Service Description
IBM Watson Knowledge Studio
This Service Description describes the Cloud Service IBM provides to Client. Client means the company and its
authorized users and recipients of the Cloud Service. The applicable Quotation and Proof of Entitlement (PoE)
are provided as separate Transaction Documents

1.

Cloud Service
IBM Watson Knowledge Studio provides an intuitive way to transfer knowledge from humans to
computers for text analytics solutions built with IBM Watson Explorer and services on the IBM Watson
Developer Cloud.
IBM Watson Knowledge Studio helps users create and deploy Annotators that are used to train machine
learning models to identify entities and relations in domain-specific text.
“Annotator” means a software component that is used by IBM Watson machine learning algorithms to
identify spans of text in a natural language context and label that text in a way that is used by
downstream analytics for processing and understanding the natural language text and ultimately
contributing to the intended application functionality delivered to the end user.
Specifically, Knowledge Studio enables users to:
●

Administer the full lifecycle of Annotator component development from one place

●

Create custom Annotator components from scratch that are able to extract information from domainspecific unstructured text

●

Deploy Annotator components from within Watson Knowledge Studio to Watson Explorer and
services on IBM Watson Developer Cloud

●

Ability to export the trained model to use with Watson Explorer

●

Ability to publish the trained model for use with services on the IBM Watson Developer Cloud.

This Cloud Service is not designed to any specific security requirements for regulated content, such as
personal information or sensitive personal information. Client is responsible to determine if this Cloud
Service meets Clients needs with regard to the type of content Client uses in connection with the Cloud
Service.

1.1

IBM Watson Knowledge Studio
Each Instance of IBM Watson Knowledge Studio is a multi-user environment that includes the following
features
●

10 Authorized Users

●

Ability to create up to 50 projects at any point in time

●

Ability to purchase additional user access in increments of 10 Authorized Users up to a maximum of
50 Authorized Users

●

Total storage of 300GB where storage includes source files loaded into the cloud environment and
content created within the application

Each Instance of the Cloud Service is subject to the following limitations:
●

Number of documents in a project – 10,000

●

Maximum number of characters in a document – 40,000

●

Number of document sets in a project – 1,000

●

Number of annotation tasks in a project - 256

●

Number of model snapshot versions in a project - 10

●

Number of dictionaries in a project - 64

●

Number of dictionary entries in a dictionary – 15,000
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2.

Security Description
This Cloud Service follows IBM’s data security and privacy principles for IBM SaaS which are available at
https://www.ibm.com/cloud/resourcecenter/content/80 and any additional terms provided in this section.
Any change to IBM’s data security and privacy principals will not degrade the security of the Cloud
Service.

3.

Service Level Agreement
IBM provides the following availability service level agreement (“SLA”) for the Cloud Service as specified
in a PoE. The SLA is not a warranty. The SLA is available only to Client and applies only to use in
production environments.

3.1

Availability Credits
Client must log a Severity 1 support ticket with the IBM technical support help desk within 24 hours of first
becoming aware of an event that has impacted the Cloud Service availability. Client must reasonably
assist IBM with any problem diagnosis and resolution.
A support ticket claim for failure to meet an SLA must be submitted within three business days after the
end of the contracted month. Compensation for a valid SLA claim will be a credit against a future invoice
for the Cloud Service based on the duration of time during which production system processing for the
Cloud Service is not available (“Downtime”). Downtime is measured from the time Client reports the event
until the time the Cloud Service is restored and does not include time related to a scheduled or
announced maintenance outage; causes beyond IBM’s control; problems with Client or third party content
or technology, designs or instructions; unsupported system configurations and platforms or other Client
errors; or Client-caused security incident or Client security testing. IBM will apply the highest applicable
compensation based on the cumulative availability of the Cloud Service during each contracted month, as
shown in the table below. The total compensation with respect to any contracted month cannot exceed
10 percent of one twelfth (1/12th) of the annual charge for the Cloud Service.

3.2

Service Levels
Availability of the Cloud Service during a contracted month
Availability during a contracted
month

Compensation
(% of monthly subscription fee* for contracted
month that is the subject of a claim)

<99.75%

2%

<98.99%

5%

<95.0%

10%

* If the Cloud Service was acquired from an IBM Business Partner, the monthly subscription fee will be
calculated on the then-current list price for the Cloud Service in effect for the contracted month which is
the subject of a claim, discounted at a rate of 50%. IBM will make a rebate directly available to Client.
Availability, expressed as a percentage, is calculated as: the total number of minutes in a contracted
month minus the total number of minutes of Downtime in a contracted month divided by the total number
of minutes in the contracted month.
Example: 500 minutes total Downtime during contracted month
43,200 total minutes in a 30 day contracted month
– 500 minutes Downtime
= 42,700 minutes
_______________________________________________

= 5% Availabilty credit for
98.8% availability during the
contracted month

43,200 total minutes
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4.

Technical Support
Technical support for the Cloud Service is provided via online problem reporting system. IBM will make
available the IBM Software as a Service Support Handbook which provides technical support contact
information and other information and processes. Technical support is offered with the Cloud Service and
is not available as a separate offering.

Severity

Severity Definition

Response Time
Objectives During
Support Hours

1

Critical business impact/service down: Business critical functionality is
inoperable or critical interface has failed. This usually applies to a
production environment and indicates an inability to access services
resulting in a critical impact on operations. This condition requires an
immediate solution.

Within 1 hour

2

Significant business impact: A service feature or function is severely
restricted in its use or Client is in jeopardy of missing business deadlines.

Within 2 business
hours

3

Minor business impact: Indicates the service or functionality is usable and
it is not presenting a critical impact on operations.

Within 4 business
hours

4

Minimal business impact: An inquiry or non-technical request.

Within 1 business
day

5.

Entitlement and Billing Information

5.1

Charge Metrics
The Cloud Service is available under the charge metric specified in the Transaction Document:

6.

a.

Authorized User is a unit of measure by which the Cloud Service can be obtained. Client must
obtain separate, dedicated entitlements for each unique Authorized User given access to the Cloud
Service in any manner directly or indirectly (for example, through a multiplexing program, device or
application server) through any means. Sufficient entitlements must be obtained to cover the
number of Authorized Users given access to the Cloud Service during the measurement period
specified in Client's PoE or Transaction Document

b.

Instance is a unit of measure by which the Cloud Service can be obtained. An Instance is access to
a specific configuration of the Cloud Service. Sufficient entitlements must be obtained for each
Instance of the Cloud Service made available to access and use during the measurement period
specified in Client's PoE or Transaction Document.

Term and Renewal Options
The term of the Cloud Service begins on the date IBM notifies Client of their access to the Cloud Service,
as documented in the PoE. The PoE will specify whether the Cloud Service renews automatically,
proceeds on a continuous use basis, or terminates at the end of the term.
For automatic renewal, unless Client provides written notice not to renew at least 90 days prior to the
term expiration date, the Cloud Service will automatically renew for the term specified in the PoE.
For continuous use, the Cloud Service will continue to be available on a month to month basis until Client
provides 90 days written notice of termination. The Cloud Service will remain available to the end of the
calendar month after such 90 day period.

7.

Additional Terms

7.1

Cookies
Client is aware and agrees that IBM may, as part of the normal operation and support of the Cloud
Service, collect personal information from Client (your employees and contractors) related to the use of
the Cloud Service, through tracking and other technologies. IBM does so to gather usage statistics and
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information about effectiveness of our Cloud Service for the purpose of improving user experience and/or
tailoring interactions with Client. Client confirms that it will obtain or have obtained consent to allow IBM to
process the collected personal information for the above purpose within IBM, other IBM companies and
their subcontractors, wherever we and our subcontractors do business, in compliance with applicable law.
IBM will comply with requests from Client’s employees and contractors to access, update, correct or
delete their collected personal information.

7.2

Destruction of Content
IBM will destroy Client’s 180 days after the expiration or cancellation of the Cloud Service, or earlier upon
Client’s request.

7.3

Beta Functions in Watson Knowledge Studio
Beta Functions provided with the Cloud Service are not part of the Cloud Service. Beta Functions are
provided under the same terms as the Cloud Service, except as provided below. Some or all of the Beta
Functions may not be made generally available by IBM as or in a product or offering. Client is permitted to
use Beta Functions only for internal use for evaluation purposes and not for use in a production
environment. Client may use the Beta Functions until IBM withdraws them or terminates access to it. IBM
provides the Beta Functions without obligation of support and "AS IS," WITHOUT WARRANTY OF ANY
KIND, EITHER EXPRESS OR IMPLIED, INCLUDING, WITHOUT LIMITATION, THE WARRANTY OF
TITLE, NON-INFRINGEMENT OR NON-INTERFERENCE AND ANY IMPLIED WARRANTIES AND
CONDITIONS OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE.
Client should take precautions to avoid any loss of data that might result when the Beta Functions can no
longer be used.
Client agrees IBM may use all feedback and suggestions Client provides.

7.4

Collection of Customer Data / Privacy
Licensee acknowledges and agrees that IBM may use cookie and tracking technologies to collect
personal information in gathering product usage statistics and information designed to help improve user
experience and/or to tailor interactions with users in accordance with the IBM Online Privacy Policy,
available at http://www.ibm.com/privacy.
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