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https://techdocs.broadcom.com/jp/ja/symantec-security-software/endpoint-security-and-
management/endpoint-security/sescloud/Troubleshooting/urls-to-whitelist-for-v129099891 -
d4155e9710.html

mEE=
TIT—>1> hORMEETIERT IBEEIEOENEH N TEDET,

https://techdocs.broadcom.com/jp/ja/symantec-security-software/endpoint-security-and-management/endpoint-
security/sescloud/Troubleshooting/network-usage-data-v131977301-d4155e10338.html

== S W = VAN o =
KHiE— R CTHEHAHTEETT
https://techdocs.broadcom.com/jp/ja/symantec-security-software/endpoint-security-and-management/endpoint-
security/sescloud/Dialog-Help/Policies-Help/general-settings-v129409706-d4155e21722.html
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20 SERVICE LEVEL AGREEMENT(S)

a.  Availability. Availability is the amount of time that the Service is operational in minutes, expressed as a percentage per calendar month,

SLAs may exist for i) Inline (Data Plane) Service, and ii) Non-Inline (Control Plane) Service, separately:

Technical Support

If CAis providing Technical Support to Customer, Technical Support is included as part of the Service as specified below. If Tec|

ludil d Outages.

o Inline Service Availability means access to the core features of the Service that impact the data in transit to and from Customer
to the Internet.

provided by a reseller, this section does not apply.

«  Supportisavailable on a y-four (24) hours/day by seven (7) days/week basis to assist Customer with configuration

Inline Service Availability N/A

and to resolve reported problems with the Service. Support for Services will be performed in accordance with the publishex
and technical support policies published at

*  Once aseverity level is assigned to a Customer submission for Support, CA will make every reasonable effort to respond p¢ to and fro

o Non-inline Service Availability is access to the controls that govern the features of the Service that do not impact data in transit

the end-user to the Internet (e.g., reporting tools used by the administrator). Examples of Non-Inline Service for this

Maintenance to the Service and/or supporting Service

CA must perform maintenance from time to time. For information on Service status, planned maintenance and known issues, visit
https://status.symantec.com/ and subscribe to Symantec Status via email, SMS, or Twitter to receive the latest updates. The following applies to
such maintenance:

*  Planned Planned Mai e means scheduled mai e periods during which Service may be disrupted or prevented due
to non-availability of the Service Infrastructure. During Planned Maintenance, Service may be diverted to sections of the Infrastructure not
undergoing maintenance which may result in no disruption of the Service. For Planned Maintenance, CA will provide seven (7) calendar days’
notification posted on Symantec Status.

*  Unpl d Unpl. Mai e means scheduled mail e periods that do not allow for seven (7) days notification and
during which Service may be disrupted or pr d due to ility of the Service Infrastructure. CA will provide a minimum of one (1)
calendar day notification posted on S Status. During Unplanned Maintenance, Service may be diverted to sections of the Infrastructure
not undergoing maintenance which may result in no disruption of the Service. At times CA will perform Emergency Maintenance. Emergency
Maintenance is defined as maintenance that must be implemented as quickly as possible to resolve or prevent a major incident. Notification of

Emergency Maii e will be provided as soon aspracticable.

« Note: For Console e, CA will provide fourteen (14) calendar days’ notification posted on Symantec Status. CA may
perform minor updates or routine mai e to the \ Console with no prior notification as these activities do not result in Service
disruption.

de:

fcessing the Management Console and APIs

lanaging policies and configuration

bnerating reports

lewing data, statistics, security and audit events

lewing information about Devices

nding commands to Devices

bta Analytics/Forensic Analysis with alerting (EDR)

trieval /Deletion of malicious files and associated artifacts on all impacted endpoints (EDR)

bporting (EDR)

Non-Inline Service Availability 99.5%

* Target response times pertain to the time to respond to the request, and not resolution time (the time it takes to close the request).

** A “business day” means standard regional business hours and days of the week in Customer’s local time zone, excluding weekends and local public
holidays. In most ALY — Jurs” mean 9:00 a.m. to 5:00 p.m. in Customer’s local time zone.
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