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AHoTtanis. CTarTio NPHUCBSIYCHO JTOCIIDKCHHIO SKCTP CHUX TeNIC)OHHKX 3BIHKIB B aHIJIOMOBHOMY JHCKYpci. Ha ocHOBI p oBezieHOTo
aHaJTi3y BCTaHOBJICHO BIUTMB IHCTUTY LiHO-PErTaMEHTOBAHUX ITP OLIEYP POOOTH OTIep aTOp a €KCTP €HOT CITy )KOH Ta IIEBHUX EKCTP aTiHTBiC-
THYHKX (aKTOPiB HA CTP YKTyPHY OPTaHi3aLlifo eKCTP SHHX P 03MOB Ta MOBJICHHEBY MOBE/IHKY KOMY HiKaHTiB. J{eTaibHO omucaHo crietdiky
iHinjarpHOT 1 (iHANBHOI (a3 Ta 0coOIMBE MparMaTHYHe HABAHTAKEHHs 3MICTOBHOI (ha3y — CTUMYJIFOBaAHHS 3a0e3medeHHs e(eKTHBHOT

€KCTp €HO1 JOIIOMOTH.

Kniouosi cnosa: excmpena meneghonnaposmosa, iniyianvna pasa meneg onnoi pozmosu, 3agepuianvha ¢pasa menegonHoi pozmosu,

KOMYHIKAmMueHutl 06MiH, KOMYHIKaHmMuU, aopecanm, aopecam.

Beryn. I'pomansgHu TeneoHYIOTh O €KCTPEHHX CIYXKO,
KOJI TTOTpiOHa OyIp-sIKa TepMiHOBA JOTIOMOTa: XTOCh cep-
HO3HO 3aXBOPIB, CKOIOETHCS 3JI0YWH, TPANMUIACH CeprHo3Ha
JIOPOKHBO-TPAHCIIOPTHA IIPUr0 /1A, TOIIO. B Takux cuTyatisx
Ha/3BUYAlHO BaXJMBOIO € e(EeKTUBHICTh CHUIKYyBaHHS,
OCKUIbKH HACTIIKHA HETOPO3YMiHb MIXK CIIIBP 03MOBHUKAMHU
MO>XYTb OyTH Ay>ke CepHO3HUMHU, HABITh 3arPOKYBATH KHT-
TIO, @ Yac € Ham3BHYaitHO moporouiHHuM. Illo oco6mBo
Bpa)kae B IIMX BUKIHMKaX - IIe Te, 5K OIepaTopy €KCTPEeHOT
CiIyOW Ta JOJWHI, sKa TelaeoHye, BAAETHCSA 3pO3yMITH
OJH OJIHOTO TpH Iy’X€ BaXKUX OOCTABHHAX — BOHH HE
MafoTh HIIKOTO Bi3yaJIbHOTO KOHTAaKTy, IO MOTJIO O ToJer-
AT CIUIKyBaHHSA Ta PO3yMiHHA. [lo TOTO X, YHCICHHI
HEBIAMOBIMHOCTI B Mepesadi Ta oTpuMaHHi iHopMarii, B
3HaHHAX Ta CIPUIHATTI CHUTyallii, B KOMIIETCHI[IX MOBIIB
HNOTEHIIHHO YCKIAAHIOIOTs KoMYyHikamito. [IpoTe, onepato-
paM Ta ajpecaHTaM 3a3BHYail BAAETHCS 3MOICITIOBATH Kap-
THHY HaJ3BUYAiHOT MPHUIOM U TOTO, 100 omepaTop 3mir
BXHTH HEOOXITHHUX 3aXOJIB — HAMPABUTH BiANOBIAHI CITy K-
6u Tym, ae BoHHM NoTpioHi. I[Tix yac manory Mix aapecaH-
TAMU Ta ONEPATOPAMHU EKCTPEHHUX BUKIUKIB Y IUX BUMAIKAX
3a0e3mneuyeThes MOPATYHOK JIOJCH, TeneoHHA PO3MOBa
CIIyTYe€ 3B'I3KOM MDK THMH, XTO OTpeOy€e AOMOMOTH i Bif-
MOBITHUMH CITy>)KOaMHU TIOPSATYHKY .

Kopotkwuii orasn mydnikaniii nmo temi. Ha ceorommi ic-
Hye 6araTo HayKOBHX Npallb, IPUCBSIUEHUX JOCTIDKCHHIO
Tene)OHHMX /I3BIHKIB B €KCTPEH1 CIyKOH: MOJIILiI0, TOXKe-
JKHY CIIy’KO0y, IIBHJKY JIOMOMOTY, CIIy>X0y MOPSTYHKY Ha
Martepiaji pi3HUX MOB Ta KyJIbTyp. Tak, OpUTaHCBHKI EKCTpe-
Hi mBiHKK aHamizyBaym Illeppox i TepHep, kaHaACHKI —
Ermin i Baiigmen [10], iramiiceki — Ilaonerri [18, 19,
mBenchki — Xemman, Hopnbepr, OcBanbiacoH, Kpom manb,
Jlanmkeict [13, 16, 8], amepukanceki — Cakc, llermodd,
Beiinen, Paiimonn, [lummepman, apcia, [Tapmep [21-25,
28-31, 20, 33, 34, 11] ta inmm. IIpote, HOBaTOpamu B wiit
IapuHi BBaXxarTh ['apBes Cakca, KU BIepIIe 3aCTOCyBaB
MeToJ] KOHBEPCAIL[IHHOTO aHAli3y y CBOEMY IOCHIDKECHHI
ayio 3amuciB TesaeGOHHUX I3BIHKIB Y MCUXIATPHYHY CITy K-
6y nosipu B Llentpi HaykoBoro Jocmimkenus CamoryocTs
B Jloc Amxeneci (1963-1964); ta Emanyens Illermodda,
SIKMH y CBOI NOKTOpCHKIiA mucepTanii (1967) nocmimkyBas
HimiambHy (a3y eKCTpeHHX Tele(OHHUX J3BIHKIB B MOJI-
miro [13, c. 31].

Marepianu i meToau. MaTepiaoM HAIIOTO JI0 CIIDKEHHS
CIYT'yIOTh 3aIIMCH Ta TPAHCKPHUIITH aBTEHTHY HHUX TeJie() OHHUX
po3MoB Tened oHHO1 CIty k01 mopATyHKY 911, 1m0 BuKopucTo-
ByeThes B CILIA mpu BUHHMKHEHHi OyIb-K01 Ha/3BHYAaWHOT
CHUTYyallil, ika BUMarae HeraifHoi TOMOMOTY M €IUKIB, MOKEX-
HUKIB, MOJIIIIT YX PATY BaIbHUKIB. [IpH 0 CTimKEeHHI MeTO i1
KOHBEPCAIlIifHOTO Ta JUCKyPCHBHOTO aHAJ3y IMOE€IHAHO 3
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€THOM €TOJIOJIOTTTHIMU Ta €THOTPa(iaHAMH M ETOIaM U, 1110 O
MIPOCTEXHUTH OPTaHi3alilo poOOTH eKCTpeHOI iy k0w, 1i iH-
CTUTYLii{HY pernaMeHTOBaHICTh Ta )KOPCTKY CTPYKTypOBa-
HICTB, 1110 IA€ MO>KJIMBICTh 3p03yMITH TIEBHI CTPYKTYPHi eJte-
MEHTH PO3MOBH, PHCH MOBJICHHEBOT IIOBEIIHKHU OTlepaTopa
BIIMOBIAHO IO BUMOT II0ICHHOI pOOOTH, 3 METOK0 BUSBICHHS
CTPYKTYPHO-CEMaHTUUHMX T JHHTBOTParMaTHIHUX 0CO0JIH-
BOCTEH eKCTPEHUX TeJle(h OHHUX BUKITHKIB.

PesyabTarn Ta ix odroBopenHsi. Exctpeni tenedonHi
PO3MOBH SBIIIOTE COOOIO CIUIKyBaHHS B 3aJaHUX paMKax
CTaTyCHO-POJIbOBUX BITHOCHH MDK IPEICTABHUKOM HEBHOT
IHCTUTYLii — onepaTopoM ekcTpeHoi ciryx6u (call receiving
operator, mamani B imoctpatueHoMy Mmarepiam — CRO) Ta
JOJIHY, SIKa 3BEPTAETHCSA N0 II€T IHCTUTYIIT MO JOTIOMOTY
(caller, namam C). Omke, BOHU Hane)ath 10 Cepu iHCTH-
TyIIHOTO AUCKYpPCY i IM MpUTaMaHHI IEBHI 03HAKH IIbOTO
THITy TUCKYPCY,a came: 1) 06CIIyroByBaHHS IEBHOTO 1HCTH-
TYLIFHO-3aI]aAHOTO TUITYy KOMYHIKAIIil; 2) )KOpCTKa CTPYKTY-
poBaHicTh; 3) (iKCOBaHICTh KOMYHIKATUBHHX poJieil; 4)
BiTHOCHA 00YMOBJICHICTh KOHTEKCTOM, 0OMEXKeHAa KUTbKICTh
o0aJbHO OKPECICHUX ITieH [4, ¢. 99; 9]

Tax, Paiimonn i [L{lumMepMaH Bi3HAYa0Th 0COOJMBY Ha-
MIPABIICHICTh €KCTPCHUX BUKIMKIB — CTIPUSTH HAJX0 [DKEHHIO
iH(popMarii Tpo Ha/3BHUAIHY CHUTyaLifo 0 KOJIEHTPY, 1e
MIPUHMAETHCS PIllIeHHs IPO IO JaIbIe BUPIMICHHS Mpo0e-
MH. ABTOPH HAa3MBaIOTh TaKi I3BIHKK «MOHO () OKAIbHUM I,
OCKIJIbKM BOHU MAalOTh OJIHY €MHY O0COOJIMBY METY, IOCSAT-
HEHHS K01 MPU3BOIUTH JI0 3aBepiueHHs iHTepakuii [20]. Le
TaKOX CHpHsIE O0COONMBIA OpraHi3alii eKCTpEHHUX M3BIHKIB,
YITKOMY BH3HAUCHHIO pOJIei afipecaHTa Ta agpecara. OCHO-
BHUM 3aBIaHHAM ajapecaTa € OTPHMaHHSI, peecTpallis Ta
KoJyBaHHs iH(OpMAaIlii HeoOXiHOT TS HalaHHS HaraJIbHOT
JOTIOMOTH, B TOH Yac SIK aJpecaHT, IKWH MPOCHUTH PO JI0-
MIOMOTY, Ma€ HAaJIATH ITI0 iHQOpMaIlito. ABTOpH 3a3HAYAIOTh,
o0 BiIXWICHHS Bi BHINE3raJaHUX pOJel, 3aBAaHb,
000B’A3KiB MOXYTb CIPUYHHHUTH HEIIOPO3YMIHHS, TPY THOII
y CIUIKyBaHHI, IPUMHMHEHHS iHTepaKuil i, K pe3yibTar,
HaBITh MPU3BECTH JI0 Tpareil [20].

Pi3He cipuiHATTS KOM Y HiKaHTAMH Ha3BUYai HOT CUTY artii
TAaKO0’k MOJKe CIIyT'y BaTH [P ETIOHOO Ha IIUIIXY JI0 BUPIIICHHS
npoOnemu. JIyist anpecanTa (Toro, X1o Tesie) OHY€) CUTYAIlis, B
SIKilfl BIH 3HaXOJMTHCS, € EKCTPAOPIMHAPHOIO, Y TOH Yac K
IUTs oTlepaTopatei eKCTpeHu i BUKIMK € 3BUYaifHO IO LI0ICH-
HOIO PYTHHOIO. A IpecanT 0viKy€, 10 HOMY JOCTATHRO TOTI-
POCHTH IIPO IOMOMOTY Ta HAJIATH CBOIO a/IpeCy, a MO JajbIii
3aITUTAHHS € 3aiBUMHU Ta JIUIIIC BIATATYOTh HAIAHHS EKCTpe-
Hoinonomoru. [IpoTe, onepatopy motpidHa OB AeTadbHA
iHdopMartist yI1 BA3HAYEHHS CTYTICHs TePMIHOBOCTI Ta BaX-
JIMBOCTI Ha/3BUYAWHOT moil. /o TOTO *, CMiBPO3MOBHHKH
MaroTh KapAMHAIBHO Pi3HI MOMKIIMBOCTI VTSI ACTATBHOT OIIiH-
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ki cutyarnii. OnepaTop Mae IpyHTOBHI 3HAHHS IIPO HA3BU-
YalHi CUTyaIlii 3arajoM, a TaK0XK PO JOCTYITHICTb 1 AOIUTb-
HIiCTb BUKOPUCTAaHHAEBHUXPECYPCIB B KOHKPETHIl CUTyaIlil
AnpecaHT He Ma€ TAKUX 3HAHb, aJle € €IMHUM, XTO Ma€ JI0C-
Ty1 0 iH(opMaLil, moTpiOHoi onepaTopy Vs TOTO, 100 BiH
MIr3aCTOCYBATH 3aX0IM Y MEXaX CBO€T KOMIETeHITi. [HImMu
CJIOBaMH, y X0/l TeJe()OHHOT PO3MOBH aJpeCcaHT Ma€ OyTH
«OYHMay OlepaTopa Ha Micli MoIiil, a onepaTop MOBUHEH
3HaWTH MOJKIIMBICT CKOHIIEHTPYBATH HOTO yBary Ha TOMY,
0 € HAHOLTBIT KPUTUIHHUM Ta BaXKIIBHM .

CIpyKTypHa opraHi3aiis eKCTpeHUX Tejae(OHHUX JI3BiH-
KiB TakoX Mae cBoto crerudixy. Tak, [lumMmepman Bumiste
’ate (a3 excTpeHoi TenedoHHOI po3MoBH: 1) modaTox
PO3MOBH 3 KOMYHIKATUBHUM 0OMIHOM «ineHTU(IKaLlist Ta/9u
BII3HAHHSD»; 2) MPOXAaHHI [IPO AOTIOMOTY; 3) cepist pO3MUTy-
BaHb; 4) BINMOBIAb/peakilis Ha MUTAHHA MPO JAOTIOMOTY; 5)
3aBeplIeHHs po3MoBH [34, C.214]. [IpoTe, aHATI3 MOBHOTO
Matepially CBITUUTB PO Te, IO He BCi Ii (a3h MPOCTEKY-
IOTHCSI B CTPYKTYPi €KCTpEeHHX TeIe() OHHUX I3BIHKIB 1 MOPSI-
JIOK MeiallbHUX (a3 MOXKe 3MIHIOBATHCh. B Mexax Harmoro
JIOCHIDKEHHS! MU BHOKPEMITIOEMO Ta PO3IIHIAEMO TPH OC-
HOBHI (ha3u Tene()OHHOT pO3MOBH: IHIMIAEHY,, OpIEHTOBAHY
Ha peai3alilo MponeaypHUX I[ilei; 3MiCTOBHY, ¢ peaisy-
I0TbCsl T00ajbHAa Ta KOMYHIKATUBHA LT iHTepakuii Ta
3aBeplIaNibHY, SIKa MOXKEe OyTH mpenacTaBieHa ABoMa ¢op-
MaMH peaisallii: 3a CIiIbHOIO 3Tr0JI0K0 KOMYHIKaHTIB a00 3
HII[IATHBH OJHOTO 3 HUX [1; 6].

IMonmepeani mpari 3 KOHBEpCAI[IHHOTO aHaJ3y MoKa3y-
10Th, 1110 iHilliaNbHA (a3a TeaedOHHOT PpO3MOBH OpTaHi30Ba-
Ha TaKMM YHHOM, IO CIiBPO3MOBHHUKH BCTAHOBIOIOTH
XapakTep mojansimoi posmosu [15; 17; 22; 23] i e ocoOmi-
BO Ba)KJIMBO JUIA HCTUTYIIHUX TeJae( OHHIX PO3MOB, abKe
TyT NepIINi KOMYHIKaTUBHUI KpOK ajpecaTa — BiANOBIIb
Ha JBBIHOK — CAMOIIPE3CHTY € 3aKJall, MOXKE HAABATH Ty UM
iHIy iHQOPMAILiI0 CTOCOBHO NPOQECIHUX MOCIYT Ta IHIINX
oprauHizaniiinux MoMeHTis [7; 31; 33].

XapakTepHOIO PHUCOIO IHIIiadbHOT (a3 SKCTPEHHX TeJe-
(G OHHUX JBBIHKIB € pedykyis [31], Aka NOCATAETHCS MUBIXOM
BUIYICHHS TAKAX MOHOTOHHHX IIPOLIEAYP SK OOMiH IPHBI-
TaHHSAMHY Ta HITUMU (HOpMaMH BBIUIMBOCTI, Ta camonpese-
HMayis, fKa € IepIIuM MOBICHHEBIM KPOKOM OOMIHY «BH-
KJIIMK-BIIMOBIBY», TOOTO po3moyuHae TeiaeOHHY PO3MOBY.
MoBHi 3aco0u BHpa)KeHHsI CaMOTIPE3eHTALlIl MOXKYTh AEIIO
BapiroBaTUCh. Tak, HANPUKIA, aApecaT MOKe BIMOBICTH Ha
JBBIHOK BKAa3aBIIM BiIMOBIIHUI HOMEP €KCTPEHO1 CIyKOH,
nanpukiaan ‘Nine One One’ [11], ‘1-1-8 [18], ‘Ninety
Thousand’ [17], a60 GUIBLI PO3IIMPEHO, HANABILHK IIOBHY
Ha3By opranizamii i Bimaiiky ‘Nine One One Emergency’
[31] ‘Newtown 971’ [40] uu, HaBiTh, IOAABIIA OCOOHCTY
npodeciiiHy camomnpeseHTanito (3a3Buuaii e ocoducTuit
vomep) Fire Department, Dispatcher 461°, ‘Fire 328’ [43].

BBaxaroTs, 10 Taka HeraifHa JiTKa caMOIpe3eHTAIlis He
JIMILIE Ia€ 3MOTY apecaHTy 0pa3y K pO3Ii3HATH yCTAHOBY,
JI0 K01 BiH 3BEPTAETHCSA MO JOTOMOTY, 8 H BCTAHOBIIOE
MeBHI BIANIOBIAHI CTaTyCHIi POJI U1 CHIBPO3MOBHHUKIB: aJi-
pEcaHT IyKae A0TOMOTY, a apecaT MOXKe il HaJaTH.

JlocnimHuKy 3a3HaYaI0Th, 1[0 HACTYITHUM KOMYHIKATHB-
HUM KPOKOM ITOBHHHO OYTH IIOSICHEHHS aJJpeCaHTOM ITPHYH-
HU JI3BiHKA 1 I TpUYuHA Mae OyTH cepiioszHoto [8; 21; 31],
IPOTe MaTepiaji HAIIOTO JOCTIDKEHHS UTFOCTPYIOTh 0 a-
JBITY IHIAIII0 OIIepaTopoM PO3MHUTYBaHHSA apecanTa il
BCTAHOBJICHHS MICI[€3HAXODKEHHS Ta €KCTPEHOCTI CHTYaIii,
JI0 TOTO X PO3MUTYBAHHS PO3MOYMHAETHCS OAPA3y ITICIs
camotnpe3eHTalii. Tak nepurmii MOBIEHHEBUIT KPOK eKCTpe-
HO1 Tene()OHHOT PO3MOBH BUITIAJAE HACTYITHUM YHHOM:
Newtown 911. What's the location of your emergency?’ [40 *

Fire 461. The address of the fire?’ [43]

‘Staten Island Fire Station, Staten Island. What is the ad-
dress of the fire? ' [44]

‘911, where is your emergency?’ [36]

1 BKIIIOYA€E IHCTUTYLIHY CaMOMpPe3eHTAIll0 Ta BCTAHOB-
JICHHS MICIIe3HAX0 [DKECHHSI aJIpeCanTa, TOOTO, MOEAHYE IHiITi-
anpHy Ta 3MicTOoBHY (hasu. Jlami e mina HU3Ka MUTaHb Ta
MIepeNUTyBaHb 3 00Ky olepaTopa eKCTPEHOI CIyKOH .

Hactynuuii pparmeHT ekcTpeHoi TeaedoHHOT pO3MOBH,
sKa BiIOYJIACh i YaC MacoOBOTO BOWBCTBA B MTOYATKOBIH
mkoni B HerotayHi B rpymi 2012 poky, JIeMOHCTpY€E IIpo-
LeAypy AeTaIbHOTO PO3MHUTYBAaHHSI ONIEPATOPOM aJpPECaHTa
— KOXEH KOMYHIKaTUBHUI KPOK oIepaTtopa eKCTpeHO1 CIry-
*KOU BepOalizyeThCs 32 JOTIOMOTOI0 MUTAIFHOTO PEUESHHS.
Iepmuit kBecuTHB cTOCYy€ETHCS aapecH (1), HacTynHuil BU-
3Haya€ BJACHE HAIB3BHYAHy cutyamiro (3), a momambiii
MMUTaHHS YTOYHIOIOTH JCTAI.

(1) CRO: Newtown 911. What'’s theaddressofthe
emergency?

(@ C It’s 10 Dickinson Drive in Sandy Hook Neawtown, CT
(3) CRO: OK, What'’s goingon at 10 Dickinson Drive?

(4) C: Itsoundsliketherearegunshatsinthehallway. I'ma
teacher intheschool.

(5) CRO: OK Where...areyouintheschool right now?
(6) C. Iam intheschool I'min a classroom.

(7) CRO: Do you haveeveryoneintheclassroomandthe
door locked?

(8) C: All of my students. Thedoor isnotlocked yet | could
golock thedoor [40].

OparMenT Tene@OHHOT pO3MOBH TPETHOT CTIOAPIECH 3a-
XOTIEHOTO JITaKa, SKui npsamyBsas 11 BepecHs 3 boctona mo
Hero Hopxa, 3 mpamiBHUKaMu CIyxOM 3 HamI3BHUAHHUX
CHUTyalill « AMEpHUKaHCBKUX A BiaJiHii» 1I1e pa3 IeMOHCTPY€
HaIOJIETIMBICTh ONEpPaTOpiB EKCTPEeHUX CcIykO mix gac
3’sICy BaHHS IOAPOOUIIH Ta iTKE CIIilyBaHHS perjiaMeHTOBa-
HUM IHCTPYKI[issM. BeTti OHT IeTaNbHO OMKCY€E CUTYAIlIO, B
sKkiii Bouu onmuHKIKCH (1, 9, 11), omepaTopu * MPOIOBKY-
I0Th CTABHUTH yTOYHIOKOY] 3alIUTAHHA IIOJI0 HOMEPY peicy
mitaka (2), micud i 3HaxopkeHHs (4, 7, 8, 12), mepcoHab-
HuXx qanux (17, 20,22), Tomio.

(1) C: Numberthree in the back. Um, the cockpit’s not an-
swering. Somebody’s stabbedin business class and um, I
think there’s mace...that we can tbreathe. And Idon’t know,
I think we re getting hijacked.

(2) CRO: Whatflight areyou on?

(3) C: Flight12

(4) CRO: Andwhat seatareyou at?

(5) CRO: Ma'am, areyouthere?

(6) C: Yes...

(7) CRO: What, what, what seat areyouin?

(8) CRO: Ma'am,what seat areyouin?

(9) C: We're...wejust left Boston, we'reupintheair.

(10) CRO: | know...

(12) C: WE're supposedto goto L.A. and the cockpit'snot
answeringtheir phone

(12) CRO: (insistent) Okay, butwhat seat areyousittingin,
thenumber of your seat?

(13) C: Okay, I'minmy jumpseat right now, at 3R

(14) CRO: Okay

(15) C: At 3-R

(16) CRO: Okay

(17) CRO: Okay, you retheflightattendant? I'msorry, did
you say you rethe flightattendant?

(18) C: ...hello?

(19) CRO: Yes, hello.

(20) CRO: What isyour name?
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(&) C Hi you're going to have to speak up, I can’t hear you.
(22) CRO: Sure.Whatisyour name?

(23) C: Okay, my name is Betty Ong. I'm Number Three on
Flight 11[45].

Tum, xT0 TenegoHy€ 0 EKCTPEHUX CIy k0, MOKe 37aBa-
THCB, ITI0 OTNIEPATOPH PEarykoTh Iy Ke MOBUILHO, PO3CIadiIeHo,
CTaBJIATh 3aHAATO 0araTo HEBIMIOBIAHUX 3AIIUTAHb Ta, HABITh,
BinTITY10Th HajauHst nornomord [14]. TIpote, 106 3po3ymitu
iXHit CTHIIB POOOTH Ta HEOOXIHICTE 3HAYHOT KUTBKOCTI yTOU -
HIOIOYHX3aITUTaHb, BAPTO 3’ICyBaTH IIPOLIEAY Py PearyBaHHS
Ha eKCTpeHui BUKIMK. KonM BUKIMK HaJXOIUTh y JUCIIET-
9epChKUH [IEHTP, Ha HBOTO BiANOBifae onepatop. Bin moun-
HA€ CTABUTH PeTJiaM €HTOBaHi 3allUTaHHS, a BIAMOBI/II HA HUX
3aHOCHUTH B CIELiani30BaHy KOMII IOTEpHY CUCTEMY, 1110 Ta-
KO’k IEBHUM YMHOM BIiIBOJIKA€E HOTO Bifl CIUIKY BaHHs. [lep-
IIIe TUTAHHS OTIepaTOPa 3aBXKIH CTOCYETBCS aJIPECH, 38 KOO
cTajach Ha/;3BUYaiHa cuTyarlis. [{e moTpibHO 11 TOTO, 11100
y BHUIIAJKy, SKIIO 3B'SI30K OyJe IepepBaHUi, Ha3BUYAIHI
CITy>k0¥ 3MOTJIM BUIXaTH 32 BKa3aHOIO aapecoro. Bimmorini Ha
MOJTAJIBIN 3alUTaHHSA JOTIOMAaraoTh HoMy KracuikyBaTH
IBBIHOK 3aJie)kHO Bim oOctaBuH momii. [{fo xmacudikarito
3aHOCATh B KOMIT'IOTEPHY CHCTEMY, sIKa BCTAHOBIIOE Hal-
0JIDKYy MAIINHY, IO 3M03Ke HEBIKIAIHO BHIXaTH Ha MicIie
nouii [2, ¢ 211-215; 32].

OkpiM TOTO, Oy /Ib-5IKa PO3MOBA 10 TeJIeDOHY XapaKTepu-
3y€ThCS BIICYTHICTIO 30POBOT0 KOHTAKTY — KOMYHIKAHTH
3HAXOAThCS B PI3HUX MICISIX 1 HE MOXYTh OauuTH Oe3moce-
peaHe Mice 3HaXO/DKEHHS, OTOYSHHS a00 NSUTbHICT OJIMH
oaHOTO. BCi 11l MOMEHTH yCKIIQJHIOIOTh pOOOTY ajgpecarta,
TOOTO OmepaTopa eKCTPEHOI CITy KO U, SIKHI He MOKe 0aunTh
Hi IHIIUJICHT, SKHH CIIPUYUHUB HEOOXTHICTh 3BEPHEHHS 110
JIOTIOMOTY, Hi OJIM3BKICTh TOTO XTO Tesie()OHY€E 10 HHOTO, HE
MO>KE BU3HAYMTH 3AATHICTh a/IpecaHTa TOYHO MOBIIOMUTH
iHpopmanito. Tox 4YuCIEeHHI 3amMTaHHA NOTPIOHI, MO-
nepiue, sl Toro, o6 aapecaHT BepOami3yBaB Bce, IIO
CTOCY€ThCS IHIIMICHTY Ta OTOYCHHS, I[00 OTIepaTop, B CBOIO
4epry, BUOyayBaB B CBOIH ysIBI KapTUHY IHIMICHTY, sKa
MOBHHHA OYTH NOCHTH JETANI30BaHOK, MO0 rapaHTyBaTH
HafaHHA BignmoBigHoi momomoru. Ilo-mpyre, BHpomoBkK
TAaKOTO CHUIKYBaHHSI-PO3MUTYBaHHS OIIEPATOPH aHAJIZYIOTh
HOBY iH(oOpMamiro, 3iCTaBIAIOYN il 3 OTPUMAHOIO paHiIe,
100 BIICBHUTHUCH B 1i IPABAMBOCTI, TOYHOCTI, JOCTOBIPHOCTI.
I, opumyroun cynepeunuBy, HEIOPEUHY Ha iXHiN MOTIIAL
iH(pOopMaIil0, BOHH MOXKYTh CYMHIBaTUCH 1100 BiANIOBIAHO-
CTi CUTyallii peaJbHOCTI YH, MOKJIMBO, HaBiTh HE JOBIPSATH
aZpecaHTy, M0 3amo0ir XuOHUM BHKIIMKAM Ta A3BIHKaM -
sKapTaM, sIKi HepiaKo Tparstiotes [12].

Tak, HanpuKIIag, HACTYTHUN (parMeHT I3BiHKA € IIPHUK-
Ja7oM IUTIY0i 3a0aBKH, MPOTE OMEPATOP YCBITOMIIOE IIe
IIOHO MOYYBIIN «EKCTPEHY CHUTYyario» (2), i ToMy Hemps-
MUIii KBECUTHUB PO MPUCYTHICTE TOPYY JopocinX(3) € myxe
nependavdyBaHUM, OCKUTBKHI JHTH 3aiiMalOThCS TAKUMH XKap-
Tamu, KOJIM iX 3aJIMIIa0Th 0€3 HaTIsIy .

(1) CRO: 911, what syour emergency?

(2) C: Yes, | need emergency ma am. I'm about to turninto
a werewolf, ma’am, I need some Pepto Bismol!

(3) CRO: Isthereanybody therewith you?

(4) C: My mama’shusband, he'sherewith me[37].

Hapenenuii Hmwx4de (parMeHT HE € I3BIHKOM-KapTOM,
PO 110 aJpecanT oapasy nonepemkae ‘thisisactually not a
prank call ’(2), oueBuaHo, 1110 HOMY, HaBITh, TPOXH HE3PYU-
HO ‘UM’ (2), mpoTe eKCTPEHHM BHKIMKOM HOTO TAKOX Ha-
3BaTH CKJIafHO. IlmTaHHAM mpo mpoGmemu Ha 1oposi (3)
oTepaTop HaMaraeThCsi BUSHAYUTH CTyIiHb €KCTPEHOCTI 1iel
HAaBITh TPOXU KyMEIHOT CHTYyaILii.

(2) CRO: 911 Emergency.
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(2) C: Hi, um, thisisactuallynot a prankcall, but thereisa
chicken trying to crosstheroad in Linnton.
(3) CRO: Isit causing traffic problems?[39]

HactymHa TenedoHHa pO3MOBa CIIOYATKY TAKOXK 31a€ ThCS
posirpamiem, OCKUIbKM NOYYBILIM TPaAULIHHY caMOIpe3eH-
TaLlif0 OTIepaTOPa Ta MIUTAHHS PO MiCIe eKCTPEHOT CUTYyaILii
aZpecaHT HaJia€ aJipecy CBOTO nepeOyBaHHs, OJJHAK BiIO-
Billb Ha MHUTAHHA PO CaMy CHUTYyaIlil0 — 3aMOBJICHHS ITIIN
(4), 3sMymIy€ oneparopanpuILy CTUTH, IO aPECAHT IIOM HITH-
BCsI HOMEPOM un kapTye. Haronocusmm, mo me ciyx6a 911
(5) i oTpMaBIIH BIMTOBINTB, SIKOO aJPECAHT, 3 OTHOTO OOKY,
MITBEPHKYBaB CBOE PO3YMIHHA TOTO, Ky BiH 3atenedo-
HyBaB (6), a 3 IHIIOTO, CTABUB 30BCIM HEJIOPEYHE 3aIUTAHHS
(6), omepaTop BUSBUB HEAOUSIKY PO3CY LIHBICTb Ta BUTPUM -
Ky, mo0 3po3ymitu (11) mparmaThyHe 3HAYEHHS TaKHX
CyIepeusMBUX BIANOBIZEH aapecaHTa Ta HaaTH OYiKyBaHY
JOTIOMOTY. SIK BHSBHIIOCH, JKIHKa BXKE HE BIICPILE CTaBalla
JKEPTBOIO JOMAITHHOTO HACHIILCTBA 1 MOTJIA ITOTICPEIUTH
MIpeNICTABHUKIB Ciy>k0m 911 mpo Hebesmneky, ska dyekaia Ha
Hel, JUIIe i TPUBOJOM 3aMOBIICHHS IIIIH.

(1) CRO: 911, whereisyou emergency?

(2 C: 23Main &t.

(3) CRO: Ok,what'sgoing onthere?

(4) C: I'dliketo order a pizzafor delivery.

(5) CRO: Ma'am,you'vereached911

(6) C: Yeah, | know. Can | havealargewithhalfpepperoni,

half mushroomand peppers?
(7) CRO: Ummm.... I'm sorry, you know you'vecalled 911
right?

(8) C: Yeah,doyouknowhowlongitwill be?

(9) CRO: Ok, Ma'am,iseverythingok over there? Do you
havean emergency?

(10) C: Yes, | do.

(11) CRO ..Andyou can't talk aboutit becausetheressome-
oneintheroomwith you?

(12 C: Yes that's correct. Do you know how long it will be?
(13) CRO: | havean officer about a milefromyour location.
Are thereany weaponsin your house?

(14) C: Nope.

(15) CRO: Canyou stay onthephonewith me?

(16) C: Nope. Seeyou soon, thanks[35].

Omxe, MOKEMO IMiICYMyBAaTH, III0 OCHOBHHIM €TaIIOM 3MicC-
TOBHOI (ha3u eKCTPEHUX TeJIe()OHHUX PO3MOB € 1) posnumy-
6aHHsA adpecanma, 1O BepOai3y€eThes 32 TOMOMOTOI0 Tpsi-
MUX 1 HEeIPSAMUXKBECUTHUBIB; HOTO UIOKYTHBHA METa — OTPHU-
MaTH JeTaJbHY Ta JOCTOBIPHY iH(pOpPMAIIiF0 CTOCOBHO €KCT-
peHoicuTyartii. J{asi iy Te eTanu 2) épe2ymosaHHs emMoyiil T
3) naoanms incmpyxyiti. JJoCIPKEHHS MOBHOTO MaTepiary
BHUSIBHJIO, 110, SIK TIPABHJIO, I1i IBA STAITH ITEPETHHAIOTHCS.

Sk Binomo, mepeOyBaHHSA B Ha/BBHYAMHIN CHTyalii Ha-
KIIaJa€ MMeBHUI BIIOUTOK HA IICHXOJIOTIYHHMM CTaH JIFOIUHHU 1,
3BHYAHO X, IIe BioOpaxkaeThes B ii eMONIMHUX IpOsBaxX.
Tak, THIIOBUMU IS afipecaHTa € 6araTopa3oBi HOBTOPECHHS
OnaraHb NpO HaJaHHS JOTMOMOTH a0 il MPHUIIBUAMICHH S
(MOTHBYIOYH LI€ pI3HUM U IPUIUHAMH, y TOMY YHUCIi, HABITh,
HebakaHHSAM IIOMEPTH), SIKi BepOaizoBaHi HACTYIIHUM YH-
HoM: ‘Oh, pleasehurry’, ‘Findus, please’, <l 'magoinatodie,
aren't 17, \We're not ready to die’. TosoJi yacTo BxKHBa-
I0ThCA JIAWINBI CTI0BA.

Taka «iCTepHUHICTE» IESKHX aJPECAHTIB MOJXKE Meper-
KOJDKATH OTIEpaTopy €KCTPEHOT CiTykOu 310paTi HeoOXiTHY
st pearyBanust iHdopmartiro [30]. OmHak, K MpeacTaBHUK
IHCTUTYNI], BiH MOBUHEH KOHTPOJIFOBATH CUTYyAIlif0 Ta HaMa-
raTUCh BPETYJIOBATH €MOULiMHUI cTaH agpecaHTa. Ham
aHaJlli3 BUSBHUB 3 OCHOBHI TAKTUKHI TAKOTO BPETYIIOBAaHHS: 1)
OIepaTopy MOBUHHI caMi 3aJIMIIATHCh CHOKIHHUMU Ta BpiB-
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HOB2)KCHUMHU, HE BHSBIITH HA[3BBUYAHOTO 3aHETIOKOEHHS,
iCTepUKH 9 arpecii Ta 3aCTOKOIOBATH THX, XIO TOTpeOye
nomomoru: ‘So stay calm’, ‘Calmdown; okay?’ ‘Relax. Tell
her toloosen any tight clothing. Puton something likemusic,
anvthingto calmeverybody down,’, ‘OK, | need you to stay
safe though’; 2) NpONOHYBATH Ta HAIABATH Oy Ib-SIKY MOX-
JIMBY noriomory: ‘An ambulance will be there as soon as
possible’, ‘We'll get to you as soonaswe can’, ‘We re on the
way’, ‘We've got the firemen outthere. They're outingthefire,
T'll have somebody up to you as fast as I can, okay?’, ‘We're
there, sir,okay?’, ‘Staywhere you are. We re getting there’,
‘The Fire Departmentis tryingto get toyou’Ta 3) HaroJomIy-
BaTU Ha MO3UTUBHOMY Pe3yJIbTaTi, BceTH HaAito. Hai6inbm
SICKPABO 1€ MOKYTh UTFOCTpYBATH MOCTiKHI moBTOpu ‘Alright )
‘OK’ 0co06IHBO il Yac HaTaHHS ICBHUX IHCTP Y KITiii:

‘Okay. All right, ma'am. Just keep himlike | said. Don't
move himanymore. Let himsit there. We'll have somebody
respond to Two Rector Street, okay? Okay.’ [4]]

‘Okay. Listen. Everybody wet the towels. Listen. Lie on
thefloor. Everybody wet the towels; put it over your head.
Lieon thefloor; okay? '[42]

‘Okay, listen, listen, listen to me, listento me,; okay? Lis-
ten, don't -- try not to panic. You can saveyour air supply by
doing that; okay?’, ‘Stay where you are, okay?’ [43]

Po3risiHeMo HacTyIHUIT (pparMeHT, sIKuil psICHIE IOBTO-
pamu. {71 Toro 100 yCBiOMUTH BCIO IPaMaTHIHICTb CUTY-
aIril, HeoOXiZHO BKA3aTH, IO 1€ YPUBOK TeJie OHHOT pO3MO-
BU 3 OJHIEIO 13 KEPTB TEPOPUCTUYHOT aTaku 11 BepecHs B
Heto Mopky. Crouatky afpecaHT CKap»KHThCS HA BiICyT-
HicTe moBiTps (1,3), a mOTIM, yCBiTOMIOIOUH OE3BHXiTHE
CTaHOBHUIIIE, TOBTOPIOE OJIHY €AUHY (hpaszy T'mgoing to die’
(5,7,9). Hepmwii pa3 s ¢ppasa 3ByIHTh SIK HHTAHHS i BepOa-
Ti3y€eThCsA PO3AUIOBUM HHUTaHHAM (5), Hajal BoHa HaOyBae
dbopmu tBepmKeHHs (7, 9). OnepaTop HaMaraeTbCs Hanall-
TyBATH CITIBPO3M OBHUIIO Ha T03UTHB ‘ YOU gotta think posi-
tive’, npoTe, He MBHO, IO B (il CUTYalLlil HOMY HE BIAETHCS
HE JIMIIE BPEryJII0BATH eMOIIii aipecaHTa, ae it omanyBaTH
cBoi emortii. [Ipo Iie cBimUaTh YHCICHHI MOBTOPHU CIIB Ta
¢dbpasmin gac oro cpos 3acokoitH aapecanta (4, 6, 8, 10).
(2) C:. 1t’s very hot, I see...| don't see, | don't seeany air

anymorel!

(2) CRO: Okay...

(3) C: All | seeissmoke.

(4) CRO: Okaydear,|'mso sorry, hold onfor a sec, stay
calmwith me, stay calm, listen, listen, thecall isin, I'mdoc-
umenting, holdon onesecondplease...

(5) C. I'm going to die, aren't I?

(6) CRO: No, no, no, ho, no, no, no, say your, ma‘'am, say
your prayers.

(7) C. I'm going to die.

(8) CRO: You gottathink positive, becauseyou gotta help
each other get offthefloor.

(9 C: I'm going to die.

(10) CRO: Nowlook, stay calm, stay calm, stay calm, stay
calm[3g].

I, HapemITi, BApTO 3a3HAYUTH IL[E OJHY OCOOJIMBICTh CKCT-
peHux Tejae(hOHHUX IB3BIHKIB — KOPOTKOTPHUBAJICTE 3aBep-
masbHO1 a3y, sKa, K MPaBUIIO, CKIIAJIAETHCS IO HAKO LIbIITe
3 OJIHOTO TIOBHOTO KOMYHIKQTUBHOTO OOMIHY a0o0 i Jiuime 3
OHOTO KOMYHIKaTHBHOTO X07y. B OaraThox BHIajkax
3aBepmaibHa aza Moke B3araji OyTtu BimcytHs. lle
IIOB’SI3aHO 3 PI3HUMHU 00CTABHHAMY, 1 OUTBIIICTS 3 HUX CKJIa-
Ja€ThCsl 3 BUHM aJlpecaHTa. 3aHETOKOEHHS, eMOIliifHa Ha-
pyra, B JAESKUX BUIAJKAX BIICYTHICTH (i3MYHOI 3MOTH
3aBEpLIMTH PO3MOBY, Ha/J3BUUaiHI MO — Bce 1€ 4acTo
MIPHU3BOUTH JI0 PANTOBOTO MPUIIHMHEHHS IHTEPAKILii.

BucnoBku. IlincymMoByIOYHM BHIICBHKIAJCHE, CIII 3a-
3HAYUTH, 0 SKCTPEHI TeNeQOHHI IB3BIHKK BHSIBISIFOTH Bijl-
XWICHHS Bl KAaHOHIYHOI CTPYKTypH Teie(OHHHX T3BIHKIB
Ta MaroTs cBOi ocobOmmBocTi. Hacammepe me ixHs 3aransHa
Ta YiTKa CIPSAMOBAHICT HA IOCATHEHHS IIEBHOT METH, a caMe
— OTpUMaHHs / HAJAHHS JOIIOMOTH, 1 IK Pe3yJIbTAT, p eIy KIlis
iHimiambHOT Ta 3aBepIIaNbHOI (a3, sKi BIpAvyaroTh CBOIO
UTOKYTUBHY CHITY.

Kpim Toro, aHami3 eKCTpeHUX BUKIIUKIB, SIKi 4acTO € HAJ-
3BUYAHHO €MOIIIHO-HATIPYKCHUMH, JEMOHCIPYE iXHIO
MAPTHEPCHKY, KOOPAMHOBAHY NPUPOIY Ta BHUSBIAE, SIK iH-
CTUTYLIHHO-BCTAHOBJICHI NMPOLEAYPH BILIMBAIOTH Ha IIpar-
MaTHYHE 3HaYEHHS PO3MOBH, CTHM YJIOIOUYH 3a0e3MeyeHHS
e(heKTBHOT EKCTPEHOT JOTIOMOTH.
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Structural,semanticandlinguopragmatic peculiarities of emergency telephone conversations (on the material of callsto 911)
0. O. Popivniak
Abstract. Thearticleded swith theresearch of emergency phonecalsin English discourse. Onthebases of theandydsit is stated that the
structurd organization of emergency cals and the speechbehavior of communicants areinfluenced by institutionally regulated procedures of
thework of acal receiving operator and someother extrainguisticfactors A specid attentionispaid to the peculiarities of emergency cal
openings and closings as well as to the specia pragmatic aim of the main part — to stimulate effective emergency help.

Keywords: emer gency telephone call, telephone opening, telephone closing, communicative exchange, addr esser, addr essee.

CTpYyKTypHO-CeMaHTHYeCKHe H JHHTBONPArMaTHYecKHe 0CO00eHHOCTH SKCTPEHHBIX TeJied OHHBIX pa3roBopoB (Ha MaTepualie
3BOHKOB B C1y:k0y 911)
E. A. llonuBHsk
AnHoTanus. CTaTbs MOCBSILEHA HCCIET0BAHNIO SKCTPEHHBIX TeTIe() OHHBIX P a3TOBOPOB B aHIJIOS 36IYHOM JHcKypce. Ha ocHoBe np oBenieH-
HOT'0 QHAJIN3a Y CTAHOBJICHO BJIUS HUE MHCTUTY IIMOHHO-PErIaMEeHTHPOBAHHBIX [P OLIE/Ty P p a0OTHI ONep aTopa IKCTP €HHOM CITy KObI U OTIp e-
JIETIEHHBIX SKCTP ATMHTBUCTUIECKHX ()aKTOP OB Ha CTP YKTyPHYTO OPTaHH3AIIIO SKCTPEHHBIX Pa3rOBOP OB M P E€4EBOE MOBEACHIE KOMMY HU-
KaHTOB. JleTasib HO ONMCcaHo crenM( Ky MHULIMAIbHOU 1 prHaEHOH (a3, a Takke 0co0Y 10 Ip arMaTHUECKYIO HArp y3Ky CMBICTIOBOM (ha3bl —
CTUMy JIUp OBaHue obecrieuenust 3¢)(heKTUBHOM KCTP CHHOW MOMOIIIH.

Kntouesnle cnosa: sxcmpennuiii menegh OHHbIIL paze080p, UHUYUATbHASL (pa3a meneghoHHO20 paze 060pa, 3aKIUUMebHas Gaza meie-
g onHoz 0 pase 080pa, KOMMYHUKAMUBHBIL 0OMEH, KOMMYHUKAHMbL, A0peCanm, aopecam.
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