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1.06wme ycnoBus

HacTosawasa nporpamma nogaepXkn onpegenset nepeveHb 1 NOpsiAoK OKasaHnsa yCnyr TeEXHNYECKON
noaaepKku Brnagensuy ceptudukaTa pacluMpeHHON TeXxHn4eckon nogaepxku MNMepcoHaneHbii MeHeoxep no
nHcopmaumoHHon 6esonacHocTu ang nnatdopmbl Kaspersky Anti Targeted Attack (nanee NMepcoHanbHbIN
MeHepxep ana KATA).

HacTosawasa nporpamma nogaepxku HanpaeneHa Ha npegocTtasrieHve Nonb3oBaTento paclMpeHHOro
nepeyHsa ycnyr, a Takke Ha npegoctaBfieHne NOBbILLEHHOro kKayecTBa 06CnyX1MBaHUA N0 CPaBHEHUIO C
YCNOBMSIMU CTaHOAPTHON NOAAEPXKKM, OKa3blBAaeMOn B paMkax JinueHanoHHoro cornawieHus AO
«JlabopaTtopua Kacnepckoroy», onpegenstoLwero ycroBusi UCNoSb30BaHUsA nporpammHoro NpoaykTa
Monb3oBartenem.

2.0npepeneHunsn

«Company Account» — web-cuctema o6paboTkn nHumaeHToB Cnyxbon TexHuyeckon Moaaepxkn JNlabopaTtopum
Kacnepckoro (https://companyaccount.kaspersky.com)

«lMpopykT» — nporpamma ana 3BM, paspabotanHasa AO «JlabopaTtopusa Kacnepckoro».

«lMonb3oBaTenb» — ropngmn4eckoe nmuo, nverltliee ﬂeVICTByPOU.lle JIMUEH3U0 Ha ncnonb3oBaHne I'Ipop,yKTa, ana
KOTOpOro 6y,qu OKa3blBaTbCA TEXHNYECKaA noaaep>Kka B COOTBETCTBUN C HacTosLen I'IpOI'paMMOIZ.

«HumpeHT» — noboe cobbiTne, cooblieHHoe MNonb3oBaTenem, KOTOPOE He SBMAETCH YacTbio CTaHAApPTHOro
yHKLMOHMpoBaHUS poayKTa, 1 KOTOPOE BbI3bIBAET UM MOXET Bbl3BaTb NpepbiBaHWE UMK CHIDKEHME KayecTBa
ycnyru, npomssoammon Npogykrom.

«lMpobnema» — OCHOBHasA HEM3BECTHasi NpuU4MHa ogHoro unu 6onee nHUMAeHToB. CTaHOBUTCSA N3BECTHON
ownbKoM B criyyae, ecriv KOpHeBasi MpUYnHa U3BECTHA U HAAEHO BPEMEHHOEe 06X0OHOE peLleHne nnm
NnocTosiHHas anbTepHaTUBa.

«M3BecTHas owmbka» — Nnpobrema, KopHeBas NPMYMHA KOTOPOIA CTarna U3BeCTHa U HalaeHO BpeMeHHoe
o6xoaHOEe peLleHne Unu NocTosHHaa anbTepHaTMBa.

«Owwnbka npoaykTa» — He AeKnapupyemoe noeBeaeHue NpoaykTa.

«3anpoc Ha obecnyxuBaHue» — 3anpoc Nons3oBaTens Ha NpefoCTaBleHNEe TEXHNYECKOW NoaaepXKKN,
WHpopmMauun, coBeTa uUnm JOKYMeHTauum B Criyqasx, He KacarLmMxcs HEKOPPEKTHOTO (PYHKLIMOHNMPOBAHMSA NN
npepbiBaHUa HopManbHon paboTsl [poaykTa.

«BupycHas anungemusi» — KpusucHas cutyaums y MNonb3oBaTtens, BO3HWKLIAs B Crydae, eCv BUPYC HE MOXET
6bITb 06HapyxeH MpoayKTOM NpW NPUMEHEHUN aKTyarbHbIX aHTUBMPYCHBIX 6a3 AaHHBIX, U UCMOMHAEMbIE MOAYNN
BMpyCca HeraTMBHO BO3[ENCTBYIOT Ha HEMPEpPbLIBHOCTb Gu3Heca Monb3oBaTens.

«BupycHbIn uHUMAEHT | UHUMAOEHT, cBA3aHHbIN ¢ BpeAOHOCHbLIM MO» — MHUMOEHT, HE CBA3aHHbLIN C
MpoayKTOM, HO CBA3aHHbIA C HEOBXOAMMOCTbLIO NpeaocTaBneHus Monb3oBaTento cneundruyecknux yTUuT,
yaansoLwmx spegoHocHoe N0, n/unu pekomeHgaumi no yaaneHuo 1 onucanun spegoHocHoro MO.

«KpuTn4HOCTb MHUMOEHTa» — 03Ha4YaeT Mepy BU3HEC-KPUTUYHOCTM UHLMOEHTA, OCHOBaHHY Ha NOTPEBGHOCTAX
6usHeca Nonb3oBatens.

«Yenyra(u)» — MeponpusaTusa n AeaTenbHOCTb MO COMPOBOXAEHMIO, TEXHUYECKOW NOAAEPXKKE N KOHCYIbTauum,
npepoctaBnsemble «JlabopaTopuen Kacnepckoro» B pamkax nporpammbl NOAAepXKM «lepcoHanbHbI MeHeaxep
ana KATA».

«Bpems peakuun» — Bpemsi, npollellee ¢ MOMeHTa nony4deHuns «Jlabopatopuen Kacnepckoro» nHcgpopmavmm o
noboM MHUMAEHTe A0 MOMeHTa npefocTaBneHns MNMons3osaTento KBanMnuMpoBaHHOro oTBeTa (NoCcpeacTBOM
Company Account Monb3oBaTens Ha MHTEpPHET-NopTane TEXHUYECKON NOAAEPKKM, ANEKTPOHHON NOYTLl Unu
TenedoHa).
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«O6HoBNeHMe» — BbiNyck «JlabopaTopuen Kacnepckoro» aHTMBUPYCHON 6a3bl AaHHbIX C HOBBIMU CUTHATypamm
BMPYCOB nnu Mmogudukaumsamm MNMpoaykTa, obecneynBatoLLen ynydweHne QyHKUNOHaNbHOCTN Nn
nponssoguTensHocTh MNpoaykta n/mnun cogepallen HOBYHO YHKLMOHANbHOCTb UNnu ynydlleHus MNpoaykra.

«MopepHuzauus» — obHoBneHue MNpoaykTa, naeHTudnunpoBaHHoe n3amMeHeHneM Homepa Bepcum Mpoagykra.

«O6xogHoe pelueHne» — npoueaypa, NoCPeAcTBOM NPUMEHEHUS KOTOPOIA MMonb3oBaTeNb MOXET BPEMEHHO
PeLUnTb MHLWOEHT.

«JloxxHasa TpeBora» — cutyauus, korga NpoaykT owmbo4YHO BOCNPUHNMAET HEMHMULMPOBAHHbIN harin, Kak
MHULMPOBAHHbIN.

3.0nucaHue nporpammbl nogaepxku «fepcoHanbHbIN
MeHepxep ansa KATA»

KaHnanbl npeaocTaBlrieHUA TEXHUYEeCKoMn noaaepXxKu

TexHN4Yeckoe KOHCYNbTUPOBaHWE MO BONPOCaM 3KChyaTauum NpoaykTa v Npuém 3anpocoB Ha yCTpaHeHue
HeraTMBHbIX NOCMNEACTBMI MHUMAEHTOB NOCPEACTBOM:

e [lpepoctasnenus goctyna MNonb3osaTento k MHTepHeT-MNopTany TexHnyeckon nogaepkkn AO
«J1labopatopus Kacnepckoro» ¢ BO3MOXHOCTbIO pa3MeLLiEHMs 3arnpoCcoB B pexunme 24x7x365
(KpYrnocyTo4HO, BKMOYas BbIXOAHbBIE U MPa3gHUYHbIE OHW)

e [lpuéma 3anpocos no TenedoHy NPUOPUTETHON BbISENEHHOW NIMHUN B PEXUME:

o 24x7x365 ansa 3anpocoB yPOBHA KPUTUYHOCTU 1 U 2;
o no pabounm gHam ¢ 10:00 no 18:30 (Bpems MockoBckoe) AN 3anpoCoB YPOBHSA CPOYHOCTH 3-4.

e [Ipnéma 3anpocoB No 3MEKTPOHHOWN NoUTe B pexume 24x7x365 (KpyrnocyTouHO, BKIOYasi BbIXOAHbIE U
npasgHWYHbIE AHW) B Cllydae HEBO3MOXHOCTU CcO34aHus 3anpoca yepes NHTepHeT-MNopTtan

e [lpuéma 3anpocos NepcoHanbHbiM MeHempxkepom B paboune yackl ¢ 10:00 no 18:30 (Bpems Mockosckoe)
no pabounm gHam

O6paboTka MHUMAOEHTOB
O6paboTka MHUNOEHTOB Yepe3 web

Web cuctema o6paboTku 3anpocoB LieHTpa TexHnyeckon nogaepxkun «Jlabopatopum Kacnepckoro» goctynHa no
ccbiike https://companyaccount.kaspersky.com.

MocpeacTesom aaHHom cuctembl «JlabopaTtopust Kacnepckoro» npegoctasnsieT [Nonb3oBartento:

. BO3MOXHOCTb MUCMNOJ1b30BaHUNA HepCOHaﬂbHOVI yquH0|7| 3anucu MNMonb3oBartenst Ans co3gaHnsi, 0OHOBMNEHNS
N MOHUTOPUHIAa MHUMNOEHTOB;

e  TEXHWYECKYH NOAAEPKKY WU KOHCYMbTaLMM MO PELLEHUI0 MHLMOEHTOB B MPOLIECCEe YCTAaHOBKM,
KOHUIyp1poBaHus U yHKLMOHUPpoBaHus MpoaykTa;

e  TEXHUYECKYH NOAAEPXKKY U KOHCYNbTaLuUn No neyYeHuto gainos, 3apaxeHHblX BpegoHocHbIM MO, 1
camocTosiTeNbHOMY yaaneHuo BpegoHocHoro MO ¢ nporpammHo-annapaTHbIX KOMNEKCOB, 3alUMLLEHHbIX
MpoAyKTOM C yCTaHOBMNEHHbIMW HOBEWLLMMMW OGHOBNEHMAMM MpoaykTa U aHTUBUPYCHLIX 6a3 AaHHbIX.

O6paboTka MHUMOEHTOB: Nogaepxka no TeniedoHy

Moaaepxka no TenedoHy npefgocTasnseTcs «JlabopaTopuen Kacnepckoro» Tonbko aBTOPM30BaHHbIM
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COTpyAHUKaM Monb3oBaTens.
Ob6paboTka MHUNMOEHTOB: NoAAEPKKA MO 3MEKTPOHHOW NnoyTe
Mopaepkka No aNeKkTPOHHOW NoYvTe NpeaoCcTaBseTCsl B Clyvyae HEBO3MOXHOCTU CO34aHus 3anpoca vyepes

Company Account Ha HTepHeT-MopTane. Nogaepxka npepocrasnsetcsa «Jlabopatopuen Kacnepckoro» Tomneko
aBTOPNU3OBaAHHbIM COTPYAHUKaM Nonb3oBaTtens

BpemMsa peakuum Ha MHUUAEHTbI

«JlabopaTtopusa Kacnepckoro» rapaHTupyeT BpeMsi peakumm Ha obpalleHus Nonb3oBaTtensa B COOTBETCTBUM C
BPEMEHHbLIMW paMKaMu, COOTBETCTBYIOLLIMMW YPOBHAM CPOYHOCTU MHLUMAEHTA:

YpoBeHb KPUTUYHOCTHU Bpems peakuuun
Yposeib 30 MUHYyT*
KpUTn4HoCcTH 1

YpoBeHb 4 yaca*

KPUTUYHOCTM 2

YpoBeHb

6 pabo4nx yacos
KPUTUYHOCTKN 3

YpoBeHb

8 paboumx yacos
KpUTUYHOCTM 4

* B HepaGoyee Bpems, B T.4. BO BPeMsi BbIXOOHbIX W MpasgHUKOB, HEOOGXOAMMO obpalueHne no TenedoHy

3anpocam lNonb3oBaTenen pacuMpeHHON TexHudeckon nogaepxkm «lMepcoHanbHeii MeHemkep ona KATA»
npuceauBaeTcs 6ornee BbICOKUI NPUOPUTET OTHOCUTENBHO CTaHAAPTHbBIX 3aMpPOCOB.

YpOBeHb KpUTUYHOCTW MHUMAEHTA onpeaenseTcs ero kateropmew, BbibpaHHon [Nonb3oBaTenem npu
nepBoHa4anbHOM obpalleHnn (Yepes BbIGoOp NpeaycTaHOBMEHHbIX ypoBHen B Company Account).

AO «JlabopaTopus Kacnepckoro» umeeT npaeo BrocneacTBMN NepecMoTpeTb YPOBEHb KPUTUYHOCTU MHLUMAEHTA,
€CNnu ero onucaHune GyaeT COOTBETCTBOBATL APYroMy YpOBHI. [lepeyeHb YpoBHEWN KPUTUYHOCTU U UX ONUCaHNS
npuseneHbl B MNpunoXxeHUn.

NepcoHanbHbIN MeHeaxep (MM)

MepcoHanbHbIn MeHemkep (MM) HazHavaeTcs AO «JlabopaTopus Kacnepckoro» ¢ Lensio opraHnsauum eanHoro
KaHana B3anmonemncTeus ¢ nono3oarenem. NM aenseTca COTpygHUKOM KOMMaHMU-NPOM3BOAUTENS U yNpaBnseT
obpaboTkon Bcex nHumaeHToB Nonb3oBatens. B 06893aHHOCTM NepCcoHanbHOro MeHeakepa BXOANT:

e OpraHuMsauus B3aMMOLENCTBUSA BO BpeMsi paboT Hag mHuuaeHtamu cneumanuctoB AO «JlabopaTtopus
Kacnepckoro»

e uHGopmMmupoBaHue [lonb3oBaTens O TeKylweM CTaTyCce peleHus WHUMOEHTOB, NpefocTaBrneHne
perynspHon OTY4ETHOCTY;

e KOHTPOJIb 3a BbIMNOJNIHEHMEM 3agay Nno 3anpocam Monb3oBatenst u obecneyeHne CBOEBpPEeMEHHbIX
ackanaumm npu o6pa60TKe MHUMOEHTOB B NpoLecCe OKa3aHnAa ycnyr,

e  VHOPMUPOBaHME MNONMb30BaTENS O HOBbIX 3aLUUTHbLIX pelleHusix B nopTdonuo «Jlabopatopumn
Kacnepckoroy;
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e npepgocTaeneHue MNMonb3oBaTento KOHCYNbTauun no padoTte nnatdopmbl Kaspersky Anti Targeted Attack
1 OKa3aHue MOMOLLY B pearmpoBaH1m Ha MHUUAEHTbl 6e3onacHocTn, obHapyxeHHble [onb3oBaTenemM Bo
BpEMS MPOBEPKM COOLITUI, NpedocTaBneHHbIX Nnatgopmon Kaspersky Anti Targeted Attack;

e KOHTpPONb 3a BbIMOMHEHMEM 3adad WM KoopauHauus paboTbl rpynnbl, obecrneduBatollent cepBuc Mo
pearMpoBaHuWio Ha MHUMAEHTbI (ecnu 3TOT cepBuc NpuobpeTeH Monb3oBatenem).

MM rapaHTMpoBaHHO gocTyneH no paboynm gHam ¢ 10:00 go 18:30 (Bpemst MockoBckoe) no TenedoHy,
3NEKTPOHHOW noYyTe 1 MobunbHOMY TenedoHy. B cnyyae HegoctynHocTh MM (B HOYHOe BpeMst U Hepaboune OHu),
3anpocbl MNonb3oBaTens nepeagpecyoTcs 3aMeHsILWEMY Ha NIMHUI0 TEXHUYECKOW NoaOEepPXKKM.

Mpun o6paLleHnn nonb3oBatenb AomkeH coobwmnte AO «JlabopaTopusa Kacnepckoro» MeHa u KOHTaKTHYHO
WHOpPMAaLIMIO COTPYAHMKOB, Ha3HaYeHHbIX Ans B3aumogdencTeus ¢ MM (koHTakTHOe nvuo) U NPeaoCcTaBUTb €ro
KOHTaKTHYt0 MHbopMaLuto (B YaCTHOCTU, aApec SMEKTPOHHOM NOYThl U HoMep TenedoHa), NoCcpeacTBOM KOTOPOM C
KOHTaKTHbIM FIMLOM UM NOSTHOMOYHLIM NPeACTaBUTENeM AAHHOIO NMLa MOXHO B3aUMOENCTBOBaTL BO BPEMS
paboT Haa NHUMAEHTaMM.

Yn paBJfieHNne Ka4eCtBOM

Sckanaumsa MHUMOEHTOB U ynpasneHne rnpeTeH3namm

MpeabaBneHue npeTeH3un u xanob Ha KayecTBo 06CNy>KMBaHUS OCYLLECTBMASETCH COrNacHoO HmkecneayoLlemn
cxeme:

YpoBeHb lMepcoHanbHbIN PykoBogutenb cnyxobl MeHemxep no paboTte ¢

ackanaumm MeHexep TEXHUYECKOW NoaaepKKu KOpnopaTUBHbIMU
permoHanbHoro oguca knueHTamu (6nsHec-
«Jlabopatopun Kacnepckoro» KOHTaKT)

Monb3oBaTenb MOXET 3CKanNMpoBaTh HEPELLEHHbIE MHLMAEHTBI B Cnyvae, €Cnn MHUMAEHT HAaXOAUTCS «Ha
cTopoHe» «Jlabopatopuun Kacnepckoroy.

ﬂpeﬂ,OCTaBﬂeHMe OTYETOB MO OTKPbITbIM MHUMUOEHTAM

B npouecce pelweHusa nHumaeHToB «Jlabopatopus Kacnepckoro» caenaeT Bce BO3MOXHOE ANsi CBOEBPEMEHHOMO
npefocTaBneHns MHpopmMauum o ctaTyce OTKPbITbIX MHUMAEHTOB [Nonb3oBaTento B COOTBETCTBUM C rpadhmkom,
yKka3aHHOM B HuKecneayoLlen Tabnuue.

YpoBeHb KPUTUYHOCTU Fpadmk npegocTaBneHNsa oT4ETOB

Mo AOroBOpEHHOCTH, HO He Yalle, YeM pa3 B AeHb (MO 3NIEKTPOHHON

YpoBeHb KpUTUYHOCTYU 1
noyTe Mnu no TenedoHy)

YpoBeHb KPUTUYHOCTU 2

YpOBEHb KPUTUYHOCTU 3 B pamkax perynsapHoro otyeta

YpoBeHb KPUTUYHOCTU 4

KOHTpOﬂb peweHnAa MHUMOEHTOB

B nto6oit MOMEHT BpEMEHWN MHUMAEHT MOXET BbIThb, kak B paboTe y Monb3osaTens (T.e. MNonb3oBaTtenb
npeanpuHMMaeT AeNCTBMS, CNOCOOCTBYOLWME peLLeHnto nHunaeHTa «Jlabopatopueit Kacnepckoro»), Tak U B
pabote B «JlabopaTtopun Kacnepckoroy.
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MHuunpeHT cuntaetcs Haxogdwmmcs B paboTe y MNonb3osaTens, koraa «Jlabopatopusa Kacnepckoro» nponssogut
3anpoc gononHuTensHon nHpopmauum y MNonb3oBaTens. [Nocne Toro, kak Nonb3oBatens NpegocTaBnseT
3anpoLLEHHYI0 MHpopMaLLMIO, MHUMAEHT cuMTaeTcsa nepefaHHbeiM B paboty «JlabopaTtopun Kacnepckoro». Bpems
HaXOXAEeHUSA UHLUMOEHTa Ha CTOPOHE KNMeHTa He JOIMKHO npeBbiwaTth 1 mecsaua. B cnydae npeBbilleHnst 3TOro
nokasaTtens, TeKyLMN NHLMAEHT aBTOMaTU4ECKN 3aKpblBaeTCs.

«JTabopaTtopus Kacnepckoro» HeceT OTBETCTBEHHOCTb TOSbKO 3a BPEMSsl, B TEYEHNE KOTOPOro MHUMAEHT
Haxoguncsa B pabote B «JlabopaTopum Kacnepckoro.

O6HOBNEeHNe aHTUBUPYCHbLIX 6a3 No 3anpocy nonb3oBaTesns npu
BO3HUKHOBEHUU BUPYCHOIro MHLUMAOEHTA UIU NTIOXKHOWN TPeBOorn

Mpun owmnboyHom geTekTnpoBaHum MNMpoaykToM MHULMPOBAHHOTO dhalina Kak HEMHULNPOBAHHOTO, Ui B
obpaTtHoM criyyae, npu ycnoBun, 4To Nonb3oBaTenem yCcTaHOBMEHbI HOBEWLLNE OOHOBIEHNSI U aHTUBUPYCHBIE
6a3bl gaHHbIX, [Monb3oBaTens MoXeT noTpeboBaTb BHECEHNS U3MEHEHW B 6a3bl aHTUBMPYCHBIX ONUCaHuin
Mpoaykta. AO «JlabopaTopus Kacnepckoro» obecneumBaet npegocrasneHue MNone3osatento O6HoBneHus bas, B
KOTOPOM JaHHbI dhaiin 6yaeT BEPHO AETEKTMPOBATLCS.

AO «JlabopaTtopus Kacnepckoro» opraHusyeTt paboTbl no:

e (OO6paboTke 3anpocoB, CBSA3aHHbIX C BbIMYCKOM aHTMBUPYCHbLIX 6a3, BblAENEHHON rpynmnov cneumnanncros,
OENCTBYIOLLNX B pexmMme 24X7x365

¢ [lpuoputeTHomy (yCKOpeHHOMY) Bblnycky obHOoBNeHus ang MNonb3oBaTenen paclMpeHHON TEXHNYECKON
nogaepXxkn «lMepcoHanbHbin MeHempkep ons KATA»

e VIHopmumpoBaHuio [Nonb3oBaTens 0 NPOMEXYTOYHbIX pe3yrnbTaTax U Xoe BbINOMHEHWSI ero 3anpoca
MepcoHanbHbIM MeHekepom.

NMpepocTtaBneHue KOAOB NporpaMMHbIX Koppekuumn (patches) npoaykra

B npouecce ncnpasBneHna M3BeCTHbIX olunBok komnaHuein AO «JlaBopaTopust Kacnepckoro» Monb3osaTento
npeaocTaBnsoTcs o6LLeoCTYNHblE KOAbl MPOrpaMMHbIX KOPPEKLIMIA MO Mepe MX Bbinycka.

Mpwv oGHapyxeHUn HecTaHAAPTHOW NPo6nemMsbl, AN KOTOPOW OTCYTCTBYET 0BLLEeAOCTYMNHBbIA Ko NporpamMmmHoii
koppekuum, Monb3oBaTenb Bnpase 3anpocutb AO «JlaGopaTopusi Kacnepckoro» o BbiMycke YaCTHOrO peLleHust —
KoZa NporpaMmHON KOpPeKUMm, cneLmduyHoro ansa cutyauum (KoHguUrypaumm, Bepcum, yCroBuit UCMonb30BaHuUs
npoaykta) Monb3oBaTtens.

AO «JlabopaTtopus Kacnepckoro» opraHusyeT paboTbl no:

¢ (O6paboTke 3aNpoCcoOB Ha BbIMYCK KOAOB YaCTHbIX KOPPEKLUMIA BblAENEHHON FPYNNO MHXEHEPOB,
3aKpenneHHown 3a 3anpocamu lNonb3oBaTenen pacluMpeHHON TeXHNUYecKon nogaepxkkm «lMepcoHanbHbIN
Menepxep ons KATA»

e VIHdopmMupoBaHus Nonb3oBaTensa 0 NPOMEXYTOYHbIX pe3yrnbTatax U Xoe BbINONHEHWUs ero 3anpoca
MepcoHanbHbIM MeHeaxepom

AO «JlabopaTopusa Kacnepckoro» NpunoXxuT KOMMepPYeCKn 0O0CHOBaHHLIE YCUIUS Ansl Bblnycka YacTHOrO
Kofa nporpammHon koppekumm. Kogbl nporpamMmMHbIX KOPPEKLMIA BbINMYCKAOTCA COrNacHo NonnTuke
NOAAEPXKKM NPOAYKTOB Ha pasHbIX CTaAMAX XU3HEHHOTO LIMKIa NPUIOXeHWs (akTyanbHas BeEpcUs 4OCTYyNHa
no ccbinke http://support.kaspersky.ru/support/rules)

YcnoBusi UICNOMb30BaHNA KOAOB MPOrpaMMHbIX KOPPEKLUIA SBNSAOTCA NpeaMeToM NULEH3UOHHOMO CormnalleHus,
3akntoveHHoro mexay AO «JlabopaTtopus Kacnepckoro» u Nonb3oBatenem
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dononHuTtenbHbIe ycnoBusa noaaepxKku

lMonb3oBaTenb UMeeT NpaBo Ha3HauYNTb A0 8 (BOCbMM) KOHTaKTHbIX NAL, MMEILNX NPaBo OTKPbIBATb 3as8BKN Ha
oKasaHue ycnyr TexHudeckom nogaepxku. CnmMcok KOHTaKTHbIX NL, CO CTOPOHBI [Nonb3oBaTtens omKeH ObiTh
onpegerneH B cepTudukate Ha PaclumpeHHyto TexHu4eckyto noaaepkky. [ns nameHeHns cnmcka KOHTaKTHbIX Niny
Monb3oBatenb 4omkeH odopMnTb 3anpoc Yepe3 Company Account. B oTBeT Ha 3anpoc 06 M3aMeHeHMn cnmcka
KoHTakTHbIX nuu, AO JlabopaTtopusa Kacnepckoro npeaocTaBuT nonb3oBaTento 06HOBMNEHHYO BEPCUIO
ceptudmkata PaclumpeHHon TexHn4ecKkon noaaepxku.

lMonb3oBaTenb MOXET 3aperncTpmpoBaTh HEOrpaHUYEHHOE KONMYECTBO MHUUAEHTOB 3a BECb CPOK AENCTBUSA
cepTudmkata PaclumpeHHon TexHn4eckon noaaepxku.

HekoTopble MHUMAEHTbI MOryT noTpeboBaTb BOCCO34aHNSA YCNOBUIN BO3HUKHOBEHMSA MHUMAeHTa B AO
«J1abopaTtopusa Kacnepckoro» € Lenbio NpoBeAeHNs TECTUPOBaHUS 1 BepudmrKaum BUPYCHOIO 3apaxeHus nnm
HanM4Ynst NPOAYKTOBOWN OLLNGKM.

Monb3oBatenb 065a3aH npegoctaBuTb AO «JlabopaTopusa Kacnepckoro» Bcto Heobxoanmyto MHOpMaLmio n
cneundumyeckoe NporpaMMHoOe Unu annapartHoe obecneyeHne Heo6xoaMMoe Ans BOCNPOU3BEAEHNS YCIOBUIA
BO3HWKHOBEHUS UHUWAEHTA B cryyae, eciiv Heo6xoAMMoe nNporpaMmMHoe uU/unu annapatHoe obecneyeHve
otcytcTByeT y AO «Jlabopatopusa Kacnepckoro».

«JlabopaTtopusa Kacnepckoro» npunoxuT Bce Heobxoaumble YCUnust Anst BOCNPOU3BEAEHUS UHLNOEHTA, Kak
TOnbKO ByaeT JocTynHa BCA Heobxoaumasa nHopmMaLms, a Takke nporpaMmmMHoe u/mnm annapaTtHoe obecneyeHve.
B cnyyae HEBO3MOXXHOCTU BOCNPOM3BEAEHUSA YCIOBUI BO3HUKHOBEHNS MHUMAeHTa lNonb3oBaTtens 0653aH
npegocTtaBuTb coTpyaHukam AO «JlabopaTopusi Kacnepckoro» JocTyn K MHPULMPOBAHHLIM CUCTEMAM YAANEHHO.

B cnyyae ecnv MHUMAEHT HE MOXET GblTb BOCMPOM3BEAEH HWU OAHON U3 CTOPOH, UMK KIIMEHT He NpeaocTaBun
[OCTyN Kk paboyemMy OKPYXEHWI0, TAe UHLMAEHT MOXeT ObiTb BOCNPOM3BEAEH, UMW YCTaHOBMNEHO, YTO MpoayKT He
SIBNSIETCA UCTOYHUKOM UHUWAEHTA, UHUUAEHT He MOXeT ObITb KnaccuhuunpoBaH B pamkax AaHHOM NporpamMmmel
noaaepXKu.

OrpaHnyeHus nporpamMmmbl noaaepxku «MepcoHanbHbin MeHegxep
ansa KATA»

Ycnyrn, Bxogawue B nporpaMmmy noaaepxkn «lepcoHansHeln MeHepkep ans KATA», He okasbiBaloTcA B criydae
BO3HWKHOBEHUS MEPEYNCNEHHbIX HUXE NHLNOEHTOB:

e VHUMAOEHTbI, yXXe pelleHHble ans MNonb3oBaTtens (T.€., eCn BO3HUKIN MHUMOEHTbI HA YCTaHOBMNEHHOM
konuu MNpoaykTa nocne Toro, Kak aHanorMyHble MHUMAEHTbI Obiny pelleHbl ans apyroi konum MNpoaykra);

®  MOWCK N yCTpaHeHME NPobrieM aHaNorMYHbIX UM UAEHTUYHBIX YKEe peLLeHHbIM (T.€. MHUMOEHTOB, A1
peLleHns KOTOPbIX MOXET ObITb MPUMEHEHO peLLeHME NpeablayLLMX MHUNOEHTOB C NpeaoCcTaBeHNEM
OOMONHUTENBbHBLIX UHCTPYKUUIA «JlTabopaTopun Kacnepckoroy);

e  VHUMAOEHTbI, Bbi3BaHHbIE HeMonagkamu annapaTHoro obecneveHus Monb3oBaTens;

®  VHUMOEHTbI, BO3HUKLLME HA HEMOAAEPKNBAEMbIX BEPCUSIX NPOrpamMMHbIX nraTgopm (Hanpumep, Ha beTa-
BEPCUSIX MPOrpamMMHbIX NIaTdopmM, BEPCUSIX HOBbIX MAKETOB OOHOBMEHUIN UM SOMONTHEHUN, He
opobpeHHbIX «JlabopaTopuelt Kacnepckoro» B ka4ecTBe COBMECTUMBbIX € poaykTamu);

. MHUMAOEHTHbI, BbiI3BaHHbIE yCTaHOBKOI7I M 3anyCKOM CTOPOHHUX ﬂpl/lﬂO)KeHMVl (BKJ'IPO‘-IaFl, HO He
orpaHun4mBasdcCb, CNMCKOM HenogaepXxmesaemoro ninm HecoBMeCTMmMoro nporpamMmmMHoro obecneyeHus,
YKa3aHHOro B JOKyMmeHTauum nnm Ha cante «J'Ia6opaTop|/|V| KacnepCKoro»);

e  VHUMAEHTLI, 0 KOTOPbLIX Monb3oBaTernb He MOXeT NPEeAoCTaBUTb TOUHYIO UHAOPMALIMIO, 0BOCHOBAHHO
3anpolueHHylo «Jlabopatopuein Kacnepckoro» ¢ Lienbio BOCNPOU3BEAEHUSA, PacCefjoBaHNsS U peLleHnst
WHUMOEHTa;
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e MHUMOEHTbI, BO3HMKLINE B PE3YNbTAaTe HENPUMEHEHWUSI UMM HENPABWUILHOTO NPUMEHEHNS UHCTPYKLWIA
«Jlabopatopuu Kacnepckoro» nnm gokymeHtaumm «Jlabopatopumn Kacnepckoro», B criydae npaBunbHOro
MCNonb30BaHNA KOTOPbIX BO3HMKHOBEHNE NHUUOEHTA Obl10 Obl HEBO3MOXHO.

4.MpunoxeHune

ypOBHVI KPUTUYHOCTU MHUMNAEHTOB, OTHOCALUNXCA K NPOAYKTY.

«YpoBeHb KpUTUHHOCTU 1» (KPUTUYECKNIA) O3HAYaeT KpUTUYECKYo Nnpobnemy ¢ MNpoayKTom, BAMSAIOLLYIO Ha
HenpepbIBHOCTb BM3Heca NMonb3oBaTens nocpeacTBOM npepbiBaHnsa pabotocnocobHocTu MNpoaykra nnm
onepaumnoHHbIX cucTem Nonb3oBaTens, Un Bbi3biBalOLLYO NOTEPHO AaHHbIX, YCTAHOBKY CTaHAAPTHbIX HACTPOEK
Monb3oBaTtens B Hebe3onacHbIN pexxMm unv BO3HUKHOBEHWE ApyrMx npobnem ¢ 6€30nNacHOCTbIO, NPK 3TOM
06xogHOe pelleHne OTCyTCTBYeT.

MepeyeHb NHUMAEHTOB, CBA3aHHbIX C [TpogYyKTOM 1M COOTBETCTBYIOLLMX YPOBHIO KPUTUYHOCTH 1, BKIOYaeT B cebs
crnegyowme MHUMAEHTDI:

® BCd JNOKalibHaaA CeTb (I/IJ'WI KPpUTU4HaaA 4actb CeTVI) He paGOTaeT, YTO npepbiBaeT OCHOBHbIE OGu3Hec-
npouecchl.

«YpoBeHb KPUTUHHOCTU 2» (BbICOKMIA) O3Ha4YaeT Npobnemy BbICOKOrO YPOBHSI KPUTUYHOCTH, BbI3bIBaOLLLYIO
BO3AENCTBME Ha PyHKUMOHANbLHOCTL [poaykTa, HO He BbI3biBaOLLYIO NOBPEXAEHME/ NOTEPIO AAHHBLIX UMK
npepbiBaHne paboTocnocobHOCTU NporpaMMHOro obecnevyeHnst. YpoBeHb KpUTUYHOCTM 1 paccmaTpuBaeTcs, Kak
YpoBEHb KPUTUYHOCTHU 2, KOrga n3BecTHO 06X0OHOE peLLeHueE.

MepeyveHb NHUMOEHTOB, CBSA3aHHbIX C [1pOaYKTOM M COOTBETCTBYHOLLMX YPOBHIO KPUTUYHOCTU 2, BKIOYaEeT B cebs
crnegyoLwmne MHUNOEHTbI:

. NPOAYKT NOJTHOCTbLIO BbiBEAEH N3 CTPOA, HO HENMPEePbIBHOCTbE OCHOBHbIX OunsHec npoueccoB He HapyLlaeTca.

«YpoBeHb KpUTUHYHOCTU 3» (CpegHui) o3HavYaeT HEKPUTUYHYIO MpobnemMy unm 3anpoc Ha ob6ecnyxnBaHue, He
3aTparmBatome yHKUMOHanbLHOCTb MNpoaykTa.

MepeyeHb NHLMAEHTOB, COOTBETCTBYIOLLMX YPOBHIO KPUTMYHOCTKM 3, BKMOYaeT B cebs crnegyrowime MHUMAEHTLI:

e MPOAYKT YaCTUYHO BbiBEEH 13 CTpost (paGoTaeT HECOOTBETCTBYIOLWMM 06pa3om), HO ApYyroe NporpaMmMmHoe
obecneyeHune 3aka3urka He BbIBEEHO 13 CTPOS B pe3ynbTate paboTel MpoaykTa.

«YpoBeHb KpUTUYHOCTHU 4» (HU3KWIA) O3HAYaET ApYyrie HeKPUTUYHbIE 3anpockl Ha obcnyxueaHue. Bee
VHUMUAEHTbI, HE YNOMSAHYTbIE BbilLE, OTHOCATCS K 3TOMY YPOBHIO KPUTUYHOCTH.

yr)OBHI/I KPUTUYHOCTU BUPYCHbLIX UHUMNAEHTOB

«YpoBeHb KPUTUYHOCTU 1» (KPUTUYECKUIA) O3HAYaET BUPYCHYIO 3NMAEMUIO, BIIUSIIOLLYIO Ha HENPEPLIBHOCTb
OusHeca 3akasuymka NnocpencTBoOM npepbiBaHNst paboTocnocobHocT MpoayKTa unm onepaunoHHbIX CUCTEM
3a|<a3qvn<a, M1 BbI3bIiBAKOLLYIO NOTEPK AAHHbIX, NPX 3TOM 06xo,u,Hoe pelieHne OoTCyTCTBYyeT.

I'Iepequb MHUNOEHTOB, CBA3aHHbLIX C BPe4OHOCHbIM NporpaMmmMmHbIM obecneyeHnem n COOTBETCTBYHOLNX ypOBHIO
KPUTUYHOCTH 1, BKNtoYaeT B cebs (HO He OrpaHI/I‘-II/IBaeTCFI) cnepywwme NHUMOEHTbI:

e  BCH NMokarnbHasi CETb (MNM KPUTUYHAS YacTb ceTu) He paboTaerT;
e BUpYCHas anuaemus;
e OXHas TpeBora Ans annos, BXOOALMX B KPUTUYHBIE Ans BU3HECa CUCTEMDI.

«YpoBeHb KpUTUYHOCTK 2» (CpedHuit) o3HavaeT Npobnemy cpegHero ypoBHS KPUTUYHOCTH,
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He BbI3bIBaIOLLYI0 NOBPEXAeHe/ MoTepto AaHHbIX UMW NpepbiBaHMe paboTocnocobHOCTH NPOrpaMMHOro
obecrnevyeHunst. YpoBeHb KpUTUYHOCTM 1 paccmaTpuBaeTcs, Kak YpoBeHb KPUTUYHOCTU 2, Koraa M3BecTHO ob6xoaHoe
peLleHue.

MepeyeHb NHUMAEHTOB, CBA3aHHbIX C BPEOOHOCHBLIM NPOrpaMMHbIM obecnedeHmem n CoOOTBETCTBYOLWMX YPOBHIO
KPUTUYHOCTY 2, BKNtOYaeT B cebs (HO He orpaHnynBaeTcs) criegyowme MHUMAEHTDI:

. MHd)MHMpOBaHMe HECKOJIbKNX HEKPUTUYHDbIX Y3J10B CETH,

e JIOXHasA TpeBora and Q)aﬂnos, BXOOALWNX B HEKPUTUYHbIE O11A Oun3Heca cUCTEMBI.
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