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AI Products & Services — Service Terms and Conditions

These terms form part of the InnerMedia Master Terms & Conditions and

must be read alongside the Data Processing Agreement (DPA). In the

event of any inconsistency between this Schedule and the Master Terms,

this Schedule shall prevail in relation to AI services.

1.  SCOPE

1.1  This  Schedule  governs  the  provision  of  InnerMedia’s  suite  of  AI-powered products  and services,

including in imHUB, and any future AI-based tools developed by the Supplier.

1.2 The services provided are detailed in the Quote

2.  DEFINITIONS

TERM DEFINITION

AI Configuration The specific prompts, workflows, datasets, routing logic and settings

applied by the Supplier to configure the AI Product for the Client’s

requirements.

AI Product The Supplier’s suite of AI-powered tools described in clause 1.1 and the

Project Plan.

Client Data All data, content, text, images, documents, records and other information

supplied or made available to the Supplier by the Client for the purpose

of configuring or operating the AI Product. Client Data does not include

data that the Supplier independently generates or that arises solely from

the Supplier’s AI models.

End-User A person who interacts with the AI Product via a client-facing interface

(e.g. a website chatbot, enquiry tool or staff assistant).

Interaction Data Data generated when an End-User interacts with the AI Product,

including conversation logs and inputs.
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TERM DEFINITION

Personal Data Has the meaning given in the Data Protection Laws as defined in the

Master Terms.

Sub-Processor A third party engaged by the Supplier to process Personal Data in

connection with the AI Products, as listed in Schedule D Appendix 1.

3.  AI PRODUCT DELIVERY

3.1 The Supplier shall configure, integrate and deliver the AI Products as set out in the Quotation

3.2 Acceptance of the AI Product shall occur when it passes the KDQ Acceptance Tests or is deemed

accepted under clause 3.3.

3.3 Acceptance is deemed to have occurred upon the earliest of: (a) the Client using the AI Product for

live,  customer-facing or  operational  purposes;  (b)  the Client  delaying Acceptance Tests by more than

seven (7) Business Days after notification of readiness; or (c) fourteen (14) days after the Client’s request

for the AI Product to go live.

3.4 If the AI Product fails Acceptance Tests due to incorrect or incomplete Client Data, unsuitable inputs,

or  Client/agent  actions (Non-Supplier  Defects),  the AI  Product  shall  be deemed to have passed.  The

Supplier may assist in remedying Non-Supplier Defects at its standard day rate.

4.  WARRANTIES AND AI LIMITATIONS

4.1 The Supplier warrants that the AI Product will operate materially in accordance with the specification

during  the  Supplier’s  management.  If  it  does  not,  the  Supplier  will  remedy  confirmed  defects  at  no

additional charge.

4.2  This  warranty  does  not  apply  where  failures  arise  from Client  Data,  Client  misuse,  unauthorised

modifications, or operation contrary to the Supplier’s instructions.

Important: AI outputs are probabilistic, not deterministic. The

Supplier does not warrant the accuracy, completeness or suitability of

any AI-generated content. Clients are responsible for reviewing AI

outputs used in consequential decisions (e.g. admissions responses,

staff communications). The Supplier recommends human-in-the-loop review
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for all high-stakes or regulatory contexts.

4.3 The Client acknowledges that AI technology is evolving and that the Supplier may update or improve

the  underlying  AI  Product  from  time  to  time.  Where  such  updates  materially  alter  the  Client’s  AI

Configuration, the Supplier will provide thirty (30) days’ notice.

5.  DATA PROTECTION AND AI PROCESSING

This section governs how the Supplier handles Personal Data in

connection with the AI Products. It must be read alongside the

separately executed Data Processing Agreement (DPA), which contains the

full Article 28 UK GDPR provisions.

5.1 Roles

The Client is the Data Controller. The Supplier is the Data Processor. All processing of Personal Data by

the Supplier is governed by the DPA.

5.2 Prohibition on AI Training with Client Data

Client Data and Interaction Data shall not be used to train, fine-tune,

benchmark or otherwise improve any AI model, whether proprietary to the

Supplier or provided by a third party, beyond the scope of the Client’s

own specific AI Configuration. This prohibition applies absolutely and

survives termination of this Agreement.

5.2.1 The Supplier confirms that:

All  AI  model  inference  runs  on  the  Client’s  AI  Configuration  are  performed  within  the  Client’s

environment;

Conversation logs and Client Data are logically isolated per client and are not accessible to other

clients;
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5.3 Sub-Processors

5.3.1 The Supplier uses the following approved Sub-Processors in connection with the AI Products. All

Sub-Processors are contractually bound to process Personal Data only on the Supplier’s instructions and

to maintain appropriate security standards:

SUB-PROCESSOR ROLE / PURPOSE

Amazon Web Services (AWS)

— UK/EU Regions

Primary cloud infrastructure, hosting, compute and storage for all AI

Products. All data is processed within AWS UK or EU regions.

Anthropic Claude (via AWS

Bedrock)

Large Language Model (LLM) inference engine powering AI Products.

Accessed exclusively via AWS Bedrock, meaning data does not leave the

AWS environment and is not used by Anthropic for model training.

WordPress (Automattic Inc.) CMS platform used for client website integrations. Data handling

governed by WordPress.com Data Processing Agreement.

SendGrid (Twilio Inc.) Transactional and marketing email delivery for aiMarketeer and

notification services.

Google LLC — Analytics & Tag

Manager

Website analytics (GA4) and tag management on client websites. May

process end-user IP addresses and behaviour data.

Meta Platforms Inc. Advertising pixel services (Meta Pixel) on client websites where enabled.

May process end-user interaction data for advertising purposes.

Google LLC — Ads Google Ads conversion tracking on client websites where enabled.

Access Paysuite Payment processing and direct debit collection for client billing.

Xero (Xero Limited) Accounting and invoicing platform. Processes client business and contact

information.

5.3.2 The Supplier shall provide the Client with at least thirty (30) days’ written notice before engaging any

new Sub-Processor  or  replacing an existing one.  The Client  may object  to  a  new Sub-Processor  on

reasonable  grounds  within  fourteen  (14)  days  of  notice.  If  the  parties  cannot  agree,  the  Client  may

terminate the AI Product service on thirty (30) days’ notice without penalty.

5.4 Data Residency

5.4.1 All  Client  Data and Interaction Data is  stored and processed exclusively within AWS UK or EU

regions. No Personal Data is transferred outside the United Kingdom or the European Economic Area

unless the Client provides prior written consent.

No Client Data is used to improve the Supplier’s general AI capabilities or shared with any third

party for model improvement purposes.
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5.4.2 The use of Anthropic Claude via AWS Bedrock ensures that LLM inference occurs within the AWS

environment without data being transmitted to Anthropic’s external systems.

5.5 Children’s Data

Where the Client operates in a sector involving children (e.g. schools,

nurseries, early years settings), additional obligations apply under

this clause. The Supplier’s AI Products may process data relating to

prospective pupils, current pupils, or their parents and guardians.

5.5.1 The Client warrants that it has obtained all necessary consents and has appropriate lawful bases for

sharing any data relating to individuals under the age of 18 with the Supplier.

5.5.2 The Supplier shall not process data identifiable as relating to a child under 18 for any purpose other

than the delivery of the specific AI Product configuration for that Client.

5.5.3 Interaction Data involving children shall be subject to a maximum retention period of three hundred

and sixty (360) days, after which it will be automatically deleted from the Supplier’s systems, unless the

Client instructs a shorter period.

5.5.4  The  Client  is  responsible  for  ensuring  that  any  AI  Product  used  in  contexts  involving  children

complies with applicable safeguarding requirements, DfE guidance and the ICO’s Age Appropriate Design

Code.

5.6 Interaction Data Retention

5.6.1 Interaction Data (conversation logs, End-User inputs and AI outputs) will be retained for a maximum

of  three hundred and sixty  (360)  days following the end of  the applicable  session,  unless the Client

requests a shorter period or extended retention for a specific operational purpose.

5.6.2 On termination, all Interaction Data will be deleted within Sixty (60) days of the termination date,

unless the Client requests an export before deletion.

5.7 Security

5.7.1 The Supplier implements the following security measures in connection with AI Products:

AES-256 encryption of data at rest within AWS;

TLS 1.2 or higher encryption of data in transit;

Logical isolation of each Client’s data and AI Configuration;

Role-based access controls limiting Supplier personnel access to Client Data;

Multi-factor authentication (MFA) for all internal systems accessing Client Data;
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6.  CLIENT DATA AND ACCEPTABLE USE

6.1 The Client warrants that all Client Data: (a) does not infringe any applicable law or third-party rights;

(b) does not contain inappropriate content; (c) is provided with a valid lawful basis under Data Protection

Laws.

6.2 The Supplier does not monitor Client Data or AI outputs in real time, but shall notify the Client promptly

if it becomes aware of any apparent legal issue or inappropriate content.

6.3 The Client shall  indemnify the Supplier against all  claims arising from: (a) Client Data constituting

inappropriate content; or (b) alleged third-party IPR infringement arising from the Supplier’s use of Client

Data.

6.4 The Client is responsible for publishing appropriate privacy notices to its End-Users explaining that AI

is used to process their enquiries and that their interactions may be stored. The Supplier can provide

template wording on request.

7.  CHARGES AND PAYMENT

7.1 Charges shall be paid in accordance with the quotation

7.2 Ongoing subscription, hosting and AI runtime charges shall be collected by monthly direct debit in

advance or annually in advance.

7.3 VAT invoices shall be issued accordingly. The Client shall pay each invoice within thirty (30) days of

issue.

7.4 If  Client-caused delays affect  the Project  timeline,  the Supplier  may revise the payment schedule

accordingly.

8.  INTELLECTUAL PROPERTY

8.1 All IPR in Client Data remains the property of the Client.

8.2 The Supplier retains all  IPR in: (a) the AI Products; (b) all  AI templates, pre-built  models, system

prompts and workflows; (c) the AI Configuration architecture and methodology.

8.3 Any custom AI Configuration created for the Client is licensed to the Client for their use only during the

term of this Agreement. It shall not be assigned without the Supplier’s express written consent.

Annual security review of AI infrastructure.
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9.  CONSEQUENCES OF TERMINATION

9.1 On termination, all unpaid invoices become immediately due and payable.

9.2 Within thirty (30) days of payment of all outstanding sums, the Supplier shall: (a) return all Client Data

in a structured, machine-readable format; (b) provide an export of any custom configuration or content

created for the Client, excluding proprietary AI functionality; and (c) delete all Client Data from Supplier

systems and confirm deletion in writing.

9.3 The prohibition on AI training in clause 5.2 survives termination indefinitely.

10.  ATTRIBUTION

10.1 Where AI  Products  are deployed in  client-facing interfaces,  the Supplier  may include a discreet

‘Powered by InnerMedia’ attribution. The Client may request removal of this attribution at any time.
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