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Abstract

Thisarticle describes the requirements for a decision support system which is designed to assess the quality
of public services. Requirements for a decision support system are used as a starting point at its design stage
and determine the functions of the developed system without showing the mechanism of its implementation.
At the same time, the requirements serve as constraints in the process of system development. The set of
the developed requirements for the decision support system includes basic, functional, non-functional and
economic requirements.

We propose to use the ontological approach in the development of requirements for the system. This
allows us to solve a number of problems arising from the description of the requirements in natural language:
the lack of exposition clarity, misrepresentation of the requirements and so on. The ontological model allows
developers to interpret the requirements in the same way, to structure the specification of requirements for
the system and to eliminate blurring in their definitions. Ontological representation of knowledge about
requirements for the developed system and about the system providing public services in general is used
for the semantic integration of existing information resources, appropriate interpretation of the content of
text documents and search queries presented in a natural language. The developed ontology improves the
quality of user (stakeholder) interaction during the system operation. In addition, it includes rules for term
combination to provide reliable assertions on the state of the decision support system.
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Introduction

urrently in the Russian Federation issues re-

lated to the quality of services provided by the

state have particular relevance and social signifi-
cance. Organizations providing public services represent
a queuing system that serves for the interaction of the
country’s population with state authorities, and this sys-
tem should guarantee the maximum satisfaction of the
citizens’ needs in public services. At the same time, in
accordance with one of the main directions of the reali-
zation of the Information Society Development Strategy
in the Russian Federation approved by the President of
the Russian Federation on 7 February 2008, it is nec-
essary to improve the quality and responsiveness of the
public services provided, including through e-govern-
ment and the transfer of public services to electronic
form. By the Decree of the President of the Russian
Federation dated 7 May 2012 No. 601 “About the main
directions for improving the system of public admin-
istration” it was determined that by 2018 the Russian
Federation citizens’ satisfaction level with the quality of
public and municipal services provided should be at least

90 %.

Despite the relevance of solving the problem of im-
proving the quality of public services, there is still no
single methodology for their comprehensive assessment.
There are various methods given in this article which
are based on various indicators and criteria to assess the
quality of public services. To date, a systematic approach
to the analysis and quality assessment of the services is
needed. The process of assessing provision of public
services requires decision support in problem situations
based on application of scientific approaches, namely,
knowledge engineering and the ontological approach.

1. Existing methods for assessing
the quality of public services

The works of such researchers as A. Parasuraman,
V.A. Zeithaml, L.L. Berry, L. Gaster, G. Van Ryzin,
S.1. Nedelko, A.V. Ostashkov, N.S. Mirzoyan, S.S. Tsu-
kar, AN. Lunev, N.B. Pugacheva, M.V. Koptev and
others are devoted to assessment of service quality, in-
cluding public services.

A. Parashuraman, V.A. Zeithaml and L.L. Berry pro-
posed a method of assessing the quality of services —
SERVQUAL (abbreviated from “SERVice QUALIty”),
which involves measuring the service quality using a
quantitative indicator — the service quality index SQI
[1, 2]. The service quality index SQI shows the ratio of
the perceived and expected service quality. The SQI cal-
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culation is based on the results of the questioning serv-
ice consumers. To measure customer expectations and
perception of the quality of services received, two basic
questionnaires are used. These include 22 pairs of ques-
tions grouped according to indicators of reliability, cred-
ibility, responsiveness, tangibility, sympathy. Question-
naires allow respondents to answer the questions using
the seven-point Likert scale: from “absolutely disagree”
to “absolutely agree”. Note that the main problem of the
results obtained through SERVQUAL questionnaires,
and in particular the key indicator — the general qual-
ity index SQI — is the low degree of its informativeness.
The index value itself can signal only the conformity of
the assessed service to the quality or low quality cate-
gory. The general index SQI rather reflects the average
value, that is, a low score on one of the determinants can
be compensated by a high score for another, while the
general value SQI will be satisfactory. Thus, the devel-
opment of specific recommendations requires a detailed
analysis of the values of individual determinants, as well
as the corresponding quality indices.

The SERVQUAL method was applied in the field
of public services in the works of L. Gaster and
G. Van Ryzin [3, 4]. The results of L. Gaster’s study [3]
showed that the lower social layers more often claim that
they are satisfied with public services, while the more af-
fluent often complain about the poor quality of public
services. Social workers usually have higher expectations
from social services, and therefore they think more criti-
cally and skeptically about the quality of services pro-
vided. As a result of the analysis of public satisfaction
in the public services sector by G. Van Ryzin [5], it was
revealed that respondents show a low degree of satisfac-
tion with public sector services. The researcher explains
this by the fact that the assessment of the public services’
quality is based on public judgments about satisfaction
with the authorities’ activities.

To assess the public services, two groups of criteria are
proposed by S.I. Nedelko and A.V. Ostashkov [6]:

1) the criteria for assessing the convenience (availabil-
ity) of receiving the service: the consumer’s awareness
about receiving the service, the convenience of waiting
for the service, the convenience of receiving the service,
the availability of the service provided, the attitude of the
staff to the consumer of the service, the possibility of ap-
pealing against actions by the personnel;

2) criteria for assessing the quality of the final result of
the service: the time spent on receiving the final result of
the service (quick response), the content quality of the
final result of the service, staff competence.
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In addition to these two groups of criteria N.S. Mir-
zoyan [7] offers a third group — the amount of resources
spent by the consumer to receive the service.

These criteria can be used as indicators for calculating
the indices of satisfaction with the public services pro-
vided.

S.S. Tsukar [8] noted that in the development of serv-
ices providing the public services, priorities are gradually
shifting from traditional formats of providing services to
modern electronic forms of interaction between govern-
ment and society within the framework of the e-govern-
ment concept. Together with the change of priorities,
the structure of the criteria for quality assessment of the
services provided is also changing. So, if in the tradition-
al way that services are received by citizens the physical
convenience of receiving services and personnel were
important for them, then organizational barriers, prob-
Iems of information perception and readiness for the use
of new technologies play an important role in the elec-
tronic format of interaction. Therefore, the issues of as-
sessing the quality of how public services are provided
need to be approached differentially, taking into account
the change in the weights of certain assessment criteria,
i.e. the changed structure of quality criteria for providing
the services in electronic form.

A.N. Lunev and N.B. Pugacheva [9] used the follow-
ing basic criteria to assess the quality and availability of
public services:

1) the level of public services quality characterized by
the timeliness and speed of the services provided, com-
pliance with the service standard, administrative regula-
tions and service consumer requests (Q1);

2) the level of public services availability, taking into
account the convenience of waiting for and receiving the
services, simplicity and rationality, contact and efficien-
cy, openness and transparency (Q2);

3) the level of consumer confidence in government
authorities and their agencies providing public services
(Q3).

The assessment of the quality and availability of public
services is based on the value of the complex indicator
Q=0Ql1+Q2+Q3.

M.V. Koptev [10] noted that public service quality
is characterized by the quality of the agency’s internal
processes and is ensured by the accurate operation of
the operational accounting unit, the so-called “back of-
fice”:

4 clear implementation of the administrative regula-
tions of providing public services and compliance with
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legal norms and standards requirements;

4 qualified performance by public servants of their of-
ficial regulations;

4 completeness, integrity, relevance and reliability of
the information resources used;

4 using modern information and telecommunication
technologies.

Assessment of the public services quality, according
to M.V. Koptev, should be carried out directly by the
applicants by an initiative order in specially developed
questionnaires. It can be filed in multifunctional cent-
ers (MFCs), agencies providing services or on their web-
sites, as well as through a public services portal where
there is the possibility of filing a response. In addition,
a project on public services assessment by means of sms
messages has been launched and is being implemented.

As a result of the surveys conducted, a database is be-
ing formed analyzing the client experience of those who
received the services. This base should form the basis for
improving the entire system of providing public services
in general and improve the work of the federal agency
employees who provide public services, in particular.

However, despite all the changes made and available
methods of quality assessment, the monitoring and as-
sessment system of the public services quality is not fully
debugged and needs to be improved.

2. The need for decision support
in assessment of the quality
of public services

State authorities, including federal agencies provid-
ing public services, like any modern organizational
systems, operate in difficult conditions. Their viabil-
ity depends on the ability to adapt their behavior to
current and future environmental changes. Organiza-
tions need to mobilize information resources and ap-
ply knowledge engineering to ensure effective manage-
ment of business processes, in particular, the process
of providing public services and assessing the quality of
this process. The problems of knowledge management
in organizations are considered in the studies of many
scientists [11—13].

Examples of corporate knowledge creation can be
found in large Japanese, American, European compa-
nies such as Canon, Honda, Matsushita, Boeing, IBM,
British Petroleum, etc., applying a holistic approach to
knowledge management and adaptive behavior of the
organization, as well as implementation of innovative
projects based on new knowledge and ideas.

BUSINESS INFORMATICS No. 1(39) — 2017
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In the management process, it is necessary to ensure
compatibility of the concepts used, models and methods
of knowledge management based on their formaliza-
tion in order to improve the quality and quick response
of management decisions. The following knowledge
classes are defined in the organization: intuitive, implic-
it knowledge (heuristics, intuition, experience, skills),
formalized, conceptual knowledge (mathematical mod-
els, rules for organizing effective actions), background,
context knowledge (knowledge defining the cognitive
context of activity conceptualization) [14]. Explicit
knowledge is usually formalized in accordance with the
accepted model of knowledge representation, for exam-
ple, in the form of product rules and other formal mod-
els regulating processes management. Implicit knowl-
edge for intellectual decision support is presented in the
form of precedents of problem situations [15].

At present, the development of ontologies is proceed-
ing actively, representing a clear conceptualization of
subject areas and ensuring the interaction of the organi-
zation’s specialists in solving complex problems in a sin-
gle information space. Despite the development of the
ontological analysis theory, as well as the development
and application of new tools for creating ontologies, the
integration problems of ontology and knowledge man-
agement remain insufficiently researched.

In order to ensure the required quality of the public
services provided, it is necessary to conduct their assess-
ment on an ongoing basis and make timely proper (cor-
rect) management decisions. To do this, it is necessary to
apply scientific approaches (knowledge engineering) to
decision support in problem situations arising when as-
sessing the quality of providing public service. Decision
support is a set of procedures that provides the decision-
maker with the necessary information and recommen-
dations that facilitate the decision-making process.

Using the knowledge and experience of the organi-
zation, which are concentrated in standards, methods,
administrative regulations and software applications, as
source material for building a decision support system
(DSS) will improve management efficiency and create
the necessary information environment for the exchange
of views and experience between specialists participating
in the process of assessing the quality of public services.

Decision support systems are a relevant and develop-
ing field of information systems application for organi-
zations [16].

The decision support system development for quality
assessment of how public services are provided is imple-
mented in accordance with the requirements submitted
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by various owners to the developed system at different
stages of its life cycle. When requirements are forming,
some contradictions may arise. Their reasons may be the
different. In particular, such reasons include:

<> different visions of consumer properties of DSS by
various management subjects [17];

<> different assessments of problematic situations by
various management subjects [18];

<> the state of uncertainty of the external environment
with regard to the control object [19, 20] and the inter-
nal environment of the control object [20, 21], as well as
a unique combination of internal and external environ-
ments [22];

<> rejection by stakeholders of past commitments and
unilateral violation of the agreements reached [20, 23].

The identification of contradictions at the early devel-
opment stage is a critical success factor of the complex
system management. Timely detection of contradictions
and finding ways to resolve them prevent the appearance
of difficulties. This makes it possible eventually to re-
duce the cost of DSS creation for assessing the quality of
how public services are provided.

In addition, when DSS is being created, the experts
often have complex problems, the cause of which is not
always clear. In particular, it is difficult to describe the
activities performed by the developed system clearly.

In connection with the above, authors offer to describe
the functionality and limitations are imposed on the de-
veloped system, that is, requirements for DSS, complete
and clearly.

As shown by many studies, mistakes made at the stage
of gathering requirements constitute 40—50 % of all de-
fects found in the developed system [24, 25]. The main
causes of DSS development project failure are incorrect
information from users and disadvantages of defining
and managing user requirements [26].

Development of the requirements will make it possible
to avoid more serious errors and problems at later stages
of the DSS development for assessing the quality of how
public services are provided.

3. Requirements for a decision support system

Development of the requirements for the DSS is a
process involving activities that necessitate creating and
approving the document stipulating the system require-
ments [27].

There are four main stages of the requirements devel-
opment process for the DSS:
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1) feasibility study of the DSS development from a
technical point of view;

2) formation and analysis of requirements for the DSS;
3) specifying requirements for the DSS;

4) relevant documentation development and certifica-
tion of requirements for the DSS.

The chart of requirements for a decision support sys-
tem developed by the authors is shown in Figure 1.

The set of requirements for the DSS includes basic
requirements, functional and non-functional require-
ments and economic requirements.

Basic requirements include the basic purpose of the
developed decision support system and present high-
level generalized requirements. The DSS is being devel-
oped to form recommendations for decision-making,
document decision-making, to ensure interaction be-
tween decision-makers and other stakeholders in the
decision-making process, and to register the assessment
of the decision support quality by the decision-maker or
an expert.

Functional requirements cover expected behavior of
DSS defining the actions that the system is able to per-
form. These requirements include decision support in
the process of providing public services, registration of
inconsistencies in quality of how public services are pro-
vided, description and analysis of the problem situation
arising in assessing the quality of how public services
are provided, search for solutions using rules and prec-
edents of decision-making, ontological analysis, logging
of citizens requests, the development and application of
the knowledge base (KB), the development and regular
updating of normative legal documentation database,
event logging, etc.

Non-functional requirements are not directly relat-
ed to the functions performed by the system. These re-
quirements do not define the behavioral aspects of the
system in the process of providing public services. They
are associated with such integration properties of the
system as the protection of confidential data, reliability,
accuracy, communication, work in real time, access to
the database and knowledge base, etc.

In particular, we note such non-functional require-
ment as speedy response. Responsiveness indicators are
obtained using the decision support system as a queuing
system (QS). QS has such indicators as the absolute, rel-
ative and nominal throughput, the number of QS chan-
nels, the idle factor and others.

Also it should be noted that many non-functional re-
quirements apply to DSS on the whole and not to its in-

40

dividual assets. Some non-functional requirements are
more critical than individual functional requirements. If
an error is made in the functional requirement, this can
lead to a decrease in the quality of the developed system.
If the error is made in non-functional requirements, for
example, in the requirements of fault tolerance or con-
trollability, then this can make the system completely in-
operable.

Economic requirements imply an economic aspect is
taken into account in the DSS development in the proc-
ess of providing public services. It is necessary to assess
the possible risks, the economic efficiency, the DSS re-
alization cost and the time spent for realization and im-
plementation of the DSS.

The system for providing public services must ensure
conformity of the automated process of providing serv-
ices to the requirements of normative legal acts includ-
ing administrative regulations determining the order of
providing public services by the executive bodies of state
authority, federal agencies, local authorities and others.

4. Application of the ontological approach
to solving communication problems in the development
of requirements for a decision support system

In the class of decision support systems, intelligent
decision support systems (IDSS) are allocated that are
designed to help decision-makers manage complex ob-
jects and processes of various nature in the face of tight
time constraints and the presence of uncertainty of vari-
ous kinds (incompleteness, fuzziness and inconsisten-
cy of the original information, etc.). Such systems be-
long to the class of integrated intellectual systems that
combine rigorous mathematical methods and solution
search models with nonstrict, heuristic (logic-linguistic)
models and methods based on the knowledge of experts,
models of human reasoning and accumulated experi-
ence [28]. A distinctive feature of the tasks solved with
the help of intelligent DSS is the impossibility of obtain-
ing all the objective information necessary for decision-
making, and in this connection - the use of subjective
expert, poorly structured information. Highly qualified
specialists of government bodies, federal agencies, state
institutions, as well as experts engaged in scientific re-
search in the field of knowledge management can be in-
volved as experts.

The central component of IDSS is its knowledge base.
The knowledge base is a set of information about the
subject area organized in accordance with the accepted
knowledge representation model. The knowledge base
contains information relevant to a particular subject

BUSINESS INFORMATICS No. 1(39) — 2017
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area: rules describing relationships and phenomena, in-
dividual facts, and also, possibly, methods, heuristic al-
gorithms and various ideas related to decision-making in
the relevant subject area [29].

One of the most important tasks in the development
of DSS is the task of obtaining knowledge from a subject
area expert and presenting it in the knowledge base of
the IDSS.

The formalism of the knowledge description is called
the knowledge representation model. There are various
models of knowledge representation: ontology, logical
model, product model, semantic network, frame model,
precedents, dynamic model, etc.

Ontology is the explicit specification of conceptuali-
zation [30]. Formally, the ontology consists of terms or-
ganized in the taxonomy, their definitions and attributes,
as well as the axioms associated with them and the rules
of inference. In other words, ontology is knowledge
formally presented on the basis of conceptualization,
which involves the description of a multitude of objects
and concepts, knowledge about them and the connec-
tions between them.

Ontology enhances the intelligence of knowledge
management systems based on a representation of what
often remains implicit or uncertain. Ontology solves the
problem of sharing and reusing knowledge by various us-
ers and / or computer programs [31].

In each subject area, experts have their own specific
scientific vocabulary (there is no single terminology).
Some terms are used in several disciplines with similar
but not identical meanings; there are synonyms, anto-
nyms, homonyms. Therefore, it is extremely urgent to
solve the problem of representing natural language in-
formation in a machine-interpreted form [32].

There is a need to develop a unified, detailed and con-
sistent terminology that can be used in various formal
contexts and applications. Ontology is a convenient way
to create such terminology, taking into account the con-
text of the subject area. Ontology takes into account the
paradigmatic relations of concepts that are not dependent
on the context of the problem solution, and the rules for
the formation of syntagmatic relations concept variables
arising in a certain context of the problem solution [33].

The approach based on ontologies is flexible enough
and universal and has a number of advantages that justify
its use in an environment with large volumes of informa-
tion and the need to quickly extract its parts. As such,
an environment is the decision support environment for
assessment of the public services quality. This environ-
ment provides:
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4 collection of theoretical knowledge, its representa-
tion in the form of a semantic network of concepts and
relations between concepts;

4 increasing the effectiveness of information search-
ing based on the structuring and classification of stored
knowledge;

4 the ability to collect, accumulate, process and present
knowledge in the organization’s Intranet network in ac-
cordance with the concept of “semantic web” [29].

When developing DSS, an approach is proposed based
on the definition of requirements groups: functional,
non-functional, economic, etc.

Some problems are arising during the requirements
development due to the fact that there is no clear un-
derstanding of the differences between different levels
of requirements. Requirements are commonly used as
a means of communication between the different stake-
holders. This means that the requirements should be
simple and understandable for ordinary users of the de-
cision support system and its developers, designers and
others. In order to solve the problems arising, it is neces-
sary clearly to distinguish the requirements of different
levels and to determine the interpretation of the term of
one requirement or another.

Specifications of DSS requirements are written in
natural language and this often leads to certain prob-
lems when the detailed specification is written. The use
of natural language implies that the same words and ex-
pressions in the requirements formulation are under-
stood in the same way by stakeholders. However, in fact,
this is not the case, since natural language has a certain
blurring of concepts. As a consequence, the same re-
quirement formulated by different specialists can be in-
terpreted in different ways.

To avoid these problems and for unambiguous inter-
pretation of the terms of the subject area (and, accord-
ingly, the requirements for DSS developed for assessing
quality of how public services are provided), we pro-
pose to develop the ontological model. This ontological
model allows us to solve the problem of communication,
structure requirements specification for DSS and elimi-
nate blur of definitions. Thus, an approach is proposed
to for intellectual decision support for assessment of the
quality of how public services are provided based on the
ontological knowledge base.

Using the ontological approach allows us to carry out
an ontological analysis of the public services provision
system and enables us to formulate the requirements for
DSS designed to assess the effectiveness of how public
services are provided.

BUSINESS INFORMATICS No. 1(39) — 2017
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The advantage of using the ontological model is that
it allows us to develop a metadata model. This greatly
improves the interaction of a wide range of DSS users.
Ontology enables us to provide the collective use of an
understanding of the information structure by experts,
state institutions employees, to re-use knowledge of the
subject area as well as to analyze this knowledge.

The general concepts of the subject area, queuing sys-
tems and project management of DSS creation (based
on a dictionary of software projects [34]) are included in
the developed ontology as classes. Also, the developed
ontology includes a hierarchy of requirements for DSS.
Moreover, each term in the ontology has a straightfor-
ward interpretation. A fragment of the developed ontol-
ogy is shown in Figure 2.

The developed ontology can be formally represented
as [15]:

Onto=<C, R, Pr,V, I, A, D>,

where C —aset of classes {C, C,, ..., C };

R—asetof relations {R, R,, ..., R };

Pr— properties of classes;

V' — values of properties: there is a division of prop-
erties into two classes in OWL: the object properties
(instances of the class owl: ObjectProperty) and the
properties of the data types (instances of the class owl:
DatatypeProperty);

I — a set of class instances {/,, 1,, ..., I } is determined
by axioms and definitions of specific class properties;

A—asetof axioms {4, A,, ..., 4 };

D — a set of output algorithms at ontology {D,, D,, ...,
D}.

To find the necessary information in the developed

ontology, a special request can be implemented by a
specialist or other interested person. Through a request,
any specialist involved in the development of a DSS for
assessing the quality of public services provided (or an-
other interested person) can find all the necessary infor-
mation about the requirements for DSS by means of the
developed ontology: find out which groups of require-
ments are relevant to DSS, and details of these require-
ments. Since the ontology contains the terms of the
subject area, DSS users can form their requests for the
developed ontology.

In addition to the terms, the ontology includes the
rules according to which these terms can be combined to
construct credible allegations about the state of the sys-
tem at some moment in time. In addition, it may make
appropriate conclusions based on these statements.
These conclusions allow us to make changes in the sys-
tem of how public services are provided to improve the
quality.

Conclusion

The requirements development process for a decision
support system to assess the quality of how public servic-
es are provided is very complicated and important, since
errors in the requirements can lead to high costs for the
development of the whole system.

A chart of the requirements for the DSS developed by
the authors to assess the quality of how public services
are provided is presented in this article. In addition, in
this article they present an ontological model facilitating
the interaction of the various stakeholders (users, devel-
opers and others) and allowing us to structure the speci-
fication of the requirements for the system. m
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AnHoTanug

B crathe mpencraBieHO omucaHue TpeOOBaHWII K CHUCTeMe TOMIEPXKKW TIPUHATUSI pPelleHUii, KoTopast
TperHa3HaueHa IS OLeHKY KauyeCcTBa MPeI0CTaBIIeHUsI TOCYTapCTBEHHBIX YCIYT. TpeGoBaHUs K cUcTeMe TIOMIEePKKA
TIPUHSTHSI PEIIEHUI UCTIONB3YIOTCS B KQUECTBE OTIIPABHOM TOYKM Ha JTalle ee TIPOSKTUPOBAHMS U OTIPEAEISIIOT, YTO
ITOJIXKHA IIeNIaTh pa3pabaTeiBaeMasi CUCTeMa, He TI0OKa3bIBast IIPY 3TOM MeXaHU3Ma ee pearn3anuu. TpeboBaHUs TaKxke
CITy>XaT OTpPaHUYEHMSIMU B TIpoliecce pa3paboTku cuctemMbl. COBOKYITHOCTh pa3pabOTaHHBIX TPEOOBAHUN K CUCTEME
TTOIIEP>KKY TIPUHSITUST PEIIEHN I BKITIOUaeT OCHOBHEIE, (DYHKIIMOHAIbHBIE, HE(DYHKIIMOHAbHBIE 1 SKOHOMUYECKIE
TpeboBaHUsI.

[pennaraercs mpyMeHeHNE OHTOJIOTMYECKOTO TTOAX0/A IPU pa3paboTke TpeOoBaHUIt K cucTeMe. DTO TO3BOJISIET
peluThb psn npobsaeM, BOZHUKAIOLIMX [IPU ONMCAHUU TPEOOBAHUI HA €CTECTBEHHOM $3bIKE: OTCYTCTBUS YETKOCTH
U3JIOKEHUsI, CMEIIeHus1 TpeboBaHuil, o0benuHeHus TpeboBanuii U ap. PazpaboraHHas oHTONOrMYEeCKass MOAETb
MO3BOJISIET OHO3HAYHO TOJIKOBATh TPEOOBAHUS K CUCTeME MOANCPXKKHU MPUHSITUSI PEUICHUN U OLIEHKHM KayecTBa
MPEeNOCTaBIEHUSI TOCYIAPCTBEHHBIX YCIIYT, CTPYKTYpUPOBATh ClieU(PUKALINIO TPeOOBAHUH K CUCTEME U UCKITIOIUTh
pa3MBITOCTh MX onpeneneHuid. OHTOJIOTMYECKOe TPEACTaBIeHUEe 3HAHUII O TPeOOBaHUSIX K pa3pabaTbiBaeMoil
CUCTEME M O CUCTEME MpPEeNOCTaBJICHUS TOCYIAPCTBEHHBIX YCJIYT B LIEJIOM MCIONb3YeTCsl ISl CEMaHTUYECKOM
WHTETpallii UMEIOIUXCS MH(POPMALIMOHHBIX PECYPCOB, a TaKXe Ui aleKBaTHOW MHTEPIPETalluu COMepKaHUsI
TEKCTOBBIX IOKYMEHTOB M TIOMCKOBBIX 3aIIPOCOB, KOTOPbIE MPEICTABIEHBI HA eCTECTBEHHOM s13bIKe. PazpaboraHHast
OHTOJIOTUS YJIy4YlIaeT TOHUMAHUE U UCTIOJIb30BAHUE CUCTEMBI BCEMU 3aUHTEPECOBAHHBIMU JIMLIAMU C TOUKU 3PEHUS
OpraHu3alu UX B3aumoneiicTBus. PazpaboranHas oHTonornyeckass MOJAe b TAaKKe BKJIIOYAeT MIPaBUiia, COITACHO
KOTOPbIM TEPMHHBI CKOMOWHUPOBAHBI MJISI TOCTPOEHUST JOCTOBEPHBIX YTBEPXKAECHUI O CHUCTEME MOAIepPKKU
TMIPUHSATHUS PEILIEHUNA.

Kimouessie ¢10Ba: crcTeMa IMOAAEPXKKIY MPUHITHUS PELIEHUI, CUCTEMA IIPEAOCTABIEHHS TOCYIaPCTBEHHBIX YCIIYT, OCHOBHBIE
TpeboBaHUsI, GYHKIIMOHAJIbHbIE TPeOOBaHUS, HE(PYHKIIMOHATbHBIC TPEOOBAaHMSI, SKOHOMMUECKHE TPeOOBaHMSI, OlICHKA
KayecTBa MPeI0CTaBICHUS TOCYIapCTBEHHBIX YCIYT, OHTOJIOTMYeCKast MOIEJIb MOAACPKKM IIPUHSTHSI PEILICHMIA.

IMurupoBanme: Chernyakhovskaya L.R., Galiullina A.FE. Development of requirements for a decision support system aimed at
quality assessment of public services provided based on the ontological approach // Business Informatics. 2017. No. 1 (39).
P. 36—47. DOI: 10.17323/1998-0663.2017.1.36.47.

2 PaboTa BhIMOHEHA MTPU Tofiepx)Ke Poccuiickoro doHaa hyHaaMeHTaTbHBIX UCCIISIOBAHMIA,
mpoekT Ne 14-08-97023 « MHTe ek Ty anbHas O pXKKa MPUHSATHUS peIIeHU I TTPY YTIpaBIeHU N
WHHOBAI[MOHHBIMU TIPOEKTAMU Ha OCHOBE OOpPa0OTKM 3HAHUWA U MaTeMaTHYeCKOTo
MOJZIEIPOBAHUST»
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