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Pravidla studentské chatové podpory pro studujici

Platna k 15.10. 2024

Sluzba studentské chatové podpory je ur¢ena vsem studujicim Univerzity Karlovy (v bakalarském,
magisterském i doktorském programu), jak v prezencnim, tak i kombinovaném studiu. Dale jen
klienti/klientky.

Sluzbu poskytuji studentsti konzultujici, ktefi prochazeji pravidelnym skolenim a dalSim vzdélavanim,
sluzbu poskytuji samostatné bez pfimého dozoru vedoucich sluzby. Déle jen chatafi/chatarky.

Sluzba studentské chatové podpory se fidi nasledujicimi pravidly:

1) Zzakladni vymezeni a technické naleZitosti:

2)

3)

a)

b)

c)

d)

e)

Maximalni doba jednoho chatu je stanovena na 45 minut, poté bude hovor s klientem
ukonéen.

Posledni chat je moZné zaclit nejpozdéji 10 minut pfed ukoncenim sluzby.
Klienti/klientky se mohou na sluzbu obracet opakované, nejvice viak 3krat za semestr.
Po rozhodnuti vedouciho maze byt klientovi/klientce na urcitou dobu omezen pfistup ke
sluzbé, pokud bude podezfeni, Ze ji vyuzivd nadmérné.

Béhem hovoru se klienti/klientky nesmi odhlasovat, jinak je to povazovano za ukonceni
hovoru. Vyjimkou jsou technické problémy.

Chatova konverzace bude archivovana po dobu jednoho roku, pfistup k archivu maji
pouze chatovi konzultanti, vedouci sluzby a vedouci Centra Carolina.

Ochrana chatafi/chatarek a klientt/klientek:

a)

b)

c)

d)

Chatafi/chatarky pfed za¢atkem rozhovoru vidy ovéri, ze klient/klientka je studujici
Univerzity Karlovy.

Chatafri/chatarky jsou povinni zachovavat milcenlivost o tom, co se dozvédi béhem
hovoru. Vyjimku tvofi intervizni a supervizni setkani, komunikace s vedoucim sluzby a
ohlasovani zavaznych skutecnosti (viz nize).

Je zakdzano vyménovat si béhem chatového rozhovoru kontaktni informace jako je
napfriklad telefonni ¢islo, emailova adresa apod.

Chataf/chatarka ma moznost odmitnout téma klienta/ku, pokud se neciti kompetentni
k jeho FeSeni nebo z osobnich dlivodd. V tomto pfipadé odkaze chataf/chatarka
klienta/klientku na jinou sluzbu.

Vymezeni témat a hranic sluzby:

a)

b)

Sluzba je uréena k podpore studujicich béhem studia a k feSeni obtizi, které jim mohou
studium komplikovat patfi k nim napfiklad:

- Orientace v systému univerzity a v systému podpUrnych sluzeb

- Konzultace tykajici se efektivniho uéeni, motivace ke studiu, prokrastinace apod.

- Socidlni izolace a pocity osamélosti

- Osobni problémy, které studujicim ztézuji studium

Sluzba neni urcena k feseni akutnich stavll jako jsou silné Gzkostné ataky,
sebeposkozujici nebo sebevrazedné tendence. Chatari/chatarky nemaji kompetence tyto
situace resit a jsou povinni odkazat klienta/klientku s timto tématem na profesionalni
krizové sluzby.

Sluzba neni uréena k poskytovani dlouhodobé a kontinudlni péce.



4) Udrzeni kvality sluzby:

a) Chatari/chatarky jsou povinni Ucastnit se dal$iho vzdélavani, které jim zajistuje vedeni
sluzby.

b) Chatafri/chatarky jsou povinni icastnit se spole¢nych interviznich a superviznich setkani.

c) Chatafi/chatarky jsou povinni hlasit vedeni sluzby nasledujici skuteénosti:

- nasluzbu se obrati klient s akutnim tématem jako je sebeposkozovani, suicidalita
apod.
- chataf/chatarka se setkd s nevhodnym nebo obtéZujicim chovanim
- chataf/chatarka odmitne téma klienta
5) Ukoncovani hovoru:

a) Hovor bude ukoncen, pokud dojde k naplnéni maximalni stanované doby hovoru.

b) Hovor bude ukoncen, pokud klient nebude dale reagovat vice nez 10 minut.

c) Hovor bude ukoncen, pokud ma chataf/chatarka podezieni, Ze je klient pod vlivem
navykovych latek a neni plné schopen se do hovoru zapojit.

d) Hovor bude ukoncen, pokud se klient/klientka chova nevhodné vici chatafovi/chatafce,
napf. je vulgdrni, nerespektuje pravidla sluzby apod.

e) Hovor bude ukoncen, pokud klient/klientka vyZaduje sluzbu, kterou studentska chatova
podpora neposkytuje. Pokud to bude mozné, bude klient/klientka odkazan/a na
vhodnéjsi sluzbu.

f) Hovor bude ukonéen, pokud se chataf/chatarka neciti kompetentni k feSeni tématu
klienta/klientky nebo z osobnich divodu na strané chatare/chatarky. Pokud to bude
mozné bude klient/klientka odkdzan/a na jinou sluzbu.

Poskytovatelé sluzby si vyhrazuji prdvo aktualizovat pravidla sluZby dle aktudlnich podminek a
situace.

Rules of the Peer Chat for Students
Effective from 15.10.2024

The peer chat service is available to all students of Charles University (in bachelor’s, master’s, and
doctoral programs), whether enrolled in full-time or part-time study, referred to hereafter as
“clients.”

The service is provided by student consultants who undergo regular training and further education,
providing the service independently without direct oversight by service leaders, hereafter referred to
as “chat operators.”

The peer chat service is governed by the following rules:

1. Basic Definition and Technical Requirements

A) The maximum duration of one chat is 45 minutes; the conversation will be ended after
this time.
B) The last chat can begin no later than 10 minutes before the end of the service hours.



C) Clients may use the service repeatedly but no more than three times per semester. At
the discretion of the service leader, access to the service may be temporarily restricted if
excessive use is suspected.

D) Clients must remain logged in during the chat; logging off is considered the end of the
conversation, except in cases of technical issues.

E) Chat conversations will be archived for one year, accessible only to chat consultants, the
service leader, and the head of Carolina Center.

2. Protection of Chat Operators and Clients

A) Chat operators will always verify that the client is a student of Charles University before
starting the conversation.

B) Chat operators are obligated to maintain confidentiality regarding information shared
during the chat. Exceptions include intervision and supervision meetings, communication
with the service leader, and reporting significant issues (see below).

C) Exchanging personal contact information, such as phone numbers or email addresses,
during the chat is prohibited.

D) A chat operator may decline a client’s topic if they do not feel competent to address it or
for personal reasons. In such cases, the chat operator will refer the client to an
appropriate service.

3. Scope and Boundaries of the Service

A) The service is intended to support students in their studies and assist with issues that may
hinder academic progress, such as:
e Navigating the university system and support services
e Advice on effective learning, study motivation, managing procrastination, etc.
e Addressing social isolation and feelings of loneliness
e Personal issues that impact academic success

B) The service is not intended for addressing urgent situations, such as severe anxiety attacks,
self-harm, or suicidal tendencies. Chat operators do not have the expertise to handle these
situations and are required to refer clients with these topics to professional crisis services.

C) The service is not designed to provide long-term, continuous care.

4. Ensuring Service Quality

A) Chat operators are required to participate in ongoing education provided by the service
management.
B) Chat operators must attend regular intervision and supervision meetings.
C) Chat operators must report the following to the service management:
o Aclient contacts the service with an urgent issue, such as self-harm or suicidality.
o The chat operator encounters inappropriate or harassing behavior.
o The chat operator declines a client’s topic.



5. Termination of the Conversation

A) The conversation will be terminated upon reaching the maximum chat duration.

B) The conversation will be terminated if the client does not respond for more than 10
minutes.

C) The conversation will be terminated if the chat operator suspects that the client is under
the influence of substances and unable to fully participate in the chat.

D) The conversation will be terminated if the client behaves inappropriately toward
the chat operator, such as using vulgar language or not respecting the service rules.

E) The conversation will be terminated if the client requests a service that the student
support chat does not provide. If possible, the client will be referred to a more suitable
service.

F) The conversation will be terminated if the chat operator does not feel competent to
address the client’s topic or for personal reasons on the chat operator’s part. If possible,
the client will be referred to another service.

The service providers reserve the right to update the rules of the service according to current
conditions and circumstances.
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