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Appendix 1: Direct cost rates 

1 Scope of application 
1.1 All business relationships, including future ones, between INTRAVIS Gesellschaft für Lieferungen und 
Leistungen von bildgebenden und bildverarbeitenden Anlagen und Verfahren mbH, Rotter Bruch 26a, D-52068 
Aachen (hereinafter referred to as "INTRAVIS") and the customer regarding the sale of goods and software and 
regarding commissioned services and/or rental services (e.g. SaaS services) as well as regarding the provision of 
services and work by INTRAVIS shall be governed exclusively by these General Terms and Conditions (GTC). 

1.2 Other terms and conditions shall not become part of the contract, even if INTRAVIS does not expressly object 
to them or has not referred to them again when concluding similar contracts, unless the contracting parties 
expressly agree otherwise. 
1.3 When concluding a contract with the customer, the following provisions shall apply in the following order 
of priority: 
a) the offer with any descriptions of goods or services 

b) these GTC 

c) any included terms and conditions of third-party providers 
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2 Subject matter of the contract 

2.1 INTRAVIS provides various services: The customer shall find a current description of goods and services in 
its offer. The exact scope of the goods and services shall be agreed between the parties, if necessary, as part of 
further documentation of the service. 
2.2 If INTRAVIS prepares specifications or documentation requested by the customer, these shall be subject to 
a charge (on a time and materials basis), unless otherwise agreed. 
2.3 The source code of any software provided is not part of the subject matter of the contract and is not 
transferred unless this has been expressly agreed between the contracting parties (e.g. with an additional escrow 
agreement). 

2.4 Hardware and software shall only be supplied with installation instructions if this has been expressly agreed. 
Operating instructions (user documentation or online help) shall only be supplied insofar as they are necessary 
for the intended use. These documents may be made available to the customer electronically at INTRAVIS's 
discretion, unless this is unreasonable for the customer. 

 
3 Ordering 

3.1 Upon request, INTRAVIS undertakes to provide further terms and conditions applicable to the contractual 
relationship and agreed in accordance with the respective individual contract. 
3.2 The customer has the option of ordering various goods and services from INTRAVIS. INTRAVIS may assume 
that commissions and orders by employees of the customer have been authorized by the customer if the 
employee in question regularly orders support services and sub-services in a reasonable volume. 

3.3 If the order is placed via an INTRAVIS website or an electronic platform, the following applies: The offers 
presented do not constitute an offer in the legal sense. By placing an order, the customer makes a binding offer 
to contract. Input errors can be corrected before sending the order using the usual keyboard and mouse 
functions. By clicking on the button to conclude the order, the customer submits a binding offer to contract. After 
receipt of the customer's offer and acceptance of the order by INTRAVIS, the contract for the ordered service 
shall be concluded by means of an expressly declared order confirmation or by commencing provision of the goods 
or services. 

3.4 If the order is placed by e-mail, fax or telephone, the following shall apply: The service catalog displayed on 
the INTRAVIS website or transmitted in any other form (e.g. e-mail) shall not constitute an offer in the legal sense. 
By placing an order by e-mail, fax or telephone, the customer makes a binding offer to contract. Upon acceptance 
of the order by INTRAVIS, the contract for the ordered goods and services shall be concluded by means of an 
expressly declared order confirmation or by commencing provision of the goods or services. 

 
4 General performance of services 

4.1 Partial deliveries are permitted insofar as this is reasonable for the customer. 
4.2 If INTRAVIS provides services (consulting, training, support services, etc.) ordered by the customer over and 
above the original agreement, these shall be charged separately. Unless otherwise agreed between the parties, 
time spent shall be remunerated according to the currently valid hourly rate of INTRAVIS. Clause 6 shall expressly 
apply. 

4.3 Dates for the fulfillment of the agreed service (delivery dates) shall require explicit written agreement in a 
schedule. In all other cases, the dates stated by INTRAVIS shall be "approximate dates" or forecasts and shall only 
be binding if this has been expressly agreed with the customer. 

4.4 The customer shall be obliged to provide INTRAVIS with all the information and materials necessary for the 
performance of the contract. A delay in this transfer by the customer or by third parties involved in the project 
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by the customer shall also result in a delay in an agreed delivery date. It cannot be guaranteed that the 
postponement of the delivery date will be limited to the duration of the delay. Once the customer has fulfilled 
their obligation, INTRAVIS will reschedule and notify the customer of an updated delivery date. 
4.5 The delivery period shall be suspended while the customer examines any drafts, demos, test versions, 
programs, sub-programs, etc. The suspension shall be calculated from the date of notification by the customer until 
the date of receipt of the customer's response. 
4.6 If, after the order has been placed, the customer requests changes to the order which affect the completion 
of the order, INTRAVIS shall be entitled to accordingly extend any bindingly agreed delivery period at its own 
discretion and taking into account the interests of the customer. 

4.7 In the event of a delay in delivery, the customer shall only be entitled to exercise the rights to which it is 
legally entitled after setting a reasonable grace period of at least two weeks. 
4.8 If the acceptance of services or products or their dispatch is delayed for a reason for which the customer is 
responsible, INTRAVIS shall be entitled, after a 14-day grace period, at its discretion to demand immediate 
payment of remuneration or to withdraw from the contract or to refuse performance and demand compensation 
in lieu of the entire service. The deadline must be set in writing or in text form. INTRAVIS does not have to refer 
again to the rights arising from this clause. INTRAVIS may also convert unordered services into service quotas. 

4.9 In the event of the aforementioned claim for damages, the compensation to be paid shall amount to 20% 
of the agreed net remuneration. Both parties reserve the right to prove that no damage or a different amount of 
damage was incurred. The above provisions do not imply a reversal of the burden of proof. In the event of a 
default of acceptance or default of performance, the risk of accidental deterioration and accidental loss shall 
pass to the customer. 
4.10 Unless otherwise expressly agreed, the place of performance shall be the registered office of INTRAVIS. 

4.11 The customer shall remain solely responsible for the utilization of the data originating from the customer's 
IT systems and for the results achieved with it. 
4.12 The customer may not allow third parties to use the services provided by INTRAVIS for commercial 
purposes unless this is expressly permitted by contract. 

4.13 The fulfillment of the contract is subject to the proviso that there are no obstacles arising from applicable 
national or international foreign trade regulations as well as no embargos or other sanctions. 
All information and documents required for the export, transfer or import must be provided by the customer. 
The customer is responsible for compliance with (re-)export restrictions. 

 
5 Terms of payment 

5.1 All prices are agreed in the currency stated in the offer. These prices are ex works and, unless otherwise 
agreed, exclusive of packaging and in addition to the applicable statutory value added tax and any import costs 
(customs duties). 

5.2 Services and work are generally invoiced at an hourly rate based on the actual time required, unless 
otherwise agreed at a flat rate. Hourly billing is based on 30-minute intervals. Cost estimates are always non-
binding. 
5.3 Remuneration on a time and materials basis shall be due on completion of the respective service, unless the 
parties have agreed otherwise (e.g. in INTRAVIS's offer). 

5.4 If monthly or annual billing has been agreed between the parties, INTRAVIS may issue the invoice at the 
beginning of the billing month or year. In the year in which the contract is signed, the pro rata amount up to the 
end of the billing period shall be charged (pro rata temporis). 

5.5 In the case of flat-rate remuneration, INTRAVIS may charge payment in advance. INTRAVIS reserves the right 
to demand provision of security if circumstances arise or become known which appear to jeopardize INTRAVIS's 
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receivables. If the customer does not comply with such a request within one week, INTRAVIS may withdraw from 
the contract. 
5.6 Unless otherwise agreed, all payments shall be due immediately, but no later than 8 days after invoicing. 
INTRAVIS shall be entitled to invoice partial services. 
5.7 Invoices are generally sent by e-mail. If the customer expressly requests that the invoice also be sent by 
post, INTRAVIS shall be entitled to charge €5.00 per invoice sent. 

5.8 If the customer terminates a contract for legal reasons that are not the fault of INTRAVIS and the service is 
no longer performed, INTRAVIS shall be entitled to invoice 80% of the remaining contractual remuneration. If 
the remuneration has increased since the last contract status, the invoice shall be based on this new 
remuneration amount. 
In the case of continuing obligations, the remaining remuneration until the time of the next proper termination 
of the contract (the next possible termination date) shall apply. 

5.9 If the customer is significantly in default of payment, INTRAVIS shall be entitled to block the services or 
individual options commissioned by the customer at the customer's expense. In this case, the customer shall 
remain obliged to pay the remuneration. If the customer is in default of payment by more than 60 days, INTRAVIS 
may terminate the contractual relationship without notice. The right to assert further claims due to default of 
payment shall remain unaffected. 
5.10 In the event of an increase in the costs for producing materials and/or for procuring materials and/or 
products, wage and ancillary wage costs, social security contributions or energy costs, or an increase in costs due 
to environmental regulations and/or currency fluctuations and/or changes in customs duties and/or freight rates 
and/or public levies, INTRAVIS shall be entitled to unilaterally increase the remuneration accordingly if these 
increases directly or indirectly affect procurement costs or the costs of the contractually agreed services and if 
there are more than 4 weeks between conclusion of the contract and delivery. Such an increase is excluded if the 
cost increase for individual or all of the aforementioned factors is offset by a cost reduction for other of the 
aforementioned factors in relation to the total cost burden. 

5.11 If the new price is 20% or more higher than the original price due to the aforementioned right to price 
adjustment, the customer is entitled to terminate contracts that have not yet been performed in full. However, 
the customer may only assert this right within 2 weeks of notification of the price increase. 

5.12 INTRAVIS may offer and agree service quotas with the customer. If the customer does not make use of the 
quotas, the agreed and unused hours shall expire at the end of the respective quota period. The customer 
remains obliged to pay the remuneration. 
5.13 The minimum order value per order is €300.00 net; for orders below this value INTRAVIS charges a lump 
sum fee of €30.00. 

 

 
 
 

 
 
 

 
6 Service hours, surcharges and additional costs 

6.1 Unless otherwise agreed, INTRAVIS's service hours for all services are Monday to Thursday from 8:00 a.m. 
to 5:00 p.m. and Friday from 8:00 a.m. to 3:00 p.m. 
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6.2 Unless otherwise agreed, the following surcharges will be charged for services ordered outside service 
hours: 

Monday - Thursday: 
5:00 p.m. - 9:59 p.m.: 25% 
10:00 p.m. - 8:59 a.m.: 50% 

 
Fridays from 3:00 p.m. and Saturdays: 50% 
Sundays and public holidays in Germany and the federal state of North Rhine-Westphalia: 100% 

 
6.3 In addition to any additional agreed remuneration, the customer shall bear the costs listed below as well as 
additional expenses if the supplier handles the installation or assembly, unless otherwise agreed. 

6.4 All costs incurred by INTRAVIS as a result of the agreed dispatch of the technical customer service team shall 
be borne by the customer. These costs shall be invoiced according to actual expenditure on the basis of the 
individual costs listed in the annex: 
a) Travel costs for the outward and return journey by car in accordance with the rates stated in Annex 1, second 
class rail or economy class air travel according to actual expenditure; if the flight time exceeds 8 hours, a business 
class ticket shall be agreed; 

b) Costs for preparation and travel time in accordance with the rates specified in Annex 1; 
c) Expenses for each day commenced in accordance with the rates stated in Annex 1; 

d) Costs for all overnight stays in a mid-range hotel in a single room in accordance with the valid list of lump sum 
amounts for per diem and accommodation costs according to the current letter from the German Federal Ministry 
of Finance, or the actual expenses incurred, whichever is higher; 

e) Transport insurance for luggage and tools, provided that the scope of the parts to be transported is within 
normal limits, at the actual cost incurred; 
f) Labor costs in accordance with the rates specified in Annex 1. In addition, there may be customs duties, costs 
for the procurement of identification or import documents or stays at border crossings in connection with the 
import or export of equipment to be installed or spare or replacement parts. These costs shall be invoiced 
according to actual expenditure or by applying the rates specified in the annex. INTRAVIS shall choose the most 
appropriate means of transportation. 

6.5 Labor costs for technical customer service employees shall be charged based on the hourly rates listed in 
Annex 1. The hourly rates apply to working and waiting times. At least two working hours will be invoiced per 
customer service technician and per request. 
6.6 The spare parts list price shall apply to any spare parts installed in accordance with the agreement. If no separate 
agreement exists, INTRAVIS shall be entitled to invoice according to an existing INTRAVIS project spare parts list. 

6.7 If the customer cancels agreed appointments, INTRAVIS may charge the following pro-rated service 
amounts: up to 1 week before – 25%, up to 3 days before – 50%, 2 days before – 75%, 1 day before or on the same 
day – 100%. INTRAVIS must agree to the customer canceling an agreed appointment. Any expenses actually 
incurred, e.g. travel costs, shall be invoiced in full. 
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6.8 Any further expenses will be charged according to actual expenditure and prior agreement. 

6.9 If a visit relates to a statutory warranty claim, costs in accordance with the above regulations will not be invoiced 
for services falling under mandatory statutory liability. 

 
7 Rights of use 

7.1 Insofar as no other intended use has been agreed, INTRAVIS shall grant the customer the non-exclusive, 
locally restricted and permanent right to use the software/services for its own purposes in accordance with the 
contract, i.e. in particular to save and load them permanently or temporarily, to display them and to run them, 
also insofar as duplications are necessary for this purpose. The location restriction results from the respective 
offer or agreement between the parties. The customer requires a separate right of use for each additional, 
unnecessary copy or virtualization. 
7.2 Unless otherwise agreed in the contract, the customer shall acquire a single right of use for software 
provided for hardware systems. Multiple rights of use must be agreed separately in the contract. Multiple use is 
understood to mean the use of the software on several hardware systems by the customer. The customer may 
only use the software at the contractually agreed location on the associated hardware system. Relocation of the 
hardware system, including the software, shall require prior notification of and approval by INTRAVIS.  
7.3 In the case of rental services, in particular cloud solutions from INTRAVIS, only a right limited to the term of 
the contract shall be granted, as an exception to Clause 7.1. Depending on the cloud solution, the customer shall 
receive access with its own INTRAVIS account and may use this account for an unlimited period of time 
7.4 If software solutions are linked to or installed on INTRAVIS hardware, the right of use shall only exist in 
connection with the agreed hardware. In the case of other on-premise solutions, the basis for assessing permitted 
use on local workstations of the customer shall result from the number of licenses listed in the offer or from any 
special agreements made (quantity scales, unlimited licenses, etc.). Network workstations also include home 
workstations belonging to the network, portable computers temporarily connected to the network and remote 
workstations. If these only serve as a replacement for workstations connected to the local network, no additional 
workstation license is required. If the agreed number is exceeded, error-free operation is not guaranteed. Use of 
the software on portable computers also constitutes simultaneous operation. 

7.5 Any copyright notices, trademarks, other legal reservations, serial numbers or other features serving to 
identify the program contained in the software may not be changed or made unrecognizable. 

7.6 Insofar as a delivery/service involves open source software, INTRAVIS shall generally not transfer any rights 
of use to the same. In this respect, the license terms of the respective open source software supplied by INTRAVIS 
shall apply. 
7.7 In the event of delivery or provision of third-party software, the license terms of the software manufacturer 
or third party shall additionally apply. 
7.8 The license terms of third parties and the respective service descriptions of the software manufacturers or 
third parties apply exclusively to the third-party service and third-party software, in this case taking precedence over 
these GTC. The customer shall receive the third-party software or third-party services in accordance with the 
respective manufacturer's published service description for the software. 
7.9 For the use of software, the system requirements published by INTRAVIS or the software manufacturer must 
be met by the customer. Otherwise it will not be possible to use the software without errors. This shall apply 
irrespective of whether explicit reference is made to the license conditions and the system requirements or 
whether these are attached to the contractual documents. 
7.10 The customer is permitted to make a backup copy and to reproduce this a reasonable number of times as 
part of the usual data backups. Other reproductions are not permitted.  Decompilation within the scope of Section 
69e of the German Act on Copyright and Related Rights (UrhG) remains permitted. The rights of the customer under 
Sections 69d (2) and (3) UrhG also remain unaffected. 
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7.11 Reproduction or modification of the application documentation is not permitted, subject to and in 
consideration of the customer's rights under Sections 69c (2), 69e UrhG (insofar as the documentation is 
integrated into the software). 
7.12 No rights of use shall be granted to drafts, models, sketches and similar works by INTRAVIS which serve the 
development of the final project or which arise during the execution of the contractual maintenance work. If the 
customer wishes to use concepts and ideas from the design phase, a separate agreement shall be required for 
the granting of rights of use. 

7.13 Under no circumstances shall the customer have the right to reproduce, lease or otherwise sublicense the 
purchased or provided software outside the purpose of the contract, to reproduce it publicly or make it publicly 
accessible or to make it available to third parties, whether for payment or free of charge, unless INTRAVIS has 
expressly consented thereto. 
7.14 The customer shall not be permitted to allow third parties to use the software unless INTRAVIS has 
expressly consented thereto. With regard to the customer's internal use, any restrictions or license descriptions 
mentioned in the offer shall apply. 

7.15 If the customer uses the purchased software to an extent that exceeds the acquired rights of use either 
qualitatively (with regard to the permitted use) or quantitatively (with regard to the number of licenses acquired), 
it shall be obliged, at the request of INTRAVIS, to acquire the rights of use necessary for the permitted use without 
delay. This shall not affect INTRAVIS's right to assert its rights, in particular to claim damages and injunctive relief. 
7.16 INTRAVIS may, if necessary, mandate an independent auditor to audit the customer's proper fulfillment of 
this agreement after prior reasonable notice and during normal business hours. The customer shall assist in the 
performance of the audit in a reasonable manner and without remuneration. 
The audit right includes the auditor's right of access to the business premises and access to the computer systems 
in which the relevant records/products are held, provided that (a) the auditors comply with applicable health 
and safety rules and general security rules for the business premises and (b) the auditors assume an appropriate 
confidentiality obligation. 

 
8 Obligations of the customer to cooperate 

8.1 Requests and specifications from the customer which are to be taken into account in the manufacture of 
the subject matter of the contract and which have been agreed between the parties must always be made in text 
form (e.g. e-mail) at a minimum. 
8.2 The customer shall inspect the subject matter of the contract immediately after delivery, in particular with 
regard to completeness and functionality. The customer is obliged to duly fulfill its inspection and complaint 
obligations in accordance with Section 377 of the German Commercial Code (HGB). 

8.3 INTRAVIS must be notified immediately in text form of any defects that are discovered. The notice of defects 
must contain a description of the defects that is as detailed and specific as possible (see Clause 9.1). 

8.4 Defects that could not be detected during the proper inspection described above must be reported in text 
form immediately after discovery. This notification of defects must also contain a description of the defects that 
is as detailed and specific as possible. 

8.5 The customer shall support INTRAVIS to a reasonable extent in the performance of the service at its own 
expense. The customer shall notify INTRAVIS in good time of any changes to the operating conditions, contact 
details and other circumstances essential for the provision of the service. 
8.6 The customer's obligation to cooperate is a cardinal obligation of the customer. 

8.7 If INTRAVIS is to commission services and products from third parties in its own name on behalf of the 
customer, this shall only take place after INTRAVIS has received payment from the customer. 
8.8 Upon request by INTRAVIS or if evidently necessary for the customer, in particular during the term of the 
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agreement, the customer shall designate in text form a person responsible who has all decision-making powers 
and authorizations required for the purposes of implementing this agreement. 
8.9 The customer shall ensure that the agreed technical requirements for the services provided by INTRAVIS are 
met. 

 
9 Acceptance 

9.1 INTRAVIS shall notify the customer when agreed work services or services for which acceptance has been 
agreed, e.g. at handover, are ready for acceptance. The customer shall inspect and test the subject matter of the 
contract immediately after handover to determine whether they are essentially in accordance with the contract 
within the scope of acceptance. The customer shall immediately notify INTRAVIS of any defects in detail with at 
least the following information: 
- Concrete description of the error 
- Last user actions that led to the error (who did what, when and where) 
- Photos or screenshots, if they contribute to better understanding 
- Frequency and reproducibility 
9.2 If the subject matter of the contract essentially complies with the contractual provisions, the customer shall 
declare acceptance, where provided for by law, and prepare an acceptance report in text form at a minimum. 
INTRAVIS shall also be entitled to specify the form of an appropriate acceptance report. 
9.3 If a detailed written notice of significant defects is not received within 7 calendar days after notification of 
readiness for acceptance or at the latest three months after notification of readiness for delivery, the services 
delivered shall be deemed to have been accepted or approved. 
9.4 The customer shall not be entitled to the rights arising from the warranty for defects for defects which were 
known to the customer at the time of acceptance, which would have been obvious during a proper initial 
inspection or which were otherwise negligently not known to the customer or which were not reported by the 
customer. 

9.5 For insurance reasons, goods supplied by INTRAVIS may not be put into service without acceptance. 
INTRAVIS reserves the right to block commissioning if this ban on operation is violated. 

9.6 INTRAVIS reserves the right to hand over relevant admin passwords only upon complete acceptance of the 
order by the customer. If the customer requests the admin password beforehand, the burden of proof for any 
defects shall pass to the customer upon handover of the password. 

 
10 Change request 

10.1 Both contracting parties are entitled to request that the other contracting party discuss and negotiate 
changes or detailed technical specifications, stating good cause. 

10.2 If the customer requests changes that go beyond the agreed scope, INTRAVIS shall work on an hourly basis 
in return for payment on a time and materials basis. INTRAVIS shall examine the costs incurred and whether the 
desired change is feasible and shall then inform the customer of the changes that are likely to result, in particular 
with regard to costs and schedule. Where possible and necessary, INTRAVIS shall also examine the extent to 
which such a change has an impact on previously realized services and their usability. 

10.3 If no agreement is reached on a change request, the parties shall implement the project in the current 
version, unless otherwise agreed. 
10.4 Requests for changes must be made in text form and can also be confirmed by INTRAVIS by e-mail. 
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11 Liability for defects 
11.1 INTRAVIS warrants that all services are free from material defects and/or defects of title in accordance 
with the German Civil Code (BGB). 

11.2 The aforementioned liability for defects does not apply to any open source software used, as no rights of 
use are transferred by INTRAVIS in this case. Liability on the part of INTRAVIS for material defects and/or defects 
of title is therefore excluded due to the specific nature of open source software. 
11.3 In the event of a defect in accordance with Clause 11.1, INTRAVIS shall provide subsequent performance 
free of charge within a reasonable period of time in accordance with the statutory provisions and in accordance 
with the following provisions. 
11.4 Subsequent performance may be effected at INTRAVIS's discretion either by rectification of the defect or 
by new delivery. If the rights of third parties are infringed, INTRAVIS may, at its own discretion, rectify the defect 
by acquiring a right of use for the customer that is sufficient for the purposes of this contract, or by modifying 
the infringing software without affecting the function or only with effects that are acceptable to the customer, or 
by replacing the infringing software without affecting the function or only with effects that are acceptable to the 
customer with software whose contractual use does not infringe any property rights, or by supplying a new 
program version whose contractual use does not infringe any property rights of third parties. 

11.5 INTRAVIS may also remedy the defect by issuing instructions to the customer by telephone, in writing or 
electronically, or by supplying a workaround solution. 
11.6 INTRAVIS shall bear the expenses necessary for the purpose of subsequent performance in the event of a 
justified notice of defect. 
11.7 Any additional expenses incurred by INTRAVIS as a result of products being moved by the customer to a 
place other than the original place of delivery shall be borne by the customer. 

11.8 If it turns out that the notice of defect was unjustified, INTRAVIS may demand compensation for the 
expenses incurred, provided that the customer has acted negligently. 
11.9 If the subsequent performance fails and the customer has set a reasonable deadline which allows at least 
two attempts at rectification, the customer may, at its discretion, withdraw from the contract or reduce the 
remuneration. Subsequent performance shall not be deemed to have definitively failed after the second 
unsuccessful attempt at rectification; rather, INTRAVIS shall be free to choose the number of attempts at 
subsequent performance during the period set by the customer, insofar as this is reasonable for the customer. 
11.10 The right to withdraw from delivery or work contracts and the right to claim damages in lieu of full 
performance shall only exist in the event of significant defects. The customer may not refuse to accept deliveries 
due to minor defects. 

11.11 If INTRAVIS has fraudulently concealed a defect or assumed a guarantee for the quality, the statutory 
provisions on material defects and defects of title and their limitation period shall remain unaffected. 
11.12 Claims due to a defect (including in documentation) shall become time-barred one year after the start of 
the statutory limitation period. This period shall not apply if the law prescribes longer periods in accordance with 
Sections 438 (1) (2) (buildings and items for buildings), 478 (1) (right of recourse) and 634a (1) (2) (building defects) 
BGB, in the event of intent, fraudulent concealment of the defect and non-compliance with a guarantee of 
quality. The statutory provisions on suspension, expiration suspension and recommencement of the time limits 
remain unaffected. 
11.13 Recourse claims of the customer against INTRAVIS pursuant to Section 478 BGB (recourse of the 
entrepreneur) shall only exist to the extent that the customer has not made any agreements with its customer 
that go beyond the statutory claims for defects. Clause 11.7 shall also apply accordingly to the scope of the 
customer's right of recourse against INTRAVIS pursuant to Section 478 (2) BGB. 

11.14 If INTRAVIS offers the customer new program parts, in particular patches, bug fixes, updates, upgrades, 
new releases, new versions, etc. to avoid or eliminate defects, the customer must accept these. 
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11.15 The customer shall not be entitled to any claims for defects if it has modified the products or had them 
modified by third parties or used them with products other than those provided, unless the customer proves that 
the material defect already existed at the time of handover or, in the case of rental services, that the 
modifications have no unreasonable impact on INTRAVIS in terms of analyzing and remedying the defects. 

11.16 The customer's rights due to defects shall remain unaffected, provided that the customer is entitled to 
make changes, in particular within the scope of exercising the right of self-remedy in accordance with Section 
536a (2) BGB, and these have been carried out professionally and traceably documented. 

11.17 In the case of rental services, the customer may only terminate the contract in accordance with Section 
543 (2) (1) (1) BGB for failure to grant use in accordance with the contract if INTRAVIS has been given sufficient 
opportunity to remedy the defect and this has failed. Clause 11.10 shall apply accordingly. 

11.18 Mandatory unlimited liability of INTRAVIS provided for by law and by Clause 12 of this contract (Liability) shall 
remain unaffected by these provisions under Clause 11. 

 
12 Liability 

12.1 Liability shall be excluded for damage to legal interests other than life, body or health, unless the damage 
is due to intentional or grossly negligent conduct on the part of INTRAVIS, its legal representatives or vicarious 
agents and the conduct does not constitute a breach of secondary obligations that are essential for the purpose 
of the contract. 

12.2 Essential contractual obligations are those obligations whose fulfillment is essential for the proper 
execution of the contract and on whose compliance the customer may regularly rely (so-called "cardinal 
obligations"). 

12.3 This exclusion of liability –  as well as other limitations of liability in these General Terms and Conditions – 
shall not apply insofar as claims under the Product Liability Act are concerned, a defect has been fraudulently 
concealed or a guarantee of quality has been given. 
12.4 If the breach of material contractual obligations is due to simple negligence on the part of INTRAVIS, its 
legal representatives or executive employees of INTRAVIS, or if the breach is due to simple or gross negligence on 
the part of other vicarious agents, the liability of INTRAVIS shall be limited to the amount of damage that was 
foreseeable by INTRAVIS at the time of conclusion of the contract and typical for the contract. 

12.5 INTRAVIS shall assume that the foreseeable damage pursuant to Clause 12.4 shall not exceed five hundred 
thousand euros (€500,000) per damage event in the case of property damage and four times the contractual 
remuneration in the case of financial loss. Should the risk of damage exceed these liability sums from the 
customer's point of view, the customer shall inform INTRAVIS immediately so that the parties can request 
separate insurance coverage if necessary, adjust the remuneration in line with the risk or terminate the contract. 
12.6 The customer is obliged to take appropriate precautions in the event that a program does not work 
properly in whole or in part, namely through an alternative procedure, data backup, fault diagnostics, etc. The 
customer is obliged to prevent any loss of data and to carry out regular and proper data backups. 
In the event of data loss, INTRAVIS shall be liable solely up to the amount of the costs for restoring the data backup. 
Clause 12.6 shall not apply if the data backup has been agreed as a main service of INTRAVIS. 

12.7 Unless expressly agreed, the software and services provided and/or delivered are not intended for use in 
connection with nuclear power plants, aviation, public transportation or medical applications or other 
fundamentally hazardous applications that could cause death, personal injury, catastrophic damage or mass 
destruction. The customer acknowledges that INTRAVIS shall in no event be liable for any damages resulting from 
the use of the software in such environments. 
12.8 If the customer has agreed with INTRAVIS the provision and implementation of updates of third-party 
software, the customer is aware that the respective manufacturer is solely responsible for the accuracy of the 
security updates, the accuracy of the risk classification and the assessment of compatibility with the software to be 
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updated. The customer is aware that security updates make changes to the installed software in order to improve 
security or stability. These changes may lead to problems that negatively affect the operability of the system. 
INTRAVIS accepts no liability for consequential damage resulting from such circumstances. The customer is aware 
that prior installations on test systems can limit the risks. In the event of security concerns, INTRAVIS shall be 
entitled to insist on a test system. 

12.9 INTRAVIS shall be obliged to provide the delivery free of industrial property rights and copyrights of third 
parties (hereinafter: property rights) only in the country of delivery, provided that no other agreements 
contradict this. 
12.10 The customer shall indemnify INTRAVIS against all claims, including claims for damages, asserted by third 
parties against INTRAVIS due to an infringement of their rights by the unauthorized use of INTRAVIS services 
culpably caused by the customer. The customer shall bear all reasonable costs incurred by INTRAVIS as a result 
of this infringement of third-party rights, including the reasonable costs incurred for legal defense. All further 
rights and claims for damages on the part of INTRAVIS shall remain unaffected. The customer shall notify 
INTRAVIS of the assertion of claims by third parties with regard to the agreed services as soon as it becomes 
aware of them. 

12.11 In the event of justified claims by third parties in accordance with Clause 12.10, the customer shall no 
longer use the services in question. 
12.12 The above provisions on the limitation of liability also apply to the benefit of the suppliers, resellers, 
partners or branches of the provider as well as the employees and other vicarious agents of the provider. 

 
13 Force majeure 

13.1 INTRAVIS shall not be liable in cases of force majeure. This includes all unforeseeable events as well as 
events which –  insofar as they could have been foreseen –  lie outside the sphere of influence of the parties. This 
includes in particular, but is not limited to, the following events: 

Natural disasters such as floods, storm surges, hurricanes and typhoons as well as other severe weather on the 
scale of a catastrophe, earthquakes, lightning, avalanches and landslides, fire, plagues, pandemics, epidemics and 
infectious diseases (insofar as such has been declared by the WHO or a ministry or a risk level of at least 
"moderate" has been determined by the Robert Koch Institute), war or warlike conditions, riots, revolution, 
military or civilian coup, insurrection, blockades, official and government orders, strikes or lockouts. 

13.2 If such an event of force majeure occurs, the affected contractual partner is obliged to notify the other 
contractual partner immediately, at the latest within 14 days of becoming aware of the event, that the event has 
occurred and inform the partner how it will impair performance in text form. 
13.3 In this case, INTRAVIS shall be entitled to extend its delivery dates and deadlines depending on the scope 
and duration of the force majeure event and its consequences, without granting the customer a right to withdraw 
from the contract or a claim for damages. INTRAVIS shall not be in default for the period of the justified extension 
of the delivery dates and deadlines. 

13.4 Both parties are obliged to do everything in their power and within reason to minimize the damage. 
13.5 If the interruption due to a force majeure event lasts longer than 6 months, INTRAVIS shall be entitled to 
terminate the contract in whole or in part without the customer being able to derive any claims for compensation 
from this. 

 
14 Delivery of goods 

14.1 Retention of title 

14.1.1 As long as all claims to which INTRAVIS is entitled vis-à-vis the customer arising from the business relationship 
have not been fulfilled, the objects of the deliveries (reserved goods) shall remain the property of INTRAVIS. 
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Upon request INTRAVIS shall assign to the customer security claims due to it to the extent that their amount 
does not exceed the value of the claims to be secured by more than 10%. INTRAVIS shall be entitled to choose 
between different security interests. 

14.1.2 For the duration of the retention of title, the customer is prohibited from pledging or transferring ownership 
by way of security, and resale is only permitted to resellers in the ordinary course of business and only on 
condition that the reseller receives payment from its customer or sets the proviso that ownership is not 
transferred to the customer until the customer has fulfilled its payment obligations. 

14.1.3 If the customer resells goods subject to retention of title, it hereby assigns to INTRAVIS by way of security its 
future claims vis-à-vis its customers from the resale along with all ancillary rights – including any outstanding 
balance claims – without any further special declarations being required. If the goods subject to retention of 
title are resold together with other items without an individual price having been agreed for the goods subject 
to retention of title, the customer shall assign to INTRAVIS that portion of the total claim which corresponds to 
the price of the goods subject to retention of title invoiced by INTRAVIS. 

14.1.4 INTRAVIS shall permit the customer to process the reserved goods or to mix or combine them with other 
objects. The processing shall be carried out for INTRAVIS. The customer shall store the resulting new item for 
INTRAVIS with the due care of a prudent merchant. The new item shall also be deemed to be goods subject to 
retention of title. 

14.1.5 INTRAVIS and the customer hereby agree that in the event of combination or mixing with other items not 
belonging to INTRAVIS, INTRAVIS shall in any case be entitled to co-ownership of the new item in the proportion 
resulting from the ratio of the value of the combined or mixed reserved goods to the value of the other goods 
at the time of combination or mixing. The new item is deemed to be reserved goods. 

14.1.6 The provisions on the assignment of claims pursuant to Clause 13.1.3 shall also apply to the new item. 
However, the assignment shall only apply up to the amount corresponding to the value of the processed, 
combined or mixed reserved goods invoiced by INTRAVIS. 

14.1.7 If the customer combines the goods subject to retention of title with real estate or movable property, it shall 
also assign to INTRAVIS by way of security its claim to which it is entitled as remuneration for the combination, 
including all ancillary rights, in the ratio of the value of the combined goods subject to retention of title to the 
other combined goods at the time of combination, without any further special declarations being required. 

14.1.8 The customer is permitted to collect assigned claims from the resale until this permission is revoked. 

14.1.9 INTRAVIS shall be entitled to revoke the customer's permission to collect if one of the following reasons 
applies: 
a) default of payment, 

b) suspension of payments, 

c) opening of insolvency proceedings, 

d) bill protest, 
e) imminent insolvency of the customer or 

f) other important reasons. 
In addition INTRAVIS may, after prior notification and with a reasonable notice period, disclose the assignment by way of 
security, realize the assigned claims or demand that the customer disclose the assignment to the customer. 
 

14.1.10 The customer shall be obliged to inform INTRAVIS immediately in the event of seizure, confiscation or other 
dispositions or interventions by third parties. If a legitimate interest is substantiated, the customer shall 
provide INTRAVIS with the information required to assert its rights against the customer and hand over the 
necessary documents. 

14.1.11 In the event of breaches of duty by the customer, in particular default in payment, INTRAVIS shall, after a 
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reasonable deadline for performance has been set and missed by the customer, be entitled to take back the 
goods and even withdraw from the contract. 
The statutory provisions regarding when a deadline can be dispensed with shall remain unaffected. The 
customer shall be obliged to surrender the goods. The taking back or assertion of the retention of title or the 
seizure of the reserved goods by INTRAVIS shall not constitute a withdrawal from the contract unless 
INTRAVIS has expressly declared this. 

 
14.2 Delivery, transfer of risk 

14.2.1 If goods are delivered without agreed installation and assembly, this shall take place up to the first door on 
the first floor. The customer must ensure (barrier-free) access. 

14.2.2 Even in the case of carriage paid delivery, the risk shall pass to the customer as follows: 
a) for deliveries without installation or assembly: when they have been dispatched or collected. If requested 
by the customer, INTRAVIS shall insure deliveries against the usual transportation risks at the customer's 
expense; 
b) for deliveries with installation or assembly: at the time of acceptance of the goods or, if agreed, after a 
faultless trial run. For the avoidance of doubt, the first trial run shall count for this purpose. If further trial 
runs and/or shipment to another location are to take place, the customer shall bear the responsibility for any 
transportation, packaging or disassembly that it has arranged. 

14.2.3 If the customer is responsible for a delay in shipment, delivery, commencement, performance of installation 
or assembly, handover to its own company or trial operation, or if the customer is in default of acceptance 
for other reasons, the risk shall pass to the customer. 

14.2.4 INTRAVIS shall be entitled to store the goods at the customer's risk and expense for the duration of the 
customer's default of acceptance. INTRAVIS may also use a forwarding agent or a warehouse keeper for this 
purpose. The storage costs shall be invoiced at a flat rate of 0.5% of the net invoice value of the stored goods 
per week, up to a maximum of 5%. INTRAVIS shall be entitled to invoice higher actual costs with suitable 
proof. The customer shall be entitled to prove that no storage costs or lower storage costs have been 
incurred. If the customer is in default of acceptance, INTRAVIS shall be entitled to dispose of the goods itself 
after INTRAVIS has unsuccessfully set the customer a reasonable deadline for collection. 

 
14.3 Installation and assembly 

Unless otherwise agreed in writing, the following provisions apply to installation and assembly: 

14.3.1 The customer shall assume the costs and provide the following in good time: 
a) all earthworks, construction work and other ancillary work outside the respective sector, including the 
necessary skilled and unskilled labor, building materials and tools, 

b) the equipment and materials required for assembly and commissioning, such as scaffolding, lifting gear 
and other devices, fuels and lubricants, 

c) energy and water at the point of use, including connections, heating and lighting, 
d) sufficiently large, suitable, dry and lockable rooms for storing machine parts, apparatuses, materials, tools, 
etc. at the assembly site along with adequate working and break rooms for the assembly personnel, including 
sanitary facilities appropriate to the circumstances; in addition, the customer shall take the same measures 
to protect the property of INTRAVIS and the assembly personnel at the construction site as it would take to 
protect its own property, 

e) Protective clothing and protective devices that are required due to special circumstances at the installation 
site. 
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14.3.2 The customer must submit the following documents without being asked before the start of the installation 
work: 

a) required structural data; 

b) location of concealed electricity, gas and water pipes or similar installations; 
c) hazard warnings and information on safety instructions. 

14.3.3 To ensure that the installation or assembly can be started as agreed and carried out without interruption, the 
materials and objects required for the start of the work must already be in place at the installation and 
assembly site and all preparatory work must have progressed as required before the start of the installation. 
Access routes and the installation or assembly site itself must be level and cleared. 

14.3.4 The customer shall bear the reasonable costs for waiting time and additional travel required by the 
installation personnel if the installation, assembly or commissioning is delayed due to circumstances for which 
INTRAVIS is not responsible. 

14.3.5 The customer shall certify the following to INTRAVIS: 

a) the duration of the assembly personnel's working hours each week; 

b) the completion of installation, assembly or commissioning without delay. 

 
15 Delivery of software 

15.1 If software is provided, this is provided in a manner depending on the agreement, e.g. together with 
hardware, as a download or as software-as-a-service. 
15.2 If software is provided and there is no express agreement on installation, any necessary installation shall 
be carried out by the customer. 
15.3 If INTRAVIS contractually undertakes the installation of software, this shall relate exclusively to the agreed 
version in the version available on the installation medium used by INTRAVIS; in the absence of an express 
agreement, this shall be the first version available on the market. INTRAVIS shall not be responsible for the 
installation of all releases, updates, upgrades, patches and builds available at the time of installation, even if 
these are recommended by the manufacturer of the software and are already available on the market. It is the 
sole responsibility of the customer to install these, unless expressly agreed otherwise. However, INTRAVIS shall 
be entitled to install later versions and releases at its own discretion, unless the customer has given INTRAVIS 
written instructions to the contrary. 

Unless otherwise agreed, the software settings (in particular parameterization and selection of setup options) 
for the installation of software shall be at INTRAVIS's discretion. 

15.4 INTRAVIS shall retain title to the software supplied in conjunction with hardware until all payments under 
the contract have been received. In the event of unjustified refusal of payment by the customer, any rights of 
use granted may be revoked by INTRAVIS after prior written warning and reference thereto. The customer may 
prove that it is entitled to a right of retention under the respective contractual relationship. 

15.5 The customer shall be responsible for installing and managing program releases, bug fixes and program 
environments received from INTRAVIS, unless this has been expressly agreed as a service from INTRAVIS. 

 
16 Cloud products 

16.1 INTRAVIS provides the customer with various cloud products, such as the IntraVisualizer, as software-as- 
a-service for a contract term specified by a separate agreement. 
16.2 The data connection between the customer's computers and systems and the systems operated by 
INTRAVIS, i.e. the transfer point connected by the Internet address of the software solution, shall not be owed 
by INTRAVIS. 
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16.3 INTRAVIS uses data centers in the Federal Republic of Germany and optionally in the USA. Depending on 
the service selected by INTRAVIS, the customer has the option of choosing one of the locations offered. When 
making its choice, the customer shall be responsible for ensuring that it complies with the statutory provisions 
incumbent upon it. INTRAVIS reserves the right to rent the necessary infrastructure from another provider if the 
availability, the technical requirements or the spatial restrictions of the server location can no longer be 
guaranteed. In this case, the customer shall be informed of this within 4 weeks before the planned change. 
16.4 INTRAVIS shall provide the customer with the agreed software solution with an availability of 90.0%, unless 
otherwise agreed. Availability shall refer to the average availability of the software solutions during the operating 
period of each calendar year. INTRAVIS reserves the right to interrupt the provision of services in order to carry 
out scheduled and, in an emergency, unscheduled maintenance work (maintenance windows). The times of the 
maintenance windows shall not be regarded as operating periods within the meaning of the above provisions. 
INTRAVIS shall give the customer seven (7) days' notice of scheduled maintenance windows. Unless otherwise 
agreed, regular maintenance windows of one hour per working week shall be agreed. INTRAVIS shall give the 
customer advance notice of unscheduled maintenance windows to the extent possible and reasonable. Other 
temporary interruptions to operation due to disruptions to the Internet at third-party providers or third-party 
network operators and in the event of force majeure shall also not be taken into account. 

16.5 The customer warrants that it will not store or transmit any content on cloud products or servers provided 
by INTRAVIS which 
(i) is unlawful, pornographic, obscene, indecent, harassing, racially or ethnically discriminatory, harmful, 
threatening, defamatory or otherwise discriminatory; 

(ii) encourages or promotes illegal activities; 

(iii) infringes the intellectual property rights of third parties; or 

(iv) is otherwise inappropriate ("prohibited content"). 
16.6 The customer acknowledges that INTRAVIS has no control over content stored or transmitted by the 
customer and does not monitor such content. If INTRAVIS does become aware of such content, INTRAVIS reserves 
the right to remove immediately and without prior notice any such content that INTRAVIS reasonably believes 
may be classified as prohibited content. The customer shall indemnify and hold INTRAVIS harmless against all 
damages, losses and expenses incurred as a result of legal action or claims by third parties regarding the 
customer's content. 
16.7 The customer shall be obliged to organize its contractual use so as to avoid overloading the server, e.g. 
with actions that require high computing power or an above-average amount of working memory. INTRAVIS shall 
be entitled to exclude contractual objects which do not meet the above requirements from access by the 
customer or by third parties. INTRAVIS shall immediately inform the customer of such a measure and shall make 
the contractual object in question accessible again as soon as the customer proves that the use has been 
reorganized in such a way that it meets the above requirements. 

16.8 The customer shall be obliged to use the contractual service only to the extent required for proper business 
operations. The customer shall avoid excessive use of the services and capacities in order not to impair the overall 
system and to ensure the security of the INTRAVIS network. 
16.9 If a customer jeopardizes the security, integrity or availability of INTRAVIS networks, servers, software or 
data, or if INTRAVIS suspects on the basis of objective evidence that serious disruptions to the network, software 
or stored data are occurring, INTRAVIS may temporarily block or restrict the service. The periods of blocking or 
restriction are excluded from the calculation of downtimes. 

16.10 To clarify, this provision also applies to so-called "denial of service" attacks (hereinafter "DoS" attacks) 
that the customer carries out via the data center. The same applies if the threat arises via the customer's system 
without the customer being responsible for this. To clarify, this regulation also applies to DoS attacks for which 
the customer's server is used by third parties. If spam e-mails are sent by the customer via the INTRAVIS server, 
INTRAVIS may block the service. 
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16.11 The customer shall be obliged to keep the passwords received for the purpose of accessing the services 
of INTRAVIS strictly confidential and to inform INTRAVIS immediately as soon as it becomes aware that the 
password is known to unauthorized third parties. The aforementioned obligations shall also apply if the customer 
receives a password which serves to identify the customer to INTRAVIS when making declarations relating to the 
contractual relationship. Persons who use the customer's password when making such a declaration shall be 
deemed by INTRAVIS to be authorized by the customer to make the respective declaration. If, through the fault 
of the customer, third parties use our services by misusing the passwords, the customer shall be liable to 
INTRAVIS for usage fees and damages. 
16.12 INTRAVIS has the right to technically edit, prepare and adapt offers and functional contents of the 
software solutions in such a way that they can also be displayed on mobile end devices or software applications 
of third parties. INTRAVIS reserves the right to add further interfaces and improve technical functions of the 
software solutions in the future at its own discretion. Functions may also be removed at INTRAVIS's discretion if 
this only entails a minor change in performance and no change to the agreed overall functionality. If legitimate 
interests of the customer (e.g. in the event of a significant change in performance to the detriment of the 
customer) may be adversely affected by a change in performance that is technically necessary for the cloud 
solution, INTRAVIS shall notify the customer of this change in performance in writing or electronically before it 
takes effect and shall draw the customer's attention in this notification to its special right of termination 
regulated below and the consequences of not exercising the right of termination. In this case, the customer shall 
have the right to terminate the contract prematurely with a notice period of 14 days to the date on which the 
change takes effect (special right of termination). 

16.13 The customer shall notify INTRAVIS immediately of any disruptions to the cloud solution and shall support 
INTRAVIS to a reasonable extent in determining the disruption and its causes and in rectifying them. 
16.14 INTRAVIS is entitled to carry out security-relevant updates for the cloud solution. The customer 
undertakes to provide support in carrying out these updates. 

16.15 The customer concludes its own contracts with third-party providers to which it may have access via 
interfaces. With the cloud solution, INTRAVIS merely offers a technical solution for connection and access. The 
customer or the third-party provider shall be responsible for the design of the service agreed between them. 

16.16 After the end of the contract term, any customer data will be stored for a further 30 days and then 
deleted, provided there are no IT security reasons or compelling legal reasons for INTRAVIS to continue storing 
the data. 

16.17 INTRAVIS shall be entitled to record and use data and usage patterns in connection with the cloud solution 
for its own purposes, in particular for statistical evaluations, to optimize the underlying cloud solution and for IT 
security reasons. INTRAVIS shall ensure that no business secrets of the customer are misused or data protection 
regulations are violated. If a use is contrary to another contractual provision, INTRAVIS may justify this with the 
consent of the customer. 

 
17 Monitoring 

17.1 If monitoring services are agreed, contractual objects (e.g. IT infrastructure or software) may be monitored 
by monitoring software selected by INTRAVIS. In the event of an imminent malfunction or fault, alerts shall be 
sent to INTRAVIS and, if agreed, also by message to designated persons of the customer. 

17.2 Non-automated monitoring messages are forwarded during service hours as agreed. 
17.3 INTRAVIS shall use the monitoring software in such a way that data security and data flow in the customer's 
communications network are not adversely affected. If programs, scripts and the like installed by the customer 
endanger the operation of the customer's communications network or the security and integrity of other devices, 
INTRAVIS may temporarily suspend the connection of the IT system to the communications network and the data 
center in whole or in part with immediate effect. To ensure monitoring, the customer shall be obliged to provide 
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an adequate Internet connection. The status of the connection shall also be monitored. 

17.4 Monitoring does not replace data backups, virus scanners or regular care and maintenance of the hardware 
and its programs. INTRAVIS points out that the customer shall be responsible for checking the air conditioning 
and ventilation of a server, cleaning the ventilation system to remove dust and all other hardware-related 
measures necessary to maintain operation, unless otherwise expressly agreed. The same applies to database 
consistency checks, data backups from external data carriers and all other measures necessary to maintain the 
software-related operational readiness of the IT systems. Monitoring provides status reports and alerts. 
Implementation of solutions to problems is not part of the service. 

 
18 Update service 

18.1 Any agreed update services shall update the software agreed within the scope of the service to the latest 
version released by the respective manufacturer (or INTRAVIS itself) and report any errors of which INTRAVIS is 
aware to the manufacturer or INTRAVIS itself for appropriate processing in order to enable a reasonable 
workaround. For this purpose, the customer shall receive any newly developed versions (see below) of the 
respective software which are the subject of this agreement. INTRAVIS shall update the customer's software to 
the latest released version by installing the new features: 

- patches for bug fixing (program errors) 

- service packs for extended troubleshooting 
- updates, i.e. improved program versions 

- upgrades, i.e. further developed program versions, insofar as these have been purchased by the customer from 
the respective manufacturer or from INTRAVIS 
18.2 The installation of the software supplied under this contract and the maintenance of extensions, additions, 
interfaces, scripting or other further developments undertaken by INTRAVIS or the customer shall not be the 
subject of this contract, unless explicitly agreed otherwise in writing, and shall require a separate agreement. If 
INTRAVIS is commissioned for the service, a separate charge shall be made on the basis of the current INTRAVIS 
price list. 

18.3 Software updates are only provided for software for which a corresponding software license has been 
legally acquired. 
18.4 INTRAVIS shall only be obliged to perform if the customer uses the latest and approved version of the 
software and the version of the necessary system software approved and recommended for the specific 
constellation and system environment. 
18.5 When updates are provided, the customer simultaneously acquires the rights to use the software and 
modules provided to it in fulfillment of the contract. This only applies if the contractual service relates to legally 
obtained software usage licenses. 
18.6 INTRAVIS shall be entitled to request information from the customer in order to check the license 
inventory. The customer undertakes to send a current license report on request or to have INTRAVIS create a 
license report by means of remote access to the system. If it is determined that more licenses are being used 
than have been licensed, the missing licenses and modules must be subsequently purchased. 

18.7 Individual licenses and components that are no longer required can only be removed from maintenance 
by termination, including partial termination, in compliance with the notice period. Retroactive offsetting is 
excluded. The fundamental validity of the underlying contract remains unaffected in any case. 

 

 
19 Service agreements / error handling 
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19.1 An agreed service is provided in accordance with the generally recognized rules of technology and is 
oriented towards the interests of all users. 

19.2 A service request by the customer must be made in writing, stating an order number. 
19.3 If necessary, general overhauls of individual devices are carried out at the INTRAVIS repair depot. Delivery 
shall be made by the customer free depot in suitable packaging that can also be used for the return shipment. The 
hourly rate specified in Annex 1 under e) shall apply for normal hours in the repair depot. The respective list price 
shall apply for any spare parts installed. The return shipment to the customer shall be carriage forward. 

19.4 On the work slips submitted by the service personnel, the customer shall certify to the INTRAVIS service 
personnel the working time, travel time and waiting time as well as the work performed. If the customer refuses 
the certification without justification or if it is not possible for the service personnel to obtain the certification 
for other reasons, invoicing shall nevertheless be based on the work slips completed by the service personnel. As 
a rule, invoicing shall take place after completion of the work. However, INTRAVIS is generally entitled to carry 
out partial invoicing during the course of long-term work. 
19.5 INTRAVIS service personnel may only be called in by the customer to install parts and to carry out repair 
and modification work on devices and systems that have not been contractually supplied by INTRAVIS or its 
distributor if the customer has expressly authorized this and the work has been approved by INTRAVIS. If approval 
is granted, INTRAVIS shall carry out this work exclusively at the risk and responsibility of the customer in 
accordance with an individual agreement without any further assumption of liability on its part. 

19.6 If the customer has concluded a service contract for a system purchased from INTRAVIS, a maintenance 
visit is mandatory. 
The maintenance visit includes a complete functional check of the systems, updating the inspection modules to 
the latest DLL inspection module (in the respective IntraVision version used), as well as replacement and cleaning 
of filters and cleaning and adjustment of lenses. Any necessary repairs and costs for parts are not included and 
will be offered to the customer after an inventory is conducted. Systems purchased at a later date can be included 
in the service contract, in which case the corresponding costs will be invoiced. The costs of technical customer 
service shall be invoiced separately in accordance with Clause 6. 
19.7 In the event of malfunctions within the scope of service contracts, Clause 20 shall apply additionally. If there 
is a risk of accident or malfunction in a system purchased by INTRAVIS from the customer, the customer 
undertakes to take the system out of operation immediately and to inform INTRAVIS. Without the consent of 
INTRAVIS, the customer or third-party companies shall be prohibited from carrying out any work on the systems. 
INTRAVIS accepts no liability for any damage resulting from such actions. Should an on-site service visit be 
necessary, Clause 6 shall apply in addition. INTRAVIS shall keep a service technician standing by for deployment 
within the times agreed in the contract. The time at which an order is received at service@intravis.de shall 
determine compliance with the normal service hours. 
19.8 Service contracts do not include keeping the system(s) and their enclosures clean, cleaning the operating 
units, lenses etc. or the supply of wearing parts. 

19.9 Depending on the agreement, INTRAVIS shall perform error processing or maintenance for the contractual 
objects. The services shall only be provided in relation to the last version handed over to or used by the customer. 
INTRAVIS shall process errors within a reasonable period of time. Any fixed intervention times (SLA) shall only 
apply if expressly agreed. Any errors occurring shall be documented by the customer in a manner that is as 
comprehensible as possible for INTRAVIS and reported in text form or via the hotline offered. 
19.10 Unless otherwise agreed, INTRAVIS shall not be obliged to provide services for components of the IT 
system if these depend on manufacturer support and the manufacturer no longer generally offers this support. 

19.11 At its discretion, INTRAVIS shall carry out the error processing on site or by remote maintenance and by 
new delivery or repair. INTRAVIS shall be entitled to use measures to rectify errors in accordance with Clause 11. 
19.12 During the service visit, INTRAVIS may request that the customer provide a competent employee, if 
necessary, who can provide information about the overall system at the customer’s premises and about its use 
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of the contractual software as well as any errors reported and who can carry out test runs. 

19.13 If necessary, the customer shall grant INTRAVIS and its employees access to the rooms, machines and the 
contractual software at least during normal office hours, subject to prior agreement, and shall make the 
necessary computer time available. 

 
20 Service level 

20.1 INTRAVIS shall be entitled to make the following service level agreements and error classifications for the 
processing of errors, faults and defects by INTRAVIS for the customer, depending on the type of service: 

20.1.1 Error class 1 includes serious errors that prevent or unreasonably restrict the appropriate, commercially 
viable use of essential parts of the service ("everything is frozen, nothing works"). This assumes that the 
user is unable to work. 

20.1.2 Error class 2 includes functional interruptions that severely restrict the use of essential parts of the service 
for commercially viable use. This assumes that the user is restricted in their work. 

20.1.3 Error class 3 includes restrictions on functionality, meaning that the application can be used for the intended 
commercial purposes with a few exceptions. 

20.1.4 Error class 4 includes weaknesses in the software that do not restrict its use. The impairment is so minor 
that the program can essentially be used until further notice and the work results are usable. 

20.2 INTRAVIS may assign each error message to an error class at its reasonable discretion. Any suggestion made 
by the customer shall be taken into account. If INTRAVIS does not deviate from the customer's proposal by more 
than one error class, the classification shall be deemed to be consensual. The customer shall be responsible for 
proving the lower classification. Subsequent reclassification of an error message to another error class is only 
possible by mutual agreement. 

20.3 The customer's error report to INTRAVIS (Service@intravis.de) must be made immediately in text form and 
in detail with the following information, if possible and reasonable for the customer: 
- concrete description of the error 
- disclosure of the serial number of the system (if available) 
- last user actions that led to the error (who did what, when and where) 
- photos or screenshots, if they contribute to better understanding 
- frequency and reproducibility 

20.4 In the event of an error, INTRAVIS shall respond to the customer's error message in accordance with its 
contractual obligations. Unless expressly agreed otherwise, the response time shall be a reasonable period of 
time. 
20.5 Successful rectification of the functional impairment within the response times is not owed. 

20.6 Response times shall start upon receipt of a qualified error message from the customer via the contact 
channels specified by INTRAVIS. 

 
21 Remote maintenance 

21.1 INTRAVIS shall be entitled to use remote maintenance solutions for the provision of services from a 
distance. If remote access is agreed, the customer shall be responsible for enabling access and shall bear the 
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connection costs. Remote access shall take place regularly within service hours. The customer shall permit 
unattended, logged and appropriate remote access, unless otherwise agreed. 

21.2 Remote access means that an INTRAVIS technician accesses the customer's devices via an Internet 
connection. For this purpose, remote access software is used that enables mouse and keyboard control of the 
current user session. The contents of the screen is transmitted to the technician's device. Access at system level, 
such as the system registry, file system, services and command line, is possible in the background without 
disturbing the user. 
21.3 Remote access is always subject to a charge unless it is expressly included in the service description; it is 
billed according to the current service price list or the offer or set off against existing agreements. 

21.4 If it is not possible to solve a problem by remote access because access could not be secured by the 
customer, an emergency on-site visit will be carried out at the customer's discretion for separate remuneration. 

 
22 Telephone hotline / customer service 

22.1 If agreed, INTRAVIS shall provide a telephone hotline for consulting services during service hours. Outside 
service hours, the customer can be referred to another short-term contact option (e.g. emergency cell phone). 
Telephone support is guaranteed in German and English. Only qualified and trained employees of the customer 
(expert training by INTRAVIS with certificate) may contact the free hotline. 
22.2 If possible, INTRAVIS shall answer questions from the customer relating to the IT system immediately as 
part of the support services. If further research is required, INTRAVIS may carry out this research and then answer 
the questions in writing or verbally within a reasonable period of time. However, a solution to the problem is not 
owed, nor is general instruction or training in the use of the supported products. 

 
23 Training courses 

23.1 INTRAVIS may offer the customer consulting and training depending on the type of service. In principle, 
INTRAVIS shall be entitled to provide consulting on an online platform, unless live or on-site advice is expressly 
agreed in the offer. 
23.2 In the case of online training, INTRAVIS shall provide the customer with the access credentials in good time; 
this access may only be used by the customer or its employees who are registered for the training. 
23.3 INTRAVIS holds all intellectual property rights to materials, documents, documentation, audio and visual 
materials etc. that are distributed in connection with the consulting or training. 

23.4 Any suggested solutions to exercises or examples are non-binding and serve only as a general illustration. 
23.5 The customer shall not be entitled to make, distribute, reproduce or publish recordings, e.g. by screenshot, 
recording, photo/video camera or cell phone, in the course of the consultation without the express written 
consent of INTRAVIS. 

 
24 Confidentiality 

24.1 The contracting parties undertake to maintain the strictest confidentiality with regard to all confidential 
information of which they become aware in connection with the contract, in particular business or trade secrets 
of the other contracting party, and not to disclose such information or exploit it in any other way. This shall apply 
to any unauthorized third parties, i.e. also to unauthorized employees of both INTRAVIS and the customer, unless 
the disclosure of information is necessary for the proper performance of the contractual obligations. In cases of 
doubt, the respective contractual party shall be obliged to ask the other contractual party for consent prior to 
disclosure. 
24.2 "Confidential information" means any information communicated or provided by one party to the other 
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party in connection with this contract, whether in written, oral, visual or electronic form (including software and 
related documentation), and which is marked as "confidential" (or the confidential nature of which is apparent 
from the circumstances). 

24.3 Confidential information does not include information that 

(a) a party has lawfully obtained from third parties who were not under a duty of confidentiality to the other 
party, provided that those third parties did not in turn obtain the information through a breach of protective 
provisions, 
(b) a party has independently developed without recourse to or use of confidential information; or 

c) is or has become public knowledge through no fault or action of a contracting party. 

24.4 If a contracting party is obliged to disclose confidential information due to a mandatory legal requirement 
or due to an order of a court or an authority, the obligation of confidentiality shall not apply only to the extent 
that the disclosure of the confidential information is absolutely necessary to comply with the mandatory legal 
requirement or the order for disclosure. In such a case, the relevant contracting party shall be obliged to inform 
the other contracting party in writing without delay prior to disclosure and, in consultation with the other 
contracting party, to take all reasonable measures prior to disclosure to reject disclosure requests and/or to 
ensure the confidentiality of the information. 

24.5 The confidentiality obligation shall continue to apply for a period of five years after termination of the 
contract, without prejudice to any further mandatory statutory confidentiality obligations. 

 
25 Data protection 

25.1 In the case of services (in particular maintenance and servicing of IT systems) on behalf of the customer, 
insofar as access to the customer's personal data cannot be ruled out, the customer shall be responsible for 
compliance with the provisions of data protection law. The customer shall satisfy itself that the technical and 
organizational measures taken by INTRAVIS comply with the above. 
25.2 The customer shall be responsible for the regular backup of its data and shall itself take all technical and 
organizational measures necessary to ensure data protection and data security. INTRAVIS points out that a data 
backup is required in particular before every support or maintenance or remote maintenance measure (e.g. 
before changing, adapting or replacing a program version). Immediately after every significant hardware and 
software change, installation, defect rectification work, maintenance work or other intervention by INTRAVIS on 
the IT system, the customer shall carry out a check itself and document or commission a check as to whether the 
data backup is still functional (check of the backed-up data for completeness and recoverability) and document 
the result. 

The customer shall ensure that a reliable, prompt and comprehensive data backup routine is guaranteed and 
that all data reconstruction options are used in the event of data loss. 

 
26 Termination of contract 

26.1 If a continuing obligation has been agreed between the contracting parties, this may be terminated by 
either contracting party with three months' notice to the end of a calendar year, unless other termination 
provisions have been agreed. If a minimum contract term has been agreed, the contract can only be terminated 
after the expiry of the minimum contract term in the next calendar year, subject to the aforementioned notice 
period. 

26.2 The right of both parties to extraordinary termination for good cause remains unaffected. 

26.3 Any termination must be in writing. 

26.4 Upon termination of the contract or in the event of an invalid contract, the customer shall discontinue the 
use of contractual products within the scope of rental services and destroy all licensed products and copies 
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thereof in its possession and confirm this to INTRAVIS upon request. 

26.5 If insolvency proceedings are instituted against the customer's assets or if an application for insolvency is 
filed with the competent court or if the customer is threatened with insolvency, INTRAVIS may, at its discretion, 
withdraw from any contracts concluded or suspend services. 
26.6 If other active contracts with the same license types already exist with INTRAVIS when a permanent 
agreement on licenses and modules is concluded, their term shall be adjusted to the term of the new contract. 
Terminated but still active contracts are extended by the conclusion of the new contract and the termination is 
canceled, provided it is not a partial termination. Likewise, in the event of changes to the content of the contract 
compared to previous contracts, the newer regulation shall apply uniformly to all licenses and modules upon 
conclusion of this contract. 

 
27 No-Russia clause 

27.1 The customer may not directly or indirectly sell, export or re-export to the Russian Federation or for use in 
the Russian Federation any goods and services supplied under the scope of the General Terms and Conditions 
and falling within the scope of Article 12g of Council Regulation (EU) No. 833/2014. 
27.2 The customer undertakes to ensure that the purpose of paragraph 1 is not frustrated by third parties in 
the further chain of trade, including possible resellers. 

27.3 The customer shall establish and maintain an appropriate monitoring mechanism to detect conduct by 
third parties further down the chain, including potential resellers, which would defeat the purpose of paragraph 
1. 
27.4 Any breach of paragraphs 1, 2 or 3 shall constitute a material breach of a material provision of this contract 
and INTRAVIS shall be entitled to seek an appropriate remedy, including but not limited to: 

(a) termination of this contract; and 

b) a contractual penalty in the amount of the expenses already incurred. 

27.5 The customer shall promptly inform INTRAVIS of any problems in the application of paragraphs 1, 2 or 3, 
including any relevant third party activities that could frustrate the purpose of paragraph 1. The customer shall 
provide INTRAVIS with information on compliance with the obligation under paragraphs 1, 2 and 3 within two 
weeks of the request. 

 
28 Final provisions 

28.1 There are no verbal side agreements. Amendments and deviations from this contract must be made in 
writing. This also applies to any deviation from the written form requirement. 

28.2 The customer undertakes not to actively solicit INTRAVIS employees or have them solicited for the duration 
of the contract and the following twelve months. The customer shall pay INTRAVIS a contractual penalty of 
€50,000 for each case of infringement of the non-solicitation clause or in the event of an ongoing infringement. 
The contractual penalty shall be offset against any claims for damages. 

28.3 All claims arising from or in connection with this contract shall be governed exclusively by German law to 
the exclusion of the UN Convention on Contracts for the International Sale of Goods. 
28.4 The place of performance for all obligations and the exclusive place of jurisdiction for all legal disputes 
arising from or in connection with this contract shall be the registered office of INTRAVIS. INTRAVIS shall be 
permitted to take legal action at the customer's registered office. 
28.5 The contractual language is German and/or English. In the event of different language versions, only the 
German or English text of these terms and conditions shall prevail. 

28.6 INTRAVIS shall be entitled to amend the GTC or other terms and conditions. The customer shall be notified 
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of amendments in writing or by e-mail at least three weeks before they come into effect. The amendments shall 
become effective if the customer does not object in writing or by e-mail within a period of three weeks after 
receipt of the notification of amendment and INTRAVIS has drawn the customer's attention to this legal 
consequence in the notification of amendment. 
28.7 The customer shall grant INTRAVIS a simple right of use for advertising and marketing purposes for the 
respective contractual service with regard to its logo and any materials and content made available to INTRAVIS 
for this purpose, and in particular for permanent use and storage within the scope of the contractual service. The 
customer may revoke this right of use by notification in text form. 
28.8 If the customer has concluded a contract for INTRAVIS services, INTRAVIS may offer the customer 
information about its own similar services via the e-mail address sent when the contract is concluded (Section 7 
III of the German Act against Unfair Competition [UWG]). The customer may object to this transmission at any 
time. For further information and customer rights, please refer to the data protection notice. 
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Annex 1: Direct cost rates 

 

Appendix: Individual cost rates 

 

a) Travelling costs 

Car: 0,80 € / km. Travelling costs arise per used car. 

Train: Basing on arisen costs, 2. class. Train travelling costs arise per service technician.  

Airplane: Basing on arisen costs, Economy-Class. Airplane travelling costs arise per service technician. If the expected flight 
time is more than 8 hours the Supplier has the right to book a flight in business class at the expenses of the Purchaser. 

 

b) Accommodation costs 

Accommodation costs will be charged basing on the German regulations regarding expenses rates and accommodation 
costs according to current BMF-Letter (available at: www.bundesfinanzministerium.de). If the arisen costs are higher they 
will be charged instead. 

 

c) Preparation, waiting and travelling time costs  

Preparation, waiting and travelling time costs will be charged for all service groups with 125,00 € / hour.  

 

d) Expenses rates 

The Supplier charges expenses rates for every started day and employee. A list with detailed expenses rates for every 
country you find attached to these general conditions. 

 

 
Algeria   71,00 € 
Austria   75,00 € 
Australia  86,00 € 

- Canberra 111,00 € 
- Sydney                 86,00 € 

Bangladesh  69,00 € 
Belarus   32,00 € 
Belgium   89,00 € 
Bosnia and Herzegovina 48,00 € 
Brazil   69,00 € 

- Brasilia  77,00 € 
- Rio de Jeneiro       104,00 € 
- Sao Paulo 69,00 € 

Bulgaria   57,00 € 
Cameroon  84,00 € 
Canada   81,00 € 

- Ottawa  93,00 € 



                General Terms and Conditions of INTRAVIS GmbH 
                 (as per 01.01.2026)  
 
 

Page 25 of 27 

INTRAVIS Gesellschaft für Lieferungen und Leistungen von bildgebenden und bildverarbeitenden Anlagen und Verfahren mbH 

Rotter Bruch 26 a 
52068 Aachen 
Deutschland 

Tel.: +49 (241) 9126-0 
Fax: +49 (241) 9126-100 
info@intravis.de 
www.intravis.de 

Managing Director:  
Dr.-Ing. Gerd Fuhrmann 
Court of Registry Aachen HRB 5542 
Tax ID: 201/5990/5035 
VAT ID: DE159815502 

Sparkasse Aachen  
Bank Account Number: 316 729 
Bank Code: 390 500 00 
IBAN: DE 85 3905 0000 0000 3167 29 
SWIFT-BIC.: AACSDE33 

 

- Toronto   81,00 € 
- Vancouver  95,00 € 

PR China    72,00 € 
- Chengdu  62,00 € 
- Hongkong               125,00 € 
- Beijing   86,00 € 
- Shanghai  72,00 € 

Croatia    69,00 € 
Cyprus    63,00 € 
Czech Republic   48,00 € 
Denmark   113,00 € 
Estonia    59,00 € 
Egypt    75,00 € 
Fiji    48,00 € 
Finland    81,00 € 
France    80,00 € 

- Paris & Dep.77, 78,  
91-95   87,00 € 

Germany   42,00 € 
Greece    54,00 € 

- Athens   60,00 € 
Hungary    48,00 € 
Iceland    93,00 € 
India    33,00 € 

- Bangalore  63,00 € 
- Chennai   33,00 € 
- Calcutta   48,00 € 
- New Delhi  69,00 € 
- Mumbai   80,00 € 

Indonesia   68,00 € 
Iran    50,00 € 
Israel    89,00 € 
Italy    63,00 € 

- Mailand   63,00 € 
- Rome   72,00 € 

Japan    50,00 € 
- Tokio   75,00 € 

Jordan    86,00 € 
Kazakhstan   50,00 €  
Kuwait    95,00 € 
Latvia    69,00 € 
Lebanon                        104,00 € 
Lithuania   72,00 € 
Luxemburg   95,00 € 
Malaysia   54,00 € 
Marocco    62,00 € 
Mexico    60,00 € 
Netherlands   87,00 € 
New Zealand   87,00 € 
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Nigeria    78,00 € 
Norway                                   113,00 € 
Oman    96,00 € 
Peru    78,00 € 
Philippines   62,00 € 
Poland    51,00 € 

- Warsaw   60,00 € 
Portugal    48,00 € 
Qatar    122,00 € 
Romania    57,00 € 

- Bucharest  48,00 € 
Russia    42,00 € 

- Moscow   45,00 € 
- St. Petersburg  42,00 € 

Saudi-Arabia   84,00 € 
- Djidda   86,00 € 
- Riad   84,00 € 

Serbia    41,00 € 
Singapore   107,00 € 
Slovak Republic   50,00 € 
Slovenia    57,00 € 
South Africa   44,00 € 

- Cape Town  50,00 € 
- Johannesburg  54,00 € 

Spain    51,00 € 
- Barcelona  51,00 € 
- Canary Islands  54,00 € 
- Madrid   63,00 € 
- Palma de Mallorca  66,00 € 

Sweden     99,00 € 
Switzerland   105,00 € 

- Bern   123,00 € 
South Korea   59,00 € 
Taiwan    77,00 € 
Thailand    54,00 € 
Tunisia    60,00 € 
Turkey    36,00 € 

- Ankara   48,00 € 
- Izmir   66,00 € 

UAE    122,00 € 
Ukraine    50,00 € 
United Kingdom of Great 
Britain and Northern Ireland 78,00 € 

- London   99,00 € 
 
USA    89,00 € 

- Atlanta                  116,00 € 
- Boston   95,00 € 
- Chicago   98,00 € 
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- Houston   93,00 € 
- Los Angeles  96,00 € 
- Miami   98,00 € 
- New York City  99,00 € 
- San Francisco  89,00 € 
- Washington D.C.  99,00 € 

Uzbekistan   48,00 € 
Venezuela                  77,00 € 
Vietnam    54,00 € 
Yemen    36,00 € 
Zambia    57,00 € 
Zimbabwe   95,00 € 

 

e) Working time costs 

Pre- and Post-processing:                     125,00 € / hour 
Travelling time cost:                    125,00 € / hour 
Normal working time technician:                   140,00 € / hour 
Normal working time engineer / group leader:              155,00 € / hour 
Overtime bonus 8. – 10. Hour:          25% / hour 
Overtime bonus for more than ten hours:        50% / hour 
Surcharge for work on Saturday:          50% / hour 
Surcharge for work on Sunday and holidays:        100% / hour 
Surcharge for work outside normal working time:       25% / hour 

(Normal working time Mon – Thu from 7:00 am – 6:00 pm, Fri from 7:00 am – 3 pm) 

 
 


