
 
 

 

Fair Use and Dynamic Consumption 
Policy  

1.​ Fair Use  

1.1.​ Conversation Volume (Call Volumes)  

The Customer is permitted to exceed their consumption package's call limit by up to 5% in any 
given month without incurring additional charges. If the Customer exceeds the allowable 5% 
overuse in any given month, the following options and procedures will apply: 

1.1.1.​ If the Customer exceeds the allowable 5% overuse, they have the option to upgrade to 
the next package tier.  

1.1.2.​ If the Customer exceeds the usage limit of their current annual plan but chooses not to 
upgrade, any additional usage beyond the allowable limit will be billed at a rate of$0.82 
per call. These additional charges will be calculated at the end of each month and 
invoiced, with payment due within thirty (30) days from the invoice date. 

1.2.​ Average Handle Time 

Across all calls, the Average Handle Time should be two (2) minutes or less. While any individual 
call can exceed two (2) minutes, the overall Average Handle Time across all calls must remain at 
or below two (2) minutes in any given month. 

If the Customer exceeds the Average Handle Time, the Customer will pay a one-time fee for the 
over-consumed minutes in that billing cycle. 

Overage Price  Per Minute 

Parloa AMP Plan Starter and 
Professional 

$0.21 

Parloa AMP Plan Enterprise $0.32  

These additional charges will be calculated at the end of each month and invoiced, with payment 
due within thirty (30) days from the invoice date. 

If the Customer exceeds the Average Handle Time for three (3) consecutive months, the 
Customer will be given the option to transition to a per minute pricing plan for future use. 

1.3.​ Upgrade to a new plan  

If the Customer chooses to upgrade to a new package tier or plan, it will take effect the 
following month. Until the new package tier or plan becomes effective, the Customer will remain 
on their current plan or package tier regardless of additional usage. If the Customer has paid 
annually in advance and upgrades to the next package tier or other plan, the billing adjustment 
will be handled as follows: The cost difference between the current package or plan and the 
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upgraded package or plan will be prorated for the remaining months of the current annual term. 
The Customer will receive an invoice for the prorated amount, which is due within thirty (30) 
days from the invoice date. The new package or plan's rate will apply from the first day of the 
month following the upgrade. The upgrade will be applied to any remaining annual terms in the 
customer contract. 

2.​ Dynamic Consumption - Purchase of One-Off Packages 

2.1.​ The Customer has the option to purchase one-off consumption packages if they anticipate 
exceeding their package’s usage limits. These packages provide additional call allowances that 
can be used without the need to upgrade to a higher package tier. 

2.2.​ Availability and Pricing: The one-off consumption packages are available in predefined 
quantities and at specified prices. Detailed information on available packages and pricing can be 
provided upon request. 

2.3.​ Application of Packages: Purchased one-off packages will be applied to the Customer’s account 
immediately upon purchase. The additional call allowances from these packages can be used 
within the current Agreement term and will be counted before calculating any overage charges. 

2.4.​ Validity and Expiry: One-off consumption packages are valid for the current Agreement term in 
which they are purchased and do not carry over to subsequent terms. Any unused allowances 
from the one-off packages will expire at the end of the current Agreement term. 

2.5.​ Invoicing: Charges for the one-off consumption packages will be included in the invoice for the 
month in which the package was purchased. The invoice will detail the standard plan charges, 
the cost of the one-off package, and any additional overage charges if applicable. 

3.​ Additional Features: Conversation based Evaluation and Simulation Packages 

3.1.​ Within the Evaluation and Simulation feature included in the booked AMP plan, the Customer is 
entitled to use a specified number of simulated conversations and the evaluation of those 
conversations per month at no additional cost.  

Starter Professional Enterprise 

2,500 3,500 8,000 

 

1.1.​ The limit begins with the Start Date of the contract. Once this limit is reached, specific 
conditions, outlined below, will apply:  

If a Customer’s usage exceeds the monthly allocated number of simulated and evaluated 
conversations for three (3) consecutive months, they will be prompted by Parloa to purchase 
additional monthly capacity according to the pricing schedule outlined below.  

Monthly Packages for Simulated and Evaluated 

Conversations 

Net Price per 

Simulated and 

Evaluated 

Conversation Package Price 

1.000 $0.951 $950 

2.000  $0.949 $1,899 

5.000 $0.946  $4,728 

10.000 $0.939 $9,391 
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15.000 $0.933 $13,992 

20.000 $0.926 $18,528 

25.000 $0.920 $23,001 

50.000 $0.888 $44,409  

100.000 $0.825  $82,450 

 
3.2.​ The purchased package will be applied to the Customer’s account immediately upon purchase. 

Charges for the package will be included in the invoice for the month in which the package was 
purchased.  

4.​ Usage Monitoring and Metrics 

The Customer has the option to view their usage details through the Essential Analytics Dashboard, 
where they can monitor activity across simulations and evaluations, including total call duration, number 
of calls, and current Average Handling Time (AHT). Please note that metrics displayed in the Essential 
Analytics Dashboard may differ from those provided in the invoice. 

5.​ Invoicing  

5.1.​ In the event of any discrepancy or dispute regarding an invoice, the Customer shall notify Parloa 
in writing within seven (7) days from the receipt of the invoice. Failure to provide such 
notification within the specified time period will be deemed acceptance of the invoice by the 
Customer. 

5.2.​ In the event of a dispute, Parloa’s records and data shall be deemed accurate and binding, 
unless the Customer provides clear and convincing evidence to the contrary. 

5.3.​ The Customer shall pay all undisputed amounts by the due date, as specified in the invoice, 
while any disputed amount is under review. Disputes over a portion of an invoice shall not delay 
payment of the remaining undisputed portion. 

5.4.​ If the parties cannot resolve the dispute through good faith negotiations within thirty (30) days, 
the matter shall be escalated to management of both parties.  

6.​ Definitions 

Conversations (also Calls)  

The total number of distinct conversations recorded within a specified time period. Each conversation is 
initiated when a customer starts interacting with the AI agent and ends when the user hangs up. 

Call Minutes 

The cumulative duration of all conversations, measured in minutes. This metric sums the total time from 
the start to the end of each conversation. The minute is rounded up to the nearest sixty (60) seconds.  

Average Handle Time (AHT) 

The average time taken to handle a conversation, from start to finish. It is calculated by taking the total 
minutes of calls during a billing cycle and dividing it by the total number of calls. AHT reflects the average 
length of time a customer spends on a conversation, and for the purposes of this policy, the AHT should 
not exceed two (2) minutes per conversation, as assessed monthly.  

​ ​ ​  

Fair Use & Dynamic Consumption Policy,  V3 March 2025, Parloa Inc.                                                                                                  3/ 3​  


