
 

INNOGRAPHY TERMS 
 
 

1. DEFINITIONS AND APPLICABLE 
TERMS 

1.1 For purposes of this Order, capitalized 
terms shall have the meaning ascribed to 
them in the General Terms and as set out 
in this Order. 

1.2 Administrative User means a User 
specifically assigned to the role as within 
Customer’s organization to setup and 
configurations User accounts. 

1.3 Commercial Order Form means the 
order form signed by the Parties which 
incorporates these terms, which 
collectively form your Order.  

1.4 User(s) means an employee of the 
Customer who is authorised to use the 
Software and has been supplied with a 
user ID and password.  

1.5 This Order incorporates the General 
Terms along with the Supply Specific 
Terms available at 
https://www.cpaglobal.com/general-
terms-of-business or as incorporated into 
any prior Order in force between the 
Parties or as otherwise superseded by a 
customer agreement in writing between 
the Parties. 

1.6 We currently use the Amazon Web 
Service cloud infrastructure for its 
technological environment for the 
Services. Accordingly Customer shall 
comply with the obligations of “you” and  
“End User” that are set forth in the AWS 
Customer Agreement which is currently 
located at 
http://aws.amazon.com/agreement in its 
capacity of End User under such terms. 

1.7 Capitalised terms shall have the 
meanings set out in those terms or set out 
in this Order and the General Terms.  

2. SERVICES DESCRIPTION 

2.1 In this Order, Service means the online 
intellectual property practice 
management system modules accessible 
via the web site operated by us through 
which the Service is made available to 
Customer (or any other designated web 
site or IP address) described in: 

2.1.1 this Order; and 

2.1.2 the specifications set forth at 
https://www.cpaglobal.com/patent-
analytics-software-innography and any 
documentation for the Service (as such 
may change from time to time).  

2.2 The Service does not include, and the 
Customer is responsible for, all activities 
that occur in User accounts and for Users' 
compliance with this Agreement.  
Customer shall have sole responsibility 
for the accuracy, quality, integrity, legality, 
reliability, and appropriateness of all 
Customer Data and for the use and 
confidentiality of any required passwords. 

3. FEES AND BILLING 

3.1 Customer shall pay: 

3.1.1 From the Order Effective Date, the 
relevant Subscription Fee set out on 
the Commercial Order Form annually, 
in full, and in advance of each 
Subscription period specified; 

3.1.2 Any fees for additional professional 
services as may be agreed by the 
parties in a separate Statement of 
Work (mutually agreed and executed 
by both Parties’ authorised 
signatories); and 

3.1.3 Customer will pay us within thirty (30) 
days of the receipt of the invoice.   

3.2 All fees are quoted and payable in the 
currency stated in this Order.  Except as 
otherwise specified herein, payment 
obligations are non-cancellable, fees paid 
are non-refundable, and the Subscription 

https://www.cpaglobal.com/general-terms-of-business
https://www.cpaglobal.com/general-terms-of-business
http://aws.amazon.com/agreement
https://www.cpaglobal.com/patent-analytics-software-innography
https://www.cpaglobal.com/patent-analytics-software-innography
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Fee cannot be decreased during the 
relevant Order Effective Period. 

3.3 For any Order Effective Period in excess 
of 12 months we shall be entitled to 
increase the applicable Fees on each 12 
month anniversary of the Order Effective 
Date by no more than the consumer 
prices index published by the World Bank 
for the relevant country in which the 
Customer resides or 5% whichever the 
greater. 

 

4. ACCESS AND USERS   

4.1 We will set up access to the Software, 
including set up of Users ID’s/passwords. 
The cost of the initial set up is included in 
the Subscription Fee.  

4.2 Administrative User(s) are permitted to 
provide access to Users and may allocate 
log in and passwords to Users in 
accordance with the terms of this Order.  

4.3 Where you have purchased PatentIQ on 
the Commercial Order Form, you are 
permitted to share a link to the ‘Customer 
Dashboard’ with external third parties 
subject to their agreement of the terms 
contained within such link.  

4.4 User IDs (except PatentScout) cannot be 
shared or used by more than one 
individual User, other than when 
reassigned to new User.  Customer will 
immediately notify us of any unauthorized 
use of any passwords or accounts or any 
other breach.  

5. INNOGRAPHY  TERMS    

5.1 You acknowledge that we may monitor, 
collect, use, and store anonymous and 
aggregate statistics regarding your use of 
the Software for our business purposes, 
(including but not limited to enhancing the 
Supplies and creating new features). For 
the avoidance of doubt, this shall not 
include any monitoring of any Customer 
Data. 

6. SUPPORT   

6.1 We shall provide support in accordance 
with the support package purchased on 
the Commercial Order Form, in 
accordance with its relevant support 
policy set forth in Exhibit A, attached 
hereto and incorporated herein. Any 
modification to the Support Policy shall 
not materially adversely impact the 
Customer.   

6.2 Other than the support provided in clause 
6.1 above the Supplies are provided 
strictly on a “AS AVAILABLE” basis 
without warranty of any kind, express, 
implied or statutory.  

7. CONTENT AND RESULTS  

7.1 You acknowledge that the data contained 
within the Supplies is extracted (from time 
to time) from public data sources and 
other third party sources, including but not 
limited to third party websites. The 
Supplies are provided on a “AS IS” basis. 
You assume sole responsibility for results 
obtained from the use of the Supplies and 
for any reliance or conclusions drawn 
from such use. We shall have no liability 
for the accuracy, quality, integrity, 
reliability, appropriateness of the data nor 
any errors, acts or omissions any damage 
caused by errors or omissions in any 
information, instructions or scripts 
provided in connection with the Supplies.  

7.2 All warranties, representations, 
conditions and all other terms of any kind 
whatsoever implied by statute or common 
law are, to the fullest extent permitted by 
applicable law, excluded.   

8.  REASONABLE USE   

8.1 “Framing” or “mirroring” the Software for 
any purpose, including for any internal 
business purpose, or for any internal web 
browser or intranet or creation of any links 
to the Software is prohibited.  

8.2 You will not batch or automate tasks using 
the Software, use “web crawlers” or other 
types of software to automatically 
download large amounts of materials from 
the Software. Nor will you distribute, any 
changes or modifications to the Software.  
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9. ANNOUNCEMENTS 

9.1 Except as required by law, you shall not, 
in relation to the subject matter or terms 
of this agreement, make, or permit  any 
public announcement, benchmarking, 
advertising or reference us in any 
marketing, without our prior written 
consent. 

10. ADDITIONAL PRODUCT TERMS 

10.1 Where Patent Market Tracker is included 
on an Order, the following terms also 
apply. 

10.1.1 Authorized Users.  Patent Market 
Tracker shall be made accessible to 
your Principal Contact, as noted above, 
unless other Users are designated by 
you in writing (the “PMT User”), and 
shall be used only on your behalf.  

10.1.2 Use of Service.  The Services are 
provided solely for your internal 
business purposes and not for resale or 
distribution. You shall not directly or 
indirectly (i) sell, resell, rent, 
sublicense, supply or lease Patent 
Market Tracker or any related Patent 
Market Data to any third parties, or (ii) 
otherwise provide access to Patent 
Market Tracker or Patent Market Data 
to any third parties.   

10.1.3 No Pre-Screening or Monitoring.  We 
have no obligation to pre-screen, verify 
or monitor the Patent Market Data.  We 
shall not be responsible for any failure 
to remove, or delay in removing, 
harmful, inaccurate, unlawful or 
otherwise objectionable content 
originating with or otherwise provided 
by third parties. 

10.1.4 Survival. Any retention of Patent 
Market Data beyond the termination or 
expiration of the Term hereunder shall 

not entitle you to any updates, 
refreshes or other ongoing services 
related to the Patent Market Data, or 
entitle you to resell or otherwise 
provide the Patent Market Data to third 
parties.  Notwithstanding any 
termination or expiration of this 
Agreement, your obligations under this 
Agreement shall continue to apply to 
any such retention by you of the Patent 
Market Data as if this Agreement had 
not been terminated.  

10.1.5 Disclaimer of Warranties. EXCEPT AS 
EXPRESSLY PROVIDED IN WRITING 
BY THE PARTIES, THE PATENT 
MARKET DATA IS PROVIDED 
STRICTLY ON AN “AS IS” AND “AS 
AVAILABLE” BASIS WITHOUT 
WARRANTY OF ANY KIND, 
EXPRESS, IMPLIED OR 
STATUTORY. WE SPECIFICALLY 
DISCLAIM, ALL OTHER 
WARRANTIES WHETHER EXPRESS, 
IMPLIED, OR STATUTORY, 
INCLUDING BUT NOT LIMITED TO 
THE IMPLIED WARRANTIES OF 
MERCHANTABILITY, FITNESS FOR 
A PARTICULAR PURPOSE, AND 
NON-INFRINGEMENT.  WITHOUT 
LIMITING THE FOREGOING, YOU 
SPECIFICALLY ACKNOWLEDGE 
THAT WE AND OUR SUPPLIERS 
MAKE NO WARRANTY THAT THE 
PATENT MARKET DATA WILL MEET 
YOUR REQUIREMENTS OR BE 
ERROR-FREE OR WITHOUT 
INTERRUPTION; THAT ALL ERRORS 
WILL BE CORRECTED; OR THAT 
YOUR SPECIFIC REQUIREMENTS 
WILL BE SATISFIED. YOU ASSUME 
RESPONSIBILITY FOR THE USE OF 
THE PATENT MARKET DATA. 
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EXHIBIT A 
Support Policy 

 
1. Overview 
The Silver Support Plan (or "Innography Support") for Innography software consists of operational 
assistance and technical support provided by CPA Global to Customer (or "you") as detailed below 
during the term of your subscription. You shall only be eligible to receive Innography Support provided 
you are be a current User, remain current on all applicable subscription fees due and payable to CPA 
Global and be otherwise compliant with applicable contractual obligations to CPA Global. The 
Innography Support will be provided to you at no additional charge. CPA Global currently makes, and 
at CPA Global's discretion CPA Global may make, other fee-based tiers of support or support 
offerings available that provide additional entitlements (e.g., Innography Gold Support, Innography 
Platinum Support).  
 
2. Telephone and Online Support 
Innography Support includes direct access to technical support and the ability to open and manage 
support incidents online or by telephone: 

• Telephone support is provided during the standard business hours of 9:00 AM to 5:30 PM GMT, 
Monday through Friday, excluding UK public holidays. 
 

• Online support (support@innography.com and https://support.innography.com/hc/en-
us/requests/new ) is available to submit incident requests 24/7/365. Online access to (i) 
Innography software and documentation, self-service support, FAQs, samples, webcast 
recordings and demos, usage tips, technical updates and notifications, as such are made 
available by CPA Global.  

 
3. Service Level Objectives 
CPA Global will use commercially reasonable efforts to meet the service level objectives stated in the 
table below with regard to remedial software support and will provide ongoing efforts to resolve 
Severity 1 support incidents. Due to the complexities of technical environments, the table represents 
an estimate of initial response times only and actual response times may vary. Within the initial 
Response Due periods set forth below, CPA Global Representative will confirm receipt of the Fault 
Report to User and begin troubleshooting and diagnosis of the problem. Response Due periods are 
during normal business hours based on the time an incident is initially submitted online or 
telephonically. 
 

mailto:support@innography.com?subject=Support%20Request
https://support.innography.com/hc/en-us/requests/new
https://support.innography.com/hc/en-us/requests/new
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Severity  Criteria 

Response Due 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1 A Fault in the Software which (a) causes all live system 
processing to stop; and/or (b) causes a ‘Damaging Effect 
which threatens the deadline of time-critical business 
processes.   

Within four (4) Working Hours 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

2 A Fault in the Software (other than a Category 1 Fault) which 
causes a problem which severely impairs the normal 
functioning, which affects most users and/or disrupts time-
critical business processes. 

Within one (1) Working Day 

 
 
 
 
 
 
 
 
 
 

3 A Fault in the Software (other than a Category 1 or 2 Fault) 
which (a) has no direct and material impact on business 
processes, (b) has an impact only on a segment of users, or 
(c) does not yet disrupt time-critical business processes. 

Within three (3) Working Days 

 
 
 
 
 

4 A cosmetic defect or error in the Software (other than 
Category 1, 2 or 3 Faults).  These will be logged but no 
immediate action will be taken.  CPA Global will generally 
monitor the situation but will not be obliged to provide any 
solution. 

Promptly as is reasonably practical 
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*This table reflects our current guidelines; we reserve the right to change its support response times 
and categories as part of its normal business practices. 

 
4. Customer Responsibilities 
In order to receive Innography Support, you must provide a technical support incident request in 
English that contains all information pertinent to the problem or incident, including but not limited to 
the user id, incident severity level, operating system/version, platform, and a description of the 
problem or incident, and as available. You will be asked to provide the name(s) and contact 
information, including email addresses and telephone numbers, for personnel who are familiar with 
the problem or incident and the environment. CPA Global may ask you to execute diagnostic routines 
if provided by CPA Global and inform CPA Global of the results.   You will be asked to continue to 
communicate with CPA Global to verify the existence of the software problem and provide information 
about the conditions in which the problem could be duplicated.  
 
5. Support Limitations 
Silver Innography Support does NOT include any of the following: 

• On-site support services 
• Technical support for non-Innography software (e.g. Microsoft Excel) 
• Innography software that is not used in accordance with the product Documentation (e.g. 

Extracting inventor information for use in creating an in-house tool) 
• Unsupported supported browsers, plug-ins, and operating systems. 
• Consulting services 
• Performance of project work; and/or 
• Education other than as published on the Innography Support site 

CPA Global shall not be responsible for any changes that may be necessary as a result of a 
Workaround or Fix. CPA Global is not required to provide technical support if you do not perform your 
responsibilities as stated herein. 
 
6. Defined Terms 

• "Innography Support" means support for the Innography software product. 
• "Documentation" means any help screens and guides provided by CPA Global with an 

Innography subscription. 
• "Fix" means any change that CPA Global makes to the software, including changes made for 

purposes of maintaining system compatibility, error correction, improved operation and security 
and Workarounds that establish or help to restore material conformity to the specifications in 
the Documentation for that software. A "Fix" is generally an interim solution for a specific 
customer problem. A "Fix" may also include any recommendations or advice provided to you 
on steps to close an open incident in accordance with Innography Support processes. 

• "Self-Service Support" means access to self-help tools provided on Innography Support online. 
such as knowledge documents, education and / or user community access 

• "Consulting" means execution of projects on behalf of the Customer. 
 
7. Enhanced Support Options 
For an additional fee the following support options are available. Please contact your CPA Global 
representative to purchase any enhanced support options. 
Innography Gold Support 

• Prioritized support response  
• Purchase professional services hours at a 5% discount (Innography, CPA Global Expert Search 

Analytics) 
• Two Semi-Annual Business Reviews (SABR) upon request 
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• Early access to new features through Beta program  
• Sharpening Your Tools: One day software training or advanced mentoring for experienced 

users. Travel included (US Only) 
• 1 seat to the Annual Software User Conference 

 
Innography Platinum Support 

• Purchase professional services hours at a 10% discount (Innography, CPA Global Expert 
Search Analytics) 

• Two Semi-Annual Business Reviews (SABR) upon request; one may involve Executive and/or 
Product Management 

• Early access to new features through Beta program  
• Sharpening Your Tools: One day software training or advanced mentoring for experienced 

users. Travel included (US Only) 
• One high-level research report per year for a specific industry or technical area 
• 3 seats to the Annual Software User Conference 

 
8. Changes to Support Policy  
The Innography Support Policy may be updated by CPA Global from time to time, in its sole 
discretion. This policy was published May 2019.  
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