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l. O6nacrb rtPltMeHeHHq

1.1 , Hacrotrull4fi pernaMeHT ycTaHaBJl14BaeT eAHHblfi nopfAoK rIpI4eMa,

pefr4cTparJ]2;|^, o6pa6orrn, KoHTpOnfl Lr 3aKpblrl4fl o6paue]F,l/.ir CTefiKXOJIAepOB B

opfaHpI3alII414.

1.2. Tpe6oBaHLtfl pernaMeHT'a pacnpocrpaHflrcrct Ha Bce crpyKrypHble

noApa3AeJreHur H corpyAHt4KOB, yqaclByrculHx B o6pa6orrce o6paUeHnft.

1,3. PernaMeHr npHMeHseTCt npu B3al4MoAeitcrelz-z OO cneAyFoLIInMLI

KarefopHtMh creilKXonAepoB :

o CT)[eHTbli

. paooroAarenn,

o pOllaTenl ,

o ?KKpetrI4TaUuOHHble areHTCTBa;

. rOCyAapCTBeHHble OPraHbl.

2. HopmaruBHble ccblJlKl4

2,1. Hacrorurufi pernaMeHr pa3pa6oraH c yqeroM:

. 3axoH o6 o6pa:oBaHl4h KP;

. ISO -9001 :2015',

. Vcrae o6pasoeaTejqbHoro yqpeXAeH14t (Po3nb MeTponoJII4TeH

Vuranepcltrer));

. floloxeHr4e o6 yr-rraeepcr4Tere o6pasonareJlbHofo yrlpexAeHl4f, (Po3JIb

MerponoJll4reH V HHeePcurer) ;

2.2. lTpu h3M e H eH r rz Hop Marrz BH brx Ao r(yM e HroB ilpfiMeHqerct I4x aKTyanbHafl

peAaI(u14.tl.

3. TepvuHbt I,l orlpeAereHllq

3.1, B HacTOflUIeM pernaMeHTe rlpl4MeHflrcTcfl cneAyloull4e TepMAHbI:

CrefircxoflAep --- Srz:lnvecKoe hnH trlprlAr4qecKoe r,lI4Ilo, 3al4HTepecoBaHHoe B

Aefl TeJl bH ocTH Op f a Hr43aL$ t4 v Jt h B3AVMOAe il CTByrOUlee c Heil .

06paufeH"a . 3anpoc, xano6a, flpeAnoxeH:ze,3aflBJIeHu e I4JII4 I4Hoe coo6xleHl4e,

HarrpaBneH Hoe cTefi KXonAepoM.



06paroaare.r uHoe \'! pelueH ne

<Por.rs \lerponoJhreH yHhBepct-rTerD

Cucrerra ueHerifilreHTa KacecrBa
Per.rArrenr pa6orbr c o6pauteHnrvn creilxro;r.lepoa

ci\tI(-9.1.2.r53 -2025

SLA (Service Level Agreement) - ycraHoBneHHble cpoKll 14 rlapaMerpbl

o6pa6orr<u o6paueHl4i{.

14 H UuAeHT - Co6btrH e, H apy utaro u-lee HopM aJI b Hoe Sy H xqrzoHl4poBaHI4e

npoqeccoB.

gcrca,rau nepeAalra o6pauenvrfl Ha 6onee BbrcoK?ril ypoBeHb yrlpaBneHzt

Anr rpHHflTl/.fl peueHht.

4. YcroeHble coKpaureHufl tt o6o3HarfeHuq

flflc 
- 

npo$eccopct(o npenoAaBarerbcKI4il cocrae;

Oy (PMy) - o6pa3oBarenbHoe yqpexAeHne (Po3nb MerponoJII,IreH

Vunaepcnrer));

AA- arcrperr,rraul4oHHbl e areHTcrBa;

C3A 
- 

cr4creMa 3JIeI(rpoHHoro AoI(yMeHra o6opora;

SD (Service Desk) - ct4creMaysera o6paueuufi

5. O6urne roror(eHllq

5.l. Bce o6pauteHr4r noAnex(ar o6r3arerbHoil pen4crpar\uv t4 o6pa6orr<e.

5.2, Pa6ora c o6paureHutMH ocyutecrBJlrerct Ha rpnHur4trax:

o CBOe BpeMeHHOCTI4;

. npo3paqHocTH,

. o6sexrt4BHoern;

noJrHoTbI rI AocroBepHocTl{ 14HQOpMaUI4A;

o co6rro AeHnn KoH0t4AeHIIfianbHocrl4.

5.3. O6pauleHr,rr rocyAapcrBeHHbtx opraHoB r,r ar(KpeAl,rratl[oHHbrx areHTcrB

HaxoAflTcfl Ha oco6oM KoHTpore pyKoBoAcrtsa.

6. KaHa.nbt rlocryltreHnq o6parueHnfi

6. 1. O6pauleHHq npl,rHLrMaForct qepe3:

o 3JIOKTpO.HHyro flot{Ty;

. C3A;
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. oQuqraanbHbtfi caitr v1)lh nopran;

. reJreooH;

. MecceHAXepbI (whatsapp, telegram);

o JIHt{Hble BCTpeql4 n COBeUlaHllfl.

6,2.HesaB7chMo oT KaHaJla nocTy[neHhf, Bce o6pauleHus noAnexaT

pefllcrpa]qJzlkt B eAI4HOfi CI4CreMe.

7. KnaccuQr.rxaqun o6pauteHufi

7.1. flo rl4ny:

. 14HOopMauhoHHbtil 3ailpoc;

o NalO6?l

o npe[noxeHt'Ie I uuv||l]uaTwBa;

o T4HULIAeHT I [po6neMa;

o 3&npOC Ha I43MeHeHUe.

7,2. llo rlpr4opl4rery :

O BbICOK:,/.iI 
- 

KPNTI4qCCKOC BII4,'IHI4E, O6PAUEH:/^fl KOHTPONVPYrcIIILTX

opfaHoB;

o cpe[HAvt 
- 

3HaqhMoe BJll.tf HHe Ha npol{eccbl;

o HH3Khfi 
- 

rZHQopMallhoHHble 3anpocbl.

8. Oco6eHHocTn pa6orur c r(aTefopnqMrr cTefiKXOJrAepOB

8.1. CryaeHTbl

o BbICOKat cKOpOcTb peaKUI414;

o ocHoBHbIe reMbI: o6yrreHve) pac|lvlca]H]1le, ycneBaeMocrb;

. IIpeAnOqTeHve UuQpOBblM KaHanaM'

o cpoK [epBlzt]Hofo orBeTa 
- Ao 24'aacoe.

8.2. Pa6oronareJtrl

o !9JIOBOI4 CTI4JIb I(OMMyHI4KAIJAW;
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o BOrrpocbr corpyAHI,lqecrBa 14 rpyAoycrpoffcrBa;

o cpoK tIepBV qHofo oTBera - Ao 2 pa6ouv'tx [Heil.

8.3. PoaureJrI{

o noBbuIIeHHOe BHLIMaHze K KOppeIflHOcTI4 14 3TZKS O6uleHprs;

o co6lroAeH14e I(oH+I,IAeHqL{aJIbHocrl4;

r cpoK nepBl4tlHofo oTBeTa 
- Ao 3 pa6ourax AHefi.

8.4. ArcrcpeArrauttoH H bte areHTcrBa

o crpofl4e rpe6oBaHl4fl K SOpVe H COAepXaHI4IO OTBeTOB;

o B[,lCOKafl TOLIHOCTb AaHHblX;

o cpoKh 
- 

cofJlacHo ycTaHoBJreHHbrM TpeooBaHV f M.

8.5. focyAapcrBeH Hbte oPraHbl

. o6qga'teJlbHocrb 14cnonHeHHq;

o topI [UqeCKat 3HaLII4MOCTb;

o cpoKZ 
- 

B cooTBeTcTBH14 C 3aKOHOAaTeIbCTBOM.

9. Perr,Icrpauldfl o6Paulenufi

9, 1 . KaNeoMy o6pauleH r4ro rr pr4cBanBaercq yH HKanbH bIft l,rAeHrra$zxarop.

9.2. ITpvt perncrpaun h QhKc14pylorcfl :

o 
,fidTd 

14 BpeMt [OcTYnneHL{n;

o K8.H&JI nOCTy[neHUfl;

o K&Tefopl.tfl crefiI(xonAepa;

o co[ep)I{aHVeo6pauleHur;

o frpuOpI4TeT;

O OTBOTCTBCHHbIfi 14CNOJIHI4TCJIb.

9.3. Perracrpaqnr ocyulecrBJrrercfl He no3AHee 2 .uacoB c MoMeHra rlocrynne[vrfl.

I 0. Ha:uaqeHtte orBercrBeHHblx

I 0. 1. HasHaqeHI4e orBercrBeFIHoro ocyuecrBnqercs:

o ?BTOMaThqeCKI4 Lrepe3 ChCT9MY;
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. rh6o pyKoBoAHTe,leM noApa3AeJIeHI4fl.

1 0.2. PacnpeAeneHhe orBercrBeHHocru :

o [0K4H&T 
- 

CTyAeHTbl;

o r-[oHrp Kapbepbr - 
paooroAarenh;

o [9KOH? pOAHTenH;

. OTACJI KaqecTBa 
- 

aKKpeAI4TaII[OHHbIe areHTCTBa;

. aAMr4HHCrpaLU4fl 
- 

fOCyAapCTBeHHbIe OpfaHbr.

11. Cporu u npoqecc o6pa6orKu

11.1. Ilpuoplrrer flepBuqHbrfr orBer Peureuue

Br,rcoxufi Ao 4 .racoB Ao I AHq

Cpe4Hrafi Ao I AHt lo 3 lueil

Hwzxuir to 2 tueh ao 5 lnefi

flpuvevaHlae'. p.nfl orAenbHbrx Kareropt4 fr cpoKh Moryr orpetrenf,Tbct BHeITIHIIMI4

rpe6oBaH vflMvr,

11.2. [Ipoqecc o6pa6orrcu 06paureH ur

- flpnev z perr4crparJr4fl.

- KnacczQ vKaL\Ar vt tpvopvrv3aur4t .

' HasuaqeH14e orBercrBeH Horo.

- Asarus o6parqeurzr.

- VroqHeHhe 14uQopvraqI4n (npn neo6xoA14 r\4ocrh).

- Paapa6orKa perueHr4fl.

- Pearra:auar peueHufl.
- KoHrponb KaqecrBa.

- floAroroBKa H HanpaBJreHHe orBera.

1 2. KounayHHr(aunq co crefi r(xoJrAepaMlr

12.1 . Crei,rKxonAepy npeAocraBJrf,ercr :

o rro[TBep)r(AeHhe flonyqeHr4r o6pau]eHZfl;

. r4HQopM'aqlrr o craryce (npra Heo6xoAr4Mocrl4);

o ZTOI-OBbll.l OTtseT.
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12.2. Bcs KOMMyH14Kaqnfl Qrarcupyerct B cA creMe yqera.

1 2.3. Kor'aMyHHKauLIfl AonxHa 6utrs:

o KoppeKTHofi;

o flOHfTHOfr,

r CBOeBpeMeHHOil;

o coorBercrBytouleil AenoBoMy crHnFo'

13. 3arPulrl'Ie o6paureHuq

13.1. O6paxleHl,Ie cLluraerct 3aKpblrblM npn:

r BblfloJlHeHhn Bcex Heo6xoAI4MblX !:efi'c|svlh;

. HarpaBJIeHI,lLl OTBeTa CTefrKXOnAepy;

. Suxcallht4 pe3ynbrara B cl4creMe'

13 .2. llpvt Heo6xoAliMoc'rl4 npoBoAllrcfl oUe H Ka yAo BnerBopeHHocrl4'

14. O'reercrBeHHocrb

14. l. CorpyAHI4l(14 Hecyr orBercrBeHHocrb 3a:

. co6lroAeHl4e cPoKoB;

o lo0ToBepHoCTb uHQOPMa[Hu;

O K?L{ECTBO O6PA6OTKH O6PAU]CHHfr'

1 4.2. Pyr<OBOAHTen v rlOApa3AeJleH u il o6eC n e'l n BaroT I(OHTponb BblnonHeHZfl

rpe6oBaHnfi PeuaveHra.

I 5. 3arlrcqHTeJlbHble [oJro]KeHuq

l5.l . PernaMeHr Bcrynaer B cnny c MoMeHTa yrBepxAeHl4fl'

15.2. Bce n3MeHeHhr 14 AOnOnHeHhfl o$Oprurnrrorct B ycTaHoBneHHOM nOptAKe'

1 5 .3 . KOsTpoJIb I,IcIoJIHeHfi q pernaMeHra Bo3JIaraeT cfl Ha oTBeTcTBeHHoe

rroApa3AeJIeHre.
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JIucr corJlacoBaHtlq

flpoper<rop iloyqe6Ho- M14HhcrparuBHoil

pa6ore

llpopexrop rlo KJlI4HI4qecKoft pa6ore r'r

cTpaTef A r{ecKoMy pa3 BI4TI4IO

llpranoNeHl4e 1.

4 
H'K'Kvprv'aena

Mrll

Ha.ranrHlaK YMO

Haqartuttx
OKllrafi I.P. Torcro6aeBa
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flputoNeHvre2

JIucr perucrpaunu I{3MeHeHI{f

,{otcyueHT (npl4Ka3, pacnoptxeHl4e 14 Ap.' c

yKa3aHI4eM HOMepa H Aarbl), B KOTOpOM

orpaxeHbl h3MeHeHHfl

flolnzcl PacruuQpoBKa
IIOATII4CLT
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