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[bookmark: _Toc8374485]Introduction
The Agreements and Procedures Dossier (DAP) describes the working agreements made at an operational level between KB, National Library of the Netherlands (hereinafter referred to as “KB”) and <NAME OF CONTRACTOR> hereinafter referred to as “Contractor” for the provision of service as described in the “<AGREEMENT TITLE>”, hereinafter referred to as the “Agreement”. 

[bookmark: _Toc8374486]KB Contract Number
…<PROCUREMENT REQUEST NUMBER IN EXACT> …..
[bookmark: _Toc8374487]Period of validity of the DAP
The period of validity of the DAP corresponds to the period of validity of the Agreement.
[bookmark: _Toc8374488]Changes to the DAP
The content of the DAP is the shared responsibility of the Contractor and KB. Changes to the DAP are possible, insofar as these do not conflict with the Agreement. The changes need to be approved by both KB and the Contractor. Proposed changes to the DAP are subject to consultation between the Contractor and KB, as described in Section 3 (Consultation Structure) of this DAP.

The Contractor is responsible for updating this annex. The Contractor will attend to processing all changes approved by both parties.

[bookmark: _Toc8374489]Consultation Structure
In order to continue to guarantee the quality of the service provided, a consultation between KB and the Contractor will be held at regular intervals. 
[bookmark: _Toc8374490]Tactical consultation between KB and the Contractor
KB will conducts tactical consultations with the Contractor <X> times per year for the purposes of monitoring the quality of the products and service supplied, irrespective of the size of the products and services supplied.

This operational/tactical consultation will establish in particular whether the results from the products and services supplied meet the Agreements made (performance, quality, finances) and may address following agenda items:
· Opening
· Minutes of previous consultation
· Notifications - KB and Contractor
· Action points
· Incidents on the side of KB
· Technical aspects/issues on the side of Contractor
· Orders/deliveries/payments
· Escalations
· Schedules (including future products on the side of Contractor)
· Collaboration
· Questions before closure
· Closure
· Notifications - KB and Contractor

<The above agenda is for illustration purposes. KB and the Contractor will jointly define the final content.>

The Contractor is responsible for the minutes of this consultation and for the correct and timely distribution of these minutes.

The consultation will, in principle, have the following participants:
	Participant
	On behalf of
	Role
	Name
	Email address

	<POSITION>
	KB
	Chair
	
	

	<POSITION>
	
	
	
	

	<POSITION>
	
	
	
	

	<POSITION>
	The Contractor
	Minute taker
	
	

	<POSITION>
	
	
	
	









[bookmark: _Toc8374491]Strategic consultation between KB and Contractor
The strategic consultation between KB and the Contractor will be held <X> times per year and will address the following agenda items:
· Opening
· Minutes of previous consultation
· Notifications - KB and Contractor
· Action points
· Recent service provision
· Long-term vision concerning organisation and product development (KB and Contractor)
· Escalations arising from tactical consultation
· Service levels
· Future plans and expectations
· Amendments and/or changes to the Agreement
· Reports
· Questions before closure
· Closure

<The above agenda is for illustration purposes. KB and the Contractor will jointly define the final content.>

The Contractor is responsible for the minutes of this consultation and for the correct and timely distribution of these minutes.

The consultation will, in principle, have the following participants:
	Participant
	On behalf of
	Role
	Name
	Email address

	<POSITION>
	KB
	Chair
	
	

	<POSITION>
	
	
	
	

	<POSITION>
	
	
	
	

	<POSITION>
	The Contractor
	Minute taker
	
	

	<POSITION>
	
	
	
	



[bookmark: _Toc8374492]Implementing processes
[bookmark: _Toc8374493]Incident management
Incident notifications must be reported to the Contractor using KB’s <……> system.

	Notifying incidents
<TO BE COMPLETED>
	Status update
<TO BE COMPLETED>
	Signing out
<TO BE COMPLETED>

<The above summary of timings is for illustration purposes. The Contractor and the participant will jointly define the final content.>
[bookmark: _Toc8374494]Preparation and analysis of reports
The Contractor will periodically draw up reports and makes these available to KB. The frequency of a report depends on the content and purpose of the report. In essence, a distinction will be made for the required reports between accountability and management reports.
The following reports will be prepared.

	Name of report
	

	Frequency
	

	Time of delivery
	

	Intended for
	



	Name of report
	

	Frequency
	

	Time of delivery
	

	Intended for
	


[bookmark: _Toc8374495]Access to KB’s premises
The Contractor may require access to KB’s premises for the resolution of an incident or for planned work. The Contractor will not be granted access to KB’s premises without prior notification.

The Contractor should notify KB that it needs access to KB’s premises. When doing so, the Contractor should provide the following information:
· Time of arrival
· Likely time of departure
· Name of the visitor
· Nature of the work

KB will then notify its reception of the Contractor’s employee(s) and relay this to the Contractor.

[The Contractor will only send employees to the participant’s site who have been accepted (screened) by the participant.]
[Where maintenance is planned on the participant’s premises outside of office hours, the Contractor will notify KB of this work at least 72 hours in advance and will provide the above information.]
[bookmark: _Toc8374496]Escalation
In the event of an impending breach of the agreed service level, the following diagram will be used for informing the person responsible. Both KB and the Contractor may initiate the escalation. 

	Tactical

	Escalation step
	From / To
	To / From

	1
	<POSITION> KB
<NAME>
	<POSITION> Contractor
<NAME>

	2
	<POSITION> KB
<NAME>
	<POSITION> Contractor
<NAME>

	3
	<POSITION> KB
<NAME>
	<POSITION> Contractor
<NAME>



	Strategic

	Escalation step
	From / To
	To / From

	1
	<POSITION> KB
<NAME>
	<POSITION> Contractor
<NAME>

	2
	<POSITION> KB
<NAME>
	<POSITION> Contractor
<NAME>

	3
	<POSITION> KB
<NAME>
	<POSITION> Contractor
<NAME>



<The diagrams above are for illustration purposes. The Contractor and the participant will jointly define the final content.>

[bookmark: _Toc8374497]Contact information
This section contains the relevant contact information of the persons and parties involved with providing services for the Contractor for KB.
[bookmark: _Toc8374498]Contact persons – Contractor 
During office hours
	Contact person
	Position
	Email address
	Telephone number

	
	
	
	

	
	
	
	

	
	
	
	



Outside office hours
	Contact person
	Position
	Email address
	Telephone number

	
	
	
	

	
	
	
	

	
	
	
	


[bookmark: _Toc8374499]Contact persons – KB 
During office hours
	Contact person
	Position
	Email address
	Telephone number

	
	
	
	

	
	
	
	

	
	
	
	


Outside office hours
	Contact person
	Position
	Email address
	Telephone number

	
	
	
	

	
	
	
	

	
	
	
	


[bookmark: _Toc8374500]Contact persons – <THIRD PARTIES>
During office hours
	Contact person
	Position
	Email address
	Telephone number

	
	
	
	

	
	
	
	

	
	
	
	



Outside office hours
	Contact person
	Position
	Email address
	Telephone number
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