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Abstract. The paper reviews the results of research of possibilities of well-known speech recognition systems,
considers the importance of speech recognition technology in various telephone systems for the analysis process of
voice records or current phone calls. This technology provides searching of useful information from the content of
a call and improving the customer service quality of call centre. The use of analytics of speech in real-time makes it
possible to the call centre operator to make certain conclusions based on the analysis of past calls and thus to
determine the proposed answers. The paper also analyses those challenges that are in the field of real-time speech
analytics.

The article deals with a multifunctional application developed in the call centre of emergency response, which
recognizes Georgian speech and presents received data in a form convenient for further analysis. It describes the
software technologies used for this application as well.

Keywords: Call centre; conversation analysis system; conversation analytics; database; data processing;

electronic system.
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AnHoTauA. B cTarse OKasaHbl Pe3yIbTATH UCIOIb30BAHNA BO3MOXKHOCTEN N3BECTHBIX CUCTEM PACIIO3HABAHUSL
peuH, pacCMOTpeHa 3HAYMMOCTh TEXHOJIOTMM PACIO3HABAaHUA PeYM B PA3IUYHBIX Tele(OHHBIX CHCTEMaxX i
Ipollecca aHaJIM3a 3allKcelf rooca WK TeKyIuX TeaedOHHBIX 3BOHKOB. JlaHHAsA TeXHOIOTHUA 0bGecreunBaeT OUCK
IIOJIe3HOH MH(OPMALMH U3 COAEPXKAHMA 3BOHKA M yJydlleHue KadecTBa OOCTYy>KMBAaHUA KIMEHTOB KOJ-II€HTpa.
Wcmonp30BaHMe aHAMUTUKKM pedd B PeaJbHOM BpPeMEHM JaeT BO3MOXXHOCTb OIIepaToOpy KOJ-I[eHTpa Ha OCHOBe
aHaJIM3a BOIIEAUIMX B IIPOLUIOM 3BOHKOB, CZieJIaTh OIIpeZieleHHBbIe BBIBOZBI M HAa WX OCHOBE OIIpefiesIUTh
IpeJIIoIaraeMble OTBETHL. B cTaThe Tak)Ke aHATM3UPYIOTCA Te BBI30OBBI, KOTOPBIE CYILIECTBYIOT B chepe aHAIUTHKU
peYH B peaIbHOM BpeMeHHU.

B craTbe oImCHIBaeThCA CO3aHHAA B Tele()OHHOM LIeHTPe HEOTIOXKHOTO PearnpoBaHUA MHOIOMYHKIIMOHAIbHASL
aIIUIMKAIIYA, KOTOpas paclo3HaeT I'PysMHCKYIO peus M BXOZAININE B IEHTP AAaHHbIE IIPeACTaBILeT B yAOOHYIO IJIA
aHamu3a (OpMy; OMMCBHIBAIOTCHA IIPOTPAaMMHBIE TEXHOJIOTHH, C IIOMOIIBIO KOTOPBIX OBLIa IIOCTPOEHA JaHHAsT
AIIUTHKAI KA.

KimoueBble cIOBa: aHamuThKa pasroBopa; 6a3sa JAaHHbIX; KOJ-IEHTP; 06paGOTKAa JaHHbIX; CHCTEMA AHAIW3a

PasroBOpa; SIEKPOHHASL CHUCTEMA.
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