1. Service Description
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.

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 is accessible via a web interface and/or
APl and comprises the following principal
functionalities:

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 and
segmentation, and send-time optimisation.

Al Agents: Creation, execution, and 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

1.M6 ta Dich vu

AgentOS la nén tang trai nghiém
héi thoai da kénh dwa trén Al cla
INFOBIP, cho phép KHACH HANG
ty dong hda va quan ly cac trai
nghiém twong tac khach hang
trén nhiéu kénh giao ti€p. Nén
tang nay cho phép KHACH HANG
thiét k&, trién khai va van hanh
cac tac nhan Al ty déng cé kha
nang diéu phéi cc cudc hdi thoai
theo ngit canh, tich hgp dit liéu
khach hang va phan luéng yéu
cau gitta hé thong tu déng va
nhan vién ho trg con ngudi theo
th&i gian thyec.

AgentOS két hop tri tué Al téc vu
(agentic Al), Nén tang DIt liéu
Khach hang Hoi thoai
(Conversational CDP), va mot [&p
tuong tac hop nhat dé mang dén
kha ndng tuong tac khach hang
lién mach qua chat, thoai va cac
kénh s& chi trong mét nén tang
duy nhat. KHACH HANG c6 thé
xay dung cac quy trinh lam viéc
hoan toan linh hoat, dwoc kich
hoat dwa trén hanh vi cta khach
hang, ngir cdnh cudc hdi thoai
ho&c cac ngudn dit liéu bén
ngoai.

AgentOS c6 thé dugc truy cap
thong qua giao dién web va/hodc
API va bao gébm céc chirc nang
chinh sau:

Diéu phdéi Hanh trinh (Journey
Orchestration): Thiét ké va ty
dong hda cac hanh trinh khach
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and intent-based chatbot builder, multilingual
support, seamless handoff to human agents with
full context preservation, and Voice Al.

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).

CDP: Consolidation and
synchronisation of data from customer

Conversational

interactions across all channels to a unified
customer profile store, enabling improved
personalisation, audience segmentation, and Al
grounding via precision RAG pipeline.

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.

hang da kénh phirc tap vai tin
nhan duoc kich hoat theo sy kién
va hanh vi. Bao gbm ty déng hda
lubng cho quan ly chién dich,
trinh xay dung hanh trinh va tac
nhan Al dang kéo-tha
(drag-and-drop), cd nhan hdéa va
phan khic nang cao, cung tdi wu
hda thoi diém gi.

Tac nhan Al (Al Agents): Tao, van
hanh va cdi tién lién tuc cac Tac
nhan Al ty dong co6 kha nang
tuong tdc doc 1ap theo muc tiéu,
duwoc hd tro bdi cong nghé truy
xuat tdng cudng (RAG) va suy
luan md hinh ngdn ngit I&n
(LLM). Bao gbm diéu phdi da tac
nhan, trinh xay dwng chatbot dya
trén luat va y dinh, ho tro da
ngon ngtt, chuyén tiép lién mach
sang nhan vién ho trg con nguoi
v@i kha ndng gilt nguyén toan bd
nglt canh, va Voice Al.

Giam sat Nguwo'i — Al (Human-Al
Oversight): Chuyén déi linh hoat
tr Al sang nhan vién hd tro con
ngudi khi dap &ng diéu kién leo
thang hodc tiéu chi cam xdc,
duwoc hd tro bdi hdp thu hop
nhat da kénh v&i dinh tuyén
thong minh; thé ngit canh khach
hang vdi lich st héi thoai 360°; tu
doéng hda quy trinh; va bo cong
cu hd tro Al cho nhan vién (bao
gdbm nhung khéng gidi han & goi
y tra |01, tém tat hoi thoai, tro ly
copilot cho tac nhan, biéu mau
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phan loai ty déng va cac cong cu
hd tro viét khac).

Conversational CDP: Hop nhéat va
déng bd dit liéu tlr moi twong tac
cta khach hang trén tat ca cac
kénh vao mét kho hoé so khach
hang théng nhat, cho phép nang
cao ca nhan héa, phan khuc dai
tuong va cung cap dit liéu nén
chinh xac cho Al théng qua quy
trinh RAG t6i uu.

Insights: Phan tich va bao cdo do
Al ho trg vé két qua twong téc,
hiéu qua hanh trinh, hiéu suat tac
nhan Al va mirc d0 twong tac
téng thé, bao gdbm danh gia
thanh céng bang Al, phat hién
chd dé, dé xuat tdi wu héa va
bang diéu khién tuy chinh.

2. Chargeable Events and Other AgentOS
Particulars
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.

“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:

”

-  “AgentOS Processing Fee is a
Chargeable Event applied to each event
triggered by (i) an outbound message
submitted by the CLIENT to End-Users,

2. Sw kién Tinh phi va Cac Dic diém
Khac ctia AgentOS

Dich vu AgentOS bao gdm cac loai Sy
kién Tinh phi (Chargeable Events) sau
day, xac dinh cach thirc va thoi diém
INFOBIP lap héa don cho KHACH HANG
ddi véi viéc sir dung dich vu. Cac Su kién
Tinh phi nay tvong ng v&i cac loai tin
nhan, ludng tuong tac va mirc do st
dung hé théng cu thé trong moi trudng
AgentOS.

“Sy kién Tinh phi” (Chargeable Event)
cé nghia la bat ky dinh nghia nao dudi
day, duoc ap dung dudi dang phiriéng lé
hodc téng hop, nhu dugc néu trong Dé
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whereby the Chargeable Event s
triggered when the message s
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.

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
generated by messages submitted and/or

number of Chargeable Events

duration of established calls.

“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.
“Named User Seat” is a Chargeable 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.

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.

Xuat Thuong Mai d3 dwoc chia sé vdi
KHACH HANG:

¢ “Phi Xtr ly AgentOS” (AgentOS
Processing Fee)

La Sy kién Tinh phi dugc ap dung cho
moi su kién dwoc kich hoat béi:

(i) mot tin nhan gtri di do KHACH HANG
glri d&n Ngudi Dung Cudi — Su kién Tinh
phi duwoc kich hoat tai thoi diém tin nhan
duwoc glri; hoac

(i) mdt cudc goi da duorc thiét 1ap, duoc
tra 101 bdi Ngudi Dung Cudi, may tra 1o
tw dong hodc &ng dung clia KHACH
HANG — Su kién Tinh phi dwoc kich hoat
mai 15 giay.

Sy kién Tinh phi dugc dp dung theo
tirng tin nhan hoic theo tirng cudc goi,
tuy theo co ché kich hoat néu trén, va
dugc 1ap hda don hang thang dua trén
téng s6 Su kién Tinh phi dugc tao ra bdi
cac tin nhan d3 glri va/hodc thoi luong
cudc goi d3 thiét 1ap.

e “Phi Nén tang AgentOS” (AgentOS
Platform Fee)

La khoan phi dinh ky hang thang cung
cap cho KHACH HANG quyén truy cap
vao nén tang AgentOS va céc thanh phan
cét 18i ctia nd. Sy kién Tinh phi nay bao
gbm viéc cung cdp va duy tri tat ca cac
yéu td thiét yéu cla nén tang, bao gom:
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If a new Named User Seat is provisioned
within the current billing month, an
additional
charged at the time of provisioning at the

Named User Seat will be

full monthly cost, without proration. The
initial charges for the first month of
product activation are prorated based on
the
Deprovisioning and subsequently

day of transfer/activation.
re-
adding a Named User Seat within the
same billing month does not incur an
additional

Named Users Seats cannot be transferred

Named User Seat charge.

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.

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).

“Al Credits” shall have the meaning
ascribed to it in the Al Credits service
description provided within the INFOBIP
Services portfolio, available here:
https://www.infobip.com/policies/servic

e-description

e |&p diéu phdi (Journey
Orchestration),

e khung phan tich (Insights),

e mditrwdng cau hinh tdc nhan Al
(Al Agents),

e kha nang quan ly héi thoai
(Conversational CDP).

Phi Nén tdng AgentOS duoc 1ap hoa don
vao ngay dau tién clia moi thang, va
tuan theo Chinh Sach S&r Dung Hop Ly
(Fair Usage Policy) dwgc quy dinh tai
day.

¢ “Ghé& Ngud&i Dung Theo Tén” (Named
User Seat)

La Sy kién Tinh phi twong (ng véi s6
lwgng ngudi dung theo tén (named
users) duoc lién két vai tai khodn cda
KHACH HANG, nhi*ng nguoi cé quyén
truy cap vao hdp thu hop nhat da kénh
(unified omnichannel inbox) dé xem va
quan ly cac twong tac gitta ca nhan va
KHACH HANG trong khudn khé sdn pham
AgentOS.

Nguyén tac tinh phi:

¢ Tinh phi theo tirng seat, theo
thang, va 1ap hdéa don vao ngay
d3u tién ctia moi thang dya trén
téng s& Named User Seats d3
dugc cap tai thoi diém dé.

e NEu mdt Named User Seat méi
duoc cap trong thang hién tai,
phi cho seat nay sé dwoc thu

CONFIDENTIAL



https://www.infobip.com/policies/service-description
https://www.infobip.com/policies/service-description

ngay tai thei diém cap, voi toan
b6 phi thang, khong ap dung tinh
theo ty Ié (no proration).

e Phi ban dau clha thang kich hoat
san pham d4au tién duoc tinh
theo ty lé dya trén ngay chuyén
giao/kich hoat.

e Viéc gd bo roi thém lai cing mot
Named User Seat trong cung ky
thanh todn sé khong phat sinh
thém phi.

e Named User Seats khong thé
chuyé&n nhuwong gitra cac ngudi
dung va/hodc khéng thé dworc slr
dung déng th&i béi nhiéu ngudi
dung.

e KHACH HANG khong dwoc phép
str dung mot Named User Seat
cho hon 1 (mot) phién hoat dong
déng thoi.

Nguwdi dung theo tén 1a bat ky cad nhan
nao cé quyén truy cap vao hdp thu hop
nhat da kénh trong san pham AgentOS
(bao gdbm: quan tri vién, gidm sat vién,
nhan vién ho trg, hodc bat ky vai trd nao
khac, ngoai trir nguoi dung cd vai tro
chi-xem — viewer).

¢ “Tin dung Al” (Al Credits)

C6 nghta nhu dugc mo ta trong phan mo
ta dich vu Al Credits thudc danh muc
Dich vu INFOBIP, c6 tai:
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https://www.infobip.com/policies/servic
e-description

3. Fair Usage Policy

To ensure proportional use, AgentOS applies the

following policy:

For every inbound message received
within the AgentOS service, there should
be at least three outbound messages sent
monthly.

For each unique user profile stored in
Conversational CDP, there should be at
least three outbound messages sent
monthly.

If this ratio is not maintained, INFOBIP reserves

the right to apply a mandatory AgentOS Platform
Fee or adjust the CLIENT's billing plan.

3. Chinh Sach St Dung Hop Ly (Fair
Usage Policy)

Dé dam bao viéc sir dung tuwong xirng,
AgentOS 4p dung chinh sach sau:

e DGi v&i mdi tin nhan dén
(inbound) nhan duoc trong dich
vu AgentOS, phai cé it nhat ba tin
nhan gli di (outbound) hang
thang.

e D&ivdi mdi ho so ngudi dung duy
nhat dugc luru trit trong
Conversational CDP, phai cé it
nhat ba tin nhan gl di hang
thang.

Néu ty |& nay khong dugc duy tri,

INFOBIP bao luu quyén ap dung Phi Nén
tang AgentOS bat budc hodc diéu chinh
k& hoach thanh toan clia KHACH HANG.
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