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1.06wme ycnoBus

HacToswasa nporpamma nogaepXkn onpegensiet nepevyeHb M NopsiAoK OKasaHnsa yCrnyr TEXHNYECKON
nogaepxku Bnagensyy Ceptndpukata PacwmpeHHon TexHuyeckon Nognepxkn « MHOycTpnanbHas
OHTepnpans» (MSA ana KICS Enterprise).

HacTtosauwas nporpamma nogaepku HanpasneHa Ha npegocTaBneHue Nonb3oBaTento paclumMpeHHoro
nepeyHs ycnyr, a Takke Ha NpegoCcTaBlieHME MOBbILLEHHOIO KayecTBa 00Cy>KMBaHMSA NO CPaBHEHMIO C
YCNOBMSIMW CTaHAAPTHON NOAAEpP KKM, OKa3dbiBaeMoK B pamkax JlnueHsnoHHoro cornatwieHus AO
«JTabopaTopus Kacnepckoro», onpeaensitoLero ycrnosms UCnonb3oBaHus nporpammHoro MNpogykTa
Monb3oBartenem.

2.0npepeneHunsn

«Company Account» — web-cuctema 06paboTkun nHuugeHto Cnyx6on TexHnyeckon Mogaepxkm JNlabopaTtopum
Kacnepckoro (https://companyaccount.kaspersky.com)

«lMpoagykT» — nporpamma ansa 3BM, paspabotaHHasa AO «JlabopaTtopus Kacnepckoro».

«Monb3oBaTenb» — PUAMYECKOE NULO, UMetoLLiee AeNCTBYIOLLYIO NMULIEH3NI0 Ha ucnonb3osaHue Mpoaykra, ans
KOToporo 6yaeT okasblBaTbCA TeXHUYecKas noaaepxka B COOTBETCTBMM C HACTOSALLER NporpaMMoit.

«MHumpeHT» — nioboe cobbiTne, cooblieHHoe NMonb3oBaTenem, KOTOpoe He ABNAETCA YacTblo CTaH4APTHOrO
yHKLUMOHMpOBaHUS [poayKTa, 1 KOTOPOe BbI3bIBAET UMM MOXET BbI3BaTb MPepbliBaHME UMW CHIDKEHME KayecTBa
ycnyru, npoussogunmon Npogyktom.

«lMpo6nema» — OCHOBHasa HeM3BeCTHasa NpUYUHa ogHoro unu 6onee nHUMaeHToB. CTaHOBUTCA N3BECTHON
ownbKOM B Criyyae, ecriv KOpHeBas MpMYnHa N3BECTHA U HaAEHO BPeMEHHOe 06X0OHOE peLleHne nnm
NoCcTOsAHHAs anbTepHaTUBa.

«M3BecTHas owmbka» — Nnpobrema, KopHeBasl NpMYMHA KOTOPOI CTarna U3BecTHa 1 HaldeHo BpeMeHHoe
06xoaHOE peLleHre UNn NoCTosiHHas anbTepHaTKBa.

«Owmnbka npoayKTa» — He AeknapvpyemMoe noBegeHne npogykra.

«3anpoc Ha obecnyxuBaHue» — 3anpoc Nons3oBaTens Ha NpefoCcTaBleHNe TEXHNYECKOW NoaaepXkKN,
nHdopmaLumm, coBeTa Unn JoKyMeHTaLmMu B Crydyasx, He KacatoLLMXCA HEKOPPEKTHOrO PYHKLMOHUPOBaHNUS 1IN
npepbiBaHUa HopManbHon paboTsl [poaykTa.

((BVIpyCHaﬂ anuaeMusa» — KpusncHaa cutyauma 'y Monb3oBaTtens, BO3HUKLLIAA B cny4vae, ecnu Bnupyc He MOXeT
ObITb 06Hapy>KeH npOD,yKTOM npn NpuMeHeHnn akTyalibHbIX aHTUBUPYCHbIX 0a3 JaHHbIX, U UCMOSTHAEMblE moaynu
BMpyca HeratmBHo BO3,D,el7ICTByPOT Ha HeNnpepbIBHOCTb OousHeca lNonb3oBaTtens.

«BupycHbi nHunaeHT /| UHUMOeHT, cBA3aHHbIN ¢ BpeAoHOCHbIM NMO» — MHUMAEHT, HE CBSA3aHHbIN C
MpoayKTOM, HO CBA3aHHbIA C HEOBXOAMMOCTbLIO NpeaocTaBneHus Monb3oBaTento cneLnPUIECKNX YyTUINUT,
yaansiowmx spegoHocHoe N0, u/unu pekomeHgauuin no yaaneHuo n onmcaHmmn spegoHocHoro MO.

«KpuTnyHOCTL MHUMOEHTa» — 0O3Ha4YaeT Mepy BM3HEC-KPUTUHHOCTU MHUMOEHTA, OCHOBAHHYIO Ha NOTPEBHOCTAX
6usHeca MNonb3oBaTens.

«Ycnyra(u)» — MeponpuaTusl N AesiTENbLHOCTb MO CONPOBOXAEHMIO, TEXHUYECKON NOAAEPKKE U KOHCYNbTaLmK,
npegoctasnsiemble «JlabopaTtopueri Kacnepckoro» B paMkax nporpaMmbl nogaepxku « IHayctpuansHas
OHTepnpansy.

«Bpewms peakuuun» — BpeMs, npoLuejliee ¢ MOMeHTa nony4veHust «flabopatopmen Kacnepckoro» nHgopmawmm o
noboM MHUMAEHTE OO0 MOMEHTa npefocTaBneHms MNonb3oBaTtento KBanndnumpoBaHHOro oTBeTa (NOCPEACTBOM
Company Account lNonb3oBaTensa Ha UHTEPHeT-NopTasne TEXHNYECKON NoAAEPXKKN, ANEKTPOHHOM NOYThI Un
TenedoHa).
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«O6HoBNeHMe» — BbiNyck «Jlabopatopuen Kacnepckoro» aHTUBMPYCHOWM 6a3bl faHHbIX C HOBbIMY CUTHATypamm
BMpPYCOB nnun mogudukaunsamu MNMpogykTa, obecneynBatollen ynydeHne QyHKUNOHANbBHOCTN Nn
nponssoguTensHocTh MNpoaykta n/mnun cogepallen HOBYHO YHKLMOHANbHOCTb UNnu ynydlleHus MNpoaykra.

«MopepHuzauus» — obHoBneHue MNpoaykTta, naeHTudrunpoBaHHoe nsmMeHeHneM Homepa Bepcum MpoaykTa.

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

«JloxkHasa TpeBora» — cutyaums, korga NpoaykT olwMBoYHO BOCMPUHUMAET HEMHULMPOBAHHbLIN haiin, kak
MHULMPOBAHHbIN.

3.0nucaHue nporpammbl nogaepxkm «MHaycTpmnanbHas
AHTepnpauns»

TexHU4YecKoe KOHCYNbTUpPOBaHMe Mo BONpocaM aKcniyatauum
Kaspersky Industrial CyberSecurity u npuém 3anpocoB Ha ycTpaHeHue
HeraTUBHbIX NOCNIeACTBUA UHLNAEGHTOB NOCPEACTBOM:

e [lpepocTtaBneHust goctyna Nonb3oBaTento k MIHTepHeT-IMNopTany TexHuveckorn nogaepxkun AO
«JlTabopartopusa Kacnepckoro» ¢ BO3MOXHOCTbIO pa3MeLLeHMs 3anpoCcoB B pexnme 24x7x365
(KpyrnocyTo4Ho, BKMOYas BbIXOAHbIE U MPa3aHMNYHbIE OHW)

e [lpuéma 3anpocos no TenedoHy NPUOPUTETHON BbISENEHHOW NIMHUN B PEXUME:
e 24x7x365 ons 3anpocoB YPOBHSA KPUTUYHOCTU 1 1 2;
e o pabounm gHam ¢ 10:00 no 18:30 (Bpems MockoBCKoe) 411 3anpoCoB YPOBHSA CPOYHOCTM 3-4.

¢ [Ipuéma 3anpocoB MO INEKTPOHHOM NoYTe B pexmme 24x7x365 (KpyrnocyTo4YHO, BKMOYasi BbIXOAHbIE U
npasgHuYHble AHW) B ClyYae HEBO3MOXHOCTM co3aaHuns 3anpoca yepe3 NHTepHeT-MNopTan

e T[lpuéma 3anpocos lNepcoHanbHbIM TexHnveckum Menemkepom (MTM) B paboume yacel ¢ 10:00 no 18:30
(Bpemsi MockoBckoe) no paboumm gHAM

O6paboTka MHUMAOEHTOB
Ob6paboTka MHUNOEHTOB Yepe3 web

Web cuctema o6paboTku 3anpocoB LieHTpa TexHnuyeckon nogaepxku «Jlabopatopum Kacnepckoro» goctynHa no
ccbinke https://companyaccount.kaspersky.com.

MocpeacTesom aaHHom cuctembl «JlabopaTopust Kacnepckoro» npegoctasnsieT [Nonb3oBartento:

. BO3MOXHOCTb MUCMNOJ1b30BaHUNA I'IepCOHaJ'IbHOI7I y‘~|€THOI7I 3anucu MNMonb3oBartens Anst co3aaHus, 06HOBMNEHUS
N MOHUTOPUHIAa MHUMNOEHTOB;

e TEXHWYECKYH NOAAEPXKY U KOHCYMbTaLUWW MO PELLEHNIO MHLIMOEHTOB B NMPOLIECCe YCTAHOBKM,
KOHUIyp1poBaHus U yHKUMOHUPpoBaHUs MpoaykTa;

e TEeXHUYEeCKYyH nogaepiXKy U KOHCyInbTauun no nevyeHunro cbaﬂnos, 3apaXxeHHbIX BpeaJOHOCHbIM MO, n
caMOoCTOATENIbHOMY yaarneHuto BpeoHOCHOIro MOc nporpamMmmMHoO-annapaTHbIX KOMMNJ1IEKCOB, 3allULLEeHHbIX
npOLI,yKTOM C yCTaHOBIEHHbIMU HOBENLINMN OBHOBMEHNSIMU I'Ipop,yKTa N aHTUBUPYCHbIX 0a3 gaHHbIX.
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O6paboTka MHUMOEHTOB: NogaepKKa no TenedoHy

e [logaepxka no TenedoHy npegocraensetcs «JlaGopatopueit Kacnepckoro» TOMbKO aBTOPMU30BaHHBIM
coTpyaHukam Monb3oBaTensi.

Bpemsa peakuum Ha MHUUAEHTbI

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

YpoBeHb KPUTUYHOCTHU Bpems peakuuun
Yposeib 30 MUHYyT*
KpUTn4HoCTH 1

YpoBeHb 4 yaca*

KPUTUYHOCTM 2

YpoBeHb

6 pabo4nx yacos
KPUTUYHOCTKN 3

YpoBeHb

8 paboumx yacos
KPUTUYHOCTM 4

* B HepaGoyee Bpems, B T.4Y. BO BPeMsi BbIXOOHbIX W NpasgHUKOB, HEOOGXOAMMO obpalueHue no TenedoHy

3anpocam lNonb3oBaTenen pacUMpeHHON TEXHUYECKON NOAAEPXKKM «IHayCcTpranbHas QHTepnpans»
npuceauBaeTcsa 6ornee BbICOKMI NPUOPUTET OTHOCUTENBHO CTaHAAPTHbBIX 3aMpOCOB.

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

AO «JlabopaTopus Kacnepckoro» nmeeT npaBo BMOCNEACTBMN NEPECMOTPETb YPOBEHb KPUTUYHOCTU MHUMAEHTA,
€Cnu ero onucaHue GyaeT COOTBETCTBOBATb APYroMy YPOBHI0. [lepeyeHb YypoBHEWN KPUTUYHOCTU U UX ONUCaHNS
npuseneHbl B MNpunoxeHun.

NepcoHanbHbIN TexHunyeckun Menenxep (MTM)

MepcoHanbHbIN TexHUYeckun meHemkep (MTM) HasHavaeTcss AO «JlabopaTopus Kacnepckoro» ¢ Lenbto
opraHusaumm eguHOro KaHana B3aMmoaencTeus ¢ nosib3osateneM. NTM aBnseTca coTpyaHUKOM KOMMaHUN-
npoussoguTens n ynpaenseTt obpaboTkon Bcex MHUnAeHToB Nonb3oBaTens. B 0693aHHOCTU TEXHUYECKOro
MeHepKepa BXoauT:

e OpraHusauusi paboT No TexHn4yeckon nogaepxke cneunanuctamm AO «JabopaTopus Kacnepckoro» ans
peLLeHNst TEXHUYECKNX UHLIMOEHTOB;

e unHdopMupoBaHue MNonb3oBaTens O TeKylleM COCTOSHUU peLLeHns 3anpocoB, NpeaocTaBneHne
eXXeKBapTanbHOW OTYETHOCTY;

e KOHTPOIb BbINOMHEHMS 3a4a4 1 obecneveHme CBOEBPEMEHHBIX ackanauun npu o6paboTke UHLMAEHTOB B
npoLecce okasaHus YCnyr;

. nogaepXka I/IT-p,enapTameHTa lNonb3oBaTensi B NOHUMaHUM n npaBuIibHOM MUCMOJ1b30OBaHUN
peKOMeH,EI,aLI,VIIZ, npeaocTtaBlieHHbIX B Npouecce OKa3aHUA yCnyr;

e [poBedeHne cCOBMeCTHO c [lonb3oBaTenem perynapHoro aHanusa v corfiacoBaHue encTBui
HeOobX0AMMbIX NS PEeLIEHUA TEXHNYECKNX U ONePaLNOHHbBIX MHLMOEHTOB.
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MTM rapaHTupoBaHHO gocTyrneH no padounm aHam ¢ 10:00 go 18:30 (Bpems MockoBckoe) no TenedoHy,
3NEKTPOHHON No4yTe n MobunbHomy TenedoHy. B cnyyae HegocTynHocTu NMTM (B HOUHOE Bpemsl U Hepaboumne
OHwW), 3anpocsl [Nonb3oBaTensa nepeagpecytoTcs 3aMeHSOWEMY Ha NMUHUIO TEXHUYECKOW NOAAEPKKN.

Monb3oBatenb gomkeH coobwmnte AO «JlabopaTopusa Kacnepckoro» MeHa 1 KOHTakTHY0 nHdopMaLmio
COTPYAHMKOB, Ha3Ha4YeHHbIX Ansi B3anmoaenctaus ¢ NTM (koHTakTHOEe NUL0) U NPeaoCTaBUTb €ro KOHTaKTHYHO
MHpopmaLmio (B HAaCTHOCTM, afpec INEKTPOHHON NOYTbI U HOMep TenedoHa), NocpeaCcTBOM KOTOPOM C
KOHTaKTHbIM NTMLUOM UK NMONTHOMOYHbIM NpeactaBuTenieM AaHHOro nmua MoXxHo B3aVIMOJJ,eIZCTBOBaTb BO BpeMA
paboT Haa MHUMAEHTaMM.

YnpaBrnieHne Ka4yeCTBOM

Sckanaumsa MHUMOEHTOB U ynpasrieHune rnpeTeH3nammn

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

YpoBeHb [MepcoHanbHbIV PykoBoauTtenb crnyxo6bl MeHemkep no pabote ¢
ackanaumu TexHu4eckun TEXHUYECKOW NOAAEPKKN KOpropaTUBHBIMY
MeHepxep pernoHanbHoro ocuca KknueHTamu (6usHec-
«Jlabopatopun Kacnepckoro» KOHTAaKT)

lMonb3oBaTenb MOXET 3CKanMpoBaTh HEPELLEHHbIE MHLMAEHTLI B Cnyvae, eCnn MHUMAEHT HAaXOAUTCS «Ha
cTopoHe» «Jlabopatopuun Kacnepckoroy.

ﬂpeﬂ,OCTaBﬂeHI/le OTHETOB MO OTKPbITbIM MHUMOEHTaM

B npouecce pelueHuns nHuugeHToB «JlaGopaTopus Kacnepckoro» caenaet Bce BO3MOXHOE 4151 CBOEBPEMEHHOIO
npenocTaBneHns MHGOPMaLMK O CTaTyce OTKPbITbIX UHLMAEHTOB MMonb3oBaTento B COOTBETCTBUM C rpacdikoM,
yKa3aHHOM B HWXecneayoLlen Tabnuue.

YpoBeHb KPUTUYHOCTU Mpadmk NnpegocTaBneHnA OoT4ETOB

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

YpoBeHb KPUTUYHOCTU 1
noyTe unu no TeneqgoHy)

YpoBeHb KpUTUYHOCTU 2

YpoBEHb KPUTUUHOCTH 3 B pamkax perynspHoro otyeta

YpoBeHb KpUTUYHOCTU 4

KOHTpOﬂb peweHnAa MHUMOEHTOB

B nto6oii MOMEHT BpeMeHM UHLUMAEHT MOXET ObITb, kak B paboTe y Nonb3oBaTtens (7.e. Monb3oBarternb
npeanpvHMMaeT OENCTBUS, CNOCOBCTBYHOLLIME peLlennto nHumnaeHTa «Jlabopatopueit Kacnepckoro»), Tak n B
pabote B «JlabopaTtopun Kacnepckoro».

NHumaeHT cumTtaeTcs Haxoasawmmes B pabote y MNonb3oBaTens, koraa «JlabopaTtopusi Kacnepckoro» npovnssogut
3anpoc gononHuTensHon nHpopmauun y NonssoaTens. [Nocne Toro, kak MNonb3oBaTens npegocTaBnsaeT
3anpoLLEHHY MHAOPMaL Mo, MHLMOEHT cuntaeTcs nepeaaHHeiM B paboty «JlabopaTtopum Kacnepckoro». Bpemsi
HaxoXAeHUs MHUMOEHTa Ha CTOPOHE KINWEHTa He JOMMKHO npesbiwaTtb 1 Mmecsua. B crniyyae npesbllleHns 3Toro
nokasaTtens, TeKyLw1n NHLMAEHT aBTOMaTU4eCKn 3aKpblBaeTCs.
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«NaBopaTopusi Kacnepckoro» HeceT OTBETCTBEHHOCTb TOMNbKO 3@ BPEMSI, B TEYEHNE KOTOPOTO MHLUMAEHT
Haxoauncs B paboTe B «JlabopaTopun Kacnepckoro».

O6HOBNEeHNe aHTUBUPYCHbLIX 6a3 No 3anpocy nonb3oBaTesnsa npu
BO3HUKHOBEHUWN BUPYCHOIro MHLUAEHTA UMK JNIOXXHOWN TPeBOru

Mpun owmnboyHoM geTekTnpoBaHum MNpoaykToM MHULMPOBAHHOIO danna Kak HeMHPULMPOBAHHOTO, NN B
obpaTHOM cny4yae, npu ycnosuwu, 4to MNonb3oBaTtenem ycTaHOBMNEHbI HOBEWLLME OBHOBNEHMS U aHTUBUPYCHbIE
0a3bl AaHHbIX, [1onb3oBaTenb MoXeT NOTpeboBaTbh BHECEHWSI M3MEHEHUI B Ba3bl aHTUBUPYCHbLIX ONUCAHUN
Mpoaykta. AO «JlabopaTopus Kacnepckoro» obecnevmBaet npegocTasneHue MNonb3oeatento O6HoBNeHns bas, B
KOTOPOM AaHHbIv dhanin 6yaeT BEPHO AeTeKTMpoBaTbCs.

AO «JlabopaTtopusi Kacnepckoro» opraHusyeTt paboTbl no:

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

e [lproputeTHoMy (YyCKOPEHHOMY) BbiNycKy 06HOBMNeHNs ans lNMonb3oBaTenen pacluMpeHHON TEXHNYECKON
nogaepXkkn «HaycTpranbHaa SHTepnpans»

e VIHopmumpoBaHuio [Nonb3oBaTens 0 NPOMEXYTOUYHbIX pe3yrnbTaTax U Xoe BbINOMHEHWST ero 3anpoca
MepcoHanbHbIM TexHnvyecknm MeHemxepom.

MpepoctaBrneHne KOOAOB NporpaMMHbIX Koppekuun (patches) npoaykra

B npouecce ncnpasneHnst M3BeCTHbIX ownbok komnaHuen AO «Jlabopatopus Kacnepckoro» MNonb3oBaTternto
npeaocTaBnsioTcs 06LLeAoCTyNHblE KOAbl MPOrpaMMHbIX KOPPEKLIMIA Mo Mepe MX Bbinycka.

Mpw obHapyXeHnn HecTaHAapPTHOW NPOGneMbl, A4S KOTOPOW OTCYTCTBYeT 0OLEeA0CTYNHbIA KOA4 NPOrpamMMHON
Koppekumn, Nonb3oBaTtens Bnpase 3anpocuTb AO «J1labopaTtopus Kacnepckoro» o Bbinycke YacTHOMO peLleHns —
Kofa nporpaMmMHOMN KOppeKLmmn, cneumdnyHoro Ans cutyaumm (KoHdurypauum, Bepcum, yCrioBuin NCNosnb30BaHUs
npoaykra) Nons3oBartens.

AO «JlabopaTtopusa Kacnepckoro» opraHusyeTt paboTbl no:

¢ (O6paboTke 3aNpoOCOB Ha BbIMYCK KOAOB YaCTHbIX KOPPEKLUMIA BblAENEHHON rPYNNO MHXEHEPOB,
3akpenneHHou 3a 3anpocamu Monb3oBaTenel paclUMpeHHON TEXHUYECKOW noaaepxku «MHaycTpmansHas
OHTepnpans»

e VIHopMupoBaHus MNonb3oBaTensa 0 NPOMEXYTOUHbIX pe3ynbTaTax U XOA4e BbINOMHEHMS ero 3anpoca
MNepcoHanbHbIM TexHu4ecknm MeHeaxepom

AO «JlabopaTopus Kacnepckoro» NpunioXxut KOMMepYeCckn 060CHOBaHHbIE YCUIUS AMs Bbllycka YacTHOro
KoQa nporpammHon koppekummn. Kogbl nporpamMmmHbIX KOPPEKLUWIA BbIMYCKaOTCA COMMacHO NonnTuke

NoAdepKKN NPOAYKTOB Ha Pa3HbIX CTaAMSAX XKU3HEHHOIO LMKIa NPUITOXEHWS (akTyanbHasi Bepcus AOCTyMHa

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

Ycnosusa ncnonb3oBaHUS KOAOB NPOrpaMMHbIX KOPPeKUni SBNATCA NPpeAMEeTOM NULEH3VOHHOMO cornalleHus,
3akntoveHHoro mexay AO «Jlabopatopus Kacnepckoro» u lNonb3oBatenem

OononHuTenbHbIe YCNIOBUA NOoAAEPXKKN

Nonb3oBaTenb umeeTt npaBo Ha3Ha4nUTb A0 8 (BOCbMI/I) KOHTaKTHbIX 1L, MMeLLNX NpaBo OTKpbIBaTb 3aABKU Ha
OKasaHue ycnyr TeXHU4eckow nogaepxkn. Cnmcok KOHTaKTHbLIX NKL, CO CTOPOHbI [Nonb3oBaTens AomkeH ObiTh
onpegerneH B cepTudukaTe Ha PaclumpeHHyto TexHMYeckyo NoAaepkky. Ons naMmeHeHnsl Cnmcka KOHTaKTHbIX Nnl
Monb3oBaTenb JomkeH opopMuTh 3anpoc Yepe3 Company Account. B oTBeT Ha 3anpoc 06 n3amMeHeHuun cnucka
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KoHTakTHbIX nny, AO Jlabopatopusa Kacnepckoro npegoctaBuT Nonb3oBaTento 0OHOBNEHHYHO BEPCUIO
ceptudmkata PaclumpeHHon TexHn4eckom noaaepxku.

Monb3oBaTenb MOXET 3aperncTpupoBaTh HEOrPaAHUYEHHOE KONMYECTBO MHUMAEHTOB 3@ BECb CPOK AENCTBUS
ceptudumkara PacumpeHHon TexHNn4ecKon noaaepxKku.

HekoTopble MHUMAEHTBI MOryT NOTpeboBaTbh BOCCO34aHUSA YCNOBUN BO3HUKHOBEHUA nHumaeHTa B AO
«JlabopaTtopusa Kacnepckoro» ¢ Lenbko npoBeAeHVst TECTMPOBaHMSA U BepUdUKALIMN BUPYCHOTO 3apaxeHnst unm
Hanu4Msi NPOAYKTOBOM OLUNGKM.

Monb3oBatenb 0b6a3aH npegoctaButb AO «JlabopaTopusi Kacnepckoro» Bcto He06XoaMmyo MHpopmaLumio 1
cneumdmryeckoe nporpammHoe Unu annapatHoe obecneyeHne HeoGxoanMoe Asst BOCNPOU3BEAEHNS YCIOBUIA
BO3HWKHOBEHUSI MHUMAEHTA B Criyqae, ecnv HeobXxoAMmMoe nporpammMHoOe u/unu annapaTtHoe obecnedeHune
otcytcTByeT y AO «JlabopaTtopusa Kacnepckoro».

«JlabopaTtopusa Kacnepckoro» npunoxuT Bce Heobxoaumble YCUnus Anst BOCNPOU3BEAEHUS UHUNOEHTA, Kak
TonbKo ByaeT OoCcTynHa Bcs Heobxoaumas nHdopmMaums, a Takke nporpammMHoe W/unmn annapatHoe obecneveHue.
B cnyyae HeBO3MOXHOCTU BOCMPOM3BEAEHNS YCNOBUIA BO3HUKHOBEHUST MHUMAEHTa Nonbk3oBaTtens 06a3aH
npegocTtaBuTb coTpyaHukam AO «JlabopaTopusi Kacnepckoro» JocTyn K MHPULMPOBAHHLIM CUCTEMAM YAANEHHO.

B cnyyae ecnv MHUMAEHT He MOXeT OblTb BOCNPOM3BEAEH HU OAHOW N3 CTOPOH, UIN KMWEHT He NpeaocTaBuI
[0CTYN K paboyeMy OKPYXEHUIO, FAe MHLUUOEHT MOXET OblTb BOCNPOU3BEAEH, UMW YCTaHOBMNEHO, YTO MNpoayKT He
SABNAETCH UCTOYHUKOM MHUMOEHTa, UHUMAEHT He MOXeT ObITb KnaccuduuupoBaH B paMkax AaHHON NporpaMmbi
NOAAEPXKKN.

OrpaHnyeHus nporpamMmmbl noaaepxkm «MHaycTpnanoHas
AHTepnpan3»

Ycnyru, Bxogsiiye B nporpammy Noaaepkkn « iHgycTpuansHas QHTeprpaiiay, He okasblBaloTCs B Criyvae
BO3HWKHOBEHUS NEPEYNCTIEHHBIX HUXE MHLIMOEHTOB!

e  MHUMAOEHTHI, YKe pelleHHble ans Monb3oBaTtens (T.e., €CW BO3HUKIM UHLUWAEHTLI HA YCTAHOBNEHHOWM
konuwn MNpoaykTa nocne Toro, Kak aHanornyHble MHUMAEHTHI Oblv peLleHbl Ans apyron konum MNpoaykra);

° NOUCK U yCTpaHeHne npo6neM aHanorn4yHbIX NN NOEeHTUYHbIX yXXKe pelleHHbIM (T.e. MHUMOEeHTOoB, Ond
peLUeHns KOTOPbIX MOXeT OblTb MPUMEHEHO peLleHne nNpedblAyLUMX MHLMOAEHTOB C NpeaocTaBieHnem
OONONHUTENbHBLIX UHCTPYKUUA «JlabopaTtopum Kacnepckoroy);

e UVHUMAOEHTHI, Bbi3BaHHbIE HEMolagkamMu annapaTtHoro obecneyeHus Monb3oBaTtens;

®  WHUWOEHTbI, BO3HUKLUME HA HENOAOEPXKUBAEMbIX BEPCUAX NPOrpaMMHbIX nnatgopm (Hanpumep, Ha 6eTta-
BEPCUAX MPOrpaMMHbIX NNaTdopM, BEPCUAX HOBbIX MaKeTOB OOHOBMNEHWUIA UMW OOMNOMHEHWUA, HE
opobpeHHbIX «JlabopaTopuelt Kacnepckoro» B kayecTBe COBMECTUMbIX € [poaykTamu);

(] MHUMAOEHTDbI, BbiI3BaHHbIE yCTaHOBKOI7I M 3anyCKOM CTOPOHHUX I'IpI/IJ'IO)KeHVII7I (BK.I'IPO‘-IaFl, HO He
orpaHun4mBadcb, CNMMCKOM HenogaepXxXmnesaemoro ninm HeCoBMeCTMMoro nporpaMmmHoro obecneyeHus,
YKa3aHHOro B JOKyMmeHTauum nnm Ha cante «J'Ia6opaTop|/|V| KacnepCKoro»);

e  MHUMAOEHTHI, 0 KOTOpbIX Monb3oBaTenb He MOXET NPeAoCTaBUTb TOYHYI MHOPMaLM0, 060CHOBaAHHO
3anpolueHHyto «JlabopaTopueit Kacnepckoro» ¢ Lenblo BOCNPOU3BEAEHWS, paccreoBaHUs U peLleHust
WHUWOEHTA;

*  VHUMAEHTbI, BO3HMKLIME B pe3ynbTaTe HEeMpUMEHEHNUA UM HeNPaBUIbHOTO NMPUMEHEHWS MHCTPYKLINIA
«JabopaTopumn Kacnepckoro» nunm gokymeHtauun «JlabopaTtopum Kacnepckoro», B cry4yae npaBuibHOro
MCNOMb30BaHNA KOTOPbIX BO3HUKHOBEHWE MHLMOEHTA 6bINo 6bl HEBO3MOXHO.
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4.MpunoxeHune

YpPOBHU KPUTUYHOCTU MHLUNAEHTOB, OTHOCSAILUMXCSH K NPOAYKTY.

«YpoBeHb KpUTUHHOCTU 1» (KPUTUYECKNIA) O3HAYaEeT KpUTUYECKYO NpobnemMy ¢ MNpoayKTom, BAMAIOLLYIO Ha
HenpepbIBHOCTb Bu3Heca NMonbk3oBaTens nocpeacTBOM npepbiBaHusA pabotocnocobHocTu MNpoaykta nnm
onepauunoHHbIX cnuctem Nonb3oBaTens, UK Bbi3bIBAOLLYIO MOTEPHO AAHHbLIX, YCTAHOBKY CTaHAAPTHBLIX HACTPOeEK
Monb3oBaTtens B He6e30MacHbIN PEXUM NN BO3HUKHOBEHME ApYyrMx npobnem ¢ 6e30nacHOCTbI0, Npy 3TOM
06xoaHOe pelleHne OTCYTCTBYeT.

[MepeyeHb MHUMOEHTOB, CBA3aHHbIX C [1POAYKTOM U COOTBETCTBYIOLLMX YPOBHIO KPUTUYHOCTM 1, BKMOYaeT B cebs
cnegyroLmne NHUMOEHTbI:

e  BCs NlOKanbHas ceTb (MM KpUTUYHAS YacTb ceTn) He paboTaeT, YTO npepbiBaeT OCHOBHblE Bu3Hec-
npouecchbl.

«YpoBeHb KPUTUHHOCTU 2» (BbICOKMIA) O3Ha4YaeT Npobnemy BbICOKOrO YPOBHSI KPUTUHHOCTH, BbI3bIBaOLLLYIO
BO3JENCTBME Ha PyHKUMOHANbLHOCTL [poaykTa, HO He BbI3biBalOLLYO NOBPEXAEHME/ NOTEPIO AAHHbLIX UMK
npepbiBaHne paboTocnocobHOCTM NPOrpamMmmMHOro obecneyeHns. YpoBeHb KpUTUYHOCTU 1 paccMaTpuBaeTcs, Kak
YpoBEHb KPUTUYHOCTHU 2, KOrga n3BecTHO 06X0OHOE peLLeHueE.

MepeyeHb UHUMOEHTOB, CBA3aHHbIX C [pOOYyKTOM M COOTBETCTBYHOLLMX YPOBHIO KPUTUYHOCTY 2, BKMoYaeT B cebs
crnenyoLlme MHUMAEHTBI:

e [POAYKT NOJIHOCTbLI BbiBE€AEH N3 CTPOA, HO HENPEPbIBHOCTb OCHOBHbIX O6unsHec npoueccoB HE HapyLllaeTCcA.

«YpoBeHb KpUTUHYHOCTU 3» (CpeaHuii) o3Ha4YaeT HEKPUTUYHYIO Mpobnemy unm 3anpoc Ha obecnyxmeaHue, He
3aTparusatowme OyHKUMoHanbHocTb MNpoaykra.

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

e MPOAYKT YaCTUYHO BbiBEEH M3 CTpos (paGoTaeT HECOOTBETCTBYIOWMM 06pa3om), HO Apyroe nporpamMHoe
obecneyeHune 3aka3urka He BbIBEEHO 13 CTPOS B pe3ynbTate paboTel MpoaykTa.

«YpoBeHb KpUTUYHOCTHU 4» (HU3KWIA) O3HAYaET ApYyrie HeKPUTUYHbIE 3anpockl Ha obcnyxueaHue. Bee
WHUMAEHTbI, HEe YNOMSHYTbIE BbILLE, OTHOCATCS K 3TOMY YPOBHIO KPUTUYHOCTM.

YPOBHVI KPUTUYHOCTU BUPYCHbLIX MHUMNAEHTOB

«YpoBeHb KpUTUYHOCTHU 1» (KPUTUYECKMIA) O3HAYaET BUPYCHYIO ANMOEMUIO, BIIUSAIOLLYIO Ha HEMPEpPbIBHOCTb
GusHeca 3aka3uuka NocpeacTBOM MnpepbiBaHnsa paboTocnocobHocTu MpoaykTa unm onepawumoHHbIX CUCTEM
3akasuuvka, Unu BbI3bIBAIOLLLYIO NOTEPH AaHHbIX, NPY 3TOM 06XOHOE peLleHne OTCYTCTBYET.

I'Iepequb MHUNOEHTOB, CBA3aHHbLIX C BPe4OHOCHbIM NporpaMmmMmHbIM obecneyeHnem un COOTBETCTBYHOLWNX ypOBHIO
KPUTUYHOCTK 1, BKNtoYaeT B cebs (HO He OFpaHI/I‘-II/IBaeTCFI) cneagywwme NHUNOEeHTbI:

e  BCHA NOKanbHas ceTb (MW KPUTUYHAs YacTb ceTu) He paboTaer;
e  BUpYCHas anuaemus;
e OXHad TpeBora Ans annos, BXOASLMX B KpUTUYHbIE AN Bu3Heca CUCTEMBI.

«YpoBeHb KpUTUHHOCTU 2» (CpeaHuii) o3HavaeT npobnemy cpeaHero ypoBHsSl KPUTUYHOCTU, HE Bbi3bIBAKOLLYHO
noBpexaeHne/ NOTEP AaHHbIX UK NpepbiBaHne paboTocnocoBHOCTM NPOrpaMMHOro obecneyeHusi. YpoBeHb
KPUTUYHOCTM 1 paccMaTpuBaeTcs, Kak YpOBEHb KPUTUYHOCTU 2, KOrda M3BECTHO OOXO4HOE peLLeHme.

I'Iepequb MHUNOEHTOB, CBA3aHHbLIX C BPe4OHOCHbIM NporpaMmmMmHbIM obecneyeHnem n COOTBETCTBYHOLLNX ypOBHIO
KPUTUYHOCTK 2, BKnto4vaeT B cebs (HO He OrpaHI/I‘-II/IBaeTCFI) cneagywwme NHUMOEHTbI:
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e VH(PUUMPOBaHME HECKONBbKUX HEKPUTUYHBIX Y3OB CETY;

e JIOXHaga TpeBora Ansd (baﬁnos, BXOOALWNX B HEKPUTUYHbIE ONA Oun3Heca CUCTEMbI.
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