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AIRPORT IT GENERAL TERMS 

1. DEFINITIONS 

1.1 In these General Terms, rules of interpretation are set out in and, unless the contrary 
intention appears, capitalized terms shall have the meaning set out in Schedule 1 - 
General Definitions. 

2. TERM 

2.1 These General Terms shall enter into effect on the Effective Date and shall remain in 
effect until they are terminated or expire in accordance with their terms. 

2.2 Prior to the Effective Date of these General Terms, the parties hereto executed an 
Airport IT Services General Terms dated 25 May 2019 (hereinafter “Previous 
Agreement”). 

2.3 Customer has requested and Amadeus agrees to terminate the Previous Agreement 
in order to replace such agreement with these General Terms. Therefore, the Previous 
Agreement shall terminate effective the last date signed above between the parties 
to this Agreement.  

 

3. FORMATION OF SUPPLEMENTS 

3.1 The Services are set out in and contracted through one or more Supplements. 

3.2 The parties to these General Terms may enter into Supplements for so long as these 
General Terms remain in effect. 

3.3 Upon the signature by the parties of a Supplement, a separate contract shall be 
formed between the parties incorporating the provisions of that Supplement and 
these General Terms.  In these General Terms, each reference to a Supplement shall 
be deemed to include these General Terms as they are incorporated into that 
Supplement. 

3.4 The order of precedence that applies as between these General Terms and the other 
provisions of each Supplement (including as between the parts of those documents) 
is as set out in the relevant Supplement. 

3.5 The parties agree and acknowledge that their signature of these General Terms shall 
not result in an obligation to supply services or pay charges until the relevant 
Supplement Effective Date. 

4. SERVICES 

4.1 Customer hereby consents to the performance of the Services (as defined in each 
Supplement) and of Amadeus’ other obligations under each Supplement by Amadeus’ 
Affiliates or Amadeus Third Parties.  Amadeus shall remain responsible for its 
obligations under each Supplement notwithstanding any subcontracting to its 
Affiliates or Amadeus Third Parties. 

4.2 Each party shall be responsible for the management of its Personnel, subcontractors 
or agents. 

4.3 Each party shall assign (or cause to be assigned) sufficient Personnel to perform its 
respective obligations and such Personnel shall possess suitable competence, ability 
and qualifications and shall be properly educated and trained for the fulfilment of the 
relevant obligations 
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5. CHANGE CONTROL PROCEDURE 

5.1 Either party may originate a Contract Change or a CMP Change or request a new 
Supplement.  Where either party originates a Change, Amadeus shall provide 
Customer the details of the material impact which the proposed Change will (or is 
expected to) have.  

5.2 Save to the extent otherwise stated in any Supplement, neither party shall be obliged 
to agree to a Change originated by the other party. If either party is unwilling to accept 
a reasonable Change suggested by the other (or any material term of any proposed 
Change), then the other party may require the disagreement to be dealt with in 
accordance with the escalation procedure detailed in Clause 17.2. 

5.3 Contract Changes and Supplement shall only be binding if signed by the authorized 
representative of each party. CMP Changes shall be agreed in accordance with the 
relevant Change Management Process and are part of the Change Control Procedure. 

5.4 The regular system changes (including tuning, configuration management, software 
and hardware upgrades and changes, decommissioning of services and features, and 
capacity management) that Amadeus makes to the Services, Service Delivery Model 
or Amadeus Platform and other systems used by Amadeus to provide the Services 
shall not be subject to the Change Control Procedure unless such changes result in a 
material alteration or degradation to the Services, Service Delivery Model or Amadeus 
Platform (as applicable).  

6. CHARGES 

6.1 Customer shall pay Amadeus the Charges in accordance with Schedule 3 - Charging 
Principles. 

7. SAVINGS CLAUSE 

7.1 Amadeus shall be excused from the performance, and shall not be held liable under 
or in connection with any Supplement for any failure or delay in performing, any of its 
obligations under any Supplement if and to the extent that such Amadeus non-
performance or delayed performance is caused by a Savings Event. On becoming 
aware of any Savings Event, Amadeus shall where reasonable and as soon as 
reasonably possible notify Customer about the occurrence of such Savings Event. 
Customer shall pay Amadeus any reasonable costs arising in connection with any 
Savings Event. 

8. INTELLECTUAL PROPERTY RIGHTS 

8.1 Except as expressly specified in this Clause 8, nothing in these General Terms or any 
Supplement shall be deemed to grant to one party rights in IPR or Confidential 
Information of the other party or its Affiliates.  Each party agrees to reproduce 
copyright legends that appear on any materials provided by the other party, 
irrespective of ultimate ownership of the underlying IPR.  

8.2 Amadeus IPR 

8.2.1 Notwithstanding anything contained in these General Terms or any 
Supplement to the contrary, Customer agrees and acknowledges that 
Amadeus (or Amadeus’ Affiliates, Amadeus Third Parties or licensors, or 
Amadeus Third Parties as the case may be) owns the Amadeus IPR. 



Letisko M. R. Štefánika – Airport Bratislava, a. s. (BTS) 
  

 

 

Airport IT Services Agreement  
General Terms and Schedules  

3 
 

CONFIDENTIAL & RESTRICTED 

8.2.2 To the extent Customer owns any Amadeus IPR by operation of Law, 
Customer hereby assigns, and shall procure that its Personnel assign, with full 
title guarantee (by way of present assignment of present and future rights), 
to Amadeus all of such Amadeus IPR free from any encumbrance and agrees 
to duly execute all such documentation or legal or other instruments and to 
perform all such acts within its control as may be necessary to give effect to 
such assignment at its own cost. 

8.2.3 Subject to the terms and conditions of any Supplement and Clause 8.2.5, 
Amadeus grants to Customer a non-exclusive, non-transferable, right during 
the relevant Supplement Term to access and use, and to permit Authorised 
Users to access and use, the Services at the Airports, under such Supplement 
and all related Amadeus documentation supplied to Customer for the 
purpose of Customer and the Authorised Users accessing and using the 
Services. 

8.2.4 Authorised Users' rights are subject to: 

(a) Customer remaining responsible for all acts and omissions of each 
Authorised User as if they were the acts and omissions of Customer; 

(b) Authorised Users shall have no entitlement to enforce this Agreement 
or any Supplement; 

(c) Customer fully indemnifying Amadeus and its Affiliates against any 
Claims by Authorised Users; and  

(d) Customer agreeing, and procuring that each Authorised User agrees 
and acknowledges, that it is solely responsible and liable for the use 
of the Services and any Customer Data. 

8.2.5 The permissions granted by Amadeus as set out in each Supplement, and in 
particular in Clause 8.2.3 of these General Terms, shall be subject to the 
conditions and restrictions set out below. For the avoidance of doubt, 
Amadeus does not grant, and Customer shall not allow any persons other than 
those referred to above, access to and/or use of the Services, without 
Amadeus’ prior written consent. Customer shall not, and shall not permit any 
person (including Authorised Users) to, without Amadeus’ consent, and save 
to the extent required by applicable Law or the relevant Supplement, do any 
of the following: 

(a) Modify, adapt, reverse-engineer, decompile, disassemble, or 
otherwise discover the source code of, any software or 
documentation comprised in the Amadeus Platform or the Services, 
or attempt to do so for any reason, save that Customer may Modify 
documentation for internal training purposes; 

(b) use any software, product or system forming part of  the Amadeus 
Platform or the Services in combination with any other software, 
product or system, except through approved APIs provided by 
Amadeus; 

(c) rent, sell, lease, sublicense, distribute, assign, copy (other than a 
single copy for Customer’s own backup purposes), or in any way 
transfer the underlying software in the Amadeus Platform or the 
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Services or use the same for the benefit of any third party through 
any outsourcing or time-sharing arrangement or through the 
operation of any service bureau; 

(d) use any software, product or system forming part of the Amadeus 
Platform or the Services in contravention of specifications and system 
requirements; or 

(e) use, reproduce or exploit any software, product or system forming 
part of the Amadeus Platform or the Services in contravention of any 
Third Party’s IPR or Amadeus IPR. 

8.2.6 Customer shall, and shall procure that each Authorised User will, take all 
precautions necessary to prevent any Abuse of the Amadeus Platform or the 
Services. 

8.2.7 A breach by Customer or an Authorised User of any of their obligations 
pursuant to Clause 8.2.6 shall be considered a material breach of the relevant 
Supplement by Customer, and Amadeus shall, notwithstanding any other 
remedy as set forth herein or under applicable Law, have the right to deny 
Customer and Authorised Users access to the Services immediately, without 
notice and without any liability under or in connection with any Supplement 
to Customer or any Authorised Users whatsoever. 

8.3 Customer IPR 

8.3.1 Notwithstanding anything contained in any Supplement to the contrary, 
Amadeus agrees and acknowledges that Customer (or Customer’s Affiliates, 
subcontractors or licensors or Customer Third Parties or Authorised Users, as 
the case may be) owns the Customer IPR or IPR provided to Amadeus or its 
Affiliates, by or on behalf of Customer or its Authorised Users, in connection 
with Customer’s or Authorised Users’ use of the Services. 

8.3.2 Subject to the terms and conditions of each Supplement (including any 
restriction on use), Customer grants (and Customer shall ensure that 
Authorised Users and their Third Parties grant) to Amadeus, its Affiliates and 
Amadeus Third Parties a non-exclusive, non-transferable, world-wide right 
during the Supplement Term (or as necessary thereafter under sub-clause 
8.3.2(b) below) to access and use the Customer IPR and IPR provided to 
Amadeus or its Affiliates, by or on behalf of Customer or its Authorised Users, 
in connection with Customer’s or Authorised Users’ use of the Services and 
all documentation supplied to Amadeus for the following purposes: 

(a) for any purpose connected with the performance of the Services, the 
fulfilment of Amadeus’ obligations under the relevant Supplement, or 
for the resolution of Disputes; 

(b) as required by applicable Law, demand, order (including injunctive 
relief), supervisory or regulatory authorities, court or government 
agency and by auditors; or 

(c) for legitimate Amadeus business purposes. 

8.4 Third Parties 

8.4.1 The extent to which Amadeus is responsible for procuring use rights or 
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licences for Third Party Solutions or Third Party Data shall be as set out in 
Attachment 4 – Service Delivery Model to each Supplement.  

8.4.2 Where Amadeus incorporates into the Amadeus Platform or the Services any 
intellectual property or proprietary information which include IPR owned by 
a Third Party, any ownership, use rights, warranties or indemnities granted to 
Customer, its Personnel or any Authorised User under any Supplement shall 
be limited by, and subject to, any obligations or restrictions imposed by or on 
behalf of the relevant Third Party in respect of such IPR. If Amadeus is advised 
by its Third Party licensors of any change to the licence terms, Amadeus shall 
advise Customer and the parties shall consult and use commercially 
reasonable efforts to agree any workaround required to mitigate against any 
inability of Amadeus to perform the Ongoing Services as a result of such 
change to the licence terms. Failure to agree any workaround shall be 
escalated under this Agreement in accordance with Clause 17.2 of the General 
Terms. 

8.4.3 Third Party Connections and Applications 

(a) The following (non-exhaustive) list of conditions are applicable to any 
Service that requires connection, download, testing, installation 
integration, hosting or update management or interface by Amadeus 
with any Customer, Authorised User or their Third Parties IPR. The 
occurrence of any of the following shall be a Savings Event: 

(i) Amadeus is not responsible for the IPR, application, services 
or acts or omissions of Customer, Authorised User or Third 
Party, or failure of Customer, Authorised User or Third Party 
to provide their IPR, application, update or service; 

(ii) Amadeus is not responsible for performing any quality 
control or validation of any information or data or IPR (or 
connection thereto) provided by Customer, Authorised User 
or Third Party that the relevant Customer, Authorised User or 
Third Party or Amadeus is unable to support or process; 

(iii) Customer shall ensure that Customer, Authorised User or 
Customer Third Party IPR does not contain any advertising, 
announcement, solicitation, imagery, video, sound, music, 
hypertext link, or any other form of information, material, or 
communication that infringe any IPR; 

(iv) Customer shall, and shall ensure that Authorised Users shall 
maintain appropriate valid legal agreements and manage 
relationships with and obtain all necessary licenses and 
permissions from Authorised Users and Customer and their 
Third Parties as required for Amadeus to provide the Services 
and host, access and use Customer, Authorised Users and 
their Third Party IPR; and 

(v) Amadeus is not responsible for costs associated with hosting, 
maintenance, upgrades, virus fixes, or installation of 
Customer, Authorised Users, or their Third Parties’ IPR. IPR is 
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hosted by Amadeus at Customer, Authorised Users, or their 
Third Parties own risk. 

 

9. PERSONAL DATA 

9.1 In the provision of the Services, Amadeus shall process Personal Data on behalf of 
Customer. This Processing includes such activities as specified in the Service 
descriptions under this Agreement.  Under this Agreement, Customer remains 
responsible for the compliance with provisions of Data Protection Legislation. Amadeus 
shall only Process Personal Data in accordance with the Instructions of Customer, 
except to the extent that any applicable Law prevents Amadeus from complying with 
such Instructions or requires the Processing of Personal Data other than as instructed 
by Customer. Customer acknowledges that in the provision of the Services, Amadeus 
may transfer Personal Data to locations outside the European Economic Area in 
accordance with applicable Data Protection Legislation.  

9.2 Amadeus shall ensure that any personnel authorised by Amadeus to access the Personal 
Data are subject to a duty of confidentiality in respect of the Personal Data;  

9.3 Amadeus shall ensure that any Processing of Personal Data is subject to appropriate 
technical and organisational measures against unauthorised or unlawful Processing of 
the Personal Data and against accidental loss or destruction of, or damage to, the 
Personal Data in accordance with applicable Data Protection Legislation applicable to 
Amadeus. 

9.4 Subcontractors 

 
9.4.1 Amadeus shall inform Customer of the Data Processing Subcontractors used 

in the Processing of Personal Data as at the Effective Date of this Agreement. 
Amadeus shall inform Customer of any changes to the Data Processing 
Subcontractors used in Processing of Personal Data made after the Effective 
Date of this Agreement. Where Amadeus engage any Data Processing 
Subcontractors, it shall impose the Personal Data Processing obligations set 
out in this Clause on such Data Processing Subcontractors. Customer hereby 
grants Amadeus a general written authorisation to engage Data Processing 
Subcontractor in the Processing of Personal Data in accordance with the 
provisions set out in this Clause 9. 

9.4.2 If Customer, after having received notice in accordance with Section 9.5.1 
above  

(i) acting reasonably, objects to the use of a Data Processing 

Subcontractor, on the basis that such use would present a 
significant risk that Data Subjects' rights and freedoms 

would be adversely affected by the use of the said Data 
Processing Subcontractor; and 

(ii) Customer notifies Amadeus promptly in writing within 

fourteen (14) calendar days after receipt of Amadeus notice 
in accordance with Clause 9.5.1 above providing details of 
the evidence of such grounds; 

Amadeus shall use reasonable endeavours to resolve the reasons for 
Customer’s objections or to procure use of a different Data 
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Processing Subcontractor. 

9.4.3 If Amadeus is unable to or fails to resolve the reasons for Customer’s or to 
procure use of a different Data Processing Subcontractor within a reasonable 
period of time, Customer may terminate the Services which cannot be 
provided by Amadeus without the use of the Data Processing Subcontractor 
to which Customer objects by providing written notice to Amadeus, provided 
Customer will not be entitled to claim damages in respect such termination. 

  

9.5 Amadeus shall inform Customer of any requests or queries from a Data Subject, 
regulatory authority or any other law enforcement authority regarding Processing of 
Personal Data under this Agreement and provide Customer with any information and 
assistance (at Customer’s cost) that may reasonably be required to respond to any 
such requests of queries.  

9.6 Amadeus shall provide reasonable assistance to Customer (at Customer’s cost) in 
respect of the Customer’s compliance with Articles 32 – 36 of the GDPR, taking into 
account the nature of the Processing undertaken by Amadeus and the information 
available to Amadeus.  

9.7 Amadeus shall at the choice of Customer, delete or return all Personal Data to the 
Customer after the end of the provision of the Services relating to Processing unless 
Amadeus is required to retain the Personal Data by applicable Law. 

9.8 Amadeus shall notify Customer without undue delay on becoming aware of a Personal 
Data Breach; and 

9.9 Amadeus shall make available to Customer information reasonably necessary to 
demonstrate compliance with Amadeus’ Personal Data Processing obligations under 
this Agreement. 

9.10 The Customer warrants, represents and undertakes that it has all necessary consents, 
approvals or licences to: 

9.10.1 make Personal Data available to Amadeus for the purposes of this Agreement 
and for Amadeus to process Personal Data as envisaged in this Agreement;  

9.10.2 permit the Customer and each Authorised User to access Personal Data using 
the Amadeus Platform as envisaged in this Agreement; and 

9.10.3 to permit Amadeus and its Data Processing Subcontractors to transfer 
Personal Data to locations outside the European Economic Area as necessary 
for the performance of the Services as envisaged in this Agreement in 
accordance with applicable Data Protection Legislation. 

9.11 Customer Data (if any) in Amadeus’ control shall be accessible by Customer and any 
Authorised User via its user interface. 

9.12 Customer shall be solely responsible for the Customer Data and for procurement of 
any approvals or consents or licences relating to the collection, Processing or use of 
such Customer Data by or on behalf of Amadeus.  Amadeus is not required to validate 
the Customer Data for correctness or usability nor process Customer Data if such 
Processing will or is likely to render Amadeus, its Affiliates or their Personnel in breach 
of any applicable Law.  
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9.13 Notwithstanding the foregoing, Amadeus and/or its Affiliates may gather, compile, 
commingle, and use Customer Data for aggregate statistical or analytical purposes 
and/or for evaluation of its provision and the use of the Services. Such aggregate data 
may be used by Amadeus for financial, accounting, product optimization, customer 
support, and other internal business purposes. Aggregate or derivative data and 
information may be used by Amadeus as input for business intelligence solutions sold 
to third parties, provided that such data and solutions do not contain any Personal 
Data and do not directly or indirectly identify Customer. Amadeus and its Affiliates 
shall have all rights to those aggregated or derivative data and business intelligence 
solutions. 

10. CONFIDENTIALITY 

10.1 Amadeus and Customer each acknowledge that the other party possesses, and will 
continue to possess, Confidential Information that has been developed or received by 
it, has commercial value in its business or its Affiliates’ businesses and is not in the 
public domain. 

10.2 Subject to Clause 10.3: 

10.2.1 during the General Terms and for a period of five (5) years following expiry or 
termination of each Supplement, Amadeus and Customer shall not disclose, 
and shall maintain the confidentiality of, all Confidential Information of the 
other party and the other party’s Affiliates; and 

10.2.2 each party shall use at least the same degree of care to safeguard and to 
prevent disclosing to Third Parties the Confidential Information of the other 
party and its Affiliates as it employs to avoid unauthorized disclosure, of its 
own information (or information of its clients) of a similar nature. 

10.3 Subject to Clause 10.5, each party may disclose Confidential Information of the other 
party and its Affiliates to its regulators, auditors, attorneys, accountants, consultants 
Authorised Users and subcontractors (except, in the case of Customer, where any of 
the foregoing are competitors of Amadeus, or are customers of Amadeus under a 
separate agreement) and, in the case of Amadeus, to its Affiliates, where: 

10.3.1 use by such person or entity is necessary for the purpose of receiving the 
Services or professional advice in relation to the General Terms and/or any 
Supplement and/or, in the case of a disclosure by Amadeus, use by such 
person or entity is necessary for the purpose of its Affiliates or Amadeus Third 
Parties performing their obligations in connection with the General Terms 
and/or any Supplement; or 

10.3.2 such disclosure is necessary for the performance of such person’s or entity’s 
obligations under or with respect to the General Terms and/or any 
Supplement or Law,  

provided in each case that: 

(a) the person or entity (and its Personnel) agree in writing to assume the 
obligations described in this Clause 9; and 

(b) except in the case of disclosure of Confidential Information to a 
regulator, the disclosing party assumes full responsibility for the acts 
or omissions of such person or entity and takes all reasonable 
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measures to ensure that the Confidential Information is not disclosed 
or used in contravention of the General Terms and/or the relevant 
Supplement.  

10.4 Subject to Clause 10.5, neither party shall: 

10.4.1 make any use or copies of the Confidential Information of the other party 
and/or its Affiliates except as contemplated by each Supplement; 

10.4.2 acquire any right in or assert any lien against the Confidential Information of 
the other party or its Affiliates; or 

10.4.3 sell, assign, transfer, lease or otherwise dispose of Confidential Information 
of the other party and its Affiliates to Third Parties or commercially exploit 
such information, including through derivative works. 

10.5 The obligations set out in Clauses 10.1 to 10.4 shall not apply to any information that 
the receiving party can demonstrate: 

10.5.1 that at the time of disclosure of it, is in the public domain other than through 
a breach of the receiving party’s or a Third Party’s confidentiality obligations; 

10.5.2 is lawfully in the possession of the receiving party at the time of its receipt 
from the disclosing party without an obligation restricting disclosure;  

10.5.3 was independently developed by the receiving party without reference to 
Confidential Information of the disclosing party; or 

10.5.4 is required to be disclosed to satisfy requirements of applicable Law or of a 
competent government or regulatory body, provided that, to the extent 
permitted by Law, the party required to disclose the Confidential Information 
(i) promptly notifies the disclosing party of the disclosure requirement, (ii) 
cooperates with the disclosing party’s reasonable efforts to resist or narrow 
the disclosure and to obtain an order or other reliable assurance that 
confidential treatment will be accorded the disclosing party’s Confidential 
Information, and (iii) furnishes only Confidential Information that the party is 
legally compelled to disclose according to advice of its legal counsel. 

11. WARRANTIES 

11.1 Each party warrants: 

11.1.1 it is a corporation duly incorporated and validly existing under the laws of its 
jurisdiction of incorporation; 

11.1.2 it has all the requisite corporate power, approvals and authority to execute, 
deliver, receive and perform its obligations under these General Terms and 
the relevant Supplement; and 

11.1.3 it has obtained all governmental and regulatory licenses, authorisations, 
approvals, consents or permits required to perform its obligations under 
these General Terms and the relevant Supplement, except to the extent that 
the failure to obtain any such licenses, authorisations, approvals, consents or 
permits is, in the aggregate, not material. 

11.2 Amadeus warrants to Customer that the Services provided under any Supplement 
shall be provided with due care, skill and diligence, and in accordance with good 
practices of the information technology industry with respect to comparable services 
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and performance standards. This constitutes Amadeus’ sole warranty with respect to 
provision of the Services unless otherwise agreed in any Supplement.  

11.3 Each party shall (and Customer shall ensure the Authorised Users and their Third 
Parties in connection with the use of the Services and Amadeus Platform shall) at all 
times utilize good industry practices in the information technology industry with 
respect to comparable services and performance standards to prevent the 
introduction of Viruses into the Amadeus Platform and/or Customer’s systems 
environment.  If a party breaches the foregoing obligation and a Virus is found to have 
been introduced by that party (or Authorised User or its Third Party) as a result of such 
breach, then such party shall (at its own cost) provide reasonable assistance to the 
other party to mitigate the effects of such Virus and reimburse such other party for 
any effort of that party, arising in any eradication and repairs to the damaged 
applications and systems as a result of the introduction of any Virus.  The introduction 
by Customer or an Authorised User of a Virus into the Amadeus Platform shall give 
rise to a Savings Event. 

11.4 Except as otherwise expressly provided in the relevant Supplement, and except for 
any implied warranties or terms that cannot be excluded by Law, neither party makes 
any representations, covenants, conditions or warranties, whether express or implied, 
including warranties of title or implied warranties of merchantability, satisfactory 
quality or fitness for a particular purpose, non-infringement, accuracy, availability, or 
error or bug-free or uninterrupted operation. 

12. INDEMNITIES 

12.1 IPR 

12.1.1 Each party (an “Indemnitor”) shall indemnify and defend the other party and 
its Affiliates and its and their officers, directors, employees, agents, 
representatives, successors and assignees (each an “Indemnitee”) against any 
and all Losses finally awarded by a court or arbitral tribunal or agreed by the 
Indemnitor in settlement arising from: 

(a) subject to Clause 12.4.1, any Third Party Claim that any use by an 
Indemnitee (or any of its Authorised Users), in accordance with any 
Supplement, of materials or Services supplied pursuant to the 
relevant Supplement by the Indemnitor infringes any IPR of a Third 
Party; or 

(b) subject to Clause 12.4.1, where Customer is the Indemnitor, any Third 
Party Claim that any use, other than in accordance with any 
Supplement, by Customer or any Authorised Users of materials or 
Services supplied by Amadeus pursuant to the relevant Supplement, 
infringes any IPR of a Third Party. 

12.1.2 The Indemnitor shall have no liability under the indemnity granted in Clause 
12.1.1 to the extent that any Third Party Claim arises as a result of: 

(a) Modifications made by the Indemnitee or its sub-contractors; 

(b) the Indemnitee’s combination of the Indemnitor’s services, work 
product, software or materials with items not provided for under the 
relevant Supplement; 
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(c) a breach of the relevant Supplement by the Indemnitee; 

(d) a failure of the Indemnitee immediately to use corrections or 
Modifications provided by the Indemnitor offering equivalent 
features and functionality (except where the correction or 
Modification provided by the Indemnitor does not relate to such 
failure); or 

(e) Modifications made on the request of the Indemnitee. 

12.1.3 As a part or full alternative to indemnifying any Indemnitee in accordance 
with Clause 12.1.1(a), Amadeus may, in its sole discretion, perform one or 
more of the following to minimize or eliminate the disturbance to such 
Indemnitee’s business activities, if it becomes aware of any Claim for IPR 
infringement under any Supplement: 

(a) obtain for the Customer the right to continue using any infringing 
Services, materials, equipment or software; or 

(b) modify the item(s) in question so that it is no longer infringing, and 
the Customer shall implement any such Modifications immediately; 
or 

(c) replace such item(s) with a non-infringing replacement item without 
loss of functionality, and the Customer shall implement any such 
replacements immediately; or 

(d) if, having taken the action referred to in one or more of Clauses 12.1.3 
(a), (b) or (c), the infringement has not been brought to an end, cease 
to provide the affected infringing Services or deliverables (or require 
the Customer to cease such use), and if this has a material adverse 
impact on the Services or materials provided, Amadeus shall pay a 
reasonable refund to Customer (and any Dispute relating to such sum 
shall be resolved by an Expert in accordance with the Dispute 
Resolution Procedure), 

and any amounts recoverable pursuant to the indemnity set out in Clause 
12.1.1(a) shall be reduced to the extent that the Losses incurred by the 
Customer are reduced as a result of any of the above actions by Amadeus. 

12.2 Use of the Services 

Customer shall indemnify, defend and hold Amadeus, its Affiliates and their 
respective officers, directors, employees, successors and assignees harmless 
from and against any Third Party Claim in relation to the use of the Services 
by the Customer and Authorised Users or use of their Third Parties’ IPR in 
connection with use of the Services or Amadeus Platform. 

12.3 Employee Claims 

12.3.1 Subject to Clause 12.3.2, the Customer shall indemnify Amadeus, any 
Amadeus Affiliate and any Amadeus Third Party and hold Amadeus, any 
Amadeus Affiliate and any Amadeus Third Party harmless against all Losses 
arising out of any Third Party Claim which arises or is alleged to arise or is 
made against Amadeus and/or any Amadeus Affiliate and/or any Amadeus 
Third Party by or in respect of any employee or former employee of the 
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Customer, any Customer Affiliate or a Former Supplier as a result of the 
application of the Transfer Regulations in connection with the provision of the 
Services (including, without limitation, any claim, action or proceeding in 
relation to the dismissal of such person by Amadeus and/or any Amadeus 
Affiliate and/or any Amadeus Third Party). 

12.3.2 If the contract of employment of any employee of the Customer, any 
Customer Affiliate or Former Supplier is found or alleged to have transferred 
to Amadeus, any Amadeus Affiliate or any Amadeus Third Party by virtue of 
the application of the Transfer Regulations in connection with the provision 
of the Services, Amadeus will notify the Customer within fourteen (14) days 
of becoming aware of such finding or allegation and will procure the 
termination of such person’s employment within twenty-eight (28) days after 
such notification. The costs of any settlements with such Customer’s 
employees will be borne by the Customer.  

12.4 With respect to all Third Party Claims, in respect of which either party has agreed to 
indemnify the other party under the relevant Supplement, the following procedures 
shall apply: 

12.4.1 As soon as practicable after the Indemnitee receives notice of any Third Party 
Claim qualifying for an indemnity under the relevant Supplement, it shall 
notify the Indemnitor. Within thirty (30) days of being so notified (but no later 
than ten (10) days before the date on which any response to a complaint is 
due), the Indemnitor may assume control of the defence and settlement of 
that Third Party Claim by giving a “Notice of Election”. The Indemnitee shall 
provide to the Indemnitor reasonable assistance relating to any Third Party 
Claim at the Indemnitor’s reasonable request and cost. 

12.4.2 The amount due pursuant to the relevant indemnity shall be reduced by the 
extent to which the Indemnitee has made any admissions (save where 
required by court order or governmental regulations), in relation to the Third 
Party Claim, without the prior written approval of the Indemnitor and such 
admissions prejudice the Indemnitor. 

12.4.3 the Indemnitor shall not settle or compromise any Third Party Claim, if such 
compromise or settlement: 

(a) would assert any liability against the Indemnitee or impose any 
obligations or restrictions on such Indemnitee, such as imposing an 
injunction or other equitable relief upon the Indemnitee; or 

(b) does not include the Third Party’s release of the Indemnitee from all 
liability relating to such Third Party Claim. 

12.4.4 If the Indemnitor does not deliver a Notice of Election pursuant to Clause 
12.4.1, fails to defend the Third Party Claim in time, or ceases to defend the 
Third Party Claim, the Indemnitee shall have the right to defend the Third 
Party Claim in such manner as it may deem appropriate. 

12.5 The indemnity in Clause 12.1 is the Indemnitor’s sole obligation and liability under or 
in connection with each Supplement, and the Indemnitee’s sole remedy, in respect of 
Claims by Third Parties relating to infringement of their IPR. 

13. LIMITATION OF LIABILITY 
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13.1 Subject to Clauses 13.2, 13.5 and 13.6, the aggregate liability of each party and its 
Affiliates collectively to the other party and its Affiliates (and, in the case of Customer, 
its Authorised Users) collectively whether arising from contract, tort (including 
negligence), breach of statutory duty, contribution, or otherwise, and regardless of 
the form of the action or the theory of recovery, for all Claims asserted in respect of 
Losses under or in connection with the General Terms and all Supplements, unless 
agreed otherwise in one or more Supplements, shall not exceed a total of 500,000 
Euros (“Liability Cap”). 

13.2 Subject to Clause 13.5, neither party (nor its Affiliates) shall be liable to the other party 
(or to its Affiliates or, where Customer is the other party, to Authorised Users) for the 
following loss and damage (including costs and expenses relating to or arising out of 
such loss and damage) whether arising from contract, tort (including negligence), 
breach of statutory duty, contribution, or otherwise: 

13.2.1 indirect loss, incidental loss, collateral loss or consequential loss; 

13.2.2 exemplary, punitive or special damages; 

13.2.3 lost revenue, profits, contracts business; 

13.2.4 lost anticipated savings; 

13.2.5 lost goodwill or reputation; 

13.2.6 accidental loss or destruction of, or damage to, Amadeus Data or Customer 
Data (as the case may be); 

13.2.7 damage to aircraft hull; 

13.2.8 except as expressly stated in the relevant Supplement, Third Party Claims or 
claims under EC Regulation 261/2004 (or similar Law applicable in other 
countries and/or from time to time in force including in all cases any 
amendment thereto or replacement thereof) for loss or damage or other 
compensation; and/or 

13.2.9 lost management time, 

even if such party (or its Affiliates) has been advised of the possibility of such 
damages or loss. 

13.3 Subject to Clause 13.5, neither party (nor its Affiliates nor, in the case of Customer, 
Authorised Users) may bring proceedings against the other (or its Affiliates) more than 
twelve (12) months after the cause of action (whether in contract, tort (including 
negligence), breach of statutory duty, contribution, or otherwise) arises 

13.4 To the extent that Industry Mandates (e.g. IATA) require Customer to perform any 
primary testing or sign-off of deliverables, Customer agrees that such testing and/or 
sign-off shall not be in reliance on any acts or omissions of Amadeus. To the fullest 
extent permitted by applicable Law, and subject to any express provisions in any 
Supplement to the contrary, Amadeus and its Affiliates shall not be liable to Customer 
or Customer’s Affiliates for any loss or damage (whether arising from contract, tort 
(including negligence), breach of statutory duty, contribution, or otherwise) arising 
out of such reliance or from Customer’s failure to comply with such Industry 
Mandates. 

13.5 Neither party (nor its Affiliates) excludes or limits its liability to the other party (or to 
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its Affiliates or, where Customer is the other party, to Authorised Users) in respect of 
Losses arising in respect of: 

13.5.1 fraud; 

13.5.2 death or bodily injury caused by negligence;  

13.5.3 any liability which by Law cannot be excluded or limited; 

13.5.4 failure of Customer to pay any Charges, termination fees or interest payment 
that is due and owing to Amadeus under any Supplement; 

13.6  Subject to Clause 13.5, all indemnities, shall be limited under the Liability Cap except 
for: 

13.6.1 The indemnity in Clause 8.2.4(c); 

13.6.2 the indemnity in Clause 12.1.1(a), except to the extent that it relates to Claims 
relating to patent infringement (which shall be limited under the Liability 
Cap); 

13.6.3 the indemnity in Clause 12.1.1(b); 

13.6.4 the indemnities in Clause 12.2; 

13.6.5 the indemnities in Clauses 12.3; and 

13.6.6 the indemnities in Clause 18.1; and 

13.6.7 liability pursuant to Clause 13.8; and 

13.6.8 liability pursuant to Clause 8.2.4(c). 

13.7 If a party suffers Losses in respect of which the other party is liable, (including 
pursuant to any obligation to indemnify under any Supplement), the party suffering 
the Losses must use reasonable endeavours to mitigate its loss, cost or expense it 
incurs in relation to any claim or other action (including under an indemnity) which 
would otherwise be recoverable pursuant to the relevant Supplement from the other 
party. 

13.8 At the request of either party (the “First Party”), the other party (the “Second Party”) 
shall, and shall procure that its Affiliates (and, in the case of Customer, the Authorised 
Users) will, execute all deeds and documents in favour of the First Party and its 
Affiliates to enable each of them to enforce the limitations and exclusions in each 
Supplement against the Second Party and its Affiliates (and, in the case of Customer, 
the Authorised Users) directly 

13.9 Customer and Amadeus intend and acknowledge that they have freely and openly 
negotiated each Supplement, including the Charges, with the knowledge that the 
liability is to be limited in accordance with each Supplement (including this Clause 13). 

14. FORCE MAJEURE 

14.1 Neither party shall be liable to the other party or any person for any default or delay 
in the performance of any of its obligations under any Supplement, if and to the extent 
such default or delay is caused, directly or indirectly, by any Force Majeure Event.  
Upon the occurrence and during continuance of a Force Majeure Event affecting 
Amadeus’ ability to provide the Services: 

14.1.1 all amounts payable to Amadeus hereunder shall be equitably adjusted in a 
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manner such that Customer is not required to pay for any Services to the 
extent that it is not provided with the same; 

14.1.2 notwithstanding sub-Clause 14.1.1 above, Customer shall continue to pay 
Amadeus the Charges to the extent that Amadeus continues to provide the 
Services to which the Charges relate; and 

14.1.3 any Dispute with regard to the appropriate adjustment to the Charges to take 
account of the Force Majeure Event shall be promptly escalated in accordance 
with the Dispute Resolution Procedure. 

15. TERMINATION OF THESE GENERAL TERMS AND SUPPLEMENTS 

15.1 Either party may, by giving written notice to the other party, terminate each 
Supplement, in whole, if the other party: 

15.1.1 commits a material breach of the relevant Supplement, which breach is 
capable of being cured and is not so cured within sixty (60) days after notice 
of the breach is received; or 

15.1.2 commits a material breach of the relevant Supplement, which breach is not 
capable of being cured, following sixty (60) days after notice of the breach is 
received.   

15.2 Amadeus may, by written notice, terminate the relevant Supplement with immediate 
effect, if Customer fails to pay Amadeus any Charges under the relevant Supplement 
(regardless as to whether such amounts are disputed or not) for more than sixty (60) 
days after payment is due in accordance with the relevant Supplement and after 
Customer having received a further thirty (30) days’ written notice of its failure to pay. 

15.3 Except where expressly stated in the relevant Supplement, no Supplement may be 
terminated in part under this Clause 15. 

15.4 The effective date of a notice of termination shall not precede the date on which the 
notice is delivered to the other party. 

15.5 Upon termination or expiry of the final subsisting Supplement entered into pursuant 
to these General Terms,each Party shall have the right to terminate these General 
Terms upon thirty (30) calendar days prior written notice to the other Party.  

16. CONSEQUENCES OF TERMINATION 

16.1 Termination or expiry of any Supplement will not prejudice or affect any rights of 
action or remedy of either party that have accrued prior to such termination or expiry. 

16.2 On termination or expiry of any Supplement for whatever reason, each party shall pay 
any amounts owed to the other party in accordance with the relevant Supplement 
and subject to completion of each party’s obligations under the relevant Supplement, 
each party shall, at the other party’s option, return or destroy (where reasonably 
practicable and subject to ongoing use rights necessitating retention of a copy): 

16.2.1 any materials the IPR in which belong to that other party together with all 
copies thereof (unless otherwise agreed between the parties); and 

16.2.2 all documentation in any medium that contains, refers to or relates to the 
other party’s or any of its Affiliates’ Confidential Information. 

16.3 Any provision of any Supplement which contemplates performance or observance 
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subsequent to any termination or expiration of the relevant Supplement shall survive 
any termination or expiration of the relevant Supplement and continue in full force 
and effect. Without prejudice to the generality of the foregoing, the following shall 
survive termination or expiry of each Supplement: 

16.3.1 Clause 7 (Savings Clause); 

16.3.2 Clause 8 (Intellectual Property Rights) (other than Clauses 8.2.3 and 8.3.2);  

16.3.3 Clause 9 (Confidentiality); 

16.3.4 Clause 11.4 (Warranties); 

16.3.5 Clause 12 (Indemnities); 

16.3.6 Clause 13 (Limitation of Liability); 

16.3.7 Clause 14 (Force Majeure); 

16.3.8 Clause 16 (Consequences of Termination); 

16.3.9 Clause 17 (Disputes); and 

16.3.10 Clause 18 (General). 

17. DISPUTES 

17.1 A party claiming that a Dispute has arisen shall notify the other party in writing giving 
details of the Dispute. Each party agrees that it shall continue performing its 
obligations under each Supplement while any Dispute is being resolved, provided that 
this provision shall not operate to extend the Term or prohibit or delay a party’s 
exercise of any right of termination or other remedy permitted under these General 
Terms and/or each Supplement. 

17.2 No arbitration pursuant to Clause 17.4 to 17.5 below shall be commenced in respect 
of any Dispute less than ninety (90) days after notification of such Dispute under 
Clause 17.1 above. During the foregoing period, the parties shall use their reasonable 
endeavours to resolve such Dispute informally in good faith, and for that purpose shall 
escalate their internal considerations in relation to such Dispute as expeditiously as 
reasonably possible and using their respective internal escalation procedures. 

17.3 These General Terms and/or each Supplement, and the performance of any 
contractual or non-contractual obligations related to these General Terms and/or 
each Supplement, shall be governed by and construed in accordance with English law 
without giving effect to the principles thereof relating to conflicts of laws. 

17.4 Any Dispute, controversy or claim arising out of or in connection with these General 
Terms and/or each Supplement or any contractual or non-contractual obligations 
(including any question regarding the existence, validity or termination of this 
Agreement or any Supplement) not resolved by the parties pursuant to Clause 17.2 
above shall be referred to, and finally settled by, arbitration under the Rules of 
Arbitration of the ICC. Such rules are deemed to be incorporated by reference into 
these General Terms and/or each Supplement once this clause is invoked (to the 
extent that those rules, or individual articles within those rules, are valid and 
enforceable under national law, and where any individual article is deemed to be 
invalid or unenforceable it shall be severed and the remaining articles shall subsist). 

17.5 The arbitration shall be conducted by a tribunal consisting of three (3) arbitrators, and 
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each of the parties shall have the right to nominate one of these arbitrators, such 
nominations to be made within thirty (30) Working Days of referral of the Dispute to 
arbitration. The third arbitrator (who shall serve as the chairman of the tribunal) shall 
be nominated by agreement between the two (2) party-nominated arbitrators within 
twenty (20) Working Days of the confirmation of the appointment of the second of 
them by the ICC. Failing such agreement, this third arbitrator shall be appointed by 
the ICC court in London. The place of arbitration shall be in London, United Kingdom. 
The language of the arbitration shall be English. Judgment on the award rendered by 
the arbitrators may be entered in any court of competent jurisdiction. 

17.6 Nothing in the General Terms and/or any Supplement shall prevent either party from 
seeking any interlocutory or injunctive relief or other equitable remedy in any 
jurisdiction pending resolution of a Dispute. 

18. GENERAL 

18.1 Export Control and Sanctions Laws 

Each party will comply with any Export Control and Sanctions Laws applicable to it. 

If after the Effective Date, the provision or use of the Services constitutes an actual or 
probable (in the reasonable opinion of Amadeus) breach of any Export Control and 
Sanctions Laws, applicable to Amadeus or its subcontractors, Amadeus shall have the 
right to suspend or prevent the provision of the affected Services and this will 
constitute a Savings Event. 

Customer agrees that Export and Sanctions Control Laws govern the use of Services 
(including technical data), and Customer agree to comply with all such Export Control 
Laws (including “deemed export” and “deemed re-export” regulations). Customer 
agrees that no data, information, software programs and/or materials resulting from 
Services (or direct product thereof) will be exported, directly or indirectly, in violation 
of these laws, or will be used for any purpose prohibited by these laws. Furthermore 
Customer acknowledge that in some cases the Services might be designed with 
capabilities for the Customer or its Authorised Users  to access the Services without 
regard to geographic location. In such cases Customer and Authorised User is solely 
responsible for compliance with export control with regards to the access to the 
Services from different geographic locations. 

Customer shall indemnify Amadeus against all losses, liabilities, costs and expenses 
suffered or incurred by Amadeus and its Affiliates in connection with Customer’s 
and/or its Affiliates’ and/or Authorised Users’ breach of Export Control and Sanctions 
Laws. 

18.2 Unless otherwise expressly agreed, neither party may assign the benefit or burden of 
these General Terms and/or any Supplement (or any part thereof) without the other 
party’s prior consent (which shall not be unreasonably withheld or delayed). Each 
party (“Assignor”) may assign the benefit and burden of these General Terms and all 
Supplements to: (a) its Affiliate; or (b) an entity which acquires Control of the Assignor, 
into which the Assignor is merged or which acquires the assets of the Assignor (each 
of the parties referred to in (a) and (b) shall be referred to as the “Assignee”), provided 
in each case that: (i) such Assignee does not have a lower credit rating than the 
Assignor; (ii) such assignment does not amend or alter the substantive obligations 
under these General Terms and/or the relevant Supplement[s]; and (iii) where the 
Assignor is Customer, provided that the Assignee is not a material competitor or an 
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Affiliate of a material competitor to Amadeus in the travel distribution and IT business, 
nor in negotiations or has entered into an IT service agreement with Amadeus for 
similar services to the Services (respectively) contracted with Customer. The Assignor 
shall, where reasonably practicable, give not less than thirty (30) days’ notice of such 
assignment to the other Party. 

18.3 Amadeus may transfer its right to receive payments due from Customer under each 
Supplement to certain financial entities, at any time during the Term, without any 
notice to Customer. This factoring arrangement, if activated, will not affect in any 
manner the payment process hereunder as, in the event of such transfer, Amadeus 
shall act as collecting agent for such financial entities for all payments receivable 
under any Supplement. 

18.4 These General Terms and each Supplement constitute the complete and exclusive 
statement of agreement and understanding between the parties in respect of their 
subject matter and supersede and extinguish all prior contemporaneous proposals, 
understandings, agreements, or representations, whether oral or written with respect 
to the subject matter thereof.  Customer acknowledges and agrees that no 
representations were made prior to entering into these General Terms and/or any 
Supplement and that, in entering into these General Terms and/or any Supplement, 
it does not rely on, and shall have no remedy in respect of, any oral or written 
statement, representation, warranty or understanding (whether negligently or 
innocently made) of any person (whether party to the relevant Supplement or not) 
other than as expressly set out or referred to in these General Terms and/or the 
relevant Supplement and waives all rights and remedies which might otherwise be 
available to it in respect thereof.  For the avoidance of doubt and as set out in Clause 
13.5 above, nothing in these General Terms and/or any Supplement shall exclude or 
limit Amadeus’ liability for fraudulent misrepresentations.  Without prejudice to the 
provisions of this clause, the only remedy available to Customer and Authorised Users 
for breach of these General Terms and/or any Supplement shall be for breach of 
contract under and subject to the terms of these General Terms and/or the relevant 
Supplement.  The rights and remedies of Customer and Authorised Users provided for 
in these General Terms and/or each Supplement are to the exclusion of all other rights 
and remedies at law. 

18.5 No amendment, modification or change of these General Terms and/or any 
Supplement, including with respect to this clause, shall be valid unless in writing and 
signed by an authorized representative of both parties.  This Clause 18.5 shall not 
apply to any changes which are addressed in and agreed through the Change Control 
Procedure. 

18.6 All notices, notifications, requests, demands or determinations required or provided 
pursuant to these General Terms and/or each Supplement shall be in writing and may 
be sent in hard copy in the manner specified in this clause, by e-mail transmission 
(where receipt is acknowledged by the recipient) or by facsimile transmission (with 
acknowledgment of receipt from the recipient’s facsimile machine) to the addresses 
set forth on the Front Page. 

18.7 Either party may from time to time change its address or designee for notification 
purposes by giving the other party prior notice of the new address or designee and 
the date upon which it shall become effective. A notice shall be deemed to have been 
properly delivered to the recipient: 
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18.7.1 where delivered by hand, at the time of delivery; 

18.7.2 where delivered by post, three (3) Working Days after posting; 

18.7.3 where delivered by e-mail transmission, at the time that receipt of the e-mail 
is acknowledged by the recipient; and 

18.7.4 where delivered by facsimile transmission, at the time that the sender’s 
facsimile machine receives the acknowledgement of receipt from the 
recipient’s facsimile machine. 

18.8 Amadeus, in furnishing the Services to Customer hereunder, is acting as an 
independent contractor. Amadeus shall be Customer’s sole point of contact regarding 
the Services.  Customer, in procuring rights to use and access the Services from 
Amadeus hereunder, is acting as an independent party.  The relationship of the parties 
under these General Terms and/or each Supplement shall not constitute a 
partnership, agency or joint venture for any purpose.  Amadeus is not an agent of 
Customer and has no right, power or authority, expressly or impliedly, to represent or 
bind Customer as to any matters except as expressly authorized in any Supplement. 

18.9 In the event that any provision of these General Terms and/or any Supplement 
conflicts with the Law under which the these General Terms or the relevant 
Supplement is to be construed, or if any such provision is held invalid or unenforceable 
by a court or other tribunal with jurisdiction over the parties, such provision shall be 
deemed to be restated to reflect as nearly as possible the original intentions of the 
parties in accordance with applicable Law. 

18.10 The remaining provisions of these General Terms and/or the relevant Supplement and 
the application of the challenged provision to persons or circumstances other than 
those as to which it is invalid or unenforceable shall not be affected thereby, and each 
such provision shall be valid and enforceable to the full extent permitted by Law. 

18.11 Except where expressly provided in these General Terms and/or any Supplement as 
being in the sole discretion of a party, where agreement, approval, acceptance, 
consent, confirmation or similar action by either party is required under these General 
Terms and/or any Supplement, such action shall not be unreasonably delayed or 
withheld. An approval or consent given by a party under these General Terms and/or 
any Supplement shall not relieve the other party from responsibility for complying 
with the requirements of these General Terms and/or the relevant Supplement, nor 
shall it be construed as a waiver of any rights under these General Terms and/or the 
relevant Supplement, except as and to the extent otherwise expressly provided in 
such approval or consent. 

18.12 A waiver by either of the parties hereto of any of the obligations to be performed by 
the other under these General Terms and/or any Supplement or any breach thereof 
shall not be construed to be a waiver of any succeeding breach thereof or of any other 
obligation herein contained. All waivers shall be in writing and signed by the party 
waiving its rights. 

18.13 Subject to Clause 18.14 below, neither party shall use the other party’s name, trade 
name, logo or mark or refer to either party directly or indirectly in any advertisement, 
media release, public statement or announcement or public disclosure relating to 
these General Terms and/or any Supplement, the Services or the relationship of the 
parties, including in any promotional or marketing materials, customer lists or 
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business presentations, without the prior consent of the other party to each such use 
or release, except as otherwise required by applicable Law.  

18.14 Notwithstanding the provisions of Clause 18.13, Customer hereby authorises 
Amadeus to, publicly disclose that Customer is a customer of Amadeus (e.g. in 
customer list, commercial proposals, sales presentations, conferences etc.), and 
details of the Services provided to Customer (including which Services it uses) and use 
Customer’s and its Affiliates brands and logos in connection with such disclosures. In 
addition, Customer consents to Amadeus’ right to use Customer’s name, logo, service 
mark and/or trademark, as updated from time to time, in Amadeus products and 
services. Amadeus acknowledges and agrees that all proprietary, intellectual property 
and any other rights in and to Customer’s name, logo, service mark and/or trademark 
are the sole and exclusive property of Customer. 

18.15 Each party agrees that, subsequent to the execution and delivery of these General 
Terms and/or each Supplement and without any additional consideration, each party 
shall execute and deliver any further legal instruments and perform any acts that are 
or may become necessary to give effect to these General Terms and/or the relevant 
Supplement. 

18.16 The parties confirm that it is their wish that these General Terms and/or each 
Supplement, as well as other documents relating thereto, including notices, have 
been and shall be drawn up in English only. 

18.17 These General Terms (including any Supplement entered into pursuant to these 
General Terms) do not create any rights or benefits enforceable by any person not a 
party to it (within the meaning of the Contracts (Rights of Third Parties) Act 1999. 
Authorized Users are not owed a duty of care directly by Amadeus.  

18.18 This Agreement may be executed in any number of counterparts, and this has the 
same effect as if the signatures on the counterparts were on a single copy of the 
Agreement. Each Party agrees that a digital, electronic or facsimile copy and/or a copy 
of this Agreement printed from an electronic file shall be admissible in any legal 
proceeding as evidence of the contents and its execution by the Parties in the same 
manner as an original document. Each Party expressly waives any right to object to its 
introduction as evidence, including without limitation based on the best evidence 
rule. 
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SCHEDULE 1 – GENERAL DEFINITIONS 
 

1. INTERPRETATION 

Unless expressly stated otherwise, the following rules of interpretation will apply in these General 
Terms and/or each Supplement (including all documentation incorporated therein): 

1.1 words suggesting the singular include the plural, and vice versa; 

1.2 words suggesting any gender include all other genders; 

1.3 headings used in these General Terms and/or each Supplement are for ease of reference only 
and will not affect the interpretation of these General Terms and/or the relevant Supplement; 

1.4 references to any schedule, attachment, instrument, agreement or other document are to 
that schedule, attachment, instrument, agreement or other document as amended, 
supplemented, varied or replaced from time to time; 

1.5 use of the words ‘includes’ or ‘including’ (and their derivatives) means includes or including, 
without limitation; 

1.6 a reference to any body is: 

1.6.1 if that body is replaced by another organization, deemed to refer to that organization; 
and 

1.6.2 if that body ceases to exist, deemed to refer to the organization which most nearly or 
substantially serves the same purposes as that body; 

1.7 references to any statute, enactment, order, regulation or other similar instrument  shall be 
construed as a reference to the statute, enactment, order, regulation or instrument as 
amended by any subsequent statute, enactment, order, regulation or instrument, or as 
contained in any subsequent enactment thereof; 

1.8 references to Clauses are to clauses of these General Terms or a Supplement as indicated, 
references to Schedules are to schedules to the General Terms, references to Sections are to 
sections of a Schedule or an Attachment to a Supplement as indicated, and references to 
Attachments are to attachments to a Supplement; 

1.9 references to a person or entity shall include references to individuals, bodies,  corporate 
entities, unincorporated associations, partnerships and any other entity having legal capacity;  

1.10 italicised words denote the name of a system, service, process or document, for ease of 
reference (e.g. “Post-Implementation Test environment” or “PDT”); and 

1.11 references to a party or the parties is a reference to either or both of Customer and Amadeus 
(or either of their permitted successors or assigns) as the context requires. 
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2. DEFINITIONS  

“Abuse” includes: 
(a) improper record of or access of the Amadeus Platform or the 
Services; 
(b) training any Third Party in the use of the Amadeus Platform or 
the Services without Amadeus’ written consent; 
(c) misuse of the access to the Amadeus Platform or the Services 
granted by Amadeus under the terms each Supplement; and 
(d) any use of the Amadeus Platform or the Services which causes 
or is reasonably likely to cause technical problems, damage, 
degradation or interruption of which in any way negatively impacts 
the performance of services provided to other users of the Amadeus 
Platform or the Services. 

“Acquired Rights 
Directive” 

means the Acquired Rights Directive (Council Directive (77/187/EEC) 
and amending Directive 98/50/EC). 

“Affiliate(s)” means, with respect to each party, any other company or person that, 
directly or indirectly, Controls, is Controlled by or is under common 
Control with such party.   

“Airline” has the meaning given to it in the respective Supplement.  

“Airline Customer” means an airline that is serviced by Customer. 

“Airport” means the airport infrastructure, which shall be determined and listed 
in the Supplement in relation to the Services. 

“Airport Core Rooms” Means the Airport location containing IT equipment including the Pont 
of Demarcation. 

“Amadeus Central Sites” Means Amadeus entities located in Erding, Germany and Nice, France. 

“Amadeus Data” means all data and information generated, processed, received, 
inputted, provided or stored by Amadeus (including in the Amadeus 
Platform) in electronic or hardcopy format, and whether or not 
relating to its own or its Affiliates’ or customers’ or business partners’ 
operations, facilities, passengers, personnel, assets and programs, in 
whatever form that information may exist. It includes Amadeus 
Performance Data, Amadeus Systems Level Data, and any Third Party 
Data relating to any of the foregoing. 

“Amadeus Data Centre” means any of the computer operations centers, including any public, 
private, or hybrid cloud (or other infrastructure),  where Amadeus 
operates all or part of the Application Services. 

“Amadeus Help-Desk” means the help-desk support services provided by Amadeus to the 
Customer and described in Section “Amadeus Help Desk Services” of 
Schedule 4 - Operational & Delivery Principles. 

“Amadeus IPR” means the IPR in any software, documentation, database or 
information used or developed by or on behalf of Amadeus in the 
provision of the Services or in fulfilment of these General Terms 
and/or each Supplement, including: 
(a) the Amadeus Platform; 
(b) the Customer Specific Requirements and the Gap 
 Developments (where applicable); 
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(c) any other software developments produced by  Amadeus, 
including Private Developments; 
(d) Amadeus’ Confidential Information; and 
(e) Amadeus Data. 

“Amadeus Network” means the telecommunications network which Amadeus presently or 
hereafter leases, operates, contracts for the operation of, to enable 
the transmission of messages or communications by Amadeus as 
agreed in the relevant Service Delivery Model under each Supplement. 

“Amadeus Pass-Through 
Costs” 

means costs charged by Amadeus to Customer in connection with the 
management of Customer’s contractors by Amadeus and calculated in 
accordance with Paragraph 5 of Schedule 3 - Charging Principles. 

“Amadeus Performance 
Data” 

means robot measurement data of Customer’s usage of the Amadeus 
Platform, Customer user system logging based data, incident records, 
problem tracking records, incident management reports, problem 
management reports and similar data relating to Amadeus Platform or 
Service performance measurement. 

“Amadeus Platform” means the combination of networks, terminals, systems and servers, 
and associated infrastructure, including any hardware, software, and 
tools, which are operated and/or controlled by Amadeus (usually 
hosted within Amadeus Data Center(s)), and used by Amadeus to 
provide the Services to Customer (and also to other customers). 

“Amadeus Systems Level 
Data” 

means network error messages and messages generated by network 
monitoring tools such as “ping” used to test correct operation of the 
Amadeus Platform at a system level, irrespective of customer identity. 

“Amadeus Third Parties” means Third Parties who are engaged by Amadeus to provide goods 
or services to it. 

“API” means application programming interface products. 

“Application Services” means the application services, as further described in each 
Supplement, for implementation and operation over the Production 
Environment, the Training Environment and the Test Environment, 
and which may be developed (including by the addition of Community 
Developments, Gap Developments and Private Developments) 
amended or extended through the Change Control Procedure 
(including the Change Management Process), excluding any Third 
Party Solutions. 

“Authorised User” means the individuals or other legal persons who are designated as 
such in the relevant Supplement. 

“Blended Man Day Rate” means a blended Man Day Rate as set out in  the applicable 
Supplement. 

“Business Rules” means the set of rules/parameters provided to Customer as part of 
the Application Services through which Customer defines certain 
processes or modules of the Application Services (e.g. set up and 
modification). 

“Change(s)” has the meaning set out in the Change Control Procedure. 

“Change Control 
Procedure” 

means the procedure for agreeing Changes to each Supplement and 
documents incorporated therein, as set out in Clause 5 of the General 
Terms.  
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“Change Management 
Process” or “CMP” 

means the lower level process(es) for agreeing CMP Changes as 
further described in the Change Control Procedure. Such processes 
may be updated by Amadeus from time to time. 

“Change Management 
Process Change(s)” or 
“CMP Changes” 

means one or more of the following Changes (each a “Change 
Management Process Change” or “CMP Change”) which will not result 
in an amendment to the drafting of any Supplement: (a) a Change to 
the functionality underlying the Services; 
(b) a change to the Implementation Services or Baseline Plan; (c) the 
provision of additional Man Days if beyond agreed scope; 
(d) the implementation of operational or procedural changes 
contemplated expressly under each Supplement (e.g. restoration of 
the Amadeus’ system due to Customer’s action or lack of action such 
as failure to inform of significant increase in resource or capacity 
required by Customer); or 
(e) as otherwise described as a CMP Change. 

“Chargeable Time” means time spent by Amadeus Personnel on Services which are agreed 
to be charged on a Time and Materials basis, as recorded on Amadeus’ 
internal reporting system. For clarity, such time excludes time spent 
on the following activities: vacation, sick or other leave days, 
administration and internal management time, general training, but 
includes travel. 

“Charges” means the costs, fees and expenses payable by Customer to Amadeus 
under and pursuant to each Supplement, as set out in the relevant 
Supplement. 

“Claim” means any claim, demand, proceeding, or other action.   

“Community” means the group of Amadeus customers which use the Application 
Services of the Amadeus Platform.  

“Community 
Developments” 

means development projects initiated and funded in accordance with 
the Principles of Community Governance.  

“Confidential 
Information” 

means these General Terms, each Supplement and the terms thereof, 
all information of a party or its Affiliates marked “confidential”, 
“restricted” or “proprietary” by either party or its Affiliates, and any 
other information of a party or its Affiliates that is treated as 
confidential by the disclosing party and would reasonably be 
understood by the receiving party to be confidential, whether or not 
so marked, including: 
(a)  any software or components provided by either party 
 under any Supplement for the purposes of receiving  the 
Services; 
(b) any software, components or other products and 
 services, the provision of which is under discussion 
 between the parties during the Term (including in 
 connection with any pilot or similar arrangement); 
(c) attorney or solicitor-client privileged materials or work 
 product; and/or 
(d) Customer information, Customer pricing, strategic plan, 
 account information, research information, trade 
 secrets, financial/accounting information, human 



Letisko M. R. Štefánika – Airport Bratislava, a. s. (BTS)   

 

 

Airport IT Services Agreement  
General Terms and Schedules  

25 
 

CONFIDENTIAL & RESTRICTED 

 resources and personnel information, internal or 
 external audits, lawsuits. 

“Contract Change” means an amendment or addition to or deletion from the terms of 
these General Terms, the Schedules or each Supplement. 

“Control” means, with respect to an entity, the possession, directly or indirectly, 
of the power or right to direct or cause the direction of the 
management or policies of entity, whether through the ownership of 
share capital and/or voting securities, by contract or otherwise, it 
being understood that beneficial ownership of over fifty (50) per cent 
or more of the voting securities of another person shall in all 
circumstances constitute control of such other person and 
“Controlled” and “Controlling” shall be construed accordingly.  

“CUSS” means common user self-service airport industry standard used in 
connection with kiosk check-in. 

“Customer” has the meaning set out in the Front Page. 

“Customer Data” means all data (other than Personal Data) and information generated, 
inputted or stored in the Amadeus Platform as a result of the Services 
and relating specifically to Customer or its Authorised User(s), and its 
or their operations, facilities, personnel, assets and programs in 
whatever form that information may exist and be processed through 
the Services, excluding:  
(a) Amadeus Performance Data;  
(b) Amadeus Systems Level Data;  
(c) Amadeus Data; and 
(d) Third Party Data. 

“Customer Impacted 
Systems” 

means any Customer Systems that will connect to the Amadeus 
Platform with effect from Cutover to the Application Services. 

“Customer IPR” means IPR generated or provided by Customer, excluding Amadeus 
IPR.  

“Customer Premises 
Equipment” or “CPE” 

 means a router equivalent placed at the Airport that is used to provide 
the  telecommunication service. 

“Customer Specific 
Requirements” 

means Customer’s specific design, development and implementation 
requirements, documented and agreed by the parties as Business 
Requirement Documents and Technical Requirement Documents in 
accordance with Schedule 2 - Implementation Principles, as amended 
through the Change Control Procedure. 

“Customer System” means those IT systems operated and controlled by or on behalf of 
Customer or any Authorised User and used to provide services to 
customers. 

“Customer Third Parties” means Third Parties who are engaged by Customer or any Authorised 
User to provide goods or services to any of them. 

“Cutover” means, with respect to the Application Services, the earlier of the date 
on which Customer commences to use the Application Services 
following migration to the Application Services and the date on which 
the Application Services are available in the Production Environment 
for use by Customer following migration to the Application Services, 
unless otherwise defined in any Supplement. 
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“Cyber Crime” any crime that involves a computer, a network, or the internet, 
including computer-related extortion, fraud and forgery,  and 
unauthorised access to or interference with data, identity theft, 
software and media piracy, web-site vandalism, release of Viruses and 
worms, (distributed) denial of service attacks, invasion of privacy, 
cyber-spying and illegal hacking. 

“Data Processing 
Subcontractor” 

means any Processor engaged by Amadeus in the processing of 
Personal Data. 

“Data Protection 
Legislation” 

means all applicable laws and regulations relating to the processing of 
Personal Data and privacy including the GDPR and the laws and 
regulations implementing or made under them and any amendment 
or re-enactment of them. 

“Data Subject” 
means an identified or identifiable natural person. 

 

“Development” means any Gap Development, Private Development or any other 
software development created by Amadeus or its Personnel pursuant 
to a Supplement. 

“Development Services” means services provided by Amadeus to Customer relating to the 
creation of any Development.  

“Dispute” means a dispute, difference, disagreement or question relating to the 
Services, General Terms or any Supplement including to the 
performance of any obligation under the General Terms or the 
relevant Supplement or any non-contractual obligation arising from or 
connected with the Services, the General Terms or  any Supplement.  

“Dispute Resolution 
Procedure” 

means the procedure for resolving Disputes, as set out in Clause 17 of 
the General Terms. 

“ECA Calculation” means the method for calculating the Economic Change Adjustment 
to various types of Charges as described in the Charging Principles. 

“Economic Change 
Adjustment” or “ECA” 

means the adjustment applicable to various types of Charges, as 
described in the Charging Principles, and calculated in accordance with 
the ECA Calculation. 

“Economic Change 
Index” 

means the September estimate of the full year unadjusted “Towers 
Watson index” for IT labor costs published by Towers Watson (or any 
successor thereto), weighted as follows: 
(a) France - sixty per cent (60%); 
(b) United Kingdom – twenty per cent (20%); and 
(c) Germany – twenty per cent (20%). 
or any successor index thereto notified by Amadeus.  

“Effective Date” means the date specified as such on the Front Page. 

“End of Project” has the meaning given in each Supplement. 

“End-User Help-Desk” means a trained help-desk that provides help desk services for the 
Customer’s End Users as set out in Section “End User Help-Desk 
Services” of Schedule 4 - Operational & Delivery Principles. 

“Euro”, “EUR” and “€” each means the lawful currency of the member states of the European 
Union that adopt the single currency in accordance with the Treaty on 
the functioning of the European Union (means the Treaty establishing 
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the European Community signed in Rome on 25 March 1957, as 
amended, from time to time including by the Treaty on the European 
Union, signed in Maastricht on 7 February 1992, the Treaty of 
Amsterdam, signed in Amsterdam on 2 October 1997, the Treaty of 
Nice, signed in Nice on 26 February 2001, and the Treaty of Lisbon, 
signed in Lisbon on 13 December 2007). 

“Expert” means an expert appointed in accordance with the Dispute Resolution 
Procedure. 

“Export Control and 
Sanctions Law” 

means (a) any law or regulation restricting import, export, re-export, 

transfer, transit or release of equipment, commodities, software, 

technology or technical data of any relevant country, including the 

United States Export Administration Regulations, the United States 

International Traffic in Arms Regulations and Council Regulation (EC) 

No. 428/2009 of 5 May 2009 on dual-use items; and (b) any economic 

sanctions administered by the UN Security Council, the European 

Union, the United Kingdom, the Office of Foreign Assets Control of the 

U.S. Department of Treasury or other relevant sanctions authority. 

“Force Majeure Event” means any act of God, natural disasters (e.g., fire, flood, earthquake, 
elements of nature), hostilities, acts of terrorism or crime including 
Cyber Crime, riot, explosion, sabotage, acts of government, change of 
Law and lock-outs and/or industrial disputes (to the extent that such 
lock-outs and/or industrial disputes do not arise solely in relation to 
the affected party’s own personnel), or any other cause beyond the 
reasonable control of either party including, in the case of Amadeus, 
its subcontractors. 

“Former Supplier” means any person who, prior to Amadeus, any Amadeus Affiliate 
and/or any Amadeus Third Party, provided to the Customer or any 
Customer Affiliate any solution or services the same as or similar to 
the Services or part of the Services. 

“Front Page” means the front page of these General Terms. 

“Gap Development” means all the technical and functional modifications and additions 
made to the Amadeus Platform and the Application Services prior to 
Cutover in order to meet any Customer Specific Requirements. 

“General Data 
Protection Regulation” 
or “GDPR” 

means regulation EU 2106/679/EC on the protection of natural 
persons with regard to the Processing of Personal Data and on the free 
movement of such data and repealing Directive 95/46/EC. 

“General Terms” has the meaning set out on the Front Page. 

“Graphical User 
Interface” or “GUI” 

means an interface allowing people to interact with a computer 
system which uses graphical icons or visual indicators along with text. 

“ICC” means the International Chamber of Commerce. 

“Implementation Fee” means a fee payable by Customer to Amadeus for the services 
rendered by Amadeus to Customer during the Implementation Phase, 
as set out in the relevant Supplement. 

“Implementation 
Services” 

means the services set out in the Schedule 2 - Implementation 
Principles as further detailed in the relevant Supplement. 

“Incident” means any event that is not part of the standard operation of a service 
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and that causes, or may cause, an interruption to, or a reduction in, 
the quality of the Services. 

“Incident Record” or “IR” 
or “PTR” 

means the Amadeus record of each Incident. 

“Incident, Problem and 
Change Management 
System” 

means the Amadeus’ system that facilitates the execution of the 
operating procedures described in Schedule 4 - Operational & Delivery 
Principles. 

“Industry Mandate(s)” means the industry mandates published from time to time by IATA or 
ATA. 

“Initial Term” has the meaning given in each Supplement. 

“Instructions” means the Services as described in the Agreement shall be considered 
to be instructions of the Customer to Process Personal Data. 

“Intellectual Property 
Rights” or “IPR” 

means any and all patents, utility models, registered and unregistered 
trade and service marks, registered designs, rights in unregistered 
designs, trade and business names, rights in domain names, copyrights 
and moral rights, rights in any object code or source code, database 
rights, rights in inventions, know-how, trade secrets and other 
Confidential Information, and all other intellectual property rights of a 
similar or corresponding character, whether or not registered or 
capable of registration and whether subsisting in any country, territory 
or part of the world together with all or any goodwill relating thereto. 

“Internet Service 
Provider” or “ISP” 

means the third party internet service company who has been 
appointed  by the Airport to provide the internet service to the 
Terminating PoP in Erding. 

“IP” or “IPSec” means the protocol used to communicate. 

“IPSec VPN Tunnel” means a virtual private network used to provide secure 
communication over the public internet between two geographical 
points. In this case one geographical point is the Terminating PoP at 
the Amadeus Data Centre and the other geographical point is the  
Airport core room.  

“Law” means: 
(a) any statute (including an implemented European 
 directive), regulation, by-law, ordinance or subordinate 
 legislation in force from time to time to which a party is 
 subject; or 
(b) any binding court order, judgment or decree; 
and “Legal” shall be interpreted accordingly. 

“Liability Cap” means, where applicable, the cap upon each party’s liability as set out 
in the Special Conditions of the relevant Supplement. 

“Losses” means all losses, liabilities and damages and all related costs, expenses 
and payments made to third parties (including legal fees and 
disbursements and costs of investigation, litigation, settlement, 
judgment, interest and penalties). 

“Man Day Rate” means the rate applicable to the Man Days as set out in the applicable 
Supplement and referenced in Schedule 3-Charging Principles. The 
parties may agree this rate to be on the basis of a Blended Man Day 
Rate. 
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“Man Day” means the Chargeable Time spent during one day.  

“Man Year” means two hundred and ten (210) Man Days. 

“Modify” means to add to, enhance, reduce, change, replace, vary, derive, 
improve or combine with other systems or software or materials 
which do not form part of the Services, and “Modified” and 
“Modification” (and their grammatical variants) shall be construed 
accordingly. 

“Native Airport” means that the Customer will use the Amadeus application in a 
standard environment. The Airport has no CUTE environment in this 
case. 

“Native Environment” means that the Customer will use the Amadeus application in a 
standard environment without the requirement to use CUTE 
middleware. The Airport could have a CUTE environment, but the 
Customer will not use the CUTE environment of the Airport in this 
case.  

“Ongoing Services” means the relevant services provided by Amadeus as described in 
Schedule 4 - Operational & Delivery Principles, as determined in 
accordance with the Service Delivery Model, including such other 
services related to the provision of the Solution in accordance with the 
terms of the Supplement. 

“Other Costs” means the following costs payable in addition to Termination Fees as 
set out in each Supplement: 
(a) Amadeus staff redundancy costs caused by the  termination; 
(b) breakage costs which include any dedicated third party 
 contracts (software development and support, networks, 
 hardware leasing and maintenance, buildings or 
 premises) which Amadeus has to terminate due to the 
 termination; and 
(c) staff relocation to their normal place of work, if any 
 Amadeus staff, contractors or consultants are assigned  to 
client sites or specific locations. 

“Out-of-Scope System” means any of Customer’s or any Authorised User’s systems which is or 
are not part of the Services, but which might interact with either or 
both of them, as may be set out in the relevant Supplement. 

“Passenger” means a natural person using or intending to use transportation 
services. 

“Per Diem” means a daily living allowance as determined in accordance with 
Schedule 3 - Charging Principles (Section 6.3.3). 

“Personal Data” means any information that relates to an identified or identifiable 
living individual. 

“Personal Data Breach” 
means a breach of Amadeus’ security commitments set out in this 

Agreement leading to the accidental or unlawful destruction, loss, 

alteration, unauthorised disclosure of, or access to Personal Data 

transmitted, stored or otherwise Processed by Amadeus in connection 

with this Agreement. 
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“Personnel” means the employees, officers, directors or contractors of an entity, 
and in case of Amadeus, including of its Affiliates. 

“PNR” means a passenger name record containing all segments and other 
travel-related elements of a flight booking. 

“Point of Demarcation” 
or “PoD” 

means a physical location, where Amadeus and Customer 
interconnect their networks. This demarcates the boundary where 
Amadeus provides the Application Services to Customer and where 
Amadeus’ responsibility for the Application Services ends, except as 
otherwise agreed. This location is as specified in Schedule 4 - 
Operational & Delivery Principles or any other location as agreed 
between Amadeus and Customer in the Supplement or in accordance 
with the Change Control Procedure. 

“Principles of 
Community 
Governance” 

means the then current rules which govern the process through which 
the Community participates in the evolution of the Application 
Services. 

“Private Developments” means development initiatives funded by Customer relating to the 
Application Services following Cutover, agreed in accordance with the 
Change Control Procedure. 

“Problem” means the unknown underlying cause of one or more Incidents,  
identified through a root cause analysis.  

“Process” or 
“Processing” 

of Personal Data means the use, collection, storage, Processing, 
modification, transfer, blocking or erasure of Personal Data by 
Amadeus on behalf of Customer.   

“Production 
Environment” 

means the system environment within the Amadeus Platform which is 
accessible by Customer starting with the Cutover  for the purpose of 
accessing and using the Services. 

“Proprietary Items” means, collectively, Amadeus IPR and other software and proprietary 
items belonging to Amadeus or its Affiliates. 

“Renewal Term” means the period by which the Supplement Term is extended or 
renewed by agreement or otherwise in accordance with the relevant 
Supplement following the Initial Term or the immediately preceding 
Renewal Term (as the case may be). 

“Residual Information” means knowledge, ideas, concepts, techniques and know-how 
ascertained in connection with any Supplement. 

“Savings Event” means:  
(a) the wrongful or tortious actions or omissions (including wilful 

and negligent misconduct) of Customer or any Authorised 
User, subcontractor, supplier, agent or employee of Customer 
or any Customer Third Party; 

(b) the failure of Customer or any Authorised User (including their 
respective Personnel) to perform their obligations under  any 
Supplement including completing a Milestone; or 

(c) any other circumstances expressly set out in any Supplement 
or this Agreement as giving rise to the application of Clause 7 
of the General Terms. 

“Service Delivery Model” means the matrices set out in Attachment 4 – Service Delivery Model 
to the relevant Supplement. 
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“Services” means the Implementation Services, the Application Services, the 
Ongoing Services and the Termination Assistance Services, as further 
described in each Supplement. 

“Severity Level” means the categorisation of any issues with the Amadeus Platform or 
the Services based on the potential impact of the problem to 
Customer. 

“Severity” means the categorisation of any functional or technical issues with the 
Amadeus Platform or the Services provided by Amadeus and based on 
the operational impact of the problem to Customer. 

“Skill Set Specific Man 
Day Rates” 

means the Man Day Rates defined as such in Schedule 3 - Charging 
Principles. 

“Solution” has the meaning given in a Supplement. 

“Special Conditions” means the terms and conditions which are set out under the heading 
“Special Conditions” in the relevant Supplement. 

“Specifications” means the document produced by Amadeus to define the Gap 
Development required to the Application Services in order to meet a 
Customer Specific Requirement. 

“Successor Supplier” means the entity or entities (which may include the Customer or any 
of the Customer’s Affiliates) succeeding Amadeus in the provision or 
operation of a solution or services the same as or similar to the 
Services or part of the Services. 

“Supplement” means the contract documentation agreed by the parties in relation 
to the Services to be provided by Amadeus to Customer which 
references these General Terms. 

“Supplement Effective 
Date” 

means the date specified as such on the Supplement Front Page. 

“Supplement Front 
Page” 

means the front page of the relevant Supplement. 

“Supplement Term” means the Initial Term and the Renewal Term (if any), and any 
Termination Assistance Period, of the relevant Supplement. 

“Technical Requirement 
Documents” 

means Customer’s documented technical requirements as further 
described in Schedule 2 – Implementation Principles.  

“Term” means the period starting on and from the Effective Date and ending 
on the date when the General Terms are terminated or expire. 

“Termination Assistance 
Charges” 

means the Charges set out in Schedule 3 – Charging Principles and 
Attachment 3 (Charges) to each Supplement payable by Customer for 
the provision by or on behalf of Amadeus of Termination Assistance 
Services.  

“Termination Assistance 
Period” 

means the agreed period during which Amadeus shall provide 
Termination Assistance Services. 

“Termination Assistance 
Services” 

means the services requested by Customer and provided by Amadeus 
in relation to the migration from the Services, as agreed between the 
parties. 

“Termination Fees” means the fees payable to Amadeus in respect of termination of a 
Supplement as further described in each Supplement.  

“Terminating PoP” means a physical location, where Amadeus and Customer 
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interconnect their networks. This demarcates the boundary where 
Amadeus delivers agreed network Services to Customer and where 
the responsibility for the services ends. 

“Third Party” means any entity other than Customer or Amadeus. 

“Third Party Claim” means any Claim by a Third Party. 

“Third Party Data” means data which is relevant to and that can be used for the product 
or service of a Third Party or a booking for a product or service of a 
Third Party.  

“Third Party Solution” means any solution which is licensed to Amadeus or its Affiliates or 
provided to Amadeus or its Affiliates by a Third Party on behalf of 
Customer or it Authorised Users.  

“Third Party Systems” means the systems operated by Third Parties connected or to be 
connected to the Amadeus Platform, pursuant to a Supplement, and 
to the extent such Third Parties are Customer's providers, they shall 
be as agreed between the parties from time to time as a Change. 

“Time and Materials” means the actual Man Days spent, travel expenses and expenses for 
resources consumed. 

“Transaction” means a single event initiated directly or indirectly by a user or proto-
user (e.g., robotics, Out-of-Scope Systems) for which such user or 
proto-user expects a synchronous result. Transactions are grouped 
into Transaction Categories. 

“Transfer Regulations” means: 
(a) in the United Kingdom, the Transfer of Undertakings 
 (Protection of Employment) Regulations 2006, as 
 amended; and 
(b) in other countries in the European Union, equivalent  laws 
or regulations implementing the Acquired Rights  Directive; 
and 
(c) in any other country, any codes regulations or legislation 
 that require or operate to transfer the employment or 
 engagement of employees and/or their claims. 

“User Originating 
Problem” 

means a problem originating externally including from Amadeus 
Platform users or their systems, with an actual or probable (in the 
reasonable opinion of Amadeus) detrimental impact on Amadeus’ 
systems (including technical problems, damage, interruption and/or 
degradation to Amadeus’ systems and/or other impacts which 
negatively affect the provision of services to other users, and/or result 
in inefficient or improper use of the Amadeus Platform and/or the 
Services). 

“VAT” means value added tax as provided for in the Spanish Value Added Tax 
Act or any other system of value added tax deriving from the EC 
Directive 2006/112/EC applied in any member state of the European 
Union and any other similar turnover, sales or purchase, tax or duty 
levied by any other jurisdiction whether central, regional or local. 

“Virus” means any code, program or sub-program whose known or intended 
purpose is to damage or interfere with the operation of the computer 
system containing the code, program or sub-program, or to halt, 
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disable or interfere with the operation of software, code, a program 
or a sub-program, itself; or any device, method or token that permits 
any person to circumvent the normal security of the software or the 
system containing the code. 

“VPN Peer” means the device hardware which is used to create the IPSec VPN 
Tunnel. This can be a firewall, server or router which conforms with 
the agreed standards described in the workflow management 
documentation. 

“Working Day” means, in respect of: 
(a)  any obligation for which one party is responsible; 
(b) any right which may be exercised by one party; or 
(c) any notice to be served by any party, 
any day when that party is open for business and excludes weekends 
and public holidays as they apply to that party (whether regional, state 
or country).  
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SCHEDULE 2 - IMPLEMENTATION PRINCIPLES 
 

“Acceptance Criteria” means the criteria set out in the Test Plan, which are capable of 
assessing whether the functional and technical Customer 
Specific Requirements have been fulfilled in all material 
respects. 

“Acceptance Testing 
Period” 

means the period for testing a Gap Development specified in 
the Test Plan.  

“Baseline Plan” means each plan to be contractually agreed between the 
parties in accordance with and setting out the details described 
in Schedule 2 - Implementation Principles. 

“Business Process 
Testing” or “BPT” 

Means the testing carried out by Customer to validate that 
Customer’s business processes are satisfactorily supported by 
the Application Services, as further described in Schedule 2 - 
Implementation Principles.  

“Business Requirement 
Document”  

means Customer’s documented functional business 
requirements as further described in Schedule 2 - 
Implementation Principles. 

“Configuration Profile” has the meaning given in Attachment 2 – Implementation 
Plan/Strategy to the Supplement. 

“Critical Milestone” means each Milestone which is specified as such in the relevant 
Supplement. 

“High-Level 
Implementation Plan” 

means the agreed Implementation Project timeline (including 
the date of baseline planning, significant activities and 
migration dates), as set out in, and amended in accordance 
with each Supplement. 

“Implementation Phase” means the period which starts on the “Start of Program” 
Milestone and continues until completion of the 
Implementation Services, as set out in each Supplement. 

“Implementation 
Programme” 

means the programme of Implementation Services, which 
includes all Implementation Projects.  

“Implementation 
Project” 

means a project of Implementation Services that is 
documented in a Baseline Plan. 

“Integration Testing” Means the testing carried out by Customer to validate that 
Customer’s impacted applications interface satisfactorily with 
the Amadeus Platform and vice-versa (including functional end-
to-end testing and interface testing) as further referenced in 
Schedule 2 – Implementation Principles. 

“Milestone” means a scheduling event in the course of the Implementation 
Services that signifies the completion of a deliverable or 
completion or trigger for commencement of a set of activities 
on the path to completion of a Critical Milestone. 

“Project Manager” means the responsible for the overall management by the 
relevant party of its activities under the Implementation 
Project as described in Schedule 2 - Implementation Principles. 
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“Project Status 
Meetings” or “PSM” 

means the regular status meetings to be held between the 
parties with respect to the Implementation Project as 
described in Schedule 2 - Implementation Principles. 

“Project Steering 
Committee” or “PSC” 

means the regular steering meetings to be held between the 
parties with respect to the Implementation Project as 
described in Schedule 2 - Implementation Services. 

“Test Environment” means the system environment within the Amadeus Platform 
which is physically or logically separate from the Training 
Environment or the Production Environment and which is 
accessible by Customer for the purpose of testing functionality 
or business processes. 

“Test Failure” has the meaning set out in Section 9.5.5 of Schedule 2 - 
Implementation Principles. 

“Test Plan” has the meaning set out in the User Acceptance Testing 
provisions of Schedule 2 - Implementation Principles.  

“Training Environment” means the system environment within the Amadeus Platform 
which is physically or logically separate from the Production 
Environment and the Test Environment and which is accessible 
by Customer for the purpose of user training. 

“UAT Test Plan” means, in respect of each Gap Development, the following: 
(a) Acceptance Criteria, which consist of functional test 
 criteria and technical test criteria to be agreed with 
 Amadeus, and related quantitative measures; 
(b) test strategy; 
(c) test scripts and test data; 
(d) “brush” test plan which will be a subset of the test 
 scripts used to assess User Acceptance Testing 
 readiness of the Gap Development; and 
(e) detailed test plan which will include a description of the 
 test systems, data instances and required test facilities.  

“User Acceptance 
Testing” or “UAT” 

means Customer’s functional acceptance testing for certain 
Gap Developments, in accordance with the Test Plan and 
Schedule 2 - Implementation Principles, but excluding any 
Customer Integration Testing or Amadeus brush testing, and 
“User Acceptance Test(s)” shall be construed accordingly. 

 
 

1. INTRODUCTION 

1.1 This Schedule 2 - Implementation Principles describes the Implementation Services 
that shall be delivered by Amadeus and corresponding Customer obligations that shall 
be fulfilled by Customer in order to implement the Application Services.  

1.2 For each Supplement, the Implementation Services consist of the services described 
in Section 5 (Migration Services) and Section 7 (Customization Services) delivered 
through each Implementation Project, when applicable. 

1.3 The Implementation Services for a given Supplement shall be managed in accordance 
with Section 10 (Project Organization). 

1.4 Unless otherwise expressly agreed herein, the Implementation Services shall be 
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provided to Customer in accordance with Amadeus’ standard implementation 
processes and via the various communications media in use at Amadeus (Amadeus 
problem management tracking system, phone, e-mails, etc.), during Amadeus office 
hours from the Amadeus Central Sites. 

1.5 English shall be the language used during all phases of each Implementation Project. 
This applies to all written documentation produced by the parties and the language 
used during meetings. 

1.6 Additional Implementation Services not described in this Schedule may be provided 
by Amadeus on request from Customer, and will be documented in accordance with 
the Change Control Procedure and chargeable to Customer on a Time and Materials 
basis according to the applicable Man Day Rate agreed. 

1.7 Customer confirms that, prior to Implementation Services being provided, it has 
conducted a thorough risk assessment of Customer’s existing systems and processes 
to ensure that they are compatible with the Amadeus Platform and the Application 
Services, and Customer is responsible for the safety implications of deploying the 
Application Services and the processes associated therewith.  

1.8 Customer will provide to Amadeus Personnel wireless internet access in all meeting 
and work rooms that will be used during the implementation program at Customer’s 
sites. 

2. HIGH LEVEL IMPLEMENTATION PLAN AND BASELINE PLAN  

2.1 Each High Level Implementation Plan reflects the parties’ common understanding of 
each Implementation Project timeline as at the relevant Supplement Effective Date. 

2.2 In consultation with Customer and in accordance with the timetable set out in the 
High Level Implementation Plan, Amadeus shall produce draft Baseline Plans which 
will take into account the Milestones set out in the relevant High Level 
Implementation Plan, including dates, implementation scope description, 
assumptions and constraints. Each Baseline Plan shall also include Critical Milestones 
that shall conform to those set out in the relevant High Level Implementation Plan set 
out in each Supplement. Each Baseline Plan shall be signed-off by Customer by the 
date specified in the relevant High Level Implementation Plan. Any failure or delay by 
the Customer in signing-off each Baseline Plan shall be governed by Section 4 
(Milestones). 

2.3 Once signed off, each Baseline Plan shall be incorporated into the relevant 
Supplement and each party shall be bound by the obligations and timetables 
contained in such Baseline Plan. Any modifications or adjustments to a Baseline Plan 
shall be agreed by the parties in accordance with the Change Control Procedure. 

2.4 Should any of the following events occur, the relevant Baseline Plan may be amended 
by a party making a Change Order pursuant to the Change Control Procedure: 

2.4.1 if there is a change to or delay in the Critical Milestones; 

2.4.2 if any Change is made to the agreed approach for implementation of the 
Application Services set forth in this Schedule 2 - Implementation Principles; 

2.4.3 if any Changes are made to the agreed project phasing (e.g., early Gap 
Development added or deleted) set forth in this Schedule 2 - Implementation 
Principles; or 
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2.4.4 if any changes are requested by Customer to Customer Specific Requirements 
(if any) or their prioritization. 

2.5 Any Changes to a Baseline Plan must be agreed before the date planned for a 
Milestone is reached. 

2.6 Each party shall have responsibility for managing the performance of its respective 
obligations related to the Implementation Services and shall provide the other party 
with regular updates about progress as required, including alerting the other party to 
any delays or problems caused by either party. 

2.7 Except as otherwise set forth in the relevant Supplement, the parties agree that 
integration with any Customer Impacted System with the Amadeus Platform shall not 
be the responsibility of Amadeus. The parties agree that Amadeus is not responsible 
for Customer’s business processes (including definition and testing thereof). Any delay 
by either party in the performance of activities and dependencies set out in a Baseline 
Plan shall be dealt with in accordance with Section 4 (Milestones). 

3. IMPLEMENTATION PROJECT APPROACH 

3.1 The Implementation Services shall be delivered through an Implementation 
Programme, the purpose of which is to manage Amadeus and Customer activities and 
processes related to the respective Implementation Projects, enabling: 

3.1.1 the integration of all Customer Impacted Systems with the Amadeus Platform 
and the Application Services;  

3.1.2 the implementation of Gap Developments for Customer Specific 
Requirements (if any), when applicable, as set out in Section 7 (Customisation 
Services) and described in the appropriate Technical Requirement Documents 
and Business Requirement Documents;  

3.1.3 production readiness of the systems for the Application Services to enable 
Cutover to be completed in accordance with the relevant Baseline Plan; and 

3.1.4 the migration and completion of Cutover by Customer to the Application 
Services. 

3.2 The Implementation Programme shall be deemed to have been completed at the 
Milestone “End of Project”, achievement of which is determined by reference to the 
relevant Supplement. 

3.3 The high-level approaches described herein shall be further detailed and refined 
during the baselining activities referred to in Section 2 (High Level Implementation 
Plan and Baseline Plan). 

3.4 The outline approaches may be modified by mutual agreement if further detailed 
analysis results in more appropriate approaches being identified. 

4. MILESTONES 

4.1 The parties will apply the following principles to manage all Milestones: 

4.1.1 Each party shall support an effective project management process to manage 
Milestones. Delays will be recorded and both parties will consider 
workaround solutions to mitigate further delays. 

4.1.2 Each party shall use reasonable endeavours to perform effective project 
management in tracking performances and deliverables in accordance with 
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the relevant Baseline Plan and agree and document any deviations in 
accordance with Sections 2.3 to 2.7 in order to measure each party’s 
contributions to any delay to Milestones. 

4.1.3 Each party shall implement regular Project Status Meetings where each 
Baseline Plan is tracked and mitigation and/or Changes are endorsed (such 
Changes to be confirmed through the Change Control Procedure). 

4.2 Each Baseline Plan shall identify Critical Milestones and other related Milestones with 
responsibilities allocated between Customer and Amadeus. Critical Milestones are as 
follows unless otherwise defined in any Supplement: 

To be adjusted in each Supplement 

Critical Milestone Target 
date 

Responsible 

Critical Start of 
program 

 Customer & 
Amadeus 

Critical Start of 
Implementation 
Project 

  Customer & 
Amadeus 

 Implementation 
scope sign off 

  Customer 

 Specification 
delivery 
complete 

  Amadeus 

 Specification 
sign-off 

  Customer 

 Delivery of the 
Baseline Plan 

  Amadeus 

Critical Baseline Plan 
sign-off 

  Customer 

 Deliver brush 
test cases 

 Customer 

Critical Gap 
Development 
delivery to UAT 

  Amadeus 

Critical Customer test 
systems ready 
for UAT 

  Customer 

 Start of UAT   Customer 

Critical UAT sign off   Customer 

 Start of BPT   Customer 

 BPT sign off   Customer 

 End user   Customer 
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4.3 If at any time during the Term either party becomes aware that a delay will occur (or 
it is reasonably foreseeable that a delay will occur), in achieving a Milestone or other 
obligation under the relevant Baseline Plan, each party will: 

4.3.1 immediately notify the other party in writing of that actual or potential delay;  

4.3.2 promptly inform the other party: 

(a) whether it will be able to work around the problem in order to 
prevent, minimise or rectify the delay; and 

(b) if the delay affects its Personnel, whether any other person can 
perform obligations that are identical or substantially similar to the 
obligations that are to be performed by such Personnel or assist in 
order to prevent, minimise or rectify the delay;  

4.3.3 meet (whether virtually by phone or otherwise, or in person) promptly with 
the other party, but in any event within six (6) Working Days after receipt of 
the notice referred to in Section 4.3.1 from the other party, and negotiate in 
good faith to agree on a workaround plan (including details of any cost 
impact); 

4.3.4 implement and comply with any workaround plan agreed between the 
parties.  

4.4 If Customer and Amadeus agree on a workaround plan in accordance with 
Section 4.3.4: 

4.4.1 Customer and Amadeus must comply with their respective obligations under 
such workaround plan; and 

4.4.2 such workaround plan will be deemed to be a Change (as set out in the Change 

training sign-off 
for Cutover  

Critical Production 
Environment 
ready for 
Cutover  

  Amadeus 

Critical Customer 
business 
readiness sign-
off and 
signature of 
acceptance of 
services 

  Customer 

Critical Cutover   Customer 

 End of 
Implementation 
Project  

  Customer & 
Amadeus 

 End of program    Customer & 
Amadeus 
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Control Procedure) and form part of the relevant Supplement and, if it 
amends any provisions of a Baseline Plan, the provisions of that Baseline Plan 
will be deemed to have been amended accordingly, provided that any 
changes to Critical Milestones shall be documented as a formal Contract 
Change. 

4.5 To the extent permitted by Law, failure by a party to perform its obligations relating 
to a Milestone (other than Critical Milestones) will only be used to assess the 
performance by that party of its obligations under the relevant Baseline Plan but shall 
not in itself be considered a breach of the relevant Supplement. 

4.6 To the extent permitted by Law, a party will be deemed to be in material breach of a 
Supplement where a failure to meet a Critical Milestone within twelve (12) months of 
the applicable Critical Milestone date is caused exclusively by that party (or any third 
party under that party’s control).  

4.7 Notwithstanding Section 4.6, the following shall apply in the event of a delay to a 
Critical Milestone: 

4.7.1 if Amadeus causes a delay to a Critical Milestone, Amadeus shall employ any 
resources reasonably required to mitigate its delay at its own cost; and 

4.7.2 if Customer causes a delay to a Critical Milestone, Customer shall employ any 
resources required to mitigate its delay at its own cost. Amadeus will attempt 
to perform, notwithstanding such delay, and Amadeus shall be entitled to 
charge for any additional work to make up for such delay on a Time and 
Materials basis. 

5. MIGRATION SERVICES 

5.1 Amadeus shall provide Services relating to migration and related deliverables as 
further described in this Section 5.  

5.2 Amadeus shall provide the following project management services as part of the 
Implementation Services: 

5.2.1 establish and document Implementation Project organization and project 
control processes and procedures; 

5.2.2 produce and maintain detailed delivery plans covering Amadeus’ 
Implementation Project activities in accordance with the to be agreed project 
planning conventions; 

5.2.3 manage the Amadeus’ Implementation Project activities in accordance with 
the project governance described in Section 10 (Project Organisation); 

5.2.4 manage the Amadeus services set out in this Section 5 (Migration Services) 
and any changes to the scope of related activities in accordance with the 
Change Control Procedure. Amadeus shall manage project risks relating to the 
Amadeus activities; 

5.2.5 track the progress of Amadeus’ Implementation Project activities against the 
agreed Milestones and Critical Milestones; 

5.2.6 regularly report on the progress of overall Implementation Project activities 
including Customer activities, based on Amadeus’ reports; 

5.2.7 provide an Amadeus point of contact for Customer project management 
Personnel;  
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5.2.8 coordinate, prepare for, participate in, and chair Project Status Meetings or 
conference calls as appropriate; 

5.2.9 coordinate, prepare for and participate in Project Steering Committee 
meetings or conference calls; and 

5.2.10 attend project ad-hoc meetings or conference calls as appropriate. 

5.3 Customer shall perform the following: 

5.3.1 establish Customer’s organization and Customer internal project control 
procedures to facilitate each Implementation Project; 

5.3.2 produce and maintain detailed delivery plans covering Customer’s 
Implementation Project activities, in accordance with to be agreed project 
planning conventions; 

5.3.3 manage Customer’s Implementation Project activities in accordance with 
Section 10 (Project Organisation); 

5.3.4 manage Customer’s internal Implementation Project scope and scope change 
process, risks and risk mitigation activities and problems and the problem 
management process; 

5.3.5 track the progress of Customer’s Implementation Project activities against to 
be agreed delivery plans and Milestones and Critical Milestones; 

5.3.6 report on the progress of Customer’s Implementation Project activities in 
accordance with the agreed program reporting procedure; 

5.3.7 provide a Customer point of contact for Amadeus project management 
Personnel; 

5.3.8 prepare for and participate in Project Status Meetings or conference calls; 

5.3.9 prepare for and participate in Project Steering Committee meetings or 
conference calls as appropriate; and 

5.3.10 provide reasonable assistance to the Amadeus Implementation Project 
management team in order to facilitate the provision of Implementation 
Services by Amadeus by attending project ad-hoc meetings or conference 
calls as appropriate. 

5.4 Amadeus shall provide the following baseline services: 

5.4.1 work with Customer to agree and define roles and responsibilities of each 
party for the different tasks to be specified in the detailed delivery plans; 

5.4.2 provide Customer with functional familiarization with the Application Services 
(if and when available) at Amadeus locations or virtually and Customer shall 
participate in the same; 

5.4.3 provide Customer with standard Amadeus interface documentation when 
applicable; 

5.4.4 establish together with the relevant Customer Personnel responsible for 
training, a training delivery plan;  

5.4.5 define and size the Amadeus Platform; 

5.4.6 produce detailed Amadeus delivery plans; 
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5.4.7 work with Customer to refine and baseline the plan based on output from 
Amadeus and Customer detailed delivery plans; and 

5.4.8 deliver a final version of each Baseline Plan. 

5.5 Customer shall perform the following: 

5.5.1 work with Amadeus to agree and define roles and responsibilities of each 
party for the different tasks detailed in the detailed delivery plans; 

5.5.2 manage and own the relationship with Customer’s contractual partners 
impacted by the relevant Supplement in relation to the relevant 
Implementation Project; 

5.5.3 provide configuration information to Amadeus questionnaires; 

5.5.4 establish together with the relevant Amadeus Personnel responsible for 
training, a training delivery plan; 

5.5.5 provide infrastructure requirements related to the Amadeus Platform; 

5.5.6 produce detailed delivery plans covering Customer’s activities; 

5.5.7 produce detailed delivery plans covering Customer’s activities in relation to 
Customer Specific Requirements (if any); 

5.5.8 sign-off the identified implementation scope including but not limited to the 
following: 

(a) migration strategy; 

(b) Application Services in scope for Cutover; 

(c) Customer Specific Requirements (if any) and the related description 
in the Business Requirement Documents; 

(d) Amadeus interfaces; 

(e) Customer end user training plan; 

(f) Project governance; 

(g) partnerships in scope for Cutover; 

(h) CUTE and CUSS providers if any); 

(i) draft Baseline Plans and work with Amadeus to refine and baseline 
the plan based on output from Amadeus and Customer detailed 
delivery plans; and 

(j) commit to and sign-off each Baseline Plan. 

5.6 Amadeus shall provide training in accordance with the relevant Supplement.  

5.7 Amadeus shall provide the following Test Environment preparation services: 

5.7.1 install and/or configure Amadeus Platform infrastructure components as 
appropriate to prepare the Test Environments for testing, migration and 
Cutover. Amadeus shall employ its standard test capture and refresh cycle; 

5.7.2 provide a dedicated entry point for the Test Environment infrastructure co-
ordination and support; 

5.7.3 provide one (1) test instance for Customer use during Customer testing 
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activities described in Sections 5.9 to 5.13 and 8 (User Acceptance Testing); 

5.7.4 establish the Test Environment for parameter and referential data set-up; 

5.7.5 work with Customer to analyse, agree and document the parameter and 
referential data for the [Amadeus Platform]; 

5.7.6 work with Customer to analyse, agree and document parameter and 
referential data mapping between the Amadeus Platform and Customer 
Impacted Systems; 

5.7.7 establish and configure test system links and connectivity between the Test 
Environment and Customer Impacted Systems; 

5.7.8 assist with familiarising Customer staff with Test Environment details and 
processes, problem management and escalation processes; 

5.7.9 provide Customer with access to the Amadeus Incident, Problem and Change 
Management System; and 

5.7.10 test and configure the Amadeus standard interfaces for Customer Impacted 
Systems agreed as part of the scope sign-off. 

5.8  Customer shall perform the following: 

5.8.1 install and/or configure Customer’s IT infrastructure components as 
appropriate to prepare Customer’s production and test environments for 
testing, migration and Cutover; 

5.8.2 use the Amadeus Incident, Problem and Change Management System in 
accordance with the Test Environment, problem management and escalation 
processes; 

5.8.3 create and/or modify, test and configure the interfaces between the 
Customer Impacted Systems and the Amadeus Platform; 

5.8.4 create and/or modify, test and configure the interfaces between the 
Customer interface and any other systems, software, network, equipment or 
processes of Customer; 

5.8.5 provide a dedicated entry point to Amadeus for co-ordination and support of 
Customer components relating to the test IT infrastructure and Customer 
Impacted Systems; 

5.8.6 create Customer parameter and referential data within the Amadeus 
Platform that will be the base for Business Process Testing and Cutover; 

5.8.7 create Customer parameter and referential data within the Customer 
Impacted Systems based on the required data from the Amadeus Platform 
that will be the base for Integration Testing and Cutover; and 

5.8.8 establish and configure test systems links and connectivity between Customer 
Impacted Systems and the Test Environment. 

5.9 The purpose of the Integration Testing is for Customer to validate that Customer’s 
impacted applications interface satisfactorily with the Amadeus Platform and vice-
versa (including functional end-to-end testing and interface testing). 

5.10 The purpose of the Business Process Testing is for Customer to validate that 
Customer’s business processes are satisfactorily supported by the Application 
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Services. 

5.11 Prior to the agreed date of commencement of Integration Testing and Business 
Process Testing, Customer will, in consultation with Amadeus, define the following: 

5.11.1 the test strategy; 

5.11.2 the test scripts and test data; 

5.11.3 the detailed test plan which will include a description of the test systems, data 
instances and required test facilities; and 

5.11.4 the test schedule which will detail the planning of the Integration Testing and 
Business Process Testing. 

5.12 Amadeus shall provide the following services in the timeframe set out in the relevant 
Baseline Plan (where applicable): 

5.12.1 reasonable functional and technical support to the extent agreed for 
Customer Integration Testing and Business Process Testing; and 

5.12.2 reasonable support to Customer in the process of integrating its IT operations 
with the Amadeus Platform, to the extent agreed. Amadeus shall assist 
Customer to establish, agree and document operations integration processes 
and procedures required in order to integrate Customer’s IT operations 
processes with Amadeus’ IT operations processes. 

5.13 Customer shall perform the following: 

5.13.1 deliver Business Process Testing and Integration Testing test cases that enable 
planning, executing as well as controlling this activity by the project 
organization of both Customer and Amadeus; 

5.13.2 provide a dedicated entry point to Amadeus and sufficient knowledgeable 
people to conduct the Business Process Testing and Integration Testing in the 
agreed time frame; 

5.13.3 business process testing to ensure that Customer’s business processes are 
compatible with the Amadeus Platform and the processing of the Amadeus 
Platform including Customer parameters and referential data; 

5.13.4 track and report the weekly progress of the Integration Testing and Business 
Process Testing with respect to the test schedule; 

5.13.5 perform Integration Testing of the Amadeus Platform and Customer Impacted 
Systems with the aim to validate a minimum set of test scenarios in terms of 
connectivity and message exchanges. Final Integration Testing is performed 
at the end of the Business Process Testing; 

5.13.6 establish, agree and document all operations integration processes/ 
procedures required in order to integrate Customer’s IT operations processes 
with Amadeus’ IT operations processes; 

5.13.7 create and/or modify Customer’s IT operations processes as appropriate to 
facilitate integration with Amadeus’ IT operations processes; 

5.13.8 validate in the Production Environment security and the Business Rules; and 

5.13.9 achieve Critical Milestone “Customer Business Readiness Sign-off”. Customer 
shall formally notify Amadeus in writing that it has achieved business 
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readiness required for the relevant Milestone, which shall also include 
conclusion of internal training, communications and resolution of major 
obstacles to enable the Critical Milestone Cutover. 

5.14 Amadeus shall provide the following cutover preparation services, as applicable (e.g. 
depending on whether data needs to be migrated under the relevant Supplement): 

5.14.1 work with Customer to identify any data which needs to be migrated and the 
optimum data migration approach; 

5.14.2 work with Customer to jointly agree how Customer migration data if any will 
be mapped to the Amadeus Platform; 

5.14.3 advise Customer regarding any additional Customer migration data if any 
which may be needed within the Amadeus Platform; 

5.14.4 work with Customer to jointly develop and document the Cutover rehearsal 
scope and strategy; 

5.14.5 prepare and maintain the Amadeus components of a suitable test system 
environment for Cutover rehearsal use; 

5.14.6 work with Customer, to jointly plan Cutover rehearsals; 

5.14.7 build detailed Cutover rehearsal scripts for all Amadeus activities associated 
with the Cutover rehearsal process; 

5.14.8 provide a dedicated entry point and sufficient knowledgeable people to work 
with Customer to jointly manage the execution of Cutover rehearsals and the 
subsequent refinement of the plans for Cutover; 

5.14.9 execute all Amadeus Cutover rehearsal activities;  

5.14.10 assist Customer validation testing of Customer migration data; and 

5.14.11 assist in documenting agreed operations integration processes/procedures 
required to integrate Customer’s IT operations processes with Amadeus IT 
operations processes. 

5.15 Customer shall perform the following: 

5.15.1 work with Amadeus to identify the Customer Data which needs to be 
migrated and the optimum data migration approach; 

5.15.2 work with Amadeus to jointly agree how Customer migration data will be 
mapped to the Amadeus Platform; 

5.15.3 provide data before and during the Cutover rehearsal as part of the jointly 
agreed migration strategy; 

5.15.4 work with Amadeus to jointly develop and document the Cutover rehearsal 
strategy; 

5.15.5 prepare and maintain the Customer components of a suitable test system 
environment for Cutover rehearsal use; 

5.15.6 work with Amadeus to jointly plan Cutover rehearsals; 

5.15.7 build detailed Cutover rehearsal scripts for all Customer areas involved in the 
Cutover rehearsal process; 

5.15.8 provide a dedicated entry point and sufficient knowledgeable people to work 
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with Amadeus to jointly manage the execution of Cutover rehearsals and the 
subsequent refinement of the plans for Cutover; 

5.15.9 execute all Customer Cutover rehearsal activities; 

5.15.10 support automated data migration and testing of Customer Data on the 
Amadeus Platform;  

5.15.11 sign-off Customer migration data on the Amadeus Platform;  

5.15.12 complete the automated migration of Customer Data and/or the manual 
creation and supply of any Customer Data required in the Amadeus Platform 
which either does not exist within Customer’s current system or which has 
not been automatically migrated; 

5.15.13 assist in documenting agreed operations integration processes/procedures 
required to integrate Customer’s IT operations processes with Amadeus IT 
operations processes; 

5.15.14 install an Customer Help-Desk, acting as the sole interface to the Amadeus 
Help-Desk; and 

5.15.15 ensure Customer infrastructure readiness, including but not limited to GUI 
deployment and Device validation. 

5.16 Amadeus shall provide the following Cutover services, as applicable (e.g. depending 
on whether data needs to be migrated under the relevant Supplement): 

5.16.1 prepare the Production Environment for the Application Services; 

5.16.2 work with Customer, to jointly refine the Cutover strategy and the optimum 
migration approach; 

5.16.3 work with Customer, to jointly agree and document the Cutover event 
management processes; 

5.16.4 build a detailed Cutover script for all Amadeus activities associated with the 
Cutover process; 

5.16.5 co-ordinate the building of a joint Cutover script which will be used for 
managing and tracking the progress of Cutover; 

5.16.6 execute the automated migration for Customer provided migration data if 
any; 

5.16.7 work with Customer to jointly manage the execution of Cutover; 

5.16.8 execute all Amadeus Cutover activities; 

5.16.9 provide a dedicated entry point to Customer for co-ordination and support of 
Cutover activities during the delivery of Cutover services; and 

5.16.10 work with Customer to monitor and manage the immediate post Cutover 
period following completion of Cutover to the Application Services until End 
of Project. 

5.17 Customer shall perform the following: 

5.17.1 prepare the Customer production environment for each of the Customer 
Impacted Systems; 

5.17.2 provide a dedicated entry point to Amadeus for co-ordination and support of 
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Customer components of the Customer production environment and 
Customer Impacted Systems; 

5.17.3 establish and configure Authorised Users’ end user Devices that are to be 
used with the Production Environment; 

5.17.4 work with Amadeus to jointly develop and document the Cutover strategy 
and the optimum migration phasing and approach; 

5.17.5 work with Amadeus to jointly agree and document the Cutover management 
processes; 

5.17.6 build a detailed Cutover script for all Customer areas involved in the Cutover 
process; 

5.17.7 work with Amadeus to build a joint Cutover script which will be used for 
managing and tracking the progress of Cutover; 

5.17.8 provide Customer migration data required for the operation of the Amadeus 
Platform; 

5.17.9 support automated data migration of Customer and use Amadeus supplied 
data migration tools as appropriate; 

5.17.10 create manually and supply any other Customer data required; 

5.17.11 provide end-users on-site or Customer Help-Desk on-site support required at 
or around Cutover; 

5.17.12 provide a dedicated entry point and sufficient knowledgeable people to work 
with Amadeus to jointly manage the execution of Cutover; 

5.17.13 execute all Customer Cutover activities, including management of Customer’s 
sub-contractors and other Customer Third Parties; 

5.17.14 work with Amadeus to monitor and manage the immediate post Cutover 
period until End of Project; 

5.17.15 agree to End of Project confirming that all Implementation Services have been 
delivered by Amadeus; and 

5.17.16 agree to “End of Program” confirming that all Implementation Services have 
been delivered by Amadeus.  

6. CONFIGURATION AND OPTIONAL SERVICES  

6.1 Amadeus shall implement and set up the Services in accordance with the relevant 
Supplement and any Configuration Profile included therein, as may be amended 
through the Change Control Procedure. Each Baseline Plan shall reflect the agreed 
configuration and may need to be adjusted in the event of any Contract Change 
relating to the relevant Supplement and/ or any applicable Configuration Profile. 

7. CUSTOMIZATION SERVICES 

7.1 The following provisions in this Section 7 apply insofar as a Supplement sets out Gap 
Developments or these are agreed as part of the Baseline Plan scope. Customer 
Specific Requirements (if any) are related to the customization of the Application 
Services. The deliverables that are provided by Amadeus to meet Customer Specific 
Requirements constitute Gap Developments. The extent to which the development 
and implementation of Gap Developments for Customer Specific Requirements shall 
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be incorporated within the scope of each Implementation Project shall be agreed 
between the parties. 

7.2 Where relevant, Amadeus shall review and produce the following documentation 
corresponding to such list: 

7.2.1 Customer’s business requirements which address the functionality of the 
Application Services; and 

7.2.2 Customer technical requirements which address the technical elements of 
delivering the Application Services. 

7.3 Customer shall perform the following: 

7.3.1 further detail any Customer Specific Requirements for which Amadeus has 
requested clarification; 

7.3.2 define the requirements to be delivered for implementation; and 

7.3.3 sign-off the Business Requirement Documents and Technical Requirement 
Documents in writing, whereupon they shall together be deemed to 
constitute the approved Customer Specific Requirements. 

7.4 Amadeus shall deliver to Customer functional and technical Specifications for the 
approved Customer Specific Requirements according to Amadeus’ methodology. 

7.5 Customer shall perform the following: 

7.5.1 provide support and work with Amadeus during functional and technical 
specification to manage the requirements scope, to the extent possible, to 
keep it within Customer Specific Requirements effort estimates. 

7.5.2 sign-off the functional and technical Specifications. This is Customer’s 
acknowledgment that the functional and technical Specifications meet the 
documented Customer Specific Requirements. 

7.6 Amadeus shall provide “Preliminary Sizing”, which is a high level estimate of the 
Amadeus analysis and implementation effort associated with developing and 
implementing Gap Developments for the Business Requirement Documents and 
Technical Requirement Documents, and shall further refine the Preliminary Sizing 
during development of detailed functional and technical Specifications.  

7.7 Amadeus shall communicate the “Final Sizing”, which is a final estimate of the 
Amadeus analysis and implementation effort associated with developing and 
implementing Gap Developments for the Business Requirement Documents and 
Technical Requirement Documents to Customer once Customer has signed off the 
Specifications.  

7.8 Changes to Customer Specific Requirements shall be agreed in accordance with the 
Change Control Procedure and shall be strictly limited to requirements mandatory to 
enable Customer to migrate to the relevant Application Service. Such changes to 
Customer Specific Requirements may only be agreed in relation to the following: 

7.8.1 the scope of development and implementation of Gap Development required 
in respect of an Customer Specific Requirement is extended; or 

7.8.2 a new Customer Specific Requirement is generated. 

7.9 If during the Change Control Procedure it is determined that a change to Customer 
Specific Requirements results in a change of workload to Amadeus, the additional 
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workload expressed in Man Days (unless otherwise agreed through the Change 
Control Procedure) will be charged to Customer at the Man Day Rate. 

8. PRIVATE DEVELOPMENTS 

8.1 The Amadeus Principles of Community Governance apply. Accordingly, subject to the 
terms and conditions of the General Terms and Customer continuing to pay the 
applicable Charges in respect of any Private Developments commissioned hereunder, 
Amadeus grants to Customer an exclusive, non-transferable, world-wide right to 
access and use, and to permit Authorised Users to access and use, the software code 
written specifically for Customer in relation to developments specified as being 
Private Developments (and not existing software code previously developed by 
Amadeus) for the purpose of Customer and the Authorized User receiving the Ongoing 
Services as further described in the relevant Supplement to which the Private 
Developments relate. Unless otherwise agreed, the exclusivity shall expire three (3) 
years following the actual date of implementation of such Private Development. 
Notwithstanding the foregoing, Customer shall continue to pay the applicable Charges 
for as long as Customer is the only user of the Private Development. Customer 
acknowledges and agrees that Amadeus shall have the right to carry out a 
development for another customer requiring the same or similar functionality as that 
provided by a Private Development requested by Customer, provided that such other 
developments do not include the software code that has been written specifically for 
Customer in relation to a Private Development.  

9. USER ACCEPTANCE TESTING 

9.1 During delivery of the Implementation Services, the parties acknowledge that each 
Gap Development may be subject to separate User Acceptance Testing by Customer. 
Customer shall ensure that it has suitable systems, facilities and Personnel to enable 
User Acceptance Testing to be carried out. Amadeus shall render assistance to 
Customer with respect to such User Acceptance Testing and such assistance is 
included in the sizing of the Gap Development. 

9.2 If the Gap Development passes User Acceptance Testing, Customer may proceed to 
carry out further Integration Testing and Business Process Testing, of the Application 
Services and Gap Developments on its own systems environment. 

9.3 Prior to the agreed date of commencement of User Acceptance Testing, Customer 
shall define, in consultation with Amadeus, the UAT Test Plan for each Gap 
Development. Amadeus shall provide the following testing services as part of the 
Implementation Services prior to submitting the Gap Development to User 
Acceptance Testing in accordance with the User Acceptance Testing procedure: 

9.3.1 prior to commencement of any User Acceptance Testing, Amadeus will have 
carried out its internal functional and technical testing of each Gap 
Development; 

9.3.2 install the relevant Gap Development on the test systems and environments 
agreed in the UAT Test Plan; 

9.3.3 deliver to Customer all related documentation and other materials relating to 
each Gap Development that are reasonably necessary for the performance of 
User Acceptance Testing;  

9.3.4 undertake and execute the brush test prior to Customer commencing User 
Acceptance Testing; and 
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9.3.5 provide a dedicated entry point and sufficient knowledgeable people to work 
with Customer to jointly manage the execution of User Acceptance Testing 
Services. 

9.4 Customer is responsible for User Acceptance Testing of the Customisation Services of 
Customer Specific Requirements (if any) performed by Amadeus and shall perform 
the following: 

9.4.1 deliver the software and associated infrastructure under Customer’s 
responsibility that are required to support Application Services 
implementation enabling User Acceptance Testing to be completed; 

9.4.2 deliver test cases for brush test that enable planning, execution as well as 
controlling this activity by the project organization of both Customer and 
Amadeus; 

9.4.3 provide a dedicated entry point and sufficient knowledgeable people to work 
with Amadeus to jointly manage the execution of User Acceptance Testing; 

9.4.4 verify that Gap Developments perform according to agreed Specifications; 
and 

9.4.5 sign off the User Acceptance Testing in writing for each Gap Development 
passing User Acceptance Testing as per Section 9.5.3. 

9.5 The Customisation Services of Customer Specific Requirements (if any) will be 
accepted by Customer in accordance with the following User Acceptance Testing 
procedure: 

9.5.1 Customer will track and report the weekly progress of the User Acceptance 
Testing with respect to the test schedule defined in the UAT Test Plan. At the 
end of each User Acceptance Test, Customer will provide the signed User 
Acceptance Test results to Amadeus showing whether a Gap Development 
has passed or failed the relevant User Acceptance Testing, and in the case of 
any failure, the extent of such failure with respect to the relevant Acceptance 
Criteria. 

9.5.2 The following classification of defects shall be used to describe any defect that 
results in a failure to pass a User Acceptance Test: 

(a) “Test Execution Blocking Defect” (logged as a “Severity 2 PTR” in the 
Amadeus Incident, Problem and Change Management System) for 
failures blocking progress in User Acceptance Test execution and 
preventing Cutover to the relevant Application Service; 

(b) “Test Acceptance Blocking Defect” (logged as an “urgent” “Severity 3 
PTR” in the Amadeus Incident, Problem and Change Management 
System) for failures for which no workaround for Production 
Environment is available and preventing Cutover, but which has no 
impact or a minor impact on the User Acceptance Test progress; 

(c) “Non Blocking Defect” (logged as a “non-urgent” “Severity 3 PTR” in 
the Amadeus Incident, Problem and Change Management System) for 
failures for which a workaround for Production Environment is 
available and which do not need to be fixed before the Cutover. Such 
failure will be fixed depending on available fixing capacities and after 
defects to which higher Severity Levels are attributed are fixed; 
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(d) “Minor Defect” (logged as a “Severity 4 PTR” in the Amadeus Incident, 
Problem and Change Management System) for other failures. Such 
failures will be fixed only if impacted Applicaton Services need to be 
modified due to other defects or requirements; 

9.5.3 Each Gap Development will have passed User Acceptance Testing if there are 
no Test Execution Blocking Defects or Test Acceptance Blocking Defects 
documented in the User Acceptance Test report for such Gap Development 
at the end of the relevant Acceptance Testing Period.  

9.5.4 Notwithstanding any terms to the contrary, any code release into the 
Production Environment for any Gap Development, will be construed as 
deemed satisfactory completion of User Acceptance Testing of that Gap 
Development. 

9.5.5 If a Gap Development has at least one (1) Test Execution Blocking Defect issue 
documented (“Test Failure”), the following procedure will apply: 

(a) Amadeus shall correct the Test Failure within a reasonable time and 
will then resubmit the Gap Development for re-testing by Customer 
in accordance with this Section 9.5; 

(b) on Amadeus’ notification to Customer that Amadeus has corrected 
the Test Failure, Customer will re-test the relevant portion of the Gap 
Development against such Acceptance Criteria for an additional 
Acceptance Test Period of up to thirty (30) Working Days. If, as of the 
end of such Acceptance Test Period, the Gap Development still has a 
Test Failure, then Customer will promptly notify Amadeus of the 
extent of such Test Failure in writing and the parties will repeat the 
process described in this Section 9.5. The re-testing described in this 
Section 9.5.5(b) will be limited to three (3) re-tests, unless the parties 
agree otherwise in writing. 

(c) if following the three (3) re-tests referred to in Section 9.5.5(b), the 
Gap Development has not passed the User Acceptance Test, 
Customer shall, acting reasonably: 

(i) accept the relevant Gap Development notwithstanding non-
fulfilment of all of the relevant Acceptance Criteria or fail are 
to notify Amadeus under this Section 9.5.5(c).  In these cases, 
the User Acceptance Testing in respect of such Gap 
Development will be deemed to have been successfully 
completed; 

(ii) require further correction and testing cycles to be 
undertaken by Amadeus, in which case the re-test procedure 
for Test Failures in Section 9.5.5(b) will apply; or 

(iii) reject the relevant Gap Development. 

10. PROJECT ORGANIZATION 

10.1 The parties shall establish an Implementation Project structure aimed at facilitating 
the participation of both parties in the management of the Implementation Services. 
The Implementation Project structure, roles and processes described in this Schedule 
2 - Implementation Principles represent the generic Amadeus organisation and 
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approach, and shall be unilaterally adapted by Amadeus to each Implementation 
Project. In some instances, roles may not constitute a full-time position for Amadeus 
Personnel and/or Customer Personnel, and resources may be shared with other 
projects or the same resource used for multiple roles. 

10.2 The parties shall each establish and staff the roles described in this Section 10 and the 
related forums for the purposes of managing the migration of Customer to the 
Application Services.  

10.3 Each party shall appoint a Project Manager who shall be responsible for the overall 
management by the relevant party of its activities under each Implementation 
Project. This includes in particular the following responsibilities: 

10.3.1 take all necessary actions to ensure all deliverables meet agreed Acceptance 
Criteria; 

10.3.2 manage issues and risks; 

10.3.3 ensure regular status reporting to the PSM and PSC;  

10.3.4 control Implementation Project budget; and 

10.3.5 manage the relevant Change Management Processes in relation to Customer 
Specific Requirements from the Effective Date to the End Of Project. 

10.4 Amadeus’ Project Manager shall be responsible for ensuring that each 
Implementation Project shall reflect the details of Attachment 1 – Application Services 
to a Supplement and subsequently, the relevant Baseline Plan (including all Customer 
obligations). Any changes to any Implementation Project required by the Customer’s 
Project Manager which impact or conflict with the Implementation Services and/or 
the relevant Baseline Plan in terms of time, scope and/or cost shall be subject to 
approval by both parties in accordance with the Change Control Procedure. 

10.5 Each party shall ensure that its Project Manager shall consider items escalated relating 
to each Implementation Project and report to the other party’s Project Manager on 
its progress against the relevant Baseline Plan and escalate issues to the relevant 
Implementation Project’s PSM and PSC.  

10.6 Project Status Meetings shall be held on a regular basis (and, in any event, at least 
once every two (2) weeks) in order to track progress against the relevant 
Implementation Project. Project Status Meetings can take the form of a face to face 
meeting at Amadeus Central Sites or a conference call as agreed. 

10.7 Sections 10.7 to 10.13 describe the process by which a document produced by one 
party is formally signed off by the other party. Such document shall be identified as 
such by the parties’ respective Project Managers. 

10.8 Signing-off on a document is the means by which the parties formally: 

10.8.1 verify the conformity of the document with the requirements of the relevant 
Supplement; and 

10.8.2 agree on the accuracy and completeness of its content. 

10.9 Once signed off, the document becomes a reference, or a baseline, from which 
Implementation Project performance and/or product quality can be assessed and 
measured or in reliance on which the parties can progress with performance of the 
relevant Supplement. Any change requested to a document after its sign-off shall go 
through the relevant Change Management Process. 
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10.10 Implementation Project documentation comprises a number of discrete documents, 
some of which may closely relate to each other.  In such cases, a particular group of 
documents may need to be signed-off together. In the remaining description of this 
process, a group of such documents will still be referred to as “the document”. 

10.11 The respective Project Managers shall be the owners of the sign-off process. Such 
ownership can be delegated to a nominated owner by the Project Manager by notice 
to the other party’s Project Manager. In such case, these nominated owners will be 
responsible for securing sign-off from the key stakeholders, and be the single point-
of-contact for all feedback. 

10.12 For each document due to be signed-off during the Implementation Project, Amadeus 
and Customer may establish a detailed operational process. This process shall 
conform to the terms of Sections 10.7 to 10.13 unless otherwise agreed. Where no 
operational sign off process is agreed the following principles and timescales shall 
apply. 

10.13 The sign off process shall commence when Amadeus makes the document available 
to Customer for sign off (version one). The Customer shall promptly acknowledge 
receipt of the document in writing within one (1) Working Day. Sign off occurs on (i) 
receipt by Amadeus of a written sign off by Customer of the document or (ii) at the 
end of the agreed sign off period unless Amadeus receives written notification that 
the document cannot be signed off. The process is as follows: 

10.13.1 from the date of receipt of the document from Amadeus, Customer shall have 
ten (10) Working Days to review the document and raise issues of clarification 
or amendment; 

10.13.2 Amadeus shall provide within ten (10) Working Days, from receipt of the 
clarifications or amendments, a response or to amend and resubmit the 
reviewed document to Customer.  The resubmitted document will be referred 
to as version two (2) of the document; 

10.13.3 Customer shall provide within ten (10) Working Days, from receipt of the 
clarifications and/or amendments in relation to version two (2) of the 
document, written sign off or raise further issues of clarification or request 
additional amendments. Where Customer shall not sign off version two (2) 
and this is likely to have an impact on a Critical Milestone, then the matter 
shall be escalated at the executive management level for decision, failing 
which the matter shall be considered a Dispute. Alternatively, if by the end of 
this period, Customer shall not sign off the document or raise any issues, the 
document shall be deemed accepted.  

10.14 Amadeus and Customer shall for each implementation project jointly build a project 
closure report and ensure that all operational tasks and responsibilities are 
transferred from the project to the line organisation in both organisations before End 
of Project. 
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3.1 Unless a fixed fee or alternative Charges model is agreed under any Supplement, 
Customer shall be charged on a Time and Materials basis for: 

3.1.1 the performance of any Development Services  including development and 
implementation of Gap Developments, Private Developments, interfaces (or 
customizations thereof) or similar new requirements relating to a 
Supplement; and 

3.1.2 the performance of any Implementation Services. 

4. MAINTENANCE CHARGES 

4.1 No maintenance fee will be charged to Customer for Gap Developments, with the 
exception of any Gap Developments which relate to the customisation of Amadeus’ 
standard interfaces or any development of new interfaces required by Customer from 
the Amadeus Platform to Customer’s downstream systems as may be described in 
each Supplement. 

4.2 Amadeus shall charge Customer an annual maintenance fee in respect of the following 
Development Services: 

4.2.1 Gap Developments which relate to the customisation of Amadeus’ standard 
interfaces or any development of new interfaces required by Customer from 
the Amadeus Platform to Customer’s downstream systems; and 

4.2.2 Private Developments up to the point that each is made available to the 
Community (if at all); and  

4.2.3 any agreed links implemented.  

Such annual maintenance fee is eighteen per cent (18%) of the original cost 
of the relevant Development Service (excluding implementation efforts and 
travel expenses) unless otherwise specified and shall be billed to Customer 
annually in advance and shall only be applicable upon loading of the 
Development into the Production Environment. Amadeus shall quote 
applicable Charges for non-standard interface maintenance, if the same are 
requested by Customer. 

5. PASS THROUGH COSTS 

Unless an alternative Charges model is agreed under the relevant Supplement, 
Customer shall be charged Amadeus Pass-Through Costs on the following basis: 

C x [1.10] 

where C = the amount of Charges which the relevant Customer contractor or supplier 
is entitled to charge to Amadeus for goods or services provided in connection with the 
relevant Supplement. 

6. OTHER CHARGES 

6.1 Each Supplement shall set out Supplement specific Charges in addition, such as one-
off or ongoing Charges (whether transaction based or otherwise), in respect of the 
provision of the Services contracted for under the relevant Supplement. 

6.2 Termination Assistance Services shall be charged for on a Time and Materials basis. 

6.3 The following travel costs apply unless otherwise agreed in each Supplement: 

6.3.1 Where Amadeus Personnel are required to travel, and such travel is required 
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in order to perform the relevant Supplement, the related travel time will be 
Chargeable Time in the following circumstances: 

(a) internally required travel between Amadeus sites shall not be 
chargeable; 

(b) intracontinental travel shall be billed as one quarter of one (1) Man 
Day for each one-way journey undertaken (i.e., a round trip will result 
in one half of one (1) Man Day of chargeable travel); and 

(c) intercontinental travel shall be billed as one half of one (1) Man Day 
for each one-way journey undertaken (i.e., a round trip will result in 
one (1) Man Day of chargeable travel). 

6.3.2 Travel expenses including air fares, accommodation costs, taxis, car rental and 
other forms of surface transportation of Amadeus Personnel shall be covered 
by Customer in accordance with Amadeus’ standard travel policy. 

6.3.3 Customer shall pay Per Diems at the standard Amadeus rates advised from 
time to time (or in the relevant Supplement).  

7. ECONOMIC CHANGE ADJUSTMENT (INFLATION) 

7.1 General 

7.1.1 Except for Charges specified in this Schedule 3, all Charges are quoted on the 
basis of the calendar year in which the relevant Supplement is executed, 
unless otherwise agreed by the parties therein.  

7.1.2 With effect from January 1 of that year and each subsequent January 1 during 
the Term, Amadeus shall calculate and apply an Economic Change Adjustment 
to the then-current prices for the Charges based on the percentage change in 
the Economic Change Index in respect of the preceding twelve (12) months, 
as further described below (the “ECA Calculation”). 

7.1.3 The Economic Change Adjustment is applied to Charges specified in this 
Schedule 3 from the calendar year in which the first Supplement is executed. 

7.1.4 The Economic Change Adjustment will be determined in accordance with the 
ECA Calculations as soon as practicable after the release of the Economic 
Change Index.  

7.1.5 In no event will the Economic Change Adjustment be applied so as to cause a 
decrease in any of the Charges (including the [Ongoing] Charges and Charges 
priced on a fee rate basis). For clarity, if any ECA Calculation would result in a 
decrease in any of the Charges, such ECA Calculation shall not be applied to 
the relevant Charge and the applicable price for such Charge for the following 
calendar year will remain at the same level as the current calendar year. 

7.1.6 For the purpose of the ECA Calculations and the evolution of the Charges 
during the relevant Supplement Term, the following shall apply: 

(a) each price quoted in Euro cents, shall be rounded to the same number 
of decimal places as that price is described in the relevant 
Supplement at the Supplement Effective Date; 

(b) prices quoted in whole numbers of Euros, shall be rounded to the 
nearest whole number;  
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(c) with the result, in each case, used to calculate the applicable Charges 
in the following calendar year. Numbers ending with a five (5) or more 
in the decimal place immediately following the final applicable 
decimal place for rounding that price shall be rounded up; and 

(d) for the purpose of calculating the applicable Charges in the following 
calendar year, the unrounded number of each price in the then 
current year shall be used. 

7.1.7 Amadeus shall perform the ECA Calculations in accordance with this Section 
7 and shall submit ECA and ECI values to Customer (to the address defined in 
the cover of the Agreement for Notices, email form is sufficient) on a yearly 
basis. The new ECA and ECI values shall be deemed incorporated into the 
Agreement. 

7.2 Economic Change Index 

7.2.1 As part of the ECA Calculations, Amadeus shall calculate and apply, in 
accordance with these Sections 7.2.1 to 7.2.2, an inflation adjustment to all 
of the Charges described in each Supplement (Charges) using the Economic 
Change Index. 

7.2.2 The Economic Change Index shall be applied to the price of each of the 
Charges as follows: 

(a) for all Man Day Rates or any manpower-related charges, one hundred 
per cent (100%) of the Economic Change Index will be applied; and 

(b) for all other Charges, including supplements and discounts to the 
Charges (excluding supplements and discounts stated as a 
percentage), two thirds of the Economic Change Index less a 
productivity factor of 1% will be applied. 

7.2.3 Customer and Amadeus agree to use the Economic Change Index for the 
purpose of determining inflation.  If the then-publisher of the Economic 
Change Index ceases to publish the Economic Change Index (or a material 
component thereof), Customer and Amadeus shall use commercially 
reasonable efforts to agree a substitute, comparable index published at least 
annually by a mutually acceptable source. 

8. TAXES AND VAT 

8.1 Customer will be responsible for sales, use, excise, value-added, services, custom 
duties, consumption and other transaction taxes and duties (Taxes), and any interest 
thereon, that are assessed against either Party, on the provision of the Services 
(including the reimbursement of expenses), any particular goods or services received 
by Customer from Amadeus, or the fees paid for such goods or services.  

8.2 Charges are exclusive of VAT which shall be chargeable to Customer at the then 
current rate if Amadeus is subject to VAT for the supply of goods or services to 
Customer. If VAT is chargeable to Customer, Customer shall pay such VAT together 
with the respective Charges for the Services that have given rise to the obligation to 
pay VAT. 

8.3 The parties agree to use reasonable endeavours to do everything required by the 
relevant VAT legislation to enable or assist the other party to claim or verify any input 
tax credit, set off, rebate or refund in respect of any VAT paid or payable in connection 
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with Services under each Supplement.  

8.4 Should Customer be required under any applicable Law to withhold or deduct any 
portion of the payments due to Amadeus, then the sum payable to Amadeus will be 
increased by the amount necessary to yield to Amadeus an amount equal to the sum 
it would have received had no withholdings or deductions been made. 

9. DISPUTED CHARGES 

9.1 If Amadeus’ invoice does not include sufficient detail and supporting documentation 
to enable Customer to reasonably determine whether Amadeus’ Charges specified in 
such invoice are in accordance with the relevant Supplement, Customer shall 
endeavour to notify Amadeus as soon as possible but, in any event, no later than on 
the due date of such invoice. 

9.2 Customer shall notify Amadeus of the extent to which it disputes in good faith any of 
the Charges paid by Customer and of the reason for such Dispute.  The parties shall 
meet to resolve such Dispute in good faith, escalating the Dispute where appropriate 
in accordance with Clause 17 (Disputes) of the General Terms. 

9.3 Customer may not withhold payments invoiced to Customer while any dispute is being 
resolved.  

10. RECORDS AND AUDIT REPORTS 

10.1 Amadeus shall maintain complete and accurate records (in accordance with standard 
Spanish accounting practices) of all Charges invoiced to Customer under each 
Supplement and maintain such records for a period of at least three (3) years (or any 
other longer period as required by Law) from the period to which such records relate. 
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SCHEDULE 4 – OPERATIONAL & DELIVERY PRINCIPLES 
 

 Amadeus Service Limitations, Dependencies or Clarifications 

 

SUPPORT SERVICES 

 

End-User Help Desk Services 

 N/A  
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 Amadeus Service Limitations, Dependencies or Clarifications 

 Field Support Services 
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 Amadeus Service Limitations, Dependencies or Clarifications 

If the Supplement specifies (e.g. in the Service Delivery Model) 
that Amadeus shall provide Field Support Services, such 
Supplement shall specify the applicable field services to be 
provided by or on behalf of Amadeus on-site at the Airport in 
support of one or more Operational and Delivery Services. 
These services generally relate to the provision of trouble-
shooting, maintenance and/or installation, as may be specified 
in the Service Delivery Model. 

Whilst on-site at the Airport, Amadeus Personnel and Third 
Party providers engaged to provide Field Support Services 
shall: 

comply with the Airport’s published rules and regulations 
regarding personal and professional conduct generally 
applicable to Personnel at such sites, including, where 
applicable, the display of suitable identification badges, to the 
extent that such rules and regulations are not inconsistent 
with this Agreement; 

comply with reasonable requests of the other party’s 
Personnel pertaining to personal and professional conduct; 
and 

otherwise conduct themselves in a reasonably businesslike 
manner. 

Unless the Supplement specifies (e.g. in the Service Delivery 
Model) that Amadeus shall provide Field Support Services, 
Customer shall provide Field Support Services twenty-four (24) 
hours a day every day of the week. In such event the Field 
Support Services shall be the sole responsibility of the Customer 
and Amadeus shall not be responsible for providing any Field 
Support Services to the Customer’s end users.  Customer shall 
advise its end users not to contact the Amadeus Help-Desk. 

The Field Support Services, in conjunction with the End User Help 
Desk, shall provide the minimum investigation required by the 
Amadeus Help-Desk before escalation to the Amadeus Help-
Desk via the Amadeus notified tools (e.g. Amadeus Customer 
Service Point or “ACSP”). These services generally relate to the 
provision of trouble-shooting, maintenance and/or installation 
in order to resolve problems with the end users.   

Customer shall ensure suitably qualified Personnel are 
appointed to the Field Support Services team who shall attend 
any mandatory Amadeus’ training and who shall act in 
accordance with the training received for the resolution of calls 
placed with the End-User Help-Desk. 

Customer shall be responsible for securing all necessary 
permissions and consents including passes (whether physical or 
electronic) to permit access to all areas of Airport as may be 
necessary to provide the Field Support Services. 

Customer shall provide free of charge secure storage area for 
spares as well as appropriate office space for the field support 
staff. 



 Letisko M. R. Štefánika – Airport Bratislava, a. s. (BTS) 

 

 

Airline IT Services Agreement  
General Terms and Schedules  62 

CONFIDENTIAL & RESTRICTED 

 Amadeus Service Limitations, Dependencies or Clarifications 

 Amadeus Help Desk Services  

 
The Amadeus Help-Desk shall provide functional and technical 
help-desk support services to the Customer’s End User Help 
Desk and Field Support Services staff.  Service will be provided 
to Customer’s personnel who have attended mandatory 
Amadeus’ training. 

A telephone number and assignee group, as well as access to 
ACSP, will be made available by Amadeus to the Customer 
Help-Desk for access to the Amadeus Help-Desk services. 

The functional and technical help desk assistance shall be 
provided for functional and technical problems experienced by 
Customer in its use of the Ongoing Services: 

during Customer operational hours as defined in the 
respective Supplement. 

Amadeus shall receive and retain overall responsibility and 
ownership of all contacts handled by its Amadeus Help-Desk 
until recovery of the Incident or the call is closed. 

 

Dependent on the End-User Help Desk Services & Field Support 
Services to be provided by Customer. 

 

INCIDENT & 
PROBLEM 
MANAGEMENT 

Amadeus shall, in accordance with Amadeus’ standard 
procedures: 

• receive Incident reports from the Customer Help-Desk 
and categorize and document the relative importance of 
each Incident according to the Severity Levels ; 

Customer shall 

• log all Incidents, in the designated Amadeus Incident 
reporting tool (currently ACSP), communicating in English. 

• provide information and support in the process of Incident 
management in order to ensure timely Incident recovery 
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 Amadeus Service Limitations, Dependencies or Clarifications 

• provide notification to Customer of critical outages and 
otherwise provide Customer with regular progress 
updates of the Incident Records; 

• undertake an Incident review analysis of the Incident, 
where necessary; 

• engage in Incident Recovery; 

• refer an Incident, where the root cause of the Incident 
resides with the Customer, back to the Customer Help-
Desk; 

• monitor, control and manage all Incidents arising within 
the Amadeus Platform environment relating to the 
Ongoing Services using an automated Incident and 
Problem tracking system; 

• perform proactive and reactive troubleshooting and 
Incident management including proactive monitoring, 
logging, tracking, escalation, review and reporting 
(historical and predictive) for all Incidents; 

• escalate unresolved Incidents in accordance with 
escalation paths set out in the Customer Service Plan.  

• give Customer access to the designated tool (currently 
ACSP) for reporting Incidents within the Amadeus 
Incident, Problem and Change Management system.  

A User Originating Problem shall constitute a Savings Event 
and Amadeus shall: 

• have the right to immediately suspend the affected 
Service(s), and/or disable the relevant connection(s), 

and Problem resolution and closure of records following 
recovery and resolution. 

•  shall procure that its Authorised Users shall) ensure that 
their systems, applications and use of the Services shall not 
result in a User Originating Problem.  

• and close returned incidents, that are recovered and/or 
resolved and/or invalid, with 72hrs of the incident 
reassignment in the designated Amadeus Incident reporting 
tool  

• Ensure that Amadeus can access the Services and 
equipment when required by Amadeus to install or provide 
software updates. Failure to ensure such access shall 
constitute a Savings Event. 

 

Both parties shall follow standard Amadeus operational 
procedures. 

Customer acknowledges that for incident management 
(troubleshooting, preventing, detecting and repairing incidents)  
of Amadeus Platform and the Services,  Amadeus designated 
tool may monitor and log Customer, Authorised Users and 
Customer Third Parties activity when accessing and/or using 
such tool.   
Customer agrees (and ensures that it’s Authorised Users and 
Third Parties have agreed) that by accessing and/or using the 
tool, Customer, Authorised Users and Third Parties agree to the 
monitoring and logging for such purposes. 
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 Amadeus Service Limitations, Dependencies or Clarifications 

access or applications, content and/or systems (including 
to the Amadeus Platform and the Application Services 
and Customer, Authorised Users and their Third Parties 
IPR) if Amadeus reasonably determines this to mitigate 
be the source of the User Originating Problem, to the 
extent necessary to mitigate the impact of such problem; 
and 

• promptly following any decision to suspend, initiate a 
crisis management call with Customer to discuss and 
attempt to identify the source of the User Originating 
Problem and potential remedies. 

• Customer shall (and shall procure that its Authorised 
Users and its and their Third Parties shall) ensure that 
their systems, applications and use of the Services shall 
not result in a User Originating Problem. 
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CAPACITY 
MANAGEMENT 

Amadeus shall: 

• monitor system utilization, capacity limits and expected 
capacity needs of the Amadeus Platform; 

• review Amadeus’ capacity requirements to ensure 
sufficient capacity is available to deliver the Application 
Services in accordance with the performance standards of 
the Supplement; and 

• analyze Customer capacity requirements and quantify the 
impact on the capacity of the Amadeus environment to 
deliver the Application Services. 

Customer and Amadeus shall exchange capacity forecasts 
periodically as required to enable Amadeus to plan and manage 
the capacity requirements for the delivery of the Application 
Services to Customer. 

• Planned or proposed changes to: 

• the usage of the Application Services and any associated 
applications and data feeds by the Customer; and/or 

• the delivery of the Application Services and associated 
interfaces and data feeds by Amadeus, 

shall be communicated to the other party in order to facilitate 
the planning for future capacity changes in the other party’s 
operating environments and systems. 

Customer shall inform Amadeus in advance of any plans, projects 
or events that Customer is aware of which may impact 
significantly the future capacity requirements for Customer. 

Customer shall give Amadeus: 

• reasonable (and in any event not less than seven (7) 
Working Days’) advance written notice of any Customer 
campaigns, activities or other planned circumstances which 
will or may have a temporary impact on the Services or lead 
to an increase of at least 50% over and above Customer's 
peak monthly utilisation over the previous six (6) months in 
the utilisation of the Amadeus Platform; and 

• not less than six (6) months’ advance written notice of any 
Customer activities which will or may result in a permanent 
impact on the Services or lead to an increase of at least 
50% over and above Customer's peak monthly utilisation 
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 Amadeus Service Limitations, Dependencies or Clarifications 

over the previous six (6) months ]in the utilisation of the 
Amadeus Platform (including mergers and/or acquisitions). 

Amadeus may charge the Customer for the costs it incurs in 
preparing for the likely increase in utilisation notified to it by the 
Customer. However, for the avoidance of doubt, Customer 
acknowledges that regardless of whether Customer has 
provided Amadeus with reasonable advance written notice of 
such campaigns, activities or other circumstances, if such 
campaigns, activities or other circumstances result in an increase 
of at least 50% over and above Customer's peak monthly 
utilisation over the previous six (6) months in the utilisation of 
the Amadeus Platform, Amadeus may not be able to prevent 
such campaigns, activities or other circumstances having an 
impact on the Services, and  such circumstances shall give rise to 
a Savings Event (in which case the provisions of Clause 5 (Savings 
Clause) of the General Terms shall apply) or Amadeus may limit 
or suspend usage of the Services to the extent required to 
safeguard operation of the Amadeus Platform. 
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 Amadeus Service Limitations, Dependencies or Clarifications 

IT SERVICE 
CONTINUITY 

Amadeus shall provide prime site recovery services at the 
Amadeus Data Centre. 

Amadeus shall perform prime site back-up and recovery 
procedures on the Amadeus Platform to support continuity of 
the Application Services. This will include processes to reduce 
disruption to the Application Services and preventative 
measures and recovery controls to sustain Amadeus 
operations and recover the Application Services. 

Subject to the provisions of Clauses 5 (Savings Clause) and 11 
(Force Majeure) of the General Terms, these prime site 
recovery services will be performed when there is, for 
example, an unexpected significant increase in resource 
demand, a processor fails or any such similar event which 
disrupts the delivery of Application Services. In such 
circumstances, Amadeus will undertake one or several actions 
comprising, for example, use of fallback hardware or 
processor, automatic failover or restore and load balancing 
and/or re-routing of network, subject to availability of capacity 
and resources within the Amadeus Data Center. 

 

APPLICATION 
MAINTENANCE AND 
SUPPORT 

Amadeus shall: 

• perform preventive maintenance of the systems and 
applications underlying the Amadeus Platform, including 
performing application tuning, code restructuring and 
other initiatives aimed at improving the operational 
efficiency and reliability of programs and minimising 
ongoing maintenance requirements; 

• Customer shall at all times remain responsible for 
maintaining the integration of its systems, business 
processes and equipment with the Ongoing Services after 
Cutover. 

• Ongoing Services in accordance with the timetable 
applicable to the Community and/or notified to it by 
Amadeus.  
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• analyse the nature and cause of faults and perform fault 
reproduction as appropriate; 

• recover Incidents that do not require code changes as 
well as recover and resolve Problems requiring code 
changes and design, write, program, test, distribute, 
install, implement and document code changes and fix all 
Incidents according to the Severity Levels.; 

• recover Incidents associated with database(s) and, if 
applicable, Amadeus Platform or Application Services 
software; 

• maintain documentation and manage metadata, 
including a current inventory of systems, system 
properties, code libraries, data definitions, data model 
and system documentation relating to the Amadeus 
Platform and the Application Services; and  

• Amadeus give Customer reasonable (and in any event not 
less than three (3) months’) notice and documentation of 
any updates, upgrades or modules to be implemented.  

• A failure of Customer to install and/or use an update, 
upgrade or module provided by Amadeus in accordance 
with these provisions  and  which impacts on the ability of 
Amadeus to perform any part of the Services, meet the 
applicable performance standards or comply with any of its 
obligations under the Supplement, shall result in a Savings 
Event.  

• Further, in such circumstances, Customer acknowledges 
that Amadeus shall not be required to provide any Ongoing 
Services to the extent that these depend on unsupported 
releases or versions of the software or equipment or 
unavailable upgrades. 

• If additional Charges apply in connection with such 
updates, upgrades or replacements, such Charges will be 
payable to Amadeus by Customer and Customer will be 
required to update, upgrade and replace the software or 
equipment at Customer’s cost within the reasonable 
timeframe and process instructed by Amadeus. 

• Amadeus utilizes an endpoint management system tool 
that deploys software remotely, automates the application 
of patches and empowers remote management to 
endpoints in the Services that Amadeus supports. To 
achieve this, Amadeus requires Customer and Customer 
agrees (and agrees that it’s Authorised Users and third 
parties have agreed) at its expense to implement secure 
connectivity to enable Amadeus to connect and access 
Customer’s or the Airport’s internet breakout firewall as 
instructed by Amadeus. Customer acknowledges that 
Customer’s failure to implement such connectivity in 
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 Amadeus Service Limitations, Dependencies or Clarifications 

accordance with these provisions may impact the Services, 
support thereof, services levels and Amadeus ability meet 
the applicable performance standards and contracted 
obligations and shall constitute a Savings Event and 
Amadeus will have no liability to Customer, its Authorised 
Users or any third party for Incidents or degradations to the 
Services that occur as a result. 

PLATFORM 
MANAGEMENT 

The Supplement shall define the environments (e.g. 
Production Environment, one or other or all Testing 
Environments, Training Environment etc) which shall be 
available to support the Services under the Supplement,  

 

Production Environment 

Amadeus shall perform the following Services to support the 
operation of the Production Environment: 

• manage the Production Environment and perform system 
maintenance activities such as system tuning, updates to 
system and application software, system upgrades and 
configuration design changes for all platforms associated 
with the Amadeus Platform; 

• monitor the performance of on-line interactive traffic and 
take appropriate action to resolve system-related 
Incidents including escalating, where appropriate, 
Incidents to the appropriate support group;  

• monitor the transmission of files between Amadeus and 
Customer, and Amadeus and any third party recipient as 
required to deliver the Application Services; 
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• manage, maintain, perform, monitor and control on-line 
and batch data feeds to ensure completion of processing 
within the agreed time periods; 

• perform all production control and scheduling functions 
including responding to requests from Customer for 
priority job execution and promptly notifying Customer if 
priority requests will affect the timely completion of 
other tasks or have an impact on the provision of the 
Application Services; 

• manage physical and logical databases, including 
database maintenance and administration to ensure the 
integrity of the databases which support the Amadeus 
Platform; 

• support regular and necessary backup and recovery 
activities; 

• provide storage management and ensure sufficient 
storage capacity to support the Amadeus Platform; and 

• perform periodic and emergency systems maintenance in 
order to deliver the Application Services. 

Test Environment 

Amadeus shall perform the following Services to support the 
operation of the relevant Test Environment.   

The Test Environment may include connectivity to agreed 
Third Party systems. Customer shall be given access to one or 
more specific test instances to enable Customer’s internal 

Customer shall follow user instructions notified by Amadeus 
from time to time in support of use of the Test Environment. 
Without limiting the foregoing, Customer may not use the Test 
Environment to carry out more than two (2) Transactions per 
second.  
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testing activities (which shall be carried out independently of 
the Production Environment), as follows: 

Additional test services, as well as the related charges, will be 
agreed by the parties in accordance with the Change Control 
Procedure. 

Amadeus reserves the right to modify the Test Environment 
described above at its discretion, without material loss of 
functionality. 

(a) The Post-Implementation Test Environment for post 
Cutover testing of Customer’s business processes and 
Amadeus product evolution. This environment contains a 
copy of the current production software and functional 
test software together with a copy of all databases 
existing at the point of creation. It is scheduled to be 
available for use twenty-four (24) hours per day during 
each day in the calendar year excluding the time required 
to perform specific database activities and planned 
maintenance activities.  

(b) The User Acceptance Test Environment (available for the 
duration of the Implementation Project) contains a copy 
of the production software and is supplemented with any 
future releases of the relevant software.  This 
environment is used for user acceptance and functional 
testing when in project mode.  It is scheduled to be 
available for use twenty-four (24) hours per day during 
each day in the calendar year excluding the time required 
to perform specific database activities and planned 
maintenance activities.   

(c) The Migration Test Environment to validate the migration 
phases for rehearsal of Cutover activities and on an ad 
hoc basis for migration testing. Access to this 
environment is available only for the duration of the 
Implementation Project and will be available for specific 
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activities and at the times agreed by the parties as part of 
the Implementation Plan.  

Training Environment 

contains a copy of the databases existing at the point of 
creation. 

Customer shall be given access to the Training Environment as 
reasonably required to enable Customer’s internal training 
activities to be carried out independently of the Production 
Environment. Access shall be subject to any use rights and 
restrictions set out in the Agreement.   

The Training Environment shall not include connectivity to Third 
Party Systems. Customer may request connectivity to their 
downstream systems. Such additional connectivity, as well as 
related charges, will be agreed by the parties in accordance with 
the Change Control Procedure. 

Amadeus reserves the right to modify the Training Environment 
at its discretion without material loss of functionality. 

Customer shall follow user instructions notified by Amadeus 
from time to time in support of use of the Training Environment. 

NETWORK SERVICES Point of Demarcation 

Amadeus and Customer shall interconnect their networks at the Point of Demarcation which shall be the Amadeus Data Centre 
unless otherwise set out in the Service Delivery Model for the Application Services (attached to the Supplement). Amadeus shall 
provide the Application Services running on the Amadeus Platform to such Point of Demarcation.  

General Provisions relating to Network Services  

Amadeus is only responsible under the Supplements of this 
Agreement (whether arising out of breach of contract, 
warranty, negligence, strict liability in tort or otherwise) for 
Ongoing Services in relation to the Amadeus Network Services 
selected in the Service Delivery Model of the Supplement,   

• For Airport Link Internet VPN the Amadeus Network 
Services do not include any www Internet traffic (e.g. 
Customer website) or email traffic.  

• Other non-Amadeus Platform traffic (e.g. reservations 
traffic) is considered as optional and will be priced 
separately if included in a Supplement.  
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• The default Amadeus Network Services applicable, where 
required, are Amadeus Airport Link Internet unless 
otherwise specified in the Supplement.  

 

• The Customer is required to continue contracting 
separately with their chosen local supplier for the Airport 
LAN services.  

• Amadeus shall not be liable for any service and/or product 
provided to Customer by a Third Party. 

Amadeus Airport Link Internet VPN   

Airport Link Internet VPN is a half managed service. Unless 
otherwise specified in the Service Delivery Model for the 
Application Services under the Supplement, Amadeus shall 
implement the following services which enable the public 
internet for connectivity to the Airport. Using the internet it is 
possible to establish a Peer to Peer connection using a Virtual 
Private Network (VPN). This will connect the Airport to the 
Amadeus network in Erding, where access to subscribed 
applications will be given.  

This means that the Customer may set up the required number 
of IP addresses on a local LAN and via its chosen hardware 
device create his virtual network (VPN) over the public 
internet. The VPN uses the IPSec protocol which provides the 
necessary encryption to secure the data being exchanged 
between each peer and is commonly known as IPSec VPN 
Tunnel.  

It is secured via IPSec VPN Tunnel or other security protocol.  

Amadeus shall be responsible for the following: 

The management of the connection is shared between Amadeus 
and the Customer as each party is responsible for their own side 
of the connection.  

Amadeus and Customer shall jointly deploy an IPSec VPN 
connection between the Amadeus Data Centre and the Airport. 
The connection will carry the traffic relating to the Application 
Service from the Customer Premises Equipment (CPE) located in 
the Airport Core Room over the public internet to the Amadeus 
Data Centre.    

Airport Link Internet VPN  depends on the Customer providing 
their own internet services with their chosen Internet Service 
Provider (ISP).  

Customer will arrange the service level of their choice with the 
customer ISP.  

Amadeus recommend that the Customer should engage the 
appropriate level of internet service support model with their 
chosen ISP.  

The Customer may choose its own network interface device, 
router, firewall, server or gateway but it must be compatible 
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• providing standard workflow documents to assess the 
suitability of the Airport to receive Airport Link Internet 
VPN.        

• providing standardised workflow management methods 
to guide the Customer during the implementation 
process/es.   

• providing an indication of the bandwidth requirements 
based on the questionnaire answers. The questionnaire 
forms part of the standardised workflow management.    

• managing Amadeus’ own IPSec VPN Tunnel configuration, 
VPN Peer, Internet Connection at the Amadeus 
Datacenter.  

• it is expected that the Airport(s) will use public IP 
addresses, but in the event that there is a preference to 
use addresses  from the private IP range, Amadeus will 
advise on any collisions with the existing range on the 
Amadeus network.    

• In the event that there is a disruption in service delivery 
to the VPN Peer in the Amadeus Data Center, Amadeus 
will assist by eliminating the possibility of any 
interruption in service created from the VPN Peer in the 
Amadeus Data Center to the Amadeus network, but will 
not assume any responsibility for the Airport/s chosen ISP 
service.   

• Amadeus shall share customer the initial configuration of 
an IPSec VPN Tunnel at Amadeus . The IP network will be 
sized by the Customer and its ISP to carry the prescribed 

with the IPSec protocol and with the security parameters 
requirement from Amadeus. 

Customer shall be responsible for: 

• assistance with Airport Authority in granting Amadeus 
network access to Airport Core Rooms.  

• testing the Airport Link Internet VPN connection. 

• contracts with local supplier for the Airport LAN services. 

• provide sufficient information to allow Amadeus to 
implement Airport Link Internet VPN 

• providing sufficient information in problem reports from its 
1st Level Help-Desk to Amadeus Second Level Help-Desk to 
allow Amadeus to trouble-shoot Incidents.    

Out of Scope 

Customer will be required to continue contracting separately 
with their chosen local supplier for the Airport and local LAN 
services.  Amadeus will not directly support any issues arising 
from communication failure between the Airport and the VPN 
Peer in the Amadeus Data Centre. 

Traffic from internet traffic (e.g. Customer website) with email 
traffic is excluded from the scope of Airport Link Internet VPN, 
unless otherwise agreed by the parties.  
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Application Service traffic between the Airports and the 
Terminating PoP at the Amadeus Data Centre.   

• Amadeus will enable Amadeus Network Services from 
VPN Peer in Erding to the Amadeus Network in Erding.. 
The ISP, Airport LAN, and the terminals are out-of-scope 
for this service. 

Each Airport should be connected using an appropriately sized 
communications link.  

Amadeus will provide decision making support, but the 
Customer shall be responsible for contracting with their 
chosen ISP.  

If Airport Link Internet VPN is introduced through the Change 
Control Procedure the following applies: 

• As soon as reasonably practicable after the Effective Date 
of the Contract Change by which the Airport Link Internet 
VPN have been introduced to the Agreement, Amadeus 
and Customer shall hold a meeting/conference call  to 
discuss and agree the scope, timeline, and the manner in 
which the Airport Link Internet VPN will be implemented 

• Customer understands and agrees that completion of the 
implementation in a timely manner is contingent upon 
Customer’s full and timely co-operation in fulfilling 
service dependencies set out in this Schedule 11. 
Amadeus may adjust any estimated dates for completion 
of the implementation equitably to account for any 
delays caused by Customer 
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Other Network Service 

In the event that Customer requires network connectivity to 
another location and/or other solution than Amadeus Airport 
Link Internet VPN, and to the extent that Amadeus can 
reasonably provide such additional services, Amadeus shall 
provide a technical and commercial proposal for such 
additional services, and if accepted, such additional services 
shall be documented in a separate agreement to be entered 
into by the parties.  

Customer shall  

• support and perform all Customer actions, tasks and 
dependencies to implement the network connectivity. 

• provide Amadeus with a list of network devices, traffic 
volumes, locations and other such information necessary 
for the provision of the Services and will ensure the 
currency of the information. 

• Ensure its network devices, including terminals and 
peripherals, will use Customer public IP addresses or, if 
Customer prefers to use private IP addresses, an address 
range previously agreed between Customer and Amadeus 
to interface the Customer’s network with the Amadeus 
Network at the Point of Presence. 

• procure and manage any interconnection necessary 
between Customer multiple sites to connect to the 
Amadeus Network infrastructure at the Point of Presence; 
and 

• provide network connectivity to Authorised Users and 
related Third Parties as necessary. 

SITE 
INFRASTRUCTURE 
SERVICES  

The parties shall specify in the Supplement if any applicable IT 
infrastructure to be implemented by or on behalf of Amadeus. 
No title in such infrastructure shall vest in or be assigned to 
Customer unless otherwise expressly agreed. Amadeus 

Customer shall be responsible for preparing the site with all 
electrical, data, environmental and safety facilities and to secure 
all necessary permissions and consents are released.  
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reserves the right to replace any item of infrastructure in 
accordance with standard procedures.  

The Supplement shall specify which if any of the Ongoing 
Services shall apply to the Site Services. 

THIRD PARTY 
SUPPLIER 
MANAGEMENT  

COOPERATION WITH 
THIRD PARTIES  

 

Amadeus shall offer reasonable co-operation, assistance and 
information to the Customer’s Third Parties: 

• providing services to Customer that depend on 
performance by Amadeus of the Ongoing Services; or 

• performing Customer obligations or dependencies under 
this Agreement on behalf of Customer, 

to the extent necessary to enable their provision of such 
services or performance of such obligations. This assistance 
shall be chargeable to Customer on a Time and Materials basis.  

Customer shall procure (at its own cost) that the Customer 
Third Parties are open and co-operative and provide 
reasonable assistance to Amadeus and Amadeus’ Affiliates, 
subcontractors and Amadeus Third Parties in connection with 
this Agreement. This assistance shall include explaining the 
manner in which the Customer Third Parties provide services 
to Customer as is reasonably necessary for Amadeus to 
provide the Services to Customer. Where the Customer Third 
Parties may be disclosing commercially sensitive information, 
such Customer Third Parties may require that Amadeus enters 
into a non-disclosure agreement with such Customer Third 
Party on reasonable terms prior to disclosing such information 
to Amadeus. For the avoidance of doubt, Customer retains 
responsibility for any incumbent provider of services similar to 

At Amadeus’ request, Customer shall procure that its Third Party 
enters into an Amadeus standard non-disclosure agreement 
prior to disclosing such information to such Customer Third 
Party. If any Customer Third Party does not agree to enter into 
such a non-disclosure agreement, this shall give rise to a Savings 
Event. 
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the Services as a Customer Third Party, and shall procure 
performance from such incumbent provider in a manner that 
enables performance by Amadeus of its obligations under this 
Agreement in accordance with this Agreement (including in 
relation to the Implementation Services). 

TERMINATION 
ASSISTANCE 
SERVICES 

Agreed Termination Assistance Services in respect of any 
expired or terminated Services from the end of the Initial Term 
or if any, the Renewal Term, for the Termination Assistance 
Period, if set out pursuant to the Supplement. 

Customer agrees with Amadeus the scope and delivery plan of 
Termination Assistance Services, acting reasonably, before 
expiry or termination of the Supplement.   

 

 


