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1.06wue ycrnoBus

HacToswasa nporpamma nogaepxky onpegensieT nepevyeHb M NOPSAOK OKa3aHUsl TEXHUYECKON NOAAEPXKKU
Brnagensuy nuueHsnn Ha MNpoaykTel llabopaTtopum Kacnepckoro Tuna Premium n Premium Plus.

2.0npepeneHusn

«Company Account» — web-cuctema 06paboTkn nHumaeHToB Cnyxo6on TexHndeckon Moaaepxkn Jlabopatopum
Kacnepckoro (https://companyaccount.kaspersky.com)

«lMpogykT» — nporpamma anga 3BM, paspabotaHHaa AO «JlabopaTopusa Kacnepckoro».

«lMonb3oBaTenb» — ropngmnyeckoe nmuo, nverltlee ﬂeVICTByPOUJyPO JIMUEeH3U0 Ha ncnonb3oBaHne ﬂpo,u,yKTa, ana
KOTOpOro 6y,qu OKa3blBaTbCA TEXHNYECKaA noaaepKka B COOTBETCTBUM C HacTosLEen ﬂpOFpaMMOVI.

«lMepcoHanbHbI TexHu4veckuin Menemkep (MTM)» - cneumanucT TexHMYecKon nogaepxku Jlabopatopum
Kacnepckoro, BbINOMHALLMIA POSib NEPCOHANbHOrO TEXHUYECKOro MeHeaKepa ANs KNneHToB-BrnagensLes
nvueH3un Tuna Premium Plus.

«MHUmMpeHT», «3anpocy, «ObpaleHmne» — noboe cobbiTne, cooblyeHHoe Nonb3oBaTeneM, KOTOpoe He ABNSETCS
4YacCTblO CTaHOAPTHOIO (*)yHKLI,I/IOHVIpOBaHVIﬂ I'Ipo,u,yKTa, M KOTOpPOE Bbl3blBa€T UIMN MOXET Bbl3BaTb NpepbiBaHne Unn
CHUXEHMe KayecTBa ycnyru, nponssoaumoi MNpoayKkTom.

«lMpobnema» — OCHOBHasA HEM3BECTHasi NpuU4MHa ogHoro unu 6onee nHUMAeHToB. CTaHOBUTCSA N3BECTHON
ownbKOM B Criyyae, ecriv KOpHeBas MpMYnHa N3BECTHA U HaAEHO BPeMEHHOe 06X0OHOE peLleHne nnm
NocTosiHHas anbTepHaTUBa.

«M3BecTHas owmbka» — Nnpobrema, KopHeBasi NpPMYMHA KOTOPOI CTana U3BeCcTHa 1 HaldeHo BpeMeHHoe
o6xoaHOE peLleHne Unu NocTosiHHaa anbTepHaTMBa.

«MpoaykToBas owmnbka» — He AEKNAPUPYEMOE NMOBEAEHNE NPOAYKTA.

«3anpoc Ha obecnyxuBaHue» — 3anpoc Nons3oBaTens Ha NpefoCTaBNEHNEe TEXHUYECKOW NoAAEPXKKU,
WHpopmMaLumm, coBeTa Unm JOKYMeHTauumn B cnyyasx, He kacatoLmuxcst HeKOPPEKTHOro PYHKLNMOHNPOBAHUSA Unn
npepbiBaHUa HopManbHon paboTsl [NpoaykTa.

«BupycHas anungemusi» — KpusucHasi cutyaums y MNonb3oBaTtensi, BO3HWKLIAs B Cryvae, eCrnv BUPYC HE MOXET
6bITb 06HapyxeH MpoayKTOM NPU NPUMEHEHUN aKTyarnbHbIX aHTUBUPYCHBIX 6a3 AaHHbIX, U UCNOMHAEMbIE MOAYNN
BMpyCa HeraTMBHO BO3[ENCTBYIOT Ha HEMPEpPbLIBHOCTb Gu3Heca MNonb3oBaTens.

«BupycHbIn HUMAEHT | UHUMAEHT, cBA3aHHbIN ¢ BpeAOHOCHbLIM MO» — MHUMOEHT, HE CBA3aHHbIN C
MpoayKTOM, HO CBA3aHHbIA ¢ HEOBXOAMMOCTbLIO NpeAocTaBneHus MNMonb3oBaTernto cneLUnPUIECKNX YTUINT,
yaansoLwmx spegoHocHoe N0, n/unu pekomeHgaumi no yaaneHuo 1 onucanun spegoHocHoro MO.

«KpuTnyHOCTb MHLUMOEHTa» — 03Ha4YaeT Mepy BU3HEC-KPUTUYHOCTM UHLMOEHTA, OCHOBaHHYIO Ha NOTPEBHOCTSIX
6usHeca Nonb3oBatens.

«Bpewms peakummn» — Bpems, npowlegliee ¢ MOMeHTa nonyyeHus «Jlabopatopuen Kacnepckoro» nHdopmaumm o
noboM nHUMaeHTe 4O MOMeHTa npegocTasneHms Nonb3oBaTento KBanndnuupoBaHHOIo oTBeTa (NOCPeACTBOM
Company Account lNonb3oBaTens Ha UHTEPHET-NopTane TeEXHUYECKOW NOAAEPXKKM, SNEKTPOHHOW NOYThl Unx
TenedoHa).

«OBbHoBNeHue» — BbiNyck «JlabopaTopuein Kacnepckoro» aHTMBMPYCHOM 6a3bl AaHHbIX C HOBbIMU CUrHaTypamu
BMpYcoB unu moaudukauusmm Mpoaykra, o6ecneyvsatoLlent ynydeHne gpyHKUNOHaNbEHOCTA U
npovssoauTensHocTy MpoayKTa u/unu cogepskallein HoBy (PYHKUMOHaNbHOCTL UK ynydeHns MpoaykTa.

«ObxopHoe peleHune» — npoueaypa, NoCPeacTBOM NPMMeEHEHMs KoTopon MNMonb3oBaTenbs MOXET BPEMEHHO
peLlwmuTb NHUNOEHT.

«JloxxHoe cpabaTbkiBaHMe» — cUTyaums, koraa MNpoaykt owmnbovHO BOCNPUHMMAET HEUHMPULIMPOBaHHbBIN dhain,
Kak MHULIMPOBAHHbIN.
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3.0nucaHune nporpamMmmbl NoAAEPKKU
NMpuem 3anpocos

Mpuem n pelLeHne BONPOCOB NO 3KCMfyaTauum NpoayKTa 1 3anpocoB Ha yCTpaHeHMe HeraTUBHbIX NOCNeacTBUN
WHLUWOEHTOB BEAETCSA NOCPEACTBOM MHTEPHET-MOpTana, TenedoHa U 3NeKTPOHHON MOYTbI.

NHTepHeT-nopTan

Kaspersky Company Account https://companyaccount.kaspersky.com - IHTepHeT-llopTan TexHn4eckon
nopaepxkn AO «JlabopaTtopusa Kacnepckoro», 4OCTYN K KOTOPOMY C BO3MOXHOCTbLIO pa3MeLLEHNs 3anpocoB
npegocTaBnseTcs B pexmme 24x7x365 (KpyrnocyTo4YHO, BKMOYas BbIXOOHbBIE U MPa3aHUYHbIE OHW)

TenedoH
Mpuém 3anpocos No TenedoHy NPMOPUTETHOMN BbIAENEHHON NNHUN NPEAOCTaBNSETCS B peXnMe:
e 24x7x365 onsi 3aNpoCcoB YPOBHS KpUTMYHOCTU 1 Anga BnagenbLes nuueHsnm Premium;
e 24x7x365 ons 3anpocoB YPOBHSA KpUTUYHOCTU 1 1 2, Ang Bnagensues nuueHsum Premium Plus;

e o pabounm gHam ¢ 10:00 no 18:30 (Bpemsa MockoBckoe) A 3anpoCcoB YPOBHSA KPUTUYHOCTM 2, 3, 4.

Twvn NnuUeH3nn
YpoBeHb KPUTUYHOCTU

WHUMOEHTa )
JInueHsuna Premium Plus

JInueH3sua Premium

YpoBeHb KpUTU4HOCTY 1 24x7 24x7

B 6ygHun ¢ 10:00 no 18:30 (Bpems

MockoBckoe) Y

YpoBeHb KpUTUYHOCTU 2

B 6ygHn ¢ 10:00 no 18:30 (Bpems B 6ygHn ¢ 10:00 no 18:30 (Bpems

YpoBeHb KpUTUYHOCTU 3
P P MockoBckoe) MockoBckoe)

B 6ygHun ¢ 10:00 no 18:30 (Bpems B 6ygHun ¢ 10:00 no 18:30 (Bpems

YpoBeHb KpUTUYHOCTH 4
P P MockoBckoe) MockoBckoe)

OneKTpoHHas noyrta

Mprém 3anpocoB MO SNEKTPOHHOW MOYTE NPEAOCTABMSETCSA B pexXume 24x7x365 (KpyrnocyTo4Ho, BKIHoYasi
BbIXOOHbIE U Mpa3gHWUYHbIE OHW) B Criydae HEBO3MOXHOCTM co3aaHus 3anpoca Yyepe3 HTepHeT-MNopTan.

OGpaboTka MHUMAEHTOB
Ob6paboTka MHUNOEHTOB Yepe3 web

Web cuctema obpaboTtkm 3anpocoB LieHTpa TexHn4yeckon nogaepxku «Jlabopatopumn Kacnepckoro» gocTynHa no
ccbinke https://companyaccount.kaspersky.com.

Mocpeacteom aaHHom cuctembl AO «JlabopaTtopus Kacnepckoro» npegoctaensieT MNonb3oBaTento:

e BO3MOXHOCTb UCMOJ1Ib30BaHUA I'IepCOHaJ'IbHOVI yquH0|7| 3anucu MNMonb3oBartenst Ans cos3gaHnsi, 0OHOBMNEHNS
N MOHUTOPUHIA MHLUWNOEHTOB;

e TexXHU4YeCKyto NOAAEPXKKY Y KOHCYMNbTaLUKM NO peLleHnio MHUMAEHTOB B NPOLEecce YCTaHOBKM,
KOH(pUrypmpoBaHusa 1 oyHKUMoHnpoBaHus MNpoaykra;
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e  TEXHUYECKYI MOAAEPXKKY M KOHCYNbTaLMM NO NEeYEeHUIo (aisos, 3apaxeHHbIX BpegoHOCHbIM MO, n
CaMOCTOATENNbHOMY yaaneHunto BpeaoHOCHOro MO c nporpamMmmMHO-annapaTHbIX KOMMNJIEKCOB, 3allULEHHbIX
MpoAyKTOM C yCTaHOBNEHHBbIMU HOBENLLMMW OOHOBNEHUAMM MNMpoayKTa U aHTUBMPYCHBLIX 6a3 AaHHbIX.

O6paboTka MHUMOEHTOB: Nogaepka no TenedoHy

e T[lognepxka no TenedoHy npegocTaensieTcs «JlabopaTopmen Kacnepckoro» TonbKo aBTOPM30BaHHbLIM
coTpygHukam lNMonb3oBartens.

Bpemsa peakuum Ha MHUMAEHTbI

AO «JlabopaTtopus Kacnepckoro» rapaHTupyeT BpeMsi peakumm Ha obpalleHus MNonb3oBatens B 3aBUCMMOCTHU OT
TMNa NprobpeTeHHON NULEH3NM N B COOTBETCTBUM C BPEMEHHBIMU PaMKaMu, COOTBETCTBYIOLLMMW YPOBHSIM
CPOYHOCTU UHUMAEHTA:

Bpems peakuun

YpoBeHb KPUTUYHOCTU UHLMAEHTA
JNnueHsnsa Premium JNnueHsusa Premium Plus
YpoBeHb KPUTUYHOCTK 1 2 yaca* 30 MuHyT*
YpoBEHb KPUTUYHOCTU 2 6 pabo4mx yacos 4 yaca*
YpoBeHb KPUTUYHOCTU 3 8 pabounx yacos 6 pabouunx yacoB
YpoBeHb KpUTUYHOCTU 4 10 pabouux yacos 8 pabouunx yacos

* B Hepabouyee Bpems, B T. 4. BO BPEMS BbIXOAHbIX U MPa3AHUKOB, He06XxoamMMo obpalleHre no TenedoHy

3anpocam MNonb3oBaTenen ¢ nuueH3nin Premium n Premium Plus npucBanBaeTtcs 6onee BbICOKU MPUOPUTET
OTHOCUTENBHO CTaHAAPTHLIX 3anpocoB [onb3oBaTener ¢ 6a30BoON NULIEH3NEN.

YpoBeHb KPUTUYHOCTUN MHUMOEHTA ONpeaenseTcs ero kateropmen, BeiopaHHon MNMone3oBatenem npu
nepeBoHa4anbHOM obpalleHun (Yepes BbiOOp NpeaycTaHOBNEHHbIX ypoBHe B Company Account).

AO «INaBopaTtopusi Kacnepckoro» nmeeT NpaBo BNOCNEACTBUM NepecMOTPeTb YPOBEHb KPUTUYHOCTU UHUMAEHTA,
€crnu ero onvcaHue 6yaeT COOTBETCTBOBATb APYroMY YPOBHIO. [lepeyeHb YPOBHEN KPUTUYHOCTU M X ONUCaHWS
npueegeHbl B MpunoxeHunm.

YnpaBrneHue Ka4yeCTBOM
SCKaJ'IaLI,I/IFI MHUMOEHTOB U yrnpaBJieHNE NPETEH3INAMU

MpenbsiBreHne NpeTeH3uit 1 xkanob Ha kayecTBO OGCINYKMBaHMS OCYLLECTBSETCS COMMAacHO HUXKeCNeayoLwen
cxeme:

ypOBeHb 3CKanauunmn PYKOBOD,VITGJ'Ib CJ'Iy)K6bI TEXHMUYECKON

noaaepXKn permoHarnbHoro ocuca KOPMOpPaTUBHLIMU KIMEHTamm (Gu3Hec-
«Jlabopatopum Kacnepckoro» KOHTAKT)

MeHepxep no pabote ¢

MNMonb3oBaTenb MOXET 3CKanMpoBaTh HEPeLLUEHHbIE MHLMAEHTLI B CNydYae, eCrn MHUMAEHT HaXoaUTCa «Ha
cTopoHe» «JlaBopaTtopumn Kacnepckoro».
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KOHTpOﬂb peweHnAa MHUMOEHTOB

B nto6oii MOMEHT BpeMeHM MHUMAEHT MOXET ObITb, Kak B paboTe y MNonb3oBaTtens (1.e. [Monb3oBaTtenb
npeanpvHMMaeT OeNCcTBUS, CnocobCTByOLLME peLlennto nHumnaeHTa «Jflabopatopuen Kacnepckoro»), Tak 1 B
pabote B «Jlabopatopun Kacnepckoroy.

WMHumnpgeHT cuntaeTtcs Haxogdwmmcs B paboTe y Mone3osaTtens, korga AO «J1labopatopusa Kacnepckoro»
nNpon3BoauT 3anpoc AoNOonHUTENbHOW nHdopmaLmm y MNonb3osaTens. Nocne Toro, kak Nonb3oBaTens
npeaocTaBnsieT 3anpoLUeHHy0 MHPopMaLmIo, MHLUMAEHT cuMTaeTca nepeaaHHeiM B paboTty «JlabopaTopumn
Kacnepckoro». Bpems HaxoXaeHus nHuugeHTa Ha CTOPOHE KNMeHTa He JOJKHO npesbiwaTth 30 kaneHaapHbIX
OHel. B cnyyae npeBbileHMs 3TOro nokasartens, TeKyLWMN NHUMAEHT aBTOMaTU4eCKnN 3aKpbiBaeTCs.

AO «JlabopaTtopusa Kacnepckoro» HeceT OTBETCTBEHHOCTb TONbKO 32 BPEMS, B TEYEHME KOTOPOro MHUMOEHT
Haxoguncs B paboTte B «JlabopaTtopum Kacnepckoro.

OGHoBnNeHne dHTUBUPYCHDbIX 6a3 no 3anpocCy nonb3oBaTensd npu
BO3HUKHOBEHUUN BUPYCHOIro uHUMAEHTa unun JIOXKHOM TpeBorun

B cnyyae «oXHOW TpeBOrM», oLMOOYHOM AeTeKTupoBaHUn NpoaykToM MHMLMPOBaHHOrO danna Kak
HenHdMUMpoBaHHOro, nnn B obpaTtHOM cny4vae, npu ycrnosuu, 41o lNonb3oBatenem ycTaHOBIEHbl HOBeNLWne
00OHOBNEHNSI U aHTUBMPYCHbIE Ba3bl AaHHbIX, [Tonb3oBaTens MoXeT NoTpeboBaTe BHECEHMSI M3BMEHEHUI B Ba3bl
aHTMBUpYCHbIX onucaHun Mpogykra. AO «J1labopatopusa Kacnepckoro» obecneunBaeT npegocTaBrieHne
Monbsosatento O6HoBNEHMA bas, B kOTOPOM AaHHbIN hann 6yaeT BepHO OEeTEKTUPOBATLCS.

AO «JlabopaTtopus Kacnepckoro» opraHusyeTt paboTbl no:

e (O6paboTke 3anpocoB, CBA3aHHbIX C BbIMYCKOM aHTUBMPYCHbIX 6a3, BblAENEHHON rpynnow cneunanicTos,
OEeNCTBYIOLWNX B pexmme 24X7x365

e [lpuopuTteTHomy (yCKOpeHHOMY) BbinycKy obHoBneHus ans None3oBaTenel BnagenbLes NMLEH3MM
Premium n Premium Plus

e  VIH(bOpMMPOBaAHMIO O MPOMEXYTOYHbBIX pe3yNnbTaTax U XoA4e BbINOMHEHWs ero 3anpoca NepcoHanbHbIM
TexHunyeckum MeHemxepom Ansa Brnagensues nuueH3mm tuna Premium Plus.

dononHutenbHble npuBunernn Nonb3oBaTtensam NINLEH3UU TUNA
Premium Plus

MepcoHanbHbIn TexHnyeckmnn Menepxep (MTM)

MepcoHanbHbIV TexHnyeckni meHemxkep (MTM) HasHavaeTcst AO «JlabopaTtopua Kacnepckoro» ¢ Lenbio
opraHusaumm eguHOro kaHana B3aMMoAencTeums ¢ nons3oatenem. NTM ABnseTcss COTPYAHUKOM KOMNaHWM-
npous3BoauTens u ynpaenseT obpaboTkon Bcex nHunaeHToB MNonb3oBaTtens nuueH3un tuna Premium Plus. B
0053aHHOCTN TEXHUYECKOrO MEHeXKepa BXOAMT:

e opraHusaumsa paboTt no TexHudeckon nogaepxke cneynanuctamm AO «Jlabopartopusa Kacnepckoro» ans
peLLeHNst TEXHNYECKUX UHLNOEHTOB;

e  UMHpopmupoBaHue NMNonb3oBaTens 0 TEKYLLEM COCTOSIHUM PELUEHNsT 3anpoCcoB, NPeLoCTaBeHne
eXeKBapTanbHON OTYETHOCTMU;

e  KOHTPOIb BLINOMHEHUA 3a4a4 U obecrneyeHne CBOEBPEMEHHBIX 3ckanauui npyu o6paboTke UHLUAEHTOB B
npoLecce okasaHUss TeXHUYECKON NOAaEPKKY;

e noaaepxka NT-nenaptamenTa MNMonb3oBartens B NOHUMAHUKN U NPaBUIIbHOM UCMOMb30BaHNUM
npenocTaBneHHbIX pekomeHaauui;

e [poBegeHne cCoBMECTHO C lMonb3oBaTtenem peryndapHoro aHanmsa u cornacosaHue OencTBumn
HeobxoouMbIX Ansi pelweHna TeXHn4eckmx n onepauoHHbIX MHLUNOEHTOB.
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MTM rapaHTUpoBaHHO gocTyrneH no padounm gHam ¢ 10:00 go 18:30 (Bpemsi MockoBckoe) no TenedoHy,
3NEKTPOHHOW NoYTe 1 MobunbHoMy TenedoHy. B cnyyae HegocTynHocTu MTM (B HOUHOE Bpemsi u Hepabouune
OHun), 3anpockl [Monb3oBaTens nepeagpecyoTcs 3aMeHSIOWEMY Ha NINHUIO TEXHUYECKON NOAAEPKKM.

Monb3oBatene AomkeH coobwmntbe AO «JlTabopaTopus Kacnepckoro» nMeHa u KOHTaKTHY0 uHdopMaumio
COTPYOHWKOB, Ha3Ha4YeHHbIX Ans B3ammogenctsuns ¢ NTM (koHTakTHOe NUUo) 1 NPeaoCTaBUTb UX KOHTAKTHYIO
WHpopmaLmio (B HAaCTHOCTM, afpec INEKTPOHHON NOYTbI U HOMep TenedoHa), NocpeaCcTBOM KOTOPOM C
KOHTaKTHbIMM NLAMWN MW MONIHOMOYHbBIM NpeAcTaBvUTeNIeM AaHHOMO NMLA MOXHO B3aMMOLEeNCTBOBaTb BO BPEMS
paboT Haa MHUMAEHTaMW.

ﬂpeﬂ,OCTaBﬂeHVIe OT4YEeTOB MO OTKPbITbIM MHUMAEHTaM OJ14 nosib3oBaTtenemn

B npouecce pewenus nHumngentoB AO «JlabopaTtopus Kacnepckoro» caenaet BCe BO3MOXHOE AN
CBOEBPEMEHHOIO NPeAoCcTaBnNeHns HPOPMaLIMK O CTaTyce OTKPbITbIX MHUMAEHTOB [Monb3oBaTtento B
COOTBETCTBMM C rpadpUKoM, yKazaHHOM B HKecneayoLwen Tabnuue.

YpoBeHb KpUTUYHOCTHU Fpadmk NpeaocTaBneHus OT4eTOB

Mo 4OroBOPEHHOCTU, HO He Yallle, YeM pas B AeHb (M0 3NEKTPOHHOM

YpoBeHb KPUTUYHOCTH 1
noyTe unu no TenegoHy)

YpoBeHb KpUTUYHOCTH 2

ypOBeHb KPUTUYHOCTM 3 B paMKax perynapHoro ot4yeta

YpoBeHb KpUTUYHOCTU 4

MpepnocTaBneHne KogoB NPOrpaMMHbIX KOPPEKLMI NpoayKTa

B npouecce ncnpaeneHnst n3BecTHbIX ownmbok komnaHmen AO «JlabopaTopus Kacnepckoro» NMNonb3oBartento
NpefocTaBnATCA 06LLEeA0CTYMHbIE KOAbI MPOrpaMMHbIX KOPPEKLIMIA MO Mepe X BbIMycKa.

Mpu oBHapyxeHUn HecTaHgapTHOWM Npobnemsbl, ANs KOTOPOW OTCYTCTBYET ObLLEeA0CTYMNHBIN KO NPOrpamMmmHoOn
Koppekumu, MNonb3oBaTtens Bnpase 3anpocuTe AO «Jlabopatopusa Kacnepckoro» o Bbinycke YacTHOro peLleHns —
Kofa nporpamMmmHoOn Koppekumm, cneumndunyHoro Ana cutyaumm (KoHurypaumm, Bepcum, yCrioBui UCNosb3oBaHns
npoaykra) Nons3oBartens.

AO «JlabopaTopusa Kacnepckoro» opraHusyet paboTbl Mo:

¢ (OO6paboTke 3anpocoB Ha BbIMYCK KOJAOB YACTHbLIX KOPPEKLMIA BbIAENIEHHON FPYMNOM MHXEHEPOB,
3aKpenneHHown 3a 3anpocamu Nonb3oBatenen nuueHsnm Premium Plus.

e VIHdopmupoBaHuio [Nornb3oBaTens 0 NPOMEXYTOYHbIX pe3yrnbTaTtax U Xxoe BbINONHEHUs ero 3anpoca
MNepcoHanbHbIM TexHu4ecknm MeHeaxepom

AO «JlabopaTtopus Kacnepckoro» npunoxumT KOMMep4eckn 000CHOBaHHbIE YCUINUSA ONS BbiMyCka 4aCTHOIo
Kofda nporpaMmMHOM Koppekummn. Koabl NporpaMMHbIX KOPPEKLUUIA BbIMYCKaKOTCA COrfacHO NonuTuke

noanepXkn NpoaykKToB Ha pa3HbIX CTaguAax XXU3HEHHOIo LMKNa NpunoXxeHus (aKTyaanaﬂ Bepcuda AOCTynHa

no ccoinike http://support.kaspersky.ru/support/rules)

YcnoBus Ucnosib3oBaHusA KOO0B nporpaMmMHbIX KOppeKLI.I/IVI ABNAOTCA npeaMeToM JTMLUEH3NOHHOIo cornatleHna,

3akntoveHHoro mexay AO «Jlabopatopus Kacnepckoro» u lNonb3oBatenem.

HdononHuTenbHbIe YCNOBUA NOAAEPXKKN

[nsa peructpaunm MHUMOEHTOB, BNagenew nuueHany Tuna Premium v Premium Plus, oormkeH NpeaocTaBnTb
CMNCOK KOHTAKTHBIX ML, UMEIOLLIMX NPaBOo OTKPbIBATb 3asiBKU Ha OKasaHWe TEXHUYECKON NoaaepKKu.

KonnyecTBO aBTOPM30OBaHHbIX NAL, BapbUpyeTCs B 3aBUCMMOCTM OT TUMa NNLEH3NK:
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JInueHsua Premium

JInueHsna Premium Plus

KonunuecTtBo aBTOPMU30BaAHHbIX NTULY

CnMCcOoK KOHTaKTHBIX NUL, CO CTOPOHBI MNMonb3oBaTens JomkeH ObITb onpedeneH 1 NPeaoCcTaBeH B TEXHUYECKYHO
noaaepkky npu nepsom obpatleHun. [ns M3ameHeHus cnmcka KOHTakTHbIX nuy MNonb3oBaTens 4OMMKeH 0POpPMUTL
3anpoc 4yepe3 Company Account. B oTBeT Ha 3anpoc 06 nameHeHun cnucka KoHTakTHbIX nuu, AO JlabopaTtopus
Kacnepckoro npegoctaBuT Nosfb30BaTEN OOHOBEHHbIA CINCOK KOHTAKTOB.

HekoTopble MHUMAEHTBI MOTryT NOTpeboBaTh BOCCO34aHUSA YCNOBUN BO3HUKHOBEHUSA nHumaeHTa B AO
«J1labopaTtopusa Kacnepckoro» ¢ Lenbio NpoBeAEHNS TECTUPOBAHUSA 1 BEPUAUKALNN BUPYCHOTO 3apaXkeHnst Unm
HanM4nst NPOAYKTOBOM OLLUNOKM.

Monb3oBatenb 065a3aH NnpegoctaBuTb AO «JlabopaTopus Kacnepckoroy» Bclo HE0OXoaMMyo MHpopMauuio 1
cneumduyeckoe nporpaMmmMmHoe nnu annapaTHoe obecneyeHne Heobxoanmoe A1 BOCNPOU3BELEHUSA YCIOBUN
BO3HWKHOBEHWSI MHUMAEHTA B Criyqae, ecrnv HeobxoaMmMoe nporpaMMHoe u/vnu annapatHoe obecneveHne
otcytcTtByeT y AO «JlabopaTtopus Kacnepckoro».

AO «JlabopaTtopus Kacnepckoro» npunoXxuT Bce Heobxoanmble yCcunus Ansi BOCNpon3BeaeHUs MHUMAEHTA, Kak
TOnbKO ByaeT JocTynHa BCA Heobxoaumas nHopmMaums, a Takke nporpaMmmMHoe u/mnmn annapaTtHoe obecneyeHume.
B cnyyae HEBO3MOXHOCTM BOCMNPOM3BEAEHNS YCNOBUIA BO3HUKHOBEHUST MHUMAEHTa Nonb3oBaTtens 06a3aH
npenocTaBuTb coTpyaHukam AO «JlabopaTopusi Kacnepckoro» gocTyn K MHpULNPOBaAHHBIM CUCTEMaM yaaneHHo.

B cnyyae ecnu MHUMAEHT HE MOXET ObITb BOCNPOU3BEAEH HU OHOW U3 CTOPOH, UMW KIMEHT He NpedocTaBun
OOCTYN K paboyeMy OKPYXEHUIO, FAe UHUMOEHT MOXET OblTb BOCNPOU3BELEH, UMM YCTaHOBMNEHO, YTO MpoayKT He
ABMAETCA UCTOYHMKOM MHLUMOEHTA, UHUMAEHT He MOXET OblTb KnaccuduumpoBaH B pamkax gaHHOW nporpammbl
NoAaepKKN.

OrpaHVI‘-IeHVIFI nporpamMmMbl nogaepxkKu

Jlabopatopua Kacnepckoro B npaBke OTka3aTb B MPeMUanbHON TEXHUYECKOW NogAEKKE B Crlydae npuobpeTenns
KINMEHTOM pas3HbIX TUMOB NULLEH3U Anst ogHoro MpoaykTa. B Takom criyyae knueHTy 6yAeT npefocTaBnaThbes
noaaepkka B COOTBETCTBUM C MpaBuiiaMun NpefoCcTaBneHnst NogaepKkun Anst 6a3oBbIX NULEH3NIA, pa3MeLLeHHbIX
Ha http://support.kaspersky.com

B cny4yae npuobpeTteHusa 3akazumkom NpoayKToB € pasHbIMU TUNAMU NIULLEH3WIA, YCITOBUS MOAAEPXKKM, ONUCAHHbIE
B AaHHOW NporpamMmme, NpeaocTaBnsaoTCA TONMbKO B OTHOWEHUN Tex MNMpoayKTOB 3akalduynka, KOTopble MMEKT TUM
nmueH3um Premium mnm Premium Plus.

TexHu4eckas nogaepXka He OKa3blBakoTCA B Cllydae BO3HUKHOBEHUA NepednCrieHHbIX HUWXe MHUWOEHTOB!

e MHUMAOEHTHI, Y>Ke pelleHHble ans Monb3oBaTtens (T.e., €Crv BO3HUKIN UHUMAEHTbI Ha YCTaHOBNEHHOM
konuu MNpoaykTa nocne Toro, Kak aHanornyHble MHUMAEHTbLI Oblnv peLueHbl Ans apyron konuu MpoaykTa);

° NMOUCK U yCTpaHeHne npo6neM aHanorn4yHbIX NN NOEeHTUYHbIX yXXKe pelleHHbIM (T.e. MHUMOEHTOB, ONnd
peLUeHns KOTOPbIX MOXET OblTb MPUMEHEHO peLleHre NpeablayLmMX UHUMAEHTOB C NpeaocTaBneHnemM
OOMONHUTENBHBLIX HCTPYKUUA «JlabopaTtopum Kacnepckoroy);

e UVHUMAOEHTHI, Bbi3BaHHbI€ HEMoagkamMmu annapaTtHoro obecneyeHus MNonb3oBaTens;

e  VHUMAOEHTbI, BO3HUKLLME HA HEMOAAEPKNBAEMbIX BEPCUSIX NPOrpamMMHbIX nnaTdopm (Hanpumep, Ha beTa-
BepCUsiX NporpamMMHbIX NaTtdopm, BEPCUSIX HOBbIX NAKeTOB OOHOBMEHWUI UNN OOMNONMHEHUIA, He
opobpeHHbIX «JlabopaTopuelt Kacnepckoro» B kadecTBe COBMECTUMBIX C MpoaykTamm);

e  VHUMWOEHTbI, BbI3BaHHbIE YCTAHOBKOW M 3aMyCKOM CTOPOHHUX MPUIOXKEHUI (BKMoYasi, HO He
orpaHu4MBasicb, CNMCKOM HENOOAEPXKMBAEMOrO UMM HECOBMECTUMOrO NporpaMMHOro obecnedeHus,
YKa3aHHOro B JOKYMeHTauuun unu Ha cante «Jlabopatopuun Kacnepckoro»);
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e MHUMAOEHTbI, 0 KOTOPLIX Monb3oBaTenb He MOXET NPeAoCTaBUTbL TOYHYIO MHpOpMaL Mo, 060CHOBaAHHO
3anpoLueHHyto «JlabopaTopuent Kacnepckoro» ¢ Lenbio BOCNPOM3BEAEHWS, paccnefoBaHWs U peLleHus
WHUMOEHTA;

e MHUMOEHTbI, BO3HMKLIMNE B Pe3yrbTaTe HENPUMEHEHWUSI UMNN HENPABWUITLHOTO NPUMEHEHNS UHCTPYKLUUIA
«Jlabopatopuu Kacnepckoro» nnm gokymeHtaumm «Jlabopatopumn Kacnepckoro», B criydae npaBunbHOro
MCMONb30BaHMS KOTOPbIX BO3HUKHOBEHUE MHUMAEHTA BbINo Gbl HEBO3MOXHO.

4.MpunoxeHune

YPOBHVI KPUTUYHOCTU MHUMNOEHTOB, OTHOCALLUUXCA K NPOAYKTY.

«YpoBeHb KpUTUHHOCTU 1» (KPUTUYECKNIA) O3HAYaET KpUTUYECKYO NpobnemMy ¢ MNpoayKTom, BAMAIOLLYIO Ha
HenpepbIBHOCTb OM3Heca [Nonb3oBaTensi NOCpPeACcTBOM NpepbiBaHMsA paboTocnocobHocTu MNpoaykTa nnm
onepaumoHHbIX cuctem NMone3oBaTtensi, Uy Bbi3blIBAOLLYO MOTEPIO AAHHbBIX, YCTAHOBKY CTaHAAPTHbLIX HACTPOEK
Monb3oBaTtens B He6e30nacHbIN peXxnm Unu BO3HMKHOBEHUE Apyrux npobrnem ¢ 6e30nacHOCTLIO, MpY 3TOM
06x0HOEe peLleHne OTCYTCTBYET.

MepeyeHb UHUUOEHTOB, CBA3aHHbIX C [PpOOYKTOM M COOTBETCTBYIOLLMX YPOBHIO KPUTUYHOCTU 1, BKMoYaeT B cebs
cnenyowme MHUMAEHTLI:

e  BCA NOKanbHas ceTb (MM KPUTMYHAsA YacTb CeTU) He paboTaeT, YTo NpepbiBAaeT OCHOBHbIe BM3Hec-
npoueccs.

«YpOBEeHb KPUTUYHOCTU 2» (BbICOKMI) O3HA4YaeT NpobrnemMy BbICOKOTO YPOBHS KPUTUYHOCTHU, BbI3bIBAOLLYHO
BO34eNCTBME Ha (OYHKLMOHaNbHOCTb [1poayKTa, HO HE BbI3bIBAOLLYIO MOBPEXAEHNE/ NOTEPHD AAHHbIX UMK
npepbiBaHne paboTocnocobHOCTU NporpaMMHOro obecneveHns. YpoBeHb KpUTUYHOCTM 1 paccmaTpuBaeTcs, Kak
YpOBEHb KPUTUYHOCTK 2, KOrga U3BECTHO 0OXOAHOE peLleHune.

MepeyeHb NHUMOEHTOB, CBA3aHHbIX C [pOOYKTOM Y COOTBETCTBYIOLLMX YPOBHIO KPUTUYHOCTU 2, BKIOYaET B cebs
cnepnyowmne MHUMAEHTLI:

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

«YpoBeHb KpUTUYHOCTH 3» (CpedHUin) 03HaYaeT HEKPUTUYHYIO NMpoGnemMy uUnm 3anpoc Ha obenyxuesaHue, He
3aTparvBatowme dyHKUMOHaNbHOCTb MpoaykTa.

MepeyeHb NHLUMAEHTOB, COOTBETCTBYIOLNX YPOBHIO KPUTUYHOCTM 3, BKIloYaeT B ceGs crieayome UHUMAEHTbI:

e MPOAYKT YAaCTUYHO BbiBEEH U3 CTPOs (paboTaeT HECOOTBETCTBYIOLWMM 06pa3om), HO Apyroe nporpamMmMHoe
obecneyeHne 3akasunka He BbIBEAEHO M3 CTPOsi B pe3dynbTaTe paboTbl MNpoaykTa.

«YpoBeHb KpUTUHHOCTU 4» (HU3KUIN) O3HAYaET OpYrMe HEKPUTUYHBIE 3anpockl Ha obcnyxnBaHue. Bee
WHUNOEHTbI, HE YNOMSIHYTbIE BbIlLEe, OTHOCATCS K 3TOMY YPOBHIO KPUTUYHOCTH.

ypOBHVI KPUTUYHOCTU BUPYCHbLIX MHUNOEHTOB

«YpoBeHb KPUTUYHOCTHU 1» (KPUTUYECKMIA) O3HAYaET BUPYCHYHO 3NMOEMUIO, BIIUSIOLLYIO Ha HEMPEpPbIBHOCTb
HusHeca 3akasurka NocpeacTBOM NpepbiBaHus paboTtocnocobHocTu MpoaykTa v onepaumoHHbIX CUCTEM
3akasuvka, Unu BbI3bIBAIOLLYIO NOTEPHO AAHHbIX, NPU 3TOM 0GXOHOE peLleHne OTCYTCTBYET.

MepeyeHb UHLUMAEHTOB, CBA3aHHbIX C BPeAOHOCHBLIM NPOrpaMMHbLIM 06ecrnedYeHeM U COOTBETCTBYIOLLMX YPOBHIO
KPUTUYHOCTM 1, BKItOYaeT B cebsl (HO He orpaHnYMBaEeTCs) crieayowme NHUMAEHTbI:

e BCH NOKarnbHas ceTb (MK KpUTUYHAsi YacTb CeTU) He paboTaerT;
e  BUPYCHasi anuaemus;

e rOXHas Tpesora Ans cannos, BXOAALLMX B KpUTUYHbIE AN GUu3Heca CUCTEMBI.
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«YpOBEeHb KPUTUYHOCTU 2» (CPeAHWIA) 03Ha4YaeT NpobnemMmy cpeqHero ypoBHS KPUTUYHOCTU, HE BbI3bIBAIOLLYHO
noBpexaeHne/ NOTEPIo AaHHbIX UK NpepbiBaHMe paboTocnocobHOCTM nporpammMHoOro obecnedeHuns. YpoBeHb
KPUTUYHOCTK 1 paccMaTpuBaeTCs, Kak YPOBEHb KPUTUYHOCTU 2, KOr4a M3BECTHO 06X0aHOE peLueHune.

I'Iepequb WHUMOEHTOB, CBA3aHHbLIX C BPpe4JOHOCHbIM NporpaMmMHbIM obecneyeHnem un COOTBETCTBYHOLNX ypOBHI'O
KPUTUYHOCTH 2, BKIto4yaeT B cebs (HO HE OFpaHI/I‘-IVIBaeTCFI) cnegywuwme NHUMOEHTbI:

. VIHCpVILI,VIpOBaHVIe HECKOJIbKMX HEKPUTUYHbIX Y3J10B CEeTU;

e OXHas TpeBora Ans gannos, BXOOSALWNX B HEKPUTUYHbIE AN BusHeca CUCTEMBI.
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