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1. Definitions & Acronyms  
 
Defined terms not explicitly defined herein shall be as defined in the Octave Cloud Services Agreement. 
 
If Customer has a signed Agreement that was executed prior to the Octave rebranding and has not been amended to 
accommodate the new branding, the short form references of “Octave” herein shall mean “Hexagon” as defined in 
the Agreement. 
 
2. Customer Offboarding Overview  
 
There are two (2) service options available for offboarding: “Standard Offboarding” or “Paid Offboarding.”  Unless 
notice is provided in line with the Paid Offboarding terms below, the Standard Offboarding shall be deemed to be 
selected by Customer. Octave recommends the Paid Offboarding service as the best practice to ensure the 
smoothest service wind-down and transition.  
 
As used in this policy, the “Offboard Date" is the date at which the Customer Environment is “offboarded” and is no 
longer available for Customer’s use. The Offboard Date shall be the last day of the Subscription Term or, if the 
Customer and Octave mutually agreed to a date, such agreed date. Until the Offboard Date, all regular Cloud 
Services Fees shall be accrued and due.  
 
Unless otherwise expressly requested and agreed to by Octave, the Customer Data within the Customer Environment 
to be exported and provided to Customer through the offboarding services shall include and be limited to the 
following (collectively, “Customer Offboard Data”):  
 

• For products that support database portability, an export of all production Customer Environment 
database 

• Export of data in an industry-standard format; format provided contingent on the format supported by the 
specific Octave Software Products in the Customer Environment being offboarded;  

• Creation of data export and backup manifest. 
 
Data in Non-Production Customer Environments shall not be included unless expressly requested by Customer and 
agreed to by Octave; offboarding of Non-Production data is subject an additional fee.  
 
3. Offboarding Initiation 
 
In order to initiate the Paid Offboarding process, the Customer’s contract owner, principal business contact and/or 
the principal technical contact must inform Octave in writing that the Customer Environment is no longer required 
and should be decommissioned according to the Paid Offboarding procedure. Such offboard request must be 
submitted at least five (5) business days prior to the applicable Production Customer Environment’s Subscription 
Term end date.  
 
Unless notice is given to Octave above, Octave shall perform the Standard Offboarding Service as described below. 
Notice of when Customer Data is available for download will be sent by Octave to, unless another is designed in 
Octave Community (formerly Smart Community), the Authorized User with the highest designation in Octave 
Community. Octave shall send a follow up notice to the notices contact in the Agreement.  
 
Lack of response or Customer’s failure to follow the Offboarding Policy will not affect Octave’s following of this policy 
including the deletion of the Customer Data after the thirty (30) day download period. Octave shall not be liable for 
any damages due to Customer’s failure to follow the Offboarding Policy or respond to Octave.  
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4. Standard Offboarding Service 
 
Fees. The Standard Offboarding service fee is included in the standard Cloud Service Subscription Fees. 
 
Description. The Standard Offboarding service will include and be limited to the following process and features:   

 
• Export of the Customer Offboard Data before service term expiration;  
• Transfer of data exports and backups to a secure Cloud location accessible by the Customer. 

Credentials to the download location will be provided to the to the Customer Offboard point of contact 
(unless otherwise instructed in writing, shall be the Authorized User who submitted the offboard request) 
within ten (10) business days after the Offboard Date;  

• The Customer Offboard Data will be made available to Customer for thirty (30) day calendar days from 
the date the credentials to the download location are provided to the Customer (“Download Period”).  It 
is the Customer’s responsibility to check the integrity and veracity of the Customer Data prior to the 
expiration of the Download Period; 

• After the Download Period, the Customer Offboard Data will be permanently deleted. After this 
permanent deletion, the Customer Offboard Data will not be capable of being retrieved; and 

• Prompt physical decommissioning of the infrastructure for the Customer. After the physical 
decommission, it is not possible for the Customer Environment to be recovered.  

 
5. Paid Offboarding Process 
 
Fees. An additional quoted one-time fee shall be incurred for each Customer Environment offboarded under the Paid 
Offboarding service. Such fee shall constitute and be invoiced as a Cloud Optional Service.  
 
Description. If Customer does not provide the offboarding request in the time period required for Standard 
Offboarding or if the Customer requires Octave to maintain the Customer Environment after the last day of the 
current Subscription Term, the service shall constitute Paid Offboarding and be subject to the additional service fees. 
The Optional Offboarding service process and features will include and be limited to the following: 
 

• The Standard Offboarding service features and process; PLUS      
• Retention of the Customer Environment for thirty-one (31) days after the Offboarding Date.  Beginning on 

the Offboard Date, the Customer Environment shall be in “shutdown mode” and shall not be accessible 
during the thirty-one (31) day retention duration EXCEPT FOR critical circumstances (e.g. access 
required for legal audit or specific task example configuration references required for Customer’s on 
premises setup). 
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