllleM Ciyvae
— alurypueHTa. YMEHbUICHHE BpEMEHU OXUAAHUS MpeAslaraercsi MyTeéM
UCTIOJIb30BaHuUs (OTIIEBHO WM COBMECTHO) Pa3HOOOPA3HBIX CTpaTeTHii 00paboTKH
ouepeau BbI30BOB. B maHHOM pa3paboTke MmpeaiaraloTcs pa3indHble UX BapHAHTHI.

B cooTrBeTCcTBUM
Crpaterua «Mo ovepegu

c IIPOCTOM
0YEepEMHOCTHIO, Koraa
AreHT 1 NnpMHUMAET NEePEbLIH BbIZOB a Aredtl
BCE OIIepaTopshl
BBICTPAauBaOTCS B
AreWT 2 BTOPOA BbI30OD 3CX ‘ - & Arewr 2 O9CPCIb U BXOASALINH
BBI3OB IMOCTYyIMacT
_ IIEPBOMY B STON
AreHT 3 TPETHIA M TaK ganee. : & AreHt 3 9]
oyepeau, CIEeAYIOLINN
3BOHOK — BTOpPOMY H
3CX W tak  panee.  Takas

CTpaTervsi XOopola IPOCTOTOM B CBOEM OpPraHu3alMd U TPU OTHOCUTEIIBHO
PaBHOMEPHBIX TapaMeTpax TOCTYIUICHWS 3BOHKOB M HMX 00pabOTKM maér

AOCTATOYHO HCIJIOXHC PC3YJIbTAThI. CrnoxHoCTH BO3HHKAIOT, CCJIH IIOABJIACTCA
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HCPABHOMCPHOCTD B paClpCACICHNN MMOCTYIUICHWA 3BOHKOB, KOria OAWH OIICPaTop

0)XKHJIaeT «CBOI» BHI30OB

Crpaterna tHaumeHblWee BPEMA pasrosopay

JIOCTATOYHO
NpwopHrer Bpema pasosopa

MIPOIOTIKUTEILHOS

#3 a AreHt 1 STMMEYT  phemsi, B TO Bpemsi Kak

& Ipyroii obpabaThIBacT

IBA «CBOMX» BBI30BA

3CX #2 &Ammz 53 MumyTsi
npakTuyecku 0e3

\ wape IepephIBA.

#1 a AreHT3 49 MuwyT CymecTByloT U
bl

ApyTHUe mpobIeMsl,
< @) QES X W CBSI3aHHBIC c

3CX ‘. - #1 & AreHT2 6 CexyHa OpraHusanrcu
paboTHI

\ \ OTIepaToOpOB.

#2 a AreHT 3 4 CexyHap! [TosTomy

NpEUVIOKEH  PAll

3CX

IMO3BOJIAIOIIUX PCAIN30BATh TOT HIIN WHOM MEXaHHU3M O6pa6OTKH 3aIIPpOCOB UCXOIs

JIPyTUX CTpaTerui,

U3 YKa3aHHBIX BbIIIE TPUHIUIIOB KAYECTBA U CKOPOCTH.

B cooTBeTcTBUM CO BpeMEHEM HE3aHSITOCTH KaXKJOro oreparopa. B stom
cllydae TpH YCIOBUU JIOCTYIHOCTU [IJIi aODOHEHTOB BCEX OMEPaTOpPOB TMEPBHIN
BBI30B OYJET MepeHarpaBieH Ha TOTO olepaTopa, BpeMsi 0e3/eiCTBHSI KOTOPOTO
MaKCUMaJIbHO. DTO TO3BOJISIET PEIIUTh MPOOJeMy C MOMBITKAMU KOTo-JIMOO M3
OIIepaTOPOB MePEaTh «CBOM» BBI3OB JPYyromMy omneparopy. OTHOBPEMEHHO C 3TUM
PE3KO CHIKAETCS BEPOSTHOCTh BO3HUKHOBEHMS CUTYyallUM, KOTJIa OJHOMY U3
OTepaToOpoOB MPHUAETCS 00padaThIBaTh MOJPS Cpa3y HECKOIBKO 3alpPOCOB.

B cootBercTBHM ¢ 00miel IIUTENHHOCTHIO MPEABIAYIIUX Pa3rOBOPOB,
MOCKOJIbKY TTOMHMO HEPaBHOMEPHOCTH TOCTYIUICHUS 3BOHKOB HEOOXOIMMO

YUYUTHIBAaTh W HEPABHOMEPHOCTh UX 00paboTku. CoOriacHO 3TON CTpaTeruu
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NEPBBIM BBI30B OyJeT 00CiIyXHBaTh TOT ONEparop, oOwas AJIUTEIbHOCTD
NpeabIAYIIUX pa3roBOPOB y KOTOporo Obula HauMeHbllas. Takum o00paszom,
OTCEKAETCsl CUTYyallus MOMNBITKM CO CTOPOHBI ONEpaTopa OTBETHTh KaK MOXHO
JaKOHUYHEE M, CJIEJOBATEIbHO, HE JIOCTATOYHO IOJHO Ha BONPOC aOUTypHUEHTA,
OCBOOOJMB HEKOTOpOE BpeMs «IJIsl ce0s». DTUM CaMbIM TaK)Ke IOBBIIIAETCS
KadecTBO oOcmyxuBanus B call- nentpe.

B cooTrBercTBUM € KOIMYECTBOM OOpaOOTaHHBIX BBI30BOB. CHUTyauus

Crparerma tKTo MmeHblUe OTBETHA N aHaJIOTUYHAa

NpWopETer L) TP el b sl B B

IpeabIIyLIHAM
u3 l& Rinses 3 37 CTpaTerusiM, € TeM

F
P OTJIMYUEM, 4YTO B

OCHOBE JIEKUT HE
3CX g #1 & Arent 2 34 BpeMs OXKHUIAHHS M

\ 00pabOTKH BHI3OBA,

a KOJIN4YCCTBO
#2 & Arewt 3 36

00paboTaHHBIX

3CX : oneparopamMu

3anpocoB. OuepeAHON BBI30OB OyIET aapecoBaH TOMY OIEpaTopy, KOTOPBIMA Ha

JaHHBIH MOMEHT BpEMEHM 00paboTaji HaUMEHbBIIEE YHUCIO BBI30BOB. ITO

NO3BOJIAET JOOUThCS HauOoyiee PaBHOMEPHOTO pacHpelesieHUss Harpy3kd Ha
OIIEpaTOPOB.

JIBe ocTaBIIMEcs CTPAaTEerMH CXOXH MEXAYy cOO0Oi M OCHOBaHBI HA TOM, YTO
au00 TpeaBapUTENIbHO CO3AaéTCd JUCT MPUOPUTETOB OMNEPATOPOB, COTJIACHO
KOTOPOMY M paclpeielisiloTCsl MOCTyHaroue 3BOHKH, JHUOO ONepaTtopsl
BBIOMpAIOTCS ClOy4yallHbIM o0Opa3oM. B mepBoM ciydae cuctemMa TMO3BOJIUT
3a71€MCTBOBATh UMEHHO TEX OIEPATOPOB, KOTOPBIC HA JTAHHBIA MOMEHT SIBIISIOTCS
HanOoJiee BOCTPEOOBAHHBIMU COTJIACHO HEKOTOPBIM KpuTepusMm. [lpuuém st0
MOXET MpOSBIAATHCA ABOSIKO. C OIHOM CTOpPOHBI, NEPBBIMH B MPHUOPUTETHOM
CIHCKE MOTYT pacroyaraTbcsi HanOosiee KBaTU(pUIIMPOBAHHBIE OMEpPaTOPhl, €CIIU

Ha JIaHHBIH MOMEHT TpeOyeTcsi onepaTuBHas 00pabOTKa CIOXKHBIX BBI3OBOB. C
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JIPyrof, — MEPBBIMA B CIUCKE MOTYT OBITh M HOBHUYKH, KOTOPBIX HEOOXOIUMO
00ECIeYTh TOCTATOYHON HArpy3KOW JIJIS 3aKPEIUICHUS HABBIKOB, MMOJIyYCHHBIX Ha
TpernHrax. CiydaiiHas CTpaTerus, HaoOOpOT, Ha3HA4YaeT BBHI30B BHIOPAHHBIM
orepaTtopaM, aOCOJIOTHO OE30THOCUTENHLHO K WX KBalU(UKAIUU. 37eCh TaKKe
peaiM30BaH MEXaHWU3M HE TMOCIIEIOBaTEIbHON Mepeaaun BbhI30Ba OT OIepaTopa K

OllepaTopy, a OJHOBPEMEHHBI BBI30B HECKOJIBKMM OIEparopam cpa3y, 4To

Crpaterns «Tpoe no npHOpUTETYR NS Crparerva «Tpoe cnydaiHon

[ — & Arent 1 1 _—— & Arent 1
[ & AreHt 3 3 & Arent 3
3CX & Arent 4 a CX e & Arenr 4

3CX

Crparerwa «Tpoe No NPpUOPUTETYD ~
O IMLMA B CTIRCKE

3 AreHr 3 3 ‘r & AreHr 3
3CX & Arent 4 4 3CX & Arenr 4
| S & AreHt 5 5 —— & AreHr 5
— & aems 6 s R aews
FOX | e 30X

MO3BOJIIET CPEU 3aHATHIX ONEPATOPOB OBICTPEE HAMTH 3aKOHUYMBIIIETO 00PabOTKY
BBI30BA U JJOCTYITHOTO JJIsi OOpaIieHusl.

O06s3aTenbHBIM u HEO0XOIUMBIM yCIIOBHEM YCIICIIHOTO
dyHKIoHrpoBanus Call-ieHTpa sBisieTcs MPaBUIIBHO OpraHU30BaHHast 00paboTKa
NOCTYMAIOIIUX 3alPOCOB C TOUYKHU 3PEHUS KOPPEKTHOCTH U IMOJIHOTHI MOJy4yaeMon
abutypuenrom mHpopmanuu. Mcxons u3 ycnosus, yro call-entp oOcmyxuBaet
3alpochl HE TOJBKO OTHOCSIIMECS HEMOCPEICTBEHHO K BOIpocaMm IMpHuéma,
HEOOXOJMMO yUUTHIBATH TOT (PAKT, YTO OMEpaTOpP HE MOXKET OBITH CHEIHATUCTOM

BO BCEX HHTEPECYIOIIUX a0UTypueHTa MpeAMeTHbIX obnacTsax. I[losTomy
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OMEepaTopbl SBISIOTCA BO MHOIMX CIy4asx CBS3YIOIIMM 3BEHOM MEXIY
abuTypueHTOM U TpoPuiIbHBIM crenuanuctoM. COOTBETCTBEHHO, Tpedyercs
npopaboTKka Bompoca TepeBojga 3BoHKAa w3 CallHieHTpa KOMIETEHTHOMY
COTPYIHHKY. 3a4acTyr0 BBOJMTCS  JIONOJIHHUTEJIBHOE JIULIO B  LEMNOYKE
«aOUTYypUEHT-0NIEPATOP-NIPOPUIBHBIA CHEIUATUCT» — CylepBai3ep. ITO CBOEro
pona wmenemkep cCall1ienTpa, coBmemarommii B cebe HECKOIBKO (DYHKITHIL:
KOHTPOJIb 32 pabOTOM OMEepaTopoB W UX KOOPAMHAIWS (MMEHHO OH TOJIy4aeT BCE
CTaTUCTHYCCKHE JaHHbIe O paboTe KOHTAaKT-ICHTpPa), a TaKXe I[OMOIIb
oreparopaM B ciayyae HeoOXxoauMocTH. MIMeercs B BHAYy OKa3aHHE MOMOILM B
TEXHUYECKOM IUIaHE, MOCKOJIBbKY B Mpoliecce GyHKIMOHUPOBAHUS HEM3Z0EKEH FTal
0Oy4eHHs] HOBBIX COTPYJHUKOB MPUHIIUIIAM PAOOThI C CUCTEMOM, U, KpOME TOTO, B
cllyuae HEJIOCTAaTOYHBIX 3HAHUI omepaTopa B NpeaMETHOM obnactu 0e3
HEOOXOIUMOCTH (MJIM HEBO3MOXKHOCTH 10 Pa3IMYHBIM MPUYMHAM) MPUBJICUCHHS
npopuiabHOro cnenuanucra. [Ipuuém cyneppaiizep MOMKET OCYILECTBISATb CBOU
(YHKLIMU KaK HEMOCPEICTBEHHO B MPOLECCE OOIIEHHs Oneparopa U aOUTYpHUEHTA,
(abutypueHT TpuU 3TOM B OOJBIIMHCTBE CIy4acB HE 3HACT O IIEPEroBopax
oleparopa W cymnepBaizepa), Tak M IIOCIE 3aBEpIICHUS 3BOHKA C IEJbBIO
MOBBIIICHUS KaueCTBa 00CITY>KHBaHUS.

Wtak, WCHoNb30BaHUE PA3IUYHBIX TexHoyoruii call-ieHTpa mo3BosseT
o0OecreyuTh O00CIyXUBaHHWE OOJBIIOTO KOJIMYECTBa OOpaIieHuil pa3HOTO
XapakTepa 3a MPHEMIIEMOE BpeMs C JOCTaTOYHOM KOMIIETEHTHOCThO. Ho
COXPAHAIOTCS HEKOTOphIE OTpPaHUUYEHUS, CBSI3aHHBIE C TpaUKOM U PEKUMOM
pabotel corpymuukoB Call-ientpa m mpodunbHBIX cnernmamictoB. He Bcerma
BO3MOXHO oOecrieueHre WX TPUCYTCTBHsI Ha paboueM wmecte (ecnu  He
OpPraHU30BaHO  KPYIVIOCYTOYHOE  JeKypcTBO).  [loaTroMy  MCHoOJb30BaTh
Bo3MOXxkHOCTH Call-ieHTpa npuxoautcs coBMecTHO. B kadecTBe mpumepa MOKHO
NPUBECTU  CIEAYIONIYI0  CXeMy  paboThl.  BC€  MOCTyHaloUMe  3BOHKHU
0o0palaThIBalOTCsI, MCXOMd W3 MPHUHIMIIA TUIIOBBIX 3alpOCOB; €CJIM BOIPOC HE
OTHOCUTCS K pa3psAy THUIOBBIX, OH IEPEBOAMTCS Ha omeparopa (B ciydae

MOCTYIJICHUSI 3BOHKAa BHE pabouyero BpPEMEHH OIepaTopoB, aOUTYpPUEHTY
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npejaraercs 1u0o oOpaTuThesi B pabodee Bpemsi, JIMOO 3aaTh BOIMPOC HHBIM
JOCTYIHBIM €My CITOCOOOM —10 3JIEKTPOHHOM MOUTE, INOO OCTaBUB COOOIIEHUE HA
ABTOOTBETYHKE); €CIIH ONEPATOP HE MOXKET JIaTh TOCTATOYHO KOMIIETCHTHBIH OTBET
Ha BONPOC, OH CBSI3bIBAETCS JIMYHO C MPOGUIBHBIM CICIHAIUCTOM, JHUOO
MEepPeBOIUT BBI30B Ha 3TOro crnenuanucra. Ha mocnegHem stane 3pQpexkTuBHBIM
SBJIICTCSI MCTIOJIH30BAHNE PA3IMUHBIX BAPUAHTOB CBSI3M, B TOM YHCJIE MOOMIILHOM,
IP, anekTpoHHBIX cioco00B o01ieHus. Takum 00pa3om, MOKET ObITh peai30BaHO
(GYHKIIMOHUPOBAHUE KPYTJIOCYTOUYHOM «TOpsYeit» JWHUU JUisi OOLICHHS C
aOUTypUEHTaMHU.

CymiecTByoniye Ha pbIHKEe TeleOHMM Ha  CErOJHAIIHUN  JIeHb
NpeIoKEHUs 110 opraHu3anuu Call-iieHTpa mo3BoJIAIOT pemaTh He TOABKO 3a1a4u
no npuémMy OONBIIOrO KOJWYECTBA MapalieIbHO MOCTYMAIOIIUX BHI30BOB, HO U
MHOXXECTBO JIPYTUX, KaK-TO: aBTOMATU3MPOBATH HE TOJBKO BXOASIIME, HO U
MacCCOBBIC HCXOAIINE BbI30BBI (003BOH a0OMTYPHUEHTOB), OTIPABIATH COOOIICHHS B
BUje SMS wm e-mail, bopmupoBaTh TOAPOOHBIE CTATHCTUYECKHAE OTUYETHI 10
padote callaientpa. Takke MOXHO OTMETHTh TaKyl (YHKIMIO KakK 3aluch
pasroBOpoB. ITO TMO3BOJSET JTUCIHUIUIMHUPOBATH COTPYJHUKOB, 3BOHSIIETO
BBIHY)KJIACT TIOAABIISAITh arpeCCUBHBIC 3MOIMH (Y4TO HE SIBJIETCS PEIKOCTBIO BO
BpeMsl TIPOBEICHHMS NPUEMHONW KaMIIaHWUHM), M, KpOME TOro, IMO3BOJISCT

MMPpOaHAJIU3UPOBATE IMOCTYIIAIOIIHUEC BOIIPOCHI C HCJIbIO AKTyaJIU3alluHh CIIMCKOB H

= KnueHT moxeT nonoxuTs Tpybry bDes norepu mecra B

Ouepeam

- Korga nogoiiger ouepeab W ocBoboguTLCA onepartop,

CHCTEMA CaMa NOIBOHWUT KNHEHTY

3CX
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TPYNIIAPOBKH THIIOBBIX BOMPOCOB, a TaKXe MPOKOHTPOIHMPOBATH W, B Cllydae
HEOOXOJIMMOCTH, OTKOPPEKTUPOBATh OTBETHI OmeparopoB. EmIE oqHON MOe3HOM
¢dynkuueit call-1ienTpa siBiIseTcss BO3MOXHOCTh 3aKa3za OOpaTHOrO 3BOHKa (Tak
HasbBaeMmblli callback). 3Bonsmmii cam Moker 3aka3aTh OOpaTHBIH 3BOHOK B
ymoOHoe 1 Hero Bpems. [pyras peanusanus moneiau callbacksakmouaercs B
TOM, 4TO TP HEBO3MOXKHOCTH OTBETA OTEpPaTopa B JaHHBII MOMEHT BpEMEHHU (BCe
OIIEPATOPBI 3aHSATHI), MOJIB30BATENIb MOXET IMOJIOKUTH TPYOKY O€3 MOTEpH CBOETO
Mecta B odepenu. Kak TOJNBKO OCBOOOIMTCS OmepaTop M IMOAOHAET ouepeib,
aOUTYPHEHTY MOCTYIHUT BXOASAIINIA 3BOHOK U3 KOHTAKT-IIEHTpA.

CToJb MUPOKUE BO3MOXKHOCTH MOTYT 3PPEKTUBHO MPUMEHSTHCS TOJIBKO B
cllyyae HAJIWYMs y OMEpaTopoB IOCTATOYHOIO YpOBHS KBanudukaiuu. [losTomy
OYEBHIHBIM SIBJISIETCS] IPOBOJAMUTH XOTS OBl OJHOKPATHO Iepea HadaioM paboThl ¢
cucTeMol (a JKelaTelbHO MEePUOANYECKH) O0yUeHHe U TPEHUHTH mepcoHana call-
HeHTpa, (popMUpPYIOIIHE Y COTPYAHUKOB 3HAHUS, HABBIKM U yMEHUS HE TOJBKO
paboThl € JIOCTATOYHO CJOKHOM TEXHUYECKOM CHUCTEMOH, HO M YCHEUIHOM
KOMMYHUKAIMH C a0UTYPHECHTaAMH.

[ToMrMO OTMMCAaHHOTO BBIIIE CIIOCO0A OCYIISCTBIICHUS MPSMOTO OOIICHUS C
abutypueHToM rmocpeiacTBoMm Call-qienTtpa B HacTosmiee BpeMs  JTOJIKHBI
BHEJIPATHCS M AKTUBHEHIIUM 00pa3oM HCIIOJIb30BaThCS COBPEMEHHBIC OHJIANH-
TEXHOJIOTUH BO BCEM X IIUpoUaiiieM MHOrooopasun. OXBaTUTh BCE BO3MOXKHBIE
BapHaHThl OHJIAWH-KOMMYHHKAIIUN MPAKTUYECKA HEBO3MOXKHO, K TOMY K€ HEJb3sI
3auKkcupoBaTh MX HA0Op Ha ONpENeNEHHBIM IMPOMEXYTOK BpPEMEHH U B
JaJbHEUIIIEM MPOCTO MPUMEHATh HA MPAKTUKE MO TOM MPOCTOM NPUYMHE, YTO U
COCTaB W XapaKTePHbIE OCOOCHHOCTH JTHX CPEICTB OOIICHUS IOCTOSHHO H
HETIPEPBIBHO PACIIUPSETCS W BUIOM3MEHseTcs. W Juis yCcHemHoro mpoBeIeHHUs
NpuéMHBIX KaMITAHUH C TOYKU 3pPCHHS B3aUMOJICHUCTBUS C aOUTYypUCHTOM
HE0O0X0IUMO BCE BpeMs MOJACPKUBATH CTEICHb MPUCYTCTBUS By3a B OHJIANH-
cpeze Ha aJieKBaTHOM BHEIIHHM YCJIOBHUSIM YPOBHE, T.€. UITH 32 aOUTypUCHTOM HE
TOJILKO B PEATbHOM, HO M B BHPTYaIbHOM Mupe. OCTaHOBUMCS MOJIPOOHEE JIUIIH

Ha HCKOTOPBIX BO3MOXXHOCTIX opraHmn3alnuun IIpAMOIO 06IHGHI/IH,
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NPEJOCTABIIEMbIE C PA3BUTHEM HHTEPHET, OTMETHB emI¢ pa3, YTO HeNb3s
OrPaHUYMBATHLCS TOJILKO MEPEUNCICHHBIMU CIIOCOOAMH.

3meck MBI He OyaeM KacaThCsl pa3pabOTKU M MOIJCP)KAHUS aKTyalbHOCTH
caiita By3a. CaliT — 3TO MOJHOIEHHOE MPEICTABUTEIHCTBO OPTaHU3AIMH B CETH,
MIO3TOMY M OTHOIICHHE K 3TOMY BOTIPOCY JIOJDKHO OBITH COOTBETCTBYIOIIEE, TAKOE
ke, KaKk K 3JaHui0 (BHEIIHWI BUJ, BHYTPEHHHE IIOMEIICHHS), OpTraHU3aIllUH
pabotel (y4eOHBIN mpolecc, aTMHUHHCTPUPOBaHUE) By3a. [loaToMy ommcaHue
caiita 3aHMMaeT o0co00e MECTO B  OHJIAHH-TEXHOJIOTUSIX  OpraHU3aluy
uH(POPMAIMOHHON 00eCTIeueHHOCTH AOUTYPHUEHTOB.

AHamu3upysi  CYIIECTBYIOUIME TEXHJIOTMM  OHJIAWH-OOILICHHS, MOXKHO
MIOCTPOUTh HEKOTOPYIO XPOHOJOTHIO WX TIOSBIICHUS M pa3BuTus. Mcropuuecku
OJHVMH W3 TIEPBBIX CIIOCOOOB OOINEHUS B WHTEPHET SIBISIETCS KCIIOJIb30BAaHHE
sJIeKTpoHHOH mouThl (€-mail) u pasnuunoro poaa mporpamm-meccenmkepos (IM-
kareHTsl QIP u apyrue). Hanbonee npuOamkeHHBIM M0 (GYHKIUAM K PUBBIYHBIM
TeJIe()OHHBIM Pa3roBOpaM SIBIITIOTCSl KaK pa3 YCTaHABIMBAEMbIC KaK OTACIbHOE
npuwiokKeHue  pazauuyHoro  poaa  IM-kimmeHtsl.  371ech  HPUCYTCTBYIOT
UHIMBUAyaIbHEIe HOMepa (B ciydae |CQ) wim nMeHa nosbp30BaTeNiel, Tak xKe Kak
HOMepa TelleOHOB B TPAJUIIMOHHOM BapHWaHTe. bBOJIBIIMM TUTFOCOM  TIPH
UCTIONIb30BaHUU TOJOOHBIX BAapUAHTOB OOINEHHUS SBISETCS MPOTEKAaHWE ATOTO
OOIIEHNUS] B PeXHMME PEalTbHOTO0 BPEMEHH, KOorja He TpeOyeTcs »JaTh OTBETa Ha
BOMPOC B TEUYCHHE IIUTEIbHOTO BpeMeHH. C JIpYyrodl CTOPOHBI, B OTIMYUE OT
TeJIe()OHHOTO PAa3rOBOPa, Y OTBEYAIOIIETO BCErJa €CTh HEOOJNBIION BPEMEHHOM
UHTEPBAI MEXIY BOMPOCOM W OXHIAEMBIM OTBETOM, MAIOMIMKA BO3MOXHOCTb
YTOYHUThH KaKue-Tu0O0 JeTaau OTBETa, TOYHEe ero chOopMYJIMpOBaTh U T.II., YTO
HEBO3MOJKHO peajM30BaTh B MPOIIECCE KHUBOIO» OOINEHHUS, KOTJa OTBET JOHKEH
OBITh TIOJYYCH IO TMPHHIUIY <«3JeCh M ceddac», jrodas 3a7epKKa ¢ OTBETOM
MOXKET OBITh BOCIPHHITA KaK HEXKEJIaHWe OTBeYaTh, JIMOO TIOMBITKA JaTh
HeTpaBWIbHBIA  OTBeT. FEmE OJHUM MNPEeuMyIECTBOM TMepel  OOBIYHBIM
TeJIe()OHHBIM Pa3rOBOPOM SBIISIETCS HAIMYME TaK Ha3bIBAEMOTo JIor-daiiia

pasroBopa, T.e. UCTOpUU OOIIEHUs, JOCTYyMHOW oOewm cropoHam. Jlamee s
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ynoOCTBa M3JI0KEHHS CTOPOHBI pa3roBopa YCIOBHO OyJeM Ha3bIBaTh «BY3» U
«a0UTYpUEHT», TOJpa3yMeBas IpPH 3TOM, COOTBETCTBEHHO, COTPYAHHKA WU
NoJpa3/iefiecHue BY3a, OCYIIECTBIAIONIETO (GYHKIMKA MPSIMOTrO OOIICHUS C
abutypueHtamu, 1 J100oe Apyroe Juio, oOpallaroleecss ¢ BOOIPOCOM K 3TOMY
COTPYIHUKY WJIM B O3TO TMojpasjeieHue. TeXHOJorus OOMICHHS C TMOMOIIbIO
IM-KTueHTOB TO3BOJISIET PEATM30BBIBATH OOIIEHHME HE TOJBKO IO CXEMe
«aOUTypUEHT»-«BY3», HO U OOIIEHHMEe C UeJOW TIpynnod abUuTypUEHTOB
OJTHOBPEMEHHO, T.C. OCYIIECTBISCTCA CMOCO0 OHIANH-OOIIEHNUS, HA3bIBAEMBIN
gatoM. [Ipu 3TOM mporecc o0ImeHus1, C OJHONW CTOPOHBI, MOJTHOCTHIO OTKPBIT IS
BCEX YYaCTHHMKOB, C APYroH, - KaXKIbIi UMEET BO3MOKHOCTh MOJYYUTh OTBET Ha
CBOW Bompoc, NpuuéM OTBETHl MOTYT IOCTYNATh HE TOIBKO OT By3a, HO H OT
camMux aOuTypueHToB. [IpoOIeMHBIM MOMEHTOM 3/€Ch SIBIIETCA HAIMYME TaK
HA3bIBAEMOI'0 KOHTakT-ucta. OH mpeicTaBisieT co0oil aHamor OOBIYHOU
TeneOHHOW KHUTM C TEM JIUIIb OTJIMYMEM, YTO €CIU MPU HCIOJIb30BAHUH
TeneOHHON KHUTH €CTh BO3MOKHOCTh IMIO3BOHUTH JTIIOOOMY a0OHEHTY HE3aBUCHUMO
OT BKJIIOYEHHsSI €ro B 3Ty Tele(OHHYI0 KHHTY, TO B MpOTpaMMe-MEeCCeHIKEpE,
IpeXkae 4YeM HadaThb pasroBop, TpeOyeTcss MPOBECTH MPOIENypy aBTOPU3ALUU
MOJIb30BATENs, T.. JOOABJICHHE €ro B KOHTaKT-THCT. MlHade ToBOps, IS TOTO,
4TOOBI By3 CMOI' HauaTh OOIIEHUE ¢ a0UTYpHUEHTOM, TpeOyeTcsl J0OaBJICHHE ITOTO
abuTypueHTa B  CIHCOK KOHTAaKTOB  KIMEHTCKOW  MPOTpaMMBbI  BY3a,
noJipa3yMeBaroliee, IOMUMO MPOUYETo, aBTOPHU3AINI0 a0UTypUEHTa U Pa3pelICHHE
C €ro CTOPOHBI 100aBUTH ce0s1 B CIIMCOK KOHTAKTOB BY3a; aHAJIOTHYHAS TPOIEaypa
JOJKHA TIPOM30MTH M B OOpaTHYIO CTOPOHY, T.e. a0UTYpUEHT JOJHKEH JT00aBHUTH
By3 B CBOW CIIMCOK KOHTAaKTOB, aBTOPM30BaB €ro C 3alpOCOM pa3pelieHus Ha
n00aBlieHHE B CBOM KOHTAKT-IUCT. B BUly MHOTOYKMCIIEHHOCTH aOUTYPUEHTOB, 3Ta
mpoleaypa MOXKET CTaTh KpailHe 3aTpyIHUTENbHOM, TOCKOJIBKY MOTpelyeT
OonpmMx 3arpaT BpeMeHU. K ToMy ke aOUTypHEeHT MOXKET 3aJlaTh OJIMH-IBa
BOIpOCa U Ha 3TOM 3aKOHYUTH oOmieHue. [Ipum 3ToM By3 OcTaHeTCs B CIHCKE
KOHTAKTOB a0UTYypUEHTa U Ha0OOPOT, UYTO MPEACTABISAETCS HOCTATOYHO CHOPHBIM

MOMEHTOM. TakuMm 00pa3oM, TMPOCIEKUBAECTCI HEOOXOAUMOCTh TPUMEHEHUS



296

IpYTUX  TEXHOJOrHi  oOmeHuss 700  KOPPEeKTUPOBKM B MEXaHU3ME
(GYHKIITMOHUPOBAHUS ATOTO METO/IA.

bonee oduimanbHbIM €c1OCOOOM KOMMYHHUKAIIMI TOCPEIACTBOM HHTEPHET
SBJISIETCSL OOILEHUE C UCIOJIb30BAaHUEM 3JIEKTPOHHOU mouThl. B oTinume ot IM-
OOIIIEHUS, KOTOPOE MPOXOJUT B PEIKUME PeabHOr0 BpeMEHH, oOleHue mo e-mail
MOJKET OBITh CHJIBHO OTCPOYEHO BO BPEMEHM. DTO MOJpa3yMeBaeT TOT (PaKT, UTO
abuUTypueHT 3aJaéT BONpOC B JiI0OOE yA0OHOE eMy BpeMs U OTIpaBisieT
AJIEKTPOHHOE MUCHMO (aHAIIOTUYHO TPAJUIIMOHHON MOYTE), a By3 OTBEYAET Ha 3TO
NUCBMO TI0O MEpe BO3MOXHOCTH, HO HE 00s3aTelIbHO Cpa3y K€ IOCJe €ro
NOCTYIUICHUS (XOTSI 9TO M SIBJIACTCS WCaJIbHBIM BapUAHTOM, HO 3a4aCTYI0 TPYIHO
peau3yeMbIM B CHJIy Pa3HOTO poja MPHYUH). 37€Ch TaK:Ke MOXKHO BHACTH BCHO
UCTOpUIO OOIIeHUs (€CiM MHChMa HE YIAISIOTCS M3 AJIEKTPOHHOI'O IOYTOBOTO
ANMKa). 3aJepikKa M0 BPEeMEHU HE MrpaeT 0COOOW pOJIH, eCiid aOUTYPHEHTY He
TpeOyeTCsl MONYyYnuTh OTBET KaK MOXKHO ObicTpee (0OOBIYHO TaKMM CIOCOOOM
3aJ1af0TCS BOIPOCHI KacaTelbHO o0miel nHpopmanun). boabimmm npenmMyniecTBom
OTHOCHUTEJIbHO  TpEeABIAyHIero crnocoba  oOIIeHUs  SIBISETCS  OTCYTCTBHUE
HEOOXOJMMOCTH TPOBEACHUS TPOILEAYpPbl aBTOPU3ALMU IOJb30BaTeNeH, ¢
COXpaHEHHEM TIPH 3TOM (YHKIIMOHATHHOCTH CIHCKa KOHTakTOB. Ha ceromusmmanii
JIEHb O9TU TEXHOJIOTUM, XOTS W TMOJIb3YIOTCS 3aCIyKEHHOW MOMyJIsPHOCTHIO,
MOCTENEHHO CIAal0T CBOU MO3ULIMH, NIepe/laBasl IOCTATOYHO OOJIBIIYIO YAaCTh CBOMX
(GyHKUMNA JpyruM BapuaHTaM OOLIEHUS] B UHTEPHET-CPEJIE.

HecmoTtpst Ha mpenMyliiiecTBa ONMMCAHHBIX BhIIIE KaHAJIOB CBSI3M, HE BCErna
yIOOHO W TPUBBIYHO MJIs TOJIB30BATENS HCIOJB30BAaTh TOJIBKO TMHCHMEHHBIH
croco0 oOuieHusi. B aToM ciayyae Ha MOMOIb NPUXOJAT Pa3IMYHbIE TEXHOJIOTUU
roJIOCOBOTO OOIIeHus dYepe3 HHTepHeT, uiu |P-tenedonus. B orauume ot
OOBIYHBIX TeJIE(POHHBIX Pa3roBOPOB, OCOOEHHO MEXIYropoAHux, |P-3BoHKH 1100
OecIiaTHbI COBCEM, JIMOO MX CTOMMOCTh CYIIECTBEHHO HIXKE OOBIYHOTO 3BOHKA. K
TOMY K€, MHOTHME MpOTrpamMMbl, IpeJAHa3HAUEHHbIE MJIs STOr0 BHUJA CBS3H,

MMO3BOJIAKOT OPraHMU30BbIBATH HE TOJBKO ayanoO, HO W BHUICO O6HIGHI/IC, a TaKXKC
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BECTU Ppa3roBOp B TEKCTOBOM BapuaHTe. EcTecTBEHHO, peann3oBaHa (PyHKUUS
CIMCKa KOHTAKTOB 0€3 HEOOXOAMMOCTH 3ampoca aBTOPHU3aLMH [10JIb30BaTENEH.

HOCKOHLK}’ cauT By3a ABJIACTCA CI'o

Sinline: - Nomcyihmg % [IOJNHOIEHHBIM MPEICTABUTEILCTBOM B

AHHA
m online CCTH HHTCPHET, PE30HHO BO3HHKACT

IMPCAIIOJIOKCHUC 0 BO3MOXHOCTHU

opraHm3anyn Ha €ro OCHOBC OHJIAMH-

oO01eHus oe3 UCHOJIL30BAHUS
JOTIOJTHUTENIBHBIX TPEOYIOMNUX YCTaHOBKH

M HACTPOMKU IpOrpamm
Pabotaet ¢ mobbiM xmpp/jabber mecceHmKepomM

1.8 DU tali-’ & eidein

Ha niobom yctpokictee M OC

(BbIIIEyKa3aHHBIC CHOCOOBI
KOMMYHUKAIIHNH, o
BB i Oonpluel YacT, HMMEHHO

TAKOBBIMH W SIBJISIFOTCSI).

Onnum u3 Haubosee yHadyHbIX CIOCOOOB

Cowim  pEAJM3alMM  TAKOTO MOAXOJAa SIBISETCS

BHEJIPEHUE B CTPYKTYPY CaliTa TaKk Ha3bIBAEMOr0 OHJIATH-MECCEH/Kepa, KOTOPBIN
npejcTaBisieT coboi, o cyTH, nojgooue IM-kinenTa, HO GyHKIIMOHUPYIOIIETO HE
Ha [IK abutypuenta, a B ceTu. MoKeT BO3HMKHYTh BONPOC O Pa3yMHOCTH
UCIIOJIL30BAHUS TAKOTO POJIa MEXaHU3MOB OOIICHHUs, Be/b cymiecTByeT call-1ientp,
NpU3BaHHBIA peliaTh Te XK€ 3ahaud. EctecTBeHHO, (PYHKIMOHAI 3TUX pEHICHUN
niepeceKaeTcs, Ho BCE ke BOSHUKAIOT CUTYAIlMH, KOTJia ucnojb3oBanue call-1ienrpa
3aTPyIHEHO WJIM HEBO3MOXHO, Cpenn HUX MOXHO Ha3BaTh OTCYTCTBHUE
BO3MOXXHOCTH COBEPIICHHS MEXIYTOpOIHUX Tele(OHHBIX 3BOHKOB (yciyra
3a0JIOKUPOBAHA), HEBO3MOXXHOCTh COBEPIIUTH 3BOHOK B NMPHHIUIE (OTCYTCTBHE
tenedona, HeyqoOHbIe [ TeNle()OHHBIX pa3roBopoB ycioBus). K Tomy ke ceiiuac

JOCTaTOYHO 3aMeTHa JA0Js abutypueHToB (okojgo 25%), mpeanmovYuTarommx

MMEHHO OHJIAaWH-O0IIEHUE TPATUITMOHHBIM TeIe(OHHBIM 3BOHKAM.
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B kauectBe mpumepa MmoxxHo npuBect «Cloudim» —
OHJIAMH-YaT  CEepBHUC, TMO3BOJSIOMIMN  oOmAaThcs  C

ITOCCTUTCILIMU caﬁTa, rnomoratrb MM C BBI60pOM, KOHCYJIbTHUPOBATL U PCIIATH HX

JafoTe BONPOC — OHNDAK
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Bonpockl. Ilpu momomm wuHCTpyMeHTa “HHTEpakTUBHOE B3aUMOJIECUCTBHE C
KJIANCHTOM MOJKHO OKa3aThb ITOMOIIbL Ja)K€ CaMbIM HEOIBITHBIM KiaueHtam. C
MOMOIIIBI0O TPOCTBIX TEKCTOBBIX KOMAaHJ, OMNEpPaTop MOXKET HHTEPAKTUBHO
B3aUMOJICHCTBOBaTh C  IOCETUTEJEM: OTKPBITh OKHO C  HEOOXOJUMOM
nHpopMaIMei uiM ke mepeHanpaByUTh MOCETUTEIIS HA HY)KHYIO CTPaHMILY.

AKTHUBHOE Y TPAaMOTHOE HCIIOJIb30BaHUE MOTEHIIMAIA TIEPEUUCIICHHBIX BbIIIE
METOJIOB TPSIMOTO  OHJIAWH-OOIICHUS TO3BOJISIIOT  JOOWTBHCS MAaKCHMAIBHO
KOM(OPTHOI cpenbl Il KOMMYHHKAIMH By3a ¢ aOMTypHEHTaMH, YTO, B CBOIO
ouepelb, CKa3bIBAETCSl HA OOIIEM OTHOLIEHUU aOUTYpPUEHTA K BY3y U €r0 KEeJaHUU
MOCTYIJICHUSI UMEHHO B 3TOT BYS3.

Ha cerogusmHuii AeHb TpPU OMNUCAHUM CHOCOOOB OHJIAWH-TEXHOJIOTUH
OOIlIEHUS HEIb3s1 OOOWTH BHHMMAHHEM CoOIMalbHble ceTH. M ecim cauT
OpraHu3ald MOXXHO CPaBHUTh C MPEACTABUTEILCTBOM 3TOM OpraHu3alud B
WHTEPHET, TO COIMAJIbHBIE CETU — ATO 1IeJIbI BUPTyabHbIH MUpP. COOTBETCTBEHHO,
AHAJIOTUYHO MPOBEJACHUIO PA3JIMYHOTO POJa BHIE3IHBIX BY30BCKUX MEPOIPUATHUH B
peaJbHOM MHPE, JOJDKHO OBITh 00ECIIeYeHO MOCTOSHHOE U aKTHBHOE MPHUCYTCTBHE
By3a B cCOLMaIbHBIX ceTsiXx. CTpyKTypa «HAcCEJIEHHUS» COLUAIBHBIX CeTel
MO3BOJIICT TOBOPUTH O JOCTATOYHO OoNblIOW unciaeHHOCTH (okojo 18%)
abuTypueHTOoB cpenu noJb3oBarenieidl. C  yuétoM oOmIEro  KOJIMYECTBA

HOJ'IB?)OB&TCJ'ICIZ, HCUHUCIIEIEMOI'0 ACCATKaAaMH MUJIJIMOHOB YCJIOBCK, MOKHO T'OBOPUTH
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UutanTte o Tom, 4TO
BaM MHTEpPEeCHO

00 OI'POMHOM IIOJIC JIA IIOCTPOCHHA M AKTHBHOI'O HMCIIOJIb30BaHHUA CHCTCEM

IOpSIMOTrO OOIEHUsI ¢ AOUTYpUEHTaMU MOCPEACTBOM COLMANIBHBIX ceTeil. Cienyer
OTMETUTh TOT (akT, YTO BY3 JOJDKEH OBbITh MPEJCTABIEH HE B OJHOH, a cpa3y B
HECKOJIbKUX HamOoJjiee MOMyJspHBIX commainbHbix cersx (BKonrakre, FaceBook,
Twitter). O0mieHne ¢ aOUTypUEHTaAMH B TAKUX CTPYKTYypaxX MOXKET MPOUCXOJUTH B
pasnbix ¢opmatax. Ha stux caiitax myOiauKyeTcs pa3inuyHOro poja uH(popMarus
(B TOM umciie HHOOPMAITMOHHOTO HIIH PEKJIIAMHOTO XapaKkTepa) B 3aBUCHMOCTH OT
YCTAaHOBJICHHOH BY30M cTereHu opuimanbHocTH obmenus. [lapamnensHo ¢ aTum
MOJKET U JOJKHO MPOXOJUTH OOIICHNUE HAIPSIMYIO MEKIY BY30M U aOUTYypUEHTOM
WIN MEeXIY aOUTypHEHTaMH.

Wtak, BHenpeHHE yKa3aHHBIX BBILIE CIIOCOOOB IO3BOJIIET TOBOPUTH O
pa3paboTaHHON CHUCTEME MPSAMOTO OOIIECHHUs, IPU 3TOM CIEAYeT yUYUTHIBATh (PaKT
HEOOXOJMMOCTH AaKTyaJbHOCTH KaK TMpEeAOCTaBIsieMON HWHQPOpMAIK, TaK U

CpeAcTBax JOHECeHUs e€ 10 aOUTypHUEHTA.



