AgentOS Service Description

[AgentOS H— E R EiEA |

1. Service Description
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AgentOS is INFOBIP's Al-native
omnichannel conversational experience
platform enabling CLIENTS to automate
and manage customer engagement
experiences across multiple
communication channels. It allows CLIENT
to design, deploy, and operate autonomous
Al agents that orchestrate contextual
conversations, integrate customer data,
and route inquiries between automated
systems and human agents in real time.
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AgentOS combines agentic Al intelligence,
the Conversational Customer Data
Platform (Conversational CDP), and a
unified interaction layer to enable seamless
customer engagement through chat, voice,
and digital channels in a single platform.
CLIENT can build fully dynamic workflows
that trigger based on customer behaviour,
conversation context, or external data
sources.

[AgentOS (X, T— xR AA VT
YOI VR, RERHREIT—T—47
Zw b7 #4—L (Conversational CDP)
EFLTHESNF A 085 9 a0l
AN—FHHBEDHESLZET, Fry b
CBE. TUALFYRIILERRLEZY
—LLABBEEI VS —O A MEE—
DTS5y b IT+r—LETEHRLET,
CLIENT [&. FEETE). KEOIVTHX
b. FERENEBT—2 Y —RIZEDINT
f)H—Ehd,. BRICFAFTI VIR
J—9 JO—%EETEEY,

AgentOS is accessible via a web interface
and/or APl and comprises the following
principal functionalities:
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Journey Orchestration: Design and
automation of sophisticated omnichannel

customer journeys with event- and
behaviour-triggered messaging. Includes
flow automation for campaign

management, drag-and-drop journey and
Al agent builder, advanced personalisation
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continuous improvement of autonomous Al
Agents capable of independent goal-
oriented interactions, powered by retrieval-
augmented-generation (RAG)and large
language model (LLM) inference. Includes
multi-agent orchestration, rule-based and
intent-based chatbot builder, multilingual
support, seamless handoff to human
agents with full context preservation, and
Voice Al.

RAG (Retrieval-Augmented Generation)
BELUKRBEEEETIL (LLM) H#H/m%E
FERAL, ML THEEMORMEZITDS
BEM A I -y FOER. BT, #
MBREZITVET, ChIZE, TILF
I—S o bA—4RXML—=Y3 20,0 0L
—IR—ABLVA T FR—ZXDF
Yy bhRy FELF—, ZEEXIG. O
DTHFARAMERZICRELEEFEOAME
I—x 0 PADY—LLRBEIRAL
—< 3>, LT Voice Al AEFENFT
o |

Human-Al Oversight: Dynamic transfer
from Al to human agents when escalation
conditions or sentiment criteria are met,
supported by a unified omnichannel inbox
with intelligent routing, customer context
cards with 360° conversation history,
workflow automation, and Al-assisted
tooling for human agents such as but not
limited to suggested reply, conversation
summary, agent copilot, automatic
disposition forms, and other writing
assistance tools).
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Conversational CDP: Consolidation and
synchronisation of data from customer
interactions across all channels to a unified
customer profile store, enabling improved
personalisation, audience segmentation,
and Al groundingvia precision RAG pipeline.
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Insights: Al-driven analytics and reporting
of interaction outcomes, journey
effectiveness, Al agent performance, and
overall engagement, including Al-powered

success evaluation, topic detection,
recommendations, and customisable
dashboards.
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2. Chargeable Events and Other
AgentOS Particulars
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The AgentOS service contains the following
types of Chargeable Events, which define
how and when INFOBIP invoices the CLIENT
for service usage. These Chargeable Events
correspond to specific message types,
interaction flows, and system usage within
the AgentOS environment.
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“Chargeable Event” shall mean any of the
below definitions, whether as individual or
collective charges, as outlined in the
Business Proposal shared with the CLIENT:
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- ,AgentOS Processing Fee“ is a
Chargeable Event applied to each
event triggered by (i) an outbound
message submitted by the CLIENT to
End-Users, whereby the Chargeable
Eventis triggered when the message
is submitted, or by (ii) an established
call, answered by the End-User, or by
an answering machine, or by
CLIENT's application, whereby the
Chargeable Event is triggered every
15 seconds.
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The Chargeable Event is applied on a per-
message basis or on a per-call basis,
depending on the trigger described above,
and billed monthly based on the total
number of Chargeable Events generated by
messages submitted and/or duration of
established calls.
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- ,AgentOS Platform Fee“ is a
recurring monthly fee that provides
the CLIENT with access to the
AgentOS platform and its core
components. This Chargeable Event

covers the availability  and
maintenance of all essential
platform elements, including its
orchestration layer (Journey

Orchestration), analytics framework

(Insights), Al agent configuration
environment (Al Agents), and
conversational management

capabilities (Conversational CDP).
AgentOS Platform Fee is billed at the
first day of each month, and is
subject to the Fair Usage Policy as
defined herein.
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- ,NamedUserSeat“isaChargeable
Event corresponding to a number of
named users associated with the
CLIENT's account, who have access
to a unified omnichannel inbox
where the named user can view and
manage person-to-CLIENT
interactions as part of the AgentOS
product.
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Named User Seats are charged on a per-
seat (i.e., per-named user), per-month
basis and are billed at the first day of each
month based on the total number of
allocated Named User Seats at that time. If
a new Named User Seat is provisioned
within the current billing month, an
additional Named User Seat will be charged
at the time of provisioning at the full
monthly cost, without proration. The initial
charges for the first month of product
activation are prorated based on the day of
transfer/activation. Deprovisioning and
subsequently re-adding a Named User Seat
within the same billing month does not
incur an additional Named User Seat
charge. Named Users Seats cannot be
transferred from one user to another and/or
shared simultaneously by more users.
Notwithstanding the above, the CLIENT
shall be prohibited from using Named User
Seats for more than 1 (one) concurrent
session.
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A named user shall be any person that has
access to the unified omnichannel inbox
part of the AgentOS product (such as:
admin, supervisor, agent, or any other role,
except for the users assigned with the
viewer role).
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- ,Al Credits“ shall have the meaning
ascribed toitinthe Al Credits service

description provided within the
INFOBIP Services portfolio,
available here:

https://www.infobip.com/policies/s
ervice-description
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3. Fair Usage Policy
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To ensure proportional AgentOS
applies the following policy:

e Foreveryinbound message received
within the AgentOS service , there
should be at least three outbound
messages sent monthly.

e For each unique user profile stored
in Conversational CDP, there should
be at least three outbound

messages sent monthly.
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If this ratio is not maintained, INFOBIP
reserves the right to apply a mandatory
AgentOS Platform Fee or adjust the
CLIENT's billing plan.
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