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[bookmark: _Toc113020586]General
[bookmark: _Toc113020587]Design 
GVB and the Contractor have concluded a Service Level Agreement with reference number 2022-46. The Service Level Agreement (SLA) is intended to further detail the rights and obligations set out in the Agreement. In the event of any conflict between the wording of the Agreement and the SLA, the wording of the SLA will prevail if it is intended to be an elaboration of the wording of the Agreement. In all other cases, the wording in the Agreement will prevail.

Proposals for amendments to this SLA will be submitted by GVB and the Contractor and discussed jointly in the tactical consultation. After ratification of the change, it will be laid down in writing by GVB and after it has been signed by the authorised representatives of both parties, it will be added as an appendix to the SLA or will result in a new version of the SLA.

GVB and the Contractor are jointly responsible for keeping the SLA up to date. The administrative management of the SLA rests with the Contract Manager of GVB. 

The term of the SLA is in any case equal to that of the Agreement and moreover explicitly linked to it. 

[bookmark: _Toc113020588]Purpose
The Contractor performs the services in accordance with the principles laid down in the Agreement with appendices, including the Schedule of Requirements. The purpose of the SLA is to lay down the arrangements for guaranteeing the quality and continuity of the services and the manner of delivery, monitoring and improvement thereof.

If GVB wishes to include other steering elements, the Contractor must cooperate and apply them.


[bookmark: _Toc113020589]Services
[bookmark: _Toc113020590]Scope 
The scope of the requested services is described in Annex 2 of the Schedule of Requirements. 

[bookmark: _Toc113020591]Direction and planning of activities 

The following agreements apply to the provision of services for the simulation tool including hosting.
 
The service desk is available by phone and email from Monday to Friday from 09.00 -17.00 and provides support at least with respect to:
· Error messages, incidents, disruptions, etc;
· Questions regarding the operation of the software;
· Questions concerning the optimal use of the possibilities of the software.
For the SaaS solution, at least 3 priority levels of notifications are specified:
· Non-availability of the entire Simulation Tool is priority 1;
· Non-availability of parts of the Simulation Tool is priority 2;
· Other reports are priority 3.

The following response times apply to the execution of work.

	Type of service / report / complaint
	Resolution time 

	Priority 1
	Provisional solution: < 2 days

	Priority 1
	Final solution: < 5 days

	Priority 2
	Provisional solution: < 5 days

	Priority 2
	Final solution in next version

	Priority 3
	Interim solution: N/A

	Priority 3
	Final solution: plan new version



In case of unavailability of the SaaS solution, the Contractor delivers a status report to CFP every 4 hours.

In the event of serious disruptions (Priority 1, SaaS solution unavailable), the Contractor will provide a Root Cause Analysis report within one week.

The maintenance window for the Contractor is available from 18:00 to 8:00. All planned maintenance and planned changes shall take place in this maintenance window and shall be reported to the functional application manager (=operational manager?) of GVB at least 2 weeks in advance.


[bookmark: _Toc113020592]Accessibility Contractor 
Contractor can be reached Monday through Friday, for CFP, from at least 9:00 a.m. and 5:00 p.m., using the contact information below: 
Telephone number: (<telephone number Contractor>);
E-mail: (< email address Contractor>). 
[bookmark: _Toc113020593]Consultation structure
The schedule below is a concise representation of the topics for communication and information provision between the GVB and the Contractor. Requested reports and interview reports are prepared by the Contractor and made available digitally within five working days for approval by GVB.

	Level
	Parties involved Contractor
	Parties concerned CFP
	Frequency

	Strategic
	Still to be inserted  
	Still to be inserted  
	Still to be inserted  

	Tactical
	Still to be inserted  
	Still to be inserted  
	Still to be inserted  

	Operational
	Still to be inserted  
	Still to be inserted  
	Still to be inserted  



The possible discussion points for each level are as follows: 
· Strategic:	
· Evaluation of overall performance; 
· Contractual matters; 
· Developments internal/external; 
· Tactical:
· Financial Progress; 
· Assessment KPIs; 
· Quality of Service; 
· Bottlenecks and areas for improvement; 
· Complaint registration and handling; 
· 
· Operational:
· Day-to-day; 
· The table below shows the contact details of the contact persons.

	Type of consultation
	Contact person CFP
	Contact person Contractor 

	Strategic 
	< Name, phone number, e-mail>
	< Name, phone number, e-mail>

	Tactical
	< Name, phone number, e-mail>
	< Name, phone number, e-mail>

	Operational 
	< Name, phone number, e-mail>
	< Name, phone number, e-mail>



[bookmark: _Toc113020594]Management information 

The Contractor shall provide a Service Level Report at least twice a year, reporting on:
· The service support processes;
· Number and nature (by level of disturbance) of open and closed tickets;
· Response and recovery times;
· The availability rate of the SaaS solution;
· The number of backups/recoveries performed.

[bookmark: _Toc113020595]KPIs and monitoring 
[bookmark: _Toc113020596]Methodology
GVB expects the Contractor to contribute to the continuous optimisation of the service between the Contractor and GVB, in particular in the field of quality and efficiency. 
The Contractor's performance is assessed four times a year during the tactical consultations. The KPIs described below are normative in this regard. 

If the Contractor's performance does not meet the set standards, this may have consequences for the Contractor.
[bookmark: _Toc464805542][bookmark: _Toc4653577][bookmark: _Toc9843311][bookmark: _Toc384911705][bookmark: _Toc384911736][bookmark: _Toc387043808][bookmark: _Toc464060965]
GVB considers the KPIs to be a dynamic model and reserves the right to make changes to (parts of) the KPIs during the term of the contract or to opt for a different methodology. This will take place in consultation with the Contractor. 
[bookmark: _Toc15367372]
[bookmark: _Toc113020597]Services
	KPI 
	Standard
	Measurement methodology

	The Contractor will perform the services in accordance with the Schedule and the Contractor's Tender
	A maximum of 2 well-founded complaints or deviations per quarter
	Contractor's management report and input from GVB contract manager based on registered complaints.

	Procedure for restoring standards
If two or more justified complaints or deviations are observed in a single quarter, the Contractor will draw up an improvement plan in accordance with SMART principles and attach this to the quarterly report. A justified complaint means that a complaint relates to the services prescribed in the Schedule of Requirements, offered in the Contractor's Tender and laid down in the Contract. A deviation means that a service or activity has not been carried out as prescribed in the Schedule of Requirements.

The quarterly report, including the improvement plan, is submitted to CFP and assessed within ten working days. After approval, the improvement plan must be implemented within one month.

If the standard is not achieved three times (in one contract year or three consecutive quarters) and/or no improvement is visible after the implementation of an improvement plan, this constitutes non-performance. GVB is entitled to dissolve part or all of the Agreement.



	KPI 
	Standard
	Measurement methodology

	Availability

	>98%

	Measured during office hours (Mon - Fri between 08:00 and 18:00, excluding national holidays)
Availability is measured from the Supplier's portal, quarterly and is calculated as follows: [(theoretical availability between 8:00 and 18:00 - down time)/theoretical availability between 8:00 and 18:00] x 100%.
Example: quarter of 65 days with a 12 hour down time gives an availability of: [(65*10-12)/(65*10)] x 100% = 98,2%.

	



	KPI 
	Standard
	Measurement methodology

	Response time

	In case of a report, the Contractor delivers a ticket number within 1 hour
	Elapsed time between notification of unavailability and creation of the ticket.


	



	KPI 
	Standard
	Measurement methodology

	Recovery time

	In accordance with the response times of section 2.2

	Time elapsed between notification of unavailability and availability of the interim or final solution.


	




	KPI 
	Standard
	Measurement methodology

	Service desk accessibility

	The service desk can be reached by phone and e-mail on Mon - Fri from 09.00 -17.00
	Reports of not being reachable by phone or no confirmation of receipt of e-mails.

	





[bookmark: _Toc113020598]Personnel to be deployed by the Contractor
Still to be inserted following tender by Contractor

[bookmark: _Toc113020599]Cooperation between Contractor and GVB 
	KPI 
	Standard
	Measurement methodology

	Cooperation between the Contractor and the Rail Infra Company of GVB. 
 
	During each operational consultation, the POEL form is completed by the Contractor and CFP. POEL stands for: Periodic Operational Evaluation Supplier. 
	The POEL form is signed by the Contractor and CFP and used as input for the tactical consultation. 

	Procedure for restoring standards
The Contractor shall draw up improvement measures in accordance with SMART principles if: 
· Two items from the POEL form insufficient (red) were assessed;
· A subject is rated unsatisfactory (red) for two consecutive quarters. 
The improvement measures are discussed during the tactical consultation. After approval the improvement plan should be implemented within one month.

If the standard is not achieved four times (in one contract year or four consecutive periods) and/or no improvement is visible after the implementation of an improvement plan, this constitutes non-performance. GVB is entitled to dissolve part or all of the Agreement.



[bookmark: _Toc113020600]Management information
	KPI 
	Standard
	Measurement methodology

	Service Level Report
 
	2x per year, completeness

	Timely delivery of the SLRs, covering all aspects from section 2.5.


	





[bookmark: _Toc113020601]Assessment framework 
The assessment per KPI has four possible scores:

J Better than agreed
Explanation: With regard to this KPI, the supplier has met the agreed requirements and agreements well within set periods, has proactively anticipated deviations and has taken suitable measures and provided working methods that represent added value. 

J As agreed
Explanation: With respect to this KPI, the supplier complied with the agreed requirements and agreements within the set period, anticipated deviations and took appropriate measures.

K Parts not according to agreement
Explanation: With respect to this KPI, the supplier partly does not meet the agreed requirements and agreements and/or the supplier has only met the agreements after indication of CFP.

L Largely not as agreed
Clarification: With regard to this KPI, the supplier for the most part does not comply with the agreed requirements and agreements. Even after indication by GVB, the supplier has not met the agreed requirements. 



[bookmark: _Toc113020602]Assessment 
	Services

	Performance in accordance with PVE
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Availability
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Response time 
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Recovery time
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Availability Service Desk
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Cooperation between ON and GVB
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Service Level Report
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.



[bookmark: _Toc84872959][bookmark: _Toc113020603]Periodic evaluation Supplier Simulation tool
	Information general 
	

	General
	Click or tap to enter text.
	Contract
	Click or tap to enter text.
	Filled in by CFP (name)
	[bookmark: Text10]Click or tap to enter text.        

	Supplier (name)
	Click or tap to enter text.
	Conversation date
	[bookmark: Kwartaal]      Date Click or tap to enter a date.



	Deliver, control planning and execution & progress information

	Did the supplier deliver the (implementation) plans in time?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Is the planning supplied of sufficient quality?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Did the supplier keep to the schedule? 
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Has the supplier informed GVB well about the progress and has GVB been informed in time about deviations in the planning?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.



	Safety & Environment

	The supplier complies with all relevant safety rules and procedures?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Does the supplier take sufficient account of the environment in which he is working (e.g. accessibility, nuisance, timely communication about work)?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.





	Knowledge & Experience


	Did the supplier use employees who were suitable for the tasks to be performed?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.



	Control of risks

	Does the supplier anticipate possible problems and risks?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Has the supplier identified risks and opportunities and taken/provided corresponding control measures?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.



	Quality Management & Complaint Handling

	Did the supplier perform the services within the agreed quality requirements?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Are agreements being kept?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Are complaints dealt with within the agreed time?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Are the complaints closed properly?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.






	Documentation & Reporting

	Are the documentation and reports provided by the supplier on time and of sufficient quality? 
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.



	Development & Sustainability
	The Supplier anticipates changed needs at GVB and comes up with options for new functions	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	The supplier anticipates the management and maintenance process of GVB and comes up with appropriate improvement proposals	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	The Supplier anticipates the needs of GVB with regard to sustainability and puts forward options for suitable solutions.
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.





	Collaboration & Communication

	How did the Supplier act when GVB implemented (proposed) changes? 
	J |_|   J |_|   K |_|   L |_|*
	[bookmark: Selectievakje4][bookmark: Selectievakje5][bookmark: Selectievakje6]+ |_|    = |_|    - |_|**

	Has supplier coordinated its work with CFP and other stakeholders?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	How is the cooperation going and does the supplier take into account the interests of CFP within the cooperation?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.



	Finance 

	Did the Supplier report additional work or financial setbacks to GVB on time? 
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	The quotations, invoices and financial statements provided by Supplier are timely and clear
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.




	KPIs

	Are the KPIs still up-to-date?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Click or tap to enter text.	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.




	General impression

	J |_|
	J |_|
	K |_|
	L |_|*

	+ |_|     = |_|     - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.




















[bookmark: _Toc84872960][bookmark: _Toc113020604]Periodic assessment Client Simulation tool
	Information general 
	

	General
	Click or tap to enter text.
	Contract
	Click or tap to enter text.
	Filled in by CFP (name)
	Click or tap to enter text.        

	Supplier (name)
	Click or tap to enter text.
	Conversation date
	      Date Click or tap to enter a date.



	Work according to plan

	To what extent did CFP adhere to the project structure?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Did CFP adhere to the schedule?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.



	Safety & Environment

	To what extent does GVB offer a working environment in which it is possible to work in accordance with all relevant safety rules and procedures?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	How did GVB communicate about safety at its sites?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	When planning work in the project area that interfaces with the supplier, does GVB take sufficient account of the interests of the supplier (e.g. accessibility, inconvenience, timely communication, etc.)?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.





	Knowledge & Experience


	Did CFP deploy staff that were appropriate for the tasks to be performed?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.



	Control of risks

	Does CFP anticipate potential problems and risks?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Has GVB properly identified the risks it needs to control and taken/provided for the corresponding control measures?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.



	Quality Management & Complaint Handling

	To what extent did GVB comply with its obligation to the supplier with regard to timely approval or rejection of submitted designs and plans?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	To what extent did GVB properly follow up on suggestions for improvement and complaints from suppliers? 
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.






	Invoicing, Documentation & Reporting

	To what extent has GVB complied with its obligations with regard to timely payment of the Supplier?

	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	To what extent did GVB fulfil its obligation with regard to timely approval or rejection of submitted revision documents?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.



	Development & Sustainability
	 Is GVB able to properly communicate its needs with regard to new or other solutions to the Supplier?   	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.





	Collaboration & Communication

	How did the CFP act when the Supplier implemented (proposed) changes? 
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Has CFP coordinated its work with Supplier?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	How is the cooperation going and does GVB take the interests of the Supplier into account within the cooperation?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.




	KPIs

	Are the KPIs still up-to-date?
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Click or tap to enter text.	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	General review
	J |_|   J |_|   K |_|   L |_|*
	+ |_|    = |_|    - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.




	General impression

	J |_|
	J |_|
	K |_|
	L |_|*

	+ |_|     = |_|     - |_|**

	Give a reason (example/compliment/complaint) and include the improvement agreements made (if applicable)
Click or tap to enter text.





The overall assessment is made as follows:


	Overall assessment
	 Score per KPI

	Better than agreed
	Minimum 10 x J
Maximum 2 x K
No L

	As agreed
	Maximum 3 x K
No L

	In parts not according to agreement
	Maximum 4 x K 
Or 
Maximum 2 x L
Or 
Maximum 2 x K and
Maximum 1 x L

	Largely not as agreed
	More than 4 x K 
Or
More than 2 x L
Or 
1 or more x K and
Maximum 2 x L
Or 
3 or more x K and
Maximum 1 x L




[bookmark: _Toc84872957][bookmark: _Toc113020605]Improvement agreements 
If the agreed requirements and agreements are not met in relation to a KPI, improvement agreements are made which are filled in on the assessment form.
If the KPI is also not achieved during the subsequent assessment, the Supplier will draw up an improvement plan in accordance with SMART principles and add this to the progress report. 

The progress report, including the improvement plan, is submitted to CFP and approved within ten working days. After approval, the improvement plan must be implemented immediately. If services or deliveries are incomplete, they will be carried out/delivered retrospectively. 

If the KPI is not achieved three times in a row (within one and a half year of the contract) and/or no improvement is visible after the implementation of an improvement plan, this is a case of non-performance. GVB is then entitled to dissolve part or all of the Agreement.
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