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[bookmark: _Toc309386990]Certain words are used with the specific meanings set in the General Terms of Our Customer Terms at http://www.telstra.com.au/customer-terms/business-government/index.htm.
[bookmark: _Toc467492559]about the agent assist implementation terms and conditions
[bookmark: _Toc52674845]This is the Agent Assist Implementation section of Our Customer Terms.
The General Terms of Our Customer Terms also apply to the services supplied under this section of Our Customer Terms.
Depending on which parts of the Agent Assist Implementation service (Service) you choose, other sections of Our Customer Terms may also apply to your Service.  We set out in this section of Our Customer Terms when that is the case.
Part C.1 of the Cloud Services section of Our Customer Terms apply to the Service, except for General Terms clauses 3.3 (Deployment, Migration & Set up services), clauses 3.4 to 4.5 (Service Desk), clauses 3.6 to 3.8 (Customer Portal), clause 5 (Pricing), clause 6 (Service Levels) and clause 7.1 (Special Meanings), which do not apply to the Service:  https://www.telstra.com.au/customer-terms/business-government/cloud-services
If there is any inconsistency between this section and the other sections of Our Customer Terms, this section prevails to the extent of the inconsistency.
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The Service is a business process guidance system, designed to help you manage knowledge within your organisation. It comprises software, cloud infrastructure, a managed customer service desk and professional services.
Eligibility
You  must have an internet connection to receive the Service.  
The Service is not available to Telstra Wholesale customers or for resale.
[bookmark: _Toc367709903][bookmark: _Toc367710544][bookmark: _Toc367711168][bookmark: _Toc467492561]Software
The Service incorporates the SupportPoint Cloud application.
The SupportPoint Cloud application includes a range of functions, as follows:
Process Guidance;
Contextual Help;
Knowledge Management;
Feedback and Notification Mechanisms;
Role-based Access;
Device Independent and Mobile Ready; and
[bookmark: _GoBack]Reporting and Analytic tools.
If English is not your required language for the Service, you may choose the Multi-lingual (Viewer) module as part of the Service, at an additional cost. 
The specific features of the SupportPoint Cloud application may change from time to time, and if this occurs, then the functionality provided by the Service may also change.
[bookmark: _Toc467492562]USER LICENCES
Agent Assist Implementation offers two levels of user licences.  You may choose from the following end user licences:
a) Viewer Licence - provides a user with read-only access to all content published according to the permissions assigned to the individual. 
b) Author Licence – provides a user with read-write access, allowing the individual to create, edit and publish content, as well as administer user accounts and run reports. You receive 1 Author Licence automatically for every 50 Viewer licences purchased.
c) Multi-lingual (Viewer) – an optional module which provides you with a range of language options if English is not the required language. All Viewer and Author licence holders receive this capability if this module is purchased.
To use the Service, you must take at least 50 Viewer licences which automatically includes 1 single Author licence.
You can transfer individual Viewer or Author end user licences between different individuals within the limits of the total number of the respective licence level purchased.
Acceptable use restrictions
[bookmark: _Ref370296098]You must not attempt to gain unauthorised access to the Service or the SupportPoint Cloud application, other accounts, computer systems or networks connected to the SupportPoint application by any means, including hacking or password mining.
[bookmark: _Ref370296099]You must not obtain or attempt to obtain any materials or information through any means not intentionally made available through the Service or the SupportPoint Cloud application.
We may immediately suspend or cancel your Service if you breach these acceptable use restrictions. We will notify you about the reasons that motivated the suspension or cancellation.
General
The SupportPoint Cloud application runs via any supported HTML5-compliant web browser. It may work on other browsers, however if you choose to use your Service on another browser, this may affect the scope or quality of the features you can use, or limit the technical support we can provide you. 
Sub-domain 
We provide you with a sub-domain as part of your Service, which we establish and maintain. 
The sub-domains are in the form [variable].agentassist.telstra.com. You can choose the variable part of the sub-domain up to a maximum of 63 characters (Variable), and we will establish the sub-domain using your preferred Variable if it is available and appropriate. However, we may refuse to accept a particular Variable in our discretion (for example, because it is offensive or may infringe a third party’s intellectual property rights) and if that occurs you must choose another Variable that is acceptable to us. 
You grant us a non-exclusive, non-transferable licence to use the Variable solely for the purpose of establishing and maintaining a sub-domain for the Service. 
You warrant to us that you are the legal and beneficial owner or licensee of any intellectual property rights in the Variable. You indemnify us against any claim, proceeding, demand, loss, cost, expense (including legal expenses) or damage we suffer, howsoever caused, in connection with the Variable save for any damage arising as a direct result of our own negligence. 
You acknowledge that you have no rights in the sub-domain other than the right of use we grant you, and your right of use ends when your Service ends.
[bookmark: _Toc367709529][bookmark: _Toc367709905][bookmark: _Toc367710546][bookmark: _Toc367711170][bookmark: _Toc366566031][bookmark: _Toc366566240][bookmark: _Toc366841052][bookmark: _Toc366841273][bookmark: _Toc366841494][bookmark: _Toc366843590][bookmark: _Toc366566032][bookmark: _Toc366566241][bookmark: _Toc366841053][bookmark: _Toc366841274][bookmark: _Toc366841495][bookmark: _Toc366843591][bookmark: _Toc366566033][bookmark: _Toc366566242][bookmark: _Toc366841054][bookmark: _Toc366841275][bookmark: _Toc366841496][bookmark: _Toc366843592][bookmark: _Toc366566037][bookmark: _Toc366566246][bookmark: _Toc366841058][bookmark: _Toc366841279][bookmark: _Toc366841500][bookmark: _Toc366843596][bookmark: _Toc366566040][bookmark: _Toc366566249][bookmark: _Toc366841061][bookmark: _Toc366841282][bookmark: _Toc366841503][bookmark: _Toc366843599][bookmark: _Toc366566041][bookmark: _Toc366566250][bookmark: _Toc366841062][bookmark: _Toc366841283][bookmark: _Toc366841504][bookmark: _Toc366843600][bookmark: _Toc366566042][bookmark: _Toc366566251][bookmark: _Toc366841063][bookmark: _Toc366841284][bookmark: _Toc366841505][bookmark: _Toc366843601][bookmark: _Toc366566044][bookmark: _Toc366566253][bookmark: _Toc366841065][bookmark: _Toc366841286][bookmark: _Toc366841507][bookmark: _Toc366843603][bookmark: _Toc366566046][bookmark: _Toc366566255][bookmark: _Toc366841067][bookmark: _Toc366841288][bookmark: _Toc366841509][bookmark: _Toc366843605][bookmark: _Toc366566049][bookmark: _Toc366566258][bookmark: _Toc366841070][bookmark: _Toc366841291][bookmark: _Toc366841512][bookmark: _Toc366843608][bookmark: _Toc366566050][bookmark: _Toc366566259][bookmark: _Toc366841071][bookmark: _Toc366841292][bookmark: _Toc366841513][bookmark: _Toc366843609][bookmark: _Toc366566053][bookmark: _Toc366566262][bookmark: _Toc366841074][bookmark: _Toc366841295][bookmark: _Toc366841516][bookmark: _Toc366843612][bookmark: _Toc366566060][bookmark: _Toc366566269][bookmark: _Toc366841081][bookmark: _Toc366841302][bookmark: _Toc366841523][bookmark: _Toc366843619][bookmark: _Toc366566066][bookmark: _Toc366566275][bookmark: _Toc366841087][bookmark: _Toc366841308][bookmark: _Toc366841529][bookmark: _Toc366843625][bookmark: _Toc366566067][bookmark: _Toc366566276][bookmark: _Toc366841088][bookmark: _Toc366841309][bookmark: _Toc366841530][bookmark: _Toc366843626][bookmark: _Toc366566073][bookmark: _Toc366566282][bookmark: _Toc366841094][bookmark: _Toc366841315][bookmark: _Toc366841536][bookmark: _Toc366843632][bookmark: _Toc366566075][bookmark: _Toc366566284][bookmark: _Toc366841096][bookmark: _Toc366841317][bookmark: _Toc366841538][bookmark: _Toc366843634][bookmark: _Toc366566076][bookmark: _Toc366566285][bookmark: _Toc366841097][bookmark: _Toc366841318][bookmark: _Toc366841539][bookmark: _Toc366843635][bookmark: _Toc366566079][bookmark: _Toc366566288][bookmark: _Toc366841100][bookmark: _Toc366841321][bookmark: _Toc366841542][bookmark: _Toc366843638][bookmark: _Toc366566080][bookmark: _Toc366566289][bookmark: _Toc366841101][bookmark: _Toc366841322][bookmark: _Toc366841543][bookmark: _Toc366843639][bookmark: _Toc366566082][bookmark: _Toc366566291][bookmark: _Toc366841103][bookmark: _Toc366841324][bookmark: _Toc366841545][bookmark: _Toc366843641][bookmark: _Toc366566088][bookmark: _Toc366566297][bookmark: _Toc366841109][bookmark: _Toc366841330][bookmark: _Toc366841551][bookmark: _Toc366843647][bookmark: _Toc366566091][bookmark: _Toc366566300][bookmark: _Toc366841112][bookmark: _Toc366841333][bookmark: _Toc366841554][bookmark: _Toc366843650][bookmark: _Toc366566092][bookmark: _Toc366566301][bookmark: _Toc366841113][bookmark: _Toc366841334][bookmark: _Toc366841555][bookmark: _Toc366843651][bookmark: _Toc366566093][bookmark: _Toc366566302][bookmark: _Toc366841114][bookmark: _Toc366841335][bookmark: _Toc366841556][bookmark: _Toc366843652][bookmark: _Toc366566095][bookmark: _Toc366566304][bookmark: _Toc366841116][bookmark: _Toc366841337][bookmark: _Toc366841558][bookmark: _Toc366843654][bookmark: _Toc366566096][bookmark: _Toc366566305][bookmark: _Toc366841117][bookmark: _Toc366841338][bookmark: _Toc366841559][bookmark: _Toc366843655][bookmark: _Toc366566098][bookmark: _Toc366566307][bookmark: _Toc366841119][bookmark: _Toc366841340][bookmark: _Toc366841561][bookmark: _Toc366843657][bookmark: _Toc366566103][bookmark: _Toc366566312][bookmark: _Toc366841124][bookmark: _Toc366841345][bookmark: _Toc366841566][bookmark: _Toc366843662][bookmark: _Toc366566105][bookmark: _Toc366566314][bookmark: _Toc366841126][bookmark: _Toc366841347][bookmark: _Toc366841568][bookmark: _Toc366843664][bookmark: _Toc366566106][bookmark: _Toc366566315][bookmark: _Toc366841127][bookmark: _Toc366841348][bookmark: _Toc366841569][bookmark: _Toc366843665][bookmark: _Toc366566110][bookmark: _Toc366566319][bookmark: _Toc366841131][bookmark: _Toc366841352][bookmark: _Toc366841573][bookmark: _Toc366843669][bookmark: _Toc366566112][bookmark: _Toc366566321][bookmark: _Toc366841133][bookmark: _Toc366841354][bookmark: _Toc366841575][bookmark: _Toc366843671][bookmark: _Toc366566114][bookmark: _Toc366566323][bookmark: _Toc366841135][bookmark: _Toc366841356][bookmark: _Toc366841577][bookmark: _Toc366843673][bookmark: _Toc366566121][bookmark: _Toc366566330][bookmark: _Toc366841142][bookmark: _Toc366841363][bookmark: _Toc366841584][bookmark: _Toc366843680][bookmark: _Toc366566122][bookmark: _Toc366566331][bookmark: _Toc366841143][bookmark: _Toc366841364][bookmark: _Toc366841585][bookmark: _Toc366843681][bookmark: _Toc366566123][bookmark: _Toc366566332][bookmark: _Toc366841144][bookmark: _Toc366841365][bookmark: _Toc366841586][bookmark: _Toc366843682][bookmark: _Toc366566124][bookmark: _Toc366566333][bookmark: _Toc366841145][bookmark: _Toc366841366][bookmark: _Toc366841587][bookmark: _Toc366843683][bookmark: _Toc366566126][bookmark: _Toc366566335][bookmark: _Toc366841147][bookmark: _Toc366841368][bookmark: _Toc366841589][bookmark: _Toc366843685][bookmark: _Toc366566127][bookmark: _Toc366566336][bookmark: _Toc366841148][bookmark: _Toc366841369][bookmark: _Toc366841590][bookmark: _Toc366843686][bookmark: _Toc366566128][bookmark: _Toc366566337][bookmark: _Toc366841149][bookmark: _Toc366841370][bookmark: _Toc366841591][bookmark: _Toc366843687][bookmark: _Toc366566130][bookmark: _Toc366566339][bookmark: _Toc366841151][bookmark: _Toc366841372][bookmark: _Toc366841593][bookmark: _Toc366843689][bookmark: _Toc366566131][bookmark: _Toc366566340][bookmark: _Toc366841152][bookmark: _Toc366841373][bookmark: _Toc366841594][bookmark: _Toc366843690][bookmark: _Toc366566132][bookmark: _Toc366566341][bookmark: _Toc366841153][bookmark: _Toc366841374][bookmark: _Toc366841595][bookmark: _Toc366843691][bookmark: _Toc366566133][bookmark: _Toc366566342][bookmark: _Toc366841154][bookmark: _Toc366841375][bookmark: _Toc366841596][bookmark: _Toc366843692][bookmark: _Toc366566134][bookmark: _Toc366566343][bookmark: _Toc366841155][bookmark: _Toc366841376][bookmark: _Toc366841597][bookmark: _Toc366843693][bookmark: _Toc366566161][bookmark: _Toc366566370][bookmark: _Toc366841182][bookmark: _Toc366841403][bookmark: _Toc366841624][bookmark: _Toc366843720][bookmark: _Toc366566166][bookmark: _Toc366566375][bookmark: _Toc366841187][bookmark: _Toc366841408][bookmark: _Toc366841629][bookmark: _Toc366843725][bookmark: _Toc366566169][bookmark: _Toc366566378][bookmark: _Toc366841190][bookmark: _Toc366841411][bookmark: _Toc366841632][bookmark: _Toc366843728][bookmark: _Toc366566170][bookmark: _Toc366566379][bookmark: _Toc366841191][bookmark: _Toc366841412][bookmark: _Toc366841633][bookmark: _Toc366843729][bookmark: _Toc366566171][bookmark: _Toc366566380][bookmark: _Toc366841192][bookmark: _Toc366841413][bookmark: _Toc366841634][bookmark: _Toc366843730][bookmark: _Toc366566172][bookmark: _Toc366566381][bookmark: _Toc366841193][bookmark: _Toc366841414][bookmark: _Toc366841635][bookmark: _Toc366843731][bookmark: _Toc366566176][bookmark: _Toc366566385][bookmark: _Toc366841197][bookmark: _Toc366841418][bookmark: _Toc366841639][bookmark: _Toc366843735][bookmark: _Toc366566179][bookmark: _Toc366566388][bookmark: _Toc366841200][bookmark: _Toc366841421][bookmark: _Toc366841642][bookmark: _Toc366843738][bookmark: _Toc340839011][bookmark: _Toc224630701][bookmark: _Toc225251262][bookmark: _Toc225682441][bookmark: _Toc467492563]Hosting
We provide data hosting as part of the Service.
We provide data hosting on the terms of Part C.1 of the Cloud Services section of Our Customer Terms, except for Section 3 (Cloud Infrastructure) which is not applicable to this service: https://www.telstra.com.au/content/dam/tcom/personal/consumer-advice/pdf/business-b/cloud-e.pdf.
Your Data
Your Data is and shall remain your  exclusive property.  
We will not store or process your Data except to provide the Services or to provide any relevant backup service for you.  
You grant us a licence to access and use your Data for the sole purpose of, and only to the extent necessary for, us providing the Services to you.  
We will: 
keep and maintain your Data in confidence; and
use and disclose your Data only for the purpose of providing the Services to you. 
[bookmark: _Toc412293155][bookmark: _Toc412293180][bookmark: _Toc412293158][bookmark: _Toc412293183][bookmark: _Toc467492564]managed service desk
We provide a managed service desk as part of the Service.  You can contact the service desk to:
report incidents;
request ‘how-to’ assistance; or
make service requests.
The service desk operates during our standard business hours of 8am and 5pm Australian Time, Monday to Friday (excluding public holidays in the State or Territory where our staff are located).
The service desk does not provide support for other Telstra products or services, even if they are related to the Service (for example, your inbound voice, internet or IP VPN service).  You should use the service desks provided for those services.
We try to respond to service desk requests within 1 hour, but do not guarantee to resolve issues within any particular time. 
If we determine that we need to change your Service in order to fix a fault, we will not make the change until we have agreed that change with you.  You acknowledge that some changes may incur additional charges, be subject to extra terms, or both.
[bookmark: _Toc467492565]Adds, Moves and Changes
You must nominate at least one person as an authorised contact, and provide contact details for that person.  Only your authorised contact can request changes to your service.
We carry out adds, moves and changes during our standard business hours of 8am and 5pm Australian Time Monday to Friday (excluding public holidays in the State or Territory where our staff are located).
If you ask us to perform any adds, moves or changes outside those times, additional charges may apply. We will tell you what the charges are when you ask us to carry out the work.
[bookmark: _Toc467492566]Service Level targets 
The following service level targets apply to the Service:
	Incident Management
	Support Level

	
	Incident
	Service
	

	Response
	Severity 3
	Telephone/ Portal
	2 hours

	Restore
	Severity 3
	Telephone/ Portal
	24 Business Hours 



[bookmark: _Toc467492567]professional services
Professional Services Packages
You can choose between the following professional services packages as part of the Service:

	Package
	Package inclusions

	Essentials
(33 days total)
	Design 
· Information design, inclusive of:
· Participate in Discovery workshop to determine project scope;
· Discovery Findings Report that helps to frame the solution design;
· Detailed information architecture; and
· Design “for purpose” content templates.
· Knowledge strategy
· Governance
· Change Management
Train 
· Functional training
· Content management skills
· Content development skills

	Complete 
(58 days total)
	Includes the components from the Essentials package above, plus:

Deliver
· Content development up to 25 days effort;
· Validation & QA; and
· Roll out support.


The delivery of the packages above is based on the following functional descriptions: 
	Professional Services 
	Functional Description

	Business Analysis
	Analysis of your business, its characteristics and desired outcomes from use of the Service.

	Functional Designer
	We will review the business objectives you tell us about and develop a functional design for your Service to align with those objectives.

	Configuration
	We will develop the basic configuration settings for the Agent Assist Implementation application, based on your business objectives and other requirements that you tell us about.

	Testing
	We will test the Agent Assist Implementation application in your testing environment against major functional requirements, and can also provide additional implementation into your production environment if requested.

	Training
	Training your end user staff on the use of the Agent Assist Implementation application, or training of administrative staff on the administrative functions of the Agent Assist Implementation application.

	Project Management
	We will actively manage the project to implement your Service, by:
· Developing an initial project scope;
· Defining assumptions and your responsibilities;
· Developing timelines, goals and desired outcomes; and
· Providing a project manager as your point of contact.

	Project Governance
	For projects you manage, we can provide governance functions including conducting meetings, managing the performance of services to assist in the delivery of requirements and scope, and managing timeframes.


The professional services package you select (if any), is set out in your Application Form or separate agreement with us.  
Additional professional services
[bookmark: _Ref370295702]You can ask us to do extra work outside of the scope of the Service, including consultancy, project, technology refreshes, training or other professional services work.  We may agree to carry out that work.  
Agreed scope and extra terms
For both the professional services packages and the additional professional services, the precise scope of work we agree with you will be set out in a separate document which we will give you before we start work.
[bookmark: _Ref415049088]If we reasonably determine that the scope of the professional services we are required to provide is different from the scope on which we quoted for the professional services (for instance, because you have not provided us with all relevant information or your environment is more complex than initially anticipated), we may charge you for the additional scope. There may be delays to the commencement (and hence completion) of the professional services and increases in the charges. 
[bookmark: _Toc467492568]Your responsibilities
General
In order to provide the Services (including any professional services), we may need input or assistance from you.
You understand that the Service may be unsuitable, may have errors and/or may be delayed if you do not provide us with the assistance we ask for.
We may charge you an additional fee for any delay or additional work we are required to perform because you have not provided us with the assistance we required, or if you provided us with inaccurate or incomplete information.
[bookmark: _Toc367905648][bookmark: _Toc367891307]Assistance
You must:
provide us all the information we request that is relevant to the Services;
ensure that all the information you provide us is accurate and complete;
[bookmark: _Toc367905649][bookmark: _Toc367891308][bookmark: _Toc367905650][bookmark: _Toc367891309][bookmark: _Toc367905651][bookmark: _Toc367891310][bookmark: _Toc367905652][bookmark: _Toc367891311]provide us with all assistance that we reasonably request or that is otherwise necessary to perform equipment testing, professional services or the Services generally (including by making staff available to answer questions);
perform your own user acceptance end-to-end testing of the solution if we tell you;
provide us with access to your network and premises on reasonable notice; and
[bookmark: _Toc367905653][bookmark: _Toc367891312][bookmark: _Toc367905654][bookmark: _Toc367891313][bookmark: _Toc367905655][bookmark: _Toc367891314][bookmark: _Toc367905656][bookmark: _Toc367891315][bookmark: _Toc367905657][bookmark: _Toc367891316][bookmark: _Toc367905658][bookmark: _Toc367891317][bookmark: _Toc367905659][bookmark: _Toc367891318][bookmark: _Toc367905660][bookmark: _Toc367891319][bookmark: _Toc367905661][bookmark: _Toc367891320][bookmark: _Toc367905662][bookmark: _Toc367891321][bookmark: _Toc367905663][bookmark: _Toc367891322]provide us with a safe working environment.
Keeping your contact details up to date
From time-to-time we will need to get in contact with you regarding your Service, so you must keep your organisation’s details up-to-date.
To use the SupportPoint Cloud application, you also need to ensure that your authorised administrator contact details are correct and kept up-to-date.  
You can update your contact details via the managed service desk.
[bookmark: _Toc367709909][bookmark: _Toc367710550][bookmark: _Toc367711174][bookmark: _Toc367709546][bookmark: _Toc367709923][bookmark: _Toc367710564][bookmark: _Toc367711188][bookmark: _Toc467492569]compliance
If we agree to comply with standards in the provision of your Service, we will provide the standards as an additional professional services engagement at additional cost and subject to additional terms, as described in clauses 9.4 (Additional Professional Services) to 9.6 (Agreed scope and extra terms) above.
[bookmark: _Toc412293165][bookmark: _Toc412293190][bookmark: _Toc412293166][bookmark: _Toc412293191][bookmark: _Toc467492570]Charges 
Service charges
The charges for your Service are set out in your Application Form or separate agreement with us.
We bill the charges against the FNN linked to your Service.  If you do not have an FNN when your Service starts, we will provide you with one. 
As well as the charges for your Service, you must pay us for the other telecommunications services we provide in connection with your Service (such as your inbound telephony, internet or IP VPN service).
If you change your Service (including under section 13 below), the changes to the charges for the Service will be effective from implementation into our billing systems.
Professional services charges
If we agree, you can pay the charges for the professional services component of your Service in components.  The amount of the charges of each component, and the dates for payment, are set out in your Application Form or separate agreement with us.
[bookmark: _Ref369201944][bookmark: _Toc467492571]minimum Term, Termination and variations
Minimum Term
You must take the Service for a minimum term of 12 months (Minimum Term) unless we agree otherwise.  At the end of the Minimum Term, we will keep providing your Service on a month-to-month basis until either you or we terminate the Service.
Early termination
You may cancel your Service at any time by giving us 28 days' written notice.
[bookmark: _Ref365233365]If, during the Minimum Term: 
you terminate your Service for any reason other than our material breach; or 
we terminate your Service for your breach (including for breach of the acceptable use restrictions set out in clauses 4.4 and 4.5 (Acceptable use restrictions), 
we may charge you an early termination charge calculated as the total of 85% of the monthly charges current at the date you notify us of the termination, multiplied by the number of remaining months in the Minimum Term, plus any set up charges.
Data Retention and Access
If we receive your written request prior to or within sixty (60) days after the expiry or termination of this Agreement and all Orders under it, we will allow you to access the Services, but only to the extent necessary for you to retrieve your Data. After this period, we may destroy any of your Data within our control.

Individual user licences
You may add individual user Viewer licences at any time.
You may cancel individual user Viewer licences with 28 days written notice.
You may add individual user Author licences at any time.
You may cancel individual user Author licences with 28 days written notice.
[bookmark: _Toc340839008]Changing your Service 
You can add Multi-lingual (Viewer) module to your Service by telling us in writing.  The Multi-lingual (Viewer) module upgrade will not affect the term of your Service, but you must pay us the relevant service charges for the Multi-lingual (Viewer) module from the date you notify us of the change.
[bookmark: _Toc412293169][bookmark: _Toc412293194][bookmark: _Toc412293170][bookmark: _Toc412293195][bookmark: _Toc367709551][bookmark: _Toc367711193][bookmark: _Toc367709552][bookmark: _Toc367711194][bookmark: _Toc367709553][bookmark: _Toc367711195][bookmark: _Toc367709554][bookmark: _Toc367711196][bookmark: _Toc367709555][bookmark: _Toc367711197][bookmark: _Toc367709561][bookmark: _Toc367711203][bookmark: _Toc367709562][bookmark: _Toc367711204][bookmark: _Toc367709563][bookmark: _Toc367711205][bookmark: _Toc367711207][bookmark: _Toc367711209][bookmark: _Toc367711210][bookmark: _Toc367711211][bookmark: _Toc367711212][bookmark: _Toc367711213][bookmark: _Toc367711214][bookmark: _Toc367711216][bookmark: _Toc367711217][bookmark: _Toc367711220][bookmark: _Toc367711221][bookmark: _Toc367711222][bookmark: _Toc367711224][bookmark: _Toc367711225][bookmark: _Toc366841219][bookmark: _Toc366841440][bookmark: _Toc366841661][bookmark: _Toc366843757][bookmark: _Toc366566198][bookmark: _Toc366566407][bookmark: _Toc366841220][bookmark: _Toc366841441][bookmark: _Toc366841662][bookmark: _Toc366843758][bookmark: _Toc366566212][bookmark: _Toc366566421][bookmark: _Toc366841234][bookmark: _Toc366841455][bookmark: _Toc366841676][bookmark: _Toc366843772][bookmark: _Toc366566223][bookmark: _Toc366566432][bookmark: _Toc366841245][bookmark: _Toc366841466][bookmark: _Toc366841687][bookmark: _Toc366843783][bookmark: _Toc366566224][bookmark: _Toc366566433][bookmark: _Toc366841246][bookmark: _Toc366841467][bookmark: _Toc366841688][bookmark: _Toc366843784][bookmark: _Toc366566227][bookmark: _Toc366566436][bookmark: _Toc366841249][bookmark: _Toc366841470][bookmark: _Toc366841691][bookmark: _Toc366843787][bookmark: _Toc366566228][bookmark: _Toc366566437][bookmark: _Toc366841250][bookmark: _Toc366841471][bookmark: _Toc366841692][bookmark: _Toc366843788][bookmark: _Toc366566229][bookmark: _Toc366566438][bookmark: _Toc366841251][bookmark: _Toc366841472][bookmark: _Toc366841693][bookmark: _Toc366843789][bookmark: _Toc366566231][bookmark: _Toc366566440][bookmark: _Toc366841253][bookmark: _Toc366841474][bookmark: _Toc366841695][bookmark: _Toc366843791][bookmark: _Toc366566233][bookmark: _Toc366566442][bookmark: _Toc366841255][bookmark: _Toc366841476][bookmark: _Toc366841697][bookmark: _Toc366843793][bookmark: _Toc367711228][bookmark: _Toc367711229][bookmark: _Toc367711230][bookmark: _Toc367711231][bookmark: _Toc367711232][bookmark: _Toc367711233][bookmark: _Toc367711238][bookmark: _Toc367711254][bookmark: _Toc367711255][bookmark: _Toc367711256][bookmark: _Toc467492572]Special meanings
The following words have the following special meanings in this section of Our Customer Terms (unless otherwise stated):
Viewer Licence has the meaning given in clause Error! Reference source not found.4.1 (a).
Author Licence has the meaning given in clause 4.1 (b).
Multi-lingual (Viewer) has the meaning given in clause 4.1 (c).
FNN means Full National Number.
Data means the data delivered by or on behalf of you to us (including such data as may be input into the Services by you or your authorized user), but does not include data relating to usage patterns, latency, networks or other performance data relating to the Services. 
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