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INTEGRATION SERVICES AND SUPPORT TERMS AND CONDITIONS 

1. INTRODUCTION 

1.1 Purpose 

These Integration Services and Support Terms and Conditions ("Terms") govern the provision of integration 
services, managed integration services, monitoring services, support services and related technology services 
supplied by Neo Networks Group Pty Ltd ABN 90 669 862 551 ("NNG"). 

1.2 Application 

These Terms apply to all customers acquiring, using or receiving Services from NNG unless expressly 
superseded by a separate written agreement executed by NNG. 

1.3 Acceptance 

A customer accepts these Terms by: 

(a) accepting a quotation, proposal, order form or service schedule issued by NNG; 

(b) purchasing, renewing or using any Services supplied by NNG; 

(c) requesting support services from NNG; or 

(d) continuing to use Services after being notified of amendments to these Terms. 

1.4 Relationship with Other Documents 

These Terms apply together with any quotation, proposal, order form, service schedule, support plan, 
managed services schedule or service level schedule issued by NNG. 

Where there is any inconsistency between these Terms and a specific service schedule issued by NNG, the 
service schedule will prevail to the extent of the inconsistency. 

1.5 Amendments 

NNG may amend these Terms from time to time by publishing an updated version on its website. 

Any amendments will apply to new services and future renewals following publication unless otherwise agreed 
in writing. 

2. DEFINITIONS 

In these Terms: 

Authorised Contact means a person authorised by the Customer to communicate with NNG regarding the 
Services. 

Business Day means a day other than a Saturday, Sunday or public holiday in New South Wales. 

Confidential Information means information disclosed by one party to the other which is confidential in nature 
or would reasonably be regarded as confidential. 

Customer means any person or entity acquiring or using Services supplied by NNG. 

Customer Data means all information, records, files, content and data supplied by or on behalf of the 
Customer. 



Integration Services means services relating to the monitoring, maintenance, support, administration or 
operation of integrations between software platforms, applications, systems, databases, APIs or technology 
environments. 

Incident means any failure, interruption, degradation or unexpected behaviour affecting a Supported 
Integration. 

Services means Integration Services, Support Services, Monitoring Services and any related services supplied 
by NNG. 

Supported Integration means any integration, interface, connector, workflow, automation, API connection or 
related process which NNG has agreed to support. 

Support Services means troubleshooting, incident response, investigation, vendor liaison and operational 
support services. 

Third Party Software means any software, platform, application, API, cloud service, hosting environment, 
database or technology product not owned by NNG. 

3. INTEGRATION SERVICES 

3.1 General 

NNG may provide Services including: 

(a) monitoring of integrations; 

(b) maintenance of integrations; 

(c) troubleshooting and support; 

(d) operational assistance; 

(e) vendor liaison; 

(f) service reporting; 

(g) hosted integration services; and 

(h) related support activities. 

3.2 Service Delivery 

Services may be delivered remotely, electronically, through service desk systems, by telephone, by email or 
through any other reasonable method determined by NNG. 

3.3 Scope of Services 

The scope of Services provided to a Customer is determined by the applicable quotation, support plan, service 
schedule or managed services schedule. 

Services not expressly included within the applicable service plan are excluded and may be subject to 
additional fees. 

4. PERMITTED USE 

4.1 Authorised Use 

The Customer may use the Services solely for its internal business purposes and in accordance with these 
Terms. 

4.2 Restrictions 



The Customer must not: 

(a) use the Services in a manner that is unlawful; 

(b) interfere with or disrupt the operation of the Services; 

(c) attempt to gain unauthorised access to systems used by NNG; 

(d) use the Services in a manner that infringes the rights of any third party. 

4.3 Compliance 

The Customer must comply with all applicable laws and regulations relating to its use of the Services. 

5. THIRD PARTY PLATFORMS AND SERVICES 

5.1 Third Party Services 

The Services may interact with, connect to, depend upon or exchange information with Third Party Software. 

5.2 No Control 

NNG does not own, operate or control Third Party Software and makes no representation regarding the 
availability, functionality, performance or security of Third Party Software. 

5.3 Vendor Changes 

Third Party Software providers may modify, discontinue, suspend or restrict functionality, APIs, services or 
integrations at any time. 

The Customer acknowledges that such changes may affect Supported Integrations. 

5.4 Additional Work 

Where vendor changes require investigation, remediation, reconfiguration, redevelopment or maintenance 
work, NNG may charge additional fees unless such work is expressly included within the Customer's service 
plan. 

5.5 Third Party Terms 

The Customer remains responsible for complying with any licence agreements, subscription agreements, 
privacy policies or terms of use imposed by Third Party Software providers. 

6. CUSTOMER RESPONSIBILITIES 

6.1 General Obligations 

The Customer must: 

(a) provide accurate information; 

(b) maintain all required software licences; 

(c) maintain internet connectivity and telecommunications services; 

(d) maintain appropriate backup procedures; 

(e) provide access to systems and personnel reasonably required by NNG; 

(f) provide credentials and permissions necessary for the provision of Services; 

(g) promptly report Incidents affecting Supported Integrations. 

6.2 Cooperation 



The Customer must cooperate reasonably with NNG and provide timely responses to requests for information. 

6.3 Responsibility for Customer Systems 

The Customer remains responsible for: 

(a) business decisions; 

(b) business processes; 

(c) internal system administration; 

(d) user management; 

(e) compliance obligations applicable to its business. 

7. CUSTOMER DATA 

7.1 Ownership 

The Customer retains ownership of Customer Data. 

7.2 Use of Customer Data 

The Customer grants NNG a non-exclusive right to access, use, process, transmit, copy and store Customer 
Data solely to the extent reasonably necessary to provide the Services. 

7.3 Authority 

The Customer warrants that it has all necessary rights and permissions to provide Customer Data to NNG and 
permit NNG to process Customer Data for the purposes of providing the Services. 

7.4 Third Party Transfers 

Where the Services require information to be transferred between systems, platforms or applications, the 
Customer authorises NNG to facilitate such transfers as reasonably required for the provision of the Services. 

8. SERVICE UPDATES AND MODIFICATIONS 

8.1 Service Improvements 

NNG may modify, improve, update or replace components of the Services from time to time. 

8.2 Operational Changes 

NNG may modify service delivery methods, support procedures, technologies or operational processes 
provided such modifications do not materially reduce the Services being supplied. 

8.3 Availability of Features 

Certain features or functionality may be modified, discontinued or replaced where required by operational, 
security, technical or commercial considerations. 

8.4 No Obligation to Maintain Specific Features 

Unless expressly agreed in writing, NNG is not obliged to maintain any specific feature, function or capability 
indefinitely. 

9. SUPPORT SERVICES 

9.1 Provision of Support 

NNG will provide Support Services in accordance with the Customer's applicable support plan, service 
schedule or managed services arrangement. 



Support Services may include: 

(a) Incident investigation; 

(b) troubleshooting; 

(c) issue diagnosis; 

(d) service restoration assistance; 

(e) operational advice; 

(f) vendor liaison; 

(g) service request handling; and 

(h) other support activities agreed between the parties. 

9.2 Service Requests 

Customers may submit service requests using methods designated by NNG from time to time, including 
email, telephone, service desk platforms or other approved communication channels. 

9.3 Incident Classification 

NNG may classify Incidents according to their severity, business impact and urgency. 

Incident classifications may include: 

(a) Critical; 

(b) High; 

(c) Medium; and 

(d) Low. 

9.4 Response Targets 

Any response times, resolution targets or service levels published by NNG constitute service objectives only 
and do not constitute guarantees unless expressly agreed in writing. 

9.5 Excluded Services 

Support Services do not include: 

(a) software development; 

(b) implementation projects; 

(c) major enhancement projects; 

(d) data migration projects; 

(e) business process consulting; 

(f) user training; or 

(g) services outside the agreed scope. 

Such services may be separately quoted by NNG. 

10. SERVICE AVAILABILITY 

10.1 Availability 



NNG will use commercially reasonable efforts to make Services available during the applicable support hours. 

10.2 No Guarantee 

NNG does not guarantee uninterrupted availability of any Service, Supported Integration or Third Party 
Software. 

10.3 Factors Outside NNG Control 

Service availability may be affected by: 

(a) Third Party Software; 

(b) telecommunications providers; 

(c) hosting providers; 

(d) internet outages; 

(e) cyber security incidents; 

(f) force majeure events; or 

(g) circumstances beyond NNG's reasonable control. 

10.4 Scheduled Maintenance 

NNG may perform maintenance activities from time to time. 

Where reasonably practicable, NNG will provide advance notice of maintenance activities likely to materially 
affect Services. 

11. SUBSCRIPTION FEES AND RENEWALS 

11.1 Subscription Services 

Where Services are supplied on a recurring subscription basis, the Customer must pay the applicable 
subscription fees specified in the quotation, proposal, order form, service schedule or renewal notice issued 
by NNG. 

11.2 Billing Frequency 

Subscription fees may be invoiced monthly, quarterly or annually as specified by NNG. 

Unless otherwise agreed in writing, subscription fees are payable in advance. 

11.3 Automatic Renewal 

Subscription Services will automatically renew for successive renewal periods equal to the original 
subscription term unless either party provides written notice of non-renewal at least thirty (30) days before the 
expiry of the current subscription period. 

11.4 Fee Reviews 

NNG may review and adjust subscription fees from time to time to reflect: 

(a) increased operating costs; 

(b) changes in third-party vendor charges; 

(c) changes in support requirements; 

(d) inflationary pressures; 

(e) expanded service offerings; or 



(f) changes in the scope of Services. 

NNG will provide not less than thirty (30) days written notice of any fee adjustment. 

11.5 Additional Services 

Services requested by the Customer which are outside the scope of the applicable subscription plan may be 
charged separately at NNG's then current professional services rates. 

Examples may include: 

(a) vendor remediation activities; 

(b) investigation of third-party software issues; 

(c) major reconfiguration work; 

(d) migration activities; 

(e) project-based services; 

(f) consulting services. 

10A.6 Failed Payments 

Where a payment cannot be processed or remains unpaid after the due date, NNG may: 

(a) issue reminder notices; 

(b) charge interest on overdue amounts; 

(c) suspend Services; or 

(d) terminate Services in accordance with these Terms. 

11.7 No Refunds 

Unless required by applicable law, subscription fees are non-refundable. 

The Customer is not entitled to a refund, credit or reimbursement for: 

(a) unused Services; 

(b) partial subscription periods; 

(c) suspension resulting from Customer breach; 

(d) termination by the Customer before the end of a prepaid subscription period. 

11.8 Taxes 

All fees are exclusive of GST unless expressly stated otherwise. 

The Customer must pay any GST, duties, levies or taxes imposed in connection with the Services, excluding 
taxes based on NNG's income. 

10A.9 Suspension for Non-Payment 

NNG may suspend access to Services where fees remain unpaid for more than fourteen (14) days after the due 
date. 

Suspension will not relieve the Customer of its obligation to pay outstanding amounts. 

11.10 Collection Costs 



The Customer must reimburse NNG for all reasonable costs incurred in recovering overdue amounts, 
including legal costs, collection agency fees and administrative expenses. 

12. INTELLECTUAL PROPERTY 

12.1 NNG Intellectual Property 

NNG retains all right, title and interest in and to: 

(a) methodologies; 

(b) frameworks; 

(c) templates; 

(d) service delivery processes; 

(e) scripts; 

(f) software tools; 

(g) monitoring tools; 

(h) documentation; 

(i) know-how; 

(j) trade secrets; and 

(k) intellectual property owned or developed independently by NNG. 

12.2 Customer Intellectual Property 

The Customer retains all right, title and interest in and to: 

(a) Customer Data; 

(b) Customer systems; 

(c) Customer trademarks; 

(d) Customer intellectual property. 

12.3 Feedback 

The Customer grants NNG a perpetual, irrevocable, royalty-free right to use suggestions, recommendations, 
enhancement requests and feedback for the purpose of improving Services. 

13. PRIVACY AND SECURITY 

13.1 Privacy Compliance 

Each party must comply with: 

(a) the Privacy Act 1988 (Cth); 

(b) the Australian Privacy Principles; and 

(c) applicable Australian privacy laws. 

12.2 Security Measures 

NNG will implement reasonable administrative, technical and organisational measures designed to protect 
Customer Data against unauthorised access, disclosure, misuse, loss or destruction. 

13.3 Customer Responsibilities 



The Customer remains responsible for: 

(a) data governance; 

(b) user access management; 

(c) password management; 

(d) backup procedures; 

(e) regulatory compliance applicable to its business. 

13.4 Security Incidents 

Where required by applicable law, NNG will notify the Customer within a reasonable time after becoming 
aware of a security incident affecting Customer Data. 

13.5 No Absolute Security Guarantee 

The Customer acknowledges that no technology environment is completely secure and NNG does not warrant 
that Services will be free from cyber threats, malware, ransomware or other security incidents. 

14. NO WARRANTY 

14.1 Services Provided As Available 

To the maximum extent permitted by law, Services are provided on an "as available" basis. 

14.2 No Guarantee of Continuous Operation 

NNG does not warrant that: 

(a) Services will be uninterrupted; 

(b) Services will be error-free; 

(c) Supported Integrations will always function as intended; 

(d) Third Party Software will remain available or compatible. 

14.3 Third Party Software 

NNG provides no warranty regarding Third Party Software, vendor services or third-party infrastructure. 

14.4 Australian Consumer Law 

Nothing in these Terms excludes, restricts or modifies any right or remedy that cannot lawfully be excluded 
under the Competition and Consumer Act 2010 (Cth) or Australian Consumer Law. 

15. LIMITATION OF LIABILITY 

15.1 Excluded Losses 

To the maximum extent permitted by law, neither party shall be liable for: 

(a) indirect loss; 

(b) consequential loss; 

(c) special loss; 

(d) exemplary damages; 

(e) punitive damages; 

(f) loss of profits; 



(g) loss of revenue; 

(h) loss of opportunity; 

(i) loss of goodwill; 

(j) loss of anticipated savings. 

15.2 Liability Cap 

Subject to clause 14.4, NNG's aggregate liability arising out of or in connection with the Services shall not 
exceed the total fees paid by the Customer to NNG during the twelve (12) month period immediately preceding 
the event giving rise to the claim. 

15.3 Allocation of Risk 

The Customer acknowledges that the pricing of the Services reflects the allocation of risk contained within 
these Terms. 

15.4 Exceptions 

The limitations contained in this clause do not apply to: 

(a) fraud; 

(b) wilful misconduct; 

(c) liabilities which cannot lawfully be excluded or limited. 

16. INDEMNITY 

16.1 Customer Indemnity 

The Customer indemnifies NNG against losses, claims, liabilities, damages, costs and expenses arising from: 

(a) Customer Data; 

(b) breach of these Terms; 

(c) misuse of Services; 

(d) unlawful conduct by the Customer; 

(e) infringement caused by materials supplied by the Customer. 

16.2 Mitigation 

Each party must take reasonable steps to mitigate losses for which indemnification is sought. 

17. TERMINATION 

17.1 Termination by Customer 

The Customer may terminate Services in accordance with the applicable service plan, quotation or renewal 
terms. 

17.2 Termination by NNG 

NNG may terminate or suspend Services immediately where: 

(a) fees remain unpaid; 

(b) the Customer commits a material breach of these Terms; 

(c) continued service delivery creates legal, regulatory or security risks; 



(d) Third Party Software providers cease to permit or support the relevant integrations. 

17.3 Insolvency 

Either party may terminate Services immediately if the other party becomes insolvent or enters external 
administration. 

18. CONSEQUENCES OF TERMINATION 

Upon termination: 

(a) all outstanding fees become immediately due and payable; 

(b) NNG may cease providing Services; 

(c) Customer access to Hosted Services may be removed; 

(d) each party must return or destroy Confidential Information upon request unless required by law to retain it. 

Termination does not affect accrued rights or liabilities. 

19. GENERAL PROVISIONS 

19.1 Independent Contractors 

The parties are independent contractors. 

19.2 Assignment 

The Customer may not assign its rights or obligations without NNG's prior written consent. 

NNG may assign its rights in connection with a merger, acquisition, corporate restructure or sale of business. 

19.3 Force Majeure 

Neither party is liable for delays or failures caused by circumstances beyond its reasonable control. 

19.4 Entire Agreement 

These Terms constitute the entire agreement relating to the Services. 

19.5 Severability 

If any provision is unenforceable, the remaining provisions continue in full force and effect. 

19.6 Waiver 

Failure to exercise a right does not constitute a waiver of that right. 

19.7 Electronic Communications 

The parties consent to the use of electronic communications, electronic records and electronic notices. 

20. GOVERNING LAW 

These Terms are governed by the laws of New South Wales, Australia. 

The parties submit to the exclusive jurisdiction of the courts of New South Wales and courts competent to 
hear appeals from those courts. 

 


