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MASTER SOFTWARE AS A SERVICE AGREEMENT 

 

This Master SaaS Agreement (“MSA”) is entered into on this day of 31st January 2022 (the “Effective Date”) between,  

 

Bitonic Technology Labs Pvt Ltd, a company incorporated under the Companies Act 2013 and having its registered 

office at B-9, 5th Floor Brigade Summit, ITPL Main Rd, Brigade Metropolis, Garudachar Palya, Mahadevapura, 

Bengaluru, Karnataka 560048 (hereinafter referred to as “Company” which expression shall, unless repugnant to the 

context or meaning thereof be deemed to mean and include its successors and permitted assigns) of the First Part;  

 

And  

 

Reva University, a company incorporated under the laws of India and having its registered office Rukmini Knowledge 

Park, Kattigenahalli, SH 104, Srinivasa Nagar, Bengaluru, Karnataka 560064 (“Customer” which expression shall, 

unless repugnant to the context or meaning thereof be deemed to mean and include its successors and permitted 

assigns) of the Second Part.  

 

Company and Customer shall hereinafter be individually referred to as Party and collectively referred to as Parties. 

 

This MSA includes and incorporates the attached Terms and Conditions, and Exhibits appended hereto

 

 

TERMS AND CONDITIONS

1. SAAS SERVICES AND SUPPORT 

1.1  Subject to the terms of this MSA, Company shall 

provide to the Customer the “Services” in accordance 

with the applicable Scope of Work and Service Level 

Terms attached hereto. 

1.2 The Company shall use reasonable efforts consistent 

with prevailing industry standards to maintain the 

Services in a manner which minimizes errors and 

interruptions in the Services and shall perform the 

“Implementation Services” wherein Implementation 

Services would mean and include the design, 

development and deployment of the chatbot services 

for the client for the scope of work mentioned in the 

agreement in a professional and workmanlike manner.  

Services may be temporarily unavailable for scheduled 

maintenance or an emergency, either by Company or 

by third-party providers, or because of other causes 

beyond Company’s reasonable control, but Company 

shall use reasonable efforts to provide advance notice 

in writing or by e-mail of any scheduled service 

disruption.  

2. RESTRICTIONS AND RESPONSIBILITIES 

2.1 Customer will not, directly or indirectly: (a) reverse 

engineer, decompile, disassemble or otherwise 

attempt to discover the source code, object code or 

underlying structure, ideas, know-how or algorithms 

relevant to the Services or any software, 

documentation or data related to the Services 

(collectively “Software”); (b) modify, translate, or 

create derivative works based on the Services or any 

Software (except to the extent expressly permitted by 

Company or authorized within the Services); (c) use 
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the Services or any Software for time sharing or service 

bureau purposes or otherwise for the benefit of a third 

party; or (d) remove any proprietary notices or labels.  

2.2 Customer represents and warrants that it will use the 

Services only in compliance with Company’s standard 

policies available on https://yellow.ai/terms-of-

service and shall abide by all applicable laws and 

regulations. The Customer shall not use the Services 

for any purpose not expressly permitted by this MSA. 

2.3 The Customer shall be responsible for obtaining and 

maintaining any equipment and ancillary services as 

applicable, needed to connect to, access or otherwise 

use the Services, including without limitation, 

modems, hardware, servers, software, operating 

systems, networking, web servers and the like 

(collectively “Equipment”).  

2.4 Customer shall also be responsible for: (a) ensuring the 

security of the Customer account credentials 

(including but not limited to, administrative and user 

passwords) and files, (b) authorised use of Customer 

accounts,  (c) reporting suspected breach of security.  

3. CONFIDENTIALITY 

3.1 Either Party (“Disclosing Party”) may disclose business, 

technical or financial information relating to the 

business to better facilitate and avail the Services 

(hereinafter referred to as “Confidential Information” 

of the Disclosing Party) to the other Party ("Receiving 

Party"). 

3.2 Confidential Information of Company includes non-

public information regarding features, functionality 

and performance of the Service.  Confidential 

Information of Customer includes non-public data 

provided by Customer to Company to enable the 

provision of the Services (collectively “Customer 

Data”).  

3.3 The Receiving Party agrees: (a) to take reasonable 

precautions at its own cost to protect such 

Confidential Information, (b) not to use (except in 

performance of the Services or as otherwise permitted 

herein) or divulge to any third party any such 

Confidential Information, (c) to inform its 

representatives about the confidential nature of the 

information, and assure their compliance with the 

obligations set out in the MSA, and (d) to be 

responsible for any act or omissions by such 

representatives under this MSA.  

3.4 The Disclosing Party agrees that the foregoing shall not 

apply with respect to any information after five (5) 

years following the disclosure thereof; or any 

information that the Receiving Party can document: 

(a) is or becomes generally available to the public, or 

(b) was in its possession or known by it, prior to receipt 

from the Disclosing Party, or (c) was rightfully 

disclosed to it without restriction by a third party, or 

(d) was independently developed without use of any 

Confidential Information of the Disclosing Party, or 

(e) is required to be disclosed by law.   

4. CUSTOMER AND COMPANY DATA 

4.1  Customer shall own all rights, title and interest in the 

Customer Data, as well as any data that is based on or 

derived from the Customer Data and provided to the 

Company as part of the Services.  

4.2 Company shall own and retain all right, title and interest 

in: (a) the Services and Software, all improvements, 

enhancements or modifications thereto, (b) any 

software, applications, inventions or other technology 

developed in connection with Implementation 

Services or support, and (c) all intellectual property 

rights related to any of the foregoing.     

4.3 Notwithstanding anything to the contrary, Company 

shall have the right to collect and analyze data relating 

to the provision, use and performance of the Services 

(including, without limitation, information concerning 

Customer Data and data derived therefrom). Company 

will be free (during and after the term hereof) to use 
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Option B) 

 

 

 

 

Response Email will be sent by the investigator after an initial analysis of the issue. It will contain either the solution or 

some queries on additional details on the issue. 
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Resolving the requests may take longer, depending on nature, complexity and coding effort required to rectify the bug. 

Once triage on the reported issue has been carried out we can then provide an estimate of timescale/effort to rectify the 

problem and whether the work is covered in the maintenance agreement 

10. Compliance to SLA 

 

Response SLA : 99 % 

 

11. Service Credit <optional only for contract over $40k annually and on client request> 

 

Service Credits will be granted to the client should any of the KPI’s be breached. Service Credits for every breach is 

aggregated and will be stated in the yearly Service Levels reports.  These are applicable for platform charges and not for 

consumption / messaging charges. 

 

Service Delivery KPI not met for 

Service Credit 

Severity P1 Severity P2 Severity P3 Severity P4 

Support SLA 3 2 1 NA 

 

Hosted Service  Availability Service Credit 

< 99 1 

< 97.50 2 

< 95.00 3 

< 90.00 4 

The accumulated number of Service Credits per month will be used to calculate the discount to be granted for the 

respective month. 

 

Service Credit Calculation 

Service Credit Ranges % of discount granted 

3- 5 2% 

6 – 10 4% 

11 – 15 6 % 

16 – 20 8 % 

21 – 25 10% 
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> 25 12 % 

Amount to be credited = Monthly Charges % of Discount 

YellowAi will issue a credit note to the client within fourteen (14) days upon the yearly Service Levels review for the sum 

of all Service Credits to which the client is entitled. Upon the issuance of the credit note the Service Credits will be set to 

zero for the following month.  

 

Appendix 
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• This proposal is only for the mobile app design and development. SynctacticAI will

design the application compatible for the tablet and iPad development for future.

• This proposal doesn't include the scope for any web app or website design and

development.

• All the content for the mobile application which includes headings, subheadings texts

wherever necessary, branding guidelines needs to be given by Reva during the design

phase of the project.

Delays in Delivery and penalty: 

• Every milestone delivery will have a grace period of 1 week from the milestone

delivery dates. Every week delay post the grace period will incur INR 1000/ day till

the delivery is given.

• Any delays caused due to lack of information, lack of feedback or response from

Reva team which has been requested by SynctacticAI team will not be considered as

delays.

� 
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INTRODUCTION
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REVA is a private university in Kattigenahalli, Yelahanka, Bengaluru, lt was established under the
Government of Karnataka Act 80 of 20t2.lt is managed by the Rukmini Educational Charitable
Trust.
The University currently offers UG, PG and several certificate/diploma level programs in
engineering, architecture, science & technology, commerce, management, law, & arts.
The University also facilitates research leading to doctoral degrees in all disciplines.
The Scope of this work is for the Faculty of Engineering and Technology. The Same can be broad-
based to all other Faculties. ln This Scope only one process has been considered across all
Faculties.

Business Objectives of this lmplementation:
o Be the single system that would manage end to end on the Academics cycle
. lmprove Business Process and increase Efficiency.
e Make the System easy to use.

IMPLEMENTATION - SCOPE OF WORK

Based on the detailed discussions the Scope of work has been derived and has been elaborated
below. The Scope of work is broken into the below Modules:
1. Masters Creation,
2. Student Onboarding.
3. Section, Class and Electives.
4. Faculty 360.
5. Student 360
6. Time-Table
7. Assessments

8. Student Portal
9. Case management
10. Surveys and feedback.
L1. Alumni (Standard SOW as per ep)
12. COPO

Scope of Work

a

a

a

a

5





 













 



e--
MASTER "SOFTWARE AS A SERVICE" MANAGED SERVICES AGREEMENT

CONTINUATION TO AGREEMENT DATED 31 ST/JULY /2018

This agreement ("Agreement") is entered into, to be effective as of 1st
/ August /2019

("Effective Date"), by and between REVA University ("Customer"), with its principal
place of business located at Rukmini Knowledge Park ,Yelahanka Bengaluru - 560064 ,
and IOLITE TECHNOLOGIES (P) Ltd ("Service Provider"), with its principal place of
business located at No.13 ,1st Cross RRMR Ext Bangalore 560027.

RECITALS

WHEREAS, Customer requires premise hosted third-party "software as a service" (the
"Services," as further described herein) with respect to certain of its information
technology needs;

WHEREAS, Customer requested a proposal from Service Provider for such Services;

WHEREAS, Service Provider has experience and expertise in the business of providing
the Services;

WHEREAS, Service Provider submitted a proposal to Customer to perform such Services
on behalf of Customer;

WHEREAS, based on Service Provider's superior knowledge and experience relating to
such Services, Customer has selected Service Provider to manage and provide the
Services;

WHEREAS, Service Provider wishes to perform the Services and acknowledges that the
successful performance of the Services and that the security and availability of
Customer's data ("Customer Data," as further described herein) are critical to the
operation of Customer's business; and,

WHEREAS, Service Provider has agreed to provide the Services to Customer, all on the
terms and conditions set forth herein.

NOW, THEREFORE, in consideration of the mutual covenants and representations set
forth in this Agreement, the parties hereby agree as follows:

1. The Services.

1.1 Pur12ose; Term. This Agreement sets forth the terms and conditions under
which Service Provider agrees to license certain hosted "software as a
service". and provide all other services, data import / export, monitoring,
support, change management, technology upgrades, and training
necessary for Customer's productive use of such software (the "Services"),
as further set forth on an Exhibit A (sequentially numbered) in the form of
the Exhibit A attached hereto or in other statements of "software as a
service" work containing substantially similar information and identified as
an Exhibit A. The Agreement and each Exhibit A shall remain in effect
unless terminated as provided herein.

1.1.1 Authorized Users. Unless otherwise limited on an Exhibit A,
Customer and any of its employees, agents, contractors, or
suppliers of services that have a need to use the Services for the
benefit of Customer shall have the right to operate and use the
same. The authorization for the same will be done by the customer.

1.2 Control of Services. The method and means of providing the Services
shall be under the exclusive control, management, and supervision of
Service Provider, giving due consideration to the requests of Customer.

1.3



accordance with the applicable Service Levels, each as described in an
Exhibit A, time being of the essence.

1.4 Change Control Procedure. Customer may, upon written notice, request
increases or decreases to the scope of the Services under an Exhibit A. If
Customer requests an increase in the scope, Customer shall notify Service
Provider, and, not more than Ten (10) business days (or other mutually
agreed upon period) after receiving the request, Service Provider shall
notify Customer whether or not the change has an associated cost impact.
If Customer approves, Customer shall issue a change control, which will be
executed by the Service Provider. Customer shall have the right to
decrease the scope and the fee for an Exhibit A will be reduced
accordingly.

2. Terms

2.1 The term of an Exhibit A (the "Initial Term") shall commence on the
Effective Date and continue for Sixty (60) months thereafter. Following
the Initial Term, an Exhibit A shall automatically renew for successive
Number of Five years terms (each, a "Renewal Term") until such time as
Customer provides Service Provider with written notice of termination;
provided, however, that: (a) such notice be given no fewer than Ninety
(90) calendar days prior to the last day of the then-current term; and, (b)
any such termination shall be effective as of the date that would have
been the first day of the next Renewal Term. "Term" shall collectively
mean and include the Agreement terms represented by the Initial Term
and the Renewal Term.

(

3. Services Levels.

3.1 Service Levels Reviews. Service Provider and Customer will meet as often
as shall be reasonably requested by Customer, but no more than monthly,
to review the performance of Service Provider as it relates to the Service
Levels further described in Exhibit A.

4. Fees and Expenses.Customer shall be responsible for and shall pay to Service
Provider the fees as further described in Exhibit A, subject to the terms and
conditions contained therein. Any sum due Service Provider for Services
performed for which payment is not otherwise specified shall be due and payable
ten (10) days after receipt by Customer of an invoice from Service Provider

4.1 Billing Procedures. Unless otherwise provided for under an Exhibit A,
Service Provider shall bill to Customer the sums due pursuant to an Exhibit
6. by Service Provider's invoice, which shall contain: (a) Customer
purchase order number, if any, and invoice number; (b) description of
Services rendered; (c) the Services fee or portion thereof that is due; (d);
taxes, if any; and, (e) total amount due

5. Customer Resources and Service Provider Resources.In accordance with the terms
set forth in Exhibit A, each party shall provide certain resources (Customer
Resources and Service Provider Resources, as the case may be) to the other
party as Customer and Service Provider may mutually deem necessary to perform
the Services.



Service Provider's Software as a Service Statement of Managed Services
This Exhibit A - Service Provider's Software as a Service Statement of Work shall

be incorporated in and governed by the terms of that certain Master "Software as a
Service" Managed Services Agreement by and between Reva University, ("Customer")
and IOlITE TECHNOLOGIES (P) Ltd ("Service Provider") dated 1/08/2019, as
amended (the "Agreement"). Unless expressly provided for in this Exhibit A, in the event
of a conflict between the provisions contained in the Agreement and those contained in
this Exhibit A the rovisions contained in the Agreement sha~ ....L:p_r...:..e_v.:....a,-,-il;_. -r

Services 1) Installation, Configuration, Change management, Training
Description: 2) Resource deployment according to customer requirement

----------+---------------------------------1
Support Telephonic, email, on site.
Descri tion: Other Support personnel as required.:_ --l

Training Proper to perform by resident service personal ...
Descri tion:
Backup
Re uirements:
Service Windows:
Modules

Customer
Resources:

Daily at the end of the day by the client, Responsibility of the
customer data is with the customer. ----------_.-------
08:00 AM to 05:00 PM Monday to Satur9_a_,_y__ . ._ ..__ . . _
Administration and User Management, Admission ,Fees,
Attendance , Student Portal, Faculty Evaluation, Reports,
Employee, Time Table Management, SMS and Email Integration,
Student Portal on Mobile ,Hostel management ,Attendance on
mobile, Inventory Module , New Modules Added in this
Agreement:- Course Plan, Transportation~lumni, RACE
Single point contact as assigned by the Customer (With adequate
notice of at least a month given to the Service Provider for change
of SPOC .

Service Provider
Resources:

Single point contact as assigned by the Service Provider
(With adequate notice of at least a month given to the Customer

___ ---:--:-c -I-for change of SPOCL.. __
Responsibilities, Delivering, Configuring, Training, initial data upload. Handholding
Deliverables, the contact to ensure smooth functioning of the software. After
and/or Activities: initial setup, customer to update daily attendance and other similar

data to the software. I
Provide resources as per requirement of customer at a cost
finalized by both parties. I

Transportation: REVA Bus Facilities can be utilized by theI resources provided by the service provider with the stipulated time
. only. There would not be any additional allowance provided to the

I-- -I-....:.r..=e.=.s.=.o.=.u.:._:rc=-:e::=sin th is reg ard. . _
The customization will be taken up by the resources provided at

I-- -I-_c_u_s_to_m_ersite by the Service Provider and VYi~hmutual discus~i?'0:_
Rs. 300/- (Rupees Three hundred only) per student per year for
KnowledgePro usage fee. ( fixed for 3 year ) (Exclusive of all
taxes)
Rs 40,000/- ( Rupees Forty Thousand only ) per resource per
month Exclusive of all taxes) _ . _
Payment in 2 equal installments every year for the usage Fee Half
Yearly in advance ( Prepaid). Cycle Repeated every academic year.
Payment for the 3 personnel provided by the Service Provider is
the responsibility of the Service Provider and the personnel will not
be in the roles of the Customer.-------------~-.-----_-.---------------

Start Date: pt August 2019
1-----------------1------

End Date: 3pl July 2022

Initial Term

Customization

Services Fees or
Rate:

Payment Terms

---t---.--.--- ..------- --.---.---..---.-----
3 Year



Executed on the dates set forth below by the undersigned authorized representatives of
the parties to be effective as of the Start Date.

By:

Director
8 Nov 2019

For REVA University

("Customer")

IOLITE Technologies
Pvt Ltd

("Service Provider")

Name : Dr.M.Dhanamjaya Name

Title
Date

: Registrar
: 8 Nov 2019

Title
Date
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INTRODUCTION

' REVA is a private university in Kattigenahalli, Yelahanka, Bengaluru. lt was established under
the Government of Karnataka Act 80 of 20L2,lt is managed by the Rukmini Educational Charitable
Trust.
. The University currently offers UG, PG and several certificate/diploma level programs in
Engineering, Architecture, Science & Technology, Commerce, Management, Law, & Arts.

' The University also facilitates research leadingto doctoral degrees in all disciplines.
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For the empower HCM Product, below Modules/Processes would be configured as per REVA

University's requirement

CORE HR

4

CORE HR

Areas

Multi Entity/Sub
Company
Configuration

Basic Flow

This covers all aspects of creating of the user and the permissions that are visible to the
U sers.

Setting Up their lndividual log-ins.
Four Types of Logs in:
Employees, Manager, HR and Admin,

Reporting Structure

Creating Roles,
profiles, users and
Permission Sets

Proposal

Policy Publishing

Company having multiple Entities with similar/different policies like Leaves, Salary
Structure etc

Defining the Org Structure basis all the employees and the Managers.

Resource

Management

Ensure all HR policies are uploaded and viewable to Employees

- The resources provided by the organization to an employee are recorded.
- This is a method of Capturing all Assets given to an employee when he joins.
- Resources like Laptops, Mobile phones and SlM.
- Cards can be managed under various asset groups like lT, Facilities, Admin, Marketing
etc respectively.
- HR can enable the asset to the new employee.
- Notification to lT Team for providing resources to new hire.
- Employees can return the resources

+
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