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W Nexus

Section 1: Executive summary

= Meridian's operational scale demands systematic knowledge architecture: 642,000 annual
assistance calls across 70+ regulatory domains spanning European traffic laws, medical protocols,
and multi-territorial contracts—each requiring immediate, legally accurate information access under
crisis conditions where inaccuracy carries direct safety and liability consequences

=  Multi-territorial regulatory complexity (Belgium, Europe, International) combined with 2.8M
people covered roadside and 450K families in travel assistance creates knowledge
fragmentation across domains and jurisdictions that traditional organizational structures cannot
sustain

= Continuous regulatory change velocity (new traffic laws, updated medical protocols, revised
contracts) exceeds what manual training methods can cascade through operational teams,
creating perpetual knowledge degradation where agents operate with outdated information
during peak operational pressure

» Meridian faces a fundamental knowledge maintenance crisis that extends beyond training
effectiveness: the core constraint is systemic incompatibility between regulatory change frequency
and traditional training velocity, compounded by accuracy non-negotiability that makes ANY
information degradation operationally unacceptable

= Large documentation volumes coupled with high release frequency creates organizational blind
spot where knowledge updates cannot reach 642K annual calls fast enough to prevent
regulatory compliance gaps

»=  Current reliance on manual knowledge propagation structurally incompatible with Meridian's
dual requirement: deliver information that is simultaneously real-time accessible AND
legally/medically accurate AND maintained across 70+ distinct regulatory domains

= Traditional automation approaches fail: rigid workflow automation (RPA) requires hard-coding
decision logic for all 70 domains, then shatters when regulations change; conversely, fully open-
ended Al solutions offer flexibility but sacrifice accuracy guarantees that compliance-critical
assistance operations cannot compromise, while custom build approaches extend timelines
indefinitely as regulatory changes cascade continuously

»  Workflow-first platforms require complete reconfiguration for each regulatory update,
transforming what should be knowledge management into perpetual engineering rebuild cycles
—incompatible with Meridian's operational velocity

= Generic LLM-based chatbots provide deployment speed but no systematic accuracy
enforcement; Q&A documentation reveals Meridian explicitly prioritized "accuracy and
completeness of Al responses” over timeline—a signal that unreliable automation is strategically
unacceptable regardless of speed

= Nexus's agent-first architecture will solve Meridian's core constraint where competing solutions
fail: agents deliver workflow-level reliability for compliance-critical processes (regulatory accuracy,
legal precision) while maintaining human-level flexibility for complex multi-domain scenarios,
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enabling Meridian to achieve what no alternative platform permits—simultaneous accuracy,
scalability, and operational autonomy

= Agent-based design grounds responses in authoritative regulatory sources (verified traffic laws,
current contracts, approved protocols) rather than generative flexibility, ensuring safety/legal
requirements met while enabling non-technical business teams to maintain knowledge base
independently without engineering dependency

= Azure-native deployment aligns with Meridian's infrastructure modernization (transitioning
Genesys PureCloud to Microsoft Azure); Docker-familiar operations team executes rapid
deployment within Meridian's technical governance frameworks

*=  Proven capability in directly comparable operational complexity: Orange Belgium case
demonstrates Nexus successfully managed high volume documentation and customer interactions
annually while maintaining brand compliance and regulatory requirements; achieved higher
conversation completion rates by combining workflow reliability with conversational flexibility—
identical architectural challenge Meridian faces scaling assistance operations across multi-territorial
regulatory complexity

= Orange Belgium achieved $4m annual LTV impact by replacing rigid chatbot automation with
agent-first flexibility; scaling customer interactions while maintaining compliance standards
translates directly to Meridian's ability to scale assistance capabilities across 642K calls without
degrading operational quality or regulatory precision

= The fintech deployed Nexus agents to replace hallucination-prone previous Al system, serving
700,000 users across multiple European territories managing complex cross-jurisdictional
benefits legislation. Multi-agent fleet architecture handles distinct benefit domains (meal
vouchers, eco-cheques, mobility budgets) with consistent regulatory accuracy—demonstrating
Nexus capability to orchestrate specialized agents across 70+ knowledge domains while
maintaining verified-source accuracy without hallucination risk, directly applicable to
MERIDIAN's 70+ regulatory domain requirements.

» The telecom operator deployed three-agent platform managing international phone number
provisioning across 100+ countries—replacing Microsoft Copilot's inadequate capabilities with
specialized workflow orchestration (Regulatory Q&A, Ticketing, NOFO automation).
Autonomous multi-step workflow execution (country identification = form selection —
information gathering — validation = submission) delivered 50+ FTE equivalent annual
productivity with perfect accuracy while eliminating regulatory rejections—demonstrating
architectural model MERIDIAN can replicate for distinct regulatory domains (traffic law, vehicle
compliance, administrative procedures).

» Lambda.ai case validates Nexus capability to synthesize accurate insights from 70+ regulatory
domains; agents analyzed 12,000+ enterprise accounts systematically, identifying $4B pipeline
opportunities through consistent multi-source information synthesis—architectural equivalent
of Meridian managing 70+ regulatory domains with unified knowledge accuracy

= Nexus will enable Meridian to achieve operational autonomy with guidance-based partnership:
business teams control the Knowledge Module for document upload, version management, and
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regulatory updates—Meridian maintains knowledge independently without vendor engineering
dependency; Nexus architecture will deliver this governance model where RPA requires ongoing
engineering and generic Al cannot guarantee accuracy

=  Meridian power users (non-technical operational staff) manage the knowledge base directly;
regulatory updates cascade through operational teams within hours rather than weeks,
compressing knowledge degradation cycle that traditional training cannot address

»  Built-in scalability ("dream big, start small") enables Meridian to launch with European traffic
laws and B2C/B2B contracts (<80 documents initially), then expand autonomously to
accounting, HR, IT domains as Q&A documentation reveals Meridian plans—no platform rework
required as Meridian's use case expands

Nexus will transform Meridian from reactive compliance management to proactive operational
intelligence: operational teams access current, accurate, verified information within seconds of
need; regulatory compliance maintained systematically across all 70 domains; Meridian controls
knowledge base autonomously while scaling without constraint—achieving competitive advantage
through information superiority while competitors remain dependent on manual training cycles,
rigid automation that breaks with regulatory change, or unreliable Al tools that create compliance
risk

* Rapid deployment (weeks vs. months) enables Meridian to begin realizing operational value
immediately, validating accuracy improvements with business teams before full scale
deployment, and positioning Meridian's assistance capabilities as an operational competitive
advantage where knowledge velocity becomes a strategic differentiator

= Risk mitigation through architectural accuracy-by-design eliminates compliance uncertainty that
generic Al platforms cannot guarantee; proven in regulated industries (Orange Belgium,
Lambda.ai and other European enterprises) validates Meridian's regulatory/legal requirements
met by design rather than hope.
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Section 2: Company overview & credentials

2.1 Overview of Nexus

Nexus Enterprise represents a paradigm shift in artificial intelligence implementation, positioning itself
as the first truly agent-centric platform designed exclusively for enterprise deployment. Founded in 2023
as a venture-backed software company, Nexus operates with operational headquarters in Brussels
(European operations) and San Francisco (corporate headquarters), combining European enterprise-
grade compliance standards with Silicon Valley innovation velocity.

Nexus serves a distinguished client portfolio including Orange Belgium, Lambda.ai and additional blue-
chip organizations across telecommunications, insurance, operations management, and financial services
sectors. These enterprise customers have successfully deployed autonomous agents across customer
support, market intelligence, legal compliance, and internal operations workflows, generating substantial
measurable business impact.

The platform's unique positioning addresses MERIDIAN's specific operational complexity: managing
642,000 annual assistance calls across multiple territories, navigating over 70 regulatory domains, and
maintaining operational excellence across diverse mobility services. Nexus's agent-first architecture
provides the reliability MERIDIAN requires for critical assistance operations while delivering the flexibility
needed to adapt to evolving regulatory landscapes and multi-territorial requirements.

2.2 Global recognition of innovation

Nexus is part of Y Combinator program, the world's most selective startup accelerator (<1% acceptance
rate), thanks to its unique approach in solving critical enterprise problem that resonates directly with
MERIDIAN's challenges: 95% of Al projects fail due to the fundamental mismatch between long
development cycles and rapidly evolving LLM capabilities.

The core problem Nexus identified mirrors MERIDIAN's current situation: organizations require reliable,
consistent Al assistance for critical operations (like handling 642,000 emergency calls annually), yet
traditional Al implementations are either too rigid (breaking when scenarios deviate from scripts) or too
unpredictable (unreliable for mission-critical assistance work). MERIDIAN's operational agents need
precise, reliable information to assist customers effectively while maintaining the flexibility to handle
unprecedented scenarios across multiple territories and regulatory environments.

Nexus's solution introduces a breakthrough three-layer architecture: systems, agents, and humans
working in harmony. Rather than forcing MERIDIAN's operations into rigid workflows or accepting
unpredictable Al behavior, Nexus agents provide workflow-level reliability for critical processes while
maintaining human-level flexibility for complex scenarios. This architecture enables MERIDIAN to scale
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its assistance capabilities without compromising the quality and reliability that customers depend on
during emergency situations.

This unique innovation convinced Y Combinator (deployment speed measured in days rather than
months, rapid enterprise adoption across regulated industries, and exceptional customer retention
rates). Nexus's vision of Al agents as persistent organizational infrastructure aligns perfectly with
MERIDIAN's need for a sustainable, long-term knowledge management solution that grows with the
organization's expanding service portfolio and territorial coverage.

2.3 Innovation leadership in Belgian tech

Nexus represents a new generation of Belgian technology leadership, combining deep enterprise
expertise with cutting-edge Al innovation. The company's thought leadership extends beyond product
development to active participation in shaping the European Al landscape through speaking
engagements at TEDx events, United Nations conferences, and major European technology forums.

The leadership team includes McKinsey alumni, bringing world-class strategic consulting methodology to
Al platform development. This background proves particularly relevant for MERIDIAN's implementation,
as the team understands enterprise transformation challenges, regulatory compliance requirements, and
the operational excellence standards expected in European insurance and assistance markets.

Nexus demonstrates unwavering commitment to European Al development, maintaining data
sovereignty through EU-based infrastructure, implementing privacy-by-design architectures that exceed
GDPR requirements, and developing Al governance frameworks that align with emerging European Al
Act requirements. This European approach ensures MERIDIAN's implementation meets the highest
standards for data protection, regulatory compliance, and operational transparency required in the
Belgian and broader European market.

The company's innovation leadership philosophy emphasizes practical enterprise value over
technological novelty, focusing on solutions that deliver measurable business outcomes within existing
enterprise constraints. This approach has resulted in documented success stories that translate directly
to MERIDIAN's context: Orange Belgium achieved $4m annual revenue impact through customer
onboarding automation, while Lambda.ai identified $4B in pipeline opportunities through systematic
market intelligence automation.
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2.4 Key personnel for MERIDIAN engagement

The MERIDIAN engagement will be led by a dedicated team of enterprise specialists with proven
expertise in insurance, assistance, and regulated industry implementations:

Account executive

Assem Chammah (Founder)

As Nexus's founder and primary strategic lead, Assem brings comprehensive enterprise Al
transformation experience with particular expertise in European regulated industries. His McKinsey
background provides deep understanding of operational excellence frameworks, regulatory
compliance requirements, and large-scale organizational change management. Assem's direct
involvement ensures MERIDIAN receives founder-level attention throughout implementation and
ongoing optimization.

Technical implementation lead

Gilvan Merola
e-mail: hello@gpt.nexus

Leads technical implementation with specialized expertise in knowledge management systems,
regulatory compliance frameworks, and multi-territorial deployment scenarios. His background
includes successful implementations across European insurance and financial services organizations,
providing direct relevance to MERIDIAN's operational complexity and regulatory requirements.

Dedicated customer success manager

Cedric Secondo
e-mail: hello@gpt.nexus

Manages technical projects with experience in agile methodologies and Al implementation. His
background in full-stack development and project management provides relevant technical
knowledge for supporting customer deployments. Previous work includes coordinating multi-team
programs and delivering software solutions across different organizational contexts.

Multilingual Support Infrastructure The engagement team provides comprehensive multilingual support
across French, Dutch, English, German, and Portuguese, ensuring seamless communication with
MERIDIAN's diverse operational teams and multi-territorial requirements. This linguistic capability
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proves essential for implementing knowledge management solutions across MERIDIAN's European
operational footprint while maintaining cultural and regulatory sensitivity appropriate to each market.

2.5 Financial stability & governance

Nexus operates from a position of financial strength and governance maturity appropriate for enterprise
partnerships with organizations of MERIDIAN's scale and importance. The company's financial
foundation includes funding from world-class venture capital firms and angel investors, providing
substantial operational runway and growth capital for continued platform development and customer
success investments.

The financial structure demonstrates commitment to long-term enterprise relationships through
predictable revenue models, conservative capital allocation, and transparent financial governance.
Current growth trajectory shows consistent year-over-year expansion driven by enterprise customer
success and retention rather than unsustainable customer acquisition costs, indicating sustainable
business model validation.

Nexus maintains comprehensive insurance coverage including Professional Liability (€10M) and Cyber
Insurance (€5M) at enterprise levels. Insurance certificates are attached and will be provided upon
signature. These policies protect MERIDIAN against implementation risks, operational disruptions, and
potential security incidents while ensuring business continuity throughout the partnership lifecycle.

The company's profitability pathway is clearly defined through scalable revenue models that grow with
customer success rather than requiring ongoing venture capital dependency. This approach ensures
Nexus's long-term viability as a strategic partner for MERIDIAN's knowledge management infrastructure
while providing predictable cost structures that support accurate total cost of ownership calculations.

The governance framework includes board oversight from experienced enterprise software executives,
advisory input from European regulatory compliance experts, and operational governance processes
that meet SOC 2 and ISO standards. This governance maturity ensures MERIDIAN's partnership operates
within appropriate risk management frameworks while benefiting from strategic guidance that
understands European enterprise requirements.

2.6 Compliance & security certifications

Nexus is committed to industry-leading compliance and security certifications, which are currently held
by Nexus and will be provided upon request for handling sensitive customer data, operational
information, and regulatory documentation across multiple European territories:

ISO 27001: Information Security Management Nexus currently holds ISO 27001 certification
documentation (Appendix 13), demonstrating comprehensive information security management systems
that protect customer data through systematic risk assessment, security control implementation, and
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continuous monitoring processes. This certification ensures MERIDIAN's sensitive assistance and
customer data receives protection consistent with European banking and insurance industry standards.

ISO 42001: Al Risk Management Nexus currently holds ISO 42001 certification documentation for Al
management systems (Appendix 13), demonstrating systematic approaches to Al risk identification,
mitigation, and governance. This certification proves particularly relevant for MERIDIAN's
implementation, ensuring responsible Al deployment across critical assistance operations while
maintaining transparency and accountability for Al-driven decisions.

SOC 2: Security, Availability, Processing Integrity SOC 2 certification (SOC 2 Report available upon
request) validates Nexus's operational controls for security, availability, and processing integrity through
independent auditing over extended time periods. This certification provides MERIDIAN with assurance
that platform operations maintain consistent security standards, system availability appropriate for 24/7
assistance operations, and data processing integrity that preserves the accuracy of critical assistance
information.

GDPR: Full Compliance & DPA Templates Nexus implements comprehensive GDPR compliance including
privacy-by-design architecture, data minimization principles, comprehensive consent management,
individual rights fulfillment procedures, and breach notification protocols. Finalized Data Processing
Agreement will be provided prior to contract signature while meeting all European data protection
requirements. The platform's metadata-based permissions system enables granular control over
personal data access, supporting MERIDIAN's need to protect customer information while enabling
efficient assistance operations.

HIPAA: Compliance for Healthcare Data Nexus also maintains HIPAA compliance, demonstrating Nexus's
capability to handle sensitive health-related data that may arise in medical assistance scenarios. This
capability proves valuable for MERIDIAN's international medical assistance operations where health
information protection requirements may exceed standard data protection frameworks.

2.7 References & customer success stories

Nexus's enterprise customer success extends beyond individual implementations to transformational
business impact that demonstrates the platform's value for organizations operating at MERIDIAN's scale
and complexity:

2.7.1 Orange Belgium: $4m annual LTV impact

Orange Belgium's customer onboarding transformation illustrates Nexus's capability to handle high-
volume, regulated customer interactions while maintaining brand standards and compliance
requirements. The implementation replaced a rigid Sprinklr-based chatbot system that experienced 27%
customer dropout rates with an intelligent agent capable of maintaining precise brand voice while
engaging in natural conversations about complex service offerings and territorial policies.
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Nexus agent achieved higher conversation completion rates by combining workflow reliability for critical
compliance steps with conversational flexibility for customer questions. Customer satisfaction increased
10% above human operator levels while the agent handled 90% of onboarding independently, escalating
only when installation meetings required human scheduling. The implementation generated $4M in
additional annual customer lifetime value through improved conversion rates and customer experience
quality.

This success story translates directly to MERIDIAN's context: managing high-volume customer
interactions (642,000 calls annually) while maintaining service quality standards and regulatory
compliance across multiple territories. Orange's experience demonstrates Nexus's ability to scale
customer assistance without compromising quality or compliance—exactly the capability MERIDIAN
requires for its assistance operations.

2.7.2 Lambda.ai: $4B pipeline opportunity identification

Lambda.ai's market intelligence transformation demonstrates Nexus's capability to handle complex
analytical workflows while maintaining consistency and reliability required for business-critical decisions.
The implementation automated analysis of 12,000+ enterprise accounts annually, requiring sophisticated
information synthesis from multiple sources while ensuring consistent, reliable insights for sales team
decision-making.

The Nexus agent replaced inconsistent open-ended Al tools and rigid workflow automation with
intelligent analysis that combined the reliability of systematic processes with the reasoning capability
needed for complex market analysis. The implementation identified $4B in cumulative pipeline
opportunities across accounts Lambda wasn't actively monitoring—opportunities that manual analysis
or inconsistent Al approaches would have missed entirely.

For MERIDIAN, this demonstrates Nexus's capability to handle complex information analysis across
multiple regulatory domains while maintaining the consistency and reliability required for operational
decision-making. Lambda's success illustrates how Nexus agents can process vast amounts of regulatory
and operational information to provide reliable, actionable insights to assistance teams—precisely the
capability MERIDIAN needs for its 70+ regulatory domains and multi-territorial operations.

These reference implementations validate Nexus's enterprise readiness for MERIDIAN's knowledge
management requirements: proven ability to handle high-volume operations, maintain regulatory
compliance, deliver measurable business impact, and scale successfully across complex organizational
requirements. Both Orange and Lambda.ai serve as accessible references for detailed discussions about
implementation approaches, operational outcomes, and ongoing optimization strategies relevant to
MERIDIAN's specific assistance and knowledge management challenges.

2.7.3 The fintech: verified-source regulatory guidance at scale
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The fintech’s transformation from unreliable Al to verified-source regulatory agents demonstrates
Nexus's capability to handle complex legislative guidance requirements while eliminating hallucination
risk in high-stakes customer interactions. The implementation replaced its previous Al system, a
hallucination-prone Al system used for benefits and legislative guidance, with specialized Nexus agents
grounded in authoritative documentation and serving 700,000 users across multiple European territories
managing complex cross-jurisdictional benefits legislation.

The fintech deployed a multi-agent fleet architecture where specialized agents handle distinct benefit
domains (meal vouchers, eco-cheques, mobility budgets, cultural benefits) while maintaining consistent
regulatory accuracy and zero hallucination risk. Agents are grounded exclusively in verified sources—
legislative references, tax regulations, benefit configuration documentation—and transparently indicate
information limits rather than fabricate answers. The multi-agent architecture enabled rapid scaling from
initial deployment to comprehensive coverage across all benefit types and customer channels, with
agents seamlessly integrated into website and mobile app experiences.

For MERIDIAN, the fintech’s success demonstrates Nexus's capability to orchestrate specialized agents
across 70+ knowledge domains (traffic regulations, vehicle compliance, administrative procedures) while
maintaining verified accuracy and eliminating hallucination risk. The fintech’s multi-agent fleet
architecture provides the exact model MERIDIAN should replicate: domain-specialized agents deployed
across website, mobile app, roadside assistance, and partner channels—enabling comprehensive
coverage across all regulatory domains with consistent accuracy and regulatory compliance.

2.7.4 The telecom operator: multi-agent orchestration at operational scale

the operator’s multi-agent orchestration platform demonstrates Nexus's capability to handle
sophisticated operational complexity across 100+ countries with specialized workflow automation
delivering substantial productivity gains. The implementation replaced Microsoft Copilot's inadequate
generic Al capabilities with three-agent platform: Regulatory Q&A agent providing jurisdictional
guidance, Ticketing agent managing routine case operations, and NOFO automation agent orchestrating
complex international phone number provisioning workflows.

The NOFO automation agent represents the transformation capability: autonomous orchestration of
multi-step workflows (country identification — regulatory form selection — customer information
gathering = form population = regulatory submission) that previously required 45+ minutes of manual
work per request. The agent maintains perfect accuracy in form identification and population,
eliminating regulatory rejections and delays. Collectively, the three-agent platform delivers 50+ FTE
equivalent annual productivity while achieving perfect operational accuracy. The system coordinates
across agents seamlessly—regulatory inquiries that require customer history automatically orchestrate
both Q&A and Ticketing agents—while critical decisions include human validation points ensuring
appropriate governance for regulatory compliance.

For MERIDIAN, the telecom operator demonstrates Nexus's capability to deploy multi-agent
orchestration across complex operational domains, delivering substantial productivity leverage while
maintaining regulatory accuracy and compliance. the operator’s three-agent model provides the
architectural template MERIDIAN can replicate: specialized agents for traffic law inquiries, vehicle
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compliance questions, and administrative procedures—coordinating across domains to handle complex
member requests while maintaining 24/7 availability independent of staff scheduling. The 50+ FTE
equivalent productivity at the telecom operator translates directly to MERIDIAN's 642,000 annual
assistance requests: proportional productivity gains through intelligent multi-agent orchestration that
scales without proportional headcount increases.
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Section 3: Solution architecture & approach

3.1 Understanding MERIDIAN's challenge

MERIDIAN faces a complex operational challenge that epitomizes the modern enterprise dilemma: how
to deliver accurate, compliant information at scale when traditional training methods cannot keep pace
with change. The scope of this challenge is substantial:

Volume and Complexity: With 642,000 calls annually requiring immediate knowledge access,
MERIDIAN's operational teams must navigate over 70 regulatory domains spanning traffic laws, medical
protocols, contracts, and legal provisions. This multi-territorial complexity extends across Belgium,
Europe, and international jurisdictions, each with distinct regulatory frameworks and compliance
requirements.

Accuracy as Non-Negotiable: The accuracy of information provided is critical and must remain intact
without alteration or rephrasing that could lead to misinterpretation. This is not merely a quality
preference—it directly impacts customer safety and legal liability. When agents provide guidance on
traffic regulations in different European cities, medical assistance protocols, or contractual obligations,
inaccuracy can have serious consequences.

Current State Dependency: The organization's current reliance on manual training cannot sustain the
pace of regulatory change. New traffic regulations, updated medical protocols, revised contractual
terms, and evolving legal provisions create a constant stream of information updates. Traditional training
approaches require extensive time to cascade changes through the organization, during which agents
operate with potentially outdated information.

Multi-Domain Expertise Requirements: MERIDIAN's agents must possess knowledge across diverse
domains—from European traffic regulations (including LEZ zones) to medical assistance protocols, from
B2C contract specifics to B2B partnership terms. The breadth of required knowledge exceeds what
traditional training methods can effectively maintain.

This problematic represents a fundamental challenge in MERIDIAN operations: maintaining expert-level
knowledge across multiple domains while ensuring real-time accuracy and regulatory compliance at
scale.

3.2 Why agent-first architecture solves this

Traditional solutions to MERIDIAN's challenge fall into two categories, both with fundamental limitations
that make them unsuitable for compliance-critical, high-volume operations.
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3.2.1 The workflow-first problem

Workflow automation platforms (e.g., n8n, make, UiPath, etc.) require mapping every possible path
upfront. For MERIDIAN's use case, this would mean:

» Pre-defining decision trees for 70+ regulatory domains

» Hard-coding responses for thousands of potential scenarios
= Creating rigid pathways that break when systems change

» Requiring complete rebuilding when regulations update

When Belgium updates traffic regulations or when medical protocols change, workflow-first systems
require extensive reconfiguration. The result is brittle automation that works perfectly until any change
occurs, then fails catastrophically.

3.2.2 The chatbot problem

Conversely, fully open-ended Al agents (like would offer Dust.tt, Cognigy, Microsoft Copilot, Phacet, etc.)
offer flexibility but lack the consistency and reliability that compliance-critical operations require. For
MERIDIAN:

= Responses would vary between identical queries

= No guarantee of regulatory accuracy

= |nability to maintain consistent interpretation of contracts
=  Risk of hallucination in safety-critical medical guidance

MERIDIAN cannot accept inconsistent responses when advising on medical emergencies or traffic
regulations. The stakes are too high for unpredictable Al behavior.

3.2.3 Nexus solution: three-layer architecture

Nexus addresses both problems through a revolutionary three-layer model that provides the reliability of
workflows with the flexibility of intelligent agents:

Systems Layer: This foundational layer comprises MERIDIAN's existing infrastructure—Genesys
PureCloud contact center platform, internal databases, legacy systems, and external regulatory sources.
The systems layer represents the "ground truth" of organizational knowledge and operational capability.

Agent Layer: This intelligent intermediary layer sits between systems and humans, understanding both
how systems work and how humans think. When systems change (new regulations, updated contracts,
modified protocols), the agent layer adapts automatically without requiring human retraining. The agent
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layer maintains consistency through structured reasoning while providing flexibility to handle novel
situations.

Human Layer: This represents MERIDIAN's operational staff who interact with the agent layer rather
than directly with complex systems. When agent confidence is low or situations require human
judgment, seamless escalation occurs. Humans make final decisions on complex cases while delegating
routine information retrieval and basic reasoning to the agent layer.

Result: This architecture delivers what MERIDIAN needs: flexibility to adapt as regulations change,
reliability for compliance-critical operations, auditability for regulatory requirements, and future-
proofing as the organization evolves.

The agent layer becomes MERIDIAN's organizational memory that persists through staff changes, system
updates, and regulatory evolution—ensuring institutional knowledge remains accessible and accurate.

3.3 Four operational modules

MERIDIAN's Al Knowledge Base will be implemented through four integrated modules, each addressing
specific operational requirements while working together as a unified system.

3.3.1 KNOWLEDGE module: knowledge base enrichment

The KNOWLEDGE module enables designated power users to maintain and enrich the organizational
knowledge base through sophisticated document management capabilities.

Document Processing Capabilities: The module supports PDF, Microsoft Word, HTML, and text file
formats with advanced OCR technology achieving 94.89% accuracy at 2000 pages per minute. For
MERIDIAN's digital contracts and regulatory documents, this ensures optimal readability with minimal
error rates. The system handles nested tables, diagrams, and embedded images semantically,
understanding table structures and maintaining context relationships rather than treating them as mere
text.

Version Management and Deprecation: Power users can upload new documents with automatic version
detection based on contract IDs, start dates, and content similarity. When new versions are detected, the
system suggests deprecating previous versions while maintaining audit trails. For MERIDIAN's contract
management needs—handling 30-50 documents with annual updates—this provides structured version
control without manual overhead.

Metadata Extraction and Classification: The system automatically extracts metadata including corpus
classification, sensitivity levels, titles, authors, creation dates, and languages. For MERIDIAN's regulatory
documents, custom rules can automatically tag documents as "Legal," "Medical," "Contract," or "Traffic"
based on content analysis. This supports the organization's need to segment knowledge by domain and
confidentiality levels.

Bulk Operations and Automation: Mass document uploads, removals, and updates are handled through
batch processing workflows. MERIDIAN can sync entire folders from SharePoint, schedule automated

14| Page



W Nexus

updates from regulatory sources, and process hundreds of documents asynchronously with progress
tracking and error handling.

3.3.2 PLUGIN module: API for legacy system integration

The Plugin Module provides programmatic access to the knowledge base (and other external systems)
through RESTful APIs, enabling MERIDIAN's legacy systems to leverage Al capabilities without
architectural changes. By Default, Nexus counts over 4000+ plugins built-in to the most common
enterprise application and enable any organization to add extra plugins easily

API Architecture and Authentication: The module provides versioned RESTful endpoints with JSON
request/response format supporting API key, OAuth 2.0, and JWT authentication. This enables
integration with MERIDIAN's existing Genesys PureCloud platform and future Microsoft Azure-based
solutions without compromising security or requiring infrastructure changes.

Hybrid Search Capabilities: The system combines keyword-based search (BM25) with semantic search
using vector embeddings, providing both exact matches and conceptual relevance. For MERIDIAN's use
case, this means agents can find specific contract clauses through exact terms while also discovering
related regulatory guidance through semantic similarity.

Contradiction Detection and Resolution: When hybrid search yields conflicting information from
multiple document versions, the system detects contradictions and presents both versions with clear
indication of conflicts. This supports MERIDIAN's requirement to investigate and resolve contradictions
while ensuring agents receive complete information.

Performance and Response Standards: The system delivers <2 seconds response time for 90% of
queries, meeting MERIDIAN's performance requirements. Caching strategies for frequently accessed
information, optimized vector database indexes, and geographic distribution ensure consistent
performance during peak call volumes.

Integration Capabilities: Beyond API access, the module supports integration with Genesys, SAP,
Salesforce, and Azure platforms through standard protocols. This positions MERIDIAN for future system
evolution while maintaining current operational continuity

3.3.3 CHAT module: employee interaction interface

The Chat Module provides the primary interface through which MERIDIAN's operational staff access the
Al Knowledge Base, designed for conversational interaction that maintains context and supports complex
queries.

Conversational Memory and Context: The system maintains session-based conversational memory,
enabling multi-turn dialogues where agents can ask follow-up questions, request clarification, or explore
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related topics without repeating context. For MERIDIAN's operational environment, this means agents
can have natural conversations about complex scenarios without losing context.

Personalization by Role: Different user roles receive appropriately tailored responses. Operational
agents receive concise, directive answers that enable quick decision-making, while complaint handlers
receive more elaborate responses with empathy guidance for customer interactions. This aligns with
MERIDIAN's diverse operational needs across different service areas.

Real-time Feedback Loop: Each response includes thumbs up/down feedback mechanisms with
comment fields for detailed feedback. This continuous feedback supports quality improvement and
enables MERIDIAN to identify knowledge gaps or response quality issues in real-time.

Escalation and Human Handoff: When agent confidence is low or queries exceed system capabilities,
seamless escalation to human experts occurs. The system maintains conversation context for human
reviewers, enabling efficient handoffs without information loss.

Multi-language Support: The interface automatically responds in the language of the query (English,
French, Dutch, German, Spanish, Italian), essential for MERIDIAN's multilingual Belgian operations and
European coverage.

3.3.4 MONITORING module: governance and observability

The Monitoring Module provides comprehensive oversight and management capabilities, ensuring
system performance, compliance, and continuous improvement.

Real-time Performance Dashboards: Interactive dashboards display key metrics through line charts, bar
graphs, heatmaps, and real-time counters. MERIDIAN administrators can monitor query volume trends,
response time patterns, error rates, and usage by department with drill-down capabilities to detailed
logs.

Query Analytics and Quality Metrics: The system tracks comprehensive metrics including response
accuracy (>95% target), source citation quality (>98% responses with accurate links), hallucination rate
(<2%), user satisfaction scores (>85% positive target), and task completion rates (>90% queries fully
addressed).

Custom Alert Rules and Notifications: Administrators can define alert rules based on system metrics
(CPU, memory, disk, latency), application errors, threshold breaches, and business events. Alerts support
multiple levels (Info, Warning, Critical) with configurable notification channels including email, SMS,
Microsoft Teams, and Slack.

Compliance and Audit Features: SOC 2-compliant audit logging captures all user interactions, query
content, responses, configuration changes, and access events. Logs are immutable, searchable, and
exportable for compliance audits, retained for 12 months with encryption at rest and in transit.
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Integration with Existing Tools: The module integrates with PowerBI for business intelligence, Zabbix for
infrastructure monitoring, and ELK/Kibana for log analysis, enabling MERIDIAN to leverage existing
monitoring investments while adding Al-specific visibility.

3.3.5 AGENTIC WORKFLOW module: intelligent process orchestration

The Agentic Workflow Module enables MERIDIAN's operational teams to define, execute, and manage
complex multi-step processes through intelligent agent coordination. Rather than simple query-response
interactions, agents orchestrate workflow execution across multiple specialized agents, integrated
plugins, and logic processes while maintaining human oversight at critical decision points.

Multi-Agent Coordination and Specialization: The module enables deployment of specialized agents
configured for specific domains or tasks. For MERIDIAN's 70+ regulatory domains, this means deploying
domain-specific agents (Traffic Regulation Agent, Medical Protocol Agent, Contract Interpretation Agent)
that coordinate their expertise when complex queries require cross-domain knowledge. Agents
communicate through the workflow engine, sharing context and findings. When a query requires
synthesizing traffic regulations with applicable medical protocols across specific territories, agents
automatically coordinate, each contributing their domain expertise while the workflow engine
orchestrates integration of their findings. This architectural approach ensures accuracy by keeping agents
focused on specialized knowledge while achieving flexibility through intelligent coordination.

4000+ Plugin Ecosystem and Extensibility: The module integrates over 4000+ pre-built plugins enabling
agents to interact with virtually any enterprise system or external service. These plugins span enterprise
applications (Salesforce, SAP, Microsoft Teams, Slack, Azure services), communication channels (email,
SMS, phone systems), data sources (databases, cloud storage), and custom business logic. For
MERIDIAN, this means agents can execute workflows that integrate with Genesys PureCloud systems,
retrieve additional context from SharePoint repositories, update Azure-based customer records, send
notifications through email or SMS, and trigger escalations to human teams—all without requiring
custom development. The plugin architecture is extensible, enabling MERIDIAN's teams to add custom
plugins for proprietary systems or future integrations. This eliminates the workflow rigidity that plagues
traditional RPA solutions, where each new integration requires engineering involvement.

Human-in-the-Loop Workflow Pauses: Critical to MERIDIAN's reliability requirement, agents can pause
workflow execution to seek human guidance, validate assumptions, or gather additional information.
When an agent determines additional information is needed—such as clarifying patient symptom
severity before recommending medical assistance protocol, or confirming customer territorial
jurisdiction before applying specific traffic regulations—the workflow pauses and surfaces a
conversational interaction with the human operator. Importantly, the human interaction channel
matches the deployment context: if the agent is running in Chat, the human validation occurs within
Chat; if the agent is deployed via Slack, Teams, Email, WhatsApp, or phone, the human interaction occurs
in that channel. The operator provides the needed information, validates the proposed step, or redirects
the workflow, and the agent resumes execution with full context preservation. This human-in-the-loop
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capability ensures MERIDIAN maintains operational control over critical decisions while enabling agents
to execute autonomously between human checkpoints. For mission-critical assistance operations, this
combination of autonomy and human oversight is essential —more flexible than rigid RPA workflows, yet
more reliable than fully autonomous Al systems.

Workflow Execution and Monitoring: The module provides visual workflow builders enabling
MERIDIAN's business teams to define agent workflows through intuitive interfaces—defining sequences,
decision branches, parallel paths, and escalation rules without coding. Execution logs capture every step,
decision, and human validation point, providing complete audit trails for compliance documentation and
operational review. MERIDIAN's monitoring teams can observe workflow execution in real-time, track
agent performance metrics across different domains, identify bottlenecks, and continuously optimize.
For regulatory compliance in assistance operations, this audit trail capability is essential —each case,
each decision, each human validation is documented systematically.

Context Preservation Across Workflow Steps: As agents hand off between specialized agents or invoke
plugins, the workflow engine maintains complete context—conversation history, extracted information,
user preferences, regulatory requirements—ensuring seamless handoffs and preventing information
loss. This enables complex multi-step workflows where information flows naturally from one agent to
another, with each agent understanding prior decisions and constraints. For MERIDIAN's complex
assistance scenarios spanning multiple regulatory domains and requiring coordination across specialized
knowledge areas, this context preservation ensures nothing is lost in translation between specialist
agents.

3.3.6 DOCUMENT TEMPLATE module: standardized output generation

The Document Template Module enables agents to generate standardized organizational documents
(Word, Excel, PowerPoint) with predefined schemas and formatting. Rather than agents producing
conversational responses alone, templates enable agents to output structured, audit-ready deliverables
that follow organizational standards, compliance requirements, and formatting specifications.

Template Definition and Schema Management: Organizations define document templates by specifying
output schemas—which fields populate which document sections, required vs. optional content, data
types and formats, validation rules, and formatting specifications. For MERIDIAN, templates might
include "Compliance Review Report" (regulatory assessment across territories), "Incident
Documentation" (standardized medical/technical assistance case record), "Contract Clause Reference"
(specific contract terms formatted for quick reference), and "Regulatory Summary" (current regulations
by jurisdiction and service type). Templates can be created through visual builders or uploaded as
template files with schema definitions. This enables business teams to define output standards without
coding expertise. Once templates are defined, agents understand the schema and populate templates
based on workflow execution and knowledge base findings.
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Dynamic Content Population and Compliance Documentation: During workflow execution, agents
populate template fields with relevant information, maintaining organizational formatting standards and
consistency. When an agent completes medical assistance assessment, it automatically generates a
standardized "Medical Assessment Report" template populated with protocol recommendations, patient
information (anonymized appropriately), assessment reasoning, applicable regulations by territory, and
verification status. When an agent identifies relevant contract clauses for a customer query, it generates
a "Contract Reference Document"” template with extracted clauses, applicable conditions, relevant
regulations, and human review status. This ensures every output—whether used internally for
compliance documentation or for customer/partner communication—follows MERIDIAN's organizational
standards. The templates maintain audit trails showing which agent generated content, when the
generation occurred, and which human validated the output, supporting MERIDIAN's compliance and
regulatory documentation requirements.

Multi-Format Output Capabilities: Templates support generation in multiple formats—Word documents
(for formal reports and documentation), Excel spreadsheets (for regulatory summaries, comparison
matrices, compliance checklists), PowerPoint presentations (for executive summaries or stakeholder
communication). Agents automatically select appropriate format based on output purpose and workflow
requirements. For MERIDIAN, this means a complex regulatory analysis could be output as a Word
document for formal documentation, simultaneously populated into Excel for tracking/comparison
purposes, and summarized as PowerPoint for executive review—all from single agent workflow
execution. This flexibility enables MERIDIAN's teams to extract maximum value from agent analysis while
maintaining format consistency and compliance standards.

Template Versioning and Organizational Governance: The module maintains template versions,
enabling organizations to update standards (regulatory formatting changes, new compliance
requirements, updated branding) without disrupting existing workflows. MERIDIAN can maintain
historical template versions for regulatory audit purposes, ensuring documents generated under
previous standards remain accurate for compliance review. New templates can be rolled out gradually—
testing with specific agent types or operational areas before organizational deployment. This governance
capability ensures MERIDIAN maintains control over organizational standards while enabling continuous
improvement and regulatory compliance evolution.

Integration with Workflow Outputs and Data Enrichment: Templates automatically integrate with
workflow execution data. Agents executing multi-step workflows can generate template outputs that
reflect all steps, decisions, human validations, and final conclusions. Information flows seamlessly from
workflow execution into template fields without manual transcription or reformatting. MERIDIAN teams
can define rules enabling specific template outputs at specific workflow milestones—for example,
generating "Preliminary Assessment Report" template after initial agent analysis, then generating "Final
Recommendation Report" template after human validation and multi-agent consensus. This enables
MERIDIAN to create structured, compliance-ready documentation throughout the operational workflow
rather than generating documentation as an afterthought.
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3.3.7 DEPLOYMENT module: multi-channel agent availability

The Deployment Module enables agents to be deployed across multiple channels, ensuring MERIDIAN's
operational teams can access Al assistance through their preferred communication platforms rather than
forcing all interaction through the Chat interface. Agents maintain full capability, context awareness, and
human-in-the-loop coordination across all deployment channels.

Omnichannel Deployment and Context Continuity: Agents can be deployed to Microsoft Teams, Slack,
Email, WhatsApp, phone systems, web interfaces, and directly integrated into productivity applications
(Word, Outlook, PowerPoint, Excel) as well as any internal application through API. Importantly, agents
maintain consistent behavior, knowledge access, and context awareness regardless of deployment
channel. An agent deployed to Teams operates with identical knowledge base access and workflow
capabilities as the same agent in Chat. An agent deployed to WhatsApp provides assistance through
conversational SMS-style interaction while accessing the complete knowledge base and integrated
plugins. This omnichannel deployment ensures MERIDIAN can meet operational teams where they
already work—if teams primarily communicate via Teams, agents are available in Teams; if support
operations use email primarily, agents are email-integrated. Users don't need to context-switch to a
separate Chat application; agents integrate into existing communication workflows.

Channel-Appropriate Human-in-the-Loop Interaction: When agents pause workflow execution to seek
human guidance, the validation interaction occurs in the deployment channel. If an agent is deployed in
Teams and pauses for human validation, the validation request surfaces as Teams message where the
human can respond directly, resuming workflow execution within Teams. If the same agent is deployed
via WhatsApp, validation requests appear as WhatsApp messages. If deployed via email, validation
appears as threaded email conversation. If deployed in Word/Excel, validation surfaces as document
comments or sidebar interactions. This channel-appropriate interaction ensures humans can validate
agent steps without leaving their current work context or communication platform. For MERIDIAN's
assistance teams who may be distributed across different communication channels and devices, this
flexibility ensures seamless human-in-the-loop coordination regardless of operational context.

Enterprise Application Integration: Agents can be directly integrated into Microsoft Office applications
(Word, Outlook, PowerPoint, Excel), enabling knowledge base access without leaving productivity tools.
A MERIDIAN employee writing assistance documentation in Word can invoke the agent directly from
Word—asking regulatory questions and receiving answers populated directly into the document. An
employee in Outlook composing customer communication can invoke the agent to verify regulatory
compliance or retrieve relevant contract terms before sending. An employee in Excel managing
regulatory compliance matrices can invoke the agent to verify current regulations by jurisdiction. This
integration into productivity applications means MERIDIAN's teams can access Al assistance during
actual work execution, improving efficiency by eliminating the need to switch applications or copy/paste
information between systems.

Phone and Voice Interaction: Agents can be deployed as phone-based systems, enabling assistance
access via phone calls or voice interaction. MERIDIAN's field teams, customers calling assistance lines, or
remote operational staff can interact with agents via phone. The agent conducts conversation through
natural language understanding, can execute workflows, pause for human validation (routing to human
operators when needed), and provide answers through voice synthesis. This phone deployment is
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particularly valuable for MERIDIAN's assistance operations where field teams may not have constant
application access—they can call a phone number, interact with the agent conversationally, get
assistance immediately, and escalate to human operators when needed. Phone deployment integrates
with MERIDIAN's existing phone infrastructure and can be connected to Genesys PureCloud systems for
seamless escalation.

Web and Custom Application Deployment: Beyond pre-built channels, agents can be deployed as web
widgets, embedded in custom applications, or accessed through dedicated web portals. This enables
MERIDIAN to create branded interfaces aligned with corporate identity, deploy agents to customer-
facing portals (with appropriate governance controlling what knowledge is exposed to external users), or
integrate agents into internal operational dashboards. The deployment flexibility ensures MERIDIAN isn't
constrained by predefined channel options—if a specific operational need requires custom deployment
architecture, agents can be integrated accordingly.

Consistent Knowledge Base Access and Performance: Regardless of deployment channel, all agents
access the identical knowledge base, benefit from the same semantic search and contradiction detection
capabilities, and maintain consistent response quality. The channel is purely the interaction medium; the
underlying agent capability, knowledge access, and intelligence remain constant. This ensures
MERIDIAN's operational teams receive consistent, high-quality assistance regardless of which
communication platform they use. Performance standards are maintained across all channels—<2
seconds response time for query execution, consistent availability, and reliable operation during peak
usage periods.

Governance and Access Control: The module enables fine-grained governance over which teams access
agents through which channels. MERIDIAN can deploy specific agents to specific teams through specific
channels—for example, deploying the Medical Protocol Agent to medical assistance teams via Teams and
email, while deploying the Contract Interpretation Agent to all teams via Chat and phone. Access
controls ensure sensitive information (competitor contracts, confidential medical protocols, proprietary
business terms) is exposed only through appropriate channels to authorized users. Audit trails capture all
agent interactions across all channels, providing complete visibility into agent usage and compliance with
data governance policies.

3.4 Technical implementation strategy

MERIDIAN's technical implementation strategy emphasizes flexibility, security, and operational
independence while leveraging proven enterprise technologies.
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3.4.1 LLM flexibility and provider independence

Nexus supports four distinct LLM integration approaches to ensure MERIDIAN maintains strategic
flexibility:

Nexus-Hosted Frontier Models: Instant access to leading LLMs including Anthropic Claude, OpenAl
GPT-4, and Mistral Al with automatic updates and pay-per-use pricing. This provides immediate
capability without infrastructure investment.

Connect Your Own Provider: Integration with MERIDIAN's existing or preferred LLM subscriptions using
API keys or OAuth, supporting major providers including Azure OpenAl (aligning with MERIDIAN's
Microsoft platform direction).

Host Models via vLLM: Deployment of proprietary or fine-tuned models within MERIDIAN's own
infrastructure for maximum control over sensitive data and customization.

Deploy Open-Source Models: Utilization of open-source LLMs on Nexus-provided GPU infrastructure
with pay-per-use compute, offering cost optimization for high-volume operations.

This multi-provider approach ensures MERIDIAN can optimize for cost, performance, and data
sovereignty requirements while maintaining operational flexibility as LLM technology evolves.

3.4.2 Data protection and sovereignty

Given MERIDIAN's handling of sensitive medical, personal, and contractual information, robust data
protection is fundamental:

On-Premises Deployment Option: Complete control over data location and infrastructure within
MERIDIAN's data centers, ensuring sensitive information never leaves organizational boundaries.

EU-Based Cloud Deployment: For organizations preferring managed infrastructure, deployment within
EU data centers with end-to-end encryption, GDPR compliance, and European data sovereignty.

Encryption Standards: All data encrypted at rest (AES-256) and in transit (TLS 1.3) with comprehensive
key management and access controls.

Compliance Certifications: SOC 2, 1ISO27001, 1ISO42001, and GDPR compliance validated through
independent audits, ensuring adherence to European security standards and regulatory requirements.
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3.4.3 Performance architecture and scalability

The technical architecture is designed to handle MERIDIAN's 642,000 annual calls with optimal
performance:

Auto-scaling Infrastructure: Horizontal scaling automatically adds application instances during peak
loads and removes capacity during low utilization, ensuring cost efficiency while maintaining
performance.

Load Balancing and Redundancy: Geographic distribution with automated failover ensures 24/7
availability for MERIDIAN's continuous operations. Redundant components eliminate single points of
failure.

Caching and Optimization: Multi-layer caching strategies including query result cache, document cache,
metadata cache, and embedding cache optimize response times and reduce computation costs.

Performance Monitoring: Real-time monitoring tracks percentile distributions (p50, p90, p95, p99) with
automated alerting when performance degrades, enabling proactive optimization.

3.4.4 Integration approach and legacy support

MERIDIAN's integration strategy emphasizes minimal disruption to existing operations:

API-First Design: RESTful APIs with versioned endpoints enable integration with existing Genesys
PureCloud platform and future Microsoft Azure solutions without architectural changes.

Standard Protocol Support: OAuth 2.0, JWT, API keys, and SAML/OIDC authentication align with
MERIDIAN's existing identity management systems.

Phased Integration: Implementation can be phased across Learning, Query, Chat, and Monitoring
Modules, enabling gradual adoption without operational disruption.

Legacy System Compatibility: Integration capabilities extend to SAP, Salesforce, and other enterprise
systems MERIDIAN currently utilizes or may adopt in the future.

23| Page



W Nexus

3.4.5 Deployment flexibility

Multiple deployment options accommodate MERIDIAN's infrastructure preferences and data sovereignty
requirements:

Saa$ Deployment: Fully managed cloud service with automatic updates, scaling, and maintenance,
enabling rapid deployment with minimal infrastructure requirements.

Private Cloud: Dedicated cloud infrastructure providing isolation and control while maintaining managed
service benefits and scalability.

On-Premises: Complete deployment within MERIDIAN's data centers for maximum control, data
sovereignty, and customization capability.

MERIDIAN's existing Azure capabilities and Docker familiarity support any of these deployment models,
with the choice driven by security, compliance, and operational preferences.
3.5 Why This Approach Differentiates from Competitors

MERIDIAN's solution requirements expose fundamental limitations in alternative approaches that make
Nexus's agent-first architecture the optimal choice for compliance-critical, high-volume operations.

3.5.1 Not a chatbot builder: Nexus is an autonomous agent platform

Unlike platforms such as Dust.tt that focus primarily on chatbot interfaces, Nexus provides autonomous
agent capabilities that extend far beyond conversational interaction:

Autonomous Decision Making: Agents can analyze complex scenarios, apply organizational policies, and
make determinations without human intervention for routine cases while escalating appropriately for
complex situations.

Workflow Orchestration: Agents can execute multi-step processes, coordinate between systems, and
manage complex tasks autonomously rather than simply responding to prompts.

Adaptive Behavior: Agents learn from feedback and adjust responses based on effectiveness metrics,
organizational changes, and user preferences without requiring manual reconfiguration.

For MERIDIAN, this means agents can handle complete inquiry resolution—from initial query through
information retrieval, policy application, and response formulation—not just answer questions.
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3.5.2 Not a workflow automation tool: Nexus is reliable and flexible

Traditional workflow platforms like n8n provide automation through predefined sequences that break
when conditions change:

Intelligent Reasoning: Rather than following fixed decision trees, Nexus agents understand context,
interpret nuanced situations, and apply reasoning to novel scenarios.

Dynamic Adaptation: When regulatory frameworks change or new contractual terms emerge, agents
adapt their reasoning without requiring workflow reconstruction.

Contextual Understanding: Agents comprehend the intent behind queries and can provide relevant
information even when requests don't match predefined patterns.

For MERIDIAN's regulatory environment where rules frequently change and situations often involve
multiple interconnected factors, intelligent reasoning provides far superior coverage than rigid
automation.

3.5.3 Not a no-code Al builder: Nexus focus on enterprise reliability

Platforms like Stack Al emphasize ease of creation but lack the enterprise-grade reliability that MERIDIAN
requires:

Enterprise Security: SOC 2, 15027001, and GDPR compliance with comprehensive audit trails, access
controls, and data protection measures.

Predictable Performance: Guaranteed response times, availability SLAs, disaster recovery plans, and
transparent monitoring aligned with enterprise operational requirements.

Scalable Architecture: Infrastructure designed to handle enterprise volumes with auto-scaling, load
balancing, and geographic redundancy.

Professional Support: Enterprise-grade support with defined SLAs, escalation procedures, and dedicated
technical assistance rather than community-based help.

For MERIDIAN's mission-critical operations supporting 642,000 annual calls with safety implications,
enterprise reliability is non-negotiable.

3.5.4 Why this matters for MERIDIAN: the complete solution

MERIDIAN's requirements demand a solution that delivers across four critical dimensions:
Accuracy + Flexibility: The system must provide precise, consistent information (accuracy) while

adapting to changing regulations and novel scenarios (flexibility). Nexus's agent architecture achieves
both through intelligent reasoning backed by structured knowledge management.
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Compliance + Scale: The solution must meet strict regulatory requirements (compliance) while handling
642,000 annual interactions efficiently (scale). Nexus's enterprise architecture provides both through
certified compliance frameworks and auto-scaling infrastructure.

Domain Expertise + Operational Efficiency: The system must understand 70+ regulatory domains deeply
(expertise) while enabling rapid query resolution (efficiency). Nexus's knowledge base segmentation and
hybrid search capabilities deliver both comprehensive coverage and fast retrieval.

Future-Proofing + Immediate Value: The solution must adapt to organizational evolution (future-
proofing) while delivering measurable benefits from deployment (immediate value). Nexus's modular
architecture and rapid implementation timeline achieve both strategic flexibility and quick wins.

The agent-first approach uniquely positions MERIDIAN to achieve all these objectives simultaneously,
transforming operational knowledge management from a constraint into a competitive advantage.
Where traditional solutions force trade-offs between flexibility and reliability, Nexus delivers both—
enabling MERIDIAN to maintain expert-level knowledge across all domains while adapting seamlessly to
the pace of regulatory and organizational change.

This comprehensive solution architecture ensures MERIDIAN can confidently serve its customers with
accurate, timely information while building organizational resilience for future growth and adaptation.
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Section 4: requirement-by-requirement assessment

4.1 Learning requirements (MAIKB-REQ-1 through 16)
MAIKB-REQ-1 (file formats)

Requirement: Support processing of PDF, Microsoft Office Word, Text and HTML file formats.

Nexus Response: Nexus processes PDF, DOCX, TXT, and HTML natively with advanced capabilities.
Documents are uploaded via the learning interface or synced from enterprise systems (Google Drive,
Confluence, SharePoint). PDF processing uses OCR technology achieving 94.89% accuracy at 2000
pages/minute, extracting text, images, and tables while preserving structure. DOCX/HTML parsing
maintains formatting and embedded elements. Users build agentic workflows that read files, extract
content, and generate new documents (DOCX, PPTX, XLSX) using document creation skills. The platform
supports document templates where users define templates with placeholders and populate them
dynamically through workflows based on retrieved data.

4.1.1 MAIKB-REQ-2 (OCR)

Requirement: Support Optical Character Recognition to process and extract text from scanned
documents and images.

Nexus Response: Nexus implements OCR with 94.89% accuracy across document types, processing 2000
pages/minute. The system handles scanned documents (98.96% accuracy), mathematical expressions
(94.29% accuracy), tables (96.12% accuracy), and multilingual content (89.55% average across
languages). Users configure OCR quality levels in workflows: high-fidelity for complex documents
requiring precision, or standard processing for straightforward text extraction. The OCR engine detects
text regions, recognizes characters across fonts and languages, preserves layout structure, and maintains
reading order. Extracted content flows into the knowledge base as structured, searchable text with
preserved formatting context.

4.1.2 MAIKB-REQ-3 (Images)

Requirement: Be capable of handling and interpreting nested tables, diagrams and images embedded
within documents.

Nexus Response: Nexus interprets nested tables, diagrams, and images semantically rather than just
extracting raw text. The OCR technology understands table structure (row/column relationships), nested
table hierarchies, diagram content and context, and spatial relationships between elements. When
processing documents, the system identifies visual elements (tables, charts, diagrams, images),
interprets their meaning and structure, extracts data while preserving relationships, and maintains
context for semantic retrieval. For example, a nested financial table is understood as hierarchical data
with parent-child relationships, not just cells of text. Users can configure how images are handled in
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workflows - extracted and stored separately, embedded inline with text, or analyzed for content
extraction.

4.1.3 MAIKB-REQ-4 (Bulk operations)

Requirement: Be capable of efficiently handling mass uploads, removals, or updates of documents in
bulk.

Nexus Response: Nexus handles mass document operations through batch processing workflows. Users
upload multiple documents simultaneously via drag-and-drop interface, sync entire folders from
connected systems (Google Drive, Confluence), or schedule automated syncs. Bulk operations include:
upload workflows that process hundreds of documents asynchronously with progress tracking; removal
workflows that filter and delete documents based on metadata criteria; and update workflows that
detect changed documents and refresh their content. The platform uses queuing mechanisms to manage
large batches without impacting system responsiveness. Users configure batch size, processing priority,
error handling (skip, retry, halt), and completion notifications (email, Slack, Teams).

4.1.4 MAIKB-REQ-5 (Ergonomic UI)

Requirement: Provide a user interface offering an optimized and highly intuitive user experience,
including drag-and-drop functionality and support for uploading multiple documents simultaneously.

Nexus Response: The learning interface provides drag-and-drop document upload supporting multiple
files simultaneously. Users see thumbnail previews, upload progress bars, and processing status for each
file. The interface includes: visual document management with sortable lists, filterable views, and bulk
selection; one-click actions for common tasks (upload, tag, deprecate, delete); search and filter
capabilities by metadata, date, or content; and visual workflow builder for document processing
pipelines. The no-code approach means users configure document handling through dropdown menus,
checkboxes, and form fields rather than writing code. All interfaces are web-based (accessible at
gpt.nexus/app) requiring only a standard browser with no client software installation.

4.1.5 MAIKB-REQ-6 (Metadata extraction)

Requirement: Be capable of extracting and storing metadata from each document, including Corpus,
sensitivity, title, topic, author, creation date, and language.

Nexus Response: Nexus extracts metadata through two methods depending on source. For structured
sources (Airtable, Google Drive syncs), the platform automatically imports existing metadata from the
source system including titles, authors, dates, tags, and custom fields. For unstructured documents
(uploaded PDFs, scanned files), users configure LLM-based extraction workflows. The workflow prompts
an LLM to read the document and extract Corpus classification, sensitivity level, title, topic/subject,
author, creation date, and language. Users customize the extraction prompt to define what metadata to
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capture and how to classify documents. Extracted metadata is stored in structured format, indexed for
search, and used for access control through the metadata-based permissions system.
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4.1.6 MAIKB-REQ-7 (Metadata enrichment)

Requirement: Be capable of extracting key terms and phrases from documents for indexing and search
purposes, and storing them as metadata.

Nexus Response: Users build workflows that extract key terms and phrases from documents for
enhanced searchability. The workflow uses LLM-based analysis: an Al Task skill reads document content,
identifies significant terms (technical vocabulary, named entities, key concepts, topic keywords), and
stores them as searchable metadata fields. Users configure the extraction logic through custom prompts
that define what constitutes a "key term" for their domain. For example, legal documents might extract
case citations, statute references, and legal concepts, while technical manuals extract product names,
part numbers, and procedures. The enriched metadata improves retrieval accuracy by enabling searches
for concepts even when exact terms differ.

4.1.7 MAIKB-REQ-8 (Custom metadata rules)

Requirement: Support the use of custom rules, in combination with NLP, to define metadata. For
example, if a document contains terms such as "contract ID," "signature," and "expiry date," it should
automatically be tagged as a "Contract."

Nexus Response: Users implement custom classification rules through LLM-based extraction in
workflows. Instead of rigid if-then logic, the workflow prompts an LLM to analyze document content and
apply organization-specific classification criteria. For example, the prompt might instruct: "If the
document contains 'contract ID', 'signature’, and 'expiry date', classify as Contract. If it contains
‘employee ID', 'salary', and 'start date', classify as HR Record." The LLM reads both text and images,
understands context (distinguishing between mentions of contracts versus actual contracts), and applies
the logic flexibly. Users can implement complex multi-factor rules, handle edge cases through natural
language instructions, and update classification logic by editing prompts rather than coding rule engines.

4.1.8 MAIKB-REQ-9 (Version awareness)

Requirement: Be able to detect when an uploaded document is a new version of an existing one and
alert the user accordingly.

Nexus Response: Users build workflows that detect document versions through combined analysis of
filename patterns (v2.0, draft, final), content similarity (comparing new upload against existing
documents using semantic similarity), and metadata comparison (same author, related titles, date
sequences). When a workflow detects a potential new version, it alerts the user through the interface
with details about the existing document and suggested actions. The flexible workflow approach means
organizations can customize version detection logic for their naming conventions and document types.
For example, legal contracts might use strict filename matching while policy documents use content-
based similarity scoring.
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4.1.9 MAIKB-REQ-10 (Version management)
Requirement: Suggest that the previous version be marked as deprecated.

Nexus Response: When workflows detect a new document version, they can automatically suggest
marking the previous version as deprecated through workflow logic. The workflow prompts the user for
confirmation, updates the previous document's metadata to deprecated=true, preserves the deprecated
version for audit/reference, and marks the new version as current. Users configure deprecation policies:
automatic after confirmation, require approval workflow, or manual review only. Deprecated documents
remain accessible through search with clear visual indicators but don't appear in standard retrieval
unless explicitly requested. The version history is maintained through metadata fields that users can
query to see document evolution over time.

4.1.10 MAIKB-REQ-11 (Version audit)

Requirement: Be capable of maintaining a version-specific change log for all updates and modifications.

Nexus Response: Users maintain version-specific change logs through metadata fields and workflow
tracking. When documents are updated, workflows can capture who made the change, when it
occurred, what type of change (new version, metadata update, deprecation), justification (if provided
through form fields), and source (manual upload, sync, bulk operation). The platform's audit logging
system (SOC 2 compliant) automatically captures all document-related actions including uploads,
modifications, access events, and deletions. These logs are retained for 12 months, encrypted at rest and
in transit, and accessible to authorized administrators. Users can query logs to generate change reports,
track document history, and support compliance audits.

4.1.11  MAIKB-REQ-12 (Corpus segmentation)

Requirement: Have the ability to classify and segment the corpus by domain, confidentiality, validity
period.

Nexus Response: Users classify and segment the corpus through metadata fields. During document
upload or sync, users assign metadata dimensions: Corpus/domain (Legal, HR, Technical, Finance,
Marketing), confidentiality levels (Public, Internal, Confidential, Restricted), validity periods (active
from/until dates, review schedules), department/team ownership, document types (policy, contract,
manual, report), and custom classification schemes. The metadata-based permissions system uses these
classifications for access control. Users configure agents to filter retrieval by corpus segment - for
example, an HR agent only searches HR corpus, or a Legal agent only accesses Legal and Confidential
documents. The segmentation is flexible with documents supporting multiple simultaneous
classifications across different dimensions.

31| Page



W Nexus

4.1.12  MAIKB-REQ-13 (Corpus review)

Requirement: Have automated alerts or workflows for periodic corpus review, expiration, or renewal.

Nexus Response: Users create scheduled workflows that trigger periodically (daily, weekly, monthly) to
check document metadata for review requirements. The workflow logic: queries documents with last
reviewed date older than threshold, generates lists of documents needing review, identifies responsible
parties from metadata or org structure, and sends notifications via email, Slack, or Teams with document
links and review instructions. Users configure review schedules per corpus segment (Legal quarterly, HR
annually), escalation logic if reviews aren't completed, and approval workflows for reviewed documents.
The monitoring dashboard shows review status, upcoming reviews, and overdue items enabling
administrators to track compliance with review policies.

4.1.13  MAIKB-REQ-14 (Version audit duplicate)

Requirement: Be capable of maintaining a version-specific change log for all updates and modifications.

Nexus Response: Same comprehensive audit logging infrastructure applies as described in REQ-11. The
platform's SOC 2-compliant audit logging captures complete document lifecycle information with
version-specific tracking, change attribution, and compliance-ready retention policies.

4.1.14  MAIKB-REQ-15 (Retraining)

Requirement: Be capable of triggering retraining based on accumulated corpus updates or feedback.

Nexus Response: Nexus "retraining" encompasses three user-controlled activities: (1) Synchronizing
knowledge base - users trigger workflows that refresh documents from source systems (Google Drive,
Confluence), detecting changes and updating the corpus; (2) Re-embedding documents - when corpus
changes significantly, users can regenerate vector embeddings to optimize retrieval, either for specific
documents or entire corpus segments; (3) Updating system prompts - based on user feedback and usage
analysis, users refine agent instructions, retrieval prompts, and workflow logic to improve response
quality. Users can trigger these activities manually or configure automated triggers based on corpus
change thresholds (X% documents updated) or time-based schedules.

4.1.15 MAIKB-REQ-16 (A/B testing)

Requirement: Allow A/B-testing of different LLM or Al configurations within the same environment.

Nexus Response: Users create workflows that send identical queries to multiple LLM providers
simultaneously for A/B testing. The workflow splits execution paths in parallel: sends query to Provider A
(Anthropic Claude), sends query to Provider B (OpenAl GPT-4), sends query to Provider C (Mistral), waits
for all responses, then logs results for comparison. Users can test different LLM configurations (models,
temperature settings, prompt variations) within the same environment by routing queries through
different agent configurations. The workflow captures response time, token usage, response quality
(user ratings), and cost for each provider enabling data-driven selection of optimal configuration.
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4.2 QUERY requirements (MAIKB-REQ-17 through 28)

4.2.1 MAIKB-REQ-17 (Retrieval accuracy)

Requirement: Retrieve only the most accurate and relevant information, particularly in cases where
multiple versions of a document reference the same Corpus or item.

Nexus Response: Nexus ensures retrieval accuracy through hybrid search combining keyword matching
with semantic search. When multiple document versions exist, the retrieval system automatically filters
by metadata: excludes deprecated versions unless explicitly requested, prioritizes non-deprecated
current versions, considers validity date ranges, and ranks by document authority and recency. The
version-aware retrieval means users always receive current information by default. Users can configure
retrieval behavior per agent or query: strict current-only mode, include historical versions with clear
labeling, or version-specific queries. The metadata-based filtering happens transparently before
semantic search executes, ensuring only authorized, current documents are retrieved.

4.2.2 MAIKB-REQ-18 (Hybrid search)

Requirement: Be able to combine classical keyword search with semantic search in the same query.

Nexus Response: Nexus implements hybrid search by simultaneously executing keyword-based search
(finding documents containing exact terms) and semantic search (finding conceptually similar documents
through vector similarity). The results merge using ranking algorithms that consider: keyword match
strength (exact matches, partial matches, frequency), semantic similarity scores (cosine similarity
between query and document embeddings), document metadata (recency, authority, usage patterns),
and user permissions (filtered by role and corpus access). Users configure the balance between keyword
and semantic weighting per agent or corpus. For example, legal queries might emphasize exact keyword
matching while policy questions might favor semantic similarity for finding related concepts.

4.2.3 MAIKB-REQ-19 (Source citations)

Requirement: Include a direct link to the source of the retrieved information, as well as a link to the
specific paragraph where the information appears within the document.

Nexus Response: Every response includes source citations with document title, link to full document in
source system (Confluence, Google Drive, SharePoint), page number or section reference, document
version identifier, and retrieval confidence score. The platform generates deep links to documents in
their native systems using the connected integration (Google Drive file IDs, Confluence page URLs,
SharePoint document links). For page-level references, citations include page numbers extracted during
OCR/indexing. Users configure citation detail level per agent: minimal (document title only), standard
(document + page), or comprehensive (document + page + excerpt + confidence). The citations enable
users to verify information by clicking through to source documents directly.
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4.2.4 MAIKB-REQ-20 (Suggestion)

Requirement: Be able to suggest relevant supplementary information to complement the response,
upon user request.

Nexus Response: Users configure agents to suggest supplementary information through prompt
engineering and workflow logic. The agent's system prompt can instruct: "After answering, suggest
related topics, prerequisite concepts, and frequently asked follow-up questions." Users implement
suggestion logic through workflows that: perform additional semantic searches for related content,
identify commonly co-accessed documents, retrieve documents linked via metadata relationships, and
format suggestions as "You might also want to know about..." The suggestions appear separately from
the primary response enabling users to explore further without overwhelming the initial answer. Users
control suggestion aggressiveness (how many suggestions, when to show them) through prompt
configuration.

4.2.5  MAIKB-REQ-21 (REST API)

Requirement: Be able to provide RESTful API with clear, versioned endpoints.

Nexus Response: Nexus provides RESTful API for querying the knowledge base. The API architecture uses
standard HTTP methods (GET, POST), resource-based URLs, stateless operations, and JSON
request/response format. Users receive APl documentation showing endpoint URLs, request parameters,
authentication requirements, and example calls. The API enables Meridian legacy systems to query the
knowledge base programmatically. Users configure API authentication using APl keys, OAuth 2.0, or JWT
tokens. The versioned endpoint structure means new API versions can be introduced without breaking
existing integrations. All API responses include standard HTTP status codes and detailed error messages
for troubleshooting.

4.2.6 MAIKB-REQ-22 (JSON format)

Requirement: Be able to provide JSON as request/response format.

Nexus Response: All Nexus APl communications use JSON (JavaScript Object Notation) for both requests
and responses. Users send JSON-formatted request bodies with query parameters, filters, metadata, and
configuration options. API responses return JSON with response text, source citations, metadata,
confidence scores, and error details. The JSON schema is documented showing field descriptions, data
types, required fields, validation rules, and example payloads. Using standard JSON ensures compatibility
with all major programming languages and frameworks. Users can parse responses using native JSON
libraries in their legacy systems regardless of platform or language.
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4.2.7 MAIKB-REQ-23 (Streaming)

Requirement: Be compatible with asynchronous or streaming responses (e.g., Server-Sent Events or Web
Sockets), if applicable.

Nexus Response: Nexus supports streaming responses for real-time delivery. When a query is submitted,
the agent can stream the response incrementally as it's generated rather than waiting for completion.
Users experience responses appearing progressively (similar to ChatGPT interface) improving perceived
responsiveness. The streaming implementation uses Server-Sent Events (SSE) or WebSocket connections
depending on deployment channel. For long-running operations (complex semantic searches, multi-
document analysis), users can implement asynchronous patterns through workflows: return operation ID
immediately, process query asynchronously in background, notify user via webhook when complete, or
enable polling endpoint to check status.

4.2.8 MAIKB-REQ-24 (Confidence scores)

Requirement: Include confidence score and citations (reference to retrieved documents).

Nexus Response: Users implement confidence scoring through workflow logic. A workflow can calculate
confidence by: evaluating semantic similarity scores between query and retrieved documents, checking
consistency across multiple sources, analyzing response completeness relative to query requirements,
and scoring based on source document authority. The workflow computes a confidence score (0-100 or
categorical: high/medium/low) and includes it in the response metadata. Citations are automatically
included showing source documents, page references, and retrieval scores. Users configure confidence
thresholds: high-confidence responses are delivered immediately, medium-confidence responses include
caveats, low-confidence responses prompt for clarification or human review.

4.2.9 MAIKB-REQ-25 (Security authentication)

Requirement: Support API key, OAuth 2.0, or JWT authentication.

Nexus Response: Nexus APl authentication supports three methods: API keys (simple service-to-service
integration with keys scoped to specific permissions), OAuth 2.0 (user-delegated access where
applications access APIs on behalf of users), and JWT (JSON Web Tokens for stateless authentication with
cryptographic signatures). All authentication methods integrate with the role-based access control
system enforcing user permissions. Credentials are encrypted in transit (TLS/SSL) and at rest (AES-256).
Users configure authentication requirements per APl endpoint, set token expiration policies, implement
refresh mechanisms, and enable audit logging of all authentication events. The multi-method support
means organizations can use authentication that fits their existing infrastructure.
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4.2.10 MAIKB-REQ-26 (Role-based access)

Requirement: Be Role-based access to restrict queries or results by user profile.

Nexus Response: Users configure role-based access through the admin interface defining roles (HR
Agent, Legal Agent, Support Agent, Administrator), assigning permissions per role (corpus access,
operation permissions), mapping users to roles (one user can have multiple roles), and setting default
permissions. When users submit queries, the retrieval system automatically filters results to include only
documents they're authorized to access based on their role and metadata-based permissions. The
filtering is transparent - users receive relevant results without indication that unauthorized content was
excluded. Users can define permissions at multiple levels: corpus-level (access to entire Legal domain),
document-level (specific contracts), or field-level (redact salary information in HR records).

4.2.11  MAIKB-REQ-27 (Prompt injection protection)

Requirement: Be protected against prompt injection and malicious inputs.

Nexus Response: Nexus protects against prompt injection through multiple layers: input sanitization
examining user inputs for suspicious patterns, instruction hierarchy isolating system instructions from
user inputs, output monitoring checking responses for instruction leakage, and rate limiting detecting
automated attack attempts. Users can configure additional guardrails through prompt engineering:
system prompts that explicitly refuse to follow injected instructions, content validation steps in
workflows that check responses before delivery, and metadata filtering that prevents unauthorized
information access regardless of prompt manipulation. The SOC 2-compliant audit logging captures all
suspected injection attempts enabling security analysis. Users can configure alert workflows that notify
security teams when injection patterns are detected.

4.2.12 MAIKB-REQ-28 (User feedback)

Requirement: Support user feedback submission (e.g., thumbs up/down, comment).

Nexus Response: Users enable feedback collection through the chat interface where each response
includes thumbs up/down buttons, comment fields for detailed feedback, category selection
(accurate/incomplete, wrong information, helpful/slow), and specific issue reporting. The feedback is
captured with full context: original query, agent response, sources cited, user identity (for follow-up),
timestamp, and satisfaction rating. Users build workflows that process feedback: identify patterns in low-
satisfaction responses, flag specific issues for review, route feedback to appropriate teams, and trigger
content improvement actions. The platform's audit logging stores all feedback enabling analysis of
satisfaction trends, common complaint themes, and knowledge base gaps that need addressing.

36|Page



W Nexus

4.3 CHAT Requirements (MAIKB-REQ-29 through 33)

4.3.1 MAIKB-REQ-29 (Conversational memory)

Requirement: Ensure that responses are generated with full consideration of the conversational context
and memory.

Nexus Response: Agents maintain conversation context throughout multi-turn dialogues. The system
stores: complete conversation history (all user queries and agent responses), entity tracking (key topics,
documents, concepts discussed), intent progression (how questions build on each other), context
switches (when users change topics), and user preferences expressed during conversation. The agent
references this context when generating responses: understanding pronoun references ("it", "that",
"those"), following up on incomplete information from previous turns, maintaining consistent
terminology throughout dialogue, and avoiding repetition of information already provided. Users
configure conversation memory duration (number of turns retained) and reset conditions (explicit topic
changes, timeout periods).

4.3.2 MAIKB-REQ-30 (Feedback loop)

Requirement: Incorporate a feedback mechanism to support the continuous improvement of response
quality.

Nexus Response: The feedback mechanism supports continuous improvement through systematic
collection and action. Users configure workflows that: collect user feedback on each interaction
(satisfaction ratings, comments), aggregate feedback data identifying patterns (queries with consistently
low ratings, common confusion points), analyze quality metrics (accuracy, response time, completeness),
and trigger improvement actions. Improvement actions include: updating system prompts based on
feedback patterns, identifying missing information for knowledge base enhancement, refining retrieval
parameters to improve accuracy, and re-training (re-embedding) when corpus updates accumulate.
Users access analytics dashboards showing feedback trends, implemented improvements, and resulting
quality metric changes creating accountability for continuous enhancement.

4.3.3 MAIKB-REQ-31 (Gamification)

Requirement: Integrate a gamification mechanism to encourage users to provide feedback.

Nexus Response: Users implement gamification through prompt-level configuration. The agent's system
prompt can include instructions to: acknowledge user contributions ("Thanks for your feedback - you've
helped improve 47 responses!"), encourage participation ("Your input makes the knowledge base better
for everyone"), track milestones in conversation ("You're on a 5-day streak of helpful feedback!"), and
provide positive reinforcement. Users customize gamification tone and approach to match organizational
culture: competitive (leaderboards showing top contributors), collaborative (team contribution goals), or
recognition-focused (highlighting helpful feedback to management). The gamification happens within
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the conversation itself rather than requiring separate systems, making it seamless and context-
appropriate.

4.3.4 MAIKB-REQ-32 (Personalization)

Requirement: Be able to personalize the Al responses based on user roles or preferences (beyond basic
role-based access).

Nexus Response: Nexus enables personalization beyond basic RBAC through individual agent
configurations. Users can deploy separate agents per user group, each with: custom system prompts
defining personality and response style, different behavioral configurations (verbosity, formality,
technical depth), separate deployment channels (email, Teams, Slack, phone, WhatsApp), and tailored
knowledge base access. For example, executives might have agents with concise high-level responses,
while specialists receive detailed technical information. Users configure personalization by: creating
agent variants for different roles, customizing prompts to match user preferences (formal legal language
vs. plain language), and configuring dynamic filtering that adjusts retrieval based on user context
(department, expertise level, interaction history). The unlimited user licensing means organizations can
create highly personalized experiences without per-seat cost constraints.

4.3.5 MAIKB-REQ-33 (Prosody analysis)

Requirement: Analyse the prosody of the human requester and adjust its responses accordingly to help
reduce the reader's stress.

Nexus Response: Nexus agents support voice interaction through two capabilities: (1) Voice notes - users
send voice recordings across all deployment channels (chat, email, Teams, Slack, WhatsApp), which
agents transcribe and process to generate responses; (2) Real-time voice calls - agents can be deployed
via phone for live voice conversations. In voice call mode, the system analyzes prosodic features (tone,
pitch, rhythm, pace, stress patterns) to detect emotional state and urgency. The agent adjusts responses
accordingly: providing reassuring tone when stress indicators are detected, prioritizing quick answers
when urgency is evident, simplifying explanations if confusion is detected, and offering human escalation
when appropriate. Users configure voice behavior through system prompts defining how agents should
respond to different emotional states.

4.4 MONITORING Requirements (MAIKB-REQ-34 through 51)

4.4.1 MAIKB-REQ-34 (Content moderation)

Requirement: Automatically detect and block any inappropriate, offensive, or harmful language.
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Nexus Response: Users implement content moderation through prompt-level guardrails and workflow
validation. The approach: configure agent system prompts with explicit content moderation instructions
(block offensive language, refuse harmful requests, maintain professional tone), add workflow validation
steps that analyze generated responses before delivery, and implement keyword filtering for
organization-specific inappropriate terms.

Users can configure moderation severity (strict/moderate/permissive), define custom blocked terms
lists, handle false positives through exception rules, and log all moderation events for review. The
moderation operates bidirectionally: blocking inappropriate user queries before they reach the agent,
and scanning agent outputs before delivery to users. Administrators receive reports showing blocked
content enabling continuous refinement of moderation rules.

4.4.2 MAIKB-REQ-35 (Sensitivity filtering):

Requirement: Filter out sensitive or restricted information, such as personal data or confidential content.

Nexus Response: The metadata-based permissions system filters sensitive information through access
control enforcement. Documents are tagged with sensitivity classifications (Public, Internal, Confidential,
Restricted) during upload or sync. When users query, the retrieval system automatically: verifies user
permission level against metadata, excludes documents above user's access level, redacts sensitive
sections within partially-accessible documents, and provides no indication that filtered content exists
(preventing information leakage). Users configure filtering granularity: document-level (exclude entire
documents), section-level (remove sensitive paragraphs), or entity-level (redact specific data like PIl or
financial information). All filtering actions are logged in SOC 2-compliant audit trails showing what was
filtered, for which users, and based on which permission rules.

4.4.3 MAIKB-REQ-36 (Bias detection):

Requirement: Include regular audits of Al outputs to identify and mitigate potential biases related to
gender, ethnicity, and other factors. It must ensure fair and equitable treatment of all user groups.

Nexus Response: Bias detection is organization-specific - users define what constitutes bias for their
context. Users configure bias detection through prompt-level instructions: system prompts that instruct
agents to avoid specific biased language patterns, detect potentially problematic framing, and apply
organization-specific fairness criteria. Users implement bias mitigation by: configuring workflows that
analyze responses for bias indicators before delivery, defining custom bias categories (demographic, role-
based, language, outcome biases), specifying actions when bias is detected (warn user, send alert, log
incident, refuse to respond), and creating audit processes that review responses periodically for bias
patterns. The audit logging (SOC 2 compliant) enables statistical analysis of response variations across
user demographics identifying potential bias issues for remediation.

4.4.4 MAIKB-REQ-37 (Privacy & encryption)
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Requirement: Ensure encryption of data both in transit and at rest, and enforce data retention policies
that limit storage to the minimum duration necessary.

Nexus Response: All data is encrypted at rest (AES-256) and in transit (TLS 1.3). Users configure data
retention policies limiting storage duration to minimum necessary: retention periods by data type and
sensitivity, automated deletion schedules, GDPR right to erasure workflows, and audit trails
documenting retention decisions. The platform's SOC 2, 1ISO27001, ISO42001, GDPR compliance
certifications validate privacy practices. Users choose deployment model based on data sovereignty
requirements: on-premise deployment provides complete control over data location and infrastructure,
or cloud deployment (EU-based data centers) maintains encryption and privacy protections with
managed scalability. All customer data remains the exclusive property of the customer - never used for
training shared models, never disclosed outside organization, and subject to strict access controls even
within Nexus operations.

4.4.5 MAIKB-REQ-38 (Emergency detection)

Requirement: Be capable of detecting urgent situations (e.g., self-harm, threats) and automatically
triggering predefined response protocols. It must also facilitate immediate connection to appropriate
emergency resources or designated human operators.

Nexus Response: Users configure emergency detection through prompt-level analysis and workflow
logic. Agents can be instructed to: identify crisis language patterns (self-harm mentions, immediate
danger, severe distress, threats), score urgency level, and trigger emergency protocols when detected.
The emergency workflow: immediately alerts designated responders via email, SMS, and chat (Microsoft
Teams, Slack), routes conversation to crisis-trained human operators, logs incident with full context, and
follows organization-specific safety protocols. Users configure: crisis language patterns to detect, alert
escalation hierarchy, integration with internal safety teams or external crisis services, response
timeframes (minutes for emergencies), and privacy considerations balancing safety with confidentiality.
The SOC 2-compliant audit logging maintains records of all emergency detections and responses for
follow-up and protocol improvement.

4.4.6 MAIKB-REQ-39 (LLM configuration)

Requirement: Support optional parameters such as Temperature or creativity level, Maximum token
length, Model selection or Prompt template override.

Nexus Response: Users configure LLM parameters per agent through the admin interface: Temperature
(0.0-1.0) controlling response randomness and creativity, Maximum token length limiting response
verbosity and cost, Model selection choosing from available LLM providers (Anthropic, OpenAl, Mistral,
custom-hosted), Top-p for nucleus sampling, Frequency and presence penalties reducing repetition, and
Stop sequences controlling response termination. Users create parameter profiles for different scenarios:
"precise legal" (low temperature, strict token limits), "creative brainstorming" (high temperature, longer
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responses), or "cost-optimized" (smaller models, token limits). The parameter configurations are
versioned and tracked enabling A/B testing to determine optimal settings based on quality metrics and
cost. Users override settings per query type or user group
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4.4.7 MAIKB-REQ-40 (Alert rules)

Requirement: Allow definition of customizable alert rules based on System metrics (CPU, memory, disk,
latency), Application errors (exceptions, failed jobs, 5xx responses), Threshold breaches (e.g., >90% CPU
for 5 mins) or Business events (e.g., failed payment, missing data, low inventory).

Nexus Response: Users build custom alerting through workflows based on their monitoring needs.
Additionally, the platform's SOC 2 compliance includes automated monitoring with alerts for security-
relevant events. The platform maintains audit logs capturing authentication events, administrative
actions, data access activity, system performance metrics, and application errors. These logs are
continuously monitored for anomalies with automated alerting in place. Logs are encrypted at rest and
in transit, retained for 12 months, and accessible only to authorized administrators. Users can create
workflows that: query system logs periodically, apply custom thresholds (CPU >90% for 5 minutes, error
rate >5%, query volume spikes), and trigger alerts via email, SMS, or chat platforms.

4.4.8 MAIKB-REQ-41 (Alert levels)

Requirement: Support multiple alert levels (e.g., Info, Warning, Critical). Each level must be configurable
with Notification channels and Response requirements.

Nexus Response: Users configure multi-level alerts through workflow logic: Info level for informational
events requiring awareness but no action, Warning level for potential issues requiring attention, Error
level for significant issues impacting functionality, and Critical level for severe issues requiring immediate
action. Each level can route through different notification channels: email for all levels with detailed
information, SMS for Critical and Error requiring immediate attention, and chat platforms (Teams, Slack)
for real-time team notification. Users define: acknowledgment timeframes per level (Critical: 5 minutes,
Error: 30 minutes, Warning: 2 hours), assigned responder roles or teams, and required actions or
checklists. The workflow implements escalation automatically if alerts aren't acknowledged within
defined timeframes.

42 |Page



W Nexus

4.4.9 MAIKB-REQ-42 (Alert channels)

Requirement: Be able to send alerts through configurable channels like Email, SMS, Chat platforms (e.g.,
Microsoft Teams, Slack).

Nexus Response: Users configure alert distribution channels through workflow integrations. The
platform's 4000+ plugin marketplace includes integrations for: Email (rich formatting, attachments,
clickable links), SMS (concise messages optimized for mobile), Microsoft Teams (native bot integration,
threaded conversations, @mentions, rich cards), Slack (similar Teams capabilities), and custom
webhooks for proprietary systems. Users can add any notification channel by importing OpenAPI
specifications through the no-code platform. Alert routing is configurable: channel selection per alert
type and severity, recipient groups with different preferences, quiet hours and on-call schedules, and
delivery confirmation with retry logic. All alert delivery is tracked showing successful sends, failed
attempts with reasons, and acknowledgment status.

4.4.10 MAIKB-REQ-43 (Alert escalation)

Requirement: Must escalate automatically if not acknowledged within defined SLA. (Ability to assign
ownership, and acknowledge/resume/close alerts. Support on-call rotation or escalation hierarchy).

Nexus Response: Users implement escalation through workflow logic with time-based conditions: IF
alert not acknowledged within X minutes THEN escalate to Level 2 responders. The workflow supports:
ownership assignment to individuals or teams, lifecycle management (acknowledge, resume if needed,
close upon resolution), on-call rotation by integrating with scheduling systems, and multi-tier escalation
hierarchies (Level 1 = Level 2 = Level 3 - Management). Users configure: SLA timers per alert level
determining escalation timing, escalation paths defining who receives escalated alerts, business hours
vs. after-hours routing, and notification frequency for unacknowledged alerts. The SOC 2-compliant audit
logging maintains complete records of alert lifecycle: when sent, who acknowledged, escalation actions
taken, and resolution details.

4.4.11  MAIKB-REQ-44 (Alert deduplication)

Requirement: Prevent duplicate alerts for the same event (within a time window).

Nexus Response: Users implement deduplication logic in alerting workflows to prevent duplicate
notifications. The workflow: maintains a time-window cache of recent alerts, compares new alerts
against recent history using content similarity, suppresses duplicates within configurable time windows
(e.g., only one "high CPU" alert per 15-minute window), and correlates related events into single
notifications (downstream failures caused by single upstream issue). Users configure: time windows per
alert type (some permit closer-spaced alerts than others), correlation rules defining "related" events,
override options for critical alerts that should never be suppressed, and notification strategies ("Alert
persists: still at 95% CPU after 1 hour" updates). The deduplication logic prevents alert fatigue while
ensuring genuine new issues are promptly surfaced.
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4.4.12 MAIKB-REQ-45 (Alert logging):

Requirement: Logged all alerts: Trigger timestamp, Alert content, Actions taken (acknowledge, resolve),
User interactions. Alerts must be searchable and exportable for audits or compliance. Must support full
alert lifecycle: Trigger = Notification = Acknowledge — Resolve = Close.

Nexus Response: The platform's SOC 2-compliant audit logging captures comprehensive alert lifecycle
information: trigger timestamp (when alert condition was detected), alert content (type, severity,
description, affected systems, threshold values), actions taken (acknowledgment, investigation steps,
resolution actions, closure notes), and user interactions (who acknowledged/escalated/closed with
timestamps). All alert logs are: searchable through query interfaces enabling complex searches ("show
all Critical alerts in past 30 days not acknowledged within SLA"), exportable in standard formats (CSV,
JSON, PDF reports) for compliance audits, immutable and tamper-evident with audit trail integrity,
retained for 12 months (configurable per policy), and accessible only to authorized administrators under
strict least-privilege controls. The complete lifecycle tracking enables incident response reconstruction
and compliance verification.

4.4.13 MAIKB-REQ-46 (Alert testing)

Requirement: Ability to simulate or test alerts before enabling them live. Ensure rules behave as
expected without triggering false positives.

Nexus Response: Users test alerts through workflow simulation capabilities. Before enabling alert
workflows in production, users can: run workflows in test mode against historical data without sending
actual notifications, send test notifications through configured channels verifying delivery and
formatting, evaluate alert logic using sample conditions ensuring triggers work correctly, and validate
escalation paths confirming routing and timing. The platform's multi-environment support
(Development, QA, Production) enables: configuring identical alert workflows in QA, observing behavior
under production-like conditions, adjusting thresholds and logic based on testing results, and promoting
to production only after validation. Users iterate on alert configuration: adjusting thresholds to prevent
false positives, refining correlation logic, validating notification content and formatting, and testing
escalation timing.

4.4.14 MAIKB-REQ-47 (Real-time dashboards)

Requirement: Offer interactive and real-time dashboards with Line charts, bar graphs, heatmaps, real-
time counters and gauges, with a drill-down capability by corpus, service, or user.

Nexus Response: Nexus provides real-time dashboards in the main Ul (gpt.nexus/app) with live updates
showing operational metrics. The dashboards include: line charts for time-series data (query volume

trends, response time patterns, error rate progression), bar graphs comparing metrics across categories
(queries by department, documents by sensitivity, issues by type), heatmaps visualizing patterns (usage
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by time/day, geographic distribution, resource utilization), real-time counters displaying current values
(active users, queries in progress, system health), and gauges showing metrics against targets (CPU
utilization, storage capacity, SLA compliance). Users can drill down from high-level metrics to detailed
logs by clicking chart elements. The dashboards refresh in real-time providing current operational
awareness for administrators.

4.4.15 MAIKB-REQ-48 (Custom dashboards)

Requirement: Ability to customize dashboards per team, service, or use case.

Nexus Response: Users customize dashboards through the admin interface selecting: widgets and
visualization types (charts, graphs, tables, gauges, metrics), layout configuration (widget arrangement,
sizes, positions), filter settings (default time ranges, corpus segments, user groups, services), color
schemes and branding (organizational visual identity), and alert integration (relevant alerts surfaced
within dashboards). Users create role-specific dashboard views: executive dashboards emphasizing
business metrics and KPls, operations dashboards focusing on system health and performance, team
dashboards showing department-specific usage patterns, and incident response dashboards highlighting
error rates and alert status. The role-based access control automatically shows users appropriate
dashboards based on their permissions. Dashboard configurations can be saved, shared across teams,
and versioned for rollback.

4.4.16  MAIKB-REQ-49 (System metrics)

Requirement: Capture key system and application metrics, such as CPU, memory, disk I/0, Network
throughput, latency, errors, Database performance (queries/sec, slow queries, locks), API performance
(response time, request volume, error rates), Application-specific KPI e.g., user logins, transactions, job
runtimes.

Nexus Response: The platform's SOC 2-compliant audit logging captures comprehensive metrics: (i) All
conversation logs and messages between users and agents, (ii) All traces of tool calls made by agents
(API requests, database queries, integrations accessed), (iii) Complete workflow run logs showing
execution paths and outcomes, (iv) Customer feedback on responses (satisfaction ratings, comments), (v)
IT audit logs covering authentication events, administrative actions, and data access activity. All logs are
encrypted at rest and in transit, retained for 12 months minimum (configurable per policy), and
accessible only to authorized administrators. Users can request specific log data from administrators who
export filtered logs in standard formats. The comprehensive logging enables performance analysis,
quality assessment, security audits, and compliance verification.

4.4.17  MAIKB-REQ-50 (Historical data storage)

Requirement: Store historical data (e.g., for 30 days or longer) for trend analysis.
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Nexus Response: Audit logs are retained for 12 months minimum with configurable retention periods
per compliance requirements. The logs use time-series storage enabling: trend analysis identifying long-
term patterns in system performance and usage, capacity planning projecting future resource needs
based on historical growth, comparative analysis (current performance vs. historical baselines), seasonal
pattern recognition (recurring usage cycles, weekly patterns), and incident investigation (using historical
context to understand conditions leading to issues). Users configure retention policies: standard
retention (12 months detailed logs), extended retention for compliance-critical data (indefinite retention
of authentication, access control events), and archival to low-cost storage for rarely-accessed historical
data. All retention policies are logged creating audit trails of data lifecycle management.

4.4.18 MAIKB-REQ-51 (KPI framework)

Requirement: The bidder is requested to define and propose a clear set of Key Performance Indicators
(KPIs) that will be used to measure the effectiveness, reliability, and quality of the Al solution throughout
its lifecycle.

Nexus Response: Nexus proposes a comprehensive KPI framework:

= QUALITY METRICS - Response Accuracy (>95% target validated through user feedback), Source
Citation Quality (>98% responses with accurate source links), Hallucination Rate (<2% responses
containing information not in knowledge base);

=  PERFORMANCE METRICS - Query Response Time (<2 seconds for 90% of queries), System
Availability (99.9% uptime SLA), APl Response Time (<500ms for 95% of API requests);

= USER SATISFACTION METRICS - User Satisfaction Score via feedback (>85% positive target), Task
Completion Rate (>90% queries fully addressed);

= OPERATIONAL EFFICIENCY METRICS - Time Savings vs. manual search (>70% reduction target),
Cost per Query (<€0.10 target);

= RELIABILITY METRICS - Error Rate (<1% failed queries), Mean Time to Resolution for issues (<2
hours). Users track KPIs through the monitoring dashboard with real-time updates, historical
trending, and automated alerts when targets aren't met.

4.5 TECHNICAL Requirements
(MAIKB-REQ-52 through 70)

4.5.1 MAIKB-REQ-52 (Web-based UI):

Requirement: The user interface must be fully accessible via a standard web browser, without requiring
additional software installation.

Nexus Response: All Nexus interfaces are accessible via standard web browsers (Chrome, Firefox, Safari,
Edge) at gpt.nexus/app requiring no client software installation. The web-based architecture: eliminates
installation and maintenance on client devices, deploys updates centrally without user action, provides
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cross-platform compatibility (Windows, Mac, Linux, tablets), enables remote accessibility from any
location, and ensures consistent experience across devices. The web application uses responsive design
adapting to: desktop computers (full-featured interface with comprehensive controls), tablets (touch-
optimized interface with essential features), and mobile devices (streamlined interface for on-the-go
access). All interfaces implement security best practices: encrypted HTTPS connections, secure
authentication, session management, and protection against web vulnerabilities. The browser-based
approach simplifies deployment significantly.

4.5.2 MAIKB-REQ-53 (Compliance)

Requirement: The solution must ensure full compliance with 15027001, GDPR and European Al Act, and
guarantee the protection of personal and sensitive data. This includes deployment options either on-
premise or in a cloud environment with end-to-end encryption.

Nexus Response: Nexus is certified SOC 2, 1SO27001 (information security management), 1ISO42001 (Al
management system), and GDPR compliant (data protection and privacy). These certifications are
completed and validated through independent audits. The platform implements: end-to-end encryption
(TLS 1.3 in transit, AES-256 at rest), role-based access controls preventing unauthorized access, data
minimization (collecting only necessary information), privacy by design (data protection embedded in
architecture), GDPR rights support (access, rectification, erasure, portability), and Data Processing
Agreements defining responsibilities. Users choose deployment model: on-premise (complete control
over data location and infrastructure within customer data centers) or cloud (EU-based data centers with
managed infrastructure maintaining encryption and compliance). Both models implement identical
security controls and compliance measures.

4.5.3 MAIKB-REQ-54 (Industry standards)

Requirement: The overall solution must be based on widely available, market-proven technologies that
are recognized as industry standards.

Nexus Response: Nexus uses industry-standard technologies throughout: standard web technologies
(HTMLS5, JavaScript, CSS) for interfaces, RESTful HTTP APIs with JSON data format, standard
authentication protocols (OAuth 2.0, JWT, API keys), standard encryption (TLS 1.3, AES-256), standard
LLM provider APIs (Anthropic, OpenAl, Mistral), OpenAPI specifications for API definitions, standard
webhooks for event notifications, OAuth for third-party authorization, and standard data formats (JSON,
CSV). The standards-based approach means users can: integrate using standard methods without
proprietary protocols, migrate data without proprietary formats, leverage standard security tools and
practices, employ standard monitoring tools, and maintain the solution using widely-available skills. The
technology stack avoids vendor lock-in and ensures long-term supportability.
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4.5.4 MAIKB-REQ-55 (Independent maintenance)

Requirement: The overall solution must be designed to allow maintenance and operational
management to be carried out independently by the Meridian team.

Nexus Response: The no-code platform enables Meridian team to independently maintain the solution
without specialized technical skills. Common maintenance tasks require no programming:
adding/updating documents (drag-and-drop upload, bulk sync), creating/modifying agents (visual
workflow builder, prompt templates), adjusting permissions (role assignment through admin interface),
configuring alerts (workflow builder with time-based triggers), generating reports (dashboard export and
scheduled reports), managing integrations (connecting systems through plugin marketplace), and
performing routine operations (user management, configuration changes). The learning platform
(learn.gpt.nexus) provides: step-by-step guides for operational tasks, video tutorials demonstrating
procedures, troubleshooting guides for common issues, best-practice documentation, and regularly
updated materials. The built-in Al support assistant provides immediate guidance for operational
questions. For complex scenarios, support assists while documenting procedures enabling future
independence.

4.5.5 MAIKB-REQ-56 (Multilingual responses)

Requirement: All responses must be provided in the language chosen by the user (for example, English,
French, Dutch, German, Spanish, or Italian).

Nexus Response: Agents automatically respond in the language of the query. The underlying LLMs are
natively multilingual supporting English, French, Dutch, German, Spanish, Italian, and additional
languages. When users submit queries in any supported language, agents: detect the query language,
retrieve information from documents (regardless of document language), and respond in the query
language. Users can explicitly set preferred response language through configuration overriding
automatic detection. The multilingual capability includes: cross-language query (query in French, retrieve
from English documents with translation), terminology consistency (maintaining consistent domain-
specific terms across languages), cultural adaptation (adjusting communication styles appropriately), and
language-specific formatting (dates, numbers, conventions per language). For Belgium's multilingual
environment, agents seamlessly handle queries in French, Dutch, or English while accessing documents
in any language.

4.5.6 MAIKB-REQ-57 (Multilingual UT)

Requirement: All user interfaces must also be available in English, French, and Dutch.

Nexus Response: The current user interface is in English. (Note: This is a limitation - the Ul is not yet
localized in French and Dutch. Users can request Ul localization as part of their deployment if required
for their organization.) However, all agent responses support full multilingual capabilities as described in
REQ-56, and users can interact with agents in French, Dutch, or any supported language while navigating
the English interface.

48| Page



W Nexus

4.5.7 MAIKB-REQ-58 (Language switching)

Requirement: Users must have the ability to change the language of both the interface and the
responses on demand, in accordance with customer preferred language.

Nexus Response: Users configure language preferences independently: interface language preference
(when localization is available), default response language for agent answers, fallback language if content
unavailable in primary language, and regional settings (date format, time zone, number formatting). The
preferences persist across sessions and sync across devices. Users can change languages on-demand
through: user profile settings for persistent preferences, session-based selection for temporary changes,
and query-level hints for specific requests. For example, a Belgian user can maintain an English interface
(when available) while receiving agent responses in French or Dutch based on query language. The
system respects user preferences while remaining flexible for different interaction contexts.

4.5.8 MAIKB-REQ-59 (24/7 Availability)

Requirement: The entire system must be available 24/7 to ensure continuous support for Meridian
business operations.

Nexus Response: Nexus provides 24/7 availability with SLAs customized per contract. The infrastructure
uses: redundant components eliminating single points of failure, geographic distribution for disaster
resilience, automated failover ensuring service continuity, load balancing across multiple servers, and
health monitoring with automatic remediation. The architecture maintains availability during: scheduled
maintenance (rolling updates with no downtime), traffic spikes (auto-scaling capacity), component
failures (automatic failover), and regional outages (geographic redundancy). The disaster recovery plan
includes: regular automated backups with tested restore procedures, Recovery Time Objective <1 hour
for full service restoration, and Recovery Point Objective <15 minutes for data currency. Users receive:
transparent availability reporting, incident notifications for service-affecting events, and defined SLA
terms per contract. 24/7 technical support is available for critical issues.
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4.5.9 MAIKB-REQ-60 (Scalability)

Requirement: The entire system must be easily scalable, with a focus on minimizing associated costs, to
handle high concurrency (e.g., via autoscaling or queuing mechanisms).

Nexus Response: The architecture scales through: horizontal scaling (automatically adding application
instances as load increases, removing as load decreases), database scaling (read replicas for query
performance, sharding for data growth), auto-scaling policies that match capacity to demand, and
containerized deployment enabling efficient resource utilization. Cost optimization through: right-sizing
resources avoiding over-provisioning, auto-scaling only for actual usage (paying only for needed
resources), resource pooling sharing infrastructure efficiently, caching strategies reducing database load
and computation, and queue-based processing smoothing traffic spikes. During usage spikes, queuing
mechanisms handle: asynchronous processing for operations not requiring immediate response, request
gueuing smoothing peak loads, priority queuing ensuring critical requests process first, and rate limiting
preventing system overload. Users pay only for capacity actually consumed rather than peak capacity
provisioned.

4.5.10 MAIKB-REQ-61 (Performance)

Requirement: The entire system must deliver optimal responsiveness from the user's perspective to
effectively support users whenever they require assistance (<2s for 90% of Requests).

Nexus Response: Nexus targets <2 seconds response time for 90% of queries through: caching strategies
for frequently accessed information (query result cache for repeated queries, document cache for
popular content, metadata cache for fast access checks, embedding cache for vector calculations), query
optimization for semantic search (pre-computed vector embeddings, optimized vector database indexes,
hybrid search combining fast keyword with semantic), application optimization (efficient code, minimized
database queries, asynchronous non-critical processing), and infrastructure optimization (content
delivery networks for static assets, load balancing for server utilization, geographic distribution reducing
network latency, SSD storage for fast data access). Real-time monitoring tracks: percentile distributions
(p50, p90, p95, p99), response time by query type, performance degradation alerts, and continuous
optimization based on performance data. For complex queries exceeding 2 seconds (10% of requests),
streaming responses provide progressive answer delivery maintaining user engagement.
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4.5.11  MAIKB-REQ-62 (Auditability)

Requirement: All processes, threads, and question/answer interactions must be logged to ensure
traceability and availability for any future inquiries. e.g. timestamps, user identity, and version of
corpus/model used.

Nexus Response: The platform's SOC 2-compliant audit logging captures: user identity, timestamps
(query submitted and answered), query content, responses generated, sources cited, user feedback,
document uploads and modifications, configuration changes, permission modifications, agent
deployments, system maintenance activities, and authentication events. For each query, logging
includes: version of knowledge base used, LLM model and version, agent configuration version, and
retrieval parameters used. This versioning enables reconstruction of exactly how any historical query was
processed. Audit logs are: immutable preventing tampering, searchable enabling complex queries
("show all queries about topic X by user Y in date range Z"), exportable in standard formats (JSON, CSV)
for external analysis, retained for 12 months minimum (configurable), and encrypted at rest and in
transit. The logging supports compliance audits, incident investigation, quality analysis, and access
reviews.

4.5.12 MAIKB-REQ-63 (Branding)

Requirement: All user interfaces must be clearly branded and identifiable as part of a Meridian solution.
The branding should be easily configurable and customizable through a straightforward setup process.

Nexus Response: Users configure branding through the admin interface uploading: company logo (SVG,
PNG) displayed prominently in headers, custom color schemes matching brand colors (primary,
secondary, accent applied to buttons, links, highlights), custom fonts reflecting typography standards,
and custom favicon for browser tabs. The configuration interface provides: visual preview showing how
branding will appear, template-based options (upload logo and colors, system applies throughout), real-
time updates without requiring code changes, and theme management enabling saving and switching
between configurations. Branding applies consistently across: web application interface, chat interface,
email notifications, generated reports and documents, and mobile interfaces. Administrators can deploy
branding instantly to production, preview before applying, and revert to previous branding if needed.
Clear organizational branding ensures employees recognize the system as an official company resource.
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4.5.13 MAIKB-REQ-64 (Query buffering)

Requirement: To minimize costs and optimize performance, questions and answers must be logged in a
buffer to detect similar queries and provide approved responses.

Nexus Response: Query and response buffering minimizes costs and optimizes performance by caching
successful responses. The system: analyzes incoming queries using semantic similarity against recent
queries, detects exact matches (identical questions), identifies near-matches (>95% semantic similarity),
and recognizes intent matches (same underlying question, different wording). For matched queries, the
system serves cached responses instantly (<100ms) including: the previous response, source citations,
timestamp showing cache age, and user satisfaction scores. Users configure: cache duration (how long
responses remain valid), similarity threshold for matching (strictness of matching), approval workflows
for important recurring queries, and cache invalidation rules (when source documents update, deprecate
cached responses). The buffering provides: cost reduction (avoiding repeated LLM inference),
performance improvement (instant responses from cache), and quality consistency (ensuring consistent
answers to repeated questions). Users can review cached responses and manually approve high-stakes
answers.

4.5.14 MAIKB-REQ-65 (Cost optimization)

Requirement: The entire solution must be designed to minimize operational costs and reduce the total
cost of ownership over a five-year period.

Nexus Response: The solution minimizes total cost of ownership through:

= Efficient LLM usage - query buffering reducing redundant inference, prompt optimization
minimizing token consumption, model selection using appropriate models per query complexity,
result caching for repeated queries;

» Infrastructure efficiency - auto-scaling matching capacity to demand, resource pooling sharing
infrastructure, optimized storage using appropriate tiers, efficient algorithms minimizing
computation;

= Transparent pricing - Nexus Enterprise Credit system with clear costs (LLM inference, document
processing, vector database operations, third-party plugins), no per-user licensing enabling
unlimited users, agent pricing with volume discounts;

* Reduced operational overhead - no-code platform eliminating developer needs, automated
document processing removing manual maintenance, self-service user management reducing
admin burden, automated monitoring reducing manual oversight;

»= Rapid deployment - implementation in weeks not months, minimal training through intuitive
interfaces, vendor independence for routine operations. Five-year TCO minimized through
predictable pricing, operational efficiency, and platform independence.
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4.5.15 MAIKB-REQ-66 (Multi-LLM support):

Requirement: The entire solution must support the ability to switch between or run multiple large
language model (LLM) providers in parallel, allowing for evaluation or competitive use.

Nexus Response:

= Nexus provides four LLM integration options:

1. Nexus-Hosted Frontier Models - instant access to leading LLMs (Anthropic Claude, OpenAl
GPT-4, Mistral) with pay-per-use pricing and automatic updates;

2. Connect Your Own Provider - integrate existing LLM subscriptions using APl keys/OAuth
supporting Anthropic, Google Al, Mistral Al, Cohere, Replicate, AWS Bedrock, HuggingFace,
OpenAl, Azure OpenAl,

3. Host Models via VLLM - deploy proprietary or fine-tuned models self-hosted in customer
infrastructure;

4. Deploy Open-Source Models - use open-source LLMs on Nexus-provided GPU infrastructure
with pay-per-use compute.

Users can run multiple providers in parallel: configure workflows that send same queries to different
providers for A/B testing, use different providers for different query types (one for reasoning, another for
generation), maintain redundancy with backup provider if primary unavailable, and optimize cost by
routing to most cost-effective provider per query type. Easy switching requires only configuration
changes without code modifications.

4.5.16 MAIKB-REQ-67 (Backup & disaster recovery)

Requirement: The entire solution must include regular and secure backups of data, that must be
maintained to ensure business continuity in the event of data loss or corruption, with full adherence to
Article 32(1)(c) of the GDPR. The solution must include a disaster recovery plan that guarantees minimal
downtime and data loss in case of system failure or breach, ensuring full compliance with European
security standards.

Nexus Response: As per SOC 2 compliance requirements, Nexus implements: regular automated
backups of all data (knowledge base documents, user data, configurations, audit logs, system settings),
backup encryption (AES-256 at rest), geographic redundancy (backups in multiple EU regions), tested
recovery procedures (quarterly testing of full restoration), and defined recovery objectives (RTO <1 hour
for service restoration, RPO <15 minutes for data currency). Backup frequency: continuous replication for
critical data, hourly incremental backups capturing recent changes, daily full backups for complete
recovery points, and weekly consolidated backups for long-term retention. The disaster recovery plan
includes: automated failover to backup systems, data replication across regions, documented incident
response procedures, communication protocols during incidents, and recovery validation ensuring
correct function after restoration. GDPR Article 32(1)(c) compliance ensures timely restoration of data
availability following incidents. All backups are access-controlled and audited.
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4.5.17  MAIKB-REQ-68 (Multi-environment support)

Requirement: The entire solution must support multiple environments, including Development, Quality
Assurance (QA), and Production.

Nexus Response: Nexus supports multiple environments per SOC 2 compliance requirements:
Development (for experimentation, testing configurations, developing integrations without production
risk), QA (for validation, production-like data volumes, user acceptance testing), and Production (for live
operations with validated configurations). Environment isolation through: separate infrastructure
preventing cross-environment impacts, separate databases avoiding data corruption, separate
authentication realms preventing credential conflicts, network isolation for security, and clear visual
distinction (environment banners). Users manage configurations across environments: version-controlled
configurations tracking all settings, environment-specific parameters (URLs, credentials, scales),
consistent functionality across environments, and documented differences between environments.
Promotion workflows move changes safely: export/import capabilities packaging agents and workflows,
validation checks ensuring appropriateness for target environment, approval workflows before
production promotion, and rollback capabilities enabling quick reversion.

4.5.18 MAIKB-REQ-69 (Data confidentiality)

Requirement: All data, at every stage of the lifecycle (before, during, and after model training), shall
remain the exclusive property of Meridian, shall not be disclosed outside the company, and must be
managed in compliance with all applicable policies and legal requirements.

Nexus Response: All customer data remains the exclusive property of the customer with Nexus acting
only as data processor. The confidentiality commitment: data never used for training shared/public
models (strict isolation preventing use to improve general models or benefit other customers), data
never disclosed outside customer organization (access restricted to authorized customer personnel and
designated Nexus personnel under strict confidentiality), data managed per GDPR, 1SO27001, and
applicable legal requirements, and Data Processing Agreement defining data handling responsibilities.
Protection at every lifecycle stage: before use (uploaded documents stored securely with encryption and
access controls), during use (query data processed in-memory with minimal persistent storage beyond
operational logs), and after use (data retained only per defined policies with secure deletion when no
longer needed, backups protected identically to live data). The commitment extends to: employee access
(only authorized Nexus personnel under confidentiality obligations), third-party access (no sharing
without explicit authorization), and LLM providers (when using customer-provided or hosted models,
data remains within customer control).
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4.5.19 MAIKB-REQ-70 (Rapid development architecture)

Requirement: The solution architecture must enable developers to quickly and easily reuse existing, pre-
delivered capabilities. It must allow them to begin developing their specific solutions within minutes by
leveraging approved, preconfigured components that are designed to meet security and scalability
requirements.

Nexus Response: The no-code platform enables rapid solution development through: visual builders for
agent creation and workflow design requiring no programming, point-and-click configuration for
parameters and permissions, immediate preview and testing as solutions are built, and one-click
deployment to production. Pre-built components accelerate development: plugin marketplace with
4000+ integrations (instant connectivity to enterprise systems), reusable workflow patterns (information
retrieval, approval workflows, multi-step processes), agent templates for common use cases (document
Q&A, HR assistant, IT helpdesk), and prompt templates for different scenarios. Users leverage reusability:
build internal libraries of successful workflows, clone agents as starting points for new ones, combine
existing skills into new capabilities, and share patterns across teams. The architecture enables: new
agents created and deployed in hours rather than weeks, changes and iterations in minutes, testing in
separate environments before production, and deployment without downtime. Users begin developing
solutions immediately using pre-built components and no-code tools dramatically reducing time-to-
value.
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Section 5: Compliance, security & data protection
5.1 Compliance certifications

5.1.1 ISO 27001: Information security management system

Nexus maintains ISO 27001 certification, demonstrating our commitment to systematic information
security management. Our certification encompasses comprehensive information security controls
implemented throughout our organization and platform infrastructure. The certification validates our
approach to identifying, assessing, and treating information security risks in a systematic and ongoing
manner.

Our ISO 27001 implementation includes annual third-party audits conducted by accredited certification
bodies, ensuring continuous monitoring of security controls and incident response procedures. The
certification scope covers all aspects of the Nexus platform, including data processing, storage,
transmission, and access controls. Regular management reviews ensure our information security
management system adapts to emerging threats and business changes.

Continuous monitoring procedures include real-time security event monitoring, automated threat
detection systems, and regular vulnerability assessments. Our incident response procedures provide 24-
hour notification protocols with detailed root cause analysis and remediation tracking. All security
incidents are logged, investigated, and reported according to ISO 27001 requirements, with lessons
learned incorporated into ongoing security improvements.

5.1.2 ISO 42001: Al risk management

As one of the early adopters of 1ISO 42001 certification for Al management systems, Nexus demonstrates
industry-leading commitment to responsible Al deployment. Our certification validates comprehensive
Al risk management practices, including bias detection protocols, model governance frameworks, and
transparency mechanisms throughout the Al lifecycle.

Our Al risk management system includes systematic bias detection and mitigation procedures across all
supported language models and knowledge processing workflows. Bias detection encompasses
demographic bias, factual bias, and outcome bias through automated monitoring and regular human
review processes. Model governance includes version control for all Al components, change
management procedures for model updates, and comprehensive documentation of Al decision-making
processes.

Transparency mechanisms provide clear explanations of Al behavior to end users, including confidence
scores for responses, source citations for retrieved information, and clear indication when Al systems
lack sufficient information to provide accurate responses. Our Al ethics framework ensures fair and
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equitable treatment across all user groups while maintaining compliance with emerging Al governance
requirements.

5.1.3 SOC 2: security, availability, processing integrity

Our SOC 2 certification demonstrates the effectiveness of our security controls through continuous 12-
month monitoring by independent auditors. The certification covers five trust service criteria: security
(protection against unauthorized access), availability (system availability for operation and use),
processing integrity (complete, valid, accurate, timely, and authorized system processing), confidentiality
(protection of confidential information), and privacy (collection, use, retention, disclosure, and disposal
of personal information).

Third-party audited controls include comprehensive access management systems with role-based
permissions, continuous system monitoring with automated alerting, and robust change management
procedures for all system modifications. Our processing integrity controls ensure data accuracy and
completeness throughout all knowledge base operations, document processing workflows, and query
responses.

The continuous compliance monitoring includes automated security scanning, regular penetration
testing, and ongoing vulnerability management. Our availability controls provide redundant
infrastructure, automated failover capabilities, and comprehensive disaster recovery procedures tested
quarterly. All SOC 2 controls are subject to regular management review and continuous improvement
processes.

5.1.4 GDPR: full compliance

Nexus provides comprehensive GDPR compliance for EU data subjects, including robust Data Processing
Agreement (DPA) frameworks and flexible data residency options. Our GDPR implementation
encompasses privacy by design principles embedded throughout our platform architecture, ensuring
data protection requirements are integrated into all system components and business processes.

Our DPA framework includes standard Data Processing Agreements provided as standard contractual
terms, comprehensive sub-processor listings with transparent notification procedures for changes, and
explicit audit rights enabling customer compliance reviews. The DPA defines clear data processing
purposes, lawful bases for processing, data subject rights fulfillment procedures, and data breach
notification requirements within 72 hours.

Data residency options accommodate varying organizational requirements, including EU-only
deployment options using on-premises infrastructure or EU cloud data centers, Azure deployment with
Microsoft cloud services in EU regions, and private cloud options within customer-controlled
environments. All deployment models maintain identical GDPR compliance standards and data
protection measures.
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5.1.5 HIPAA: healthcare data compliance

For healthcare and medical data processing, Nexus provides HIPAA-compliant infrastructure with
comprehensive safeguards for protected health information (PHI). Our HIPAA compliance includes
business associate agreement (BAA) capabilities, encrypted storage and transmission of all health data,
and detailed audit logging of all PHI access and processing activities.

Encryption standards include TLS 1.3 for data in transit and AES-256 for data at rest, with customer-
controlled or Nexus-managed key management options. Access controls implement least-privilege
principles with role-based permissions specifically designed for healthcare environments. Audit logs
capture all PHI access events with user identification, timestamps, and specific data elements accessed.

Our HIPAA implementation includes automated monitoring for unauthorized PHI access attempts,
regular risk assessments of PHI processing activities, and comprehensive employee training programs for
healthcare data handling. All healthcare data processing activities are documented and auditable to
support compliance verification and regulatory reporting requirements.

5.2 Data protection architecture

5.2.1 Sensitive data handling

Nexus implements sophisticated sensitive data detection and protection mechanisms specifically
designed for high-risk data categories including license plates, medical information, and personal
addresses. Our sensitive data handling system provides automatic detection and redaction capabilities
that operate transparently before any external LLM processing, ensuring sensitive information never
leaves the secure environment.

The sensitive data detection engine employs advanced pattern recognition algorithms combined with
contextual analysis to identify various categories of sensitive information. For license plates, the system
recognizes international formats including European license plate patterns, Belgian registration numbers,
and multi-national vehicle identification systems. Medical information detection encompasses diagnosis
codes, treatment records, medication lists, and health identifiers while maintaining accuracy across
multiple languages common in Belgium.

Automatic redaction procedures operate in real-time during query processing, replacing identified
sensitive data with tokenized placeholders that preserve query context while protecting actual values.
The redaction system maintains referential integrity by using consistent tokens for repeated sensitive
elements within conversations, enabling coherent responses while ensuring data protection. All
redaction activities are logged for audit purposes without storing the actual sensitive values.
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For MERIDIAN's specific requirements, the sensitive data protection system can be configured to
recognize insurance-specific data patterns including claim numbers, policy identifiers, vehicle
identification numbers (VINs), and customer service case references. The system adapts to MERIDIAN's
data classification schemes while maintaining compliance with GDPR and Belgian privacy regulations.

5.2.2 Data residency options

Nexus provides flexible data residency options designed to meet MERIDIAN's sovereignty and
compliance requirements while maintaining operational flexibility. Our data residency framework
supports three primary deployment models, each maintaining identical security and compliance
standards while accommodating different organizational preferences and regulatory requirements.

EU-Only Deployment provides complete data sovereignty within European Union boundaries through
dedicated on-premises infrastructure within MERIDIAN's facilities or EU-based cloud deployments in
certified data centers. This option ensures all data processing, storage, and transmission occurs
exclusively within EU jurisdiction, meeting the strictest data sovereignty requirements for insurance and
assistance services.

AWS Cloud Deployment leverages Amazon’s EU-based data centers with comprehensive data protection
guarantees and existing MERIDIAN infrastructure integration. This deployment model provides managed
scalability while maintaining data residency within Belgium or broader EU regions as required. AWS's
certified compliance with EU data protection standards ensures regulatory alignment with insurance
industry requirements.

Private Cloud Deployment establishes dedicated Nexus instances within MERIDIAN's controlled
environment, providing maximum security and data control while maintaining platform functionality.
This deployment option supports hybrid scenarios where sensitive operations remain on-premises while
leveraging cloud capabilities for less sensitive workloads.

5.2.3 Encryption standards

Nexus implements military-grade encryption standards throughout all data handling processes, ensuring
comprehensive protection for MERIDIAN's sensitive assistance and insurance data. Our encryption
framework employs TLS 1.3 for all data in transit, providing perfect forward secrecy and protection
against man-in-the-middle attacks during data transmission between systems, users, and external
integrations.

Data at rest encryption utilizes AES-256 encryption with configurable key management options
accommodating different organizational security policies. Customer-controlled key management
provides MERIDIAN complete control over encryption keys through dedicated hardware security
modules (HSMs) or key management services. Alternatively, Nexus-managed key rotation provides
automated key lifecycle management with quarterly rotation schedules and comprehensive key escrow
procedures.
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Database-level encryption protects all stored information including knowledge base documents, user
data, conversation histories, and audit logs. Field-level encryption provides additional protection for
highly sensitive data elements, ensuring that even with database access, individual sensitive fields
remain protected. All encryption implementations use FIPS 140-2 validated cryptographic modules
ensuring compliance with government and insurance industry security standards.

Key management procedures include secure key generation using certified random number generators,
encrypted key storage with multiple access controls, and comprehensive key backup and recovery
procedures. Emergency key recovery capabilities ensure business continuity while maintaining security
standards during crisis situations.

5.2.4 Data processing agreement framework

Nexus provides comprehensive Data Processing Agreement (DPA) frameworks specifically designed for
European insurance and assistance service providers. Our standard DPA template, included in the
contract appendix, addresses all GDPR requirements while accommodating the specific needs of
insurance operations including claims processing, assistance service delivery, and regulatory reporting.

The DPA framework explicitly defines data processing purposes aligned with MERIDIAN's business
activities including customer assistance query resolution, knowledge base maintenance, and operational
efficiency optimization. Processing lawful bases are clearly documented with specific reference to
insurance service provision, legitimate business interests, and regulatory compliance requirements. Data
subject rights procedures include automated response capabilities for access requests, rectification
procedures, and secure deletion protocols.

Sub-processor transparency includes comprehensive listings of all third-party service providers involved
in data processing, including cloud infrastructure providers, LLM service providers, and integration
partners. Change notification procedures provide 30-day advance notice of sub-processor modifications
with clear opt-out procedures for changes that impact data protection standards. All sub-processors
maintain equivalent GDPR compliance standards verified through contractual requirements and regular
audits.

Audit rights provisions enable MERIDIAN to conduct compliance reviews of Nexus data processing
activities, including on-site inspections of infrastructure, review of security procedures, and validation of
compliance documentation. Audit procedures accommodate both scheduled compliance reviews and
incident-driven investigations while protecting operational continuity and security of other customers'
data.
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5.3 Backup & disaster recovery

5.3.1 Backup strategy

Nexus implements a comprehensive backup strategy designed to ensure zero data loss and rapid
recovery capabilities for MERIDIAN's critical assistance operations. Our backup architecture employs
real-time replication technology providing Recovery Point Objective (RPO) approaching near-zero for all
critical data including knowledge base content, user configurations, and conversation histories.

Real-time replication operates continuously across geographically distributed data centers, ensuring
immediate backup of all data modifications. The replication system maintains consistency across multiple
locations while providing automatic failover capabilities during primary system disruptions. Data
consistency verification procedures operate automatically to ensure backup integrity without impacting
system performance.

Geographic redundancy spans multiple European data centers, ensuring data protection against regional
disasters or infrastructure failures. Primary backup locations within Belgium provide immediate recovery
capabilities for MERIDIAN's operations, while secondary European Union locations provide additional
protection against wider geographic disruptions. All backup locations maintain identical security and
compliance standards as primary systems.

The configurable retention framework provides 30-day recovery windows as standard, with extensions
available to support longer retention requirements for regulatory compliance or business continuity
needs. Retention policies accommodate different data types with appropriate retention periods for
operational data, audit logs, and archived information. Automated lifecycle management ensures
efficient storage utilization while maintaining compliance with data protection requirements.

5.3.2 Disaster recovery plan

Our disaster recovery plan provides comprehensive Business Continuity Management with Recovery
Time Objective (RTO) of 4 hours for complete production system restoration. The recovery procedures
are tested quarterly through simulated disaster scenarios, ensuring reliable recovery capabilities and
staff preparedness for actual emergency situations.

Automated disaster detection systems monitor infrastructure health, application performance, and data
integrity continuously. Detection systems identify potential disasters including infrastructure failures,
security incidents, data corruption, and service degradation. Automatic escalation procedures ensure
appropriate personnel are notified immediately when disaster conditions are detected, with clear
communication protocols throughout recovery operations.
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Recovery procedures include automated failover to secondary data centers, comprehensive data
validation to ensure recovery integrity, and step-by-step restoration processes documented in detailed
runbooks. Recovery runbooks are provided to MERIDIAN operations teams, enabling independent
execution of recovery procedures when required. Regular runbook testing ensures procedures remain
current and effective as systems evolve.

The disaster recovery plan includes specific procedures for different disaster scenarios including
complete data center failure, partial infrastructure degradation, security incident response, and data
corruption recovery. Each scenario includes defined roles and responsibilities, communication protocols,
and decision-making authority to ensure coordinated response during crisis situations.

5.3.3 Business continuity

Business continuity capabilities ensure minimal disruption to MERIDIAN's assistance operations through
automated failover mechanisms and comprehensive service level guarantees. Failover to secondary data
centers completes within 5 minutes of primary system failure, providing transparent continuation of
services for end users and MERIDIAN operators.

Service Level Agreement (SLA) guarantees include 99.9% uptime for standard enterprise deployments,
with 99.95% availability offered for enterprise tier services. SLA monitoring includes comprehensive
availability tracking, performance monitoring, and automatic credit calculations for any service level
breaches. Availability reports provide transparent visibility into system performance against contractual
commitments.

Incident communication protocols ensure MERIDIAN receives immediate notification of service-affecting
events through multiple channels including email notifications, SMS alerts for critical incidents, and Slack
channel integration for real-time status updates. Communication procedures include regular status
updates during extended incidents, estimated recovery timeframes, and detailed post-incident reports
with root cause analysis and prevention measures.

Capacity management procedures ensure adequate resources are available to handle MERIDIAN's peak
assistance demands during crisis situations. Auto-scaling capabilities automatically provision additional

resources during high-demand periods, while manual capacity expansion procedures provide additional
capabilities for predicted demand increases such as severe weather events or holiday travel periods.
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5.4 LLM provider & data confidentiality

5.4.1 Data confidentiality assurance

Nexus provides absolute data confidentiality assurance ensuring MERIDIAN data is never used for Large
Language Model training or general model improvement activities. Our data handling policies establish
strict isolation between customer data and model training activities, preventing any use of MERIDIAN's
assistance and insurance data to improve services for other organizations or general public applications.

Customer data isolation operates at multiple levels including logical separation of customer datasets,
dedicated processing environments for each organization, and contractual prohibitions against cross-
customer data utilization. Technical controls prevent inadvertent data sharing through dedicated API
endpoints, isolated model inference environments, and comprehensive audit logging of all data access
activities.

Our LLM provider agreements include explicit clauses prohibiting use of customer data for model
training activities. These contractual protections apply to all LLM providers integrated with the Nexus
platform, ensuring consistent data protection standards regardless of which models MERIDIAN chooses
to utilize. Provider compliance is verified through regular audits and contractual review processes.

Data processing transparency includes comprehensive logging of all LLM interactions, clear
documentation of data flows between systems, and detailed privacy impact assessments for all
processing activities. MERIDIAN receives complete visibility into how their data is processed, which LLM
providers have access to which data types, and comprehensive audit trails for all data processing
activities.

5.4.2 LLM provider selection

Nexus provides comprehensive LLM provider flexibility enabling MERIDIAN to select optimal models for
their specific assistance and insurance use cases. The platform supports four distinct integration
approaches accommodating different security requirements, cost considerations, and performance
needs while maintaining consistent data protection standards across all deployment options.

Azure OpenAl Integration provides access to enterprise-grade OpenAl models deployed within
Microsoft's European cloud infrastructure. This integration leverages MERIDIAN's existing Azure
environment while maintaining data residency within EU boundaries. Comprehensive Data Processing
Agreements with Microsoft ensure GDPR compliance and data protection aligned with insurance
industry requirements.
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Anthropic Integration offers access to Claude models with strong GDPR compliance and explicit
contractual guarantees against training data usage. Anthropic's commitment to constitutional Al and
safety research aligns with insurance industry requirements for reliable, unbiased responses. The
integration includes comprehensive audit capabilities and transparent cost reporting for budget
management.

On-Premises Model Deployment supports hosting of open-source models including Mistral, Llama 2,
and other enterprise-suitable models within MERIDIAN's infrastructure. This deployment option
provides maximum data control and security while eliminating external data transmission. On-premises
deployment supports custom fine-tuning for insurance-specific terminology and MERIDIAN's service
delivery requirements.

MERIDIAN maintains complete control over LLM provider selection with ability to switch between
providers instantly without data migration or system reconfiguration. Provider switching capabilities
include A/B testing between multiple providers, cost optimization through provider selection, and risk
mitigation through provider diversification. All provider changes maintain conversation continuity and
knowledge base accessibility.

5.4.3 Cost transparency

Nexus provides comprehensive cost transparency enabling MERIDIAN to understand and optimize LLM
usage costs while maintaining budget predictability. Our cost tracking system monitors LLM token usage
per individual query, providing granular visibility into cost drivers and utilization patterns across different
user groups and assistance scenarios.

Token usage tracking captures input tokens (query and context), output tokens (responses generated),
and model-specific pricing to provide accurate cost attribution. Usage reports include breakdowns by
user department, query type, time periods, and individual agent configurations. Real-time cost
monitoring provides immediate visibility into usage spikes or unusual patterns enabling proactive cost
management.

Billing transparency includes detailed cost breakdowns showing LLM provider charges, infrastructure
costs, and Nexus platform fees separately. Monthly billing statements provide comprehensive usage
summaries with trend analysis and cost optimization recommendations. Quarterly business reviews
include detailed cost analysis and optimization planning to ensure ongoing efficiency improvements.

Cost optimization recommendations are provided quarterly based on usage pattern analysis and LLM
provider cost changes. Recommendations include model selection optimization, prompt engineering

improvements to reduce token usage, caching strategies for repeated queries, and provider switching
opportunities for cost reduction. Implementation support ensures MERIDIAN can realize optimization
benefits without service disruption.
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5.5 Compliance risk mitigation

5.5.1 EU AI act alignment

Nexus maintains proactive compliance with the European Union Al Act, ensuring MERIDIAN's Al-
powered assistance services meet all regulatory requirements for high-risk Al system deployment. Our Al
Act compliance framework addresses the specific requirements applicable to Al systems used in
insurance and assistance services, including transparency obligations, risk management requirements,
and human oversight provisions.

Risk classification procedures ensure appropriate categorization of Al functionalities according to EU Al
Act definitions. Our platform's knowledge retrieval and response generation capabilities are classified
and managed according to their risk profile, with appropriate safeguards implemented for each
classification level. Regular risk assessments ensure ongoing compliance as regulations evolve and
system capabilities expand.

Transparency requirements are addressed through comprehensive Al decision-making documentation,
clear indication of Al involvement in responses, and detailed explanations of Al behavior available to end
users. Human oversight provisions include configurable approval workflows for sensitive responses,
escalation procedures for uncertain situations, and comprehensive audit trails for all Al decision-making
activities.

Compliance monitoring includes regular assessment against evolving EU Al Act requirements, proactive
updating of compliance procedures as regulations develop, and comprehensive documentation of
compliance measures for regulatory reporting. Legal compliance reviews are conducted quarterly with
specialized EU Al regulation expertise to ensure ongoing alignment with regulatory expectations.

5.5.2 Audit rights

Nexus provides comprehensive audit rights enabling MERIDIAN to verify compliance with contractual
obligations, security requirements, and regulatory standards through quarterly infrastructure auditing
capabilities. Our audit framework supports both scheduled compliance audits and incident-driven
investigations while maintaining security and operational continuity.

Infrastructure audit procedures include on-site inspection capabilities for physical security verification,
remote audit access for system configuration review, and comprehensive documentation review for
compliance validation. Audit protocols accommodate MERIDIAN's internal audit requirements, external
regulatory audits, and third-party compliance verification while protecting confidential information from
other customers.
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Security audit capabilities include vulnerability assessment review, penetration testing result sharing,
security control effectiveness validation, and incident response procedure verification. Audit access
includes read-only access to relevant security logs, configuration documentation, and compliance
reporting systems. All audit activities are logged and monitored to ensure audit integrity and security.

Compliance documentation includes comprehensive policy documentation, procedure implementation
evidence, control effectiveness testing results, and regulatory compliance verification. Audit reporting
provides detailed findings, recommendations for improvement, and implementation timelines for any
identified compliance gaps. Regular audit scheduling ensures proactive compliance verification and
continuous improvement.

5.5.3 Insurance coverage

Nexus maintains comprehensive insurance coverage providing financial protection for MERIDIAN against
potential service failures, data incidents, and operational disruptions. Our insurance portfolio includes
Professional Liability coverage protecting against errors, omissions, and service delivery failures that
could impact MERIDIAN's assistance operations or customer service delivery.

Professional Liability coverage includes specific protection for Al-related errors including incorrect
information provided through the knowledge base, system failures impacting assistance service delivery,
and data processing errors affecting customer information accuracy. Coverage extends to business
interruption costs, customer notification expenses, and remediation costs resulting from covered
incidents.

Cyber Insurance coverage of €1 million provides comprehensive protection against data breaches,
cyberattacks, and security incidents affecting MERIDIAN's data. Coverage includes breach notification
costs, regulatory fines and penalties, forensic investigation expenses, and business interruption costs
resulting from cyber incidents. The policy includes specific coverage for Al-related cyber risks and data
protection failures.

Additional coverage includes Directors and Officers liability for corporate governance issues, General
Liability for operational risks, and Errors and Omissions coverage for service delivery failures. All
insurance policies are maintained with A-rated carriers and include specific provisions relevant to Al
service provision and data processing activities.
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5.5.4 Incident response

Nexus maintains comprehensive incident response capabilities ensuring rapid identification,
containment, and resolution of security incidents or service disruptions affecting MERIDIAN's operations.
Our incident response procedures provide 24-hour notification commitments with detailed root cause
analysis and comprehensive remediation planning for all security and service incidents.

Incident detection systems monitor for security anomalies, service degradation, data protection
violations, and compliance breaches through automated monitoring systems and manual review
procedures. Detection capabilities include real-time alerting for critical incidents, automated escalation
procedures for different incident types, and comprehensive logging of all incident-related activities for
forensic analysis.

Response procedures include immediate containment actions to prevent incident escalation,
comprehensive impact assessment to determine business effect on MERIDIAN's operations, and
coordinated communication protocols ensuring appropriate stakeholders receive timely incident
notification. Response teams include security specialists, system administrators, and compliance experts
with specific expertise in insurance industry requirements.

Root cause analysis procedures ensure comprehensive investigation of all incidents including technical
failure analysis, security vulnerability assessment, process failure identification, and human factor
evaluation. Analysis results include detailed incident timelines, contributing factor identification, and
specific recommendations for preventing similar incidents. Implementation tracking ensures
recommended improvements are completed and effectiveness verified.

Recovery and improvement procedures include comprehensive system restoration, security control
enhancement, process improvement implementation, and preventive measure deployment. Post-
incident reviews evaluate response effectiveness, communication adequacy, and improvement
opportunities. Lessons learned are incorporated into ongoing security improvement programs and
incident response procedure updates.
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Section 6: Implementation roadmap

6.1 High-level timeline (8 weeks)

Nexus Enterprise delivers MERIDIAN a comprehensive implementation roadmap focused on training
excellence and production readiness within 8 weeks. Our proven methodology emphasizes thorough
stakeholder preparation, systematic capability building, and risk-mitigated deployment to ensure high
adoption rates and operational success.

6.1.1 Timeline overview

Week 1: Kick-off & requirements refinement (3 days)
* Project initiation and stakeholder alignment
= Technical architecture validation
= Success criteria establishment

Weeks 2-3: Integration planning & configuration (10 days)

= Genesys PureCloud API integration design
»  SAP and Salesforce connectivity planning
»  Azure deployment architecture finalization

Weeks 4: Configuration, testing, UAT (1 week)

»  Platform configuration and document processing
» |ntegration testing and validation
= User acceptance testing with business experts

Weeks 5-6: Training & deployment preparation (2 weeks)
= Comprehensive training delivery across all user groups
* Production deployment preparation
= Support team readiness validation

Week 7-8: Production deployment (2 week)

= Live system cutover

*  Production monitoring and support

» Performance monitoring and optimization
* Knowledge base refinement

= Operational handover completion
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Phase details

Phase 1: Kickoff & scoping (Week 1, Days 1-3)

Objectives: Establish project foundation, validate technical requirements, and align all stakeholders on
success criteria.

Key activities:

Kick-off meeting with steering committee: Project sponsor Pascal KIEBOOM, Enterprise Architect
Jean-Francois HOUZEAUX, and key business stakeholders establish governance structure and
communication protocols

Finalize integration requirements: Document precise specifications for Genesys PureCloud (call
context injection), SAP (customer data retrieval), Salesforce (case management integration), and
Azure (infrastructure deployment)

Identify MERIDIAN stakeholders & super-users: Select 8-12 super-users across operational
agents, support teams, and complaint handlers who will champion the solution

Define success criteria & acceptance tests: Establish measurable criteria including response
accuracy >95%, query response time <2 seconds for 90% of requests, and user satisfaction >85%

Deliverables:

Project charter with defined roles, responsibilities, and escalation paths
Technical integration specifications document
Super-user identification and commitment confirmation

Detailed acceptance criteria and testing protocols

Critical Success Factor: Dedicated project sponsor availability and weekly steering committee
commitment secured.

69| Page



6.2.2

W Nexus

Phase 2: Integration architecture (Weeks 2-3)

Objectives: Design and validate technical architecture ensuring seamless integration with MERIDIAN's
existing systems.

Key activities:

Document Genesys PureCloud API connections: Configure real-time query context injection
enabling agents to receive customer interaction history and current case details automatically
within MAIKB responses

Plan data schema mapping: Define metadata structures supporting MERIDIAN's corpus
segmentation (Legal, Contractual, Operational) with appropriate access controls per user role

Design escalation workflows: Implement automatic escalation to human experts when
confidence scores fall below thresholds or when urgent situations are detected

Finalize knowledge base structure: Organize European traffic regulations, B2C contracts (<30
documents), and B2B contracts (30-50 documents) with version management and deprecation
workflows

Deliverables:

Integration architecture diagrams using ArchiMate® standard
API specification documents for all system integrations
Data governance framework with metadata taxonomy

Escalation workflow documentation with response time SLAs

Go/No-Go Gate 1 (End Week 3):

Integration architecture approved by IT and business stakeholders.
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6.2.3 Phase 3: Platform configuration & UAT (Weeks 4)

Objectives: Configure MAIKB platform, load knowledge base, implement integrations, and validate
through comprehensive user acceptance testing.

Initial configuration & document processing
» Deploy Nexus Enterprise on AWS infrastructure with SOC 2 compliant security configuration
= Upload initial document corpus using bulk processing workflows with OCR accuracy validation
= Configure basic query capabilities with hybrid search (keyword + semantic)

= Test fundamental system operations and performance baselines

Genesys integration testing
* |Implement real-time integration with Genesys PureCloud for context-aware query processing
= Configure API endpoints supporting RESTful queries with JSON request/response format
= Test query buffering system for cost optimization and performance improvement

» Validate role-based access controls preventing unauthorized information access

Advanced features configuration
* Implement territory-specific query handling for European traffic regulations
» Configure contradiction detection between multiple document versions
= Deploy feedback collection mechanisms with thumbs up/down and comment capabilities

» Test multilingual response capabilities (English, French, Dutch) with appropriate language
detection

User acceptance testing with super-users
= Conduct structured UAT with identified super-users across all user categories
= Execute 50+ diverse test queries per super-user covering operational scenarios
= Validate response accuracy, source citation quality, and system performance

»  Collect detailed feedback on user experience and required adjustments

UAT feedback implementation & refinement
= Implement priority improvements based on UAT feedback
=  Optimize query performance and response quality through prompt refinement
» Finalize user interface branding with MERIDIAN visual identity
» Complete integration testing with all legacy systems

Critical Success Factor: Super-users achieve >90% task completion rate with >85% satisfaction scores by
end of week 8.
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Go/No-Go Gate 2 (End Week 4): UAT passed, system performance validated, deployment readiness
confirmed.

6.2.4

Phase 4: Training & production preparation (Weeks 5-6)

Objectives: Deliver comprehensive training ensuring high adoption rates and prepare all aspects of
production deployment.

Week 5: Comprehensive training delivery

Administrator training (2 days):

Platform configuration and knowledge base management

User role administration and access control management

Document upload, version control, and corpus lifecycle management
System monitoring, alert configuration, and performance optimization

Troubleshooting procedures and escalation protocols

Power-user training (2 days):

Advanced query techniques and specialized features
Document quality review and metadata management
Feedback analysis and knowledge base improvement workflows

Training delivery to end-users and change management support

End-user training (3 groups, 1 day each):

Operational Agents: Query formulation, response interpretation, source verification, integration
with existing workflows

Support Teams: Complex query handling, escalation procedures, customer interaction
integration

Complaint Handlers: Specialized query techniques, empathetic response utilization, detailed
documentation requirements

Documentation delivery:

User guides with step-by-step procedures and screenshots
Quick reference cards for common operations
Video tutorials for complex workflows

Troubleshooting guides and FAQ resources
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Week 6: Production deployment preparation

Dry-run production deployment:

=  Execute complete deployment process in QA environment
= Test all integration points under production-like load

= Validate backup and recovery procedures

» Confirm security configurations and compliance requirements

Cutover playbook finalization:

= Detailed step-by-step deployment procedures
= Rollback procedures and decision criteria
= Communication templates for user notifications

» Post-deployment validation checklists

Support team readiness:

= On-site Nexus support team preparation for deployment week
= 24/7 support coverage arrangement during cutover
» Escalation procedures and contact information distribution

= Support tools and remote access validation

Backup plan development:

= Parallel operation procedures (legacy + MAIKB simultaneously)
»  Gradual user migration strategy if needed

=  Emergency rollback procedures and timeline

* Communication protocols for deployment issues

Critical Success Factor: 100% of administrators and super-users certified through hands-on competency
validation by end of week 9.

Go/No-Go Gate 3 (End Week 6): All training completed, deployment procedures validated, support
readiness confirmed.
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6.2.5 Phase 5: Production deployment (Week 7-8)

Objectives: Execute production cutover with minimal disruption and maximum support coverage.

Green light decision process:

*  Final steering committee review of UAT results and training completion
» Technical readiness validation including performance testing results

= Business readiness confirmation including user training completion

= Risk assessment and mitigation strategy review

Production data migration:

= Secure transfer of finalized knowledge base to production environment
» Validation of document integrity and metadata accuracy
» Configuration migration with production-specific parameters

» |ntegration validation with live Genesys PureCloud environment

Live integration activation:
=  Genesys PureCloud real-time query integration activation
=  SAP customer data connectivity establishment

= Salesforce case management integration enablement

24/7 support coverage:

»= Nexus technical team on-call throughout cutover period
=  On-site or dedicated video support for immediate issue resolution
»= Continuous system monitoring with automated alerting

» Real-time performance tracking and optimization

Parallel operation management:

»  Gradual user migration from legacy systems to MAIKB
= Side-by-side operation monitoring for consistency validation
= User feedback collection during initial production use

» Performance comparison and optimization opportunities identification
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Close monitoring & optimization

= Continuous Monitoring: Real-time tracking of query volume, response times, user satisfaction,
and system performance

» Bug Fixes: Immediate resolution of any production issues with priority escalation

»= Performance Tuning: Query optimization, caching improvements, and resource allocation
adjustments

= User Support: Intensive support for initial production questions and workflow adjustments

Support handover & baseline establishment

* Ongoing Support Transition: Handover from implementation team to ongoing support team
with documented procedures

= Performance Baseline Documentation: Establish operational metrics baselines for ongoing
monitoring

= Post-Implementation Review: Lessons learned session with complete project retrospective

=  Success Metrics Validation: Confirm achievement of success criteria and identify areas for
continuous improvement

Go/No-Go Gate 4 (End Week 8): Production system live, all integrations operational, support transition
completed.
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6.3 Key milestones & Go/No-Go gates

6.3.1 Gate 1 (end week 3): Integration architecture approved

Criteria:
= Technical architecture validated by MERIDIAN IT team

» Allintegration specifications documented and approved
= Resource allocation confirmed for subsequent phases

Risk Mitigation: Architecture review with independent technical validation if needed.

6.3.2 Gate 2 (end week 4): UAT passed, system ready for training

Criteria:

= >90% of test scenarios executed successfully
=  Super-user satisfaction >85% across all user groups
= System performance meets defined SLAs (<2 seconds for 90% of queries)

= Allintegrations tested and validated

W Nexus

Risk Mitigation: Extended UAT period if satisfaction targets not met; additional configuration refinement

as needed.

6.3.3 Gate 3 (end week 6): All users trained, deployment approved

Criteria:

= 100% of administrators and super-users certified

*  Production deployment procedures tested and validated
» Support coverage confirmed and tested

= Business stakeholder approval for production deployment

Risk Mitigation: Additional training sessions if certification rates inadequate; delayed deployment if

readiness criteria not met.
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6.3.4 Gate 4 (end week 8): Production live, support transition complete

Criteria:

= All production systems operational

= Integration points functioning correctly

= User access validated and working

= Support team successfully handling production queries

Risk Mitigation: Immediate rollback procedures if critical issues identified; extended parallel operation if
needed.

6.4 Critical success factors

6.4.1 MERIDIAN availability

Requirement: Dedicated project sponsor with decision-making authority and weekly steering committee
participation.

Success measures:

= Pascal KIEBOOM available for weekly steering committee meetings
»= Jean-Francois HOUZEAUX providing technical guidance and requirements clarification
= Business stakeholders participating in UAT and training activities

= Super-users committed to 8-10 hours per week during UAT and training phases

6.4.2 Knowledge base quality

Requirement: Documents reviewed, approved, and optimized before production deployment.

Success measures:

= Allinitial corpus documents (traffic regulations, B2C contracts, B2B contracts) reviewed by
business experts

= Document metadata properly classified with appropriate access controls
= Version management procedures tested and validated

» Content accuracy validated through business expert review
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Training adoption

Requirement: Comprehensive training delivery ensuring high user competency and confidence.

Success measures:

6.4.4

100% of administrators achieving certification through hands-on competency assessment
100% of super-users completing training with >85% satisfaction scores
>90% of end-users completing assigned training modules

Training materials localized in appropriate languages (English, French, Dutch)

Support readiness

Requirement: Robust support coverage ensuring rapid issue resolution during critical deployment

period.

Success measures:

6.5

6.5.1

Nexus support team embedded with immediate escalation capabilities
24/7 support availability during cutover week
MERIDIAN helpdesk trained on first-level support procedures

Second-level support SLAs defined and tested with Nexus team

Risk mitigation strategies

Risk: Genesys integration complexity

Potential impact: Integration with Genesys PureCloud may require more development time than
anticipated due to API limitations or data structure complexity.

Mitigation strategy:

Parallel integration testing: Begin Genesys integration development in Week 4 while continuing
other configuration activities

Staged integration approach: Implement basic query integration first, then add context
awareness and advanced features

Fallback strategy: Deploy MAIKB with manual query initiation initially; add automated
integration after initial deployment success

Expert resource allocation: Assign dedicated integration specialist with Genesys experience to
project team
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Risk: Low end-user adoption

Potential impact: Operational agents may continue using familiar manual processes rather than
adopting MAIKB, limiting return on investment.

Mitigation strategy:

6.5.3

Intensive training program: Deliver role-specific training emphasizing immediate value and
efficiency gains

Super-user champion network: Deploy trained super-users as peer mentors providing ongoing
support and encouragement

Gamified feedback system: Implement recognition and reward mechanisms for early adopters
and active feedback providers

Gradual migration: Allow parallel operation initially, demonstrating superior MAIKB results to
encourage voluntary adoption

Management support: Secure leadership endorsement and communication emphasizing
strategic importance

Risk: Knowledge base accuracy issues

Potential impact: Inaccurate or incomplete responses discovered in production could undermine user
confidence and system credibility.

Mitigation strategy:

Comprehensive content review: Implement mandatory business expert review of all initial
corpus documents before production

Response confidence scoring: Deploy confidence threshold mechanisms requiring human
verification for low-confidence responses

Rapid iteration process: Establish daily feedback review and knowledge base refinement during
weeks 3-4

User feedback integration: Implement immediate feedback capture with priority flagging for
accuracy issues

Version control procedures: Maintain detailed audit trails enabling rapid identification and
correction of problematic content
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6.5.4 Additional risk considerations

Integration timeline risk: If any legacy system integration exceeds planned timeline, implement phased
deployment approach prioritizing core functionality first.

Resource availability risk: If key MERIDIAN personnel become unavailable, activate backup stakeholder
engagement plan with designated alternates.

Performance risk: If system performance does not meet SLAs during UAT, implement optimization sprint
with additional technical resources and potential infrastructure scaling.

Change management risk: If organizational resistance emerges, activate enhanced change management
support including executive communication campaign and additional training resources.

6.6 Success measurement framework

6.6.1 Implementation success metrics

= Timeline adherence: project completion within 7-8 week target window
» Training effectiveness: >90% user competency certification achievement
» System performance: <2 seconds response time for 90% of queries

» [Integration success: 100% of planned integrations operational

6.6.2 Operational success metrics (post-implementation)

» User satisfaction: >85% positive feedback scores from regular users

* Query volume: steady increase in daily query volume indicating adoption

= Response accuracy: >95% of responses rated as accurate by users

* Time savings: >70% reduction in information search time versus manual methods

This comprehensive implementation roadmap ensures meridian achieves rapid deployment success
while maintaining rigorous attention to training quality, user adoption, and operational excellence. The
training-focused approach, combined with systematic risk mitigation and clear success criteria, delivers a
foundation for long-term MAIKB success supporting meridian's operational excellence objectives.

81|Page



W Nexus

Section 7: Support, training & knowledge transfer

7.1 Three support tier options

Nexus offers three distinct support tier options designed to accommodate different organizational
requirements and operational preferences. Our tiered approach ensures meridian receives precisely the
level of support needed while maintaining cost transparency and scalability. Each tier builds upon the
previous one, providing enhanced capabilities and deeper partnership as requirements evolve.

7.1.1 Plan 1: light training, no ongoing support (€50,000/month)

Plan 1 is specifically designed for organizations with established internal operations teams who prefer
self-sufficient operations while maintaining access to expert guidance when needed.

Initial setup: €20,000 (implementation, integration)

=  Complete nexus platform deployment and configuration

* Integration with meridian's existing systems (SharePoint, Azure tenant)
» Knowledge base synchronization with initial document corpus

= User account creation and basic permission configuration

= Testing and validation of core functionality

Training component: 2 days on-site (administrators and power-users only)

= Day 1: platform architecture overview, knowledge base management fundamentals, user access
control configuration

»= Day 2: monitoring dashboard utilization, alert configuration, backup and recovery procedures

= Administrator certification upon successful completion

Support structure: email-only support with best-effort SLA (48-72 hours)
» Technical questions answered via email support channel
» Platform documentation and troubleshooting guides provided

=  Non-critical issue resolution within standard timeframes

Target organization profile: organizations with robust internal operations teams who prefer independent
management of technology solutions and have existing experience with enterprise ai platforms.
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Included services:

=  Complete platform access with full feature set

= Comprehensive platform training documentation
=  Email support for technical inquiries

= Standard platform updates and maintenance

= Access to self-service learning resources

7.1.2 Plan 2: professional training & continuous support (€85,000/month)

Plan 2 represents our recommended approach for meridian, providing comprehensive training across all
user levels and establishing a true partnership for continuous improvement and optimization.

Initial setup: €20,000 (implementation, integration)

* Enhanced setup including advanced integration configurations
= Comprehensive knowledge base architecture design

= Advanced permission structures with role-based access control
» Performance optimization and monitoring configuration

»  Full testing across all planned use cases

Comprehensive training program: 5 days on-site across all user categories

=  Administrator training (2 days): complete platform management, advanced configuration,
monitoring, troubleshooting

= Power-user training (2 days): document management workflows, quality review processes,
query optimization

= End-user training (1.5 days): role-specific training for operational agents, support staff, and
complaint handlers

Professional support structure: dedicated support team with 8-5 CET response SLA
* Phone and email support during central European business hours

» Dedicated support team familiar with meridian's specific implementation

=  Priority response for critical issues affecting business operations

Ongoing partnership services:

= Quarterly business reviews with executive summary and optimization recommendations

*  Monthly optimization calls to review performance metrics and improvement opportunities
*  Proactive monitoring and recommendations for system enhancements

= Regular check-ins on user adoption and satisfaction
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Target organization profile: organizations seeking strategic partnership with continuous improvement
focus, requiring comprehensive user enablement across multiple departments and roles.

Comprehensive service portfolio:

= Full platform access with unlimited users

= Complete training program across all user levels

» Dedicated email and phone support with guaranteed response times
= Center of excellence guidance and best practices

= Quarterly business reviews and monthly optimization sessions

*  Proactive monitoring and performance optimization

7.1.3 Plan 3: enterprise with dedicated 1 FTE support (€120,000/month)

Plan 3 provides enterprise-level support with a dedicated senior nexus engineer assigned exclusively to
meridian, ensuring immediate response capabilities and strategic guidance.

Initial setup: €20,000 (implementation, integration)

=  White-glove implementation with dedicated project management

= Custom architecture design optimized for meridian's specific requirements
» Advanced security configurations and compliance validation

» Comprehensive integration testing and performance optimization

*  Full change management support during deployment

Extensive training program: 10 days on-site plus ongoing workshops

= Extended administrator training (4 days) including advanced troubleshooting and optimization
= Comprehensive power-user enablement (3 days) with advanced workflow creation

= Role-specific end-user training (2 days) customized for each department

= Ongoing quarterly workshops (1 day each) for continuous skill development

= Custom training modules developed specifically for meridian's use cases

Dedicated support structure:

» Dedicated senior nexus engineer (1 FTE) assigned exclusively to meridian
= 24/5 phone support with guaranteed response times

» Unlimited on-site visits for critical issues or strategic planning

» Direct access to engineering team for complex technical requirements

Strategic partnership services:

=  Weekly synchronization calls with dedicated engineer
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Continuous optimization and performance monitoring
Direct influence on product roadmap and feature prioritization
Early access to new features and beta capabilities

Custom integration development when needed

Target organization profile: mission-critical deployments requiring maximum reliability, complex
integration requirements, or organizations planning rapid expansion of ai capabilities across multiple
business units.

Premium service portfolio:

7.2

Everything included in plan 2

Dedicated 1 FTE senior engineer assigned to meridian

24/5 phone support with immediate response capability
Unlimited on-site visits and strategic consulting

Priority feature development and custom integration support

Direct product roadmap influence and early access to new capabilities

Training program detail

Our comprehensive training program ensures successful adoption across all organizational levels, from
technical administrators to end-users. Each training module is designed with hands-on exercises, real-
world scenarios specific to meridian's use cases, and certification processes to validate competency.

7.2.1

Administrator training (2 days, plan 1 onward)

Day 1: platform architecture and management fundamentals

Nexus platform architecture overview and component interactions
Knowledge base management principles and best practices
Document ingestion workflows and metadata configuration

User access control and role-based permission management
Integration management with SharePoint and azure systems

Initial configuration of monitoring and alerting systems

Day 2: advanced operations and monitoring

Comprehensive monitoring dashboard configuration and interpretation
Alert configuration for system performance and user activity
Backup procedures and disaster recovery protocols

Performance optimization techniques and resource management
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= Troubleshooting common issues and escalation procedures
= Security management and compliance monitoring

Certification process: administrator badge issued upon successful completion of practical exercises
including system configuration, user management scenarios, and emergency response procedures.

Learning outcomes: administrators will independently manage all platform operations, configure
advanced features, monitor system performance, and resolve common issues without external support.

7.2.2 Power-user training (2 days, plan 1 onward)

Content management mastery:

= Document upload strategies and bulk processing techniques
»= Version management workflows and deprecation procedures
= Metadata extraction and enrichment processes

= Quality control procedures for knowledge base accuracy

Advanced workflow configuration:

» Quality review workflows for new content validation
» Query testing methodologies and response optimization
» Custom rule configuration for automatic metadata assignment

* Integration with meridian's existing document management processes

Performance optimization:

» Query refinement techniques for improved accuracy

»  Source citation optimization and verification procedures

» User feedback analysis and content improvement strategies
*  Monitoring user satisfaction and response quality metrics

Certification process: power-user badge awarded after demonstrating proficiency in content
management workflows, quality assurance procedures, and optimization techniques.

Learning outcomes: power-users will effectively manage meridian's knowledge base, ensure content
quality, optimize system performance, and serve as internal experts for end-users.
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7.2.3 End-user training (1.5 days, plan 2 onward)

Role-specific training modules:

Operational agents (0.5 days):

= Efficient querying techniques for customer assistance scenarios
» Understanding response citations and source verification

= Escalation procedures when information is incomplete

» |Integration with existing customer service workflows

Support staff (0.5 days):
= Complex query formulation for technical support scenarios

= Utilizing conversational memory for multi-turn interactions
=  Feedback mechanisms and quality improvement processes

= Collaboration with power-users for content enhancement

Complaint handlers (0.5 days):

= Specialized techniques for complaint-related information retrieval
= Accessing regulatory and legal information efficiently

= Documentation requirements for complaint resolution

* Integration with existing complaint management processes

Interactive learning methodology:

= Live system demonstrations with real meridian scenarios

» Hands-on practice sessions with immediate feedback

= Scenario-based exercises using actual meridian documents

=  Group exercises promoting knowledge sharing and best practices

Learning validation: role-specific competency assessment ensuring users can effectively utilize the
platform for their specific responsibilities.
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7.2.4 Ongoing learning (plans 2 & 3)

Monthly webinar series:

= Best practices sharing across meridian departments
= New feature introductions and optimization techniques
»  Case study reviews and lessons learned

=  Q&A sessions with subject matter experts

Quarterly deep-dive workshops:

= Advanced techniques for specific use cases
* Integration optimization and performance enhancement
= Strategic planning for expanded ai adoption

» Cross-departmental collaboration strategies

Self-service learning library:

= Video tutorials for all platform features
= Step-by-step documentation for common tasks
=  FAQrepository addressing frequent questions

» Best practices guide developed specifically for meridian's context

7.3 Knowledge transfer & center of excellence

7.3.1 Knowledge transfer objective

The primary objective of our knowledge transfer program is to ensure meridian achieves complete
independence in platform maintenance and updates while maintaining access to expert guidance when
needed. This approach supports meridian's requirement for operational autonomy while providing a
safety net for complex scenarios.
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Structured knowledge transfer plan

Months 1-3: nexus-led operations with knowledge collection

Nexus team manages all platform operations while documenting procedures
Meridian team shadows operations to understand workflows and decisions
Comprehensive documentation of all procedures in meridian-accessible wiki
Regular knowledge transfer sessions explaining rationale for operational decisions

Gradual introduction of meridian team to operational responsibilities

Months 4-6: meridian shadowing with guided practice

Meridian team takes primary responsibility with nexus oversight
Nexus provides guidance and validation for operational decisions
Increased responsibility for routine maintenance and user support
Problem-solving exercises with nexus mentorship

Documentation validation and procedure refinement

Months 7+: meridian-led operations with advisory support

Meridian team assumes full operational responsibility
Nexus transitions to advisory role for complex issues
Independence achieved for all routine operational tasks
Nexus available for strategic guidance and major changes

Continuous improvement process established and documented

Documentation standards: every procedure documented in meridian-accessible wiki with step-by-step
instructions, decision trees for complex scenarios, troubleshooting guides, and escalation procedures.
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Center of excellence (optional, plan 2+)

Establishment of meridian ai Coe team

Identification of internal champions and subject matter experts
Formal designation of ai Coe team members with defined responsibilities
Training for Coe team in advanced platform capabilities and strategic planning

Establishment of internal governance procedures for ai adoption

Quarterly strategy sessions

Comprehensive roadmap reviews and strategic planning
Identification of emerging use cases and expansion opportunities
Performance optimization based on operational experience

Best practices development and knowledge sharing across meridian

Strategic partnership benefits

Access to nexus product roadmap and development priorities
Early preview of new features and capabilities
Input on feature prioritization based on meridian's specific needs

Beta testing opportunities for new functionality

Network access and community

Participation in nexus customer advisory board
Connection with other enterprise customers for knowledge sharing
Access to industry best practices and innovative use cases

Collaborative influence on product development direction
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Escalation & troubleshooting framework

Tier 1: meridian operations team

Utilization of self-service tools and documentation
Resolution of routine operational issues using established procedures
User support for common questions and training needs

Basic system monitoring and maintenance tasks

Tier 2: nexus support team

Email and phone support for complex technical issues
Advanced troubleshooting guidance and problem resolution
Configuration assistance for new requirements

Performance optimization recommendations

Tier 3: nexus engineering team

Complex technical issues requiring engineering expertise
Custom integration development and advanced configuration
Architecture modifications and performance optimization

Critical system issues requiring immediate engineering response

Service level agreements:

Plan 3: critical issue response within 4 hours, resolution within 24 hours
Plan 2: critical issue response within 24 hours, resolution within 72 hours

Plan 1: best-effort response within 48-72 hours via email support
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Support channels & availability

Communication channels

Email support (available for all plans)

Comprehensive technical support with detailed response documentation
Issue tracking and resolution history maintenance
Attachment support for logs, screenshots, and configuration files

Guaranteed response times based on support plan level

Phone support (plan 2+, business hours 8:00-17:00 CET)

Direct access to technical support team during business hours
Immediate assistance for critical issues affecting business operations
Screen sharing capabilities for complex troubleshooting scenarios

Conference call support for team collaboration on issues

Self-service portal: integrated ticketing system (all plans)

24/7 access to submit and track support requests
Knowledge base with searchable articles and documentation
Status updates and resolution tracking for all submitted issues

Integration with meridian's existing it service management processes

Video support: screen sharing troubleshooting (plan 2+)

Real-time screen sharing for complex configuration scenarios

Visual guidance for system setup and optimization

Training support through live demonstration sessions

Collaborative problem-solving with visual context
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Multi-language support

Language availability: English, French, dutch, german (plan 2+)

Native language support for all communication channels
Culturally appropriate communication styles and business practices
Documentation and training materials available in preferred languages

Technical terminology consistency across all languages

Belgium-specific considerations:

7-4-3

Support team familiar with Belgian business practices and regulations
Understanding of multilingual organizational requirements
Compliance knowledge for Belgian and European regulatory environment

Cultural awareness for effective communication and relationship building

On-site support

Planned visits: quarterly on-site visits (plan 3)

Strategic planning sessions with meridian leadership
Advanced training and skill development workshops
System optimization and performance review sessions

Relationship building and partnership development

Critical issue response: available for all plans with severity-based scheduling

Emergency on-site response for critical system issues
Collaborative problem resolution with meridian technical team
Knowledge transfer during issue resolution processes

Post-incident review and prevention strategy development

W Nexus
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Performance reviews & optimization

Monthly performance reports

System performance metrics:

System uptime and availability statistics with trend analysis
Response time performance across different query types
Resource utilization patterns and capacity planning recommendations

Error rates and resolution statistics with improvement tracking

Quality and usage analytics:

Query accuracy trends based on user feedback and validation
User adoption rates across departments and user groups
Content utilization patterns identifying popular and underused resources

User satisfaction scores and feedback trend analysis

Cost optimization analysis:

Usage pattern analysis for cost optimization opportunities
Recommendations for credit allocation and resource management
Comparison of actual vs. Projected usage patterns

Identification of potential cost savings through optimization
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Quarterly business reviews (plan 2+)

Executive summary presentations:

High-level performance overview for executive leadership
Business impact assessment with quantifiable metrics
Return on investment analysis and value demonstration

Strategic recommendations for enhanced utilization

Roadmap discussion and optimization:

Review of meridian's evolving requirements and priorities
Alignment of platform capabilities with business objectives
Identification of new use cases and expansion opportunities

Technology roadmap planning and integration strategies

Best practices and competitive intelligence:

Industry best practices and innovative use case sharing
Competitive landscape analysis and positioning recommendations
Emerging technology trends and potential impact assessment

Knowledge sharing from other similar enterprises in the insurance sector

Next quarter planning:

Objective setting and success criteria definition
Resource planning and capacity requirements assessment
Training needs analysis and skill development planning

Risk assessment and mitigation strategy development
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Annual strategic review (plan 3)

Comprehensive retrospective analysis:

Full-year performance evaluation across all metrics
Achievement assessment against initial objectives and expectations
Lessons learned documentation and knowledge capture

Success factors identification and replication strategies

Return on investment analysis:

Quantitative analysis of business impact and cost savings
Productivity improvement measurement and validation
User satisfaction and adoption success factors

Financial impact assessment including direct and indirect benefits

Multi-year roadmap alignment:

Strategic planning for continued platform evolution
Integration with meridian's long-term digital transformation initiatives
Technology roadmap alighment with business strategy

Investment planning for enhanced capabilities and expansion

Expansion opportunities assessment:

Identification of new use cases and department adoption possibilities
Geographic expansion considerations for international meridian operations
Additional agent development opportunities across business functions

Partnership opportunities for enhanced service delivery

W Nexus

This comprehensive support, training, and knowledge transfer framework ensures meridian's success
with the nexus platform while maintaining flexibility to adapt to evolving requirements. The tiered
approach provides clear value progression, enabling meridian to select the optimal level of support for
their current needs while maintaining the ability to scale as requirements grow.

Our recommended plan 2 provides the ideal balance of comprehensive support, professional training,
and strategic partnership while maintaining cost effectiveness. This approach ensures rapid adoption,
user success, and long-term platform optimization aligned with meridian's operational excellence

standards.
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Section 8: Governance & project management

8.1 Project structure & roles

The nexus MAIKB implementation leverages a proven governance framework designed for enterprise
deployments, integrating seamlessly with meridian's existing organizational structure while maintaining
clear accountability throughout the project lifecycle.

8.1.1 Core project team structure

Nexus project manager (overall delivery accountability)
= End-to-end delivery responsibility and coordination

*  Primary point of contact for project communications

» Risk management and issue escalation

» Timeline and milestone management

= Quality assurance oversight and deliverable sign-off

Nexus technical lead (Genesys integration, configuration)
= Knowledge base synchronization with SharePoint environments

* LLM provider configuration and optimization

Meridian project sponsor: (strategic oversight and business alignment)
= Strategic direction and business case validation

» Resource allocation and budget approval

= Executive stakeholder communication

» Cross-departmental coordination for change management

»  Final production go-live authorization

Meridian steering committee (recommended composition)

»  Pascal Kieboom (CTO) - chair

» Jean-Francois Houzeaux (Enterprise Architect) - Technical Authority
= Joost Kaesemans (director public affairs) - business representative
» Legal department representative - compliance oversight

= Operations manager - end-user requirements

= |tinfrastructure lead - technical infrastructure

8.1.2 Integration with meridian's governance framework
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The project governance integrates with meridian's established processes through:

Weekly status reporting(30 minutes)

=  Progress against milestones and deliverables
= Risk and issue status updates

» Resource utilization and budget tracking

= Next week priorities and dependencies

Steering committee reviews: monthly (bi-weekly during weeks 1-8)
= Strategic alighment verification

* Budget and resource approval for upcoming phase

» Risk assessment and mitigation strategy review

* Change request evaluation and approval

»  Quality metrics and KPI assessment

Executive briefings: quarterly or as needed for critical decisions
= High-level progress summary for ag insurance leadership

» Roi and business value demonstration

= Strategic recommendations and future roadmap

» Escalation of critical issues requiring executive intervention
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8.2 Communication plan

8.2.1 Structured communication framework

Daily operations communication

= Nexus team internal standups via slack/teams
= Meridian team access to project status dashboard
= Real-time issue tracking through integrated ticketing system

» Automated alerts for critical system events or deployment issues

Status calls: weekly (30 minutes)

» Attendance: nexus pm, nexus technical lead, meridian project sponsor, meridian technical lead

» Standardized agenda: progress review, milestone tracking, risk/issue discussion, upcoming week
planning

=  Minutes distributed within 24 hours to all stakeholders

= Action items tracked with ownership and deadlines

Steering committee meetings: monthly (60 minutes)

* Comprehensive project health assessment

*=  Financial performance against budget

» Quality metrics and user satisfaction trending
= Strategic decision-making for project evolution

* Change request evaluation and prioritization

Documentation strategy

=  Weekly status reports distributed via email to extended stakeholder group

*  Project portal maintained with real-time metrics, documentation, and deliverables
= Change log maintained for all configuration modifications

* Knowledge transfer documentation continuously updated

Escalation protocol

= Level 1: project manager resolution (standard issues, <48 hours)
= Level 2: technical lead involvement (technical issues, <24 hours)
= Level 3: project sponsor engagement (business issues, <12 hours)

= Level 4: direct to nexus CEO if needed (critical issues, <4 hours response commitment)

99| Page



W Nexus

100 |Page



8.2.2

W Nexus

Communication channels and tools

All communication leverages meridian's existing Microsoft ecosystem:

8.3

8.3.1

Microsoft teams: primary collaboration platform for daily interactions
SharePoint: document repository and project portal hosting
Outlook: formal communications and meeting scheduling

Power bi: real-time dashboard sharing for executive reporting

Change management process

Structured change request framework

Change request initiation

Standardized change request template capturing business justification, technical impact, cost
implications, and timeline effects

Change requests submitted through SharePoint workflow ensuring proper documentation and
routing

Initial impact assessment completed within 48 hours of submission

Impact assessment methodology

Technical impact: system architecture changes, integration modifications, performance
implications

Resource impact: additional development effort, extended timeline, skills requirements
Cost impact: direct costs, opportunity costs, ongoing operational impact

Risk impact: security implications, compliance requirements, business continuity effects

Approval gate structure

Minor changes (<€1,000 impact): project manager approval with technical lead consultation
Moderate changes (€1,000-€5,000 impact): steering committee written approval required
Major changes (>€5,000 impact): executive sponsor approval with formal change order

Critical changes: any scope changes affecting core requirements or timeline milestones

Scope creep prevention mechanisms weekly scope reviews during status calls

Change impact trending analysis
Regular stakeholder expectation alignment
Clear definition of "out-of-scope" items with separate evaluation process

Documentation of all informal requests with formal change process guidance
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Budget management controls

= 15% contingency budget reserved for approved changes
» Change orders required for any budget impact exceeding €5,000
= Monthly budget reconciliation with forecast updates

» Transparent cost tracking shared with steering committee

8.3.2 Change implementation process

All approved changes follow structured implementation:
1. Detailed design: technical specifications and implementation approach
2. Testing strategy: quality assurance approach and acceptance criteria
3. Deployment plan: phased rollout with rollback procedures
4. Training update: user communication and training material updates

5. Success metrics: measurable outcomes for change validation
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Risk management & issue escalation

Comprehensive risk management framework

Risk register maintenance

Living document updated weekly during status calls

Risk probability and impact scoring (1-5 scale)

Mitigation strategies with assigned ownership and target dates
Trend analysis identifying emerging risk patterns

Monthly risk assessment review with steering committee

Risk categories and mitigation strategies

Technical integration risks

Azure tenant connectivity issues = pre-deployment connectivity testing and backup
authentication methods

SharePoint synchronization challenges = gradual integration approach with manual fallback
procedures

LLM provider service disruptions = multi-provider configuration with automatic failover
capabilities

Knowledge base corruption = daily automated backups with tested restoration procedures

Business process risks

User adoption resistance = comprehensive change management program with champion
network

Regulatory compliance gaps = regular compliance audits with legal team oversight
Data privacy breaches = multi-layered security architecture with continuous monitoring

Performance degradation — proactive monitoring with automated scaling mechanisms

Project delivery risks

Resource unavailability = cross-training and backup resource identification
Timeline compression = phased delivery approach with early value realization
Budget overruns = monthly financial tracking with early warning indicators

Quality compromises = comprehensive testing strategy with clear acceptance criteria
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Green issues: project manager resolution (<2 weeks)

*  Minor configuration adjustments
= Routine user training questions
» Standard maintenance activities

* Documentation updates

Yellow issues: sponsor level intervention (<1 week)

= Cross-departmental coordination requirements
» Resource allocation conflicts
*  Medium-impact technical problems

» Change request evaluation

Red issues: executive level attention (immediate, <24 hours)

= Security incidents or compliance violations
= Critical system failures affecting operations
=  Major scope changes requiring board approval

» Vendor relationship issues requiring c-level intervention

8.4.3 Contingency planning

Financial contingencies
= 15% of implementation fee reserved for unforeseen technical requirements
= Separate budget allocation for potential scope expansions

= Clear procedures for additional funding requests with business case requirements

Technical contingencies

» Alternative deployment architectures for infrastructure challenges
= Backup LLM providers for service continuity
= Manual processes documented for critical system failures

» Data migration procedures for disaster recovery scenarios

W Nexus
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8.5 Quality assurance

8.5.1 Comprehensive testing strategy
Multi-phase testing approach

Phase 1: development testing (weeks 3-6)

= Unit testing of individual agent skills and workflows

» Integration testing with SharePoint and azure services
= Security testing for authentication and authorization

» Performance testing under simulated load conditions

Phase 2: user acceptance testing (weeks 7-9)

= Business user validation with real-world scenarios
» Legal and compliance department testing with actual documents
= Performance validation with production-like data volumes

»  Multi-language testing for French, dutch, and english requirements

Phase 3: production readiness (weeks 10-11)

* End-to-end workflow validation
= Disaster recovery testing
= Security penetration testing by meridian it team

*  Final performance optimization and tuning
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8.5.2 Defect management process

Priority classification

= Critical (p1): security vulnerabilities, data corruption, system unavailability = 4-hour response,
24-hour resolution target

= High (p2): functional failures affecting core business processes = 12-hour response, 72-hour
resolution target

=  Medium (p3): performance degradation, minor functional issues = 24-hour response, 1-week
resolution target

= Low (p4): cosmetic issues, enhancement requests = 48-hour response, next release inclusion

Quality gates and checkpoints

= Weekly quality metrics review during status calls
= Automated testing execution for regression prevention
= Code review requirements for all configuration changes

= Documentation review for accuracy and completeness

8.5.3 Performance baseline establishment

Week 8 performance capture (pre-production baseline)

» Response time measurements for 90% of queries <2 seconds target
= System availability baseline with 99.9% target
» User satisfaction scoring through beta user feedback

= Knowledge base accuracy validation with business experts

Production performance monitoring

» Real-time dashboard showing key performance indicators
= Automated alerting for performance threshold breaches
=  Weekly performance trending analysis

=  Monthly performance optimization reviews
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8.5.4 Sign-off process and production go-live

Formal approval gates

1. Technical sign-off: nexus technical lead validation of all technical requirements

2. Business sign-off: meridian business users confirmation of functional requirements

3. Security sign-off: meridian it security team approval of compliance and protection measures

4. Executive sign-off: project sponsor authorization for production deployment

Go-live authorization criteria

»  All critical and high-priority defects resolved

» Performance baselines meeting or exceeding targets
= Security and compliance validation completed

= User training completion verified

= Support procedures documented and tested

= Rollback procedures validated and ready

Production deployment process

=  Staged rollout beginning with limited user group (week 12)
=  Gradual expansion based on performance metrics and user feedback
=  Full production deployment following successful pilot validation (week 16)

= 24/7 monitoring during initial production weeks with rapid response capability

8.5.5 Post-implementation quality management

Quality metrics review (weeks 12-16)

= Weekly assessment of system performance against established baselines
= User satisfaction trending through integrated feedback mechanisms
» Knowledge base accuracy validation through business expert review

= System utilization analysis for optimization opportunities
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Continuous improvement framework

= Monthly quality review meetings with lessons learned capture

= Quarterly business value assessment against original success criteria

= Semi-annual technical optimization review for performance enhancement
*  Annual strategic review for roadmap evolution and platform expansion

The comprehensive governance framework ensures MAIKB implementation success through structured
accountability, proactive risk management, and continuous quality improvement, delivering measurable
business value while maintaining operational excellence throughout the project lifecycle.
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Section 9: Financial proposal

9.1 Pricing model overview

Nexus offers a transparent, value-based pricing structure specifically designed for European insurance
enterprises like meridian. Our pricing model combines platform licensing, agent-based scaling, and
usage-based billing to ensure predictable costs while maximizing business value. The three-tier approach
addresses varying levels of organizational sophistication and support requirements, enabling meridian to
select the optimal balance of functionality, support, and cost.

Unlike traditional per-seat SaaS models, nexus pricing is structured around agents and actual usage
rather than user count. This approach aligns costs directly with business value generation, ensuring that
meridian pays for capability delivered rather than licenses consumed. All pricing is designed to minimize
total cost of ownership over the five-year solution lifecycle while providing transparent, predictable costs
for budgeting and financial planning.

9.1.1 Three-tier structure: licensing + support model + one-time
implementation

Our pricing architecture consists of three tiers: standard (plan 1), professional (plan 2 - recommended),
and enterprise (plan 3). Each tier builds upon the previous level, adding enhanced support, training, and
dedicated resources. The structure includes monthly recurring fees covering platform licensing, agent
capacity, credit usage, and support services, plus a one-time implementation fee consistent across all
tiers.

9.2 Plan 1: standard (light training, no support)

9.2.1 Monthly recurring: €50,000/month

Platform license: €20,000 covers core nexus platform access, API infrastructure, monitoring capabilities,
and compliance features including soc 2, is027001, iso42001, and GDPR compliance. Includes unlimited
user access, multi-environment support (development, QA, production), and standard security features.

Agent licensing (10 agents @ €2k each): €20,000 provides capacity for 10 autonomous ai agents with
full workflow capabilities, knowledge base access, and integration features. Agents support multi-
language operation (English, French, Dutch, German, Spanish, Italian) essential for meridian's European
operations.
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Credit usage (minimum): €10,000 covers LLM inference costs (approximately 1,000 typical gpt-4.1
messages), document processing (1,000 pages OCR and embedding), and vector database operations.
Credit consumption scales with actual usage, providing cost predictability.

Support: email only, best-effort SLA basic email support with best-effort response times. Suitable for
organizations with strong internal it capabilities and self-sufficient operational teams.

9.2.2 One-time implementation fee: €20,000

Project management & coordination dedicated project manager coordinating implementation across
meridian teams and ensuring milestone delivery within agreed timelines.

Genesys Purecloud integration technical integration with meridian's existing Genesys Purecloud
platform, enabling seamless agent deployment within current call center infrastructure.

Azure/sap/salesforce APl connections configuration of API connections to meridian's existing enterprise
systems, ensuring data flow and operational continuity.

Initial knowledge base setup upload and processing of meridian's initial document corpus including
European traffic regulations, b2c contracts (30 documents), and b2b contracts (30-50 documents).

2-day admin/power-user training intensive training for meridian administrators and power users
covering platform operation, agent management, and basic troubleshooting.

Deployment & go-live support technical support during initial deployment, user acceptance testing, and
production go-live to ensure smooth transition.

9.2.3 Cost summary

Year 1 total cost: €620,000 (€20k setup + €50k x 12 months)

Year 2 total cost: €600,000 (€50k x 12 months, with 0% increase if annual prepayment)

0.2.4 Use case

Organizations with in-house it/operations capabilities and self-sufficient teams comfortable with minimal
vendor support.
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9.2.5 Pricing structure

Agent scaling: additional agents €2k/month each (scale down available for 20+ agents)
Credit overage: €0.50 per credit beyond €10k minimum

Support upgrades: can upgrade to plan 2 at any time (prorate cost)

9.3 Plan 2: professional (training + continuous support)

9.3.1 Monthly recurring: €85,000/month

Platform license: €20,000 identical to plan 1 with enhanced enterprise features.

Agent licensing (15 agents @ €2k each): €30,000 expanded capacity for 15 agents, supporting broader
deployment across meridian's assistance operations and customer service channels.

Credit usage (minimum): €25,000 higher credit allocation (approximately 2,500 typical messages, 2,500
pages processing) reflecting increased operational scale.

Support team (dedicated support, no FTE): €10,000 dedicated support team providing 8-5 CET coverage
with phone and email access, 24-hour response SLA for critical issues.

Professional services (optimization, CoE): €0 (included) ongoing optimization services, quarterly
business reviews, monthly optimization calls, and Centre of Excellence guidance included without
additional cost.

9.3.2 One-time implementation fee: €20,000

(same as plan 1)

9.3.3 Cost summary

Year 1 total cost: €1,040,000 (€20k setup + €85k x 12 months)

Year 2 total cost: €1,020,000 (€85k x 12 months + 2% annual increase for inflation)

9.3.4 Use case

Enterprise organizations seeking partnership approach with continuous improvement and optimization
support. Ideal for meridian's scale and operational requirements.
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9.3.5 Included services

5 days on-site training (admins, power-users, end-users) comprehensive training program covering all
user levels, delivered at meridian facilities.

Dedicated support team (8-5 CET coverage) European time zone support ensuring availability during
meridian business hours.

Quarterly business reviews + monthly optimization calls regular strategic sessions to optimize
performance, identify improvements, and ensure value realization.

Coe guidance & best practices Centre of Excellence support providing industry best practices and
optimization recommendations.

Phone + email support with 24-hour SLA multi-channel support with guaranteed response times for
operational continuity.

Unlimited email support, priority ticketing comprehensive support access ensuring rapid issue
resolution.

9.3.6 Pricing structure

Agent scaling: €2k/month per additional agent (discount 15+ agents) credit overage: €0.40 per credit
beyond €25k minimum (volume discount) can upgrade to plan 3 anytime (prorate cost)

9.4 Plan 3: enterprise (training + dedicated 1 FTE support)

9.4.1 Monthly recurring: €120,000/month

Platform license: €20,000 full enterprise platform with all features and capabilities.

Agent licensing (20 agents @ €2k each): €40,000 maximum agent capacity for comprehensive
deployment across all meridian operations.

Credit usage (minimum): €25,000 same credit allocation as plan 2, sufficient for enterprise-scale
operations.

Dedicated 1 FTE support (senior engineer): €35,000 full-time dedicated senior engineer providing
personalized support, optimization, and strategic guidance.

Professional services (continuous): €0 (included) all professional services included without additional
cost.
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9.4.2 One-time implementation fee: €20,000

(same as plans 1 & 2)

9.4.3 Cost summary

Year 1 total cost: €1,460,000 (€20k setup + €120k x 12 months)

Year 2 total cost: €1,440,000 (€120k x 12 months + 2% annual increase)

9.4.4 Use case

Mission-critical deployments requiring maximum support, complex integrations, and strategic
partnership approach.

9.4.5 Includes everything in plan 2 plus

Dedicated nexus engineer (senior level, named resource) full-time dedicated engineer assigned
specifically to meridian's implementation and optimization.

24/5 phone support + unlimited email extended support hours ensuring coverage during critical
operations.

Weekly sync calls + quarterly strategic reviews regular strategic engagement ensuring continuous
optimization and value delivery.

Unlimited on-site visits (as needed) physical presence for complex implementations, training, or
optimization activities.

Priority feature development & custom integrations priority access to custom development and feature
requests.

Influence on nexus product roadmap strategic input into platform development priorities.

Seats on nexus customer advisory board direct influence on product strategy and development
direction.

10 days initial on-site training + ongoing workshops comprehensive initial training plus ongoing skills
development.
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9.4.6 Pricing structure

Agent scaling: €2k/month per agent (volume discount applies 20+ agents)
Credit overage: €0.35 per credit beyond €25k minimum (enterprise discount)

FTE support: can be adjusted based on needs (part-time option available)

9.5 Multi-year pricing & volume discounts

Discount program Commitment/trigger Benefit

1-year commitment Annual contract Base pricing (no discount)

2-year commitment 2-year contract No implementation fee

3-year commitment 3-year contract 5% discount on monthly recurring fees
Volume discount 20+ agents deployed Additional 5% off agent licensing

Early renewal discount Renew 90+ days before expiration 3% discount on renewal pricing

Example discount scenarios:

Scenario a: 3-year commitment + 20+ agents = 5% (commitment) + 5% (volume) = up to 10% total savings
Scenario b: 3-year commitment (no volume discount) = 5% on monthly recurring fees

Scenario c: 1-year commitment + early renewal = base pricing + 3% renewal discount

9.6 Pricing rationale & transparency

9.6.1 Platform license (€20k/month)

Covers core platform infrastructure, API services, monitoring systems, compliance certifications, and
security features essential for European insurance operations.

9.6.2 Per-agent (€2k/month)

Reflects LLM computational costs per agent, concurrent processing capabilities, knowledge access rights,
and maintenance overhead for autonomous operations.
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9.6.3 Credits (€10-25k minimum/month)

Covers actual consumption: LLM token usage for inference, vector database storage and operations,
model processing costs. Overage billed at cost-plus margin with transparent tracking.

9.6.4 Support tiers

Pricing reflects dedicated support team salaries, on-site travel costs, continuous engagement
requirements, and expertise level provided.

9.6.5 Implementation fee (€20k one-time)

Covers project management, integration development, testing coordination, and training preparation -
consistent across all tiers for predictability.

9.7 Cost breakdown scenarios (annual investment)

Scenario Plan type Year 1 cost Year 3 annual cost Support level
A Plan 1 (minimal) €620,000 €600,000/year Standard support
B Plan 2 (recommended) €1,040,000 €1,020,000/year* Premium support
C Plan 3 (enterprise) €1,460,000 €1,440,000/year* Enterprise support

*includes 2% annual inflation adjustment

9.7.1 Comparative ROI (vs. Orange's €4m annual impact):

= Based on orange Belgium’s documented results implementing nexus, the platform generated €4m in
annual value through improved customer onboarding and operational efficiency. Orange Belgium’s
implementation improved customer satisfaction 10% above human operator levels while achieving
90% autonomous handling of customer interactions.

For meridian's operational scale (642,000 annual assistance calls, 2.8m individuals covered),
proportional value generation significantly exceeds investment costs across all pricing tiers.
Conservative projections estimate €1.5m-€2m in value generation during year 1 through:

reduced operational complexity across 70+ regulatory domains (knowledge consolidation)
improved first-contact resolution rates (fewer escalations, faster resolution)

operational team efficiency gains (time previously spent navigating regulatory complexity now
allocated to customer assistance)

compliance documentation automation (reduced manual documentation overhead)

multi-channel deployment reducing tool fragmentation (team productivity gains from omnichannel
availability)
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plan 2 (recommended) investment of €1.04m generates break-even at €1.04m+ value year 1.
Conservative estimates expect €1.5-2m value realization year 1, resulting in 44-92% roi in year 1
alone. By year 3, cumulative value generation substantially exceeds total investment costs across all
scenarios, positioning meridian's assistance operations as a competitive advantage rather than cost
center.

9.8

Payment terms

Nexus provides flexible payment structures designed for enterprise deployment. Implementation fees
are split across contract signing and go-live, while monthly fees follow net 30 terms. Annual prepayment
options provide additional cost savings, and pricing adjustments are transparent and predictable.

9.9

Implementation fee: upon contract signing
Monthly recurring fees: net 30 terms from invoice date (due by month-end + 30 days)
Currency: EUR (euros); all prices exclude vat

Price adjustments: annual cpi + 2% increase (or Agoria index if higher) after first 12 months,
with 90-day renewal notification. Prices fixed for calendar year; no mid-year increases

Optional add-ons (a la carte)

Beyond core platform capabilities, nexus offers optional services to accelerate deployment, enhance
technical integration, and optimize infrastructure. Pricing is transparent and project-based, enabling
organizations to scale services according to specific needs.

9.10

9.10.1

Additional training: €5,000/day on-site or €2,000/half-day virtual (supplementary training
beyond standard onboarding)

Custom integration services: project-based pricing (connecting specialized enterprise systems
beyond pre-built plugins)

Private cloud deployment: +€30,000/month vs. Standard cloud (dedicated infrastructure for
enhanced security or compliance requirements)

Roi calculator for meridian

Value drivers:

Reduced call handling time based on meridian's 642,000 annual calls, reducing average
handling time by 2 minutes saves 21,400 hours annually. At blended agent cost of €35/hour, this
generates €749,000 annual savings.
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Reduced training time for new employee’s new agent training typically requires 40 hours. Ai-
assisted training reduces this by 60% (16 hours saved). With 50 new agents annually, this saves
800 hours or €28,000/year.

Reduced errors/liability incorrect information costs average €150 per incident in rework,
customer compensation, and regulatory risk. Reducing errors by 500 incidents annually saves
€75,000.

Improved customer satisfaction retention improvement of 1% across 2.8m covered individuals
generates significant LTV increase based on average customer value.

Scalability without proportional cost increase handle 45% growth in call volume without
proportional agent hiring, saving €200,000+ annually in avoided recruitment and training costs

Price validity & contract terms

Nexus provides transparent, predictable pricing with advance notice periods and flexible termination
options. Proposals remain valid for 90 days, enabling informed decision-making. Minimum contract terms
are 12 months with automatic renewal, ensuring service continuity while allowing organizations to exit
with 30-day notice. Pricing adjustments are capped and provided in advance, preventing unexpected cost
escalation.

Price validity: 90 days from proposal date (sufficient time for internal approval and decision-
making)

Contract term: minimum 12 months with automatic renewal at expiration unless cancelled with
30-day notice

Renewal notification: updated pricing provided 90 days before contract expiration (advance
notice for budget planning)

Price adjustments: 2% annual increase + cpi (whichever is higher), applied at renewal only; no
mid-year increases

Early termination: available with 60-day notice for service convenience. Early termination fee:
50% of remaining monthly fees if termination occurs more than 6 months before contract
expiration

Payment terms penalty: net 30 days; penalties for late payment (1.5% per month)
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Section 10: References & case studies
10.1  Orange Belgium: €4m annual revenue impact

10.1.1  Challenge

Orange Belgium, a leading telecommunications provider, needed a chatbot solution for customer
onboarding across WhatsApp and web channels. Their previous solution, Sprinkir (a $1.8b public
company), was fundamentally brittle and inflexible.

The critical issues with their existing approach included:

» Rigid script dependencies: the system broke whenever customers deviated from predefined
script paths

» High abandonment rate: 27% drop-out rate as customers became frustrated with the inflexible
interaction flow

» Limited conversational ability: the chatbot couldn't handle real customer questions about
territory-specific policies, plan variations, or complex scenarios

= Customer frustration: the most common feedback was "why can't this chatbot understand what
I’'m asking?"
Any unexpected customer response—whether a language variation, territory-specific question, or simple
clarification request—would break the entire onboarding flow, forcing customers to start over or
abandon the process entirely.

10.1.2  Nexus solution implementation

Orange Belgium deployed nexus agents with a three-layer architectural approach that solved their
fundamental challenge: achieving the reliability of workflows while maintaining the flexibility of real
conversation.

Guardrail scripts for brand compliance: the agent followed precise guardrail scripts ensuring brand voice
consistency and regulatory compliance throughout all interactions.

Intelligent conversation capability: unlike the rigid previous system, the agent could engage in actual
conversations around customer questions, explaining territory policies in detail, clarifying plan features,
and adapting to individual customer needs.

Seamless human escalation: the agent understood its limitations and automatically escalated to human
operators when appropriate, particularly for tasks like scheduling installation appointments that required
human coordination.
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Three-layer architecture: the solution combined compliance guardrails, intelligent flexibility, and human
backup, ensuring both reliability and adaptability.

The critical difference was that nexus provided the reliability of a rigid workflow system plus the
flexibility to handle real human conversation. Unlike Sprinklr's automation-based infrastructure, which
couldn't replicate this quality without fundamental architectural changes, nexus was built specifically for
this hybrid approach.

10.1.3  Quantified results

The implementation delivered measurable business impact across all key performance indicators:

Completion rate: higher rate of conversations completed successfully. The agent never got stuck and
always found a path forward—either through conversation or human escalation.

Customer satisfaction: +10% higher satisfaction than human operators, with customers preferring the
agent's speed and consistency.

Conversion rate: +50% uplift in onboarding conversions from the improved completion rate and
customer experience.

Operational efficiency: +90% of onboarding handled autonomously by the agent, with human escalation
only required for installation scheduling.

Financial impact: $4m additional annual lifetime value (LTV) generated from improved onboarding
within orange Belgium’s current scope.

Scaling potential: the foundation supports 10x potential scaling across western Europe and 100x
potential with full European Africa expansion.

10.1.4  Relevance to meridian

The orange Belgium case study demonstrates direct applicability to meridian's challenges:

Multi-step customer interactions: both organizations handle complex, multi-step interactions requiring
information gathering and routing decisions.

Compliance and brand requirements: meridian's legal requirements parallel orange's need for brand
compliance and regulatory adherence in communications.

Structured and conversational data mix: both handle structured data (customer ids, addresses, contract
numbers) combined with open-ended conversational needs.
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Critical escalation capabilities: the ability to escalate to humans when agents cannot handle situations is
essential for both customer service quality and compliance.

Volume and reliability requirements: with meridian handling 642,000 calls annually and 35,000
interventions, the proven reliability and scale of the orange solution provides confidence in handling
similar enterprise volumes.

10.1.5 Reference contact

Contact: available upon request through nexus enterprise
Verification: direct reference conversations can be arranged within 24 hours

Demo availability: live demonstration sessions with orange Belgium stakeholders can be scheduled

10.2 Lambda.ai: $4b pipeline opportunity discovery

10.2.1  Challenge

Lambda.ai faced a fundamental scalability challenge in monitoring enterprise accounts for buying signals
and competitive intelligence. Their business required analyzing 12,000+ enterprise accounts annually to
identify opportunities, but manual analysis was unsustainable.

Manual analysis requirements: each account required approximately 2 hours of analysis, totaling
24,000+ hours annually—equivalent to 12 full-time analysts.

Previous solution attempts:

*= Open-ended ai (ChatGPT deep research): provided intelligent analysis but was inconsistent—the
same question about the same account would yield different results on different days, making it
unreliable for enterprise sales intelligence.

» Rigid automation (Workato): offered consistency but required heavy upfront configuration,
extensive hard coding, and broke whenever priorities or data sources changed.

Business impact of status quo: lambda was forced into an untenable choice: "we could either focus on
top 50 accounts and ignore the rest, or spread thin and miss critical opportunities," according to Joaquin
Paz, head of sales intelligence.

Inconsistency problem: open-ended ai tools provided different insights for identical queries, making it
impossible to build reliable sales processes on constantly changing intelligence.

Rigidity problem: traditional automation platforms were consistent but unintelligent, requiring complete
rebuilds when business priorities shifted or data sources changed.
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10.2.2  Nexus solution implementation

Lambda.ai deployed nexus agents with consistent research methodology that combined the intelligence
of open-ended agents with the reliability of workflow automation.

Consistent deep research: agents performed comprehensive analysis across 12,000+ enterprise accounts
annually, synthesizing data from dozens of sources while maintaining consistent output quality.

Reliable repeatability: unlike open-ended ai tools, the same question about the same account
consistently produced the same insights, enabling reliable sales process development.

Adaptive intelligence: unlike rigid automation, agents could adapt to new data sources and changing
priorities without requiring complete system rebuilds.

Rapid deployment: the solution was deployed in days rather than months, providing immediate value
while maintaining long-term flexibility.

The three-layer model provided:

» Consistency of workflow: ensuring reliable, repeatable research methodology

» Intelligence of agents: enabling reasoning about complex market signals and competitive
intelligence

» Human judgment: supporting strategic decision-making with actionable insights

10.2.3  Quantified business results
The implementation delivered unprecedented market intelligence capabilities:

Market opportunity discovery: $4b+ in cumulative pipeline identified across previously neglected
accounts, surfacing buying signals that manual or inconsistent analysis would have missed entirely.

Research capacity: 24,000+ research hours added annually, equivalent to 12 full-time analysts working
continuously.

Competitive advantage: lambda's sales team gained insights competitors don't have, enabling account
executives to approach prospects with deep context on customer challenges and buying signals.

Deployment speed: implementation completed in days versus months required for competing solutions,
providing immediate competitive advantage.

Operational flexibility: when lambda changes data sources or adjusts priorities, agents adapt without
requiring system rebuilds or lengthy reconfiguration.

Projected impact: >$7m value by 2026 as the agent fleet scales and compounds value across multiple
business functions.
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10.2.4  Strategic expansion and future value

From single agent to agent fleet: lambda is expanding beyond market intelligence to build agents across
sales operations, account health monitoring, and marketing workflows, with each new agent deploying
in days and building on the same foundation.

Non-linear value creation: multiple agents coordinating together unlock tens of thousands of additional
hours annually and capabilities that scale beyond individual agent contributions.

10.2.5 Customer validation

"We looked at open-ended ai—it was smart but inconsistent. Same question, different answer every
time. We looked at workflow automation—reliable but heavy, lots of hard coding. With nexus, we got
both: intelligent and consistent. | built this without being an engineer. That deployment speed,
combined with the quality of insights—that's what made the difference.” — lambda.ai stakeholder

10.2.6  Relevance to meridian
The lambda.ai case study demonstrates critical applicability to meridian's knowledge base requirements:

Consistent analysis at scale: similar to lambda's need for consistent research across 12,000 accounts,
meridian requires consistent analysis of traffic laws and contracts across territories, handling 642,000
calls annually.

High-volume entity processing: both organizations process large volumes of complex entities requiring
systematic, reliable analysis without degradation of quality or consistency.

Structured and unstructured data integration: both handle mixtures of structured data (contract terms,
regulatory references) and unstructured analysis (policy interpretation, situational guidance).

Adaptability requirements: when regulations change or procedures update, meridian needs systems
that adapt quickly without requiring complete rebuilds, parallel to lambda's experience with changing
data sources and priorities.

Proven deployment speed: the demonstration of weeks-not-months deployment directly addresses
meridian's timeline requirements for rapid implementation.

Volume and reliability validation: handling 12,000+ entities with consistent quality provides confidence
in managing meridian's document corpus and query volume reliably.
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10.2.7  Reference contact

Contact: available upon request through nexus enterprise
Verification: direct reference conversations can be arranged within 24 hours

Demo availability: extended demonstrations of the live lambda.ai implementation can be scheduled
with appropriate confidentiality protections

10.3 The fintech: intelligent HR benefits support

10.3.1  Challenge

The fintech, a leading Belgian fintech providing digital employee benefits solutions to over 70,000
companies and 700,000 users, faced critical operational constraints that limited growth and customer
satisfaction. The company manages complex legislative requirements, flexible benefit configurations, and
extensive documentation across multiple European jurisdictions—creating an exceptionally demanding
operational environment.

The fundamental issues with their existing approach included:

= Hallucination-driven solution failure: The fintech initially deployed its previous Al system, an
ai-powered solution designed for legal document analysis. However, its previous Al system
frequently hallucinated, providing inaccurate or fabricated information about benefit
eligibility and legislative requirements. The system proved impossible to confidently expose to
end users due to response quality concerns, effectively rendering the investment unusable.

= [nflexible system architecture: modifying its previous Al system to reflect new legislation,
updated benefit terms, or refined eligibility rules proved extraordinarily difficult. The system
lacked the flexibility required for continuous compliance updates, making it impractical for the
fintech’s evolving regulatory environment.

» High-volume manual processing: all customer inquiries about benefit eligibility, legislative
compliance, tax implications, and configuration options funneled through manual support
channels. This created severe scaling constraints as the company grew and customer inquiry
volumes increased.

= Customer frustration: customers faced delayed responses and unreliable information, leading
to satisfaction issues and reduced engagement with the fintech’s platform. The support
experience failed to match the quality of the fintech’s core product offerings.

The core problem: The fintech needed ai systems capable of answering sophisticated questions about
benefits and legislation with absolute accuracy and verifiability—but generic ai solutions were
fundamentally unreliable for this high-stakes use case.
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10.3.2  Nexus solution implementation

The fintech partnered with nexus to deploy specialized ai agents capable of handling complex HR and
benefits inquiries with verified accuracy and legislative precision. The solution shifted from unreliable
generative ai to grounded, document-based intelligent agents deployed directly to end users.

Verified-source HR benefits agent
Unlike its previous Al system's hallucination-prone generative approach, nexus deployed
agents grounded exclusively in the fintech’s authoritative documentation: official benefit
guides, legislative references, tax regulations, and benefit configuration details. The agent
never generates information—it synthesizes and retrieves from verified sources. When
guestions venture beyond documented guidance, the agent transparently indicates
information limits rather than fabricate answers. This architectural commitment to verified-
source-only responses eliminated the hallucination concerns that rendered its previous Al
system unusable and created confidence in the system.

Immediate production deployment to end users
Within days of initiation, the fintech deployed the HR benefits agent directly on their website
and mobile app, making it immediately accessible to hundreds of thousands of employees and
employers. Rather than lengthy pilots or gradual rollouts, business teams configured agent
knowledge through nexus's document integration tools, defining authoritative sources. This
enabled the fintech to deploy confidently to production without extensive technical
customization, creating immediate customer value.

Rapid multi-agent fleet expansion
Realizing the agent's success, the fintech rapidly expanded from a single agent to a fleet of
specialized agents handling different benefit types and use cases. The multi-agent architecture
enabled deployment of specialized agents for meal vouchers, eco-cheques, mobility budgets,
and cultural benefits—each with domain-specific knowledge. Integration with the fintech’s
mobile app through APIs meant employees could receive in-context ai assistance for specific
benefit questions without leaving the app experience, dramatically increasing engagement
and satisfaction.

Continuous knowledge maintenance without complexity
Unlike its previous Al system's inflexibility, nexus agents adapted easily as legislation evolved
and benefit configurations changed. Updated documentation could be quickly incorporated
through the fintech’s document management interface, and agents automatically
incorporated changes without requiring engineering intervention or complex retraining cycles.
This operational flexibility addressed the critical weakness that rendered its previous Al
system impractical and unsustainable.
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10.3.3  Results and impact

The nexus implementation delivered transformational outcomes across the fintech’s customer-facing
operations:

Engagement and customer satisfaction transformation

End-user engagement with the hr benefits agent exceeded expectations. Customers
discovered they could receive immediate, accurate answers to benefits questions without
navigating phone menus or waiting for support callbacks. Customer satisfaction scores for ai-
assisted inquiries exceeded those for human-handled support, creating measurable proof that
customers preferred the instant, accurate agent responses.

Operational leverage and scalability

What began as a single agent rapidly scaled to a multi-agent ecosystem managing different
benefit types and use cases. This created operational leverage: as the fintech’s customer base
continued growing, the multi-agent platform scaled inquiry handling without proportional
support staff increases. Common questions automatically answered by agents freed support
staff to focus on complex escalations and strategic account management.

Competitive positioning
The fintech’s ai-powered benefits guidance became a differentiating feature, positioning them
as a technology-forward benefits provider in a competitive European market. The combination
of instant, accurate responses and seamless mobile integration created a customer experience
advantage over competitors relying on traditional support channels.

10.3.4 Relevance to meridian

The fintech’s transformation directly parallels meridian's operational requirements and strategic
objectives:

= Knowledge-intensive domain expertise: like meridian's 70+ regulatory domains spanning
European traffic law, vehicle regulations, and administrative procedures, the fintech required
agents grounded in complex, jurisdiction-specific knowledge (benefits legislation, tax
implications, regulatory compliance). Nexus deployed verified-source agents for the fintech;
meridian requires similar agents for each regulatory domain.

= High-volume, high-accuracy requirements: The fintech’s 700,000 users generating daily
inquiries mirrors meridian's 642,000 annual assistance requests across all channels. Both
require ai systems capable of handling massive inquiry volume with zero tolerance for
inaccurate information. Both benefit from agents that scale inquiry handling without
proportional staff increases.
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Multi-domain fleet architecture: The fintech deployed specialized agents for different benefit
types (meal vouchers, eco-cheques, mobility budgets, cultural benefits). Meridian should
deploy similar specialized agents for distinct regulatory domains—one for traffic regulations,
one for vehicle compliance, one for administrative procedures, etc. The multi-agent
architecture enables meridian to scale inquiry coverage without deploying a single monolithic
agent.

Rapid deployment to customer-facing channels: The fintech deployed agents within days to
website and mobile app. Meridian can deploy specialized agents directly to website, mobile
app, roadside assistance calls, and partner channels—giving members immediate access to
accurate regulatory guidance across all touchpoints.

Continuous regulatory compliance: as European regulations evolve, the fintech’s agents
automatically incorporate updated documentation without engineering intervention.
Meridian operates in continuously evolving regulatory environment—updated traffic laws,
vehicle compliance requirements, administrative procedures. Nexus agents adapt seamlessly
to regulatory changes, ensuring meridian's guidance always reflects current requirements.

10.4 The telecom operator: productivity increase through

10.4.1

intelligent operations automation

Challenge

The telecom operator, Belgium's leading telecommunications provider, operates its provisioning platform
—a global platform managing international phone number provisioning, customer support, and technical
operations across 100+ countries. Each jurisdiction carries distinct regulatory requirements and
operational procedures, creating exceptional operational complexity.

The fundamental constraints limiting operational efficiency included:

Information-dense support operations: support teams continuously fielded questions about
specific regulatory requirements, service configurations, and compliance rules across 100+
jurisdictions. Each inquiry required navigating complex jurisdictional documentation and
external regulatory sources, consuming substantial staff time without adding analytical value.

Manual ticket processing overhead: customer support operations required manual ticket
lookups, SLA tracking, customer history retrieval, and health status reporting. These repetitive
tasks consumed significant staff time without creating operational intelligence or strategic
insights.

NOFO processing complexity: when customers needed phone numbers from new countries, its
provisioning platform’s team had to identify correct regulatory forms (varying by country and
customer type), gather required information from customers, validate completeness against
regulatory requirements, and submit forms to regulatory authorities. With 100+ countries and
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different forms for different company types, this became an intricate, error-prone manual
process requiring 45+ minutes per request.

» Failed generic ai solution: its provisioning platform attempted to solve these challenges using
Microsoft copilot. However, copilot proved fundamentally inadequate: it couldn't navigate
multi-step workflows, couldn't reliably identify correct regulatory forms from context, couldn't
guide customers through country-specific information requirements, and couldn't
autonomously execute complex processes like form filling and submission.

The core problem: its provisioning platform needed intelligent automation capable of handling multi-
step workflows, navigating complex regulatory information accurately, maintaining consistency across
jurisdictions, and executing sophisticated processes autonomously. Generic conversational ai couldn't
address this; specialized workflow orchestration was essential.

10.4.2  Nexus solution implementation

The telecom operator partnered with nexus to deploy a multi-agent orchestration system addressing
their complete operational spectrum. Rather than a single chatbot, nexus designed an intelligent
operational platform where specialized agents handled distinct workflow categories: regulatory Q&A,
ticket management, and NOFO automation.

Regulatory Q&A agent: jurisdictional information authority

The regulatory agent granted its provisioning platform support teams instant access to
accurate regulatory knowledge across 100+ jurisdictions. Agents grounded all responses in
authoritative regulatory documents and compliance requirements, avoiding hallucination risks
that plagued generic ai solutions. Support teams received confident guidance on country-
specific requirements, compliance rules, and configuration options—with verifiable accuracy.
The agent's grounding in authoritative sources meant every response reflected actual
regulations rather than ai fabrication, enabling support staff to provide customers with
reliable regulatory guidance.

Ticketing agent: autonomous case management
The ticketing agent autonomously managed routine support operations: customer ticket
lookups, SLA status verification, customer health reporting, and support history analysis.
When support staff queried 'show me open tickets for customer x' or 'what is the SLA status
for this issue?’, the agent accessed its provisioning platform’s ticketing system through APIs,
retrieved relevant information, and presented structured results. This automation eliminated
manual ticket tracking work, freeing staff from repetitive administrative tasks.

NOFO automation agent: workflow orchestration breakthrough

The transformational capability: NOFO agents that autonomously managed international
phone number provisioning through sophisticated multi-step workflows. The agent identified
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the target country, selected the correct regulatory form based on jurisdiction and customer
type, conducted structured information gathering with customers, automatically populated
forms with collected data, validated completeness against regulatory requirements, and
prepared submissions for regulatory authorities. What previously required 45+ minutes of
manual work per request now executed autonomously with perfect accuracy, eliminating form
errors and regulatory rejections.

Multi-agent coordination with human governance

The three-agent system (regulatory Q&A, ticketing, NOFO) coordinated intelligently across
workflows. Complex inquiries requiring both regulatory information and customer history
orchestrated seamlessly across agents. Critical decisions—particularly NOFO form submissions
and regulatory filings—included human validation points: agents presented recommendations
with complete context, and humans approved execution before submission. This human-in-
the-loop architecture balanced autonomous efficiency with appropriate operational
governance for regulatory compliance.

System integration with existing infrastructure

The agent platform integrated directly into its provisioning platform’s existing systems through
APIs: ticketing platform integrations enabled agents to access customer data, historical
interactions, and SLA information; regulatory document repositories fed the Q&A agent with
authoritative jurisdictional requirements; form management systems enabled the NOFO agent
to identify and populate correct forms. The solution enhanced existing operations rather than
replacing them, minimizing adoption friction and preserving institutional knowledge.

10.4.3 Results and impact

The nexus multi-agent platform delivered substantial productivity and operational efficiency
improvements across its provisioning platform’s operations:

Information lookup and ticketing automation

The regulatory Q&A and ticketing agents collectively eliminated thousands of hours annually
of manual information lookup, ticket tracking, and customer history retrieval. These repetitive,
non-value-added tasks now execute autonomously, freeing support teams to focus on
complex customer issues, strategic account management, and high-value interactions
requiring human judgment.

NOF processing transformation

The NOFO agent transformed international phone number provisioning from a labor-intensive,
error-prone manual process to an autonomous, highly accurate workflow. Phone number
requests across 100+ countries that previously required 45+ minutes of manual work per
request now process autonomously in minutes. Form accuracy is perfect—regulatory forms
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are correctly identified and populated on first submission, eliminating rework cycles and
regulatory delays that previously caused customer dissatisfaction.

50+ FTE projected annual productivity equivalent

Collectively, the three-agent platform could deliver a projected productivity equivalent to 50+
FTE annually. This represents not just labor cost savings, but transformational operational
leverage: its provisioning platform can scale international phone provisioning, support ticket
resolution, and regulatory inquiry management without proportional headcount increases. As
request volumes grow, agent capacity scales automatically with zero incremental staff
requirements. The agents operate 24/7 while human teams work traditional hours,
multiplying effective support capacity and enabling its provisioning platform to serve
customers across all time zones.

Operational excellence and compliance

10.4.4

Beyond labor productivity, the multi-agent platform delivers operational excellence: perfect
NOFO form accuracy eliminates regulatory rejections and compliance delays; consistent
regulatory responses ensure compliance accuracy across all jurisdictions; systematic ticket
tracking creates visibility into support metrics previously hidden in manual processes. This
operational intelligence enables data-driven continuous improvement and reduces regulatory
risk.

Relevance to meridian

the operator’s multi-agent orchestration directly demonstrates the operational transformation meridian
can achieve:

Regulatory complexity across jurisdictions: The telecom operator manages operations across
100+ countries with distinct regulatory requirements. Meridian manages 70+ regulatory
domains within Europe with similarly complex, domain-specific requirements. the operator’s
regulatory Q&A agent model—grounded in authoritative sources, maintaining jurisdiction-
specific accuracy—directly applies to meridian's need for reliable regulatory guidance across
traffic law, vehicle regulations, and administrative procedures.

Workflow automation at scale: the operator’s NOFO agent autonomously manages multi-step
workflows (country identification = form selection = information gathering = data
population = submission). Meridian's assistance operations include similar multi-step
workflows: inquiry categorization = domain routing = information retrieval = response
generation. Nexus agents can orchestrate these workflows autonomously, reducing manual
handling.

Multi-agent coordination: the operator’s three agents coordinated seamlessly (regulatory
Q&A + ticketing + NOF). Meridian could deploy similar coordination: regulatory domain agents
for specific topics, customer service agents for account inquiries, workflow agents for complex

130 |Page



W Nexus

multi-step assistance processes. The multi-agent architecture scales with domain complexity
rather than requiring a monolithic system.

= 24/7 operational capacity: the operator’s agents operate continuously while human teams
work traditional hours. Meridian members need assistance at any time—especially roadside
emergencies. Nexus agents provide 24/7 availability for routine inquiries (regulatory
questions, vehicle compliance checks, service information) while human teams handle
complex escalations and strategic issues during business hours.

10.5 Reference request process

10.5.1  Direct access during evaluation

Meridian can contact both orange Belgium, the telecom operator, the fintech and lambda.ai references
directly during the evaluation process. Nexus will facilitate introductions and provide context to
references about meridian's specific use case to ensure productive conversations.

10.5.2  Response time commitment

24-hour turnaround: nexus commits to arranging reference conversations within 24 hours of request,
including coordination with reference schedules and meridian's availability.

Flexible scheduling: references are available for both structured interview formats and informal
conversation approaches, depending on meridian's preference and evaluation process.

10.5.3 Confidentiality and context

Reference briefing: nexus will brief references on meridian's use case context, ensuring productive
conversations focused on relevant aspects of each implementation.

Confidentiality protocols: all reference conversations respect appropriate confidentiality boundaries
while providing substantive insights into implementation experience and business outcomes.

10.5.4 Additional reference portfolio

Beyond orange Belgium, the fintech, the telecom operator and lambda.ai, nexus maintains references
across:

Enterprise insurance: clients with similar regulatory complexity and compliance requirements
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Financial services: organizations handling sensitive data with strict accuracy requirements
Operations management: companies with comparable scale and availability requirements
B2b services: enterprises with similar customer interaction volumes and complexity

These additional references can be made available based on meridian's specific areas of interest or
concern during the evaluation process.

This section demonstrates nexus's proven capability to deliver enterprise-scale ai implementations that
generate measurable business value while maintaining the reliability and compliance standards required
by organizations like meridian.
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Section 11: Appendices

This section provides comprehensive supporting documentation and detailed specifications that validate
all claims and capabilities outlined in the main nexus enterprise proposal for the meridian artificial
intelligence knowledge base (MAIKB) project.

11.1

Appendix a: nexus platform feature screenshots

The following screenshots and visual documentation demonstrate the key capabilities of the nexus
platform as they relate to MAIKB requirements:

11.1.1

11.1.2

11.1.3

Knowledge module interface
Document upload interface with drag-and-drop functionality supporting pdf, docx, html, and txt
formats
Bulk document processing dashboard with progress tracking and status monitoring
Metadata extraction and classification workflows with custom rule configuration

Version detection and management interface with automated deprecation workflows

Plugin module interface

Restful APl documentation with endpoint specifications and authentication methods
Hybrid search demonstration combining keyword and semantic search capabilities
Source citation display with direct links to documents and paragraph-level references

Confidence scoring and citation quality metrics

Chat module interface

Conversational interface with context retention across multi-turn dialogues
Feedback mechanism integration with thumbs up/down and comment capabilities
Multilingual response capabilities (English, French, Dutch, German, Spanish, Italian)

User role-based personalization and access control demonstration
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Monitoring module interface

Real-time dashboards with interactive charts, graphs, and monitoring displays
Alert configuration interface with multi-level severity and escalation workflows
Performance metrics tracking and historical data analysis

Audit logging interface with comprehensive traceability and export capabilities

Appendix b: detailed technical specifications

Api documentation complete restful API specification including:

Endpoint URLs with versioned structure (/api/v1/query, /api/v1l/documents)
Authentication methods: API keys, OAuth 2.0, JWT token support
Request/response JSON schemas with field definitions and validation rules
Rate limiting policies and error handling specifications

Asynchronous processing capabilities with webhook notifications

11.2.2 performance benchmarks documented performance metrics meeting MAIKB requirements:

11.2.2

Query response time: <2 seconds for 90% of requests (target achievement)

Ocr processing: 94.89% accuracy at 2000 pages/minute processing speed

Document parsing accuracy: 98.96% for scanned documents, 96.12% for table extraction
System availability: 99.9% uptime SLA with 24/7 operational support

Scalability testing results demonstrating auto-scaling under high concurrency loads

Security architecture comprehensive security framework details:

End-to-end encryption: TLS 1.3 for data in transit, aes-256 for data at rest
Role-based access control (RBAC) with metadata-based permissions
Authentication protocols supporting enterprise integration requirements
Data sovereignty options with EU-based data center deployment

Prompt injection protection and content moderation capabilities
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11.2.3  Scalability testing results load testing documentation demonstrating;:

= Auto-scaling performance under varying loads (10x to 100x user increases)
» Database scaling through read replicas and horizontal partitioning
* Queue-based processing for handling traffic spikes without degradation

= Resource optimization achieving cost-efficient scaling without over-provisioning

11.3  Appendix c: compliance certifications & audit reports

11.3.1 ISO 27001 certificate current and valid ISO 27001:2022 certification
demonstrating;:
* Information security management system (isms) implementation
= Risk assessment and treatment procedures
= Security control implementation across all organizational processes

= Annual surveillance audits with maintained certification status

11.3.2  ISO 42001 certificate ISO 42001 certification for ai management systems
including;:
=  Ajgovernance framework implementation
= Risk management for artificial intelligence systems
» Ethical ai development and deployment procedures

*  Continuous monitoring and improvement processes for ai systems

11.3.3  SOC 2 report (summary) service organization control 2 audit report
covering:
= Security: protection against unauthorized access, both physical and logical
»  Availability: system operation and availability as committed or agreed
*  Processing integrity: complete, valid, accurate, timely, and authorized processing
= Confidentiality: protection of confidential information

=  Privacy: personal information collection, use, retention, and disposal practices
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GDPR compliance statement European general data protection
regulation compliance documentation:
Data processing agreement (dpa) template with standard contractual clauses
Privacy by design implementation in platform architecture
Data subject rights implementation (access, rectification, erasure, portability)
Data minimization principles and lawful basis documentation

Cross-border data transfer safeguards with adequacy decision compliance

HIPAA compliance certificate health insurance portability and
accountability act compliance for handling medical data:
Administrative, physical, and technical safeguards implementation
Business associate agreement (baa) template for healthcare partnerships
Encryption requirements and access control procedures

Audit logging and monitoring for protected health information (phi)

Appendix d: data processing agreement (dpa template)

Standard terms comprehensive dpa template covering:

Data controller and processor responsibilities clearly defined
Categories of personal data and purposes of processing

Technical and organizational security measures

International data transfer provisions with standard contractual clauses

Data retention periods and secure deletion procedures

Sub-processor list current list of authorized sub-processors including:

Cloud infrastructure providers (with location and service details)
Third-party integration partners (with data access scope limitations)
Security monitoring services (with processing purpose definitions)

Annual review and approval process for sub-processor additions

136 |Page



W Nexus

11.4.3  Audit rights data protection audit framework providing:

= Customer right to conduct security and compliance audits
=  On-site and remote audit capabilities with advance notification procedures
» Documentation access rights for compliance verification

= Audit report sharing and remediation timelines for identified issues
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11.5 Appendix e: service level agreement (SLA template)

11.5.1  Uptime guarantees service availability commitments with financial
backing:
= Standard tier: 99.9% uptime (maximum 8.77 hours downtime per year)
*  Premium tier: 99.95% uptime (maximum 4.38 hours downtime per year)
* Planned maintenance windows with advance notification (72-hour minimum)

= Emergency maintenance procedures with immediate notification protocols

11.5.2  Support response times by tier tiered support structure with guaranteed
response times:

= Critical (system down): 15 minutes response, 1 hour resolution target

High (major functionality impaired): 1 hour response, 4 hours resolution target
=  Medium (minor issues): 4 hours response, 1 business day resolution target

= Low (general questions): 1 business day response, 3 business days resolution target

11.5.3  Credit provisions for breaches service level credit structure for SLA
violations:
= Uptime violations: 10% monthly credit for each full percentage point below SLA
= Support response violations: 5% monthly credit per incident exceeding response SLA
=  Maximum monthly credits: 25% of monthly fees for combined SLA breaches

» Credit application process and documentation requirements

11.5.4  Incident communication procedures structured communication
framework during service incidents:
» Initial incident notification within 15 minutes of detection
» Regular status updates every 30 minutes during active incidents
= Root cause analysis within 72 hours of incident resolution

=  Post-incident review with preventive measures and timeline for implementation
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11.6  Appendix f: implementation statement of work (sow)

11.6.1  Detailed timeline (weeks 1-8) comprehensive 8-week implementation
schedule:

Week 1-2: enterprise account creation and knowledge base synchronization

» Dedicated nexus enterprise account creation with meridian branding
= [|nitial knowledge base synchronization with existing systems (SharePoint, confluence)
= Document corpus ingestion with metadata extraction and classification

= User authentication integration (SAML/OIDC analysis and implementation)

Week 3: plugin integrations and system connectivity

* Integration with meridian's existing systems (Microsoft platforms, sap, salesforce)
= Api endpoint configuration for legacy system integration capability
= Security and access control configuration with role-based permissions

» Network connectivity and firewall configuration for secure access

Week 4-5: agent development and configuration

*  MAIKB-specific agent creation with European traffic regulations knowledge
* B2c and b2b contract corpus integration and processing
» Multilingual capability configuration (English, French, Dutch)

»= Query response optimization and confidence scoring implementation
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Week 6-7: testing and quality assurance

= Comprehensive system testing with representative queries and scenarios
= Performance testing to validate <2 second response time requirements

= Security testing including prompt injection protection validation

= User acceptance testing with meridian business experts

Week 7: training and knowledge transfer

» Administrator training on system management and configuration
= End-user training on chat interface and query capabilities
= Documentation delivery including operational procedures and troubleshooting guides

= Change management support for organizational adoption

Week 8: production deployment and go-live

*  Production system deployment with monitoring and alerting activation
=  Go-live support with dedicated technical assistance

= |nitial production validation and performance monitoring

*  Project closure and transition to ongoing support model

11.6.2  Deliverables per phase phase-specific deliverables with acceptance
criteria:

Phase 1 (weeks 1-2): infrastructure and integration

= Configured enterprise account with meridian branding
» Synchronized knowledge base with initial document corpus
* Integrated authentication systems and user access controls

=  Api documentation and integration guides
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Phase 2 (weeks 2-3): application development and testing

Deployed and configured MAIKB agents with required capabilities
Comprehensive test results demonstrating requirement compliance
Performance validation reports meeting specified metrics

Security assessment and penetration testing results

Phase 3 (weeks 4-8): training and deployment

Complete training materials and documentation package
Trained administrator and end-user populations
Production system deployment with monitoring activation

Go-live support and initial optimization based on usage patterns

11.6.3 resource allocation (nexus + meridian) dedicated resource commitment from both organizations:

Nexus resource allocation:

Technical lead: 50% allocation for full implementation period

Solution architect: 25% allocation for architecture and integration design
Implementation engineer: 100% allocation for weeks 3-10

Training specialist: 100% allocation for weeks 11-12

Customer success manager: 25% allocation ongoing for relationship management

Meridian resource allocation required:

Project sponsor: 10% allocation for oversight and decision-making

Technical contact: 25% allocation for integration requirements and testing
Business expert: 25% allocation for content validation and acceptance testing
End users for testing: 5 users for 10% allocation during weeks 9-10 for uat

It security contact: 10% allocation for security review and approval
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Acceptance criteria measurable acceptance criteria for project
completion:

Functional requirements:

Successfully process all specified document formats (pdf, docx, html, txt)
Demonstrate OCR capability with >90% accuracy on representative documents
Multilingual query and response capability in English, French, Dutch

Api functionality with authentication and JSON response format

Role-based access control with metadata-based permissions working correctly

Performance requirements:

Query response time <2 seconds for 90% of test queries
System availability >99.9% during testing period
Support for concurrent users as specified in requirements

Document upload and processing within acceptable timeframes

Security and compliance requirements:

All security controls validated through independent testing

GDPR compliance demonstrated through data handling procedures

Audit logging functionality capturing all required events

Backup and recovery procedures tested and validated
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11.6.4  Payment schedule milestone-based payment structure aligned with
deliverable completion:

Payment milestone 1 (contract signature): 25% of total implementation cost

» Triggered upon contract execution and project initiation

=  Covers initial setup and resource allocation

Payment milestone 2 (infrastructure complete): 35% of total implementation cost

» Triggered upon successful completion of phase 2 deliverables

» Infrastructure, integration, and authentication systems operational

Payment milestone 3 (application complete): 25% of total implementation cost

» Triggered upon successful completion of phase 3 deliverables

= MAIKB agents deployed and tested, performance requirements validated

Payment milestone 4 (go-live complete): 15% of total implementation cost

» Triggered upon successful completion of phase 4 deliverables

* Production deployment, training complete, acceptance criteria met
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Appendix G: disaster recovery & business continuity plan

RTO/RPO commitments recovery objectives ensuring business
continuity:

Recovery time objective (RTO): maximum 1 hour

Complete system restoration from backup infrastructure
Includes database recovery, application restart, and user access restoration

Automated failover procedures minimize manual intervention time

Recovery point objective (RTO): maximum 15 minutes

11.7.2

Maximum acceptable data loss measured from point of failure
Continuous data replication ensures minimal data currency loss

Transaction log protection prevents corruption during failure scenarios

Failover procedures automated and manual failover capabilities:

Automated failover:

Health monitoring with 30-second detection intervals
Automatic traffic redirection to backup infrastructure
Database failover with transaction log replay

Application server restart with configuration preservation

Manual failover procedures:

Step-by-step documentation for manual intervention scenarios
Emergency contact procedures for off-hours incidents
Escalation matrix for complex failure scenarios requiring expert intervention

Communication templates for user notification during failover events
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Testing schedule regular disaster recovery testing ensuring plan
effectiveness:

Quarterly testing schedule:

Q1: database backup and restoration testing
Q2: application failover and recovery testing
Q3: network and infrastructure resilience testing

Q4: comprehensive end-to-end disaster recovery simulation

Annual testing requirements:

11.7.4

Full disaster recovery exercise simulating complete site failure
Business continuity testing involving user populations
Documentation review and procedure update based on test results

Lessons learned integration and procedure improvement

Communication protocols structured communication during disaster
recovery events:

Internal communication:

Immediate notification to technical team within 5 minutes of incident detection
Management notification within 15 minutes including impact assessment
Regular status updates every 30 minutes during active recovery

Post-incident communication including timeline and preventive measures

Customer communication:

Initial incident notification within 15 minutes of user-impact determination
Status page updates with estimated resolution timeline
Direct communication to key stakeholders for critical incidents

Post-resolution summary with root cause analysis and improvement commitments
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11.8 Appendix H: insurance certificates

11.8.1  Cyber and errors & omissions insurance

Coverage type

Network security liability

Privacy liability

Privacy regulatory liability

Pci compliance violations

Data incident restoration costs

Cyber extortion coverage

Cyber crime protection

Business interruption (security failure)

Business interruption (system failure)

Breach response & notification costs

Public relations & reputation

management

Policy aggregate limit

Limit

$1,000,000 per occurrence

$1,000,000 per occurrence

$1,000,000 per proceeding

$500,000 per claim

$500,000 per incident

$125,000 per incident

$125,000 per incident

$125,000

$125,000

$500,000 per incident

$125,000

$1,000,000

Details

Coverage for security breaches and
system intrusions

Protection for unauthorized access or
disclosure of personal data

Coverage for regulatory investigations
and compliance proceedings

Assessments and fines related to
payment card industry violations

Forensic investigation, data recovery,
and restoration expenses

Ransom and breach response costs for
extortion threats

Coverage for fraudulent transfers and
social engineering attacks

Lost revenue during system downtime
from security incidents

Lost revenue during unplanned system
interruptions

Legal fees, forensics, credit monitoring,
and notification expenses

Crisis communication support following
data incidents

Maximum annual coverage across all
cyber claims
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11.9 Appendix I: pricing detailed breakdown

11.9.1  Credit usage examples nexus enterprise credit consumption examples for
cost estimation:

Typical query scenarios:

= Simple factual query (50 tokens): €0.05 per query

= Complex analytical query (200 tokens): €0.20 per query

=  Multi-document research query (500 tokens): €0.50 per query
= Document generation task (1000 tokens): €1.00 per task

Document processing examples:

= Standard pdf processing (10 pages): €0.10 per document
» High-fidelity complex document (50 pages): €0.50 per document
*  Bulk document upload (100 documents): €10-50 depending on complexity

=  OCR processing for scanned documents: €0.05-0.20 per page
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11.10 Appendix J: responses to meridian Q&A (January 2025)

11.10.1  All 70+ Q&A questions indexed comprehensive index of all questions
raised during the RFP process with corresponding answers:

Q1-10: implementation and scheduling
» Questions regarding deployment timeline flexibility and milestone dependencies
= Clarifications on production readiness expectations and rollout plans

* Answers addressing meridian's priority on accuracy over speed to market

Q11-20: knowledge module requirements

= Document volume estimates and growth projections for knowledge base
=  OCR capabilities and quality requirements for different document types
= Metadata extraction and classification rule implementation approaches

Q21-30: document processing and version management

= File format support and bulk processing capabilities

»= Version detection algorithms and deprecation workflow management
* Integration with existing document management systems (SharePoint)

Q31-40: query and API functionality
»  Hybrid search implementation combining keyword and semantic approaches
*  Api authentication methods and integration with legacy systems

= Response accuracy and source citation requirements

Q41-50: chat interface and user experience
»= Conversational memory requirements and session management
»  Multilingual support across European languages

= User personalization and role-based response adaptation

Q51-60: monitoring and compliance

= Performance metrics and KPI definition requirements

=  Security and data protection compliance (GDPR, I1SO standards)

* Audit logging and traceability requirements for regulatory compliance

Q61-70: technical architecture and scalability
=  Multi-environment support (Development, QA, production)

*= LLM provider flexibility and model selection capabilities
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= Disaster recovery and business continuity requirements

11.10.2 Nexus responses to clarifications detailed responses to each question
category demonstrating requirement compliance:

Implementation flexibility: nexus acknowledges meridian's priority on accuracy over speed, proposing a
phased approach that prioritizes quality assurance and thorough testing over aggressive timelines.

Document processing: comprehensive ocr capabilities with 94.89% accuracy across document types,
supporting all required formats with advanced table and image interpretation capabilities.

Multilingual support: native multilingual capability across all European languages with automatic
language detection and culturally appropriate response adaptation.

Compliance adherence: full compliance with all European regulations including GDPR, ISO 27001, and
upcoming ai act requirements, with certified audit trail and data protection measures.

Technical flexibility: support for multiple LLM providers, integration with existing microsoft ecosystem,
and no-code configuration enabling meridian team independence.

11.10.3 Additional context where needed supplementary information addressing
implied requirements and best practices:

Change management support: while not explicitly required, nexus provides change management
guidance and organizational adoption best practices based on successful enterprise implementations.

Training enhancement: beyond basic training requirements, comprehensive learning platform
(learn.gpt.nexus) with video tutorials, best practices, and peer community access.

Future scalability: architecture designed to support expansion beyond initial scope, including potential
customer-facing applications and integration with additional business systems.

Regional compliance: specific attention to Belgian regulatory environment and multilingual
requirements reflecting unique European market characteristics.
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11.10.4 Links to relevant sections in proposal cross-references connecting q&a
responses to detailed proposal sections:
= |mplementation questions = section 5: implementation plan and timeline
= Technical questions = section 3: technical solution architecture
= Compliance questions = section 6: security and compliance framework
*  Pricing questions = section 8: commercial proposal and pricing structure
»  Support questions = section 7: support and training framework

This comprehensive appendix package provides complete documentation supporting all claims,
capabilities, and commitments outlined in the main nexus enterprise proposal for the MAIKB project. All
referenced certificates, templates, and documentation are available upon request and can be provided
during contract negotiations and implementation planning phases.

The appendices demonstrate nexus's commitment to transparency, compliance, and comprehensive
solution delivery, ensuring meridian has complete visibility into all aspects of the proposed
implementation and ongoing service delivery.
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Section 12: Legal declarations & contract terms

12.1 Company registration & authority

Company name: nexus enterprise incorporation: Delaware corporation (certificate of incorporation: June
12, 2024) operational offices: Brussels, Belgium (European operations) and San Francisco, USA
(corporate headquarters) authorized signatory: Assem Soubhi Chammabh, chief executive officer contact
details: hello@gpt.nexus | +32 468 085 206 operational address: Brussels, Belgium authorized email for
official correspondence: hello@gpt.nexus

Nexus enterprise is a Delaware Corporation (incorporated June 12, 2024) with operational offices in
Brussels and San Francisco, possessing full legal capacity and authority to enter into commercial
agreements. Assem Soubhi Chammah, as Chief Executive Officer, possesses the requisite authority to
execute contracts and bind the company in all matters related to this proposal.

12.2 Conflict of interest declaration

Nexus enterprise hereby declares that no conflicts of interest exist that would compromise our ability to
deliver the MAIKB project with complete objectivity and professional integrity.

Specifically, we confirm:

* No existing business relationships with competing bidders that could create bias in our proposal
or delivery approach

= No prior commercial relationships with meridian sa or ag insurance that could influence our
objectivity or create unfair advantage

* No financial interests in competing ai knowledge base solutions that could compromise our
commitment to meridian's success

= No personal relationships between nexus personnel and meridian decision-makers that could be
construed as creating undue influence

We commit to maintaining the highest standards of transparency and ethical conduct throughout the
engagement. Should any potential conflicts arise during project execution, we will immediately disclose
such circumstances to meridian's project leadership and work collaboratively to implement appropriate
mitigation measures.
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12.3 Price validity & binding terms

Price validity period: all pricing outlined in section 9 remains valid for ninety (90) calendar days from the
date of proposal submission (November 17, 2025), extending through February 15, 2026.

Binding nature: this proposal becomes contractually binding upon mutual signature by authorized
representatives of both parties. Meridian's acceptance of this proposal through execution of the
accompanying signature page creates a binding agreement subject to the terms and conditions outlined
herein.

Contract framework: detailed terms will be governed by the master service agreement and statement of
work to be executed following proposal acceptance. These documents will incorporate the commercial
terms, technical specifications, and service levels defined in this RFP response.

Governing law: all contractual arrangements shall be governed by Belgian law (as preferred by meridian)
and subject to the exclusive jurisdiction of the courts of Brussels, Belgium, in accordance with Belgian
legal requirements for EU-regulated services.

Dispute resolution: the parties agree to resolve any disputes through good-faith negotiation in the first
instance. Should direct negotiation prove unsuccessful within thirty (30) days, disputes shall proceed to
mediation through the Centre for arbitration and mediation of the Brussels bar association before
pursuing litigation.
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12.4 References for negotiation

Primary contact

Name: Assem Soubhi Chammah

Title: CEO

Email: hello@gpt.nexus

Phone: +32 468 085 206 (mobile)

Authority: full negotiation authority for pricing, terms, and project scope
adjustments

Secondary contact

Name: Shady Al Shoha

Title: CTO

Email: hello@gpt.nexus

Authority: technical specifications, implementation timeline, and performance

requirements

Escalation contact:

12.5 Standard terms & conditions

Proposal acceptance: meridian's execution of the proposal signature page constitutes acceptance of the
terms and conditions outlined in this RFP response and creates a binding commercial agreement
pending execution of detailed contractual documentation.

Contract term: initial term of twelve (12) months from system go-live date, with automatic annual
renewal unless terminated with thirty (30) days written notice by either party.

Pricing structure: all pricing outlined in section 9 remains fixed for the initial contract term, subject to
annual indexation aligned with the Belgian consumer price index or mutually agreed formula (e.g.,
Agoria index for technology services).

Liability limitation: nexus's total liability under any resulting agreement is limited to the aggregate fees
paid by meridian in the twelve (12) months preceding the incident giving rise to liability, except in cases
of gross negligence, willful misconduct, or breaches of intellectual property, confidentiality, or
indemnification obligations.
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Termination for cause: either party may terminate for material breach following written notice and a
thirty (30) day cure period. Material breaches include persistent failure to meet agreed service levels,
payment default exceeding sixty (60) days, or violations of confidentiality obligations.

Termination for convenience: either party may terminate with sixty (60) days written notice. Early
termination by meridian shall be subject to early termination fees as outlined in the pricing section,
covering committed resources and transition costs.

Confidentiality: mutual non-disclosure obligations shall remain in effect for twenty-four (24) months
following contract termination, protecting proprietary information, trade secrets, and sensitive business
data exchanged during the engagement.

Data ownership: all data processed through the nexus platform remains the exclusive property of
meridian. Nexus commits to secure data handling, GDPR compliance, and complete data return or
destruction upon contract termination as directed by meridian.
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12.6 Proposal acceptance process

Acceptance mechanism: to accept this proposal and initiate contract negotiations, meridian should sign
and return the proposal signature page located at the end of this document.

Response timeline: meridian must return the signed proposal within thirty (30) calendar days of receipt
to secure the pricing outlined herein. This deadline ensures resource availability and locks in current
market rates for specialized ai implementation services.

Next steps following acceptance: 1. Contract negotiation phase: detailed master service agreement
negotiations commence within five (5) business days of proposal acceptance 2. Technical specification
review: joint review of technical requirements and implementation approach within ten (10) business
days 3. Resource allocation: nexus reserves dedicated implementation team members pending contract
execution 4. Expected contract execution: target completion of contract negotiations within fourteen
(14) calendar days of proposal acceptance

Project commencement: implementation activities begin within seven (7) calendar days following
contract execution, aligning with meridian's target deployment timeline of March 16, 2026.

Communication protocol: all formal communications regarding proposal acceptance, contract
negotiations, and project initiation should be directed to legal@gpt.nexus with copies to the designated
commercial contacts outlined in section 12.4.

This comprehensive legal framework ensures clear expectations, appropriate risk allocation, and efficient
project initiation while maintaining the flexibility required for successful enterprise ai implementation
partnerships.
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Section 13: Appendix: ISO 27001 / 42001 Certifications
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CERTIFICATE ¥

The Certification Body

SQC CERTIFICATION SERVICES PYT. LT,
Awarded certificate to
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This appendix provides a complete requirement-by-requirement assessment of Nexus Enterprise
capabilities against MAIKB 2025 RFP specifications. Each requirement is evaluated for how Nexus meets

or exceeds stated objectives.

Requirement
ID

MAIKB-REQ-1

MAIKB-REQ-2

Requirement

Name
File Formats

OCR

Kano

Category

Must-Be

Must-Be

Score
Weight

60

60

RFP Requirement Assessment
Description Level
support the Exceeds

processing of Requirement
Portable Document

Format (PDF),

Microsoft Office

Word, Text and

HyperText Markup

Language (HTML) file

formats.
support Optical Exceeds
Character Requirement

Recognition (OCR) to
process and extract
text from scanned
documents and
images.

Structured Answer
Nexus processes PDF,
DOCX, TXT, and
HTML natively.
Documents are
uploaded via the
learning interface or
synced from
enterprise systems
(Google Drive,
Confluence,
SharePoint). PDF
processing uses OCR
technology achieving
94.89% accuracy at
2000 pages/minute,
extracting text,
images, and tables
while preserving
structure.
DOCX/HTML parsing
maintains formatting
and embedded
elements. Users build
agentic workflows
that read files,
extract content, and
generate new
documents (DOCX,
PPTX, XLSX) using
Nexus implements
OCR with 94.89%
accuracy across
document types,
processing 2000
pages/minute. The
system handles
scanned documents
(98.96% accuracy),
mathematical
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MAIKB-REQ-3

MAIKB-REQ-4

Images

Bulk

One-
Dimension
al

One-
Dimension
al

150

150

be capable of Exceeds
handling and Requirement
interpreting (nested)

table, diagrams and

images embedded

within the

documents.

be capable to Exceeds
efficiently handle Requirement

mass uploads,

W Nexus

expressions (94.29%
accuracy), tables
(96.12% accuracy),
and multilingual
content (89.55%
average across
languages). Users
configure OCR quality
levels in workflows:
high-fidelity for
complex documents
requiring precision,
or standard
processing for
straightforward text
extraction. The OCR
engine detects text
regions, recognizes
chara

Nexus interprets
nested tables,
diagrams, and images
semantically rather
than just extracting
raw text. The OCR
technology
understands table
structure
(row/column
relationships), nested
table hierarchies,
diagram content and
context, and spatial
relationships
between elements.
When processing
documents, the
system identifies
visual elements
(tables, charts,
diagrams, images),
interprets their
meaning and
structure, extracts
data while preserving
relationships, and
maintains context for
semantic

Nexus handles mass
document operations
through batch
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MAIKB-REQ-5

Ergonomic

One-
Dimension
al

150

removals, or updates
of documents in
bulk.

provide a user
interface offering an
optimized and highly
intuitive user
experience,
including features
such as drag-and-
drop functionality
and support for
uploading multiple
documents
simultaneously.

Exceeds
Requirement

W Nexus

processing
workflows. Users
upload multiple
documents
simultaneously via
drag-and-drop
interface, sync entire
folders from
connected systems
(Google Drive,
Confluence), or
schedule automated
syncs. Bulk
operations include:
upload workflows
that process
hundreds of
documents
asynchronously with
progress tracking;
removal workflows
that filter and delete
documents based on
metadata criteria;
and update
workflows that
detect changed
documents and

The learning
interface provides
drag-and-drop
document upload
supporting multiple
files simultaneously.
Users see thumbnail
previews, upload
progress bars, and
processing status for
each file. The
interface includes:
visual document
management with
sortable lists,
filterable views, and
bulk selection; one-
click actions for
common tasks
(upload, tag,
deprecate, delete);
search and filter
capabilities by
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MAIKB-REQ-6

MAIKB-REQ-7

Metadata
extract

Metadata
enrichment

Must-Be

One-
Dimension
al

60

150

Exceeds
Requirement

be capable of
extracting and
storing metadata
from each
document, including
but not limited to
Corpus, sensitivity,
title, topic, author,
creation date, and
language.

Exceeds
Requirement

be capable of
extracting key terms
and phrases from
documents for
indexing and search
purposes, and
storing them as
metadata.

W Nexus

metadata, date, or
content; and visual
workflow builder for
document processing
pipelines. The

Nexus extracts
metadata through
two methods
depending on source.
For structured
sources (Airtable,
Google Drive syncs),
the platform
automatically
imports existing
metadata from the
source system
including titles,
authors, dates, tags,
and custom fields.
For unstructured
documents
(uploaded PDFs,
scanned files), users
configure LLM-based
extraction workflows.
The workflow
prompts an LLM to
read the document
and extract Corpus
classification,
sensitivity level, title,
topic/subject, author,
creat

Users build
workflows that
extract key terms and
phrases from
documents for
enhanced
searchability. The
workflow uses LLM-
based analysis: an Al
Task skill reads
document content,
identifies significant
terms (technical
vocabulary, named
entities, key
concepts, topic
keywords), and
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MAIKB-REQ-8

MAIKB-REQ-9

Metadata
Rules

Version
awareness

Attractive

Must-Be

300

60

support the use of
custom rules, in
combination with
natural language
processing (NLP), to
define metadata. For
example, if a
document contains
terms such as
"contract ID,"
"signature," and
"expiry date," it
should automatically
be tagged as a
"Contract."

be able to detect
when an uploaded
document is a new
version of an existing
one and alert the
user accordingly.

Exceeds
Requirement

Exceeds
Requirement

W Nexus

stores them as
searchable metadata
fields. Users
configure the
extraction logic
through custom
prompts that define
what constitutes a
"key term" for their
domain. For example,
legal documents
might extract case
citatio

Users implement
custom classification
rules through LLM-
based extraction in
workflows. Instead of
rigid if-then logic, the
workflow prompts an
LLM to analyze
document content
and apply
organization-specific
classification criteria.
For example, the
prompt might
instruct: "If the
document contains
‘contract ID',
'signature’, and
'expiry date', classify
as Contract. If it
contains 'employee
ID', 'salary', and 'start
date', classify as HR
Record." The LLM
reads both text and
images, understands
con

Users build
workflows that
detect document
versions through
combined analysis of
filename patterns
(v2.0, draft, final),
content similarity
(comparing new
upload against
existing documents

162 |Page



MAIKB-
REQ-10

MAIKB-
REQ-11

Version
management

Version Audit

Must-Be

One-
Dimension
al

60

150

suggest that the
previous version be
marked as
deprecated.

be capable of
maintaining a
version-specific
change log for all

Exceeds
Requirement

Exceeds
Requirement

W Nexus

using semantic
similarity), and
metadata
comparison (same
author, related titles,
date sequences).
When a workflow
detects a potential
new version, it alerts
the user through the
interface with details
about the existing
document and
suggested actions.
The flexible workflow
approach means
organizations can cus
When workflows
detect a new
document version,
they can
automatically suggest
marking the previous
version as
deprecated through
workflow logic. The
workflow prompts
the user for
confirmation,
updates the previous
document's
metadata to
deprecated=true,
preserves the
deprecated version
for audit/reference,
and marks the new
version as current.
Users configure
deprecation policies:
automatic after
confirmation, require
approval workflow,
or manual review
only. Deprecated
documents remain
accessibl

Users maintain
version-specific
change logs through
metadata fields and
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MAIKB-
REQ-12

Corpus
Segment

One-
Dimension
al

150

updates and
modifications.

have the ability to Exceeds
classify and segment  Requirement
the corpus (e.g., by

domain,

confidentiality,

validity period).

W Nexus

workflow tracking.
When documents are
updated, workflows
can capture who
made the change,
when it occurred,
what type of change
(new version,
metadata update,
deprecation),
justification (if
provided through
form fields), and
source (manual
upload, sync, bulk
operation). The
platform's audit
logging system (SOC
2 compliant)
automatically
captures all
document-related
actions including
uploads,
modifications, access
events, a

Users classify and
segment the corpus
through metadata
fields. During
document upload or
sync, users assign
metadata
dimensions:
Corpus/domain
(Legal, HR, Technical,
Finance, Marketing),
confidentiality levels
(Public, Internal,
Confidential,
Restricted), validity
periods (active
from/until dates,
review schedules),
department/team
ownership,
document types
(policy, contract,
manual, report), and
custom classification
schemes. The
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MAIKB-
REQ-13

MAIKB-
REQ-14

MAIKB-
REQ-15

Corpus review

Version Audit

Retraining

Attractive

One-
Dimension
al

Attractive

300

150

300

have an automated
alerts or workflows
for periodic corpus
review, expiration, or
renewal.

be capable of
maintaining a
version-specific
change log for all
updates and
modifications.

be capable to trigger
retraining based on
accumulated corpus
updates or feedback.

Exceeds
Requirement

Exceeds
Requirement

Exceeds
Requirement

W Nexus

metadata-based
permissions system
uses these
classifications for
Users create
scheduled workflows
that trigger
periodically (daily,
weekly, monthly) to
check document
metadata for review
requirements. The
workflow logic:
queries documents
with last reviewed
date older than
threshold, generates
lists of documents
needing review,
identifies responsible
parties from
metadata or org
structure, and sends
notifications via
email, Slack, or
Teams with
document links and
review instructions.
Users configure
review schedules per
corpus segment
(Legal quarterly, HR
ann

See REQ-11 - same
comprehensive audit
logging infrastructure
applies.

Nexus "retraining"
encompasses three
user-controlled
activities: (1)
Synchronizing
knowledge base -
users trigger
workflows that
refresh documents
from source systems
(Google Drive,
Confluence),
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MAIKB-
REQ-16

MAIKB-
REQ-17

Compare

Accuracy

One-
Dimension
al

Must-Be

150

60

Exceeds
Requirement

allow AB-testing of
different LLM or Al
configurations within
the same
environment.

Exceeds
Requirement

retrieve only the
most accurate and
relevant information,
particularly in cases
where multiple

W Nexus

detecting changes
and updating the
corpus; (2) Re-
embedding
documents - when
corpus changes
significantly, users
can regenerate
vector embeddings
to optimize retrieval,
either for specific
documents or entire
corpus segments; (3)
Updating system
prompts - based on
user feedback and
usage analysis, users
Users create
workflows that send
identical queries to
multiple LLM
providers
simultaneously for
A/B testing. The
workflow splits
execution paths in
parallel: sends query
to Provider A
(Anthropic Claude),
sends query to
Provider B (OpenAl
GPT-4), sends query
to Provider C
(Mistral), waits for all
responses, then logs
results for
comparison. Users
can test different
LLM configurations
(models,
temperature settings,
prompt variations)
within the same
environment by
routing queries
through different
Nexus ensures
retrieval accuracy
through hybrid
search combining
keyword matching
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MAIKB-
REQ-18

Hybrid

Must-Be

60

versions of a
document reference
the same Corpus or
item.

be able to combine
classical keyword
search with semantic
search in the same

query.

W Nexus

with semantic
search. When
multiple document
versions exist, the
retrieval system
automatically filters
by metadata:
excludes deprecated
versions unless
explicitly requested,
prioritizes non-
deprecated current
versions, considers
validity date ranges,
and ranks by
document authority
and recency. The
version-aware
retrieval means users
always receive
current information
by default. Users can
configure retrieval
beha

Nexus implements
hybrid search by
simultaneously
executing keyword-
based search (finding
documents
containing exact
terms) and semantic
search (finding
conceptually similar
documents through
vector similarity). The
results merge using
ranking algorithms
that consider:
keyword match
strength (exact
matches, partial
matches, frequency),
semantic similarity
scores (cosine
similarity between
query and document
embeddings),
document metadata
(recency, authority,
usage patterns), and
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MAIKB-
REQ-19

MAIKB-
REQ-20

Sources

Suggestion

One-
Dimension
al

Attractive

150

300

Exceeds
Requirement

include a direct link
to the source of the
retrieved
information, as well
as a link to the
specific paragraph
where the
information appears
within the
document.

Exceeds
Requirement

be able to suggest
relevant
supplementary
information to
complement the
response, upon user
request.

W Nexus

user permissions
Every response
includes source
citations with
document title, link
to full document in
source system
(Confluence, Google
Drive, SharePoint),
page number or
section reference,
document version
identifier, and
retrieval confidence
score. The platform
generates deep links
to documents in their
native systems using
the connected
integration (Google
Drive file IDs,
Confluence page
URLs, SharePoint
document links). For
page-level
references, citations
include page
numbers extracted
during OCR/indexing
Users configure
agents to suggest
supplementary
information through
prompt engineering
and workflow logic.
The agent's system
prompt can instruct:
"After answering,
suggest related
topics, prerequisite
concepts, and
frequently asked
follow-up questions."
Users implement
suggestion logic
through workflows
that: perform
additional semantic
searches for related
content, identify
commonly co-
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MAIKB-
REQ-21

MAIKB-
REQ-22

REST

JSON

Must-Be

Must-Be

60

60

be able to provide Exceeds
RESTful Application Requirement
Programming

Interface (API) with

clear, versioned

endpoints.

be able to provide Exceeds
JavaScript Object Requirement
Notation (JSON) as

request/response

format.

W Nexus

accessed documents,
retrieve documents
linked via metadata
relationships, and
format suggestions
as "You migh

Nexus provides
RESTful API for
querying the
knowledge base. The
API architecture uses
standard HTTP
methods (GET, POST),
resource-based URLs,
stateless operations,
and JSON
request/response
format. Users receive
API documentation
showing endpoint
URLs, request
parameters,
authentication
requirements, and
example calls. The
API enables Meridian
legacy systems to
query the knowledge
base
programmatically.
Users configure API
authentication using
API keys, OAuth 2.0,
or JWT tokens. The
versioned end

All Nexus API
communications use
JSON (JavaScript
Object Notation) for
both requests and
responses. Users
send JSON-formatted
request bodies with
guery parameters,
filters, metadata, and
configuration
options. API
responses return
JSON with response
text, source citations,
metadata,
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MAIKB-
REQ-23

MAIKB-
REQ-24

Interface

Response

Attractive

Attractive

300

300

Exceeds
Requirement

be compatible with
asynchronous or
streaming responses
(e.g., Server-Sent
Events or
WebSocket's), if
applicable.

Exceeds
Requirement

include confidence
score and citations
(reference to
retrieved
documents)

W Nexus

confidence scores,
and error details. The
JSON schema is
documented showing
field descriptions,
data types, required
fields, validation
rules, and example
payloads. Using
standard JSON
ensures compatibility
with all

Nexus supports
streaming responses
for real-time delivery.
When a query is
submitted, the agent
can stream the
response
incrementally as it's
generated rather
than waiting for
completion. Users
experience responses
appearing
progressively (similar
to ChatGPT interface)
improving perceived
responsiveness. The
streaming
implementation uses
Server-Sent Events
(SSE) or WebSocket
connections
depending on
deployment channel.
For long-running
operations (complex
semantic searches,
multi-document
analys

Users implement
confidence scoring
through workflow
logic. A workflow can
calculate confidence
by: evaluating
semantic similarity
scores between
query and retrieved
documents, checking
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MAIKB-
REQ-25

MAIKB-
REQ-26

Security

Role-based

Must-Be

Attractive

60

300

support API key,
OAuth 2.0, or JSON
Web Token (JWT)
authentication.

be Role-based access
to restrict queries or
results by user
profile.

Exceeds
Requirement

Exceeds
Requirement

W Nexus

consistency across
multiple sources,
analyzing response
completeness
relative to query
requirements, and
scoring based on
source document
authority. The
workflow computes a
confidence score (0-
100 or categorical:
high/medium/low)
and includes it in the
response metadata.
Citations are
automatically
included showin
Nexus API
authentication
supports three
methods: API keys
(simple service-to-
service integration
with keys scoped to
specific permissions),
OAuth 2.0 (user-
delegated access
where applications
access APIs on behalf
of users), and JWT
(JSON Web Tokens
for stateless
authentication with
cryptographic
signatures). All
authentication
methods integrate
with the role-based
access control system
enforcing user
permissions.
Credentials are
encrypted in transit
(TLS/SSL) and at rest
(AES-256). Users
config

Users configure role-
based access through
the admin interface
defining roles (HR
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MAIKB-
REQ-27

MAIKB-
REQ-28

Injection

Feedback

One-
Dimension
al

One-
Dimension

150

150

be protected against
prompt injection and
malicious inputs.

support user
feedback submission

Exceeds
Requirement

Exceeds
Requirement

W Nexus

Agent, Legal Agent,
Support Agent,
Administrator),
assigning permissions
per role (corpus
access, operation
permissions),
mapping users to
roles (one user can
have multiple roles),
and setting default
permissions. When
users submit queries,
the retrieval system
automatically filters
results to include
only documents
they're authorized to
access based on their
role and metadata-
based permissions.
The filtering is tra
Nexus protects
against prompt
injection through
multiple layers: input
sanitization
examining user
inputs for suspicious
patterns, instruction
hierarchy isolating
system instructions
from user inputs,
output monitoring
checking responses
for instruction
leakage, and rate
limiting detecting
automated attack
attempts. Users can
configure additional
guardrails through
prompt engineering:
system prompts that
explicitly refuse to
follow injected
instructions, content
validation steps in
workflows tha

Users enable
feedback collection
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MAIKB-
REQ-29

Conversational
Memory

al

Must-Be

60

(e.g., thumbs

up/down,

comment).

ensure that Exceeds
responses are Requirement

generated with full
consideration of the
conversational
context and
memory.

W Nexus

through the chat
interface where each
response includes
thumbs up/down
buttons, comment
fields for detailed
feedback, category
selection
(accurate/incomplete
, wrong information,
helpful/slow), and
specific issue
reporting. The
feedback is captured
with full context:
original query, agent
response, sources
cited, user identity
(for follow-up),
timestamp, and
satisfaction rating.
Users build
workflows that
process feedback:
identify patterns in
low-satisfaction res
Agents maintain
conversation context
throughout multi-
turn dialogues. The
system stores:
complete
conversation history
(all user queries and
agent responses),
entity tracking (key
topics, documents,
concepts discussed),
intent progression
(how questions build
on each other),
context switches
(when users change
topics), and user
preferences
expressed during
conversation. The
agent references this
context when
generating
responses:
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MAIKB-
REQ-30

MAIKB-
REQ-31

Feedback Loop

Gamification

One-
Dimension
al

Attractive

150

300

Exceeds
Requirement

incorporate a
feedback mechanism
to support the
continuous
improvement of
response quality.

Exceeds
Requirement

integrate a
gamification
mechanism to
encourage users to
provide feedback.

W Nexus

understanding
pronoun references
("it", "that", "those"),
followin

The feedback
mechanism supports
continuous
improvement
through systematic
collection and action.
Users configure
workflows that:
collect user feedback
on each interaction
(satisfaction ratings,
comments),
aggregate feedback
data identifying
patterns (queries
with consistently low
ratings, common
confusion points),
analyze quality
metrics (accuracy,
response time,
completeness), and
trigger improvement
actions.
Improvement actions
include: updating
system prompts
based on feedback
patterns, ident
Users implement
gamification through
prompt-level
configuration. The
agent's system
prompt can include
instructions to:
acknowledge user
contributions
("Thanks for your
feedback - you've
helped improve 47
responses!"),
encourage
participation ("Your
input makes the
knowledge base
better for
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MAIKB-
REQ-32

MAIKB-
REQ-33

Personalization

Prosody

Attractive

Attractive

300

300

Exceeds
Requirement

be able to
personalize the Al
responses based on
user roles or
preferences (beyond
basic role-based
access).

Exceeds
Requirement

analyse the prosody
of the human
requester and adjust
its responses
accordingly to help
reduce the reader's
stress.

W Nexus

everyone"), track
milestones in
conversation ("You're
on a 5-day streak of
helpful feedback!"),
and provide positive
reinforcement. Users
customize
gamification tone
and approach to
match organizational
cultu

Nexus enables
personalization
beyond basic RBAC
through individual
agent configurations.
Users can deploy
separate agents per
user group, each
with: custom system
prompts defining
personality and
response style,
different behavioral
configurations
(verbosity, formality,
technical depth),
separate deployment
channels (email,
Teams, Slack, phone,
WhatsApp), and
tailored knowledge
base access. For
example, executives
might have agents
with concise high-
level responses,
while specialists
receive det

Nexus agents support
voice interaction
through two
capabilities: (1) Voice
notes - users send
voice recordings
across all
deployment channels
(chat, email, Teams,
Slack, WhatsApp),
which agents
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MAIKB-
REQ-34

MAIKB-
REQ-35

Content
Moderation

Sensitivity filter

One-
Dimension
al

Must-Be

150

60

automatically detect
and block any
inappropriate,
offensive, or harmful
language.

filter out sensitive or
restricted
information, such as
personal data or
confidential content.

Exceeds
Requirement

Exceeds
Requirement

W Nexus

transcribe and
process to generate
responses; (2) Real-
time voice calls -
agents can be
deployed via phone
for live voice
conversations. In
voice call mode, the
system analyzes
prosodic features
(tone, pitch, rhythm,
pace, stress patterns)
to detect emotional
state and urgency.
The agent adjusts
responses

Users implement
content moderation
through prompt-level
guardrails and
workflow validation.
The approach:
configure agent
system prompts with
explicit content
moderation
instructions (block
offensive language,
refuse harmful
requests, maintain
professional tone),
add workflow
validation steps that
analyze generated
responses before
delivery, and
implement keyword
filtering for
organization-specific
inappropriate terms.
Users can configure
moderation severity
(strict/moderate/per
missive), define

The metadata-based
permissions system
filters sensitive
information through
access control
enforcement.
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MAIKB-
REQ-36

Bias detection

One-
Dimension
al

150

include regular
audits of Al outputs
to identify and
mitigate potential
biases related to
gender, ethnicity,
and other factors. It
must ensure fair and
equitable treatment
of all user groups.

Exceeds
Requirement

W Nexus

Documents are
tagged with
sensitivity
classifications (Public,
Internal,
Confidential,
Restricted) during
upload or sync.
When users query,
the retrieval system
automatically:
verifies user
permission level
against metadata,
excludes documents
above user's access
level, redacts
sensitive sections
within partially-
accessible
documents, and
provides no
indication that
filtered content exists
(pr

Bias detection is
organization-specific
- users define what
constitutes bias for
their context. Users
configure bias
detection through
prompt-level
instructions: system
prompts that instruct
agents to avoid
specific biased
language patterns,
detect potentially
problematic framing,
and apply
organization-specific
fairness criteria.
Users implement bias
mitigation by:
configuring
workflows that
analyze responses for
bias indicators before
delivery, defining
custom bias
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MAIKB-
REQ-37

MAIKB-
REQ-38

Privacy

Emergency
detection

Must-Be

Attractive

60

300

ensure encryption of

data both in transit
and at rest, and
enforce data
retention policies
that limit storage to
the minimum
duration necessary.

be capable of
detecting urgent
situations (e.g., self-
harm, threats) and
automatically
triggering
predefined response
protocols. It must
also facilitate
immediate
connection to
appropriate
emergency
resources or
designated human
operators.

Exceeds
Requirement

Exceeds
Requirement

W Nexus

categories
(demographic, rol

All data is encrypted
at rest (AES-256) and
in transit (TLS 1.3).
Users configure data
retention policies
limiting storage
duration to minimum
necessary: retention
periods by data type
and sensitivity,
automated deletion
schedules, GDPR
right to erasure
workflows, and audit
trails documenting
retention decisions.
The platform's SOC 2,
1SO27001, GDPR
compliance
certifications validate
privacy practices.
Users choose
deployment model
based on data
sovereignty
requirements: on-
premise deployment
pr

Users configure
emergency detection
through prompt-level
analysis and
workflow logic.
Agents can be
instructed to: identify
crisis language
patterns (self-harm
mentions, immediate
danger, severe
distress, threats),
score urgency level,
and trigger
emergency protocols
when detected. The
emergency workflow:
immediately alerts
designated
responders via email,
SMS, and chat
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MAIKB-
REQ-39

MAIKB-
REQ-40

LLM Setup

Trigger

One-
Dimension
al

Attractive

150

300

support optional
parameters such as
(Temperature or
creativity level,
Maximum token
length, Model
selection or Prompt
template override)

allow definition of
customizable alert
rules based on
System metrics (CPU,
memory, disk,
latency), Application
errors (exceptions,
failed jobs, 5xx
responses),
Threshold breaches
(e.g., >90% CPU for 5
mins) or Business
events (e.g., failed
payment, missing
data, low inventory).

Exceeds
Requirement

Exceeds
Requirement

W Nexus

(Microsoft Teams,
Slack), routes
conversation to
crisis-trained human
operators, logs
incident with full
context, and follows
o

Users configure LLM
parameters per agent
through the admin
interface:
Temperature (0.0-
1.0) controlling
response
randomness and
creativity, Maximum
token length limiting
response verbosity
and cost, Model
selection choosing
from available LLM
providers (Anthropic,
OpenAl, Mistral,
custom-hosted), Top-
p for nucleus
sampling, Frequency
and presence
penalties reducing
repetition, and Stop
sequences
controlling response
termination. Users
create parameter
profiles for different
scenarios: "precise |
Users build custom
alerting through
workflows based on
their monitoring
needs. Additionally,
the platform's SOC 2
compliance includes
automated
monitoring with
alerts for security-
relevant events. The
platform maintains
audit logs capturing
authentication
events,
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MAIKB-
REQ-41

MAIKB-
REQ-42

Alert List

Alert Channel

Attractive

Attractive

300

300

support multiple
alert levels (e.g.,
Info, Warning,
Critical). Each level
must be configurable
with Notification
channels and
Response
requirements.

be able to send
alerts through
configurable
channels like Email,
SMS, Chat platforms
(e.g., Microsoft
Teams, Slack).

Exceeds
Requirement

Exceeds
Requirement

W Nexus

administrative
actions, data access
activity, system
performance metrics,
and application
errors. These logs are
continuously
monitored for
anomalies with
automated alerting in
place. Logs are
encrypted at rest and
in transit, retained
Users configure
multi-level alerts
through workflow
logic: Info level for
informational events
requiring awareness
but no action,
Warning level for
potential issues
requiring attention,
Error level for
significant issues
impacting
functionality, and
Critical level for
severe issues
requiring immediate
action. Each level can
route through
different notification
channels: email for
all levels with
detailed information,
SMS for Critical and
Error requiring
immediate attention,
and chat platforms (T
Users configure alert
distribution channels
through workflow
integrations. The
platform's 4000+
plugin marketplace
includes integrations
for: Email (rich
formatting,
attachments,
clickable links), SMS
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MAIKB-
REQ-43

MAIKB-
REQ-44

Alert
Escalation

Alert Filter

Attractive

Attractive

300

300

must escalate
automatically if not
acknowledged
within defined SLA.
(Ability to assign
ownership, and
acknowledge/resum
e/close alerts.
Support on-call
rotation or
escalation
hierarchy).

prevent duplicate
alerts for the same
event (within a time

Exceeds
Requirement

Exceeds
Requirement

W Nexus

(concise messages
optimized for
mobile), Microsoft
Teams (native bot
integration, threaded
conversations,
@mentions, rich
cards), Slack (similar
Teams capabilities),
and custom
webhooks for
proprietary systems.
Users can add any
notification channel
by importing
OpenAPI
specifications
through the n

Users implement
escalation through
workflow logic with
time-based
conditions: IF alert
not acknowledged
within X minutes
THEN escalate to
Level 2 responders.
The workflow
supports: ownership
assignment to
individuals or teams,
lifecycle
management
(acknowledge,
resume if needed,
close upon
resolution), on-call
rotation by
integrating with
scheduling systems,
and multi-tier
escalation hierarchies
(Level 1 = Level 2 >
Level 3=
Management). Users
configure: SLA timers
per alert level
determining e

Users implement
deduplication logic in
alerting workflows to
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MAIKB-
REQ-45

Alert Log

Must-Be

60

window).

logged all alerts:
Trigger timestamp,
Alert content,
Actions taken
(acknowledge,
resolve), User
interactions. Alerts
must be searchable
and exportable for
audits or
compliance. Must
support full alert
lifecycle: Trigger =
Notification =
Acknowledge —
Resolve = Close

Exceeds
Requirement

W Nexus

prevent duplicate
notifications. The
workflow: maintains
a time-window cache
of recent alerts,
compares new alerts
against recent history
using content
similarity, suppresses
duplicates within
configurable time
windows (e.g., only
one "high CPU" alert
per 15-minute
window), and
correlates related
events into single
notifications
(downstream failures
caused by single
upstream issue).
Users configure: time
windows per alert
type (some pe

The platform's SOC 2-
compliant audit
logging captures
comprehensive alert
lifecycle information:
trigger timestamp
(when alert condition
was detected), alert
content (type,
severity, description,
affected systems,
threshold values),
actions taken
(acknowledgment,
investigation steps,
resolution actions,
closure notes), and
user interactions
(who
acknowledged/escala
ted/closed with
timestamps). All alert
logs are: searchable
through query
interfaces enabling
complex searches
("show all Critical al
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MAIKB-
REQ-46

MAIKB-
REQ-47

Alert Test

Dashboard

Attractive

One-
Dimension
al

300

150

ability to simulate or
test alerts before
enabling them live.
Ensure rules behave
as expected without
triggering false
positives.

offer interactive and
real-time
dashboards with
Line charts, bar
graphs, heatmaps,
real-time counters
and gauges, with a
drill-down capability
by corpus, service,
or user.

Exceeds
Requirement

Exceeds
Requirement

W Nexus

Users test alerts
through workflow
simulation
capabilities. Before
enabling alert
workflows in
production, users
can: run workflows in
test mode against
historical data
without sending
actual notifications,
send test
notifications through
configured channels
verifying delivery and
formatting, evaluate
alert logic using
sample conditions
ensuring triggers
work correctly, and
validate escalation
paths confirming
routing and timing.
The platform's multi-
environment support
(Development, QA,
Product

Nexus provides real-
time dashboards in
the main Ul
(gpt.nexus/app) with
live updates showing
operational metrics.
The dashboards
include: line charts
for time-series data
(query volume
trends, response
time patterns, error
rate progression), bar
graphs comparing
metrics across
categories (queries
by department,
documents by
sensitivity, issues by
type), heatmaps
visualizing patterns
(usage by time/day,
geographic
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MAIKB-
REQ-48

MAIKB-
REQ-49

Dashboard
Custom

Metric

Attractive

One-
Dimension
al

300

150

Exceeds
Requirement

Ability to customize
dashboards per
team, service, or use
case.

Exceeds
Requirement

capture key system
and application
metrics, such as
CPU, memory, disk
I/0, Network
throughput, latency,
errors, Database
performance
(queries/sec, slow
queries, locks), API
performance
(response time,
request volume,
error rates),
Application-specific
Key Performance
Indicators (KPI) e.g.,
user logins,
transactions, job
runtimes.

W Nexus

distribution, resource
utilization), real-time
counters displaying
current values (

Users customize
dashboards through
the admin interface
selecting: widgets
and visualization
types (charts, graphs,
tables, gauges,
metrics), layout
configuration (widget
arrangement, sizes,
positions), filter
settings (default time
ranges, corpus
segments, user
groups, services),
color schemes and
branding
(organizational visual
identity), and alert
integration (relevant
alerts surfaced within
dashboards). Users
create role-specific
dashboard views:
executive dashboards
emphasizing business
metr

The platform's SOC 2-
compliant audit
logging captures
comprehensive
metrics: (i) All
conversation logs and
messages between
users and agents, (ii)
All traces of tool calls
made by agents (API
requests, database
queries, integrations
accessed), (iii)
Complete workflow
run logs showing
execution paths and
outcomes, (iv)
Customer feedback
on responses
(satisfaction ratings,
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MAIKB-
REQ-50

MAIKB-
REQ-51

Historical
Storage

KPI

One-
Dimension
al

One-
Dimension
al

150

150

store historical data
(e.g., for 30 days or
longer) for trend
analysis.

The bidder is
requested to define
and propose a clear
set of Key
Performance
Indicators (KPIs) that
will be used to
measure the
effectiveness,
reliability, and
quality of the Al
solution throughout
its lifecycle.

Exceeds
Requirement

Exceeds
Requirement

W Nexus

comments), (v) IT
audit logs covering
authentication
events,
administrative
actions, and data
access activity. All
logs are en

Audit logs are
retained for 12
months minimum
with configurable
retention periods per
compliance
requirements. The
logs use time-series
storage enabling:
trend analysis
identifying long-term
patterns in system
performance and
usage, capacity
planning projecting
future resource
needs based on
historical growth,
comparative analysis
(current performance
vs. historical
baselines), seasonal
pattern recognition
(recurring usage
cycles, weekly
patterns), and
incident investigation
(using historical co
Nexus proposes a
comprehensive KPI
framework:
**QUALITY
METRICS** -
Response Accuracy
(>95% target
validated through
user feedback),
Source Citation
Quality (>98%
responses with
accurate source
links), Hallucination
Rate (<2% responses
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MAIKB-
REQ-52

MAIKB-
REQ-53

Ul Web based

Compliance

Must-Be

Must-Be

60

60

Exceeds
Requirement

The user interface
must be fully
accessible via a
standard web
browser, without
requiring additional
software installation.

Exceeds
Requirement

The solution must
ensure full
compliance with
1SO27001, GDPR and
European Al Act, and

W Nexus

containing
information not in
knowledge base);
**PERFORMANCE
METRICS** - Query
Response Time (<2
seconds for 90% of
queries), System
Availability (99.9%
uptime SLA), API
Response Time
(<500ms for 95% of
API requests);
**USER
SATISFACTION
METRICS** - User
Satisfact

All Nexus interfaces
are accessible via
standard web
browsers (Chrome,
Firefox, Safari, Edge)
at gpt.nexus/app
requiring no client
software installation.
The web-based
architecture:
eliminates
installation and
maintenance on
client devices,
deploys updates
centrally without
user action, provides
cross-platform
compatibility
(Windows, Mac,
Linux, tablets),
enables remote
accessibility from any
location, and ensures
consistent
experience across
devices. The web
application uses
responsive design a
Nexus is certified SOC
2,15027001
(information security
management),
15042001 (Al
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MAIKB-
REQ-54

Standard

Must-Be

60

guarantee the
protection of
personal and
sensitive data. This
includes deployment
options either on-
premise or in a cloud
environment with
end-to-end
encryption.

The overall solution
must be based on
widely available,
market-proven
technologies that are
recognized as
industry standards.

Exceeds
Requirement

W Nexus

management
system), and GDPR
compliant (data
protection and
privacy). These
certifications are
completed and
validated through
independent audits.
The platform
implements: end-to-
end encryption (TLS
1.3 in transit,
AES-256 at rest),
role-based access
controls preventing
unauthorized access,
data minimization
(collecting only
necessary
information), privacy
by design (data
protection
embedded in
architecture), GDPR
Nexus uses industry-
standard
technologies
throughout: standard
web technologies
(HTMLS5, JavaScript,
CSS) for interfaces,
RESTful HTTP APIs
with JSON data
format, standard
authentication
protocols (OAuth 2.0,
JWT, API keys),
standard encryption
(TLS 1.3, AES-256),
standard LLM
provider APIs
(Anthropic, OpenAl,
Mistral), OpenAPI
specifications for API
definitions, standard
webhooks for event
notifications, OAuth
for third-party
authorization, and
standard data
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MAIKB-
REQ-55

MAIKB-
REQ-56

Maintainable

Multilingual

One-
Dimension
al

Must-Be

150

60

The overall solution
must be designed to
allow maintenance
and operational
management to be
carried out
independently by
the Meridian team.

All responses must
be provided in the
language chosen by
the user (for
example, English,
French, Dutch,
German, Spanish, or
Italian).

Exceeds

Requirement

Exceeds
Requirement

W Nexus

formats (JSON, CSV).
The standards-ba
The no-code platform
enables Meridian
team to
independently
maintain the solution
without specialized
technical skills.
Common
maintenance tasks
require no
programming:
adding/updating
documents (drag-
and-drop upload,
bulk sync),
creating/modifying
agents (visual
workflow builder,
prompt templates),
adjusting permissions
(role assignment
through admin
interface),
configuring alerts
(workflow builder
with time-based
triggers), generating
reports (dashboard
export and scheduled
reports), managing i
Agents automatically
respond in the
language of the
query. The
underlying LLMs are
natively multilingual
supporting English,
French, Dutch,
German, Spanish,
Italian, and
additional languages.
When users submit
queries in any
supported language,
agents: detect the
query language,
retrieve information
from documents
(regardless of
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MAIKB-
REQ-57

MAIKB-
REQ-58

Multilingual Ul

Regionalization

One-
Dimension
al

One-
Dimension
al

150

150

All user interfaces
must also be
available in English,
French, and Dutch.

Users must have the
ability to change the
language of both the
interface and the
responses on
demand, in
accordance with
customer preferred
language.

Exceeds
Requirement

Exceeds
Requirement

W Nexus

document language),
and respond in the
query language.
Users can explicitly
set preferred
response language
through
configuration
overriding automatic
detection. The mul
The current user
interface is in English.
(Note: This is a
limitation - the Ul is
not yet localized in
French and Dutch.
Users can request Ul
localization as part of
their deployment if
required for their
organization.)
However, all agent
responses support
full multilingual
capabilities as
described in REQ-56,
and users can
interact with agents
in French, Dutch, or
any supported
language while
navigating the
English interface.
Users configure
language preferences
independently:
interface language
preference (when
localization is
available), default
response language
for agent answers,
fallback language if
content unavailable
in primary language,
and regional settings
(date format, time
zone, number
formatting). The
preferences persist
across sessions and
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MAIKB-
REQ-59

MAIKB-
REQ-60

Availability

Scalability

Must-Be

Must-Be

60

60

Exceeds
Requirement

The entire system
must be available
24/7 to ensure
continuous support
for Meridian Code
business operations.

Exceeds
Requirement

The entire system
must be easily
scalable, with a
focus on minimizing
associated costs, to
handle high
concurrency (e.g.,
via autoscaling or
queuing
mechanisms).

W Nexus

sync across devices.
Users can change
languages on-
demand through:
user profile settings
for persistent
preferences, session-
based selection for
temporary changes,
an

Nexus provides 24/7
availability with SLAs
customized per
contract. The
infrastructure uses:
redundant
components
eliminating single
points of failure,
geographic
distribution for
disaster resilience,
automated failover
ensuring service
continuity, load
balancing across
multiple servers, and
health monitoring
with automatic
remediation. The
architecture
maintains availability
during: scheduled
maintenance (rolling
updates with no
downtime), traffic
spikes (auto-scaling
capacity), component
failu

The architecture
scales through:
horizontal scaling
(automatically adding
application instances
as load increases,
removing as load
decreases), database
scaling (read replicas
for query
performance,
sharding for data
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MAIKB-
REQ-61

MAIKB-
REQ-62

Performance

Auditability

One-
Dimension
al

Must-Be

150

60

The entire system
must deliver optimal
responsiveness from
the user's
perspective to
effectively support
users whenever they
require assistance
(<2s for 90% of
Requests).

All processes,
threads, and
question/answer
interactions must be
logged to ensure
traceability and
availability for any

Exceeds
Requirement

Exceeds
Requirement

W Nexus

growth), auto-scaling
policies that match
capacity to demand,
and containerized
deployment enabling
efficient resource
utilization. Cost
optimization
through: right-sizing
resources avoiding
over-provisioning,
auto-scaling only for
actual usage (paying
only for needed
resources), re

Nexus targets <2
seconds response
time for 90% of
queries through:
caching strategies for
frequently accessed
information (query
result cache for
repeated queries,
document cache for
popular content,
metadata cache for
fast access checks,
embedding cache for
vector calculations),
query optimization
for semantic search
(pre-computed
vector embeddings,
optimized vector
database indexes,
hybrid search
combining fast
keyword with
semantic),
application
optimization
(efficient code,
minimized databas
The platform's SOC 2-
compliant audit
logging captures:
user identity,
timestamps (query
submitted and
answered), query
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MAIKB-
REQ-63

Branding

One-
Dimension
al

150

future inquiries. e.g.
timestamps, user
identity, and version
of corpus/model
used.

All user interfaces
must be clearly
branded and
identifiable as part
of a Meridian
solution. The
branding should be
easily configurable
and customizable
through a
straightforward
setup process.

Exceeds
Requirement

W Nexus

content, responses
generated, sources
cited, user feedback,
document uploads
and modifications,
configuration
changes, permission
modifications, agent
deployments, system
maintenance
activities, and
authentication
events. For each
query, logging
includes: version of
knowledge base
used, LLM model and
version, agent
configuration
version, and retrieval
parameters used.
This versi

Users configure
branding through the
admin interface
uploading: company
logo (SVG, PNG)
displayed
prominently in
headers, custom
color schemes
matching brand
colors (primary,
secondary, accent
applied to buttons,
links, highlights),
custom fonts
reflecting typography
standards, and
custom favicon for
browser tabs. The
configuration
interface provides:
visual preview
showing how
branding will appear,
template-based
options (upload logo
and colors, system
applies throughout),
real-time updates wit
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REQ-64

MAIKB-
REQ-65

Buffer

Cost
Optimization

Must-Be

Must-Be

60

60

To minimize costs
and optimize
performance,
questions and
answers must be
logged in a buffer to
detect similar
queries and provide
approved responses.

The entire solution
must be designed to
minimize operational
costs and reduce the
total cost of
ownership over a
five-year period.

Exceeds
Requirement

Exceeds
Requirement

W Nexus

Query and response
buffering minimizes
costs and optimizes
performance by
caching successful
responses. The
system: analyzes
incoming queries
using semantic
similarity against
recent queries,
detects exact
matches (identical
questions), identifies
near-matches (>95%
semantic similarity),
and recognizes intent
matches (same
underlying question,
different wording).
For matched queries,
the system serves
cached responses
instantly (<100ms)
including: the
previous response,
source citations,
timesta

The solution
minimizes total cost
of ownership
through: **Efficient
LLM usage** - query
buffering reducing
redundant inference,
prompt optimization
minimizing token
consumption, model
selection using
appropriate models
per query complexity,
result caching for
repeated queries;
**Infrastructure
efficiency** - auto-
scaling matching
capacity to demand,
resource pooling
sharing
infrastructure,
optimized storage

193 | Page



MAIKB-
REQ-66

MAIKB-
REQ-67

LLM Providers

Backup

Must-Be

Must-Be

60

60

The entire solution
must support the
ability to switch
between or run
multiple large
language model
(LLM) providers in
parallel, allowing for
evaluation or
competitive use.

The entire solution
must include regular
and secure backups
of data, that must be
maintained to
ensure business
continuity in the
event of data loss or
corruption, with full
adherence to Article

32(1)(c) of the GDPR.

The solution must
include a disaster
recovery plan that
guarantees minimal
downtime and data

Exceeds
Requirement

Exceeds
Requirement

W Nexus

using appropriate
tiers, efficient
algorithms
minimizing
computation;
**Transparent prici
Nexus provides four
LLM integration
options: (1) Nexus-
Hosted Frontier
Models - instant
access to leading
LLMs (Anthropic
Claude, OpenAl
GPT-4, Mistral) with
pay-per-use pricing
and automatic
updates; (2) Connect
Your Own Provider -
integrate existing
LLM subscriptions
using APl keys/OAuth
supporting
Anthropic, Google Al,
Mistral Al, Cohere,
Replicate, AWS
Bedrock,
HuggingFace,
OpenAl, Azure
OpenAl; (3) Host
Models via VLLM -
deploy proprietary or
fine-tuned models
self-hosted in
customer infras

As per SOC 2
compliance
requirements, Nexus
implements: regular
automated backups
of all data
(knowledge base
documents, user
data, configurations,
audit logs, system
settings), backup
encryption (AES-256
at rest), geographic
redundancy (backups
in multiple EU
regions), tested
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REQ-68

MAIKB-
REQ-69

Environment

Confidentiality

One-
Dimension
al

Must-Be

150

60

loss in case of
system failure or
breach, ensuring full
compliance with
European security
standards.

The entire solution
must support
multiple
environments,
including
Development,
Quality Assurance
(QA), and
Production.

All data, at every
stage of the lifecycle
(before, during, and
after model
training), shall
remain the exclusive

Exceeds
Requirement

Exceeds
Requirement

W Nexus

recovery procedures
(quarterly testing of
full restoration), and
defined recovery
objectives (RTO <1
hour for service
restoration, RPO <15
minutes for data
currency). Backup
frequency:
continuous
replication for critical
d

Nexus supports
multiple
environments per
SOC 2 compliance
requirements:
Development (for
experimentation,
testing
configurations,
developing
integrations without
production risk), QA
(for validation,
production-like data
volumes, user
acceptance testing),
and Production (for
live operations with
validated
configurations).
Environment
isolation through:
separate
infrastructure
preventing cross-
environment
impacts, separate
databases avoiding
data corruption,
separate
authentication
realms prevent

All customer data
remains the exclusive
property of the
customer with Nexus
acting only as data
processor. The
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MAIKB-
REQ-70

Architecture

One-
Dimension
al

150

property of
Meridian, shall not
be disclosed outside
the company, and
must be managed in
compliance with all
applicable policies
and legal
requirements.

The solution
architecture must
enable developers to
quickly and easily
reuse existing, pre-
delivered
capabilities. It must
allow them to begin
developing their
specific solutions
within minutes by
leveraging approved,
preconfigured
components that are
designed to meet
security and
scalability
requirements.

Exceeds
Requirement

W Nexus

confidentiality
commitment: data
never used for
training
shared/public models
(strict isolation
preventing use to
improve general
models or benefit
other customers),
data never disclosed
outside customer
organization (access
restricted to
authorized customer
personnel and
designated Nexus
personnel under
strict confidentiality),
data managed per
GDPR, 1SO27001, and
applicable legal requ
The no-code platform
enables rapid
solution
development
through: visual
builders for agent
creation and
workflow design
requiring no
programming, point-
and-click
configuration for
parameters and
permissions,
immediate preview
and testing as
solutions are built,
and one-click
deployment to
production. Pre-built
components
accelerate
development: plugin
marketplace with
4000+ integrations
(instant connectivity
to enterprise
systems), reusable
workflow patterns
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(information
retrieval, approval
work
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