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Request for Proposals
Tribunal Transformation Initiative Professional & Data Residency Services

Ministry of justice
Request for Proposals Number: AG-J5B-73114
Issue date: July 31st, 2014
Closing Time: Proposal must be received before 2:00 PM Pacific Time on: August 25th, 2014

GOVERNMENT CONTACT PERSON: All enquiries related to this Request for Proposals (RFP), including any requests for information and
clarification, are to be directed, in writing, to the following person whe will respond if time permits. tnformation obtained from any other source is not
official and should not be relfied upon. Enquiries and any responses will be recorded and may be distributed to all Proponents at the Province’s cption.

Mac Campbell
Contract Manager

Mac.Campbell@gov.be.ca

DELIVERY OF PROPOSALS:

Propasals must NOT be sent by mail, courier, hand, facsimile or e-mail. Proposals are to be submitted as follows:

One complete electronic proposal must be received in accordance with BC Bid instructions for e-bidding. Only
pre-authorized e-bidders registered on the BC Bid system can submit efectronic bids.

PROPONENTS’ MEETING

A Proponents’ meeting will not be held.

PROPONENT SECTION:

For electronic proposals, all parts of the Proponent Section {(below) must be completed except the signature field, as the BC Bid e-bidding key is deemed to
be an original signature, The rest of this page must be otherwise unaltered and submitted as part of your proposal.

The enclosed proposal is submitted in response to the above-referenced Request for Proposals, including any addenda. Through submission of
this proposal we agree to ali of the terms and conditions of the Request for Proposals and agree that any inconsistent provisions in our
proposal will be as if not written and do not exist. We have carefully read and examined the Request for Proposals, including the
Adrministrative Section, and have conducted such other Investigations as were prudent and reasonable in preparing the proposal. We agree to
be bound by statements and representations made in our proposal.

Signature of Authorized Representative: Legal Mame of Proponent:

X PricewaterhouseCoopers LLP

printed Name of Authorized Representative: “Doing Businass As” Name of Proponent, if applicable:
Owen Taylor PwC
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September 2, 2014

Mac Campbell

Contract Manager
Ministry of Justice

PO Box 9262 Stn Prov Gov
Victoria, BC V8Wady

Reference; Proposal for Tribunal Transformation Initiative Professional Services

We see this Proposal as an Opportunity to re-confirm ouy commitment to you — to show you that we've
listened to your needs, and taken direct action in fesponse. We've worked hard to address the specifie
Tequirements of your Request for Proposals and to assemble a great team to work collaboratively with the
Ministry of Justice and the in-scope Tribunals to achieve the TTI objectives.

We'd like to move forward together. We hope that by the time you've finished reading our proposal, you're
convinced of our Commitment and passion to work with you.

Please note that our Proposal is for Professional Services only.

We very much look forward tg discussing this proposal with you. In the meantime, please don’ hesitate to
let me know if you have any questions,

Sincerely,

'

ji o de—
e
Owen Taylor

Partner, Pw( Associateg
+1250 298 5270
owen.taylor@ca.pwe.com

PricewaterhouseCoopers LLP

PwiC, 525 Fort Street, Suite 201, Vietoria, British Columbia, Canadq VBW 1E8

T: +1 250 208 5260 L. pwe.com/ca

"PwC" rafors (o PricnwalerhouseCoupers LLP, an Ontario limitagt Hability partnership, which is a member fim of Fﬂcewalemousecoupers Intemationat Litritad, each mamber
fitm of which is a separate legal entity, Page
JAG-2014-p151 1-1
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© 2014 PricewalerhouseCocpers LLP, an Ontario fimited liability parinership. All fights raserved.

Pw( refers to the Canadian member fimn, and may sometimas refer to the PwC network, Each member fifm is a separaie legal entity. Please see www.pwe comistructura far further detalls,
This propesal conlaing information thal is proprietary and confidential 1o PricewaternouseCoopers LLP, and shall not be disclosed outside the reciplent's company or duplicated, used or
disclosed in whele orin part by the recipient for any purpese other than to evaluate this proposal, Any ofher use or disclosure in whole or in part of Ihls information without the express written
permission of PricewaterhouseCoopers LLP Is prohibitad.

This proposal to provide services is conlingent on successiul compietion of PwC's client and engagement acceplance precess.
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provide real Opportunities for BC 1o strengthen and aceelerate your leadership bosition in the management of
tribunal services, PwC would very much like to be a Ppartiter in this succegs,

Our goal is to bring a dedicated ‘A-team’ that you can trust for the long term to get the job done. We want to
impress you with commitment, mnovation and value. Your Request for Proposals (RFP) requires a very
specialized range of services and industry experience backed by a quality team to provide it.

Let us show you why we are that team,

The right team Jor the right results

PwC 1 Confidential ang Proprietary
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We're confident that you'll achieve greater TTI success, meet deadlines and maintain integrity through Pw(’s
position as a Salesforce.com Global Strategic Alliance partner and our experience developing and implementing
over one hundred major Salesforce.com projects over the past five years (and beyond, through the much higher
levels of individual resource Salesforce.com experience).

The approach you’ve requested requires a balance of local Salesforce.com capability and global expertise, and a
team that will work as a collaborative extension of the Ministry and the TTL. To fulfill this imyportant reavest, we'll
bring the best of our global Salesforce.com practice to supplement and support ~ who
provide strong local Salesforce.com development capabilities and resourcing depth. We understand the challenges
to any organization in landing and maintaining a non-local team. We've worked hard to balance our global
expertise and local eapacity through our parinershipwith & We're confident that through our combined
team, you'll get the best of both worlds: the top Salesforce.com experts in North America, and the right local
expertise who know you, who know the BC government, and who are invested in the community in which we all
live and work.

By choosing PwC, you'll benefit from qualifications that extend far beyond the force of our technical capabilities.
Our strength also lies in the knowledge and continuity of key team members who oversaw and were deeply
involved in previous phases of work. This includes Owen Taylor (Engagement Partner), Gert du Preez
(Engagement Manager) a2

2 - The benefit or tnese experienced resotrces is obvious. We can help you reduce the cost of
implementation by minimizing ramp up, applying lessons learned from previous work, and make sure that our
goalsand understanding are aligned with yours on day one.

A serious (Sales) force in BC

This is an important, long term, marquee initiative for PwC and we understand the importance of a local,
committed partner. PwC is already a serious force in BC, with more than 900 staff across the province, Over the
last few years we've worked hard to build a strong Public Sector practice, and this continues to be a strategic
priority for our firm. This is much to the credit of people like Owen Taylor, your Engagement Partner, who have
spent their careers working for and with public sector organizations in BC. This commitment means you’ll benefit
from top resources and dedicated leadership oversight to drive quality outcomes for this initiative. We're proud of
our work with the BC Government, and will continue to draw on our extensive knowledge and experience to help
design and implement a solution that meets the specific needs of vou and your stakeholders.

We're really excited about being back in Victoria and about this opportunity. We moved into our new office in the
historic Temple Building on Fort Street this past spring. It’s a great move for us for many reasons. It means we're
able to support the communities we live and work in. It means we're able to better serve our clients by being at
their doorstep. And it means new and exciting work for our partners and staff. Our Victoria office represents a
significant investment by owr firm and a commitment to actively grow our business ingc.

N . . 2] .
Qur commmitment is even greater when you consider our Salesforce partner, and his team are

-
very serious about growing their Salesforce.com business in the BC market, and see thiy initiative as a very
strategic and important growth opportunity. Yo'l see many benefits from two organizations who are so highly
motivated to see this initiative succeed.

Ensuring the broader goals

First and foremost, this assignment is about executing on developing and implementing a large, complex
technology solution which has the potential of transforming tribunals across British Columbia and further
demonstrating BC’s status as a leader in Justice reform. Your objectives are clear from the scope outlined in the
RFP and from conversations we've had with your team. But we are well aware that this project is more than
technology. Innovative software solutions are only one component of the broader business and sector
transformation. In order to consider the broader transformation we rely on our Transform framework for
perspective and would be guided by your core goals right from the start to align our efforts to your outcomes, and
that you see faster and better results,

Pwe z Confidential and Proprietary
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Where necessary, our named team ¢an also be supplemented by the significant capabilities of Pw(s large global
Salesforce.com practice, This project has the attention of the highest levels of our Salesforee,com practice as we]]
as our Canadjan consulting leadership Eroup and wa're fully committed o supporting our team whenever a need
is identified,

the TTI, We'd be proud to be your pariner, to work cé]laboratively with you on a transformationa] Project with thig
much potential for suceess,

Our team ig passionate about this Project. The business growth opportunities and ability to realize meaningfu]
change are rare and exciting. We hope that thig passion and excitement are evident in our approach and through
the dedicated angd skilled team that we've put forward in this response,

PwC 3 Confldential anq Praprietary
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6 Requirements and proponent

response

Proponent information

Proponent’s legal name:
P

PricewaterhouseCoopers LLP

Deing business as pame:

PwC

Mailing address:

525 Fort Street, Suite 201
Vietoria, British Columbia, Canada VEW 1E8

Name of the Proponent’s contact for
the proposal:

Owen Taylor
Managing Pariner, Victoria

Contacts email and telephone number: +1 250 298 5270

owen.taylor@ca.pwe.com

Our subcontractors

Qur proposed subcontractors include:

s.22

s.21

s.22

P is a BC based provider of cloud based CRM services. For this
initiative, g will provide a variety of high quality, local
Salesforce.com consultants to complement the skills and capabilities of
PwC. By balancing PwC global expertise with Y cost effective
local delivery skills, the Ministry has aceess to both world class skills

_and great value,

™ :isa BChased provider of high quality and cost effective
solufion design services. PwC is drawing on o for their
significant experience working with the BC Publi¢ Sector and proven

_appwach to solution design.

™ isa Canadian strategic partner for PwC, providing a s1ngle

point of contact and contract management services for engaging a vast
network of independent contractors in a variety of capabilities. &
provides cost-effective access to this network of skills. Forthis
engagement, c\! is providing contracting servmes for two key
independent confractors § o

(/)

g Shoul((f additional
semce requiremnents arlsenm the futme, PwC has access to <\!

H

PwC and S “have worked together on a variety of
transformational, Cloud-based anlitian initfatives, While we have

! decided not to name specific ‘\! resonrces for this

i specific initiative, we have an agr eement with N that
i should future requirements be a fit to the resources that they have

¢ available then this would be another capability that we can bring to
{ the Ministry.

PwC
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Page 8
JAG-2014-01511-1

Page 8
JAG-2014-01511-2



Managing oyr subcontractor resources
h

with subcontractors, We invest significant time and effort tg maintain a network of "closely held®, "pwc triendly”
subcontractors, They know how 1o work with us, and we know how to work with them, They know our methods,
tools and procegges and our robust on-boarding process helps minimize the time it takes to integrate our teams.
Of course thig Means more in-depth expertise, loss ramp up time and tompetitive rates for you.

We didn't assemble Our team as a matter of convenience. Many of our team members have worked together
before, have worked with the Ministry of Justice and/or bring critical skills that wil] help us to achieve your
objectives, Furthermore, the team weve assembled understands the approach that the Ministry of Justjce is
looking for — 5 team that operates as an integrated extension of your team to deliver high quality outcomes, on
time and on budget,

PwC 5 Confidential ang Proprigtary
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6.1 Professional services

6.1.1 Approach

Building transformational systems is challenging. Without a strong directional understanding, clear objectives
and effective leadership, individual components don’t come together into a cohesive systemn and transformation
opportunities are lost. Without a focus on regular releases of developed software and agility in development, large
projects are difficult to manage, issues are often caught too late in the process, and the necessary flexibility to
male rapid changes is lost.

For transformational projects, success requires an approach that blends a clearly defined initial direction with the
ability to be agile in development.

In addition to systems complexity, for a project like the Tribunal Transformation Initiative (TTI}, the innovative
technology systems are only one component of a broader transformation. Directly associated to the success of the
TTI systems are: the information it will deliver; the processes and rules it will guide and support; and defined
roles and responsibilities of internal and public users. Whether taking a business or technology view, successtul
transformation requires deliberate action. It can only be achieved through real commitment to core goals and
objectives, intelligent initial and ongoing design decisions and ongoing effective and coordinated execution.

We're confident that the right approach for large complex software systems like the Dispute Resolution Suite
(DRS) begins with a leadership team that has a strong commitment to common solution goals and provides expert
representation and leadership across all critical areas of development and/or dependency. It places the
appropriate amount of attention on creating project clarity and predictability while maximizing innovation by
allowing room for contributions and directional changes. And last and potentially most important, the right
approach is based on showing regular progress towards the release of an elegant solution to generate widespread
buy-in, momentum and commitment to the project and ultimately, the transformation.

6.1.1.1 Consulting services

Our consulting services team includes key resources that are highly familiar with Tribunal Transformation and the
Tribunal Sector, and that have authored many of the predecessor deliverables for the scope of work requested in
your RFP. They've established a positive working history within the Ministry of Justice, the Dispute Resoluion
Office (DRO) and many of the Tribunals including the Civil Resolution Tribunal {CRT) and Residential Tenancy
Branch (RTB), and have a demonstrated ability to provide valuable insights and quality deliverables. These key
resources will be available on day one and throughout the projects to provide directional leadership, business and
transformation context and quality control across the consulting services and deliverables.

Our resources include expert facilitators that bring a depth of experience in collahorative facilitation, business
architecture, transformation, process design, solution design, budgeting, cost and benefit modeling and other
areas directly relevant to the requested scope of work and organizational transformation. Our facilitation
approach will promote stakeholder engagement by preparing agendas and materials well in advance, supporting a
cotlaborative and open environment, and rigorously documenting and rapidly sharing results. We use many
proven techniques and tools to actively engage clients and facilitate effective discussions. Our general facilitation
approach includes the following principles:

s  Select the right approach

» Assemble the right people

« Create an open and collaborative environment
« Engage participants in meaningful activities

e Doctment and share the resolts

PwC ] Confidential and Proprietary
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ing clients in multiple settings incIuding face—to~face, Virtual conferencing, surveys, large
groups angd One-on-one. We'll select the right Setting based g availability, convenience, client needs
and intended outcomes. Ouyr flexible elgagement style brovides a wide range of options ang maximizes the value
of invested effort by everyone involved,

The RFP Specifically Tequests support facilitating in four specific areas, Qgy consultants are fully capable of
facih'tating discussions in each areg including:

a} Transformation Dotential

b} Cost profileg

¢) Process efficiencieg

d) Service, user~experience, process and solution design

Finally, the description of consulting serviegs requested stakeholderg capable of:

8) Facilitation
In the next 3even sections we address each of these items a-g. In each section a-d we've provided a short summary
of some considerations for ensuring future work leverages the existing business architecture: the dispute
resolution reference architectyre,

a) Transformab'on DPotentiq]

Transformation botential is 3 ugefyy concept to help Prioritize transformative effort and infory cost benefit
decisions. There are nany methods o assess transformation botential. We seject the appropriate wmethod haged
on the specifie needs of the problem at hand,

*  We'll likely use ransformation Potential in the next stage to: Quantify Tribunal's initial estimates of Potential
benefits from transformation

. Constructjvely engage Tribunals i reconsideration of iransformation options —i,e. reconsidering dispute
resolution capabilities and thejy value for the tribuna]

*  Inform technology investment decisions in the design stage

We can assesg transformation botential from, 5 number of berspectives. Ope Potential Perspective ig apy éxtension
of the businegs architecture that characterizes all core tribunal activitieg as belonging to one of six process areas,
Anillustration of the next Jeve] of assessment using this lens ig provided belgw-

PwC 7 Canfidential ang Proprietary
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b Process One 0 alefz

Arare Aware Process 1 v
Aware Process 2 v ]
Inform Process 1 v
tnform Inform Process 1 v
Inform Process 3 ¥
Negatiation Process 1 v
Negotiate Negotiation Process 2 v
Megotiation Process 3 v
Facilitate Process 1 v
Facilitate Facilitate Process 2 v
Facititate Process 3 v
Adjudicate | Adjudicate Process 1 v
Facilitata | Adjudicate Process 2 v
Adjudicate Process 3 v
Post Dispute | Post Dispute Process 1 v
Support Past Dispute Process 2 v

To prepare this type of assessment we'll need to work with Tribunals, extend the definition of the process model,
and then re-assess the aspects of Tribunal Transformation that will be of value for each process.

We can make this type of analysis even more powerful by combining it with efforts in our cost modeling and
process efficiency work areas where we'll seek to understand the relative magnitade of each process area in terms
of costs and FTEs.

PwC’s Transform methodology provides a rigorous and comprehensive tool for planning, designing, executing and
operating programs of transformative change. This methodology helps promote transformation planning and the
assessment of transformation potential, consider multiple related and integrated aspects of transformation
including customer offering, process, techinology, information, organization, people capabilities and structure.
Although we plan to use only targeted components of Transform, the entire framework is available as guidance to
help us make sure we're asking and answering the right questions at each stage and addressing priority work.

Future phases of TTT work will involve considerable investment of time and effort building the Expert Systera and
the DRS. Efforts and decisions will need to consider the value and benefits, specifically to first mover Tribunals:
The CRT, and the RTB (and additional first movers if identified), and be weighted by associated factors like costs,
volumes, and estimated productivity improvement.

It’s expected that we’ll need to prepare detailed ongoing assessments of transformation potential. To do this, we’ll
first seek to understand the key decision points and select an appropriate grouping of Tribunals and an
appropriate axis of description like a dispute resolution process, Tribunal technology architecture, or information
requirement. We'll then prepare a model that deseribes how to assess transformation potential. Next we'll
assemble a team of required client resources and appropriate engagement tools (e.g. surveys, interviews,
workshops) to gather the information required, validate the model and share and incorporate the results into
decisions and future work.

Using Business Architecture and other approaches to describe transformation potential

Whet completing transformation potential and related work, we'll seek to leverage the existing business
architecture deliverables, and introducing additional related deliverables where appropriate.

For example, a key component of the business architecture is the identification of strategic outcomes. These
strategic outcomes have been defined for Tribunal Transformation, and at the process level in the Dispute
Resolution Reference Architecture.

Further work on transformation potential, an example of which might be expected future state productivity and
service level targets and comparing that to a baseline, should be provided as an extension of existing artifacts and
in a format that enables re-use for other tribunals.

PwC 8 Confidential and Proprietary
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Outcome 1;
Increase the
prevention & aarly,
speedy resolution of
Disputes

Rumber of applications that have bean subrnitte
resalution setvices,

Target: The future target for numbgy of disputes injtiatad Per year for the
tribunal js 20,000 or fewer,

Bageline: The pre-transformation performance basaling is 25,000 disputas
commenced per yeqr, The bhaselineg js based on the average of tha threa vears
Preceding implementation, 2012, 2013, and 2024,

Measure 2; Decrease elapsed time 1o resolvg disputes,
Deseription of measure, target, baseline. .,

Procgss Sutcomaes for stretegic outcome 2.,

b) Cost profiles

Cost profiles are a COTe requirement of Tribunal Transformation dye to the TTT's objective of being self-funding,
i formation s i i i

In the next stages of work, we eéxpect that a number of important cost profiles will need to he Prepared. These
conid include:

¢ Updated CrRT budget

* Updated RTB budget

*  Budgets for additiong] first mover tribunals

*  Updated transformed aceess office budget

*  Cost profiles ag needed to inform design and development activities

*  Tribunal Transformation tosts, benefits ang funding requirerments

®  Technology service bricing

PwC 9 Confidential ang F'roprr‘etary
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Our approach will be to create living cost profiles for all areas of identified cost, and to update these profiles on a
regular basis using the best available information at targeted points in design and development with the goal of
improved clarity as the technology solution and future state operating models are defined.

Using Business Architecture and other approaches i describe cost profiles

When completing cost profile and related work, we'll leverage the existing business architecture deliverables, and
introduce additional related deliverables or a next level of detail where appropriate.

An example of a key component of the Tribunal Transformation is the ability to fund the transformation using
cost savings realized from each participating Tribunal, This analysis to understand costs and benefits could be
organized and aligned to process phases of the dispute to bring clear cost/benefit and value considerations to key
design and decision points. This detailed cost analysis would also be aligned to the processes, the activities, the
organization, and the perforinance management model.

IHustrative Example of Cost Savings Profile Artifact extending and referencing the existing business architecture

Aware

Inform

s.21
s.21

Negotiate

Facilitate N/ A - not permiited by legislation N/A

Adjudicate

s.21

Past Dispute Support

¢) Process efficiencies

Tribunal and sector process efficiencies represent a fundamental area of benefit to the FTT as they reflect
simplification and time savings to clients and productivity improvement to Tribunals.

The Transform methodology recommends the creation of a guiding set of strategic outcomes and associated Key
Performance Indicators (KPIs). The KPIs will be described in increasing detail as the project progresses and are
based on focus areas of transformation including service level targets, cost targets, and efficiency targets. The
measurement of transformation and the creation of future performance targets are essential to informed
technology and organizational design and development decisions, continuous improvement and future benefits
realization. Our team includes consultants that have performed work evaluating, characterizing and documenting
process efficiencies with a variety of tribunals for 18 months, and are in a strong position to continue this
important foundational work. We expect to continue with a variety of technigues that help characterize and
quantify process impacts including:

e (Jse cases, personas and conceptual solution and process designs

o Business and technology surveys and facilitated working sessions

«  Process descriptions using several methodologies such as IGOEs, EPCS and Swim lane diagrams that describe
future state processes and architectures and illustrate future state benefits

o  Channel analysis to quantify and describe the various methods of interacting with the Tribunal

» Caseflow analysis to quantify process efficiencies by considering processing changes to various case types, or
cohorts of cases

e  Future state productivity estimates included in cost profiles for first mover Tribunals

» Business case summaries of transformative impact of dispute resolution activities on cases in each stage of
the dispute

Pw 10 Confidential and Proprietary
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The tools described above have already been uged to provide insight on specific decisiong required to advance

Tribunal Transformation and create elarity in decisions and Prioritization of work, and have been refined through
surveys, interviews, working sessiong and document reviews,

*  Detailed cage flow analysis to enable comprehensive assessment of effioj encies for an entire Tribunal

*  Pilof or trig] activities with tribunals on key future state Processes enabled by technology t¢ Prove out future
state efficiency gains

Using Businesg Architecture and cther approaches to descrihe Process efficiencies

There are many types of artifacts that can be used to deseribe Processes, workloads, current state productivities
te productivities, Our process efficiency analysis will nge the established Processing convention in
ol i

the dispute reg ution reference architecture, Oyy Process efficiency analysis will leverage and extend the existing
IGOEs and 1ipes where appropriate

With the increaged understanding and specifie Implementation requirements expected in future Phases, we'll
introduce new artifacts as needed to analyze, articulate and represent the desired Process efficiencies. We
anticipate that we’j] examine the fiyll SCope of processes, the full scope of ¢ases, and the workload /costs associated

with hoth the proeess views and the cage type views, These analyses would be provided in cascading levels of detail
down to the activity and chanpe] level,

The results of a] analysis will be Summarized into suceinet decision making informatiog. An example is an

understanding of a Tribunal’s efficiency Improvements i tomparison to its current performance asg Presented in
the example graphs below.

d) Service, user-experience, process and solution design

Concise, communicable, rapid and iterative design activities are essential to the success of transformation
initiatives, Clarity of intention enables clients, stakeholders and the project team to establigh a shared vision,
contribute and he engaged in defin; g a transformative future. Agile iterative design allows 5 Project to foeus on

areas of clarity and priority and to engagement of clients, stakeholders ang the project team in elaboration
activities,

PwC 1t Condidential and Proprietary
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Our approach to service, user-experience, process and solution designs will follow an agile Tead-by-design’
approach. This approach is based on a highly effective ‘show don’t tell’ approach that enables real and meaningful
discussions around proposed changes to services, processes and technology systems.

Using this approach over the last 18 months, key consultants on our team have provided numerous design services
for the TTIL Examptles include:

s Expert System conceptual system designs and prototypes

s DRS conceptual system designs

o CRT process architecture {using generic and specified methodologies)

» Dispute resolution reference process architecture (using generic and specified methodologies)
« Dispute resolution process models

We've engaged key stakeholders to create, validate and refine these design deliverables through interviews,
worldng sessions, facilitated workshops, document reviews and others.

Design will continue to be a major focus for the next stage. As the design process elaborates to higher levels of
clarity, we'll deploy additional user experience leading practices as required by the project and where accepted by
the Ministry.

An example of a user experience leading practice is customer segmentation. This is a valuable analytical tool that
can enable definition of differentiated service requirements, service experience requirements, process models and
technology requirements. Customer segmentation is the structured decomposition of an organization’s customers
into identifiable groups defined by a common customer need. Typically, the needs of each group are so different
that the organization should consider designing future operating models and technical capabilities that directly
meet the needs of each group. For these reasons, we see customer se gmentation as an important concept and tool
that should be used in service design, user-experience design, process -design and solution design

Over the last two years, our consultants have provided design services for the TTL. Example efforts include:

» Expert Systemn mock ups

+» DRSmockups

»  CRT process architecture using specified methodologies

+ Dispute resolution reference process architecture using requested methodologies

» Dispute resolution process model using Swim lanes

We've engaged clients to create each of these design deliverables. The type of client engagement has been selected

appropriate to the task at hand, and included: interviews, working sessions, facilitated workshops, document
reviews and others.

We anticipate the need for clear, iterative design in several areas including:

+ DRS - General functionality

e CRT - Expert System configuration

¢ CRT -- DRS configuration

* CRT - Detailed process design

We've identified many design deliverables in our overall approach. We intend to produce each design deliverable

with a high leve] of client engagement, and with an exacting standard of clarity and aceuracy. We expect that many
of our designs should be of high enough accuracy and completeness that they could also be used as training aids.

We envision the continuation of our design activities as a core and highly effective proeess for ensuring client
engagement and creating transformative solutions that provide better services, greatly improved user experiences,
more efficient processes and elegant technology solutions.
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Using Business Architecture ang other approaches to describe design

Our design artifacts wil] consistently use tha existing business artifacts. They should reference a consistent set of
Processes, erganization roles, process Seope, and desired outcomes as defined by the Tribunal dispute resolution
architecture.

The design work itself will consist of creating process models, activity and event models, design mock ups and
other deliverables useful in helping the business confirm the intended future state both a business and systems
perspective. For more information on design, please see our development section,

e) Using Business architecture and approaches

We're capable practitioners comfortable using a variety of approaches to document discussions with clients,

use of IGOEs and EPCs. Qur Practitioners are comfortable with these approaches, and have authored or modified
i i i e next phase of project, we expect our

Tocesses, organizational design and Tribunal
and sector-wide performance in increasing detail to Support the design, development and implementation of the
core identified technology platforms.

P Engaging resources across the province

Like many of the Tribunals, our Project team will be located in Victoria and Vaneouver, We also realize that there
are stakeholders in many locations around the Provinee. For meetings outside of gur home locations, we’ll

We anticipate client egagement to be eritical to the success of this injtiative. We've chosen consultants for our
proposed team that have 2 demonstrated a capability to effectively facilitate sessions and discussions in both
reraote and in-person settings,

g) Facilitation

Our facilitation approach includes a number activities and planning techniques to make sessions effective and
achieve the desired results. Our approach includes;
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Pre-planning

Pre-planning activities are designed to help make sure that the session objectives are clear, the i ght group of
attendees has been selected, the right approach has been devised for the session, the proposed agenda is clear, and
that relevant background research has been completed. To set session objectives we'll work with the workshop
sponsar to confirm strategic objectives before other planning takes place.

We'll select the right mix of participants based on domain knowledge, skills and experiences. We'll prepare and
share background information with participants before the session. We'll set the agenda with the project sponsor
well in advance of the session. Key session structure decisions include determining the level of individual vs.
group activities, selecting the number of sessions needed, choosing facilitation activities (brainstorming, sharing
experiences, case studies and breakout groups).

Attendee communications

Attendees need to be well informed before, during and after regarding the session purpose, format, key activities,
participation, preparation, expected outcomes and next steps. We'll set up a formal communications plan that
may use tools like email and pre-session meetings to prepare the participants. We'll share session information and
materials with participants in advance.

Staffing considerations

There are two primary dimensions to staffing considerations: those pertaining to invitees and those pertaining to
the facilitation team. For the invitees we consider things like: having the right mix of knowledge and experience;
not leaving any important stakeholders out; location and travel considerations; participant bias, if any; and
sensitivities (i.e. recent layoffs, previous attempts to solve the problem or experience with other consultants), For
the facilitation team, we make sure to have the right number of team members to be able to effectively run the
session. We also make sure that they're familiar with the client organization.

Post-session results

Post session needs for each engagement vary significantly; however, we've found that there arve usually at least 4
basic areas of focus: report on proceedings; findings report; recommended next steps; and stakeholder closure.

It's important that stakeholders are aware of the outcomes and the intended actions or next steps. Closing the loop
with participants is a great way to help promote a continuously positive experience. Also, in some cases issues
raised in the session are deferred for further analysis. In these cases, it’s important to complete the subsequent
analysis and then resolve the issue with the participant that raised it.

6.1.1.2 Development services

This section of our response outlines our targeted agile design and development approach. The sub-sections of our
developer services section are, in order:

» High level development approach overview

+ Detailed development approach

« Development approach deliverables

«  Example development tools and systems

=  Expert System and DRS development considerations

*  Approach alignment with RFP expectations a) through )

High-level approach overview

Our agile design and development approach is based on six core stages with distributed decision, feedback and
approval gates to create transparency and control for the client. It's based on a common design, development,
release and support model and the PwC Transform framework, and can be modified to meet specific client
approval and deliverable needs or to better suit a specific system. Although our approach is primarily focused on
development, it considers organizational activities and deliverables required for a successful implementation of a
transformational technology and the associated transformed organization.
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The Tollowing Provides a high-Jeve] overview of ouy Proposed six-stage development approach. A detajled
description of this approach is provided in the next section of this document,

Process start (Provincial request)

®  The client makes arequest for 5 development
including 4 description of the project seope

* Atime and cost for creating an initia]
estimate is provided to the provinee
for approval

Stage 1: Initia] SOW (high leve] designs)
*  Once ApPproved, an initia] SOW is created

that outlineg the solution, considerations,

understanding of expected deliverables,
timeframeg and cost,

*  The client approves the SOW or requests Agile Development
changes, SEREUE AT

Stages 2-3: Planning, nanagement &

agile design

*  With the high-level Sow created, an
iterative detajleq design process is initiated
based on Project priorities, Each iteration of
agile design results in a detajled design and
agile sprint plan.

* The client approves the detajled design and
sprint plan for the Iteration or reguests
changes that are implemented ang then re-

Initiate approval. Chont Decisign

Release and Support :.

Aot

¢ The iteratign moves into agile development where ﬁmctionality is built and tested, client demog
d Lo the b i i i

Stage 5: Implementation readiness and training

*  When ali Iterations are developed, the Project moves into implementation readiness and training stages where
the solution is prepared for release and training is provided to the target user group,

Stage 6: Releage and support

* The project is released, and moves into application inaintenance for post release enhancements and post
release support,
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m onal systemg through a fully transparent and agile process, This approach beging
with the Ministry defining the Project scope (in collaboration with oy teams) and this initiateg the first stage, the
Initial SOW.

Each stage in ony approach represents important work and activities targeted at the development and
implementation of transformati

* The needs of the Organization and users

*  The assoeiated business oy System processes

* Keyintegration points

*  Innovation ang automation opportunitieg

* Development considerations

* Platform considerations and constraints

*  Commercialization considerationg

* Maintenance and Support considerations

*  Organizational design, change and cost considerationg
*  System content dependencies

SOW approval - The first stage will not e considered complete until the provinee providesg approval to
initiate the agile project,

* Anexperienced solution architect to provide design and sclution leadership
An experienced Salesforee.com architect to provide platform and development leadership
*  Anexperienced integration architect to provide government systems integration direction and leadership

An output of the second stage of design is a living project plan, prioritized backlog and sprint plan, Prioritization
will be based on balance of solution importance, design Maturity, and externaj dependencies (ie. data residency
being in place). The living plans anq work lists will he used to manage iterations of agile design and development,
and to report performance, issyes and changes to the province,

To allow development to start quickly and for team velocity and efficiency to be maximized, iterationg of detailed
design and sprint planning will be initiated ag perthe plan. In each detailed design iteration enough design clarity
will be achieved in order for informed client decisions and focused solution development,
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Detailed design and Sprint plan approval — Each iteration of design in the second stage will not be
considered complete until the Mindstry provides approval to initiate the development sprint.

Stage 4 - Agile development: With iterations of designs and a sprint plan approved, the associated
functionality can now be developed. Following proper agile processes, each area of functionality is created,
integrated and tested before moving to the next component of functionality, With the completion of each agile
sprint, a demo release will be made available for client feedback. Based on the client feedback, reasonable changes
will be implemented in order for the functionality to be delivered for User Acceptance Testing (UAT). Any issues
or changes identified through UAT will be considered for their impacts to the validated solution design and added
to the project plan, priovitized backlog and sprint plan.

Upon completion of each agile development, detailed design documentation will be updated and incorporated into
the solution design documents, and technical documentation will be incorporated into the platform and solution
for technical reference.

Delivered functionality approval - Each iteration of development will not be considered complete
until the Province provides approval of the delivered functionality.

Stage 5 - Implementation readiness and training: The solution will now be prepared for implementation, Work
conducted in this stage is expected to include:

o Training materials and training session bookings as per the training plan

¢ System readiness {i.e. population of systems data, contents, user accounts)

» Design and technical documentation finalization

«  System testing and release readiness activities as per the release plan

Stage 6 - Release and operational support: The solution will be released as per the release plan and
organizational implementation plan. The solution will immediately be placed into release support that will include
activities such as; issues, bugs and changes will documented, performance will be monitored and managed, and a

knowledge base of system support will be created. The linkage between our delivery and release processes are
shown in the diagram below.

Completed storiesare
Rn?le,:a.sc Manager held until release
prioritizes and
4 coprdinates the stories
! hased on the release

schedule and business

priorities
« el L ledhl o
2 [ [ f ] - ‘ ) 2
[ Fulure Wave & Next Wave In Progress Done

- - SR —— Development pods
D — - don'thave any
@0 [5iks L DD EDER —ﬁl concept of releases.
= I:j T G’J ‘DZJ X 4 - L 'CLJ o C'TJ; They only know
[ Future Wave @ Next Wave Done which staries are to
o _. be eomypleted in the
(-5 0 e e e current wave
o | | ®@ | oes %ﬂlf
B ey o i i ) s L
[ Future Wave Wext Wave In Progress Done
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The approach recognizes that there may be multiple delivery pods working on user stories that are prioritized and
coordinated by a releage Mmanager. As code relating to completed stories is tompleted and tested, they will be held

until released according to the release schedule, The typical activities and accomplishments for thig Phase are:

*  Migrated code and sample data into training sandhoy

*  Executed train-the-trainey sessions with client’s training team

* Collaborated with client trainers to train entire user community

¢  Conducted Pproduction cutover

*  Migrated final configuration and code to production environment

s Validated application configuration, code, and data migrated to production successfully
*  Activated production users

*  Obtained sign-off on training deliverables, live application, and integration components

nay break angther downstream or dependent area of the application. For this reason, our approach includes the
second stage of Planning, Mmanagement and agile design with client approval gates to promote g strong governance
model is in place to log new feature requests and properly evaluate application changes and the related
dependencies and risks.

m_hmmmmﬂmmmwﬂammmm—-mnqummmmmmmmm

Environment Management

| Release Cycle

Development Team

mummmmmmnmnmu!
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Development approach deliverables

To help describe and validate our approach we've defined a number of associated or anticipated deliverables. As
technology development is always dependent on associated business deliverables, a number of associated
technology and business deliverables have been identified. This is not meant to be a comprehensive final list, but
was included to show our clear understanding of the work and what you can expect through our approach.

The potential technology deliverables have been grouped into four streams of activity:

» DESIGN: Solution Design Deliverables

+  PLATFORM: Sales Force Platform-Specific Deliverables

+ PRODUCT: Shared core product and commercialization deliverables
« AMS: Application maintenance and ongoing support deliverables

‘Development .-
-approach stage = .

i d te(_':}l_llt)lbg}ftt:a'zn déiiv_c’l‘gll)lt_is_ e _Z. S Ry

DESIGN - Conceptual design documents and solution communications |

L ]
1. Inttial SOW (High Level |« PLATFORM - Platform capability evaluation
Designs) + PRODUCT - Core Product definitions
«  AMS — Maintenance and support considerations
2-5, Planning + DESIGN -~ Validated design and architecture and solution communications
’ ’ . ¢ PLATFORM - Native, custom or third party evaluation
management and agile e o .
design e PRODUCT - Commercmhzat.lon evaluation
AMS -- Defined support requirernents
* DESIGN — Detailed designs and technical documentation and feature
commuircations
4. Agile development e«  PLATFORM — Native, custom or third party decisions and justifications
« PRODUCT - Commercialization impacts assessments
* AMS — Detailed support model, detailed guidelines for supportability
5. Implementation ¢ DESIGN — System training information and solution communications
readiness & training »  PRODUCT - Commercialization options
6. Release and support ¢ AMS — Knowledge base and performance

The associated or anticipated tribunal deliverables have also been grouped into four streams of activity.

¢ ORG: Organizational and process deliverables needed for process, role and system design, development
and release

¢ COSTING: Budget and financial deliverables used to validate ongoing financial impacts
=  CONTENT: The system content that will be required for design, development and release

* CHANGE: The change management and business implementation deliverables required for aligning the
business implementation with the technology releases
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1. Initial SOw

{High Level

Designs)

2-3. Planning,

Management and

Agile Design

4. Agile [ o pdated budget & cost mode

Development f . ~ Sample required content sample system daga
e %,__M!:_,_.QE_AEQE;_leirg&_fpﬁﬂﬁ_gs_nlemwelénﬂ_mw_wmm%.m_*mﬂ _____

5. Implementatio ! * ORG- Organizationa] implementation plan

.ea diness & f * COSTING ~ Performance baseline
Training I * CONTENT - Rglease content and systems data
e :*  CHANGE - Training and communication delive ——
—. = — Iraining and =Ll delivery
I'e "ORG- Process and yser support

6. Release and *  COSTING - Measuring Performance

Support ! * CONTENT - Assess and update content
................. s ¢ ﬁéﬁ@;&ﬁ@&gﬂmﬂ%wmmm ————
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Development tools and systemns

____________ vironment [ Eclipse
Requirements tra Force, JIRA

b D S A

~Deployment

ME_?EMH@E&E@’_@@:::::T .............

_Architecture

of tools will be made when the project is initiated, we ha
eliver large Projects Successfully. Ag example is our PwC
a czstom application developed on the Salesforce.com blatform that we yse track and manage requirements. The
i i i gree of ransparency and
collaboration across workers, both eritical to the ultimate succegs of the project. In addition to the collaborative
benefits, pForce also provides persistent too] for managing the Salesforce.com product backlog.

ve & number of industry leading
ProjectForee solution (pForce) —

The diagrams below show examples of the dashboard ang issues views from pForce, and sample project
architecture angd entity reiationship diagrams,
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Page 28 redacted for the following reason:



pelt‘ivstem . e Réi‘s‘(‘!_l.llﬁ.l.).nst_i.ité:- L
Substantially designed and validated including ! . .

[ clickable Prototypes ! Preliminary Conceptual Designs

i : . | Widespread requirement for interna) staff
Dedicated core team of centralized staff that Py .

! work with the system as required ! ;;z;g;l:g thatare regular operationg) users of the

i i

Design

__,,___—4..__,,___..‘__._”__“.,__“____!—

R ...__.,____...__._....,‘__._.._.___.,,.__...._.1_

I

_______________________ e e
External User Base | General unauthenticated puplic users | Authenticated and unanthenticated public users
e L TENE ] LI e 2 PUDIC 118 b

e et ..“....__.4...._._-._,.._._-..__-.‘.____-.‘,,_. T e e,

. ! ; Customizable and conﬁguéble core product for
Cora Sotution Common shared platform used by all tribuna]s _ } individual tribunal 4 eployments

e s _.m...__....———»,._....,_..__..,._.-m.._...—._...__

_._-«—.....___-w..__..*_..‘.u..._......‘..“_ ..... e e

f Contég;;" creatio_n_toolidt e_stabi}s*hed and%
1

Content | knowledge engineering nuderw Ay No content Tequirements or content ereated
______ *_h_..%__w*w__w____,k_m_w_.w____m_*__uﬂ____:_w__w :_“TM.m_.mMrmw__h_“_.._w._ﬁr_%‘_
Platform {’ Minimal dependence op Sales Force or Third | Highly dependent on Rative Sales Force or third
dependencieg | Part functionality party components
_*"_“""""__”"“"“'—"”"'“_%__”_T%'"“**TM'%”“—““—““"T“%_‘“‘?'"%_’*'T'M“_“'*'“.—““‘_'““”'“‘"“'_'*’“' =
Process {i System designed to be independent of business | System designed to be highly dependent on
dependencieg ! process | business process
Government I' No requirement for government system | Requirement for integration with BCeID, IDIR,
Integration | integration o7 Siteminder, BC Expresspay, etc,
............................... S S "_w_.‘_‘_.__,ﬁ__*."_H__.%_wﬁ__a__...%.‘_w._%_.ﬁ W_«__%_H_*m_..%__.*._m.ﬁ_%_‘_h__b__w._..ﬁ__m S
. . . . . - . i Data residency and Information Security
Security and Privacy f No information Privacy/security requirements | requirements
B s “__‘w,.._h_w‘,._..NH__..*.._WH.__.»__H_m.__H_.._.H__._,,_.‘_H_ AbTliG te T e
Early releage v . . : f Ability to profotype ﬁmctnona]ity, but core system
Opportunities ,! Opportunities for ‘mmediate public p rototypes [ must be in place to publicly prototype solution

The differences in these systems provide a number of development approach opportunities:

1 Coneurrent Separate development: With the differences in maturity, complexity and requirements of the
Expert System and DRS, these projects could be rup concurrently and Separately, with only the alignment of
the Expert System and the Intake component of the DRS ag important cross-project dependencies.

2. Early public Expert System release: As g public shared platform, the focus of initial sprints of Expert
System development could be a multiple Path front-end that js manually populated jn the database (no
dynamic content builder), and released for a targeted dispute area. This restricted public releage of the solution
would allow the Project to show progress and to gather metrics on expert system content and usage patierns to
guide additional knowledge engineering

3. DRS iterative releases: To meet tight timeframes for transformation in delivering an injtial solution, reduce
the scope and magnitude of release change Impacts, and allow for the solution to mature as organizationa]
Drocesses stabilize and tribunals are on boarded, the DRS could be developed in targeted iterative releases,
These releases could be focused on the initial releage of shared high-valne features and capabilities that could
be released to CRT and then RTRB, and then expanded to include the full and rich feature get,

Approach alignment with expectations q) through f) of the RFP
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The initial software development plans will be based on two levels of clarity. In the first stage of our process we'll
provide an initial SOW that outlines the solution, considerations, timeframes, resourcing and costs. The level of
detail at this stage will be adequate for the province to evaluate, request changes and provide an initial approval to
the high-level deliverables, timeframes and cost. Each SOW will include a detailed planning phase at the start of the
project, and an ongoing process for managing and prioritizing sprints.

With the initial high-level SOW approved, the project will be kicked off with a second stage of design validation,
elaboration and prieritization. The ontput of this first stage of project work will be a more detailed solution design,
project plan, and prioritized backlog and Sprint plan. These living documents and plans will be used to drive
resourcing and work and to continuously maintain, manage and prioritize issues and changes uncovered during
agile design and development sprints.

In the second and third stages of our approach we'll create detailed designs and sprint plans for each iterative
sprint. Each of these detailed plans will be aligned with the project plan and approved by the province prior to
actual development.

b) Obtain approval for the project statements and project plans, making adjustments as requested,
by the Client

To allow agility and fully engage the Ministry in both project planning and agile design and development for the
purpose of requesting initial and ongoing adjustments, we have included a number of important approval and
adjustment opportunities for the client between stages t and 2, 2 and 3, and 4 and 5.

The integrated approval points in our approach include:

*  Aninitfal approval point on the proposed project and high-level SOW prior to kick off
+ Anapproval on each agile design and development sprint
e Anapproval for each developed release of sprint functionality

The integrated adjustment points in our approach include:

»  The ability to request changes prior to the initial approval of the high-level SOW
¢ The ability to request changes or adjustments to the living project plan
» The ability to request changes or adjustments to designs and sprint plans prior to development

*  The ability to provide feedback on demo releases during development sprints that including the ability to
identify missed requirements, changes to the demo functionality, or issues identified through the development
and demo process

» The ability to provide changes and adjustments during acceptance testing, and to identify issues and changes
that are reflected in the living project plan

) Assemble the project team to perform the business analysis, business design, technical design,
programming, system testing, and implementation support

Our development approach is based on the early engagement of team leadership, team mermbers and business
representation and considers a diverse cross-section of technology and business work and deliverables. The core
areas considered throughout the process and incorporated into the project and sprint plans include:

»  Solution designs

*  Salesforce.com platform decisions

e Core product and commereialization considerations

* Application maintenance and ongoing support planning
» Organizational and process designs

*  Organizational roles and responsibilities

» Organizational budget and finances
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* System content and data
* Change management and business implementation

This broad design and deliverable focus allows us to clearly articulate needs for business analysis, business design,
technical design, Programining, system testing and implementation support, as well as other non-project but
dependent work.

Our approach to analysis, design, testing and implementation will be handled teratively through stages o through
6, and are outlined in detajl in the development approach details, development approach deliverables and
application maintenance sections of this response.

d) Document the enhancements and/or releases in the varions sources of technical documentation,
as directed;

Our approach includes 3 focus on the elaboration of 5 nmber of associated documents and deliverables throughout
each stage of the process and every iteration of agile work. It also includes the regular updating of numerous
documents as the solution is designed, developed, released and maintained. Any sources of technica]
documentation required by the client for releases or enhancements can be included with the current approach to
documentation as outlined In our development approach details section, Ogr approach can be modified to address
documentation touch points required by the province.

€) Provide technjcal and/er business training to the Client’s technical support representatives
and/or users;

readiness activities so that atransformed organjzation and systems are synchronized for the release. This approach
also makes sure that the test system is available and meaningfully populated for training and that the associated
learner roles and responsibilities have been defined for the targeted audiences.

Training options as defined in the training plan and approved by the client will include:

*  The building of system SMEs (Subject Mattey Experts) through ongoing direct involvement in iterative design,
demo and UAT cyeles

* Business training Supported by organizationa] and procegs design documentation, Project commnications,

*  End user system training supported by integrated system guides, help and e-learning resources
* End user process training supported by expert system content and associated reference guides and materials

To maximize effectiveness, where possible, training will he based on scenarios, system data roles and content
directly relevant to people’s day to day work. Test environments and training materials will he retained for ongoing
training or train the trainer opportunities for distributed learning.

f) Provide post enhaneement or post release production support during Normal Working Hours,
including a two-hour response time and a fix or broposed solution acceptable to the Client within
24 hours of receiving the support requests. The Contractor is also expected to provide support for
deployment of code releases angd implementation Support outside of Normaj Working Hours as, if

and when requested by the Client with no overtime,

Our typical model for transitioning from the development phase to Post enhancement or post release production
support is indicated below, As there are multiple selutions (Expert System, DRS) with multiple components
(intake, negotiation, facilitation, adjudication) for multiple Tribunals, it should he noted that there would be 4 need
for multiple transition cycles,
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The entry point for post enhancement or post release production support requests is through the service desk.
There are typically different tiers of support:

* Level 1 represents the initial support interaction to the user community, This area address simple issuies
related to training and minor problem solving

« Level 2 represents issues with more complexity, either due to a varied use of the system or a use-case where
the process for the solution is not widely used

* Level 3 represents a technical issue, where the solution is not functioning as intended or the capability being
expected is not working correctly

* Level 3 frequently involves coordination with the development, production support and product vendor
organizations (in this case, Salesforce.com)
The support service level is typically provided based on a tiered model with response times defined based on ticket

severity and a common set of definitions on what determines the severity. An example of this is shown below, but
would be customized to meet your requirements.

¢ Severily 1: 30-60 minutes (urgent action reguired)
+ Severity 2: 2 hours {(action required) -- this is your requested service level per the RFP
» Severity 3: 12 hours (not urgent)

This outline represents response times, not resolution times. Resolition times cannot be defined for a support
organization without a comprehensive understanding of the issue being resolved. For known issues like password
resets, a cornmon set of response and resolution times can be established. However, for unknown issues this is not
generally possible as these must be diagnosed as part of the response to the request.
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Support criteria and Dbrocesses to meet the application Support and organizationa] requirements for the Expert
System and / orthe DRS

The PwC Support methodology is tied closely ta our application development methodology. Ag tickets are raised
and issues analyzed, if fixes are required we yse » three step application mode] including a DEV, QA and production
environment, Al} changes are worked on by Support analysts in the DEV environment and tested hased on the

the required functionality.
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Application support deals with issues and incidents as well as preventative maintenance and performance
optimization, whereas change management is focused on the evolution, changes and enhancements/extensions to
the solution. Qur services are designed to be modular enabling you to blend our approach within the specific
requirements of your environment.

Application support services refer to the activities which support the ongoing operations of the solutions. This
has three distinct aspects:

s Service desk

= (Operations management

« Hardware and infrastructure optimization

Service desk refers to the area of support related to help desk, call / email support and represents the user
directed support component of service. This area is highly visible and impactful as it has broad touch points to the

user community. The support structure of the service desk is divided into § fundamental tiers of support as outlined
in the support diagram below.

Application Support Team

Level 1 represents the initial support interaction to the user community. This area address simple issues related to
{raining and minor problem solving. Level 2 represents issues with more complexity, either due to a varied use of
the system or a use-case where the process for the solution is not widely used. Level 3 support represents a
techriical issue, where the application is not functioning as intended or the capability expected is not working
correctly. Level 3 typically involves coordination with the development team and/or application vendors (in this
case, Salesforce.com).

Operations management refers to the common activities for maintenance and operation of the solution that are
performed on a regular basis. This would include activities like monitoring and scheduled maintenance activities.

The Hardware and infrastructure component of this offering would not be applicable to the TTI solution due
to the use of the cloud model. Hardware and infrastructure are the responsibility of the cloud service provider, in
this case, Salesforce.com, If issues arise related to the infrastructure, these would be raised with Salesforce.com for
jdentification and resolution.
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Change management represents the activities related to the management of the solution and its evolution over
time. There are three distinet eategories of activities within this areg:

*  Application governanee
*  Releage management
* Minor enhancements

and controlled manner,

The other key aspeet of release management is 1o eneourage a process of development, testing, and migration that
is predictable - it must follow a documented Process with gates and sign-off in order 1o reduce risk associate with
changes to the application. This i also eritical to brovide control over the changes as we]] 45 documentation of ali
changes for auditability,

a cloud developed solution environment, minor enhancements Fepresent point releases and will follow the same
release management cycle outlined ahove angd will be timed intg appropriate windows, Oy maintenance cycle
closely follows our development eycle;

* Migration to the test environment for QA ang further testing (including uger acceptance testing if required)
*  Deciding on release approach for the fix

*  Migrating the fix to broduct

*  Updating technijcal and support documentation

*  Refreshing the environments

b) Respondz'ng to a maintenance request within 2 hours of receiving qa

call and providing a fix’ or q Proposal to fix acceptable to the Clieny
within 24 hoyrs of receiving the maintenance request

The entry point for Maintenance Tequests is through the service desk. The Support service leve] is typically provided
based on a tiered model with response times defined based on ticket severity and g common set of definitions on
what determineg the severity, An example of this {g shown below, but would be customized to meet your

*  Severity 1: 30-60 minutes (urgent action required)
*  Severity 2: 2 hours {(action required) ~ this jg your requested service level per the RFp
*  Severity 3; 10 hours (not urgent)
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This outline represents response times, not resolution times. Resohition times cannot be defined for a support
organization without 2 comprehensive understanding of the issue being resolved. For Imown issues like password
resets, a cominon set of response and resolution times can be established. However, for unknown issues this is not
generally possible as these must be diagnosed as part of the response to the request.

The PwC team will be able to meet the service level requested of responding to your request within two hours and
providing a fix or a proposal to fix the issue within 24 hours. We can also meet your requirement of providing
support on an emergency basis if needed, outside of normal working hours. For both of these requirements, we'll
work with your team prior to the first go-live to develop the specific support criteria and processes to meet the
application support and organizational requirements for the Expert System and / or the DRS.

¢) Programming, testing and migrating the fix’ to the appropriate
test instance

Our support methodology is tied closely to our application development methodology. As tickets are raised and
issues analyzed, if {ixes are required we use a three step application environment model including a2 DEV, QA and
production environment. Changes are worked on by support analysts in the DEV environment and tested based on
the analyst’s understanding of the required functionality, the documentation associated with that Function and an
analysis of any linked functions that may be impacted. Once completed, fixes are migrated to a QA environment
where further testing and confirmation is performed by the business user/process owners. Once approved by the
appropriate owner, the change is migrated into production. If the solution in QA does not meet the process owners
expectations/requirements based on the test scenarios, it’s revised in DEV and then again migrated to QA. This
approach minimizes risk associated with changes not meeting the requirements and also confirms the migration of
the changes between environments. This is especially critical to the reduction of risk associated with complex
changes that impact multiple process areas or data.

d) Documenting the fix in the various sources of technical
documentation and change specifications

As changes and fixes are developed and moved through to production, it’s critical that documentation be kept up to
date. Every change (whether a fix, minor enhancement, ete.) must be analyzed to determine what, if any
documentation is impacted. This includes design documentation, user documentation, configuration information,
test scenarios and scripts and production support documentation. It’s necessary to confirm that all of the relevant
documentation is kept up to date so that the risk associated with changes to the solition is minimized and the
change process is stable and repeatable.

e) Migrating the ffix’ through the development, test and production
environments as applicable in conjunction with Client staff; and

J) Monitoring and supporting the change to production, as required

Release management processes are necessary to help promaote a stable and maintainable solution while managing
the evolution of the solution and changes that are designed, developed and implemented. A structured release
management process is defined in order to provide set windows for changes made to the solution, All changes and
enhancements follow our development methodology and once ready for migration to production would be moved
in a coordinated and controlled manner.

The other key aspect of release management is to make sure the process of development, testing, and migration is
predictable - it must follow a documented process with gates and sign-off in order to reduce risk associate with
changes to the application. It’s also eritical to provide control over the changes as well as documentation of all
changes for auditability.
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Quality management

Our team and the model that we intend to implement has a strong emphasis on quality and continuous
improvement to improve the predictability of the environment, reduce service management load, and allow for
savings or increased focus on value added services. This is illustrated in the diagram below.

Enhancement

o Savings or
Activities Capacity
............... Opportunity
Break Fix

Activities

TT: Trouble Ticket
CR: Change Request

¥rd Yrd Yr5

Quality is integral to our support services. We'll incorporate quality management in three distinet ways:

«  Define quality standards and proactively work with the teams on adhering to the standards

» Embed quality assurance (QA) into the review and agreement of changes and enhancements, including the
various levels of testing

»  Conduct periodic quality reviews at checkpoints throughout the support life cycle

Quality reviews are intended to assess the completeness and quality of deliverables, monitor adherence to
agreed quality guidelines and standards, and identify the potential impact of known risks and issues to overall
project quality,

We've built a strong partnership with Salesforce.com, and have experience delivering projects collaboratively with
this platform and our clients. We maintain a professional services agreement with Salesforce.com’s Expert Services
group, which allows us to seamlessly involve them in the more complex aspects of an implementation to confirm
the delivery approach makes the most effective use of the current and planned features within the Salesforce.com
architecture. Beyond implementing a quality solution, our parinership with Salesforce.com has taught us the value
of involving its Customer for Life (CFL) team to work with us and our clients once the solution has been delivered,
We'll leverage our strong relationship with Salesforce.com and engage both the Expert Services and CFL teams at
key points throughout the project.

Additional information on AMS

Our support team would typically be Salesforce.com and ITIL™ certified professionals and apply the framework of
ITIL™ to drive success and continual improvement, We've been delivering high quality AMS services to our clients
for over 10 years.

In addition, our on-shore service delivery can potentially be complemented with our off-shore Service Delivery
Centres (SDCs). Our SDCs are part of our development Centres of Excellence, and they're located in Bangalore and
Shanghai. They work under fully CMMi compliant processes and ave BS7799 Information Security Management
Systemn (1SMS) certified. The SDCs have delivered more than 4 million hours of support over the past seven years.

If the Ministry of Justice wants to consider a mix of onshore and offshore resourcing, the typical transition in terms
of resourcing is shown below.
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architecture that better Supports configuration than custom development by each group.

Gur team js ideally suited to assist you in assessing this Dotential, developing the solutions to maximize the
commercial potential ang capturing the potentia] through the execution of g comprehensive go to market strategy.
Let’s explore how we can help the Ministry achieve these objectives,

We've invested in methods and skijls to support the commercialization of 5 variety of deliverables and technologies,
including Saleforce.com solutions, mobije solutions and othey cloud based technologies. We've also worked with
large organizations globaily to assess, and where appropriate, nanage through the commercialization process, To
commercialize solutions stich as the Expert Systemn and the DRS, there are four major phases of effort to consider-
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e Commercial viability assessment

+ Commercial architecture and design (multi-lingual, multi-currency, configuration, etc.)
« Solution development using leading, commercialization practices and distribution

e Capture the market potential

Youw've requested that we demonstrate how we can assist the Minisiry to “detexrmine marketability of eithex or
both the Expert Systexn and Dispute Resolution Suite.” This requirement ties directly to our commercial
viability assessment. Many software development initiatives start out with a belief that they have commercial
viability, but very few of these ever succeed in extending beyond the initial target audience. Having worked with
you on the previous phase of this project, we understand and are very excited by the industry leading vision for the
TTL While we see the significant potential that these solutions could deliver beyond the intended Tribunals in BC,
experience tells us that to determine the real market potential, a more robust viability assessment provides valuable
insight into your decision making.

The Ministry of Justice started from day one designing the TTI solutions to meet a wide variety of use cases across
the 27 identified Tribunals. To achieve buy in from the variety of Tribunals, the solutions must be flexible,
configurable, scalable, and cost effective for large and small organizations. The primary reason for using this
approach was to help come up with the solution that meets the needs of most or all of the Tribunals. However, an
ancillary benefit if this is done thoughtfully is that the Ministry is laying the foundation for a solution which could
not only meet the transformation goals of Tribunals here in BC, but has the potential to be used by other
organizations or jurisdictions, possibly around the world.

We'll assist the ministry in completing a detailed assessment of the commercial viability of the Expert System and
the DRS. Using our experience commercializing other software solutions, we'll work with you to analyze the
solution capabilities, estimated costs of development, additional costs to commercialize the solution {(vs. internal
use only), the market potential of the solution and to identify any competing solutions in the marketplace. The
output of this analysis would be used to develop an assumption based return on investment (ROI) model. This
model would allow the Ministry to analyze a variety of scenarios and identify the issues, risks and opportunities
associated with various approaches.

We've used similar approaches to assist other clients in determining the viability and level of investment that would
be required to commercialize their solutions and the range of ROI that they should expect.

While there have been several successful examples, many solutions developed for public sector organizations can be
limited in their commercial viability. There are many contributing factors including differing legislation across
geographies, change readiness within the organizations and budgetary constraints. When commercialization for
financial gain may not be achievable, an alternative approach which we have seen work well with public sector
entities is to proactively encourage similar public sector entities to co-invest in shared solutions. For example,
rather than licensing fee revenue, a group of jurisdictions might agree to each take on the financial responsibility
for particular enhancements or capabilities and all the participating jurisdictions would benefit.

Whether the Tribunal Transformation Initiative solutions ave suitable for commercialization or sharing
development and/or enhancement costs with other public sector organizations, Salesforce.com and the
AppExchange environment is an ideal platform for accelerating the desired outcomes. Qur significant experience in
software commercialization and our access to the public sector entities that the PwC network of firms works with
around the world, would make us the ideal partner to realize the full potential of these solutions.

Should the commercial viability assessment result in a decision to proceed, you need a professional services
provider who can “advise on a reusability strategy and architectaral practices to make the
commercialization of the developed software feasible,” This ties directly to our capabilities in solution
development using leading, commercialization practices. These practices help ensure the viability and ease of

implementation of the solution by a wide variety of potential users.

In our experience, it's critical to understand that the delivery ofa technology sclution to meet one organization’s
requirements is very different than the commercialization of the same solution to multipte additional organizations
and this is compounded when there are commercial aspirations. The diagram below shows some of the unique
considerations in the commercialization process from architecting the solution, through proof of concept (POC),
into development, lannch and support.
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With PwC as your professional services provider, you'll benefit from our experience working with other clients
through the commercialization procegs. Some of the leading practices that we use during the development phase
when we are developing solutions on the Salesforce.com platform include:

¢ Build with security and commercial architecture in mind

) Understanding of app packaging and configuration settings

* Solid knowledge on when to use managed vs unmanaged packages

*  Understand trig] support, think “Freeminm® Model

¢ App exchange lead management and support togls

*  App & security review process

*  Designfor 80/20 on custom vs. config

*  Ensureng Point-to-point integrations

* Al new development must benefit the entire collection of business units

*  Proofof concept with config before coding

* Internationalization
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Matt Francis, our proposed Lead Salesforce Architect has many years of experience bringing software solutions and
other technologies to market. His experience has been around the following areas:

s.22

In today's complex software and technical environment, it’s important to have the right business model, business
capabilities, solution and technical architecture, and ongoing support model that’s focused on all stakeholders and
ultimately the end user that will be using the solution. Matt brings over & in the commercial IT space
servicing thousands of customers across the globe, 2
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—
6.1.2 Capabilities

partners who were specifically selected for their skills, knowledge of your environment and ability to work as an
integrated team, focused on your success. The benefits of our team include:

and 4 vho all bring direct and recent experience with the TTI and have the ability to proviue
context, difgetion and decision making to this initiative,

*  Cur strategically selected development team of highiv kap‘ﬁ Salacfarps pom resources from PwC and one of
BC’s largest Salesforce.com development houses, P Our approach and all of our resources are
backed by PwC’s Salesforce.com Global Strategic Alnance Partnership and Platinum Cloud Alliance
Partnership. PwC has over 400 Salesforee.com certified developers, architects, administrators and cloud
consultants to provide specialized, highly skilled, integrated capabilities. Thig network of resources is
available to our team through collaboration tools which enhance the quality and timeliness of delivery on all of
Olr engagements.

¢ Ateam that's actively involved in the BC public sector and committed to growing high quality capacity to meet
future demand.

N

N

*  Ateam ledﬁnm Victoria by loeal on-the-ground leadership including Owen Taylor, Gert du Preez, :’
N

2]

Why is this important to you?

©  We understand your business and culture. We'll get going quickly and set up a dialogue that works and delivers
to your tight timeline. This means no wasted time. We'll help you reduce the cost of implementation by

minimizing ramp up time and quickly applying lessons learned from our previous work — valuable insights of
our experience.

*  With a strong compliment of local resources that work and live in Victoria and Vancouver, supported by Pw(’s
global network of specialists, you get the direct benefits of lower delivery costs and added security in long-term
resourece stability.

* Theimportance of this project to our team and partners cannot be understated. This is not ‘just another’
Salesforce.com opportunity for PwC or our partners. We all see this as a strategically important initiative which
is worthy of high levels of dedicated focus and has the attention at the highest levels of our organizations.

Who we are

We know off-the-shelf products and services are often not the best approach, and use our knowledge and
experience to custornize our approach and solutions to the goals our clients need to achieve. Your voice and vision
will be reflected in our actions and the outcomes we achieve together. You'll collaborate with professionals who
listen to your needs and apply their expertise. This determines how we use gur network of more than 184,000
people in 157 countries around the world — and their connections, contacts and expertise — to help create the value
you're looking for.

In Canada, we have more than 6,500 partners and staff in 26 offices from Victoria, BC to St, John’s, Newfoundland.
We've been working with our public and private sector clients in Canada for OVer 100 years, This accessibility is a
big reason for our success.
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Our Public Sector practice

We already have one of the largest dedicated Public Sector advisory practices in Canada. But, growing our public
sector practice is still one of the top priorities for our team in BC.

Our commitment to the public sector means you'll benefit from top resources and dedicated leadership oversight to
drive quality outcomes for vour initiative,

Our Public Sector practice includes over 1,100 professionals across the country, and makes up more than 30% of
our Consulting practice. We work closely with clients to provide guidance on complex matters ranging from
strategy formulation through to risk assessments and performance improvement.

What we do

Our business is divided into three key lines of service: Consulting & Deals, Audit & Assurance and Tax & Legal. We
provide services across a number of industries, including:

s Public Sector (PS)

¢ Financial Services (FS)

*  Private Company Services (PCS)

=  Energy, Utilities, Mining and Industrial Products (E{IMI)

« Technology, Communications, Retail and Consumer (TCR(C)

We have specialists in each of these industry groups. They provide recommendations that are truly relevant to each
client i i i i

create value for clients. Because of the size of our organization, we can serve clients locally and yet draw on a larger
network of knowledge and global leading practices to complement our teams whenever needed.

Our Technology Consulting team is an integral part of our Consulting & Deals (C&D) line of service, and works
closely with other complementary service areas to provide holistic solutions to our clients. The list below is an
overview of the services our C&D team provides:

‘Finance

¢ Capturing deal value » Enterprise applications (Orace,

* Six Sigma + Enterprise asset SAP, Salesforce and Microsoft)

» Customer excellence inanagement * Information management

* Communications and change managernent | ¢ Performance management | » Security

* Saratoga™-—measuring your human * Statistics and economics - * Sourcing
capital « Sustainable cost reduction | = Technology advisory

* Supply chain and procurement » Emerging technologies
management [

* Capital projects, facilities and real estate
management N
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 Our team is really excited to be back in Vietor
~office in the historic Temple buildin
great move for us for many reasons. It means we’re able to support the

- communities where we live and work. It means we’re able to better serve our

- clients by being at their doorstep. It also means more opportunity for o

900 partners and staffin BC who work with a variety of local public and

5 Private seetor clients. . . _

ia! We moved into oy new.
g on Fort Street this past spring. It’s g
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Own your customer experience — with PuwC and Salesforce.com
Social and mobile cloud technologies, including those offered hy Salesforce.com, are revolutionizing the way
organizations interact with their stakeholders,

Perspective, brand loyalty can be fostered and long-term customer value can be maxirmized,
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PwC views customer-centric strategies for CRM, partner relationship management (PRM), service and legacy
application migration through the lens of business value. In doing so, we help organizations use Salesforce.com
technologies to increase revenue, boost productivity and broaden collaboration. We combine our strategy,
technology and change management capabilities to deliver comprehensive, global, end-to-end business
transformation services,

In short, we help clients move forward with confidence. And we do so by delivering a wide range of offerings that
help them meet today’s most significant business challenges:

» integrating customer lifecycle management to enhance customer experience

» owning the customer experience through increased customer analysis and insight

»  cross-piatform customer engagement

* leveraging mobile and cloud to drive global business transformation, increase revenue and lower eost

» creating and implementing a social enterprise strategy to empower both internal and external collaboration
» mitigating security, regulatory and compliance concerns related to business transformation

» facilitating buy-in and adoption of transformation initiatives based on our extensive change management
experience in complex business transformations

+ enhancing or maintaining the value of existing
processes where it males sense

PwC is a Platinum Cloud Alliance Partner with
Salesforce.com. With over 400 Salesforee.com-certified
consultanis and hundreds of projeets in our portfolio,
we have both the breadth and depth of experience to
help clients realize value from their Salesforce.com
initiatives. We use Salesforce.com to meet customer
requirements:

-transformation initiative is about
- more than just implementing the.
technology solution. It’s about

* We enhance your Salesforce.com implementation’s

PwC

return o investment by enabling the proper fit for
your organization's operating and market contexis.

Our business-led approach helps connect your
customer strategy to its execution, uging
Salesforce.com technology.

We help you align your teams around business
objectives and deliver positive customer experience.

Our consultants can help develop a customer-
centric cloud strategy for CRM, PRM, Service,
Collaboration, Analytics and legacy application
migration.

We work with clients to define and implement a
social enterprise strategy that fosters collaboration
across teams and geographies to advance your
business goals.

We help achieve a predictable, consistent user
experience across the organization.

We assist in transforming the way your organization

listens, analyzes and engages with its customers and

prospects on the social web.

‘understanding the client’s existing
“operations, leading industry

“practices and the factors that are

driving customer behatior in their
mariket. '

PwC works with clients across « wide
range of industries. We understand

what strategies market leaders are

executing to be successful—and what
technologies they are using to enable

- that success. From strategy through

execution, we understand

- what matters most to our clients and

we understand how to help achieve

~optimal results.

We belp to achieve accurate brand assessment across all digital channels.
We enhance stakeholder engagement as part of a cross-platform mobile strategy to help sales teams engage

with costomers and colleagues.
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s.22

s.21

5.22
5.22

s.22

6.1.2.1 Proponent’s Salesforce.com experience
The depth of PwC’s Salesforce.com practice

PwC has been actively building its Salesforce practice for almost five years, and we've already grown into a true
global force in the Salesforce market. During this time we:

e Have become one of Salesforee.com’s top three global partners

e  Have grown to over 400 Salesforce developers and established centres of excellence all over the world
s  Delivering 50+ Salesforce projects at any given time

*  Were recognized with a 2013 Salesforce.com: Partner Innovation Award

+  Developed best in class tools, templates and accelerators as we continue to focus on optimization and
extension of sales
«  Have aleading edge Architecture Review Board (ARB) that reviews all client proposed architectures

s  Participate actively in Salesforce.com’s product roadmap and offer leadership and guidance to Salesforee.com
and our clients

The experience of PwC’s Salesforce team extends far beyond our corporate relationship with Salesforce. Many of
our staff have been working with Salesforce.com since its inception. We’ve thoughtfully selected key resources from.
this team to work with you on the TTI. Each of our proposed lead resources has more than five years of experience
relevant to their proposed role, and in most cases ineludes Salesfore.com development projects.

—

S complements our global strength with a team of local Salesforce.com certified staff. § 1as over five
years of Salesforce.com development and implementation experience. They've delivered over 100 Salesforce.com
application development projects.
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Qur local Salesforce.com certified developers

We've named 10 Salesforce.com certified developers in our Proposal in lead and non-lead roles that live and wark
full time in Vietoria and Vaneouver, The total number of certified developers which our team currently has as ful]
time staff in British Columbia is 32. The certified developers who are hamed team members jn our proposal are:

Lead Salesforce Front End Developer (qualifications and resume in Section 6.1.2.2.7 of proposal)

- Lead Salesforce Back End Developer (qualifications and resume in Section 6.1.2.2.8 of Proposal)
i — Lead Salesforce Declarative Developer {qualifications and résume in Section 6.1.2.2.1¢ of

@ P

1 — Lead Business Analyst (qualifications and resume in Section 6.1.2,2.13 of pur proposal)
-Salesforce UT/UX Designer (resume in Appendix A)
lesforce Front End Developer (resume in Appendix A)
Salesforce Back End Developer (resume in Appendix A)
— Salesforce Declarative Developer (resume in Appendix A)
-~ Salesforce Business Analyst (resume in Appendix A)
— Balesforce Quality Assurange {resume in Appendix A)

s.21,s.22

5 ®3 oo oa

These local resources are backed by the more than 500 Salesfores.com professionals that our consortium has accesg
to (see Appendix E — Professional Services Organizational Capacity and Resources),

Pw(C’s paritnership with Salesforce.com

PwCisa Salesforee.com Glohal Strategic Alliance Partner and Platinum Cloud Alliance Partner. We'e recognized
by Salesforce.com as one of their top three global partners.

Reference projects (Appendix D)
In the following bages we've included three recent examples where we've worked with our clients to develop and
implement custom Salesforce.com solutions,

Our more than 400 global Salesforce.com consultants have completed more than 100 major Salesforce
engagements. Choosing the hest three reference projects from these wag not an easy task! We tried to select projects
that most closely aligned with the TTI, and projects that involved our proposed lead resources, We've chosen these
three examples hecause:

*  Allthree are examples of large-scale and complex Salesforce,com projects with significant Force.com
development, The LNG-Buy BC portal project is the largest Salesforce project to date in BC.

*  Our Aramark and Principal Funds reference projects are illustrative of solutions with 3 complex data model,
which is also the case for TTT, because of the range of tribunals that wil] eventually be involved.

The three examples we've listed are:

1. Government of BCLNG — Buy BC Portal Application
2. Principal Funds — New CRM Platform
3. Aramark - Globa] SEA and CRM Strategy — Refreshment Services Group Salesforce Application Development
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Appendix D Professional Services Relevant Project Experience Form

NOTES FOR USING THIS FORM:

Proponents must complete and submit Appendix D Professional Services Relevant Project
Experience Form.

Proponents are advised to complete this form IN FULL.

For each program / project / assignment listed, Proponents should include the reference
information, which refers 1o an individual within the funding organization who can verify the quality
of the work provided. Note that the Province may contact the references cited without first
natifying the Proponent. If references are checked, the information that they provide may affect the
evaluation of section 6.2. The Province will not contract with any Proponent whose references, in
the sole opinion of the Province, are found to be unsatisfactory.

Proponents are reminded that the evaluators will only refer to the information contained in
Appendix D when evaluating the Proponent’s project experience. Any other information supplied
will not be considered.
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[}

am sho
requests, and respond

wed great willingness to listen to client’s inputs and
e

d to client's questions in a diligent and timely manner-. , ,

- Vera Sit, Executipe Director, Strategic Initiatives, Ministry of Jobs,

Tourism and Skills Training

Project#i

Goveent of BC

"B hocation ......... Victona,BC
"'Prujegtmgi;onsor " BruceI{lette ............................................................................
) Koo R Brce Klette =
e M

Reference Title Executive Diyrector & CIO

} +1 250 3%6 0865

.............................

Brﬁég.“f(lette@ gov.be.ca

Website UR], htips:/ /Ingbuybe.foree. com
(f appropriate) B T
Contract Vaiye i $ >$500k

(order of magnitade)

E.g, <$500lk, >$500k,
L2LEM, ete,

Project Completion Date

’ Project ﬁﬁ;ﬁﬁon
(months)

Project Description

i Challenge

The Premier of BC made a public cominitment that an application would be
available for the BC LNG conference in May 2014 that would empower businesseg
inBCto capitalize on the LNG Opportunity. The goa] of the project was to develop
a custom Salesforce, com LNG-Buy BC application and give BC based businesses

i ail easy to use online eXperience to engage in LNG opportunities across the

provinee. The Province had never embarked on a Salesforce Journey of this size
before, so there were a lot of eyes on the outcome of this project. In order to
deliver on the commitment of unveiling the new tool at the LNG conference, the
application development team was given an extremely tight timeframe to design,

i build and implement the solution.

PwC
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Selution

The LNG-Buy BC portal application was built exclusively on the Force.com
platform, leveraging technologies like Salesforce.com Communities, VisualForce
Pages and the Apex Development Language.

After compieting a free registration, businesses gain access to a variety of features:
create business profiles, direct message other businesses, create a network of
business contacts, and the ability to promote, track and save opportunities.

Key features of the application include automatic business and epportunity
matching, one-step expression of interest in a business or opportunity (completed
within the application), notification and alerts based on custom saved search
criteria and more.

Since completing in May 2014, additional phases have been deployed. The final
phase went live in August 2014.

The portal was developed by a local Vancouver-based team of skilled

i Salesforce.com developers.

Results

The LNG-Buy BC application delivers an easy to use online experience for BC
based business to engage in LNG opportunities throughout the provinee. The
application also provides a platform for major investors in a wide range of
industries to tap into what BC’s business commuiity has to offer.

The results of the project have been nothing short of successful. The ‘E‘: team
delivered on-time and on-budget under extremely aggressive timelines.

Proponent’s Team’s Role
(i.e. Scope)

PwC

e

The  ‘eam was responsible for implementing a custom developed
application built on Force.com from conception to completion. Engaging in a
comprehensive requirements gathering process, we translated the client’s vision

! into a custom Salesforce.com solution that pravides infinite scalability across all
i browsers and mobile devices.

§- drove user experience design in defining the wireframes and
mockups to integrate with Salesforce.com functionality. Throughout the design
phase several stakeholder interviews and usability research with LNG proponents
and businesses were conducted to validate that the design met the requirements

and consumer’s needs.

—
i Taking the design into consideration, < created and controlled the project

(%]

! management process to ensure that the soltion was delivered by the fixed
: deadline. The project was separated into six sprints to deliver key elements of the

portal across twelve weeks.

The solution uses technologies such as Visualforce, CSS, JavaScript, JQuery,
APEX controllers, custom workflows and web services. The team used Git for
source control and Force.com IDE to development. Continuous testing was
performed by QA in validating and approving sprint deliverables for User
Acceptance Testing in preparation for the LNG in BC Conference.
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Businesg analysis eycle
No stone was left unturned. From day one, several iterations of business analysis, design, market and usability

o A page-by-page collection of ugey interface mockups and prototypes acrosg multiple devices (Attachment A)
* High-leve] uger stories (Attachment B}

* High-level solution architecture and database model design on Salesforce.com (Attachment )

* Aproject and development plan (Attachment D)

Development cycle

> - Produced an agjle development Strategy thg't promised to deliver 5 fully functioning solution in
approximately six two-week sprints (Attachment D). o . reinforeed this strategy further by
dedicating a Vancouver-haged Salesforce.com—celﬁﬁed team of full-#ime resources to complete development angd
provide QA

Throughout the development phase, fifteen minute statug meetings were held daily based on 2 scrum format in
which each member answered three questions: what wag accomplished yesterday, what win be done today, and are
there any impedimentsp Issues were immedjately identified and mitigated, ang efforts in development and QA
teams were coordinategd through those meetings,

This methodology proveq effective overall a5 it was made evident by the end of each sprint through a
demonstration of 5 live, functioning portal solution on desktop, tablet and mobile devieag,

Tools/software employed
¢ Developers were provisioned their own individua] Salesforee.com sandboxes on which development and

*  Developers used the Foree.com IDE
*  The development team used Git for suurce contrel

*  The LNG-Buy BC portal was buil using a suite of Apex controller and service classes, Apex triggers,
Visualforce bages and components, CSS, Javascript, JQuery and Bootstrap

* The LNG-Buy BC bortal leveraged severs] Force.com platform features; Salesforce Communities Portal,
Search, Batch and Scheduled Johs
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—
N

delivered a publicly accessible online portal application hosted on the Salesforce.com platform
with the following teatures:

»  User registration

» Direct business-to-business messaging capabilities

* Global searching ability

+ Business and opportunity profile matching

=  Opportunity tracking and change notification _

+ Responsive user interface with cross-browser support for desktop, tablet, and mobile

« Custom CMS framework for managing copy-text content on the portal

—
N was
(2]

There were a coupie of key factors that contributed to the complexity of the project.
involved in managing each of them to completion.

1. Business analysis and design management complexity

The L.NG Buy-BC project began with an abstract vision, coupled with a hard deadline resulting in the publicly
announced launch at the LNG in BC conference.

Over a number of weeks, the portal solution was incrementally coneceptualized through activities that occurred in
paralle]. Business analysts gathered requirements through a series of market research and conducted interviews
with the client and representatives from different industries. At the same time, creative initiated design with the
creation of user interface mockups and prototypes which were evaluated by select focus groups. Meanwhile, a
senior team of Salesforce.com architects and front-end developers were present on site to actively review and
validate a growing set of requirements and ensure they remain within the limitations of time and budget, as well as
limitations in licensing and limits imposed on the Salesforce.com platform.

Managing the above activities that oceurred in parallel between teams proved to be very demanding in time and
resources. To ensure progress was continually made despite this high level of activity, the client and the
BA/Development teams maintained close contact through direct and frequent collaborations, thus minimizing
“middle-man” communications and maximizing overall productivity.

2. Technical reguirements complexity

As a cloud-based, multitenant platform, Salesforce.com strictly enforees a wide variety of limitations called
“Governor Limits” which protects its shared resources from being monopolized by resource-heavy eode. Viclations
of these limits could often mean a significant increase in cost or a svstem shutdown. As such, reguirements in the
LNG-Buy BC project were scrutinized and carefully validated by N to ensure the portal would
operate within the bounds set by these limits. ?

During business analysis and design, there were a number of functional requirements that inherently demanded
higher levels of computational processing along with larger data storage capabilities that challenged a number of
the imposed Governor Limits. One such example was an RS8-like feature in which users would enter and subscribe
to any number of keywards.
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i —
A closer analysis of this requirement revegled that the correct implementation of this featre required dedicated
Tesources on-demand to index raw text data from both business and Opportunities and to actively generate and
store tailored feeds for each individual keyword of each user. While it was clear that this particular feature was a
significant value-add to the portal, it was alse clusively complex in that a native implementation on Salesforce.com
will not scale wel} long-term in the presence of Governor Limis,

The key lesson learned in the LNG-Buy BC Project was that designing a native Force.com application that is design
heavy, requires a very tight collaborative between hoth the design team and the customer, and between the design
team and development.

The LNG-Buy BC moved very quickly and wag an extremely fuid project with new requirements being Presented
by the customer every week. Due to the compressed schedule and a commitment to include “core features” in the
final releage, traditional project Management controls were relaxed and inadequate review by the development
team was given prior to development starting.

As this project was based on a series of sprints design requirements that were made early in the project that were
ot properly vetted had impact downstream that in some cases required re-work or features being removed from

For the Ministry of Justice TTI, our learning’s taken from the LNG-Buy BC Project would strongly recommend that
design is vetted and Proven out with the development team, followed by approval from the customer prior to
development being initiated,

List ONLY team membe)

who worked on this

project and are being L BaleSforce Doei oy e

proposed as resource i Iesﬁg_r__e_:e Declarative Developer

in this Proposal please X .} Salesforce BackEnd DRVENOREL

include their name ? .i.Salesforce UI/17% e

and PFSPECFiV e role Sales{g;;g_:_e Front End Developer

on this project. B T ——
............................ e D100 Maager

The following attachments are supporting details for this Project experience:

* Attachment A - User Interface Moclatp and Protatype Design (version 1)
*  Attachment B — Snippet of User Storjes {version 1)

*  Attachment ¢ — Data Mode] (version 1)

*  Attachment D - Snippet of the Development Plan (version 1)
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1. User interface mockup and live (tablet}
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3 User Interface mockup and live {mobile)
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Attachment B - Snippet of user stories (version 1 )

PwC

Authentieation/Authorization

o Users are able to freely register.

o  Users are able to log in and change password if forgotten.
Business Profiles

o  Users are able to ereate g business profile.

o Users are able to view other business profiles.
Opportunities

o Users are able to create public opportunities.

©  Users are able to view other opportunities.
Searching
©  Users are able to search business profiles using specific parameters,
o Users are able to search opportunities using specific Parameters.
Communication

0 Users are able to send other businesses messages.

¢ Users are able to express interest on an opportunity owned by another business,
©  Users are able to add another business as a contact,
Relevance

o The system will match businesses to opportunities that are related via specific criteria.
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“Client mpany

_..Pl_'_(l__i_éét. o

Aramark eesment Seces Grup

Client Location

Philadelplia PA (HQ) + 22 Regional Sites

Project Sponsor Denise O’Brien
Reference Name Melissa Schwartz
{Contach)
Reference Title Vice President Operational Excellence
or Pasition
Reference Telephone +1215 238 4081
Number
Reference Email Addvess Schwartz—Melissa@aramark.com
Website URL www.aramark.com
e
Contract Value in § $3.5M
{order of magnitude)
E.g. <8500k, >$500k,
>1.5M, ete,
Project Completion Date October 2014
Project Duration 15
{months)
The Solution implemented for the Refreshment Services Group is part of
Aramark’s Global SFA and CRM strategy. PwC is partnered with Aramark to
support this Global initiative,
Challenge
* RSGlacked a centralized CRM solution; existing processes were highly manual
and were not standardized across markets
»  Service personnel spent a high percentage of time on administrative and
customer-management tasks
* The organization did not have an efficient process for handling revenue
generation events
*  The field service team needed to spend more time with customers but lacked
mobhile tools
Project Description ¢ The existing service tools were inflexible
! Solution
» Core custom Salesforce.com sohttion provides a 360-degree view of
the eustomer
e  Enhanced opportunity management spanning sales through installation
«  Custom activity triggers and direct connection to €-comnmerce system to
promote revenue generation events
i * Custom resource and dispatch management (territory, skillset, work order
scheduling, auto-routing, resource availability, ete.)
i» Custom mobile field service application with GPS and signature capture,
: related integrations with legacy Aramark applications and databases, and
real-time reporting and dashboards
Sales through Service Implementation included:
PwiC 55 Confidential apd Rreprietary
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* Account and contact management

*  Opportunity management

*  Asset management

* Case and Work Order mana gement

° Solutions knowledgebase (Content) to support both CSRs and field technicians
* Resource management scheduling

*  Work Order Dispatch console
* iPad application to execute field service tickets

Results
* PwC’sfield service solution delivered value to Aramark by strearnlining
customer support

*  The Salesforce.com solution connected the Aramark management team to the
field, leveraging the field technician mobile application, and the market center
resource and dispatch service console

* PwCsfield service application enables users to perform functions that
enhance customer experiences, organize big data, and eliminate redundant
client tasks while keeping all necessary service functions such as real-time
tracking, billing, and reporting

* Inaconstantly changing tech landscape, PwC’s Field Service Professional
gives Aramark the baseline to develop a competitive advantage

Using resources from our US Salestorce team as well as the expertise of our
offshore Salesforce.com Centre of Excellence, PwC completed all of the scape of
work for the project. In this role we:

*  Worked closely with client to confirm the vision and re-imagine their CRM
strategic objectives and sales & service process capabilities to define
requirements for a next generation custom Salesforce.com development
solution

* Standardized customer issue types and implemented first contact solutions

* Implemented a custom resource management and work order
dispatch solution

Proponent’s Team’s Role | * Implemented a custom field service mobile solution for field service teams

(i.c. Scope) * Indeveloping a field service solution for use by food service professionals,
PwC provided a broad array of services including:

— Requirements gathering

—  Solution design

—  Salesforce.com configuration & customization
— Data integration

—  System testing

~ Data migration

—  Deployment

—  Post go-live support

* Production analytics & reporting
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The solution was delivered using PwC’s Salesforce.com agile methodology, which is the same methodology we'll use
for the TTT. The pilot and releases were delivered using development sprints of 2-4 weeks to allow the client’s
business leadership to see on-going progress and re-evaluate priorities as additional feedback was received from

Tools

Salesforce.com platform was leveraged for collaboration (Chatter), and project management including issue
tracking, requirement tracking, and development features,

Software

The Field Service resource and work order management solution was developed using Salesforce.com’s Service
Cloud and Force.com platforms along with custom Visualforce components. The FSP mobile application was
developed for the iPad using i0S. Additionally, Google Maps was integrated to display field service users on a map
and their proximity to a customer in need.

s LE)

Key activities Key deliverables

¢ Develop project charter and Project plan ¢ Project charter and

*  Onboard project team members project plan

*  Confirm workspace, workstations and connectivity for all *  Project onboarding and
project team members ldck-off material

*  Confirm availability of niecessary hardware, software and
other documentations

Review and baseline project plan for design, develop,
deploy and maintain phases

»  Conduct kickoff meeting with project team members and
key project stakeholders

* Schedule workshops with ARAMARK stakeholders for
business requirements review and business process

Strategy & Assess Phase
L ]

*  Conduect series of workshops and discussions with ¢ Develop business
ARAMARK stakeholders to: requirements
~  Develop, review, finalize and prioritize business *  High level business
requirements process flows
—  Facilitate business process review/validation sessions * Change management
with appropriate flows strategy
—  Facilitate technical discussions with ARAMARK *  Highlevel architecture,
Technieal resources data migration and
deployment plan
PwC 57 Confidentiat apdJueprietary
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Key activities

Key deliverables

»  Develop preview for limited, critical functionality
(prototype, wireframe, proof of concept, PowerPoint to

¢ Business process flows
¢ (Conference room pilots /

Hlustrate complex concepts) demos
¢« Conduct series of workshops / sprint sessions with ¢ Updated release schedule
@ ARAMARK gtakeholders to: and project plan
3 — Expand on the high level process flows inic ¢ Technical design document
R detailed processes » Data migration plan
~ Toiteratively design, configure and test « Configuration workbook
Salesforce.com capabilities
+ Develop and finalize technical architecture including
integration
+  Develop detailed release schedule and plan
s Configure Salesforce.com solution and document / « Production org and
finalize configuration workbooks sandboxes configured
»  Develop and execute detailed interfaces and data s Salesforce.com and
migration plan integration build
» Compiete required custom development for building the | » Co-created testing strategy
- expected solution and plan
3 + Develop functional and technical specifications for +« Co-created training
'E, interfaces and data migration documentation with
5 « Build data migration and interface programs (coding Aramark
o and unit testing)
¢ Develop and finalize test scripts
o Plan and execute unit, integration, regression and user-
acceptance testing
e Identify communieation and training requirements
»  Support ARAMARK in developing training material
e Develop and execute user acceptance test scripts ¢ “Train the Trainer”
s  Develop and execute cutover plan aligned with release +  Longterm support model
- schedule / plan and plan
g » Develop go-no go check list and criteria for each release
g and support phase
% e Plan and execute “Train the Trainer’ training with
E ARAMARK stakeholders (e.g. super users)
« Develop long term support plan including support
model (knowledge transfer plan, ongoing break/fix vs.
enhancements, escalation and resolution process)
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Key activities Key deliverables

¢ Deploy the UAT approved solution into live environment | »  Cutover to production

*  Execute the long term support model and plan {go-live)

* Conduct additional training and knowledge transfer » Knowledge transfer
sessions to ARAMARK support team (business super * Lessons learned
users, IT support team) *  Project closure and sign-off

*  Gather user feedback and monitor user adoption

o Conduct lessons learned sessions

* Conduct joint sessions with Salesforce.com Customer for
Life to ensure smooth transition for ongoing support

*  Assist ARAMARK to incorporate Salesforece.com
solution in their existing Disaster Recovery Plan

Operate & Review Phase
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The project is considered complex relative to other implementations for two primary reasons:
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L Custom, rich user experience — Salesforce.com was leveraged to accelerate the data and business logic
layers. The Field Service resource and work order management solution was developed using Salesforce.com’s
Service Cloud and Force.com platforms along with custom Visualforee components.

The FSP mobile application was developed for the iPad using 108. Additionally, Google Maps was integrated to
display field service users on a map

2. Complex data model - The solution was designed to support the high volume transactions of food services
industry. Integrations to ERP and e-Commerce platforms and the ahility to performasset management were
critical components. Key architectural enhancemerts were required to ensure the data could move quickly and
efficiently through the solution

RSG had challenges adopting its CRM processes, existing service tools were not mobile-enabled, and they did not
support basic work-order management. With PwC’s Field Service Professional solution—which Aramark has
branded FAST (Field Application for Service Techs) internally—the company now has a field service solution that
delivers robust funetionality to:

* Manage assets

* Manage resources

*  Dispatch work orders

*  Execute work order Check In and Check Out processes

« Capture the customer acknowledgement of services delivered and associated fees

The solution goes Live in the next couple of weeks, so we can’t share any post go-live opportunities yet, but here’s a
list of some of our key lessons learned we've tracked along the way:

Category Lessons learned
Leverage the sponsors to * Leverage “champions” that can represent the needs of all users
drive compromise *__Active engagement and dispute resolution by project sponsors

Stakeholder engagement Ongoing engagement with key stakeholders and end-users
Consistent communication throughout project

Frequent, iterative application walk-throughs

Ensure the customer acts on change management areas
Over-engineering the Maximize “out-of-the-box” Salesforce.com capabilities

solution * Minimize extensive custom coding

»_Jnvolve the End user early with the UI decisions

Matt presented our point of view and plan for Governance to
Aramark’s business and IT Jeaders ; this is what they're basing

* ¢ @

*

List ONLY team members ; their internal governance model on.
who worked on this : s ki i . . , is project |
project and are being Note: Aramark is just going into production. This project has

many similarities to TTI. We aren’t able to commit any of our
Matt Francis key Aramark resource until they go completely live; however,
we’re happy to work with you to explore availability of these
resources once TTI gets up and running.

proposed as resource
in this Proposal please
include their name
and respective role

on this project. Our offshore Salesforce.com Centre of Excellence was also a

key component of our delivery model.
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Principal Funds

Project Description

Client company
Client Location Des Moines IA and Ll Dovado L8 GA
Project Sponsor Jill Brown
Reference Name Jill Brown
(Contact)
Reference Title President Funds Group
or Position
Reference Telephone +1 916 941 4657
Number
Reference Email Address Brown.jill@Principal.com
Website URL www.Principaifunds.com
(if appropriate)
Contract Valne in % $1.5M
(order of magnitude)
E.g. <8500k, >$500k,
>1.5M, ete.
Project Completion Date ¢ Octobor 2013
Project Duration i1z
(months) :
Challenge

*  Principal Funds wanted to optimize sales through service processes while
replacing its CRM solution for the Distribution Sales team

¢ They wanted to leverage its newly-defined data strategy (ODS) into the
implementation of the new custom Salesforce.com platform

* The CRM transformation effort was heavily dependent on the in-flight data
strategy initiative as all relevant CRM data consumed through Salesforce.com
will have to be available in ODS from day one

¢  Despite the small number of integration interfaces, there was complexity in
the consumption of data managed in the ODS and daily trade resolution
processes

Soluticn

* Created CRM strategic objectives, sales, and business process capabilities to
support customer’s new data strategy

¢ Developed a complex account data mode] in Salesforce.com to support the
unique business relationships and trade resolution processes

*  Our Salesforce.com solution included a complex integration with QDS system
enabled by a best of breed ETL solution

= The solution included iPad sales application for external sales teams, end-to-
end Salesforce.com solution for internal sales teams, service console for
Principal support teams

Implementation inchided:

* Account and contact management
* Custom lead and opportunity management
*  Custom literature order and fulfiliment integrated with Staples.com

PwGC
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Custom trade and asset management integrated with ODS

Case management with service console

Solutions knowledgebase (Content) tu support both wholesalers and advisors
CTT - Click to Dial

Custom data- integration processes for managing several source systems to
and from Salesforce.com

Results
Key benefits derived included:

One global platform to support the Lead Generation-to-ongoing Financial
Advisor support

360 view of the customers (Firms, Advisors/Agents, Platforms, Investments)

Streamline agent productivity by eliminating completion of paper forms and
other manual task management

Roll out additional functionality within Salesforce.com to enable the
collaboration with external wholesale team and via the use of Chatter and
email

Enhanced reporting capability enabled to increase customer management and
reach

Proponent’s Team’s Role
(i.e. Scope)

Created Salesforce.com solution strategic objectives, sales, and business
process capabilities to support custamer’s new data strategy

Defined processes, requirements, governance, change management strategy
and solution design

Leveraged PwC’s hybrid agile methodology to execute business iterations on
the platform

Developed a complex account data model in Salesforce.com to support the
unique business relationships hetween firms, offices, advisors and
bartnerships and their trade resolution processes

Implemented an on-demand and batch integration with system of record (
ODS system} enabled by a best of breed ETL solution (Informatica cloud)
Developed analytics to provide vahzable insight into the performanece at firm
and office and provide ranking of advisors by territory and by channel

In developing a mutual fund solution for use by Financial Service
professionals, PwC provided a broad array of services including:

— Requirements gathering

~  Solution design

— Salesforce.com configuration & customization
~ Web development (JQuery)

~ Dataintegration

~  System testing

— Data migration

— Deployinent

~ Post go-live support

— Production analytics & reporting

PwC
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Methodologies

The solution was delivered using PwC's Salesforce.com agile methodology. The pilot and releases were delivered
using development sprints of 2-4 weeks to allow the client’s business leadership to see on-going progress and re-
evaluate priorities as additional feedback was received from the clinical users.

Tools

Salesforee.com platform was leveraged for collaboration (Chatter), and project management including issue
tracking, requirement tracking, and development features.

Software

The mutual fund solution was huilt using Salesforce.com’s Service Cloud and Force.com platforn. Additionally, the
custom user interface was developed using Visualforce. Google Maps was integrated to display local geographic
financial advisors on a map.

Key activities Key deliverables
*  Develop project charter and project plan ¢  Project charter and
*  Onboard project team members project plan
*  Confirm workspace, workstations and connectivity forall | * Project onboarding and
2 project team members kick-off material
= »  Confirm availability of necessary hardware, software and
nu',' other documentations
723
2 * Review and baseline project plan for design, develop,
% deploy and maintain phases
< *  Conduct kickoff meeting with praject team members and
%3 key project stakeholders
il
_g * Schedule workshops with PRINCIPAL stakeholders for
7] business requirements review and business process
*+ Conduct seres of workshops and discussions with | e Develop business
PRINCIPAL stakeholders to: requirements
= Develop, review, finalize and prioritize business . ]
. ¢ High level business
requirements rocess flows
— Facilitate business process review/validation sessions b
with appropriate flows * Change management
= Facilitate Technical discussions with PRINCIPAL strategy
Technjeal resources * High Level Architecture,
Data migration and
Deployment plan
PwC 85 Confidential apdduistary
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Design

Constract

Implement

) Key activities

Key deliverables

Develop preview for limited, critical functionality
(prototype, wireframe, proof of concept, PowerPoint to
illustrate complex concepts)

Conduct series of workshops / sprint sessions with
PRINCIPAL stakeholders to:
— Expand on the high level process flows into detailed
processes
— Toiteratively design, confignre and test
Salesforee.com capabilities
Develop and finalize technical architecture including
integration

Develop detailed release schedule and plan

+  Business process flows

» Conference room pilots /
Demos

¢  Updated Release schedule
and project plan

*  Technical design document
* Data migration plan
¢ Configuration workbook

Configure SFDC and document / finalize configuration
workbooks

Develoﬁ and execute detailed interfaces and data
migration plan

Cornplete required custom development for building the
expected solution

Develop functional and technical specifications for
interfaces and data migration

Build data migration and interface programs (coding
and unit testing)

Develop and finalize test scripts

Plan and execute unit, integration, regression and user-
acceptance testing

Identify communication and training requirements
Support PRINCIPAL in developing training material

»  Production Org and
sandboxes configured

¢  Salesforce.com and
Integration build

o Testing strategy and plan

¢ Co-created training
documentation with
Principal

Develop and execute user aceeptance test seripts.

Develop and execute cutover plan aligned with release
schedule / plan

Develop go-no go check list and criteria for each release
and support phase

Plan and execute ‘train the trainer’ training with
PRINCIPAL stakeholders {e.g. super users)

Develop long term support plan including support

model (knowledge transfer plan, ongoing break/fix vs.
enhancements, escalation and regolution process)

¢  “Train the Trainer”

» Longterm support model
and plan

66
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Key activities

Key deliverables

Operate & Review Phase

Deploy the UAT approved solution into live environment
Execute the long term support model and plan

Conduct additional training and knowledge transfer
sessions to PRINCIPAL support team (business super
users, IT support team)

Gather user feedback and monitor user adoption
Conduct lessons learned sessions

Conduct joint sessions with Salesforce.com Customer for
Life to ensure smooth transition for ongoing support

Assist PRINCIPAL to incorporate the Salesforce.com
solution in their existing Disaster Recovery Plan

Cutover to produetion
(go-live)

Knowledge transfer
Lessons learned
Project closure and sign-off

PwC
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The project is considered complex relative to other implementations for three primary reasons:

1. Custom, rich user experience — Salesforce.com was leveraged to accelerate the data and business logic layers.
The UI was customized and required integrating Salesforce.com Visualforce pages.

2. Complex Security Model — The solution was deployed to financial advisors. Security and privacy of each
advisors data had to adhere to FINRA regulations. Key architectural enhancements were required to ensure
each advisor was able to enter information in a secure manner and have the flexibility to share data within
Principal.

3. Complex Data Model — The solution was designed to supponrt the high volume transactions of mutual fund
industry. Integrations to large data stores and the ability to perform daily trade resolution were critical
components. Key architectural enhancements were required to ensure the data could move quickly and
efficiently through the solution

Category essons Learned
Leverage the sponsors to * Leverage “champions” that can represent the needs of all users
drive compromise * Active engagement and dispute resolution by Project Sponsor

Stakeholder engagement ¢ Karly engagement with key stakeholders and end-users
* Consistent communication throughout project
» _Frequent, iterative application walk-throughs
Over-engineering the = Keep each release simple and focus on the new features
solution * Maximize “out-of-the-box” Salesforce.com capabilities
i * Minimize extensive custom coding

List ONLY team members who worked on this project

and are being proposed as resource

in this Proposal please include their name

and respective role

on this project,
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6.1.2.2 Proposed contractor’s lead roles

We propose the following team structure and team members;

Gert din Preey,

s.21,s.22
s.21,s.22

s.21,s.22

The BC Government, and the Ministry of Justice in particular, is a priority account for PwC. What this means is
that we have a dedicated executive team in place to look after you. This team is led by Owen Taylor as your lead
relationship partner for the BC Government account and our comrmitment to have Qwen assigned overall
responsibility for this initiative as the Engagement Partner.

At 110 cost to you, Owen will facilitate a holistic approach to the work we do for you by: knowing your needs and
priorities; making sure that our best talent is assigned to you; monitoring the service that we'pe providing across all
of our projects; and connecting you with other leaders in your industry and thought leaders from across our firms
to share leading practices and lessons learned.

Owen is supported by Gert du Preesz as your Contract Engagement Manager. Also at no eost to you, Gert will
oversee all of the activities and deliverables of our team. Working closely with Owen as the Engagement Partner (a
proven team that has worked together on many engagements), Gert has the authority to make decisions on behalf

of our tea

team. Gert will lead the statement of work development and be your primary contact to resolve issues, As we've
demonstrated in the past, Owen and Gert work well together and work well with you. Together, they will help drive
the success of this initiative now and ovexithe long term.

Our TTT leadership team includes : Solution Architect & Delivery Lead, Matt Francis, Lead Salesforce
Architect and 2 Lead Managehent Consubtant,

@
PwC 69 Confidential angdioprietary

JAG-2014.01511-1

Page 73
JAG-2014-01511-2



Our team is linked directly to our Canadian leadership team through Mike Harris, who's our Public Sector practice
leader in BC and 2 member of the Canadian Partnership Board representing BC. Owen and Mike work closely with
John DeLucchi, our Managing Partner for the BC region. John and Mike support Owen and our account team to
drive connectivity with our global network of resources.

The roles, responsibilities and qualifications of all our team members are presented below.

We've assembled a very strong team to deliver this work. Each of our proposed lead roles has well over five years
of relevant experience in their respective categories. Give the page limitation of the resumes we've provided a
sample of their relevant work experience and have provided a lot of detail around how each assignment is relevant
to the TTI.

s.22
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Pages 75 through 114 redacted for the following reasons:



l
6.1.2.3 Organization capacity and resources

Appendix E Professional Services Organizational Capacity and Resources

To meet the mandatory requirement, Proponents submitting a proposal for Professional Services
must complete the following table indicating the number of individuals that are currently working as
either employees or subcontractors for the Proponent. If this is a joint proposal, the numbers
indicated should be reflective of the combined resources for all Proponent organizations.

A single individual’s 2-3 page resume, for each non-Lead resource type, should also be provided to
demonstrate the level of expertise for non-Lead resources that will be expected to be delivered by
the Contractor.

Number of Individuals
Non-Lead Salesforce Resource Capacity in Victoria or CURRENTLY working for
Vancouver Proponent organization(s} in

category
Salesforce Architect kle
Salesforce UI/UX Designer 38
Salesforce Front End Developer 92
Salesforce Back End Developer 160
Salesforce Declarative Developer 88
Salesforce Quality Assurance 31
Salesforce Data Architect 29
Total 408

Note

For clarity and transparency, these are the total number of Salesforee.com experienced resources currently working
for PwC and our named subcontractors who are aligned to the categories that you have requested. In addition, we
have 22 Salesforce.com integration specialists, 32 Salesforce,com project managers, and 70 Salesforce.com
functional consultants. This brings the total number of Salesforce.com resources to over 500. As previously stated,
we have more than 30 certified Salesforce.com resources located in BC and we are keen to grow this local capacity
while drawing on our global experts to help drive the success of this initiative.

We've provided resnmes for our proposed non-lead resources in Appendix A.

PwC 111 Confidential pgg £ noprietary
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6.1.2.4 Location of work

Much like the Ministry of Justice and the Tribunals in scope of this initiative, our team has offices in both Victoria
and Vancouver. In order to best serve your needs and minimize time and money spent travelling between Victoria
and Vancouver unnecessarily; we are proposing an approach which takes advantage of our current locations and
the locations of key Justice stakeholders. In general terms, Pw(C proposes to conduct most of the technical and
development work in Vancouver and most of the client facing activities at the location that makes the most sense
given the location of the respective Tribunal or Justice representative location.

Our Victoria office is located at 525 Fort Street. Our Vancouver office is located in PricewaterhouseCoopers Place at
250 Howe Street.

Both our Victoria and Vancouver locations noted above are our current, permanent office locations. These offices
both have sufficient space to accommmodate each team member and have meeting rooms capable of holding at least
twelve individuals. We also have an office in the Fraser Valley but do not currently plan to use this location for this
scope of work.

PwC’s offices are outfitted to a high standard of quality and provide many conveniences for both permanent staff
and guests. Both the Victoria and Vancouver offices are equipped with state-of-the-art, high definition Cisco video
conferencing systems and high speed data links to enable a life like meeting experience between our staff and.
between clients and our staff. We intend to use this service to reduce time wasted traveling and keep all of the TTI
resources (PwC team members, Ministry of Justice and Tribunal representatives) productive and connected. Most
PwC offices around the world are also equipped with this technology, providing us the opportunity in the future to
connect with PwC staff and other Justice representatives around the world.

Both of the PwC offices are also equipped with secure guest Wi-Fi access which ean be provided to non-PwC staff
when they are working / visiting our offices. This will help our integrated teams to be more effective and
collaborative throughout this initiative, All PwC offices are equipped with professional presentation capabilities
{(projectors or large screen televisions) and staff amenities such as coffee and tea services, lunch areas etc.

PwiC 112 Confidential pggd 1eprietary
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i
6.1.3 Price

Appendix F Professional Services Pricing Form

Proponents must complete and submit Appendix F Professional Services Pricing Form. Proponents should provide firm
pricing by way of all-inclusive hourly rates for all named resources {see section 6.2.2) AND for each of the additional roles
named below for the initial term of the Contract (from Contract signing to March 31, 2018), Separate rates, one for work
conducted in Victoria and one for work conducted in Vancouver, may be proposed for each of the following time periods:

1] Contract signing to March 31, 2016;
2} April 1, 2016 to March 31, 2017; and
3} Aprit1, 2017 to March 31, 2018.

All proposed hourly rates must not be more than $250.00,

Contract Signing 1April 2016 - TApril 2016 -
31 March 2016 31 March 2017 31 March 2018
All-inclusive Hourly Rate  All-inclusive Hourly Rate  All-inclusive Ho urly Rate

ROLES

Solution Architect & Delivery
Lead*
Lead Safesforce Architect
tead Management
Consultant™®
Lead Integration Specialist*
Lead Salesforce Data
Architect**
Lead Salesforce U1/UX
Designer**
Lead Salesforce Front End
Developer®*
Lead Salesforce Backend
Peveloper®*
Lead Salesforce Declarative
Developer**
Lead Salesforce Quality
Assurance**
Lead Project Manager*
Lead Business Analyst
Management Consultant

Project Manager

s.21

Business Analyst (aka
Systems Analyst)
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Salesforce Data Architect™*

Salesforce Ut/UX Designer®*

Salesforce Front End
Developer**

s.21

Salesforce Back End
Developer**

Salesforce Declarative
Developer**

Salesforce Quality
Assurance**

Assumptions

Roles denoted with an * are expected to require travel between Vancouver and Victoria. Our rates are based on 2
trips per month on average and based on full time assignments. Travel in excess of this would require further
discussion and agreement with the Ministry.

PwC would prefer to provide the majority of development services / roles (denoted with **) in Vancouver as the
majorityof N resources are currently based there and travel time for non-BC based resources would be
reduced, more Convenient and more cost effective. Should a requirement for Victoria based development roles
exist, PwC would have the ability to provide these services but would require some advanced notice to mobilize the
necessary resources. We understand the requirement to provide services in both Victoria and Vancouver and have
structured our team in a manner that we believe most closely matches the proximity of our people to the services
you require, while also providing the most cost effective solution. We look forward to the opportunity of reviewing
and adjusting this approach based on your feedback.

In several places in our response we have referred to the difficult choices we were faced with when selecting the
ideal candidates for the lead roles from the resources we have available. First, we know the importance of having
strong team members with the specific expertise required of their role. This requirement was our top priority.
Second, we wanted to provide a team who know each other and will work as an integrated extension of your
Ministry team. Therefore, having consultants who have worked together and are permanently located in British
Columbia was also a significant priority. Finally, we know the importance that value for money plays in Public
Sector decision making — when faced with similarly qualified individuals where one has travel and foreign exchange
considerations and the other does not, we were inclined towards the local resource. Whether, local or traveling,
PwC, ¢ orindependent contractor - we are very confident in the choices we have made and our ability to
deliver on our commitments. The team we are presenting is backed by PwC's global network of Salesforce.com
capabilities who we are able to draw on as required to encourage your initial and ongoing success. PwC is open to
working in a transparent and collaborative fashion with the Ministry to review our resource assignments and make
adjustments based on your input.

The RFP did not request information on resources who could do work from offshore locations. Many of our large
projects take advantage of the high quality, capacity and cost effectiveness of services available through our
Solution Delivery Centres. PwC has proven capabilities in Salesforce.com development utilizing these centres and
are open to exploring the increased value and capability that this option could provide to the Ministry.

Although Gert’s role as the Contractor’s Engagement Manager is not chargeable, we feel it’s very important to the
success of the TTI. We're prepared to make an investment of up to 50% of Gert’s time to meet your requirements in
the best possible way.
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Pages 120 through 138 redacted for the following reasons:



Value, on your terms

We focus on four areas: assurance, tax, consulting and deals services, But we don’t think
off-the-shelf products and services are always the way to go. How we use our knowledge
and experience depends on what you want to achieve,

PwC Canada has more than 6,500 partners and staffin offices across the country,
Whether you're one of our clients or one of aur team members, we're focused on building
deeper relationships and creating value in everything we do.

S0 we'll start by getting to know you. You do the talking, we’ll do the listening. What you
tell us will shape how we use our network of more than 184,000 people in 157 countries

around the world—and theip connections, contacts and expertise—to help you create
the value you're looking for.

See Www.pwe,com/ca for more information,
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www.pwe.com/ca
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TRIBUNAL TRANSFORMATION INITIATIVE
PROFESSIONAL SERVICES AGREEMENT

Between
PRICEWATERHOUSECOOPERS LLP

And

o HER MAJESTY THE QUEEN
IN RIGHT OF THE PROVINCE OF BRITISH COLUMBIA,

AS REPRESENTED BY THE MINISTER OF
JUSTICE

NOTICE TO CONTRACTOR

As a contractor with the Province, it is your responsibility to abide by all applicable laws. This is to bring to your attention
that if you are conducting services for the Province, and you also fall within the parameters of the Lobbyists Registration

Act, then it is your responsibility to make this determination and register if necessary.

For Administrative Purposes Only

Ministry Contract No.: ATJSB1515257018
Requisition No.: ,

Solicitation No.: AG-JSB-73114
Commodity Code:

Contractor Information
Supplier Naome:
Supplier No.:

Telephone No.:
E-mail Address:
Website:

TTI PSA (RFP No. AG-JSB-73114) . Page 141
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TRIBUNAL TRANSFORMATION INITIATIVE PROFESSIONAL SERVICES AGREEMENT

. DEFINITIONS AND INTERPRETATION

DEFINITIONS

EXPRESSIONS

INTERPRETATION

NO FETTER

REMAINDER NOT AFFECTED BY INVALIDITY
CONFLICTS AMONGST PROVISIONS

Il. TERM

“TERM”

RENEWAL OPTION

EFFECT OF RENEWAL OF AGREEMENT ON SOWS
TERM OF SOW

n. NON-GOVERNMENT CLIENT AND TRIBUNAL AGREEMENT

REQUIREMENT FOR TRIBUNAL AGREEMENT
PROCESS FOR ENTERING TRIBUNAL AGREEMENT
NOTICE OF TRIBUNAL AGREEMENT

NO JOINT LIABILITY OR OBLIGATION
GOVERNMENT RIGHTS

NO THIRD-PARTY BENEFICIARIES

IV.  RESERVED RIGHTS

RIGHTS TO OBTAIN SERVICES OUTSIDE AGREEMENT
NO RELIANCE ON HISTORIC REQUIREMENTS

V. SERVICE ORDERING PROCEDURES AND EFFICIENCY

AUTHORIZATION NEEDED TO PROCEED WITH SERVICES
LEVERAGING PRIOR DELIVERABLES

PROHIBITED CHARGING FOR DUPLICATION

PROHIBITED CHARGING FOR WARRANTY SERVICES
CHANGE LOG

TEMPLATES FOR DRAFT SOWS AND DRAFT CHANGE ORDERS

VI. STATEMENTS OF WORK

DRAFT SOW CONTENTS
REACHING AGREEMENT ON DRAFT SOW

VIl. CHANGE ORDERS TO SOWS

INITIATING CHANGE TO A SOW
DRAFT CHANGE ORDER CONTENTS
REACHING AGREEMENT ON DRAFT CHANGE ORDER

Viil.  SUPPLIES AND WORK LOCATIONS

SUPPLY OF VARIOUS ITEMS
WORK LOCATION

IX. SERVICE PROVISION

PROVISION OF SERVICES
TRANSITION SERVICES

TTI PSA (RFP No. AG-JSB-73114)
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GENERAL PERFORMANCE REQUIREMENTS
RECORDING LIFECYCLE CHANGES

X. INCIDENTS AND SUPPORT SERVICES

SERVICE REQUESTS TO SERVICE DESK FOR INCIDENTS
INCIDENT TRACKING AND REPORTING

ADDITIONAL PERFORMANCE REQUIREMENTS FOR APPLICATION MANAGEMENT SERVICES

NOTICE OF UNAVAILABILITY OR DEGRADATION OF SYSTEMS
XL SERVICE LEVELS

APPLICABLE SERVICE LEVEL TARGETS

ROOT CAUSE ANALYSIS AND RESOLUTION FOR REPEATED MISSED SERVICE LEVEL TARGETS

SERVICE LEVEL REPORTS
CREDITS FOR MISSED SERVICE LEVEL TARGETS
OTHER REMEDIES FOR MISSED SERVICE LEVEL TARGETS

XIl. DEUVERABLES, INCLUDING DOCUMENTATION

REQUIREMENTS FOR DELIVERABLES

DOCUMENTATION FOR CUSTOM SOFTWARE

INCLUSION OF COPYRIGHT NOTICE

CuUSTOM SOFTWARE AND RELATED DOCUMENTATION DELIVERABLES
DELIVERABLES OTHER THAN CUSTOM SOFTWARE AND RELATED DOCUMENTATION
AUTHORIZED DISABLING CODE '
UNAUTHORIZED DISABLING CODE

AUTHORIZED OPEN SOURCE CODE

UNAUTHORIZED OPEN SOURCE CODE

Xlil.  ACCEPTANCE PROCEDURES FOR DELIVERABLES

SOW MAY VARY

SUBMISSION

PROVINCE VALIDATION AND ACCEPTANCE OR REJECTION
PROVINCE APPROVAL OF PLANS

DEEMED ACCEPTANCE

RECTIFICATION AND RESUBMISSION

XlV.  LIMITED WARRANTIES

DELIVERABLES WARRANTY
ADDITIONAL WARRANTIES IN SOW

XV.  KNOWLEDGE TRANSFER PLAN

FRAMEWORK FOR KNOWLEDGE TRANSFER PLAN
KNOWLEDGE TRANSFER PLAN

XVI. WORKERS AND SUBCONTRACTING

COMPETENCY OF SERVICES WORKERS

APPROVED SERVICES WORKERS IN LEAD ROLES
REMOVING SERVICES WORKERS IN ANY ROLE
REPLACING OR ADDING SERVICES WORKERS
CONTACT INFORMATION FOR SERVICES WORKERS
KNOWLEDGE TRANSFER

ADDING NEW ROLES

SUBCONTRACTING
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XVIL PERFORMANCE, MEETINGS AND REPORTS

SURVEYS

. AGREEMENT MANAGER MEETINGS

FORM OF STATUS REPORT

STATUS MEETINGS AND DELIVERY OF STATUS REPORTS
UNSCHEDULED EMERGENCY MEETINGS

SELF-REPORTING OF DEFAULTS AND MISSED SERVICE LEVEL TARGETS
DELAY CAUSED BY OTHER PARTY

XVHil. PAYMENT

FEES AND EXPENSES

MaAXIMUM AMOUNT

STATEMENTS OF ACCOUNTS

CURRENCY

INTEREST

WITHHOLDING OF AMOUNTS
APPROPRIATION

NON-RESIDENT INCOME TAX

PROHIBITION AGAINST COMMITTING MONEY
REFUNDS OF TAXES '

XIX. REPORTING, RECORDS AND AUDITS

* PERFORMANCE MONITOR!NG

WORK REPORTING
ACCOUNTING RECORDS
INSPECTION AND AUDIT
DEFICIENCIES

XX.  INFORMATION PROVISION, PRIVACY, SECURITY AND CONFIDENTIALITY

PERTINENT INFORMATION

Privacy

PRIVACY PROTECTION SCHEDULE DIRECTIONS

SECURITY

CONFIDENTIALITY

RESTRICTIONS ON PROMOTION AND OTHER PUBLIC ANNOUNCEMENTS

XXI.. MATERIAL AND INTELLECTUAL PROPERTY

RESTRICTION ON USE OF MARKS AND LOGOS

REQUEST FOR ACCESS TO MATERIAL

PROPERTY OWNERSHIP AND DELIVERY OF MATERIAL

CUSTOM SOFTWARE

ADDITIONAL PROVISIONS UNDER GOVERNMENT'S AGREEMENT
RECEIVED MATERIAL AND PRODUCED MATERIAL

WAIVER OF MORAL RIGHTS IN PRODUCED MATERIAL CONSISTING OF CUSTOM SOFTWARE AND RELATED DOCUMENTATION

WAIVER OF MORAL RIGHTS IN OTHER PRODUCED MATERIAL
INCORPORATED MATERIAL

LICENSED SOFTWARE THAT IS NOT CUSTOM SOFTWARE

CONTRACTOR NON-INCORPORATED MATERIAL

REMEDYING INABILITY TO PROVIDE ASSIGNMENTS, LICENSES OR WAIVERS

RIGHT OF GOVERNMENT TO NEGOTIATE LICENSE OF EXPERT SYSTEM AND DiSPUTE RESOLUTION SUITE FOR COMMERCIALIZATION

RIGHT OF PROVINCE TO NEGOTIATE LICENSE OF PRODUCED MATERIAL
INTELLECTUAL PROPERTY REGISTER :

TTI PSA (RFP No. AG-JSB-73114)
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NO OTHER LICENSES OR RIGHTS

XX, SOURCE CODE
NEW SOURCE CODE AND TOOLS

XXIII. REPRESENTATIONS AND WARRANTIES
GENERAL REPRESENTATIONS AND WARRANTIES

XXIV. INDEMNITY AND INSURANCE

INDEMNITY
MONETARY LIMITATIONS OF INDEMNITY
EXCEPTIONS TO MONETARY LIMITATIONS
PROVINCE TO NOTIFY CONTRACTOR OF LOSS
THIRD PARTY INTELLECTUAL PROPERTY INFRINGEMENT CLAIMS
LIMITATION OF LIABILITY
" INSURANCE
WORKERS COMPENSATION
PERSONAL OPTIONAL PROTECTION
EVIDENCE OF COVERAGE

XXV. BUSINESS CONTINUITY PLANS AND EVENT OF FORCE MAJEURE

BUSINESS CONTINUITY PLANS
CONSEQUENCES OF, AND DUTIES DURING, EVENT OF FORCE MAJEURE
IMPLEMENTATION OF BUSINESS CONTINUITY PLANS

WAIVER OF FEES FOR SERVICES NOT PROVIDED

ALTERNATIVE SERVICES

XXVI. DISPUTE RESOLUTION

DISCUSSION AND NEGOTIATION
MEDIATION

ARBITRATION

EXCEPTIONS

MUTUAL OBLIGATIONS DURING DISPUTE RESOLUTION

XXVII.  SUSPENSION OF SERVICES UNDER A SOW

SUSPENSION ORDER
TEMPORARY NATURE
CONSEQUENCES OF RESCISSION OR CANCELLATION

XXVIlIl.  TERMINATION

TERMINATION OF AGREEMENT OR INDIVIDUAL SOWS FOR CONVENIENCE
PAYMENTS UPON TERMINATION FOR CONVENIENCE OR EVENT OF FORCE MIAJEURE

TERMINATION FOR CAUSE
TERMINATION BY CONTRACTOR FOR PROFESSIONAL CONFLICT

XXIX. DUTIES UPON TERMINATION

RETURN OF PROPERTY
KNOWLEDGE TRANSFER SERVICES
SURVIVAL OF CERTAIN PROVISIONS

XXX. PERFORMANCE EVALUATION FOR FUTURE CONTRACTS

EVALUATION
REVIEW OF POST-CONTRACT EVALUATION
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PROCESS FOR RESOLVING DISAGREEMENT WITH POST-CONTRACT EVALUATION
XXXL NOTICES AND OTHER COMMUNICATIONS

ELECTRONIC SIGNATURE
FORM OF DELIVERY AND DEEMED RECEIPT
OTHER COMMUNICATIONS WITH PROVINCE

XXXIl.  GENERAL

INDEPENDENT CONTRACTORS
PERSONNEL NOT TO BE EMPLOYEES OF PROVINCE
ASSIGNMENT
WAIVER
- MODIFICATIONS
REMEDIES
ENTIRE AGREEMENT
GOVERNING Law
. JURISDICTION .
EXECUTION AND DELIVERY OF AGREEMENT AND SOWS

SCHEDULE A - DEFINITIONS

SCHEDULE B - SERVICES

SCHEDULE C — ROLES, APPROVED SERVICE WORKERS, SUBCONTRACTORS AND LOCATIONS
SCHEDULE D — FEES AND EXPENSES

SCHEDULE E - INSURANCE

SCHEDULE F - PRIVACY PROTECTION SCHEDULE
SCHEDULE G - SECURITY SCHEDULE

SCHEDULE H - CONTACTS AND ADDRESSES FOR NOTICES
SCHEDULE | — INCLUDED SPECIFICATIONS

SCHEDULE J - SERVICE LEVEL TARGETS

SCHEDULE K — PERMITTED OPEN SOURCE CODE
SCHEDULE L - FORM OF TRIBUNAL AGREEMENT
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MINISTRY CONTRACT NO. ATJSB1515257018

TRIBUNAL TRANSFORMATION INITIATIVE
PROFESSIONAL SERVICES AGREEMENT

EFFECTIVE DATE:  Monday, January 26™, 2015

BETWEEN:
HER MAJESTY THE QUEEN IN RIGHT OF THE PROVINCE OF BRITISH COLUMBIA, as represented by the
Minister of Justice
(the “Government” or the “Province”)
AND: : '
PRICEWATERHOUSECOOPERS LLP, doing business as “PwC”, an Ontario limited liability partnership
extraterritorially registered in British Columbia as number XL0000016 with an office at 201 - 525 Fort
Street, Victoria, British Columbia
(the "Contractor”)
RECITALS:

A. The Government issued a Request for Proposals for Tribunal Transformation Initiative Professional & Data Residency
Services on July 31, 2014, under Ministry of Justice Request for Proposals number AG-JSB-73114 {and published on BC
Bid as solicitation number JAG-ISB-73114), as subsequently amended or supplemented by Addendums 1 through 7

(the “RFP");

B. Inresponse to the RFP, the Contractor submitted a proposal on or before the closing date of the RFP (thé “Proposal”)
and was selected as the successful proponent to provide the services described in this Agreement in support of the
Tribunal Transformation Initiative on an as, if and when requested basis; and

C. The Government and the Contractor now wish to enter into this Agreement by which the Contractor offers to provide
the Services on the terms and conditions in this Agreement and any Statement of Work under this Agreement.

IN CONSIDERATION of the premises and mutual promises below, $1.00 now paid by the Government to the
Contractor and other good and valuable consideration, the receipt and sufficiency of Wthh is acknowledged, the parties

agree as follows:

1. DEFINITIONS AND INTERPRETATION

Definitions
1. In this'Agreement, including the recitals, and in each SOW, unless otherwise set out in that SOW or this Agreement,
capitalized terms have the meaning glven to themi in Schedule A (Definitions).

Expressions ‘ _
2. In this Agreement and in each SOW, unless otherwise set out in that SOW or this Agreement, the use of the

expression:
“for example”, “includes”, “including” or “such as” is not limiting; and

“record” has the meaning set out for that term in the Interpretation Act (British Columbia).
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Interpretation
3. Inthis Agreement and in each SOW, unless otherwise set out in that SOW or this Agreement:

a.
b.

No fetter

a reference to time is to Pacific Time;

time is of the essence with regard to times, dates and periods set out in this Agreement and in each SOW and
any later times, dates and periods substituted by agreement in writing; -

a reference to a section number is to the section in the same part (for example, the main body, the Schedule or
Appendix) of this Agreement and a reference to a paragraph is to a paragraph in the same section;
use of the singular includes the plural and vice versa;

use of the neuter includes the feminine and masculine;

headings do not form part of the agreement;

a reference to any enactment refers to it as amended or contained in a later enactment and in force at the
applicable time and .includes any subordinate enactments made under it;

a reference to “parties” in this Agreement means to the Contractor and to the Province;

a reference to this Agreement or a SOW refers to it as duly amended and novated by the parties at the
applicable time and a reference to any other document or to a URL refers to it as novated, altered or replaced at
the applicable time; »

any consent, approval, option, right or other discretion exercisable by the Province will be in the Province’s sole
and absolute discretion and be exercised or delivered by the Agreement Manager, unless in relation to a SOW
(including any related document, such as a Draft SOW and any proposed change order or any Service Request

under a SOW, and its development and execution) or the context indicates it is exercisable by the Client in
which case it will be exercised or delivered by the applicable Client contact specified in the document;

any consent, approval or discretion exercised by the Province may be conditional; and

nothing operates as a permit, license, approval or other statutory authority the Contractor may be required to
obtain from the Province or any of its agencies in order to provide the Services.

4. - Nothing in or under this Agreement, including any requirement to use reasonable or best efforts, act reasonably or in
good faith, or not unreasonably withhold consent or approval, may require the Province to act contrary to its
“Standards of Conduct” or “Core Policy and Pracedures Manual”,.including any policies or procedures referenced in
those documents, or to act contrary to or interfere with or otherwise fetter the exercise by the Province or its
agencies of any statutory, prerogative, executive or legislative power or duty.

Remainder not affected by invalidity
5. If any part of this Agreement or of a SOW or its application to any person or circumstance is illegal, invalid or

unenforceable, the application of such part to any other person or circumstance and the remaining parts will remain
in effect provided the modified Agreement or SOW remains operable.

Conflicts amongst provisions
6. This Agreement consists of the following parts, which prevail in the following order to the extent of any conflict:

a.

b.

TTI PSA (RFP No. AG-JSB-73114)

the main body of this Agreement;

the Schedules attached to this Agreement, with the main body of a Schedule prevailing over any Appendices to
it, except as otherwise set out in that Schedule or Appendix; and then

any documents incorporated by reference in the Agreement.
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7. To the extent of any conflict amongst a SOW, any Change Orders to a SOW, a Service Request and this Agreement, the
documents prevail as between the Contractor and the Province as represented by the Client who issued the SOW or

Order, in the following order:
a. this Agreement;

b. any Change Order to the SOW from the most recent Change Order to the earliest, with the Change Order
prevailing over any documents incorporated in it by reference; .

c. the SOW before any amendment by Change Order, with the SOW prevailing over any documents incorporated
in it by reference, and then

d. any Service Request.

il. TERM

“Term”
8. This Agreement begins as of the Effective Date and continues in effect until March 31, 2018, when it ends

automatically by expiry, unless renewed or terminated earlier in accordance with this Agreement (the “Term”).

Renewal option »
"~ 9. The Government may, at the Government’s sole option, exercisable no more than twice, give the Contractor written

notice prior to the expiry of the then current Term of the Government’s intention to renew this Agreement for a
successive renewal term of two years provided the parties agree as to fees. Within 10 days of that notice, but no
earlier than six months prior to the expiration of the then current Term, the Contractor will propose in good faith fees
to the Government in writing for its consideration. This Agreement will not be renewed for the renewal term if the
Government does not agree in writing to the proposed fees in the Contractor’s final offer.

Effect of renewal of Agreement on SOWs.
10. Unless stated otherwise in a SOW that continues to the end of the Term of this Agreement, upon renewal of this

Agreement, the Client may, by giving written notice to the Contractor:

a. renew the SOW, if based on time and expenses, for the period stated in the notice (which must not expire than
90 days after the end of the renewed Term); or

b. extend the SOW, if an unfinished fixed price SOW, until Acceptance of the last Deliverable for the fixed price.

Term of SOW ,
11. Each SOW under this Agreement;

a. begins on the later of the date the SOW is executed and delivered in accordance with this Agreement or the
date agreed in the SOW; and

b. expires no later than the earlier of:
i. the'date set out in the SOW; or
ii. 90 days after the end of the Term.

Il. NON-GOVERNMENT CLIENT AND TRIBUNAL AGREEMENT

Requirement for Trlbunal Agreement
12. The Government and the Contractor agree that no Client that is not part of the Government may enter into a SOW to

order Services, except under a Tribunal Agreement made in accordance with section 13.
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Process for entering Tribunal Agreement
" 13. Upon request by a Client that is not part of the Government to enter into a Tribunal Agreement, the Contractor

agrees as follows:

a. if the Client proposes to the Contractor a draft agreement substantially in the form set out in Schedule L (Form
of Tribunal Agreement) attached to this Agreement (the “Draft Tribunal Agreement”) that includes draft
supplemental terms and conditions that either do not materially alter the terms and conditions of this
Agreement or are required by the Client to comply with applicable laws or to address the Client’s specific
insurance, indemnification, privacy, confidentiality and security requirements (collectively, “Supplemental

Terms”), the Contractor will either:

i. sign and deliver the Draft Tribunal Agreement to the Client, which will then execute and deliver the draft
agreement if the Client did not sign first provided the Client can make the representation described in
section 5 of Schedule L (fully executed and delivered, the “Tribunal Agreement”), or

ii. negotiate in'good faith the draft Supplemental Terms and, upon the parties reaching consensus, the parties
will execute the Draft Tribunal Agreement incorporating any agreed upon Supplemental Terms (fully
executed and delivered, the “Tribunal Agreement”);

b. if the Client completes, signs and delivers to the Contractor a draft agreement substantially in the form set out
in Schedule L (Form of Tribunal Agreement) without including any Supplemental Terms, the Contractor will
execute that draft agreement (fully executed and delivered, the “Tribunal Agreement”); and

c. upon execution and delivery of the Tribunal Agreement in accordance with paragraph a. or b. of this section, the
Client and the Contractor will be deemed to have entered into a separate agreement on the same terms and
conditions as set out in this Agreement, subject to the other terms expressly set out in the Tribunal Agreement,

including any agreed upon Supplemental Terms.

Notice of Tribunal Agreement
14. Upon a Tribunal Agreement being entered, the Contractor will provide to the Government notice of that fact,

including the effective date and the identity of the Client and its contact information.

No joint liability or obligation
15. For greater certainty, a Tribunal Agreement will not result in the Government and the Client being jointly liable under

16.

any of the Contractor’s Agreements. A breach by the Client of the Tribunal Agreement will not result in a breach by
the Government of the Government’s Agreement and a breach by the Government of the Government’s Agreement

will not result in a breach by any Client of its Tribunal Agreement.

No Client will be obligéd to, and the Government makes no representation or guarantee that any Client will, enter
into any Tribunal Agreement, whether or not it wishes to procure Services from the Contractor, or to procure any

Services under a Tribunal Agreement if entered.

Government rights
17. The Contractor agrees with the Government that the Government exclusively owns all Intellectual Property Rights in

18.

TTI PSA (RFP No. AG-JSB-73114)

any Custom Software and related Documentation produced or provided by the Contractor (including by any
Subcontractor) under any Tribunal Agreements, whether complete or not, other than any Incorporated Material that
is Open Source Code, and to the extent that it does not, the Contractor agrees to assign, or cause to be assigned, to
the Government all right, title and interest in such Intellectual Property Rights.

The Contractor agrees that the Government is intended to be a third-party beneficiary of those provisions in Tribunal
Agreements where expressly referred to as the “Government” and that the Government may enforce those rights
under either the applicable Tribunal Agreement as a third-party beneficiary or the Government’s Head Agreement.
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No Third-Party Beneficiaries
19. Except as expressly provided in this Agreement including sections 18 and 170 nothing in this Agreement confers or is

intended to confer on any person who is not a party to it any benefit or right to enforce any of its provisions.

IV. RESERVED RIGHTS

Rights to obtain Services outside Agreement :
20. In addition to any other rights reserved by the Province in the RFP, the Contractor acknowledges and agrees that the

Province is not obliged to procure Services from the Contractor under this Agreement in any of the circumstances set
out in section 21.

21. With respect to any Services, each Client, in its sole discretion, has the rights to:

a.

not enter a SOW under this"Agreement where the Client chooses to use any In-house Resources for those
Services for any reason;

obtain those Services from any In-house Resources, a supplier on the pre-qualified supplier list for professional
services created pursuant to the RFP (if any), or, after going through that list (if any), another supplier (which, if
pursuant to a competitive procurement, may exclude the Contractor), or any combination of them, where:

i. the Contractor is unable to supply sufficient Services Workers for the Services when needed;

ii. the Contractor is unable to supply qualified Services Workers in the Roles with the Competencies that the

Client, determines, in its discretion, is appropriate for the Services;

iii. the Contractor is unable to meet its current obligations under this Agreement;

iv. the Contractor is unable to provide a Draft SOW acceptable to the Client within the tlme period required (if

J

none provnded a reasonable time in the circumstances); or

v. the Contractor does not have sufficient Services Workers with the required in-depth knowledge and skills

needed for the Services during the initial year of this Agreement;

not transition an existing application development project under an emstmg contract between the Provmce and
any person to the Contractor;

obtain those Services outside this Agreement (without using the pre-qualified supplier list for professional
services that may be created under the RFP) under an existing contract between the Province and any person as
may subsequently be extended or renewed in accordance with its terms;

obtain those Services outside this Agreement (without using the pre-qualified supplier list for professional
services that may be created under the RFP) where required in relation to any third party product acquired by,
or intellectual property rights granted to, the Province before, on or after the Effective Date would restrict the

Client from obtaining the Services from the Contractor under this Agreement;

obtain those Consulting Services outside this Agreement for any reason.

No Reliance on Historic Requirements :
22. The Contractor acknowledges and agrees that:

the Province has made, and makes, no representation or guarantee as to the type, timing, volume or values of

a.
the Services that may be required or to the number of Tribunals or Clients if any will be on boarded, under this
Agreement; and

b. the Contractor has been advised that any information provided in the RFP or before the execution of this
Agreement with respect to the type, timing, volume and values of or spending on Services or to the potential
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number of Tribunals or Clients may not be representative of the needs that may be required or the type, timing,
volume and values of or spending on Services or number of Tribunals or Clients under this Agreement. -

V. SERVICE ORDERING PROCEDURES AND EFFICIENCY

Authorization needed to proceed with Services
23. The Province must not be charged and is not liable to pay any amount for Services provided unless:

a. a Statement of Work (as may be modified by Change Order), executed and delivered under this Agreement
authorizes those Services; or

b. a Service Request made by the Province authorizes the Services, which in the case of any Services other than
knowledge transfer Services requested on behalf of the Province by the Agreement Manager, must be for

Services contemplated by the applicable SOW.

Leveraging prior Deliverables
24. In preparing any Draft SOW or draft change order under this Agreement, the Contractor will leverage any Deliverables

provided to Clients under the Contractor’s Agreements when approprlate in order to provide the Services in the most
efficient and cost-effective manner to all Clients overall.

Prohibited charging for duplication
25. The Contractor must not propose to charge or charge the Province fees under this Agreement to develop any

Deliverable comprising Produced Material, including any Custom Software or Documentation, if the Contractor has
previously charged fees under any of the Contractor’s Agreements to develop the same or a substantially similar
Deliverable for the same or a different Client. However, the Contractor may charge fees for any additional Services
required to address the specific requirements of a Client that are not met by the Deliverable previously developed.

Prohibited charging for warranty services ‘

26. The Contractor must not propose to charge or charge the Province fees under this Agreement for any Services in
respect of a Deliverable to the extent the Services should have been provided at the Contractor’s expense due to the
Contractor being bound to provide them as warranty services on the same or a substantially similar Deliverable to any

Client under any of the Contractor’s Agreements.

Change Log
27. If the Province provides the Contractor with access to any application for tracking the status of SOWs and Change

Orders from initial request through execution stages (“Change Log”), the Contractor will, at No Extra Charge, use that
application and only for the purpose provided. Otherwise, the Contractor will, at No Extra Charge:

a. create and maintain a log to track the status of all SOWs and Change Orders for the Province from initial request
through execution stages, including any rejected (with reasons, if provided by the Province) (“Change Log”); and
b. provide to the Province, at the Contractor’s option, either: \

i. electronic access to such Change Log throughout the Term and Knowledge Transfer Period, subject to the
terms and conditions of any required third party license; or

ii. a copy of the Change Log on request any time during the Term and the original upon the end of this
Agreement.

Templates for Draft SOWs and draft change orders
28. If the parties to this Agreement agree to any standard template to be used for Draft SOWSs or for draft change orders

to a SOW, the Contractor will use such template under this Agreement.

N
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VI. STATEMENTS OF WORK

Draft SOW contents
29. On written request by the Client under this Agreement to the Contractor’s Engagement Manager, the Contractor, at

the Contractor’s expense, must prepare and submit within five Business Days {or such other time as may be agreed)
to the Client for approval and execution a Draft SOW for the delivery of any requested Services, including
Deliverables, based on information provided by or collected from the Province, including:

a.
b.

C.

a unique identifier;
the name of the Client, including billing information;
First Management Level for each party;

date of draft;

a detailed description of the Services and Deliverables, including ‘any additional Specifications, any additional
Service Level Targets;

the term and any times, dates or periods for any specific Services or Deliverables, including any milestones;

the application of the Service Request procedure to any specific Services, including any limitations or additional
details on the governance process in relation to Service Requests;

Services Workers and their Roles;

the identification of connected Systems of which the Contractor shou!d be aware or Systems with which the
Deliverable will operate, if any;

any additional security requirements for Services Workers the Client may stipulate under section 4 of Schedule
G (Security Schedule)

the frequency of any status meetings and reports at any particular stages, if the Chent wishes a frequency other
than the default interval set out in section 112; and

the Contractor’s estimate of time and expenses or firm quotatlon for fixed prices or combination of both as
requested and further described in sections 30 and 31;

work location for any specific Services or Roles if not at the Contractor’s locations specified under section 44 or
if it is desirable to stipulate; and

additional information as may be requested by the Client.

30. If “time and expenses” pricing (regardless of how named) is requested, the Contractor’s estimate in a Draft SOW

must:

a.

show for each Role, by Services Worker, the product of an estimate of the hours required to perform the
Services and their applicable rates based on the rates set out in Schedule D (Fees and Expenses);

if applicable, give details and a total estimate of allowable expenses (based on the requirements for expenses
set out in Schedule D) expected to be incurred; and

give the sum of the amounts in a and b, beyond which total amount the Contractor will not charge should it be
executed as a SOW (assuming no price impacting Change Order is later made).

31. If “fixed” pricing (regardless of how named) is requested, the Contractor’s quote in a Draft SOW must:

give, as requested, the firm fixed price for either each -of the Services by Deliverable or other milestone and

a.
their total amount, or single all-inclusive fixed price for all Services, beyond which total amount or price the
Contractor will not charge should it be executed as a SOW (assuming no price impacting Change Order is later
made), with such supporting information as the Province may request;
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32.

b. if excluded from the fixed price, give details and a total estimate of allowable expenses (based on the
requirements for expenses set out in Schedule D) expected to be incurred, and

c. if allowable expenses are excluded from the fixed price, give the sum of the amounts in paragraphs a and b,
beyond which total amount the Contractor will not charge should it be executed as a SOW (assuming no price

impacting Change Order is later made).

Despite anything to the contrary in a SOW, if a SOW provides for a project plan howsoever named as a Deliverable
(the “Project Plan Deliverable”) and provides for the provision of Services or Deliverables (“Subsequent Deliverables”)
in accordance with the Project Plan Deliverable, the provision of the Subsequent Deliverables will not be authorized

under that SOW:
a. until such time as the Project Plan Deliverable receives actual Acceptance (for greater clarity, deemed
Acceptance under section 76 will not constitute authorization); and
b. to the extent the implementation of the Project Plan Deliverable or any budget set out in or in relation to the

Project Plan Deliverable will exceed the maximum fee amount set out in the SOW until the maximum fee
amount in the SOW is modified by a Change Order in accordance with Article VIl {Change Orders to SOW).

Reaching agreement on Draft SOW
33. If the Client asks the Contractor to consider or make revisions or adjustments to a Draft SOW, the Contractor, at the

34.

Contractor’s expense, must use all reasonable efforts to consider or make and submit to the Client the revisions or
adjustments in the form of a revised Draft SOW within a reasonable time.

A Draft SOW will not be binding on the Contractor and the Province as a SOW until executed and delivered or
otherwise clearly referenced in a writing signed and delivered by both the Contractor and the Province (through the

Client).

Vil.  CHANGE ORDERS TO SOWS

Initiating change to a SOW
35, If the Client e-mails or gives the Contractor a written request to consider a change to a SOW (including a change that

36.

will result in a reduction in Services or cancellation of a Deliverable, and including, despite sections 26 and 27 of
Schedule G (Security Schedule), a change in any Included Specifications from those in effect when the SOW was
entered), the Contractor must reply in writing within three Business Days or such longer time as the Client may set
out in the request with the Contractor’s draft change order or advice explaining that the proposed change is not

technically feasible. .

In the Client’s discretion, the Client may consider a draft change order to a SOW initially proposed by the Contractor.

Draft change order contents

37.
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Each draft change order must identify the SOW that would be changed and include:
"c. adescription of the change, including any impacts, risks and mitigation or back-out strategies;

d. proposed change priority, taking into account any impacts or risks on the Expert System, Dispute Resolution
Suite or Province of not proceeding with the change;
e. as appropriate, the information required for a Draft SOW, including, if the proposed change would have a

material cost impact (whether a resulting increase or decrease), the Contractor’s reasonable time and expenses
estimate and whether a cost or reduction to the Province or fixed price quotation or reduction (depending on

the pricing structure in the SOW).
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Reaching agreement on draft change order .
38. If the Province wants the Contractor to implement the proposed change or make changes to the draft change order,

39.

40.

41.

42.

the Province will notify the Contractor within five Business Days or such longer time as the parties may agree, and, if
the parties agree as to terms, including any cost or reduction impact, for a draft change order, the parties will record

the change in a Change Order signed and dated by both parties.

If the parties cannot reach agreement as to the cost or reduction impact, but are agreeable on all other proposed
provisions set-out in the unexecuted change order and the Province still wishes to proceed with the change order,
then the Province will refer it to the dispute resolution process.

The Contractor’s consideration, preparation and submission of a draft change order and consideration or making of
any revisions or adjustments to it will be done without charge to the Province. :

Upon execution of a Change Order by the Contractor and the Province, the Contractor will proceed with
implementing the change in accordance with the Change Order and a reference in this Agreement to the SOW will

then refer to the SOW as modified by the Change Order.

A Change Order will not affect any right or obligation that arises before the changes in it take effect.

VIil. SUPPLIES AND WORK LOCATIONS

Supply of various items
43. Except as set out in this Agreement or the applicable SOW, the Contractor must supply at its own expense all labour,

materials, equipment, tools, facilities, approvals and licenses necessary or advisable to perform the Contractor’s
obligations under this Agreement, including the license under section 157. Without limiting the foregoing, this

includes:

a. office space, workstations, development tools and software residing on workstations, power, and appropriate
Internet access and management for remote access for the provision of Services at the Contractor’s location;

and ;
b. ensuring that such facilities and equipment:
| i. provide data back-up and restore capabilitiesv;
ii. protectthe Province’s Confidential Information and Personal Information; and

iii. comply with the Contractor’s obligations in section 142 (security).

Work location :
44. Unless this Agreement, the applicable SOW or the Province otherwise instructs, the Contractor (including any

Subcontractors) will perform the Services at its locations specified in Schedule C (Roles, Approved Services Workers,
Subcontractors and Locations) or such other location as the Province consents in writing in advance as meeting the
Province’s requirements for the location as set out in the RFP and this Agreement, including Schedule G (Security
Schedule). Where Personal Information within the meaning of the Schedule F (Privacy Protection Schedule) is at risk,
the Province’s consent, if any, will be subject to any written direction made under that Schedule and the requirement

for such a direction.
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IX. SERVICE PROVISION .

Provision of Services
45. The Contractor agrees to provide the Services in accordance with this Agreement and the applicable SOW as, if and

when requested by the Province in accordance with this Agreement.

Transition Services .
46. If required in a SOW to provide any transition plan for approval by the Province or other services to transition to the

Services, the Contractor must perform such services, which may include any applicable obligations set out in an
approved transition plan, in a co-operative, orderly, effective and efficient manner with minimal mterruptlon of

services or disruption to the Province.

General performance requirements
47. In performing the Contractor’s obligations under this Agreement, the Contractor must:

a.

b.

comply with all applicable laws;

except as otherwise set out, perform the Services to a standard of care, skill, and diligence maintained by
persons providing, on a commercial basis, services similar to the Services;

perform the Services to meet or exceed the applicable Specifications and Service Level Targets;

comply with any reasonable instructions (in writing or otherwise) as to the performance of any Services given by
the Province from time to time - including to work co-operatively and participate in meetings with, and provide
reasonable assistance and information to, In-house Resources, Designated PaaS provider and the Province’s
other suppliers that may be involved in performing different aspects of a project in support of the Tribunal
Transformation Initiative or providing a service to the Client - but, except as otherwise set out in this Agreement
or the applicable SOW, the Contractor may determine the manner in which the instructions are carried out;

comply with all obligations imposed on users of the Designated Paa$S by the Designated Paas provider and not
do or omit to do anything that would put the Government or Province in breach of any agreement orlicense it
may have with the Designated Paa$ provider where Contractor has prior notification in writing; and

to the extent necessary to properly perform the Services, include tasks that are customarily part, or reasonably
required for the proper performance, of the requested Services, whether or not requested (for greater clarity,
this paragraph is not intended to expand the scope of the Services or to require a higher standard of Service
delivery than that otherwise described under this Agreement).

Recording lifecycle changes
48. If the Province provides the Contractor with access to any application for documenting the lifecycle of any Custom

Software or changes the Contractor makes to any of the Province’s Systems, the Contractor will use such application
to document all changes the Contractor makes under this Agreement in a timely manner, at No Extra Charge to the

Province.

X. INCIDENTS AND SUPPORT SERVICES

Service Requests to Service Desk for Incidents
49, The Contractor will accept Service Requests for Incidents through its Service Desk under the applicable SOW for

Development Services specifying production support or for Application Management Services, subject to the
limitations for such Service Requests specified in the SOW (for example, any limitations on who may make Service

Requests on behalf of the Client).
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Incident tracking and reporting
50. Unless Justice or the Client to the SOW provides access to.and instructs the Contractor to use any application for

tracking and reporting Incidents and their resolution, the Contractor will:

a. maintain for the Province’s records a log {which may be in electronic form) describing each Incident, the related
Service Request number, other tracking or log number (if any) for Incident identification, the date the Incident
was notified, Priority, the identity of the Services Worker responding to the Incident, the date the Incident was
resolved or closed and its resolution, and make the log available upon request to the Province at No Extra
Charge; and

b. if such records are maintained in an application, upon request, use reasonable efforts to provide the Province
with remote access to the Province records in the application, including any necessary license, which if the
Contractor is not able to provide pursuant to section 157, will not be provided uniess the Province first agrees to
the terms and conditions of the license (including any fees or expenses).

Additional performance requirements for Application Management Services
51. For each SOW requiring the Contractor to supply Application Management Services, the Contractor will perform those
Application Management Services in a manner, except as the Specifications in the applicable SOW otherwise require:

a. ensuring that stability, availability and performance of the Expert System and Dispute Resolution Suite and any
other Custom Software in the production environment is maintained or improved other than during scheduled
maintenance windows agreed by the Province; and

b. not causing any default or malfunction in any connected System identified in the SOW.

Notice of unavailability or degradation of Systems
52. If the Contractor becomes aware that any Incident or Application Management Services or Development Services

performed or to be performed affects or will affect the availability of the Expert System, Dispute Resolution Suite or
other System to other users of the Province, the Contractor must notify the Agreement Manager and, if not the same,
the Government’s Agreement Manager to coordinate any user messaging.

XI. SERVICE LEVELS

Applicable Service Level Targets :
53. The Service Level Targets in Schedule J (Service Level Targets) apply to all Development Services and Application

Management Services initiated by Service Request.

54. A SOW may set out additional Priority levels with Service Level Targets or, if not less stringent than those set out in
Schedule J, new or different Service Level Targets. :

Root Cause Analysis and res‘o‘Iution for repeated missed Service Level Targets
55. If the Contractor misses any Priority 1 Service Level Target once or any other Service Level Target three times in any

six month period, the Contractor will, at its expense:
a. perform a Root Cause Analysis to identify the cause of any missed Service Level Target upon its occurrence;
b. diligently attempt to rectify the cause or provide a workaround solution, as appropriate,

c. if appropriate given the cause, develop and implement a preventative plan to avoid similar missed Service Level
Targets from occurring in the future; and

d. atany status meeting or other review required under a SOW review any Root Cause Analysis performed and any
rectification or preventative action taken in the previous period.
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Service Level Reports ,
56. Unless otherwise agreed, the Contractor must provide to the billing Client a report (the “Service Level Report” no

later than the date of the statement of account for the same period as billed (and, if that billing period is less frequent
than monthly, no later than the 5th day of each month for the previous month as well), setting out the Service Level

Target and the Service Level for each Service.

Credits for missed Service Level Targets
57. If any credit scheme for missed Service Level Targets is set out in Schedule J or the applicable SOW and the Service

Level for any Service falls short of the applicable Service Level Target as measured monthly unless otherwise specified,
the Contractor must (except to the extent the failure was caused by an Event of Force Majeure) pay the Province the
amount calculated in accordance with the scheme, which may be in the form of a credit applied to the next invoice

under the SOW.

Other remedies for missed Service Level Targets
58. The Province may remedy any defects in the provision of any Service the Province determines critical caused by the

Contractor’s failure to meet any Service Level Target or to appoint third parties to do so on 48 hours’ notice to the
Contractor, in each case at the Contractor’s expense, if the Contractor have not corrected the defects within that

notice period.

59. In case of multiple failures to meet Service Level Targets that permit a termination right, the Government may, in the
Agreement Manager’s discretion and without prejudice to its termination right or any other remedies it may have:

a.

require a letter of apology from the president or chief executive officer of the Contractor to the Province’s Third
Management Level under all of the Contractor’s Agreements;

bar the Contractor from bidding or submitting proposals on, or entering, any future contracts with the
Government as represented by the Minister of Justice for a period up to three years from written notice; or

both paragraphs a and b.

Xil. DELIVERABLES, INCLUDING DOCUMENTATION

Requirements for Deliverables i ;
60. The Contractor must provide the Deliverables specified in the SOW to the Province by the times and, if applicable, the

quantities, forms and formats, set out in the SOW.

61. Each Deliverable must:

a. becomplete and accurate;
b. meet the applicable Specifications;
c. inthe case of any software Deliverable, meet any Acceptance Criteria;
d. in the case of any Deliverable in record form, unless otherwise specified,
i. bein English;
ii. in electronic form and in any of the following formats as specified in the SOW: Microsoft Word, Excel,
Project, Visio or other format acceptable to the Government as a standard; and -
e. inthe case of Documentation:
i.  be current and describe completely and accurately the design of, and how to safely and efficiently
configure, use, test, maintain or support, the Deliverable to which it pertains;
ii. adequately explain key terms and symbols; and
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iii.  be sufficiently understandable for the Services on such Deliverable to be transitioned to and continued
or supported (including enhanced or updated) by the Province or another service provider at the end
of this Agreement without assistance from the Contractor.

Documentation for Custom Software
62. If the parties have not specified in the SOW the quantity, format and time for delivery of Documentation relating to

any Custom Software to be provided, the Contractor must, at No Extra Charge, deliver:

a. to the Client, upon delivery of the Custom Software Deliverable, at least one electronic copy of associated
Documentation in any Government standard format if the Province does not instruct which format;

b. to the Client, when delivering any change, correction or replacement to the Deliverable (for example, while
providing warranty service or Application Maintenance Services), Documentation in similar quantity and format
to supplement or replace earlier Documentation to completely and accurately reflect the change; and

c. upon request from time to time, to the Government’s Agreement Manager, a current electronic copy of the
Documentation provided to the Client.

Inclusion of Copyright Notice
63. Except as otherwise instructed in writing by the Government, the Contractor must incorporate into all copyrightable

Custom Software and related Documentation, identifying copyright ownership of any Incorporated Material and
related Documentation as appropriate, a copyright notice as follows:

Copyright © Her Majesty the Queen in right of the Province of British Columbia, [year]. All rights reserved.

64. Except as otherwise instructed in writing by the Province under this Agreement, the Contractor must incorporate into
all copyrightable Produced Material other than Custom Software and related Documentation a copyright notice
identifying the Province as the copyright owner, the year of copyright and a statement reserving all rights, with details
identifying copyright ownership of any Incorporated Material as appropriate.

Custom Software and related Documentation Deliverables ;
65. With respect to any Custom Software or related Documentation Deliverable under this Agreement, the Contractor

must not:
a. without the prior written consent of the Government, include any Disabling Code;

b. provide any such Deliverable that derives from, consists of, embeds or incorporates any Open Source Code;
provide any Service'in relation to such Deliverable that introduces Open Source Code into any of the
Government’s or Province’s Systems or computer code {(whether owned by or licensed to the Government or
Province); or use any Open Source Code to create, modify (including enhance or update), assemble, compile,
produce or otherwise develop such Deliverable: ,

i. if the Open Source Code licence or terms contain any copyleft requirements or would require the Deliverable
or any of the Government’s or Province’s Systems or computer code (whether owned by or licensed to the
Government or the Province) to:

(1) be made accessible or distributed in source code form to others;
(2) belicensed to others for the purpbse of making derivative works;

(3) be licensed to others under terms that allow reverse engineering, reverse assembly or disassembly
or other study for any purpose; or

{(4) be redistributable to others at no charge; or

ii. without the prior written consent of the Government, which may be given in the circumstances in Schedule K
(Permitted Open Source Code) or a separate writing unless instructed otherwise in writing by the
Government, if the Open Source Code licence or terms imposes-none of the requirements in subparagraph i;

or
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c. without the prior written consent of the Government, which is unlikely to be given for the Expert System or
Dispute Resolution Suite, provide any such Deliverable that otherwise embeds or incorporates any Incorporated
Material or derives from or consists of any Licensed Software,

and, in the case of any third party Licensed Software so consented to, has granted and assigned to or obtained for
the Government a license or sublicense for such Licensed Software on terms and conditions acceptable to the

Government.

66. A breach of section 65 by the Contractor in relation to a Deliverable provided under a Tribunal Agreement will be
considered a breach of not only that Tribunal Agreement and SOW, but a breach of the Government’s Agreement.

Deliverables other than Custom Software and related Documentation
67. With respect to any Deliverable other than Custom Software or related Documentation Deliverable under this

Agreement, the Contractor must not, without the prior consent of the Province in a SOW or other writing under this
Agreement, and, in the case of any Licensed Software, without having granted and assigned.to or obtained for the
Province a license or sublicense for such Licensed Software on terms and conditions acceptable to the Province:

a. include any Disabling Code in anything provided to the Province under this Agreement, including any Deliverable
and the media on which it is on;

b. provide any Deliverable that derives from, consists of, embeds or incorporates any Open Source Code; provide
any Service that introduces Open Source Code into any of the Province’s Systems or computer code (whether
owned by or.licensed to the Province); or use any Open Source Code to create, modify (including enhance or
update), assemble, compile, produce or otherwise develop any Deliverable:

i. if the Open Source Code licence or terms contain any copyleft requirements or would require the Deliverable
or any of the Province’s Systems or computer code (whether owned by or licensed to the Province) to:

(1) be made accessible or distributed in source code form to others;

(2) be licensed to others for the purpose of making derivative works;

(3) be licensed to others under terms that allow reverse engineering, reverse assembly or disassembly
or other study for any purpose; or

(4) be redistributable to others at no charge; or

c. provide any Deliverable that derives from or consists of any Licensed Software, or embeds or incorporates any
Incorporated Material.

Authorized Disabling Code
68. To the extent any Deliverables contain any Disabling Code consented to in accordance with this Agreement, the

Contractor must provide the Province and, if Custom Software or related Documentation, the Government as well,
with the necessary key, password or other means such that the Province or, if Custom Software or related
Documentation, the Province and the Government, will have continued access to and use of the Deliverable without

technical limits of any kind or recourse to the Contractor.

Unauthorized Disabling Code

69. Despite any other provision in this Agreement and without limiting any other remedies the Province or the
Government may have, to the extent any Deliverable or medium containing any Deliverable provided under this
Agreement contains any Disabling Code without the consent required under this Agreement, the Contractor must, at
the Government or the Province’s request and at the Contractor’s expense, diligently fix (by safely and permanently
removing the Disabling Code, or quarantining the Disabling Code or providing a work-around or providing the
Province with the necessary key, password or other means such that the Province will have continued access to and
use of the Deliverable without technical limits of any kind or recourse to the Contractor, as appropriate) or replace

the Deliverable.
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Authorized Open Source Code
70. To the extent any Open Source Code or use of Open Source Code is consented to in accordance with this Agreement,

the Contractor must provide at the time of delivery of the Deliverable or Service, the applicable Open Source Code
license and sufficient detail for the Province, and in the case of Custom Software and related Documentation, the
Government, to identify the extent to which the license applies to the Deliverable or the Government or Province

Systems or computer code.

Unauthorized Open Source Code

71. Despite any other provision in this Agreement and without limiting any other remedies the Government or Province
may have, to the extent any Deliverable without the consent required under this Agreement is derived from, consists
of, embeds or incorporates any Open Source Code or any Open Source Code is introduced into any of the
Government’s or Province’s Systems or other computer codes in breach of section 65 or 67, the Contractor must, at
the Government’s or Province’s request and at the Contractor’s expense, diligently fix (by providing substitute code or
a work-around, or de-coupling or unbundling the open source components, as appropriate) or replace the

Deliverable.

XlIl. ACCEPTANCE PROCEDURES FOR DELIVERABLES

SOW may vary
72. Unless otherwise agreed in the-SOW, sections 73 through 79 apply to each Deliverable.

Submission
73. The Contractor must review or test for and fix any non-compliance with the applicable requirements of the SOW and

this Agreement for each Deliverable before submitting it to the Province with:
a. notice that it is ready for validation or approval as to Acceptance; and

b. if a software Deliverable, the test scripts and results used by the Contractor to verify the compliance of the
Deliverable.

Province validation and Acceptance or rejection
74. Within 30 days or such longer period as may be agreed (the “Acceptance Period”) of receiving the Deliverable and

informafcion under section 73, the Province will:

a. validate, by evaluation, review, testing (using Contractor provided or Province developed test scripts, if
applicable) or other means, whether that the Deliverable complies with section 61; and

b. give written notice to the Contractor as to whether the Deliverable is non-compliant or is accepted as
compliant.

Province approval of plans
75. The Province may request the Contractor to make changes to a project plan or other Deliverable in record form that

requires approval under the SOW before the Province gives its approval and, hence, its Acceptance, for that
Deliverable. The changes will be at No Extra Cost, unless otherwise provided in the fixed price SOW.

Deemed Acceptance ) ‘
76. If the Province fails to give notice within the Acceptance Period as to whether a Deliverable is compliant or non-

compyliant and, in the case of a software Deliverable where the parties did not agree to a later date for the Deliverable
to put into First Productive Use, the Province’s Acceptance of that Deliverable will be deemed.
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Rectification and resubmission :
77. If the Province gives the Contractor notice that the Deliverable is non-compliant during the Acceptance Period, the

78.

79.

Contractor must, at its expense, fix or replace it, within 10 Business Days or such other reasonable time period as may
be agreed (the “Rectification Period”).

If within the Rectification Period, the Contractor resubmits the Deliverable to the Province with notice that it is fixed
and ready for revalidation and in the case of a software Deliverable, associated test scripts and results, the Province
will be entitled to revalidate the Deliverable before Acceptance and the Acceptance Period will begin again.

If the Contractor fails to resubmit the Deliverable to the Province with notice that it is fixed within the Rectification
Period or if, during the Acceptance Period after that Rectification Period, the Province gives the Contractor notice that
the Deliverable is still non-compliant or is non-compliant in another way, the Province may:

a. extend the Rectification Period for the Contractor to fix the Deliverable;
b. elect to repeat the procedures set out in sections 77 through 79;

c. revise the Specifications to allow for the non-compliance, logging it in the Change Log, and negotiate an
appropriate reduction in the applicable fees to reflect the revised Specifications; or

d. treatit as a fundamental breach of the SOW.

XIV. LIMITED WARRANTIES

Deliverables Warranty .

80.

81.

82.
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The Contractor warrants that each Deliverable for its Warranty Period will:

a. befit for the purpose specified under this Agreement;

b. meet or exceed the Specifications and all other requirements agreed in writing in or under this Agreement
(including the applicable SOW) for that Deliverable and in the case of any enhancement, update or, unless
expressly agreed in writing otherwise, fix, to a previous Deliverable, not materially decrease the functionality of

any previous Deliverable;

c.. be complete and accurate and not require any other information, human resources, products or services in
order for the Deliverable to operate and function, except as agreed in or under this Agreement for that
Deliverable; and

d: be free of defects or bugs that may impair the operation, functionality or performance of the Deliverable, the
Expert System, the Dispute Resolution Suite or of any System identified in the relevant SOW with which that
Deliverable operates or that results in the loss or corruption of data.

The Contractor will not be responsible for any breach of warranty in section 80 or the applicable SOW to the extent
that it results from the use or modification by the Government, Client or the Province’s authorized users (other than
the Contractor, including its Subcontractors) in a manner that is inconsistent with its Specifications or Documentation.

If a breach of any warranty set out in section 80 or a SOW, except as set out in section 81, is brought to the attention
of the Contractor during the Warranty Period, the Contractor, at the Contractor’s expense, will expeditiously use all
reasonable efforts (which efforts will survive the expiration of the Warranty Period):

a. to modify or replace the Deliverable so that it does comply with the applicable warranty; and if that is not
commercially practical in the Contractor’s discretion, then

b. to be in substantial compliance with the applicable warranty.

Page 162 16
JAG-2014-01511-2



83.

84.

To the extent paragraphs a and b are not in Contractor’s reasonable discretion commercially practical, then, the
Contractor must return an appropriate portion of any payment made, or adjust the fees payable, by the Province with
respect to the Deliverable. Warranty claims must be made prior to the expiration of the Warranty Period and failure
to make Warranty claims during such period shall result in a complete waiver of any such claim.

Each resulting corrected or replacement Deliverable provided to remedy a breach of warranty set out in section 80 or
a SOW during its Warranty Period will be warranted for a new Warranty Period of the same length.

OTHER THAN THE REPRESENTATIONS AND WARRANTIES SET OUT IN THIS AGREEMENT AND A STATEMENT OF WORK,
THERE ARE NO OTHER WARRANTIES, CONDITIONS AND REPRESENTATIONS, EXPRESS OR IMPLIED, INCLUDING ANY
IMPLIED WARRANTIES OF FITNESS FOR A PARTICULAR PURPOSE, MERCHANTABILITY, INFORMATIONAL CONTENT,
SYSTEMS INTEGRATION, NON-INFRINGEMENT, INTERFERENCE WITH ENJOYMENT OR OTHERWISE.

Additional warranties in SOW

85.

Framework for Knowledge Transfer Plan

Nothing in this Agreement limits the parties from agreeing to any additional warranties in a SOW for the purposes of
that SOW. :

XV. KNOWLEDGE TRANSFER PLAN

s

86. Except as otherwise instructed by the Government’s Agreement Manager in relation to any of the Government’s
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confidential information or Intellectual Property Rights in Custom Software or related Documentation, upon request
by the Agreement Manager in a SOW, the Contractor must prepare and provide a framework for a Knowledge
Transfer Plan, intended to be later developed and transformed into a Knowledge Transfer Plan, for review and

approval of the Province that includes:
a. pre-transfer services, including:

i. notifying Subcontractors and Services Workers of procedures to be followed during the Knowledge Transfer

Period;
ii. freezing all non-critical software changes;
iii. updating source codes for all Custom Software;

iv. updating Documentation, including a change record of all changes made to any software or system under
this Agreement and Incident and Problem tracking records;

v. reviewing with the Province or, as the Province may instruct, In-house Resources or the Province’s new
service providers, the latest status of Services and Deliverables in-progress under each SOW, and Services
and Deliverables expected to be provided by the Contractor and by which Services Workers;

vi. reviewing with the Province or, as the Province may instruct, the Province’s In-house Resources or new
service providers all Documentation (unless superseded with other Documentation);

b. transfer services during the Knowledge Transfer Period, including:

vii. maintaining the then current Services Workers throughout the Knowledge Transfer Period, unless the
substitution or withdrawal of each such Services Worker is approved by the Province in accordance with this

Agreement;
viii. performing any unfinished pre-transfer services;

ix. providing Services that overlap with services provided by the Province’s In-house Resources or new service
providers or allowing the Province’s In-house Resources or new service providers to shadow the Contractor’s
provision of the Services under extant SOWs for the purpose of training and knowledge transfer; .
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X. completing any extant SOWs, unless otherwise instructed by the Province; and

xi. delivering all property of the Province provided to or obtained or produced by the Contractor in connection
with this Agreement, including Deliverables (including Documentation and all New Source Code and all other
source code comprising Material other than Incorporated Material), whether or not complete, records of
Personal Information, records of Confidential Information of the Province, and any other Materials, when no
longer required by the Contractor to perform the Services, to the Province, except for any property the
Province instructs to be delivered to the Province’s new service providers;

c. - post-transfer services during the Knowledge Transfer Period, including answering questions regarding the pre-
transfer and transfer services on an "as needed" basis; and

d. such other matters ‘that the Contractor considers appropriate or the Province requests that would if
implemented -ensure the transition from the Services to replacement services provided by the Province or the
Province’s new service providers in a co-operative, orderly, effective and efficient manner with minimal
interruption of services, reduction of Service Levels or disruption to the Province.

Knowledge Transfer Plan
87. If, as and when requested at the hourly rates set out in Schedule D or on the terms pursuant to a SOW, the Contractor

will update and develop the previously approved framework for a Knowledge Transfer Plan and provide the Province
with, for the Province’s review and approval, a Knowledge Transfer Plan that is capable of being implemented.

88. Upon becoming aware of conflicting provisions in different Knowledge Transfer Plans or conflicting obligations or
instructions under different Contractor’s Agreements in relation to any Custom Software, related Documentation or
New Source Code, the Contractor’s Engagement Manager will bring the matter to the attention of the Government’s
Agreement Manager and the Agreement Managers under the applicable Tribunal Agreements for resolution; which
may be at a meeting under section 110, and final instruction from the Government’s Agreement Manager. In the
absence of receiving any such instruction from the Government’s Agreement Manager in a timely manner to enable
the Contractor to comply with its obligations, the Contractor will resolve the conflict in favour of the Government.

XVI. WORKERS AND SUBCONTRACTING

Competency of Services Workers
89. The Contractor must ensure that only Services Workers in Roles are employed or retained to perform the Services and

that Services Workers are:
a. employed or retained to perform those Services in compliance with applicable laws;

b. qualified and competent to perform the Services for which they are performing and, without limiting the
foregoing, have the necessary Competencies described for the Roles they are filling; and

c. properly trained, instructed, and supervised, including with respect to the Contractor’s obligations in this
Agreement that are intended to minimize privacy breaches and security risk to the Province.

Approved Services Workers in Lead Roles
90. The Contractor agrees that only Services Workers identified in Schedule C (Roles, Approved Services Workers,

Subcontractors and Locations) or otherwise approved by the Province under section 93 will fill the Lead Roles with the
responsibilities and Competencies for which they are named unless removed in accordance with this Agreement.

Removing Services Workers in any Role _
91. Without prejudice to the Province’s other rights, including to terminate the applicable SOW or this Agreement for

cause, the Province may require the Contractor to remove any Services Worker from providing the Services if the
Province has concerns with their suitability or performance or non-performance of the Services or compliance with
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92.

this Agreement or the Province’s conflict of interest policies in which case the Contractor must remove that Services
Worker:

a. immediately, if the Province indicates that the person poses a security risk; and

b. on five Business Days’ notice, in all other cases.

The Contractor agrees that no approved Services Worker will be removed from a Role or the Services they were
providing, moved to a different Role from which they were approved, or kept in the Role but redeployed in a way that
substantially reduces their availability to provide Services in relation to the Tribunal Transformation Initiative during
critical periods such as the Knowledge Transfer Period, without the prior written consent of the Province. Reasonable
notice in the circumstances instead of consent will suffice where the Services Worker is no longer employed or
retained by the Contractor or Subcontractor as a result of the Contractor’s or Subcontractor’s termination of the
employment or subcontract for the Services Worker for cause, death or the Services Worker has taken any
unexpected leave from their employment with the Contractor or Subcontractors.

Replacing or adding Services Workers
93. Within 10 Business Days of providing or receiving a notice under section 91 or 92, plus any additional time as may be

94.

95.

96.

97.

reasonably required in order to complete the screening requirements required of Services Workers in Schedule G
(Security Schedule), including Appendix G1, and any additional security screening checks as may be required, and
whenever proposing any additional individual (or a choice of individuals) in a Role for the Province’s written approval,

the Contractor will:

a. = give preference to proposing an individual who has experience, skills and qualifications that match or exceed the
departing Services Worker, and who consequently meet the same Competencies for the Role;

b. give the Province the proposed individual’s name, experience, skills and qualifications, including Competencies,
for the Role, which should be similar in detail as requested in Part B, section 6.1.2.2 of the RFP for the initial

proposed worker for the Role; and
c. - without limiting the Province’s right to subsequently conduct a security-focused interview under Appendix G1 of

Schedule G (Security Schedule), comply with the screening requirements required of Services Workers in
Schedule G (Security Schedule), including Appendix G1 and any additional security screening checks required:for

the Role.

If the Province does not find that the proposed individual (or any of the proposed individuals if more than one
proposed) meets the criteria specified in this Agreement for a Services Worker or the Key Role, the Province may
require the Contractor to propose a new individual until an acceptable individual is found.

The Province may agree to a temporary replacement for a departed or departing Services Worker on an interim basis
until an acceptable replacement Services Worker for that Role is available.

Without limiting the Province’s rights in section 21.b, if the Contractor fails to propose and make available an
individual acceptable to the Province within 21 days of providing or, receiving a notice under section 91 or 92, the
Province will be entitled to any difference in fees and expenses charged to the Province by a third party to provide the
services that would otherwise be provided by departed Services Worker until such time as the Contractor proposes

and makes available an acceptable Services Worker.

The Contractor must not charge the Province for any costs the Contractor incurs in proposing any new, additional or
replacement Services Worker in Key Role.

Contact Information for Services Workers :
98. Within 10 Business Days of the Effective Date and whenever any Services Worker is added or change made to contact
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Knowledge transfer
99. Before replacing any Services Worker, the Contractor will propose for the approval of the Government’s Agreement

Manager a training plan, prepared at the Contractor’s expense, to minimize the impact of the replacement on the
delivery of Services under affected SOWs, which will generally contemplate 70 hours of training (the “Training
Period”) and include Systems and other knowledge transfer to an equivalent level of Services know-how as the
departing Services Worker and job shadowing of the departing Services Worker.

100.The Contractor must educate, at No Extra Charge, the replacement Services Worker in accordance with the approved
training plan. Accordingly, no hourly rate for Services performed by the replacement Services Worker that might
otherwise be payable under this Agreement during the Training Period will be charged to, or payable by, the Province.

Adding new Roles
101.The Government and the Contractor may agree to additional roles to the Roles by amending Schedules C and D to the

Government’s Agreement.

102.If a role is not set out in this Agreement, the Client and the Contractor may agree to add the role by describing the
“role (including primary responsibilities, skills, experience and qualifications, and hourly rate if applicable) in the SOW
for the purposes of that SOW only, provided that the Contractor provide to the Government’s Agreement Manager as
set out in the Government’s Agreement the details of the responsibilities and competencies for the proposed role and

applicable rate.

Subcontracting
103.The Contractor must not subcontract, or allow the further subcontracting of, (including to an Affiliate or PwC Firm)

any of its obligations under this Agreement other than to Subcontractors approved by the Province to perform those
obligations.

104.The Contractor may propose that any person be added to the Schedule C (Roles, Approved Services Workers,
Subcontractors and Locations) by making a request to the Province in a form satisfactory to the Province. If
requested, the Contractor will make the proposed person or its representative available for questioning by the
Province and, if approved by the Province in writing, that person will be deemed to be added to Schedule C.

105.Before or after approvihg a Subcontractor, the Province may require the confidentiality undertaking referred to in
section 143.a to be in favour of the Province and to be delivered to the Province.

106.No subcontract, whether to a Subcontractor or not or consented to or not, relieves the Contractor from any
obligations under this Agreement. The Contractor must ensure that any Subcontractor fully complies with the
applicable terms of this Agreement in performing the subcontracted obligations.

107.The Contractor must ensure subcontracts with Subcontractors include provisions that will allow the Province and
Government to exercise all their respective rights in this Agreement if Subcontractor co-operation is required.

Without limiting the foregoing, this may include provisions respecting:

a. adherence by the Subcontractor to the applicable obligations of the Contractor, in the same manner as provided
in this Agreement as applicable to the Services provided by the Subcontractor, including compliance with laws,
confidentiality obligations, protection of Personal Information, security obligations, record keeping and audit
requfrements, maintenance of adequate business continuity and disaster recovery plans, insurance obligations
and applicable occupational health and safety laws, except that neither the Province nor the Government will
have any right under sections 135, 136 or Schedule G {Security Schedule) to come onto the premises of a PwC
Firm Subcontractor to conduct an audit or inspection under those provisions and that no PwC Firm
Subcontractor will be required under this Agreement to maintain adequate business continuity and disaster
recovery plans or comply with the insurance obligations in this Agreement;
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b. assignment of Intellectual Property Rights to the Contractor or licenses to the Contractor in respect of any
Deliverables and Produced Material created in such relationship, and delivery of irrevocable waivers of moral
rights from the Subcontractor or Services Workers in respect of the same, to the extent required by the

Contractor to comply with its obligations under this Agreement;
c. termination rights consistent with the terms of this Agreement; and

d. restrictions on the Subcontractor on transferring any of its obligations under such subcontract.

108.Without prejudice to the Province’s other rights, including to terminate the applicable SOWs or this Agreement for
cause, the Province may require the Contractor to remedy the performance or conduct of the Subcontractor or
remove any Subcontractor from providing the Services if the Province has concerns with its performance or non-
performance of the Services or compliance with this Agreement.

XVIl. PERFORMANCE, MEETINGS AND REPORTS

Surveys :
109.From time to time the Province may conduct satisfaction surveys among the Clients or users of the Services and

communicate the survey results to the Contractor for review and action.

Agreement Manager meetings

110.The Province may require the Contractor’s Engagement Manager to attend and participate, at the Contractor’s
expense, in any meetings with the Agreement Manager and any other Province or Client representatives on
reasonable notice to discuss management issues with respect to this Agreement or any particular SOWs. For the
purposes of this section, where the Province is also the Government, a reference to “this Agreement” means any

particular or all of the Contractor’s Agreements.

Form of status report
111.All status reports required under this Agreement must be in writing and dated by the Contractor and, identifying the

applicable SOW and Client, include descriptions for that SOW of:

a. outstanding issues or risk assessments identified in the last status meeting, if any, and status report, if any, and
their current status or plans;

b. Services and Deliverables completed since the last status report and whether on time and, if .at time and
expenses, on budget;

¢. Services and Deliverables planned or expected to be completed before the next status report and whether they
are expected to be on time and, if at time and expenses, on budget;

d. status of outstanding warranty issues, including mean time to fix.

Each status report must refer to only one SOW, even if the Province asks the Contractor to provide the status reports
in relation to all Clients under this Agreement at the same status meeting.

Status meetings and delivery of status reports
112.The Province may hold status meetings every other week or at such other interval as the parties may agree in relation

to any SOW in effect during Business Hours to be attended by teleconference call or on-site at any of the Province’s
locations in a city of Contractor’s locations specified in Schedule C or by other mutually agreed means, by either or
both the Contractor’s Engagement Manager at the Contractor’s expense and any such other Services Workers in Roles
as may be advisable for the particular meeting at No Extra Charge, at which the Contractor will provide a status report
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and the parties will discuss any issues or delays that have arisen or are anticipated and any preventative or remedial
measures.

113.1f the Government chooses to combine the status meetings under different SOWs for different Clients, the
Government will advise the Contractor under which SOW the attendance of the Services Workers should be invoiced.

114.In its discretion, the Province may, instead of holding any particular status meeting, require the Contractor to provide
a written status report.

115.Receipt or formal acceptance of, or agreement with, any status report by the Province will not be deemed to be a
waiver of any rights of the Province to enforce any provision of this Agreement or applicable SOW.

116.The Contractor’s Engagement Manager will not be obliged to attend any remaining status meetings in a particular
month if the Contractor’s Engagement Manager has spent 80 hours that month providing non-billable services under
all of the Contractor’s Agreements combined.

Unscheduled emergency meetings
117.The Client may, where it deems an émergency situation, call an unscheduled meeting in relation to any SOW, in which

case the Contractor will use reasonable efforts to ensure at least one Services Worker, preferably in a Lead Role, with
some knowledge of the matter is able to attend in person at any of the Province’s locations in a city of Contractor’s
locations specified in Schedule C or by other mutually agreed means, provided at least 30 minutes’ notice has been
given for a meeting to be held during Business Hours and at least two hours’ notice has been given for a meeting to

beheld outside Business Hours.

Self-reporting of defaults and missed Service Level Targets
118.Upon becoming-aware of any default or anticipated default to provide any Services or Deliverables in accordance with
~ the applicable SOW and this Agreement, including any missed Service Level Targets, or of any Disabling Code or Open
Source Code the Province did not consent to in writing in advance, the Contractor will report it to the applicable Client
or the Agreement Manager. The Contractor must also specify the steps it proposes to take to address, or prevent
recurrence of, the default, or to prevent the occurrence of the anticipated default. '

Delay caused by other party
119.1f either party (the “Notifying Party”) will not be able to perform an obligation under a SOW as a result of a

dependency on an obligation of the other party (other than a non-performance to make any payment) being
performed in accordance with the applicable SOW and this Agreement that has not been so performed, then the

following provisions will apply:

a. the Notifying Party will, promptly after the other party’s non-performance and in any case before the Notifying
Party’s obligation is due, provide the other party (the “Notified Party”) with notice (which may include notice by
e-mail or hand delivery at a status meeting) of the Notified Party’s specific non-performance, an explanation of
the dependency and the anticipated effect of non-performance on the Notifying Party’s performance;

- b. within ten Business Days or such other period as may be agreed of receiving a notice under paragraph a, {he

Notified Party will give the Notifying Party notice of either:

i. its agreement with the assertions in the Notifying Party’s notice, in which case the Notified Party will not
unreasonably refuse to agree to a Change Order to adjust the due date or other effect on the Notifying Party,
or :

ii. its dispute with any assertion in the Notifying Party’s notice, in which case the parties agree to meet at their

next status meeting or, if the Province chooses, an Agreement Manager meeting under section 110, in an
attempt to resolve the issue, before it may be referred for resolution through the dispute resolution process

commencing at section 187; and
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c. if the Notifying Party does not give notice in accordance with paragraph a before it is required to perform its
obligation, then the non-performance of the Notified Party will not constitute an excuse or defence for the
Notifying Party’s non-performance, and the Notifying Party will not be entitled to request a Change Order or to
any additional fees or other compensation arising out of the non-performance by the Notified Party.

XVII. PAYMENT

Fees and expenses . :
120.Subject to the conditions in Schedule D (Fees and Expenses), in consideration of the Contractor’s performance under

this Agreement in compliance with it, the Province must pay to the Contractor:
a. the fees described in the SOW in accordance with Schedule D;

b. " the expenses, if any, described in that Schedule allowed in the SOW if they are supported, where applicable, by
proper receipts and, in the Province’s opinion, are necessarily incurred by the Contractor in providing the

Services; and

c. any applicable taxes payable by the Province under law or agreement with the relevant taxation authorities on
the fees and expenses described in this section; but

d. less all applicable credits under this Agreement.

Maximum Amount
121.The Province is not obliged to pay the Contractor more than the "Maximum Amount" set out in any SOW as described

in Schedule D (Fees and Expenses) on account of fees and expenses.

Statements of accounts o
122.In order to obtain payment of any fees and expenses under this Agreement, the Contractor must submit to the Client

identified in the SOW a written statement of account in a form and format satisfactory to the Province upon
completion of the Services or at other times set out in Schedule D (Fees and Expenses) or the applicable SOW.

Currency
123.Unless otherwise set out in this Agreement, all references to money are to Canadian dollars.

Interest
124.Despite any provision to the contrary under this Agreement, including any statement of account, interest will not

accrue to the Contractor or be calculated on overdue accounts, except at the rate prescribed and after 60 days and as
otherwise calculated in accordance with the /nterest on Overdue Accounts Payable Regulation then in effect under the

Financial Administration Act.

125.The Province may charge the Contractor interest on any overpayment collected by the Contractor or other payments
required under this Agreement to be paid to the Province at the rate prescribed and as calculated in accordance with
the Interest on Overdue Accounts Receivable Regulation then in effect under the Financial Administration Act.

Withholding of amounts
126.The Province may withhold from any payment due to the Contractor:

a. without limiting section 170, an amount sufficient to indemnify in whole or in part the Province and its
employees and agents against any liens or other third party claims that have arisen or could arise in connection
with the provision of the Services (including any inferred by any failure to provide the evidence requested under

section 180); and

b. an amount, if any, set out in Schedule D (Fees and Expenses) or a SOW for the purposes of ensuring
performance in accordance with the terms and conditions of this Agreement;
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provided, however, that an amount withheld under this section must be promptly paid by the Province to the
Contractor upon the basis for withholding the amount having been fully resolved to the satisfaction of the Province.

127.Interest must not be charged on any payments withheld in accordance with this Agreement, including under any
SOW.

Appropriation :
128.The Province’s obligation to pay money to the Contractor is subject to the Financial Administration Act, which makes .
that obligation subject to an appropriation being available in the fiscal year of the Province during which payment

_becomes due, and Treasury Board not having controlled or limited expenditure under that appropriation.

Non-resident income tax
129.if the Contractor is not a resident in Canada, the Contractor acknowledges that the Province may be required by law
to withhold income tax from the fees described in this Agreement and then to remit that tax to the Receiver General

of Canada on the Contractor’s behalf.

Prohibition against committing money
130.The Contractor must not in relation to performing the Contractor’s obligations under this Agreement commit or

purport to commit the Province to pay any money except as may be specifically provided for in this Agreement.

Refunds of taxes
131.The Contractor must:

a. apply for, and use reasonable efforts to obtain, any available refund, credit, rebate or remission of federal,
provincial or other tax or duty imposed on the Contractor as a result of this Agreement that the Province has
paid or reimbursed to the Contractor or agreed to pay or reimburse to the Contractor under this Agreement;

and

b. immediately on receiving, or being credited with, any amount applied for under paragraph a above, remit that
amount to the Province.

XIX. REPORTING, RECORDS AND AUDITS

Performance Monitoring )
132.The Province has the right, but is not obliged, to observe and monitor the performance of any of the Services and to

verify and confirm the Contractor’s compliance with all obligations under this Agreement. If accessing the
Contractor’s Facilities, the Province agrees to comply with the Contractor’s reasonable security policies and
procedures applicable to visitors while -on the Contractor’s premises and disclosed to the Province that do not
unreasonably interfere with the conduct of the Province's right under this section. Province shall provide reasonable
notice before accessing the Contractor’s premises.

Work reporting ;
133.The Contractor must, upon the Province’s request, fully inform the Province of all work done by the Contractor or a

Subcontractor in connection with providing the Services.

Accounting records .
134.The Contractor must, during the Term and for a period of not less than seven (7) years of the later of the end of the

Term or any SOW ending:
a. establish and maintain accurate and complete time records for any Services billed on an hourly or other time-

based rate, books of account, invoices, receipts and vouchers of expenses incurred and other records in support
of any statements of account or payments under this Agreement {“Accounting Records”) and as may be
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necessary to enable the Province to verify compliance by the Contractor with this Agreement and to ascertain
accuracy of all financial matters arising under this Agreement; and :

b. impose similar obligations as in paragraph a in subcontracts with Subcontractors to the extent of their activities
in relation to this Agreement to enable the Province to verify compliance by such Subcontractors with the terms
of this Agreement and to ascertain the accuracy of all financial matters under this Agreement. -

Inspection and audit
135. In addition to any other rights or inspection or audit the Province may have under statute or otherwise, the Province

may at any reasonable time and on reasonable notice to the Contractor, both during and after the Term subject to
any applicable limitation period prescribed by law, enter on the Contractor’s premises to inspect the Contractor’s
compliance with any aspect of this Agreement and, at the Province’s discretion, copy any Accounting Records, and the
Contractor must permit, and provide reasonable assistance to, the exercise by the Province or the Province’s rights
under this section. If accessing the Contractor’s Facilities, the Province agrees to comply with the Contractor’s
reasonable security policies and procedures applicable to visitors while on the Contractor’s premises and disclosed to
the Province that do not unreasonably interfere with the conduct of the Province’s right under this section.
Notwithstanding anything to the contrary herein, this section 135 grants a right of inspection and audit to the
Government and Province only at the Contractor’s premises and not the premises of any PwC Firm Subcontractor.

Deficiencies

136.Where the Province exercises any right of inspection or audit under this Agreement, each party will bear its own
costs, unless the inspection or audit reveals a fundamental breach or material error or deficiency within the
Contractor’s control in which case the Contractor will bear the Province’s reasonable costs and expenses upon being
shown the results of the inspection or audit (which, in the case of disagreement, are subject to the dispute resolution

process).

XX. INFORMATION PROVISION, PRIVACY, SECURITY AND CONFIDENTIALITY

Pertinent information v ,
137.The Province will make available to the Contractor all information in the Province’s possession which the Province

considers pertinent to the Contractor’s performance of the Services.

Privacy ‘
138.In relation. to the Province, including any Client that is a “public body” under the Freedom of Information and

Protection of Privacy Act, without limiting any other obligations set out in a SOW, the Contractor must, and must
ensure Subcontractors and Services Workers, comply with:

a. their respective obligations under the Freedom of Information and Protection of Privacy Act; and

b. the Privacy Protection Schedule attached as Schedule F.

139. The Contractor must ensure that no- Subcontractor resident outside Canada, including any Services Worker
employed by such Subcontractor regardiess of where located, and that no Services Worker while outside Canada will
have any access to, or storage or use of any Personal Information except as permitted in each case under both the
Freedom of Information and Protection of Privacy Act and by the Province under this Agreement.

Privacy Protection Schedule Directions
140.Any direction of a Client under the Privacy Protection Schedule applies only to the Client and SOW to which it relates,

unless made by Justice and added by way of an amendment to this Agreement as an addendum to Schedule F.

141.A Client may-specify in a SOW that any written direction set out in this Agreement as an addendum to Schedule F will
not apply to that SOW.
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Security
142.The Contractor must:

a. make reasonable secui’ity arrangements to protect the Material from unauthorized access, collection, use,
disclosure or disposal, and

b. comply with the Security Schedule attached as Schedule G.

Confidentiality

143.The Contractor must treat as confidential all information in the Material and all other information accessed or
obtained by the Contractor or a Subcontractor (whether verbally, electronically or otherwise) as a result of this
Agreement (including every SOW), and not permit its disclosure or use without the Province’s prior written consent,
except, subject to Schedule F (Privacy Protection Schedule) and to any additional provisions in a SOW or applicable
enactments with respect to Personal Information, including the Freedom of Information and Protection of Privacy Act:

a. to Subcontractors, Services Workers, accountants, auditors and lawyers on a need-to-know basis as required for
to perform the Contractor’s obligations under this Agreement or to other Clients under section 24 of the

Contractor’s Agreements, each of whom:

i. s obliged to the Contractor or Subcontractor or to keep it confidential and who have been advised to keep it
confidential and, if the Province requires, who have provided a confidentiality undertaking in a form
acceptable to the Province; and

ii. inthe case of a Services Wofker, has obtained the security clearance required in accordance with Schedule G
(Security Schedule) of this Agreement to have access to the particular information;

b. to comply with applicable laws, including orders of tribunals of competent jurisdiction and of governmental
authorities and agencies made pursuant to enactment, provided that the Contractor seek the highest protection
level available and, to the extent possible, the Contractor give the Province enough prior notice to obtain a
protective order or other remedy to prevent or limit disclosure; :

c. ifitisinformation in any Incorporated Material; or

d. if it is information that is generally known to the public other than by a breach of any of the Contractor’s
Agreements, including any SOW made underneath, or any other contract the Contractor may have with the
Province, but only after such information becomes so available; or ) )

e. ifitisinformation in any material in existence prior to the start of the Term or developed independently of this
Agreement.

144.The Contractor acknowledges that unauthorized disclosure or use of information to be kept confidential under section
143 would cause irreparable harm to the Province and that monetary damages may be difficult to ascertain or
insufficient compensation and, therefore, agrees that the Province may seek a court order without proof of special
damages to stop any actual or anticipated unauthorized disclosure or use of information in breach of that section.

145.The Contractor must not, unless otherwise required by the applicable rules of professional conduct of the provincial
institutes of chartered accountants, the Ordre des CPA du Quebec and/or other professional regulations, standards or
guidelines binding the Contractor (collectively, the “Professional Obligations”) include any “Confidential Information”
as defined in Schedule G (Security Schedule) in any Working Papers. Subject to the Contractor’s obligations under this
Agreement and the Freedom of Information and Protection of Privacy Act with respect any Personal Information and
other laws of British Columbia applicable to such Confidential Information, to the extent that the Contractor is bound
by Professional Obligations to retain such Confidential Information in any Working Papers for a longer period than as
necessary to perform this Agreement, the Contractor may retain those records until that retention period has lapsed.
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Restrictions on Promotion and Other Public Announcements
146.The Contractor must not, without the prior written approval of the Province:

a. refer for promotional purposes to the Province being a customer of the Contractor; or

b. unless required by applicable law, make or cause to be made any public announcement or published references
relating to this Agreement or the Province having entered into this Agreement. '

XXI. MATERIAL AND INTELLECTUAL PROPERTY

Restriction on use of Marks and Logos
147.The Contractor must not use any official mark, trademark, domain name or logo of:

a. the Province except where the Province has in writing required the Contractor to use it to perform the Services;
or

b. the Government except where the Government has in writing authorized the Contractor to use it to perform the
Services under any Tribunal Agreement. ‘

Request for access to Material

148.1f the Contractor receives a request for access under the Freedom of Information and Protection of Privacy Act for any
record in the custody or under the control of a “public body” within the meaning of that Act or receives a request for
access to any other Material from a person other than the Province and this Agreement does not require or authorize
the Contractor to provide that access, the Contractor must promptly advise the person to make the request to the

Province.’

Property Ownership and delivery of Material
149.The Province exclusively owns all property rights that are not Intellectual Property Rights in the Material. The

- Contractor must deliver any Material to the Province immediately upon the Province’s request.

Custom Software :
150.The parties agree the Government exclusively owns all Intellectual Property Rights in any Custom Software and

related Documentation produced. or provided by the Contractor or a Subcontractor under this Agreement, whether
complete or not, other than any Incorporated Material authorized by the Government under section 65 and its
related Documentation, and to the extent that it does not, the Contractor will assign, or cause to be assigned, to the
Government all right, title and interest in such Intellectual Property Rights.

Additional provisions under Government’s Agreement

151.Subject to any contrary terms of any written license agreement for Licensed Software agreed to by the Government,
upon any Incorporated Material in any Custom Software being authorized by the Government under section 65 of any
the Contractor’s Agreements and to the extent that it remains so embedded or incorporated, the Contractor grants to

the Government:
a. a non-exclusive, perpetual, irrevocable, royalty-free, worldwide license to exercise, in respect of that

Incorporated Material and related Documentation, the rights set out in the Copyright Act {Canada), including
the right to use, reproduce, modify, publish and distribute that Incorporated Material and related

Documentation with it; and

b. the right to sublicense or assign to third parties any or all of the rights granted to the Government under
paragraph a.

152.To the extent of the Government’s ownership of Intellectual Property Rights in any Custom Software and related
Documentation produced or provided under the Contractor’s Agreements, the Government under the Government’s

Agreement grants to the Contractor:
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a. a non-exclusive, revocable, royalty-free, license for the Term of the Government’s Agreement and the last
surviving SOW under the Contractor’s Agreements the right to use, reproduce, modify, and distribute any
Custom Software and related Documentation for the sole purposes of providing Services and producing or
providing Deliverables to Clients under the Contractor’s Agreements; and

b. the right to sublicense or assign to Subcontractors approved by the Government any or all of the rights granted
to the Province under paragraph a.

153.The Government under the Government’s Agreement agrees with the Contractor to be responsible for providing any
licenses to Clients authorized to enter into Tribunal Agreements to exercise any rights set-out in the Copyright Act
(Canada) that the Government may have in the Custom Software and related Documentation that are not provided as

Deliverables under their respective Tribunal Agreements.

Received Material and Produced Material :
154.Subject to the Government’s Intellectual Property Rights in any Custom Software and related Documentation

produced or provided under the Contractor’s Agreements, the Province exclusively owns all intellectual Property
Rights in:

a. Received Material, and

b. Produced Material, other than any Incorporated Material.

Waiver of Moral Rights in Produced Material consisting of Custom Software and Related Documentation

155.Upon the Government’s or the Province’s request, whether during or after the Term, the Contractor must deliver to
the Government documents satisfactory to the Government that irrevocably waive all moral rights any Services
Worker may have in the Produced Material consisting of Custom Software and related Documentation and that
confirm the vesting in the Government of the copyright in that Produced Material, other than any Incorporated
Material authorized by the Government under section 65 and its related Documentation.

Waiver of Moral Rights in other Produced Material ;

156.Upon the Province’s or the Government’s request, whether during or after the Term, the Contractor must deliver to
the Province documents satisfactory to the Province that irrevocably waive all moral rights any Services Worker may
have in the Produced Material that is not the Produced Material referred to section 155 and that confirm the vesting
in the Province of the copyright in that Produced Material, other than any Incorporated Material.

Incorporated Material
157.Subject to section 153, upon any Incorporated Material being embedded or incorporated in the Produced Material

and to the extent that it remains so embedded or incorporated, the Contractor grants to the Province:

a. a /n_on—exclusive, perpetual, irrevocable, royalty-free, worldwide license to exercise, in respect of that
Incorporated Material and related Documentation, the rights set out in the Copyright Act (Canada), including
the right to use, reproduce, modify, publish and distribute that Incorporated Material and related

Documentation with it; and
b. the right to sublicense or assign to third parties any or all of the rights granted to the Province under paragraph'
a.

Licensed Software that is not Custom Software
158.Subject to any contrary terms of any written license agreement agreed to by the Province under section 67 for any

Licensed Software that is not Custom Software, the Contractor grants to the Province in respect of any Licensed

Software:

a. a non-exclusive, perpetual, irrevocable, royalty-free, worldwide license to exercise, in respect of that Licensed
Software, the rights set out in the Copyright Act (Canada), including the right to use, reproduce, modify, publish
and distribute that Licensed Software; and -
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b. the right to sublicense to third-parties any or all of the rights granted to the Province under paragraph a.

Contractor Non-Incorporated Material
159.Subject to any contrary terms of any written license agreement agreed to by the Province for any Contractor Non-

Incorporated Material, the Contractor grants to the Province in respect of any Licensed Software:

a. anon-exclusive, perpetual, irrevocable, royalty-free, worldwide license to exercise, in respect of that Contractor
Non-incorporated Material, the rights set out in the Copyright Act (Canada), including the right to use, .
reproduce, modify, publish and distribute that Contractor Non-Incorporated Material; and

b. the right to sublicense to third-parties any or all of the rights granted to the Province under paragraph a.

Remedying Inability to provide assignments, licenses or waivers

160.If for any reason the Contractor is unable to provide any assignments, licenses or waivers as required to be provided
under this Agreement, the Contractor will replace the affected portion of the Deliverable or tools required to
maintain, support, or enhance, update or otherwise modify any Deliverable consisting of Custom Software for which
the assignment, license or waiver, as the case may be, cannot be provided with an alternative product or technology

that meets the Province’s requirements at the Contractor’s expense.

' Right of Government to negotiate license of Expert System and Dispute Resolution Suite for commercialization

161.Any time during the Term, the Government, - in its discretion, but shall not be obliged to, request the Contractor to
commercialize either or both the Expert System and Dispute Resolution Suite pursuant to a mutually acceptable
written agreement, which may be based on a revenue sharing model. In the event that that the Government makes
such a request and the Contractor and the Government cannot reach such an agreement within a reasonable time
and the Government wishes to proceed with such commercialization during the Term, the Government shall have the
right, in its discretion, without any further obligation to the Contractor, to negotiate the terms to do so with the next
highest ranked proponent on the pre-qualified supplier list for professional services created pursuant to the RFP and
so on continuing through the list until the Province enters an agreement acceptable to the Province.

~ 162.After the Term, there shall be ho restrictions whatsoever on the Government’s rights'to commercialize either or both
the Expert System and Dispute Resolution Suite, whether on its own or with any other person.

Right of Province to negotiate license of Produced Material

163.Without limiting the foregoing, after the Term, the Province, in its discretion, may negotiate with the Contractor to
provide the Contractor a license (which may be exclusive or non-exclusive) for the Contractor to use, reproduce,
modify or distribute some or all of the Produced Material, including in the case of the Government either or both the

Expert System and Dispute Resolution Suite.

Intellectual Property Register _
164.1f and as requested by the Government in a SOW, the Contractor must provide and maintain for the Government an

Intellectual Property Register identifying Intellectual Property Rights, including any Open Source Code licenses, in
Custom Software and related Documentation Deliverables under the Government’s Agreement and all Tribunal
Agreements, whether or not then existing, in a form acceptable to the Government and, without restricting any other
requirements that might be set out in a SOW, deliver it to the Government at the end of the last SOW under any such
Agreement or the end of the Term of the Government’s Agreement, whichever is later.

No other Licenses or Rights v
165.Except as specified in this Agreement, nothing in this Agreement confers any other licenses or rights in or upon a

party in respect of another party’s Intellectual Property Rights either directly, by implication, or otherwise.
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XXII. SOURCE CODE

New Source Code and tools
166.At the end of this Agreement or sooner agreed times, the Contractor must provide to the Province the New Source

. Code for Custom Software in a format on a medium that is suitable for compilation and use in the production
environment or other environment designated by the Province at that applicable time, together with all
Documentation and custom tools, libraries, methodologies or other devices that would be required to modify
(including enhance or update) or otherwise continue the independent development of the Custom Software (other
than devices provided by Salesforce.com or other Designated Paa$ provider as part of the Designated PaaS).

167.New Source Code must not be obfuscated and must be sufficiently complete and detailed to enable a programmef,
experienced in programming language in which the New Source Code is written, to modify all aspects of the Custom

Software without assistance from the Contractor.

XXIil. REPRESENTATIONS AND WARRANTIES

General representations and warranties :
168.The Contractor represents and warrants to the Province at the time, unless otherwise set out, of its execution of this

Agreement and throughout the Term and the terms of any Statements of Work that:

a.

the Contractor is duly formed as a corporation or partnership and validly existing under the laws of its
jurisdiction of formation or continuance and, if necessary to lawfully provide the Services contemplated under
this Agreement, has the legal capacity to carry on business in British Columbia;

the Contractor has the power and capacity to-enter into this Agreement and to observe, perform and comply
with the terms of this Agreement and all necessary corporate or other proceedings have been taken and done
to authorize the execution and delivery of this Agreement by, or on behalf of, the Contractor;

this Agreement, and any SOW later entered under it, has been legally and properly executed by, or on behalf of,
the Contractor and is legally binding upon and enforceable against the Contractor in accordance with its terms
except as enforcement may be limited by bankruptcy, insolvency or other laws affecting the rights of creditors
generally and except that equitable remedies may be granted only in the discretion of a court of competent
jurisdiction;

the Contractor has not directly or indirectly given or promised-any benefit or inducement to a public servant,
agent or family or household member of a public servant of the Province of more than minimal value, with a
view to influencing the entry into or administration of this Agreement;

ekcept to the extent the Contractor has previously disclosed otherwise in writing to the Province,

i. all information, statements, documents and reports furnished or submitted by the Contractor to the
Province in connection with this Agreement (including as part of the RFP process resulting in this Agreement
being entered into) are in all material respects, at the time provided, true, complete and accurate;

ii. the Contractor has sufficient trained, skilled and experienced Services Workers with the necessary
certifications, facilities, materials, appropriate equipment and approved Subcontractor subcontracts or other
agreements in place and available to enable the Contractor to prepare Draft SOWSs and to fully perform the
Services and to grant any licenses under this Agreement;

-ii. the Contractor holds all permits, licenses, approvals and statutory authorities issued by any government or

government agency that are necessary for the performance of the Contractor’s obligations under this
Agreement; '

iv. the Contractor is under no obligation or restriction when it enters this Agreement or any SOW, and will not
knowingly assume during the term of any SOW or the Knowledge Transfer Period, any obligation or
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restriction that interferes with or conflicts with, or could present a conflict of interest concerning, the
performance of the Contractor’s obligations under this Agreement;

v. the Contractor’s performance and provision of Deliverables under this Agreement, including the grant to the
Province of any rights or licenses, do not and will not infringe or induce the infringement (including breach or
misappropriation) of the Intellectual Property Rights of any third party; and

vi. every Deliverable at the time of its delivery to the Province is free of all liens and other third party claims.

169.If any representation or warranty in section 168 becomes inaccurate during the Term or the term a SOW survives the
Term, the Contractor must notify the Agreement Manager in writing of the details and, without limiting the Province’s
rights under this Agreement, any remedial steps it is taking, which must be at no charge to the Province.

XXIV. INDEMNITY AND INSURANCE

Indemnity
170.The Contractor must indemnify and save harmless the Province and the. Province’s employees, In-house Resources

and agents from any loss, claim (including any claim of infringement of third party Intellectual Property Rights),
damage award, action, cause of action, cost or expense that the Province or any of the Province’s employees, In-
house Resources or agents may sustain, incur, suffer or be put to at any time, either before or after this Agreement
ends (each a “Loss”) to the extent the Loss is directly or indirectly caused or contributed to by

a. any act or omission by the Contractor or by any of the Contractor’s agents, employees, officers, directors or
Subcontractors in connection with this Agreement; or

b. any representation or warranty of the Contractor or being or becoming untrue or incorrect.

Monetary limitations of indemnity ] .
171.The indemnification by the Contractor will be limited to an amount per Loss, determined as follows:

a. $2,000,000; and
“b.  $4,000,000 in the aggregate for all Losses.

Exceptions to monetary limitations }
172.The limitations set out in section 171 do not apply to a Loss resulting from any or relating to any of the following:

a. bodily injury or damage fo real property or tangible personal property;
b. third party Intellectual Property Rights; or
c. abreach of section 138, 142, 143, or 148 of this Agreement.

Province to notify Contractor of loss
173.To claim indemnification for a Loss pursuant to section 170, the Province must notify the Contractor in writing of the

Loss as soon as reasonably practicable after the Province becomes aware of the Loss provided that a failure by the
Province to provide such notification will not invalidate the claim unless the Contractor is materially prejudiced by

* that failure.

Third party intellectual property infringement claims
174.1f the Loss is on the basis of a third party claim that any element of the Contractor Non-incorporated Material or the

Material, other than any Received Material received by the Contractor or a Subcontractor from the Province or the
Government, infringes the Intellectual Property Rights of any person,
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a. then, without limiting section. 170, the Contractor must defend the Province against that _claim at the
Contractor’s expense and the Contractor must pay all associated costs, damages and legal fees that a court or
arbitrator finally awards or are included in a settlement agreed to by the Contractor, and

b. the Province must co-operate with the Contractor in the defence of the claim and, where appropriate in the
discretion of the Province, will allow the Contractor to appoint and instruct counsel and otherwise control the
defence and any related settlement negotiations.

Limitation of Liability
175.Notwithstanding anything to the contrary in this Agreement, the liability of the Contractor under this Agreement is
limited to the amounts as described in section 171 subject to the exclusions as described in section 172.

176.Notwithstanding anything to the contrary in this Agreement, in the event the Contractor receives consent from the
Province to subcontract the provision of a portion of the Services to a PwC Firm Subcontractor, the PwC Firm
Subcontractor and its partners, principals or employees (collectively the "Beneficiaries") will have no personal liability
arising out of this Agreement, and the Province agrees to bring any claim of any nature arising from the Services
against the Contractor and not against the Beneficiaries. While Contractor is entering into this Agreement on its own
behalf, this section also is intended for the benefit of the Beneficiaries.

Insurance )
177.The Contractor must comply with the Insurance Schedule attached as Schedule E.

Workers compensation .
178.Without limiting the generality of section a, the Contractor must comply with, and must ensure that any

Subcontractors comply with, all applicable occupational health and safety laws in relation to the performance of the
Contractor’s obligations under this Agreement, including the Workers Compensation Act in British Columbia or similar

laws in other jurisdictions.

Personal optional protection
179.The Contractor must apply for and maintain personal optional protection insurance (consisting of income

replacement and medical care coverage) during the Term at its expense if:

a. the Contractor is an individual or a partnership of individuals and does not have the benefit of mandatory.
workers compensation coverage under the Workers Compensation Act or similar laws in other jurisdictions; and

b. such personal optional protection insurance is available for the Contractor from WorkSafeBC or other sources.

Evidence of Coverage
180. Within 10 Business Days of being requested to do so by the Province, the Contractor must provide the Province with

evidence of the Contractor’s compliance with the previous two sections.

XXV. BUSINESS CONTINUITY PLANS‘AND EVENT OF FORCE MAIJEURE

Business continuity plans
181.The Contractor agrees, at its expense:

a. to have at all times, to review or test not less than annually, and to revise as reasonably necessary, business
continuity plans (including disaster recovery) for its critical facilities, systems, assets, resources and business
processes used to provide the Services to the Province that are capable of being implemented promptly in case
of an Event of Force Majeure or other disruption affecting the Contractor’s provision of any of the Services;

b. to provide to the Agreement Manager written confirmation of the Contractor’s compliance with paragraph a;
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c. to provide notice to the Agreement Manager upon discovery of any deficiencies in its business continuity plans
that it does not expect to have addressed within 21 days that might materially impact the Services if the
Contractor were to experience an Event of Force Majeure or other disruption, including details of the potential

impact and when resolution is expected and any interim contingency plan;

d. to provide hotice to the Agreement Manager of any activation of the business cohtinuity plans that may have a
material impact on Service Levels or other obligations of the Contractor under this Agreement.

182.Any request by the Province to the Contractor for the Contractor to align the Contractor’s business continuity plans
with the Province’s own business continuity plans in relation to the Services or for assistance with synchronizing the
Province’s own business continuity plans with those of the Contractor will be agreed upon in a SOW for Consultmg

Services.

Consequences of, and Duties During, Event of Force Majeure
183.Neither party will be in default for failure or delay with respect to its performance to the extent caused by an Event of

Force Majeure and any time periods for the performance of its obligations will be deemed automatically extended for
the duration of the Event of Force Majeure, provided that the party claiming an Event of Force Majeure gives notice
of the particulars to the other party as soon as practicable and makes all reasonable efforts to prevent and control or
limit the effect of the Event of Force Majeure so as to resume its performance with the least possible delay.

Implementation of business continuity plans
184.if the Contractor is claiming an Event of Force Majeure, the Contractor will promptly implement the business

continuity plans contemplated by section 181 applicable to the affected Services unless prevented by the nature of
the Event of Force Majeure.

Waiver of fees for Services not provided
185.The Province will be excused from paying fees for any Services not delivered during the perlod of an Event of Force

Majeure.

Alternative Services
186.1f the Contractor claims an Event of Force Majeure, the Province may exercise one or more of the following options:

a. agree to awork around plan proposed by the Contractor;

b. obtain alternative services from any In-house Resources or supplier described in section 21 in replacement for
or substitution of the affected Services during the period the Event of Force Majeure remains in effect;

c. if the Event of Force Majeure is due to a strike or lockout affecting the Contractor’s Services Workers, off-set or
deduct any costs of the alternative services that are in excess of the hourly fees that would otherwise have been
payable to the Contractor under the SOW for the same number of hours had there been no labour disruption
causing the Event of Force Majeure, even if the SOW stipulated a fixed price; and

d. terminate this Agreement immediately on written notice if the failure or delay in performance caused by one or
more Events of Force Majeure continues for more than 30 consecutive days or 60 days in aggregate.

XXVL DISPUTE RESOLUTION

Discussion and negotiation ,
187.Any dispute arising out of or in-connection with this Agreement (including a SOW) or in respect of any defined legal

relationship associated with it or derived from it, will in the first instance be referred in writing to the parties’ First
Management Level for discussion and resolution.

188.If the dispute is not resolved at the First Management Level within five Business Days (or such other time as may be
agreed at the First Management Level), either party may refer the dispute to the Second Management Level who
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must meet within five Business Days of the reference, or such other time as may be agreed at the Second
Management Level, to attempt to resolve the dispute.

189.If the dispute is not resolved at the Second Management Level, either party may refer the dispute in writing to the
Third Management Level who must-meet within 10 Business Days of the reference, or such other time as may be
agreed at the Third Management Level, to attempt to resolve the dispute.

Mediation ~
190.If the dispute is not resolved at the Third Management Level within 10 Business Days of meeting, or such other time

as may be agreed at the Third Management Level, then, on the request of either party within that period, the parties
must then attempt to resolve the dispute through mediation under the rules of the British Columbia Mediator Roster

Society.

Arbitration
191.1f any dispute is not resolved through mediation within 30 Business Days of the commencement of mediation, the

dispute must, unless the parties otherwise agree in writing, be referred to and finally resolved by arbitration pursuant
to the Arbitration Act by a single arbitrator in Victoria, British Columbia. :

192.Both parties agree not to unreasonably refuse any request by the other to consolidate similar ongoing disputes as a
result of this Agreement for resolution under a single arbitration. '

Exceptions
193.Nothing in sections 187 through 191 will restrict, at any time while the above dispute resolution procedures are in

progress or before or after they are invoked, either party’s freedom, subject to the Crown Proceeding Act, to
commence legal proceedings:

a. todefend any legal proceedings involving third parties; or

b. pending resolution of the dispute, to obtain any.interim or provisional relief to protect any Personal
Information, confidential information, Intellectual Property Rights or other property; or ‘

¢. to preserve any legal right or remedy from expiring due to a limitation period.

Mutual obligations during dispute resolution i
194.During all negotiations prior to and during mediation, the parties will make bona fide efforts to resolve any dispute

amicably and provide frank, candid and timely disclosure of all relevant facts, information and documents to facilitate
those negotiations, which will be conducted in confidence and on a “without prejudice basis” and may not be
introduced into evidence in any arbitration or legal proceedings. However, evidence that is independently admissible
or discoverable will not be rendered inadmissible or non-discoverable by virtue of its use during the negotiations.

195.Provided that the Province continues to pay any fees and expenses payable to the Contractor under this Agreement
(other than those disputed), the Contractor must continue to perform its obligations under this Agreement while the
dispute is being resolved unless the Province instructs otherwise in writing to the extent that such instruction is
practicable and would not put the Contractor in breach of any obligations under this Agreement.

196.Unless the parties otherwise agree in writing or, in the case of an arbitration, the arbitrator otherwise orders, the
parties must each bear its own costs and expenses in complying with sections 187 through 194 and share equally the
fees of any mediator and any arbitrator and any administrative costs of mediation or arbitration.

197.With respect to any arbitral award, neither party waives its rights to apply to the court in any of the circumstances set
out in sections 30 and 31 of the Arbitration Act. ‘
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XXVII. SUSPENSION OF SERVICES UNDER A SOW

Suspension order
198.The Province may at any time, by written notice, order the Contractor to suspend any Services under a SOW. The

Contractor must comply with any such order and leave remaining on the Province’s premises, unless the Province
consents in writing, any Deliverables in progress or awaiting acceptance in relation to those suspended Services.

Temporary nature 7
199.No later than 90 days after the suspension goes into effect, the Province must give the Contractor notice of the

Province’s:

a. rescission of the suspension order or cancellation of the suspension of any of the suspended Services,

b. termination of any of the suspended Services, which will be deemed to be a Change Order;

¢. both paragraphs a and b; or
d. termination of the SOW.

Consequences of rescission or cancellation
200.1f the Province rescinds the suspension order or cancel the suspension of any suspended Services:

a. the Contractor must resume those Services as soon as practicable; and

b. all related Dehverables or milestone dates or due dates for those Services will be deemed adjusted by the same
length of time as the suspension period.

XXVill. TERMINATION

Termination of Agreement or individual SOWs for convenience

201.The Province may terminate this Agreement for convenience by giving the Contractor 60 days’ written notice. If the
Province terminates this Agreement for convenience, it will have the effect of terminating all outstanding SOWSs
effective the same day as the Agreement terminates, unless in the same notice or on the same day the Province give
the Contractor such notice, the Province states which specific SOWs survive this Agreement for the period set out in
section 11.b (subject to the Province’s right to terminate any such SOWS under the next section before, on or after
such notice to terminate this Agreement is given). The Province will be under no further obligation to the Contractor
under this Agreement, except to pay the Contractor such amounts as the Contractor may be entitled to-receive under

the SOWs that continue or under section 203.

202.The Province may terminate any SOW- for convenience by giving the Contractor written notlce to take effect the date
given in the notice.

Payments upon termination for convenience or Event of Force Majeure
203.If the Province terminates this Agreement or any SOW for convenience under sections 201 or 202 or, subject to

sections 185 and 186, if the Province terminates this Agreement under section 186.d:

a. the Province must pay the Contractor the fees and expenses in accordance with section 120 for Services under a '
SOW based on time and expenses provided in compliance with this Agreement to the date of termination;

b. if the Province provides seven days or less notice of termination under sections 201 or 202 for Services under a
SOW based on time and expenses, the Province must pay the Contractor an additional sum equal to the
following product:
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(Total hourly fees payable by Province for Services provided under the SOW in the seven days
immediately prior to termination divided by seven) multiplied by the number of days short of seven
days’ notice given by the Province

c. the Province must pay the Contractor all out-of-pocket, non-refundable, allowable expenses for travel
authorized by the Province prior to receiving notice of termination; and

d. the Province must pay the Contractor the fixed price in accordance with section 120 for Services provided since
the last milestone payment under a SOW based on a fixed price that would otherwise be payable pro-rated as

follows:

i. (Fixed fee for the next milestone payment divided by the number of days between that milestone payment
and the previous milestone payment) multiplied by the number of days Services under the SOW are provided

to the date of termination; and

ii. if the Province provides seven days or less notice of termination under sections 201 or 202 for such Services,
an additional sum equal to the following product:

(Fixed fee for the next milestone payment divided by the number of days between that milestone
payment and the previous milestone payment) multiplied by the number of days short of seven days’
notice given by the Province.

That payment will discharge the Province from all liability to make payments to the Contractor under the terminated
Agreement or SOW, as the case may be.

Termination for Cause
204.The Province may terminate this Agreement and all SOWs or terminate only those SOWs to which the

misrepresentation or fundamental breach relates at the Province’s option, for cause, with immediate effect, by giving
written notice to the Contractor of the particulars, if:

a. the Contractor has made an unremediable or a fraudulent misrepresentation in this Agreement or a SOW;

b. the Contractor has made a negligent or innocent misrepresentation in a SOW or this Agreement and that is not
remedied within 10 Business Days of the written notice or such longer period as the Province may specify;

c. the Contractor commits any fundamental breach of a SOW or this Agreement and fails to either:
i. take material steps to remedy the breach within 7 Business Days, or

ii. remedy the breach within 10 Business Days,
of the written notice or such longer period as the Province may specify;

d. the Contractor commits any fundamental breach of a SOW or this Agreement that cannot be remedied; or

e. an Insolvency Event occurs, but only to the extent such termination is not prohibited by the laws of Canada.

205.A fundamental breach for the purposes of section 204.c includes:

a. a breach of section 44, 47.a, 65, 67, 77, 89, 91, 93, 103, 117 (only with respect to unscheduled meetings in
relation to Application Management Services), 133, 134, 135, 138, 142, 143, 148, 149, 155, 156, 167, 177, 178,

. 213, 227 or 228 of this Agreement;
b. abreach of Schedule E (Insurance);
C. disclosuré, or a serious risk of disclosure, of Personal Information contrary to the Freedom of Information and
Protection of Privacy Act or this Agreement, including Schedule F (Privacy Protection Schedule);
d. abreach, or serious risk of breach, of Schedule G (Security Schedule); and

e. abreach of any other provision under this Agreement (including a SOW) not stated in this Agreement or SOW to
constitute a fundamental breach if breached, or this Agreement four times.
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206.A fundamental breach for the purposes of section 204.d includes:

a. in respect of any SOW, the Contractor misses in any contract year during the term of that SOW, any Priority 1
Service Level Target twice or any Service Level Targets four times, excluding any miss caused by an Event of

Force Majeure;

b. any attempted or actual assignment of rights or transfer of obligations under this Agreement by the Contractor
without the Province’s prior written consent;

c. any conduct of the Contractor that constitutes fraud or theft against the Province or of any person on the
Province’s premises or a criminal offence;

d. the Contractor’s failure to provide a Draft SOW in an acceptable form by the tlme agreed more than four times
in any 12 month perlod without, in the Province’s opinion, a valid excuse;

- 207.Without requirement for recourse to arbitration or legal process and without limiting any other rights or remedies the
Province may have, upon the occurrence of a fundamental breach of a SOW or this Agreement by the Contractor, the
Province may take such steps as deemed necessary by the Province, in the Province’s sole discretion, to cure such
fundamental breach, including but not limited to performing any obligations of the Contractor or procuring or
otherwise obtaining similar services from any alternative service providers, on 48 Business Hours’ notice to the
Contractor, during the period of time that such fundamental breach remains uncured and for a reasonable period

thereafter.

208.The Contractor may terminate this Agreement and all SOWs or terminate only those SOWs to which the fundamental
breach relates, for cause, with immediate effect, by giving written notice to the Province of the particulars, if the
Province commits any fundamental breach and fails to remedy the breach within 10 Business Days of the written
notice or such longer period as the Contractor may specify.

209.A fundamental breach by the Province for the purposes of section 208 means the Province’s failure to pay to the
Contractor any undisputed amount correctly. invoiced under this Agreement, subject to the Province’s rights of hold
back and set off, not less than $100 in amount, after the amount has been invoiced a third time and another 20 days

have elapsed without the required payment having been made by the Province.

Termination by Contractor for professional conflict
210.The Contractor may terminate this Agreement and all SOWs or terminate only the affected SOWs immediately upon

written notice to the Province \in the event that circumstances arise that would make continuation of all or any
portion of the Services by Contractor in conflict with any independence rules of the provincial institutes of chartered
accountants, the Ordre des CPA du Quebec, the US Securities and Exchange Commission, the US Public COmpany
Accounting Oversight Board, or similar organizations in other jurisdictions as may be applicable, and/or other
professional regulations, standards or guidelines binding the Contractor .

211. If the Contractor terminates this Agreement or any SOW under section 210, the Province will be entitled to collect
from the Contractor the Province’s costs in completing the terminated SOWs using In-house Resources or a supplier
on the pre-qualified supplier list for professional services created pursuant to the RFP (if any), or, after going through
that list {if any), another supplier (which, if pursuant to a competitive procurement, may exclude the Contractor),
subject to any common law duty on the Province to mitigate its damages.

XXIX. DUTIES UPON TERMINATION

Return of Property
212.Upon the later of the end of this Agreement, the applicable SOW or, if needed to perform the Services or complete

the Deliverables during the Knowledge Transfer Period, the end of the Knowledge Transfer Period, the Contractor
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must peacefully leave from any of the Province’s sites in which the Contractor have been performing the Services and,
unless otherwise instructed in writing by the Province, deliver to the Province:

a. all Deliverables (including Documentation) having received Acceptance or been delivered and not rejected for
not meeting Acceptance Criteria;

b. all Deliverables not yet delivered or having received Acceptance, whether or not completed, to the extent paid
by the Province under the applicable SOW or the Province confirms may be invoiced under the applicable SOW;

and

c. all other Received Material and other property of the Province provided to or obtained by the Contractor in
connection with this Agreement, including all New Source Code and items not already delivered in compliance
with section 166, taking care to comply with sections 22 and 23 of Schedule G with respect to any records

containing the Province’s Confidential Information.

Knowledge transfer Services ’
213.Upon the end of this Agreement or the end of this Agreement approaching, if instructed by the Province, the

Contractor must, at the Contractor’s expense if the Province has terminated this Agreement for misrepresentation or
fundamental breach and otherwise at time and expenses at the rates set out in Schedule D (except as set out in this
Agreement), carry out the last approved Knowledge Transfer Plan (the “Knowledge Transfer Plan”) and, if none
approved by the end of this Agreement, then reasonable assistance and information, which includes, unless
instructed otherwise by the Province, providing the Services described in section 86 during the Knowledge Transfer .
Period to the Province and the Province’s selected service suppliers (if any), in replacement for the Services to the
extent necessary to effect the transition from the Services to replacement Services in a co-operative, orderly,
effective and efficient manner with minimal interruption of services, reduction in Service Levels, or disruption to the
Province. Notwithstanding the foregoing, if the Contractor is asked or required by the Province to complete any
extant SOWs pursuant to section 86.b.x, the Contractor will complete, and the Province will pay the Contractor such
amounts as the Contractor may be entitled to receive for its completion of, such SOWs in accordance with their
terms, except as the parties may otherwise mutually agree in writing.

214.During the Knowledge Transfer Period after the end of this Agreement or the applicable SOW, the Contractor will
continue to provide any Services, as, if and when requested by the Province, at the same terms and conditions and

hourly rates and expenses as set out under this Agreement.

215.The Contractor will not unreasonably refuse to agree to extend the Knowledge Transfer Period if requested by the
Province.

216.For the purposes of sections 213 and 214, the applicable hourly rates are those set out in Schedule D and if none in
effect for the time period set out, then the last applicable hourly rates in effect.

Survival of Certain Provisions
217.The following provisions continue in effect indefinitely after this Agreement ends:

a. sections 57, 68, 69, 71, 80 through 83, 120 through 131, 133 through 136, 138 through 147, 148 through 165,
168.e.v, 168.e.vi, 170 through 174, 187 through 197, 211, 212, 213, 217, 218 through 221, 231, 233 and 234,
Schedule F (Privacy Protection Schedule) and the provisions described in section 36 of Schedule G (Security

Schedule);

b. any accrued but unpaid payment obligations and any other provisions of this Agreement, which by their terms
or nature, are intended to survive the completion of the Services or the end of this Agreement; and

€. any provisions of this Agreement required for the proper interpretation of the provisions described in this
section.
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XXX. PERFORMANCE EVALUATION FOR FUTURE CONTRACTS

Evaluation
218.The Province has the right, which may be subject to the Province’s then current policies and procedures, to evaluate

anytime during or within a reasonable time after the Term, and use any such records evaluating, the performance of
this Agreement by the Contractor, including that of any Subcontractor, to assist the Province in its future contracting
activities for the supply of any goods or services, including:
a. under any procurement document as part of any pre-qualification, qualification or evaluation process with
respect to potential or interested bidders or proponents to disclose sufficient information about any particular

ongoing or previous agreements between them, their predecessors, Affiliates or proposed subcontractors and
the Province for the Province to identify the agreement and consider any related post-contract evaluation; and

b. when considering whether to enter a contract or to consent to a proposed subcontractor.

219.Subject to the Province’s then current policies to take into account any other criteria, the Province’s evaluation for the
purposes of section 218 will take into account the service performance criteria set out in this Agreement and any

SOW.

Review of post-contract evaluation
220.1f the Province completes a post-contract evaluation of the Contractor’s performance (including the performance of

any Subcontractor) of this Agreement for its future procurement purposes, the Province agrees, subject to any
applicable laws and then current policies and procedures of the Province, to provide the Contractor an opportunity to
review the evaluation. Despite the foregoing, the Province will not be obliged to provide the Contractor with such an
opportunity where the Province terminates this Agreement for cause.

Process for resolving disagreement with post-contract evaluation

221.1f the Province provides the Contractor the opportunity described in section 220, the Contractor will be deemed to
agree with the evaluation unless the Contractor initiates the dispute resolttion procedure in section 187 within 60
days. If the Contractor disagrees with any post-contract evaluation of this Agreement, the Contractor agrees to
exhaust the dispute resolution procedures under sections 187 through 189 (Discussion and negotiation) before

exercising any other rights it may have.

XXXI. NOTICES AND OTHER COMMUNICATIONS

Electronic Signature ;
222.An electronic signature in or attached to or associated with an e-mail will not satisfy a requirement that a writing be

signed unless:
a. the signatory for or on behalf of the party signs by hand the writing that is then scanned and e-mailed as an
attachment in Portable Document Format (also known as “PDF”); or '
b. expressly acknowledged in the writing to constitute the electronic signature of the signatory for and on behalf
of the party.

Form of Delivery and Déeemed Receipt
223.Any notice, consent, approval, demand or specified written communication given under this Agreement must be in

writing unless otherwise set out and, if expressly required in this Agreement or a SOW, be signed, and will be deemed
received, subject to section 224:

a. onthe date of delivery, if:

i. delivered personally,
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ii. delivered by pre-paid, recorded courier or postal delivery service and left with a receptionist or responsible
employee of the party;

iii. faxed and (1) receipt is confirmed by return fax, telephone or e-mail or (2) a copy is posted by prepaid first
class mail within two Business Days of faxing a completed transmission; or

iv. e-mailed in a form capable of being stored indefinitely and printed and, if the notice is in an attachment, is
capable of being stored indefinitely and printed and in Portable Document Format or other format then
acceptable for Deliverables in record form; or

b. on the fifth Business Day from the date of posting (unless there is a mail disruption in which case it must
_actually be received) in Canada or the United States, if mailed by prepaid first class mail, or in any other
location, if mailed by prepaid registered or certified airmail,

to the address and for the attention of the relevant party as set out in Schedule H (Contacts and Addresses for
Notices) of this Agreement or such other address or contact as one party notifies the other in writing under this
Agreement, unless otherwise set out in the SOW. '

224.1f deemed receipt is not within Business Hours in the place of receipt, receipt will be deemed when Business Hours
next resume in the place of receipt.

Other Communications with Province
225.Unless otherwise set out or consented to, the Contractor must direct all other communications with the Province in

" relation to or under any SOW to the applicable Client specified contact and otherwise under this Agreement to the
Province’s Agreement Manager.

XXXH. GENERAL

- Independent Contractors . .
226.In relation to the performance of the Contractor’s obligations under this Agreement, the Contractor is an independent

contractor and not:
a. anemployee or partner of the Province; or
b. an agent of the Province, except as may be expressly provided for in this Agreement.

The Contractor must not act or purport to act contrary to this section.

Personnel Not to be Employees of Province
227.The Contractor must not do anything that would result in Services Workers hired or used by the Contractor or a

Subcontractor being considered employees of the Province.

Assignment
228.The Contractor must not assign any rights or transfer any obligations of the Contractor under this Agreement without

the Province’s prior written consent. The Province may transfer any obligations under this Agreement to any Client or
any “government corporation” as defined in the Financial Administration Act (British Columbia) as long as the date of
the transfer is specified in an enactment of the Province and when it becomes aware the Province informs the
Contractor of the transfer as soon as possible or at least 30 days prior to the transfer occurring.

Waiver
229.A waiver of any provision of this Agreement or SOW or breach of this Agreement or SOW is effective only if it is in

writing and signed by, or on behalf of, the waiving party and is not a waiver of any other provision or breach.
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Modifications
230.No modification of this Agreement or any SOW IS effective unless it is in wntmg and signed and delivered by, or on

behalf of, the parties.

Remedies
231.Unless otherwise set out, remedies are cumulative and remedies arising under thls Agreement do not exclude

remedies provided by law.

Entire Agreement -
232.This Agreement, together w1th any documents referenced in it and any Statements of Work made under it in

accordance with this Agreement, constitutes the entire agreement between the parties in relation to its subject
matter.

Governing Law
233.This Agreement, including any SOW under it, is governed by, and is to be interpreted and construed in accordance

with, the laws of British Columbia and the federal laws of Canada applicable in the province.

Jurisdiction
234.Subject to an agreement to arbitrate, the Contractor consents to jurisdiction and venue in the courts in British

Columbia.

Execution and Delivery of Agreement and SOWs
235.This Agreement and, unless otherwise set out, any mod:ﬂca’uon SOW or Change Order, may be executed in any

number of counterparts, each of which, when executed and delivered by a method provided for in section 223, which
must actually be received, is an original, and all of which together have the same effect as if each party had signed the

same document.

AGREED by the parties through their duly authorized signatories on the dates below.

For, and on behaI}fﬁf’ﬁgicewaterhouseCoopers LLP For, and on behalf of Her Majesty the Queen in right of
the Province of British Columbia, as represented by the

Minister of Justice

Q0

By: L. By:
Sign 14 ¥ ‘ Sign
Owen Taylor ‘ ’ &b‘o N

' { e/
Print Name . ) Print Name
Partner, PricewaterhouseCoopers Associates
Authorized signatory for PricewaterhouseCoopers LLP l/\ O

C ¢ ’\ e !or\ W[er—

Witness ngnature Witness Signature

R ——————

JMUWAZ? 25 2019 ‘ o

Date

Date
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“Acceptance”

“Acceptance Criteria”
“Affiliate”

“Agreement Manager”
“Application Management
Services”

“Business Day”

“Business Hours”

“Change Order”

“Client”

SCHEDULE A - DEFINITIONS

means the Province’s acceptance under this Agreement and the applicable SOW that a
Deliverable meets all applicable requirements, including Specifications, in this
Agreement and the applicable SOW;

means the acceptance criteria set out in the applicable SOW and such other criteria as
the parties may mutually agree in writing for the Deliverable;

means an affiliate within the meaning of the Business Corporations Act (British
Columbia);

means the Province’s manager and representative for notices for this Agreement set
out in Schedule H (Contacts and Addresses for Notices) (including the representative’s
superior and authorized delegates), as may be changed from time to time on prior
written notice to the Contractor;

has the meaning set out in section 6 of Schedule B (Services);

means a day, other than a Saturday, Sunday, or “holiday” as defined in the
Interpretation Act (British Columbia);

means:

a. for the purposes of section 224 of this Agreement where the place of receipt is
outside British Columbia, 0830 to 1630 hours on a day other than a Saturday,
Sunday or statutory holiday in the place of receipt, and

b. for all other purposes, 0830 to 1630 hours Pacific time on a Business Day;

means a formal proposal for a change to a specified SOW in accordance with this
Agreement that is agreed in writing by the Contractor and the Province;

_means Justice or any of the following that Justice notifies the Contractor in writing is

authorized by ‘Justice to be a client to request and receive Services under this
Agreement, subject to the requirements, if not part of the Government, for the client
to have a Tribunal Agreement with the Contractor and an agreement with the

. Government as described in Schedule L:

a. aspecified Tribunal, or

b. a specified ministry, agency, board, commission, corporation, office or other:body
that is part of the Government, or a government organization, for or on behalf of a
Tribunal; '

“Commercial Féasibility Services” has the méaning set out in section 8 of Schedule B (Services);

“Competencies”

“Consulting Services”

TTI PSA (RFP No. AG-JSB-73114)

means the attnbutes in terms of skills, experience and qualifications appllcable for the
Role as set out in Schedule C;

has the meaning set out in section 2 of Schedule B (Services);
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“Contractor Non-incorporated
Material”

© “Contractor’s Agreements”

“Custom Software”

“Deliverable”

“Designated PaaS”

”

“Development Services

“Disabling Code”

“Dispute Resolution Suite” or
”DRS"

“Documentation”

“Draft SOW” -

“Effective Date”

“Engagement Manager”

TTI PSA (RFP No. AG-JSB-73114)

means any material in existence prior to the start of the Term or developed )
independently of this Agreement by the Contractor or a Subcontractor (excluding
Documentation about or for use with any software), and that is a separate Deliverable

delivered to the Province;
means the Government’s Agreement and the Tribunal Agreements;

means any Expert System, Dispute Resolution Suite or other software Deliverable
designed, developed, customized, integrated, enhanced, updated or otherwise
modified or to be designed, developed, customized, integrated, enhanced, updated or
otherwise modified (as the context allows) under this Agreement for the Province as
set out in the applicable SOW, including New Source Code;

means any deliverable delivered or to be delivered (as the context allows) by the
Contractor under this Agreement;

means the platform as a service or other third party services or technologies
subscribed to or selected by the Province from time to time for use in relation to the
Tribunal Transformation Initiative, initially the following:

a. Salesforce.com Force.com platform as a service,

as may be removed, or replaced with or supplemented with new services or
technologies, or otherwise redefined from time to time upon notice from the Province

to the Contractor;
has the meaning set out in section 4 of Schedule B (Services);

means any. computer contamihant, virus, worm, Trojan horse, trap door, listening
device, shut-off or shut-down routine, malicious code, and any code designed or likely
to breach security, corrupt, damage, destroy, disable, interfere with normal use, limit
functionality or operation, produce invalid results, or produce an inability to recognize
leap years or date calculations with respect to any data, systems or software;

means an online case management and user facing portal facilitating dispute
resolution, including modules for intake, negotiation, facilitation and adjudication, for

the Tribunal Transformation Initiative; -

means the documentation about or for use with any Deliverable in readable form
provided or to be provided (as the context allows) by the Contractor under this

Agreement;

means a draft statement of work under this Agreement proposing to provide specific
Services and Deliverables, in accordance with this Agreement;

means the date first set out above;

means the Contractor’s senior manager and representative for notices for this
Agreement set out in Schedule H (Contacts and Addresses for Notices) (including the
representative’s superior and authorized delegates), as may be changed from time to
time on prior written notice to the Province;
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“Event of Force Majeure”

“Expert System”

“First-line Support”

“First Management Level”

“First Productive Use”

“Government”

. “Government’s Agreement”

“Greater Vancouver”
" ) . H cn
Greater Victoria

“Incident”

TTI PSA (RFP No. AG-JSB-73114)

means an event (other than a lack of funds or a Subcontractor’s failure or default)

beyond the reasonable control of the party seeking to be excused by the event

including: ' '

a. an explosion, fire or flood not caused by the fault or negligence of the party
seeking to be excused by the event;

b. atidal wave, earthquake or other catastrophic element of nature or weather;

c. epidemic;

d. an act of war (declared or undeclared), terrorism, insurrection, piracy, riot or civil
disorder anywhere in or against Canada;

e. astrike or lockout; and

f. afreight embargo.

provided it could not reasonably have been foreseen and either prevented or
mitigated through the use of alternative Services Workers, alternative sources,
automation or workarounds reasonably available, the adequate testing of systems by
the Contractor to provide the Services, or the implementation of disaster recovery and
business continuity plans contemplated under section 181 of this Agreement;

means an online system that mimics the “guidance of an expert”, by providing
information, guidance, tools and options depending on the factors specific to a user’s
dispute, for the Tribunal Transformation Initiative;

means the first level in a hierarchy of support groups involved in the resolution of
Incidents with the First-line Support containing the least specialist skills or least
amount of time or other resources and providing initial support interaction with users;

means for the applicable party, the representative set out in Schedule H (Contracts and
Addresses for Notices) for this level (including the representative’s authorized
delegate), as the party may change from time to time by prior written notice to the
other; )

means the first use by the Province of the software Deliverable to process live data in
the designated production environment;

means Her Majesty the Queen in right of the Province of British Columbia;

means this Agreement between the Government and the Contractor, as may be
amended and novated from time to time, where references to the “Province” mean to
the Government and not, when incorporated into a Tribunal Agreement, the Client
that is the party to the Tribunal Agreement;

means all municipalities in the Greater Vancouver Regional District, excluding Bowen
Island, Lions Bay, Electoral District A, Maple Ridge, Langley and Langley DM;

means the core municipalities adjacent to the City of Victoria, including Victoria,
Saanich, Esquimalt and Oak Bay;

means an unplanned interruption or reduction in the quality of a user’s use of any
Custom Software in the production environment or use of any other part of the Expert
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“Included Specifications”

“Incorporated Material”

“In-house Resources”

“Insolvency Event”

“Intellectual Property Rights”

“Justice”

“Knowledge Transfer Period”

TTI PSA (RFP No. AG-JSB-73114)

System or Dispute Resolution Suite for the Tribunal Transformation Initiative
{excluding the Province’s Systems that are supported by the respective System
providers to the Province or their authorized designates), including failure of a
configuration item that has not yet impacted such use;

means the specifications described in Schedule I {Included Specifications);

means any material in existence prior to the start of the Term or developed
independently of this Agreement that is incorporated or embedded in the Produced
Material by the Contractor or a Subcontractor;

means, with respect to any Client, the in-house human resources of that Client, other
Clients, the Province and the Government;

means any of the following:
a. an order is made, a resolutién is passed or a petition is filed, for the Contractor’s
liquidation or winding up;

b. the Contractor commits an act of bankruptcy, makes an assignment for the benefit
of the Contractor’s creditors or otherwise acknowledges the Contractor’s

insolvency;

¢. a bankruptcy petitidn is filed or presented against the Contractor or a proposal
under the Bankruptcy and Insolvency Act (Canada) is made by the Contractor;

d. acompromise or arrangement is proposed in respect of the Contractor under the
Companies’ Creditors Arrangement Act (Canada);

e. areceiver or receiver-manager is appointed for any of the Contractor’s property;
p

f. the Contractor ceases, in the reasonable opinion of the Province, to carry on
business as a going concern;

- g. the Contractor takes advantage of any legislation for protecting debtors from

creditors; or

h. where the Contractor is a partnership, any step is taken to dissolve the
partnership;

means all intellectual property rights of any kind, whether or not registered or
registerable or pending application, in Canada or elsewhere, now or hereafter in effect,
and all their tangible embodiments and derivative works, including rights.in copyright,
the benefit of any waivers of moral rights, database rights, integrated circuit
topography rights, mask works, semi-conductor chip protection, trademarks, trade
names, service marks, domain names, URLs, patents, plant breeders’ rights, industrial
designs, design patents and trade secrets;

means the Ministry of Justice of the Government, as may from time to time be
renamed or continued or such other part of the Government or government
organization to which the administration of this Agreement is moved or transferred
through machinery of government changes;

means the period commencing on the end of the Term (or such earlier date agreed in
the last approved Knowledge Transfer Plan) and ending 90 days after the end of the
Term (which may be extended if the parties agree in writing);
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“Knowledge Transfer Plan”

“Lead Role”

“Licensed Software”

“Material”
“New Source Code”

“No Extra Charge”

“Non-material Supplier”

”n

“Normal Working Hours

“Open Source Code”

“Personal Information”
“Priority”
“Problem”

“Produced Material”

TTI PSA (RFP No. AG-JSB-73114)

has the meaning set out in section 87 of this Agreement;

means a Role described as a Lead Role in Schedule C (Roles, Approved Services
Workers, Subcontractors and Locations);

means any third-party software and related documentation in existence prior to the
start of the Term or developed. independently of the Contractor’s Agreements,
whether or not Incorporated Material, including any Open Source Code;

means the Produced Material and the Received Material;
means all source code for Custom Software;

means the specified Service or requirement is, depending on whether it relates to
Services being provided at time and expenses or fixed price, either:

a. to be provided at the hourly rates set out for the related time and expenses
Services, without extra charge as an expense; or

b. deemed included in the fixed price for the related fixed price Services, without
increase or extra charge as a consequence. ,

means an Affiliate, PwC Firm or unrelated third party to the Contractor supplying non-
material, ordinary course goods or services that has no access to any Personal
Information, Province facilities, Province Systems, Received Material or Province
confidential information under this Agreement, and no role in producing or providing
Produced Material or performing any Services;

means 0830 to 1630 hours Pacific time on a Business Day;

means any computer code licensed or distributed:

a. as “open source”, “freeware” or “free software”, but excluding public domain
software; or

b. under any terms and conditions that require that any computer code.distributed
with, derived from, consisting of, embedding or incorporating such computer
code:

i.  be made accessible or distributed in source code form to others;
ii. be licensed to others for the purpose of making derivative works;

iii. be licensed to others under terms that allow reverse engineering, reverse
assembly or disassembly or other study for any purpose; or

iv.  be redistributable to others at no charge;
has the meaning given in the Privacy Protection Schedule; (
means the category used to identify the relative importance oif an Incident or Problem
means a cause of one or hore Incidents;
means records, software (including New Source Code) and other material, whether

complete or not, that, as a result of this Agreement, are produced or provided by the
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“Proposal”
“Province”

“Province’s Systems”
“PwC Firm”

“PwC Firm Subcontractor”

“Received Material”

MRFPII

I(RO'e”

“Root Cause Analysis”

“Salesforce”

“Salesforce.com”

“Second-line Support”

“Second Management Level”

“Service Desk”

“Service Level”

TT! PSA (RFP No. AG-JSB-73114)

Contractor or a Subcontractor and includes the Incorporated Material but excludes the

Contractor Non-incorporated Material;
has the meaning set out in recital B;

means Her Majesty the Queen in right of the Province of British Columbia;

includes Systems of third parties that the Province makes available to the Contractor
and, for greater clarity, includes the Designated PaaS;

means a member firm of the global  network of separate and
independent PricewaterhouseCoopers firms, excluding the Contractor;

means a Subcontractor that is a PwC Firm;

means records, software and other material, whether complete or not, that, as a result
of this Agreement, are received by the Contractor or a Subcontractor from the
Province or any other person, including the Government;

has the meaning set out in recital A;

means a role. described in Schedule C (Roles, Approved Services Workers,
Subcontractors and Locations) required to be filled by a Services Worker having the
responsibilities and attributes in terms of skills, experience and qualifications if any

~described in that Schedule or otherwise agreed;

means the analysis identifying the root cause of particular Incidents, Problems, missed
Service Level Targets or other service failures and developing a solution or remediation
plan to prevent or resolve such Incidents, Problems, missed Service Levels or service

failures in the future;
means in relation to Salesforce.com;

means Salesforce.com Canada Corporation (howsoever capitalized, including any
successors) and any entity which directly or indirectly controls, is controlied by, or is
under common control with Salesforce.com Canada Corporation where “control”
means direct or indirect ownership or control of more than 50% of the voting interests

of the subject entity;

means the second level in a hierarchy of support groups involved in the resolution of
Incidents and investigation of Problems; i '

means for the applicable party, the representative set out in Schedule H (Contacts and
Addresses for Notices) for this level (including the representative’s authorized
delegate), as the party may change from time to time by prior written notice to the

other;

means the Contractor’s point of contact fof Service Requests set out in Schedule H
(Contacts and Addresses for Notices), as the Contractor may change from time to time
by prior written notice to the Province;

means the measured and reported achievement against the applicable Service Level
Target;
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“Service Level Target”

“Service Request”

“Services”

2

“Services Worker

“Specifications”

“Standby Service”

“Statement of Work” or “SOW”

“Subcontractor”

"Systerhs"

“Term”

“Third-line Support”

Ill

“Third Management Leve

“Tribunal”

TTI PSA (RFP No. AG-JSB-73114)

means the specific, ‘measurable and achievable target for a specific Service set out in
Schedule J or the applicable SOW based on the Province’s requirements for the Service
to meet its business objectives; '

means an Incident ticket, service order, work order or other authorization, however
named, by the Province, for specified Services to be provided, as may be modified by

the Province;

means the services described as within scope in Schedule B (Services) that may be or
are (as the context allows) requested under this Agreement under this Agreement,

has the meaning set out in Schedule G (Security Schedule);

means, as applicable to the nature of the Deliverable:

a. Included Specifications;

b. additional specifications described or referenced in the SOW, whether internal or
external, including technical design, functional, operating and performance
requirements, and standards; and

c. thestandards set out in sections 47.a, b, d and e of this Agreement;

means the as, if and when requested service provided by a specified Services Worker
in a specified Role for a specified period of time for standing by at a specified
telephone number to be immediately available to commence the provision of Services
in case contacted directly by the Province;

means a binding SOW entered into in accordance with section 34 in writing, as
modified by Change Order if any;

means a person under this Agreement agreed to or deemed to be agreed to by the
Province in Schedule C (Roles, Approved Services Workers, Subcontractors and
Locations) to perform any or any specified obligations under this Agreement, whether
a.PwC Firm or an Affiliate of the Contractor or as the Contractor’s direct or indirect"
subcontractor or supplier, subject to any contrary intention in a SOW, but excluding a

Non-material Supplier;
has the meaning set out in Schedule G (Security Schedule);

means the term of this Agreement described in section 8 of this Agreement (including
any renewal);

means the third level in a hierarchy of support groups involved in the resolution of
Incidents and investigation of Problems, which is the level most likely to involve co-
ordination with the Designated Paa$ provider;

means for the applicable party, the representative set out in Schedule H (Contacts and
Addresses for Notices) for this level (including the representative’s authorized
delegate), as the party may change from time to time by prior written notice to the

other;

means a tribunal, howsoever named, established or continued under an Act of the |
province of British Columbia;
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“Tribunal Agreement”

“Tribunal Transformation
Initiative”

“Warranty Period”

“Working Papers”

“WorkSafeBC”

TTI PSA (RFP No. AG-JSB-73114)

has the meaning given in section 13 of the Government’s Agreement;

means the Province’s initiative to invest in user-focused dispute resolution

processes and technology supports to enable Tribunals to cut costs, complexity, and
delay for Tribunal users as referred to in the RFP and discussed in the Government of
British Columbia, Ministry of Justice, White Paper on Justice Reform, Part Two: A
Timely, Balanced, Justice System, at pages 11 and 12, as may be accessed at
http://www.justicebe.ca/shared/pdfs/WhitePaperTwo.pdf;

means for:
a. Deliverables having Acceptance Criteria, the first 90 days after Acceptance; and

b. all other Deliverables, the first 90 days after completion of the related Service
Request or delivery, as applicable;

mean the internal records prepared by the Contractor, at the Contractor’s expense, to
evidence the Services performed, strictly as required to remain in compliance with the
applicable rules of professional conduct of the provincial institutes of chartered
accounts, the Ordre des CPA du Quebec and/or other professional regulations,
standards or guidelines binding the Contractor and for no other purpose;

means the workers’ compensation board continued under the Workers’ Compensation
Act (British Columbia).
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SCHEDULE B — SERVICES

WITHIN SCOPE

Services

1. The following are Services within scope on an as, if and when requested basis:

a.
b.

f.

8:

Consulting Services;

Development Services;

Application Management Services;
Commercialization Feasibility Services; .
transition services; ‘
knowledge transfer services; and

incidental services to any of the foregoing as described in this Agreement,

each as more particularly described in this Agreement, including this Schedule.

Consulting Services
2. Clients may request any “Consulting Services”, which are consulting services in support of the Tribunal Transformation

Initiative, including:

a.
b.

e.

f.

project management;
business analysis;
business architecture;
change management;
user experience; and

service, process and solution design.

- 3. Some examples of Deliverables for Consulting Services that a Client may request are engagements with In-house
Resources and other suppliers of the Province to facilitate discussions on transformation potential, cost profiles,
process efficiencies, user experience, or service, process and solution design, and using business architecture or other
approaches to capture, confirm and quantify the results of such engagements.

Development Services .
4. Clients may request any “Development Services”, which are services for and in relation to the development of Custom
Software in support of the Tribunal Transformation Initiative in relation to the Designated Paa$, including:

a. solution architecture;
b. platform architecture;
c. data architecture;
d. user int‘erface design;
e. front-end development;
f.  back end development;
g. declarative development;
h. quality assurance; and
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i. technical support training;
j- user training;
k. production support of Custom Software during Normal Working Hours;

I. support for deployment of code releases and implementation support outside of Normal Working Hours;

m. Standby Service.

5. Some examples of Deliverables for Development Services that a Client may request for specific projects are project
plans for approval, Custom Software and related Documentation. A

Application Management Services
6. Clients may request any “Application Management Services”, which are support and maintenance services in support
of the Tribunal Transformation Initiative, including:

a. any and all activities associated with the full and optimal functionality of the Expert System, Dispute Resolution
Suite and Custom Software during or outside of Normal Working Hours, including:

i. fixes, which may include, as applicable to the Incident or Problem:
ii. providing proposals for specific fixes;
iii. programming, testing and migrating fixes to the appropriate test instance;

iv. migrating fixes through the development test and production environments with In-house Resources or the
Province’s other suppliers as may be instructed;

v.- documenting fixes; and
vi. monitoring and supporting the change to production;
vii. code management;

viii. monitoring and analysis of the Expert System, Dlspute Resolution Suite and Custom Software and the
Designated Paa$; and

b. Standby Service.

7. Some examples of Deliverables for Application Management Services that a Client may request are proposals for fixes,
Custom Software and related Documentation.

Commercialization Feasibility Services
8. Only Justice may request “Commercialization Feasibility Services”, which are services with respect to:

a. determining and advising on the marketability to other jurisdictions of either or both the Expert System and
Dispute Resolution Suite; and :

b. advising on a reusability strategy and architectural practices to make the commercialization of either or both
the Expert System and Dispute Resolution Suite. ‘

OUTSIDE SCOPE

9. Any commercialization of either or both the Expert System and Dispute Resolution is outside the scope of the Services
and requires a separate agreement as more particularly described in sections 161 and 162 of this Agreement.

- 10. Commercialization Feasibility Services are outside the scope of a Tribunal Agreement.
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SCHEDULE C — ROLES, APPROVED SERVICE WORKERS, SUBCONTRACTORS AND LOCATIONS

LEAD ROLES :
The Lead Roles and their primary responsibilities and attributes in terms of skills, experience and qualifications

(“Competencies”) are as follows:

1.

Lead Role

Engagement
Manager

Responsibilities

statement of work negotiation, issue
and relationship management, with
overall accountability for the
Services and authority to make
decisions on Contractor’s behalf

Competencies

¢ five or more years’ experience delivering project
oversight, issue resolution, and client relationship
management

Solution
Architect &
Delivery Lead

providing solution clarity, project
leadership, oversight and who has a
proven capability to create design
clarity, and motivate the team to
meet the high expectations of the
Client as articulated in conceptual
designs

e five or more years’ experience designing, leading,
communicating and succeeding in developing
effective business solutions; and

e recent experience designing software solutions with
public sector

Lead Salesforce
Architect

providing technical direction, senior
Salesforce expertise and review of
technical deliverables

e Salesforce.com developer certification;

e experience in commercialization of software and
Salesforce.com best practices, and Salesforce
AppExchange requirements; and

e five or more years’ experience in senior technical roles
on application development projects

Lead
Management
Consultant

engaging with business areas to
discuss transformation potential, .
cost profiles and process efficiencies,
using business architecture and
other approaches

e five or more years’ experience in senior management
consulting roles, specifically in a public sector
environment including:

o Facilitating stakeholder meetings under stressful
circumstances;

o cost modelling;
o outcome evaluation; and
o business process design and architecture

Lead Integration
Specialist

providing technical expertise on
integrating with Government’s
corporate systems, such as IDIR,
BCelD, BCExpressPay, etc.

e 5 years five or more years’ experience in senior
technical consulting roles, specifically in a public
sector environment including, recent experience
integrating with: ‘ :

o BCExpressPay;
o IDIR;

o BCelD; and

o CA SiteMinder

Lead Saleéforce
UI/UX Designer

designing application usability and
mobile responsiveness

e five or more years’ experience in senior Ul/UX
Designer roles on Salesforce.com application
development projects
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Lead Salesforce
Front End
Developer

developing custom web components
utilizing Visualforce, HTML, CSS,
JavaScript and JQuery libraries

e five or more years’ experience in senior Lead
Salesforce Front End Developer development projects
utilizing Visualforce, HTML, CSS, JavaScript and JQuery
libraries

o Salesforce.com developer certification

Lead Salesforce
Backend
Developer

developing the application, required
web services, and data layer,
including APEX controllers, batch
jobs and triggers

e five or more years’ experience in senior Lead
Salesforce Backend Developer Salesforce.com
development projects roles, including developing the
application, required web services, and data layer,
including APEX controllers, batch jobs and triggers;

e Salesforce.com developer certification; and

e Java programming experience, and training.

Lead Salesforce
Data Architect

providing data direction and review
of associated deliverables

¢ five or more years’ experience in senior data
architecture roles on Salesforce.com application -
development projects '

Lead Salesforce
Declarative
Developer

developing and configuring objects
and fields, workflow, security,
reports and dashboard in Force.com
via the native report and dashboard
builder

o five or more years’ experience in senior Lead
Salesforce Backend Developer Salesforce.com
development projects, including developing and
configure objects and fields, workflow, security,
reports and dashboard in Force.com via the native
report and dashboard builder; and

e Salesforce.com developer certification.

Lead Salesforce
Quality
Assurance

testing and reviewing application
development and defects created,
providing sign-off for release to
production

o five or more years’ experience in senior Lead
Salesforce Quality Assurance roles on Salesforce.com
development projects

Lead Project
Manager

managing tasks, schedule, budgets
and issues as they arise

o five or more years’ experience in senior Lead Project
Manager roles on agile Salesforce.com development
projects;

e Experience working in the Public Sector; and

® A project management designation

Lead Business
Analyst

developing and reviewing
requirements, workflows, user
stories and acceptance criteria

o five or more years’ experience in senior Lead Business
Analyst roles on Salesforce.com.development projects

NON-LEAD ROLES : ‘
The Roles, other than Lead Roles, and their general responsibilities and attributes in terms of skills, experience and

qualifications (“Competencies”) are as follows:

2.

Non-Lead Role

Designer .

Salesforce UI/UX

Responsibilities

‘Competencies

Salesforce
Architect

Data
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Management
Consultant

Salesforce Front
End Developer

Salesforce
Declarative
Developer

Project Manager

Salesforce  Back
End Developer

Salesforce
Quality
Assurance

Business Analyst

SERVICE WORKERS FILLING LEAD ROLES AND THEIR GEOGRAPHIC WORK LOCATION
3. Unless the Province otherwise consents in writing, no more than one Services Worker may be in any Lead Role and no
Services Worker may be in more than one Lead Role, except that the Services Worker filling the Engagement Manager

Lead Role may be in another Lead Role.

4. The following Lead Roles are filled by the following Services Workers, who are employees of the Contractor unless
otherwise noted and are based in Greater Vancouver or Greater Victoria as set out below:

Lead Role Name of Services Worker : Greater

Engagement Manager

Gert du Preez

Vancouver
(“van”) or
Greater
Victoria
(llvicll)

Solution Architect & Delivery Lead

Mike Harlow

Lead Salesforce Architect

Matt Francis

Lead Managerment Consultant Kyle Stamm
Lead Integration Specialist Dan Wolfe
Lead Salesforce Ul/UX Designer Trinity Wolfe Van
Lead Salesforce Front End Developer Jan Julian Van
Lead Salesforce Backend Developer Davie Ching Van
Lead Salesforce Data Architect Auto Germans Van
Lead Salesforce Declarative Developer Jeff Summers Van
Lead Salesforce Quality Assurance Ravi Dudeja Van
Lead Project Manager Rebecca Young
Lead Business Analyst Sanjoy Joseph
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WORK LOCATIONS IN GREATER VICTORIA OR GREATER VANCOUVER

5.

Services Workers filling Roles will be based in either or both Greater Victoria or Greater Vancouver at the following
work locations unless otherwise stated in section 6, which are the Contractor’s “Facilities” within the meaning of

Schedule G (Security Schedule):
a. 250 Howe Street, Vancouver;

b. 525 Fort Street, Victoria.

SUBCONTRACTORS AND ADDITIONAL WORK LOCATIONS

The following persons are Subcontractors of the Contractor that may perform any obligations of the Contractor under

6.
this Agreement in relation to Services provided by Services Workers in the following Roles at the work locations in
section 5, unless otherwise set out below or agreed in writing:
Subcontractor Roles Work Locations
Belmar Consulting Group Inc., a company | Software development services and | #204, 3185
registered in British Columbia related roles. Willingdon  Green,
‘ Burnaby, BC V5G
4P3
Procom Consultants Group Ltd., a company | PwC Canada's preferred supplier and
extraterritorially registered in British Columbia, | processor of independent professional
subcontracting to Subcontractors: services contractors.
Hewlett-Packard (Canada) Co., a company | Software development services and
extraterritorially registered in British Columbia | related roles.
Hive One Collaborative Systems Ltd, a company | Software - development services and
registered in British Columbia related roles. ’
PwC Firm Subcontractor ‘ ' Roles Work Locations
PricewaterhouseCoopers LLP, a Delaware | Software development services and
limited liability partnership related roles. ‘
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SCHEDULE D — FEES AND EXPENSES

1. MAXIMUM AMOUNT PAYABLE:

Maximum Amount: Despite sections 2 and 3 of this Schedule, the maximum amount which the Province is obliged to

pay to the Contractor for fees and expenses under this Agreement (exclusive of any applicable taxes described in
section 120.c of this Agreement) in respect of any SOW shall be as set out in that SOW in accordance with section ¢ or

b of this Agreement as applicable.

Prohibited Charging: Despite sections 2 and 3 of this Schedule, the Contractor will not be entitled to charge fees and
expenses, or to payment, for those Services the Agreement requires to be provided at no charge to the Province.

2. FEES:

Services at Time and Expenses: Fees when the Contractor provides the Services on a time and expenses basis as
agreed in a SOW will be at the applicable rates per hour by Role for the period and work location of Services Worker
as set out in Appendix 1 to this Schedule or the SOW in accordance with section 102 of this Agreement, billable in the

increments specified in that Appendix as the “Billing Increment” .-
As stipulated in the RFP, the overtime rate shall be the same as the hourly rate during Normal Working Hours.

As stipulated in the RFP, fees when the Contractor provides Standby Service under a SOW will be at 25% of the rate
per hour that would otherwise be applicable under this Agreement for the Role and work location of the specified
Services Worker standing by, provided that no fee will be billable or payable if the Services Worker is unable to be
contacted or unavailable to commence the provision of Services when requested by the Province. if and when
Services actually commence by the Services Worker on standby as requested by the Province, the non-discounted

hourly rate will apply.

Services at Fixed Price: Fees when the Contractor provides the Services on a fixed price basis as agreed in a SOW will
be as set out in the SOW.

3. EXPENSES:

Expenses: When the applicable SOW provides for time and expenses pricing or a fixed price that expressly excludes
such expenses from the fixed price, the following expenses may be allowable expenses, but only if supported by

receipt (except where not required by the Province):

a. travel, accommodation and meal expenses, for travel pre-approved by the Client greater than 32 kilometers away
from the Contractor’s work location for the Services Worker in Greater Victoria or Greater Vancouver, provided
that travel is not to the other area (i.e., not between Greater Victoria and Greater Vancouver), on the same basis
as the Province pays its Group | employees when they are on travel status (as may be accessed from the website
of the BC Public Service Agency at
http://www.bcpublicserviceagency.gov.bc.ca/policy/down/Appendix_1_Travel Allowances.pdf);

b. any additional security requirements for Services Workers stipulated in the SOW by the Client under section 4 of
Schedule G (Security Schedule),

excluding goods and services tax (“GST”) or other applicable tax paid or payable by the Contractor on expenses
described above in this section to the extent that the Contractor is entitled to claim credits (including GST mput tax
credits), rebates, refunds, or remissions of the tax from the relevant taxation authorities.

4. STATEMENTS OF ACCOUNT:

To obtain payment of any fees and expenses under this Agreement, the Contractor must deliver to the Client specified
in the SOW, a written statement of account in a form and format satisfactory to the Province:
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a. fortime and expenses Services, monthly for Services provided in the previous monthly billing period
commencing on the 1st of each month, or as otherwise set out in the applicable SOW; and

~ b. for fixed price Services, the time specified in the SOW.

Each statement of account must set out:

a. the Contractor’s legal name and address;

b. the date of the statement, and, if applicable, the billing period to which the statement pertains;

c. the Contractor’s calculation of all fees claimed for the billing period, including a declaration:

i. in the case of time and expenses Services, all hours worked and on which dates, by Role and by Services
‘Worker, on which Services or Deliverables, for the billing period, and

fi. in the case of fixed price Services, the Services and the Services perlod or milestone completed or
Acceptance of Deliverables as contemplated by the SOW, and

iii. as applicable to the calculation, a description of the applicable rate or fixed price;

d. -a chronological listing, in reasonable detail, of any allowable expenses claimed by the Contractor with receipts
attached, if applicable, and, if the Contractor is claiming reimbursement of any goods and services tax (“GST”) or
other applicable taxes paid or payable by the Contractor in relation to those expenses, a description of any
credits, rebates, refunds or remissions the Contractor is entitled to from the relevant taxation authorities in
relation to those taxes;

e. the Contractor’s calculation of any applicable taxes payable by the Province in relation to the Services;

f. adescription of this Agreement (for example, the Province’s Ministry Contract Number) and the SOW number to

which the statement relates;

the Contractor’s statement number for identification;

itemization of non-billable hours worked during the billing period, including Role and on which Services or

Deliverables (for example, Engagement Manager services, or warranty service on which Deliverable); and

i.  any other billing information reasonably requested by the Province.

=@

5.  PAYMENTS DUE:

Payments Due: Within 30 days of the Province’s receipt of the Contractor’s written statement of account delivered
in accordance with this Schedule, the Province must pay the Contractor the fees and expenses (plus all applicable
taxes), claimed in the statement if they are in accordance with this Schedule. Statements of account or contract
invoices offering an early payment discount may be paid by the Province as required to obtain the discount.

Payments Subject to Hold back: Subject to section 126 (Withholding of amounts) of this Agreement, the Province
may hold back from any payment due to the Contractor:
- the amount specified (if any) in a SOW until the completion of Warranty Period support or as otherwise specified
in the SOW; and

b. final payment and release of final hold back until the Contractor has delivered the documents referred to in
section 156 (Matters respecting intellectual property) of this Agreement
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SCHEDULE D - Appendix 1 — Hourly Rates

Billing Increment: 15 minutes, or fraction thereof.

Hourly Rates by Role during the specified period of the Term and, if different, by the Services Worker’s work location base
in Greater Victoria or Greater Vancouver:

Contract Signing= . April 12016 —March 31 = April 1 2017 — March 31

- March 31 2016 All- | 2017 All-inclusive Hourly 12018 All-inclusive Houﬂy 7
rly Rate ; Rate ’ : ' Rate
Vahcnive - .

Solution Architect & Delivery

Lead $170.00 $170.00 $174.25 $174.25 $178.61 $178.61
Lead Salesforce Architect $250.00 ° $250.00 $250.00 $250.00 $250.00 $250.00
Lead Management Consultant $160.00 $160.00 $164.00 $164.00 $168.10 $168.10
Lead Integration Specialist $165.00 $165.00 $169.13 $169.13 $173.35 $173.35

Lead Salesforce Data Architect $250.00 $250.00 $250.00 $250.00 $250.00 $250.00
Lead Salesforce UI/UX Designer $175.00 $175.00 $175.00 $175.00 $175.00 $175.00

Lead Salesforce Front End $17500 | $17500 | $179.38 | $179.38 | $183.86 | $183.86
Developer
Lead Salesforce Backend $17500 | $17500 | $179.38 $179.38 $183.86 $183.86
Developer ,
Lead Salesforce Declarative

" Developer - $175.00 $175.00 $179.38 $179.38 $183.86 $183.86
Lead Salesforce Quality
Assurance $220.00 $220.00 $225.50 $225.50 $231.13 $231.13
Lead Project Manager $185.00 $185.00 $189.63 $189.63 $194.37 $194.37
Lead Business Analyst $185.00 $185.00 $189.63 $189.63 $194.37 | $194.37
Management Consultant $160.00 $160.00 $164.00 $164.00 $168.10 $168.10
Project Manager i $135.00 $135.00 $138.38 $138.38 $141.83 $141.83

Business Analyst (also known as . ~
Systems Analyst) $130.00 $130.00 $133.25 $133.25 $136.58 $136.58

Salesforce Data Architect $150.00 $150.00 $153.75 $153.75 - $157.59 $157.59
Salesforce Ul/UX Designer . $135.00 $135.00 $138.38 $138.38 $141.83 $141.83
Salesforce Front End Developer $130.00 $130.00 $133.25 $133.25 $136.58 $136.58
Salesforce Back End Developer $130.00 $130.00 $133.25 $133.25 $136.58 $136.58
Salesforce Declarative

Developer $135.00 $135.00 $138.38 $138.38 $141.83 $141.83
Salesforce Quality Assurance $135.00 $135.00 $138.38 $138.38 $141.83 $141.83

The hourly rates in effect immediately before the expiry of the then current Term of the Agreement will continue to apply
to Services based on time and expenses under any SOWs that survive such Term, unless otherwise agreed in a renewal of

this Agreement that follows that Term.
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SCHEDULE E — INSURANCE

1. The Contractor must, without limiting the Contractor's obligétion or liabilities and at the Contractor's own expense,
purchase and maintain throughout the Term and the terms of any SOWSs that extend longer than the Term the
following insurances with insurers licensed in Canada in forms and amounts acceptable to the Province:

(a) Commercial General Liability in an amount not less than $2,000,000 inclusive per occurrence against bodily
injury, personal injury and property damage and including liability assumed under this Agreement and this
insurance must:

(i) include the Province as an additional insured,

(i) be endorsed to provide the Province with 30 days advance written notice of cancellation or material .
change, and

(iii)  include a cross liability clause; and

(b) Professional Errors and Omissions Liability insuring the Contractor’s liability resulting from errors -or
omissions in the performance of the Services in an amount per occurrence, and in the aggregate, not less

than $2,000,000.

2. All insurance described in section 1 of this Schedule must:
(a) be primary; and

(b) not require the sharing of any loss by any insurer of the Province.

3. The Contractor must provide the Province with evidence of all required insurance as follows:

(a) within 10 Business Days of commencement of the Services, the Contractor must provide to the Province
evidence of all required insurance in the form of a completed Province of British Columbia Certificate of

Insurance;

(b) if any required insurance policy expires before the end of the Term and the terms of any SOWs that extend
longer than the Term, the Contractor must provide, within 10 Business Days of the policy’s expiration,
evidence of a new or renewal policy meeting the requirements of the expired insurance in the form of a
completed Province of British Columbia Certificate of Insurance; and

(c) despite paragraph (a) or {b) above, if requested by the Province at any time, the Contractor must, subject to
Contractor’s compliance with confidentiality obligations in the subject insurance policies, make accessible
to the Province certified copies of the required insurance policies. The parties acknowledge and agree that
the certified copies of the required insurance policies represent commercial information about Contractor
that is being made accessible in confidence and the disclosure of such information could reasonably be
expected to result in undue financial loss to Contractor, significantly harm the competitive position of
Contractor and/or result in similar information no longer being supplied to a public body.

4, Despite section 1(b) of this Schedule, if in the Province’s sole discretion, the Province has approved in writing
either a fronted self-insurance program or a duly licensed captive insurer as an alternative to the Professional
Liability Insurance requirement set out in section 1{b) of this Schedule, then the Contractor must maintain
throughout the Term that alternative in accordance with the terms of the approval.

5. Unless otherwise agreed by the Province in writing when approving a proposed subcontractor, the Contractor will
ensure all Subcontractors under this Agreement carry equivalent types and amounts of insurance as required of

the Contractor under this Agreement.

TTI PSA (RFP No. AG-JSB-73114) Schedule E Page 205
’ JAG-2014-01511-2




SCHEDULE F - PRIVACY PROTECTION SCHEDULE

Definitions
1. In this Schedule,
“access” means disclosure by the provision of access;
“Act” means the Freedom of Information and Protection of Privacy Act;
“contact information” means information to enable an individual at a place of business to be contacted and

includes the name, position name or title, business telephone number, business
address, business email or business fax number of the individual; and

’ means - recorded information about an identifiable individual, other than contact
information, collected or created by the Contractor as a result of the Agreement or any
previous agreement between the Province and the Contractor dealing with the same
subject matter as the Agreement but excluding any such information that, if this
Schedule did not apply to it, would not be under the “control of a public body” within

the meaning of the Act.

“personal information’

Purpose

2. The purpose of this Schedule is to:

(a) enable the Province to comply with the Province's statutory obligations under the Act with respect to
personal information; and

(b) ensure that, as a service provider, the Contractor is aware of and complies with the Contractor's statutory
obligations under the Act with respect to personal information.

Collection of personal information

3. Unless the Agreement otherwise specifies or the Province otherwise directs in writing, the Contractor may only
collect or create personal information that is necessary for the performance of the Contractor’s obligations, or the

exercise of the Contractor’s rights, under the Agreement.

4, Unless the Agreement otherwise specifies or the Province otherwise directs in writing, the Contractor must collect
. personal information directly from the individual the information is about. '

5. Unless the Agreement otherwise specifies or the Province otherwise directs in writing, the Contractor must tell an
individual from whom the Contractor collects personal information:
(a)  the purpose for collecting it;

(b)  the legal authority for collecting it; and

(¢}  “the title, business address and business telephone number of the person designated by the Province to
answer questions about the Contractor’s collection of personal information. )

Accuracy of personal information

" 6. The Contractor must make every reasonable effort to ensure the accuracy and completeness of any personal
information to be used by the Contractor or the Province to make a decision that directly affects the individual the

information is about.

" . TTI PSA (RFP No. AG-JSB-73114) Schedule F ’ Page 206 1
JAG-2014-01511-2



Requests for access to personal information

7. If the Contractor receives a request for access to personal information from a person other than the Province, the
Contractor must promptly advise the person to make the request to the Province unless the Agreement expressly
requires the Contractor to provide such access and, if the Province has advised the Contractor of the name or title
and contact information of an official of the Province to whom such requests are to be made, the Contractor must
also promptly provide that official’s name or title and contact information to the person making the request.

Correction of personal information

8. Within 5 business days of receiving a written direction from the Province to correct or annotate any personal
information, the Contractor must annotate or correct the information in accordance with the direction.

9. When issuing a written direction under section 8, the Province must advise the Contractor of the date the
correction request to which the direction relates was received by the Province in order that the Contractor may

comply with section 10.

10.  Within 5 business days of correcting or annotating any personal information under section 8, the Contractor must
provide the corrected or annotated information to any party to whom, within one year prior to the qate the
correction request was made to the Province, the Contractor disclosed the information being corrected or

annotated.

11.  If the Contractor receives a request for correction of personal information from a person other than the Province,
the Contractor must promptly advise the person to make the request to the Province and, if the Province has
advised the Contractor of the name or title and contact information of an official of the Province to whom such
requests are to be made, the Contractor must also promptly provide that official’s name or title and contact

information to the person making the request.

Protection of personal information

12.  The Contractor must protect personal information by making reasonable security arrangements against such risks
as unauthorized access, collection, use, disclosure or disposal, including any expressly set out in the Agreement.

Storage and access to personal information

13.  Unless the Province otherwise directs in writing, the Contractor must not store personal information outside
Canada or permit access to personal information from outside Canada.

Retention of personal information

14.  Unless the Agreement otherwise specifies, the Contractor must retain personal information until directed by the
Provinee in writing to dispose of it or deliver it as specified in the direction.

Use of personal information

15. Unless the Province otherwise directs in writing, the Contractor may only use personal information if that use is for
the performance of the Contractor’s obligations, or the exercise of the Contractor’s rights, under the Agreement.

Disclosure of personal information

16.  Unless the Province otherwise directs in writing, the Contractor may only disclose personal information inside
Canada to any person other than the Province if the disclosure is for the performance of the Contractor’s
obligations, or the exercise of the Contractor’s rights, under the Agreement.

17. Unless the Agreement otherwise specifies or the Province otherwise directs in writing, the Contractor must not
disclose personal information outside Canada.
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Notice of foreign demands for disclosure
18.  In addition to any obligation the Contractor may have to provide the notification contemplated by section 30.2 of

the Act, if in relation to personal information in the custody or under the control of the Contractor, the Contractor:

(a) receives a foreign demand for disclosure;

(b) receives a request to disclose, produce or provide access that the Contractor knows or has reason to
suspect is for the purpose of responding to a foreign demand for disclosure; or

(c) has reason to suspect that an unauthorized disclosure of personal information has occurred in response to a
foreign demand for disclosure

the Contractor must immediately notify the Province and, in so doing, provide the information described in section

30.2(3) of the Act. In this section, the phrases “foreign demand for disclosure” and “unauthorized disclosure of

personal information” will bear the same meanings as in section 30.2 of the Act.

Notice of unauthorized disclosure

19. In addition to any obligation the Contractor may have to provide the notification contemplated by section 30.5 of
the Act, if the Contractor knows that there has been an unauthorized disclosure of personal information in the
custody or under the control of the Contractor, the Contractor must immediately notify the Province. In this
section, the phrase “unauthorized disclosure of personal information” will bear the same meaning as in section

30.5 of the Act.

Inspection of personal information
20. In addition to any other rights of inspection the Province may have under the Agreement or under statute, the

Province may, at any reasonable time and on reasonable notice to the Contractor, enter on the Contractor’s
premises to inspect any personal information in the possession of the Contractor or any of the Contractor’s
information management policies or practices relevant to the Contractor's management of personal information
or the Contractor's compliance with this Schedule and the Contractor must permit, and provide reasonable
assistance to, any such inspection. The Province agrees to comply with all reasonable security policies and
procedures of the Contractor applicable to visitors while on the Contractor’s premises and disclosed to the
Province that do not unreasonably interfere with the conduct of the Province’s rights under this section.

Compliance with the Act and directions
21.  The Contractor must in relation to personal information comply with:
' (a) the requirements of the Act applicable to the Contractor as a service provider, including any applicable
order of the commissioner under the Act; and

(b)  any direction given by the Province under this Schedule.

22.  The Contractor acknowledges that it is familiar with the requirements of the Act governing personal information
that are applicable to it as a service provider. '

Notice of non-compliance

23.  Iffor any reason the Contractor does not comply, or anticipates that it will be unable to comply, with a provision in
this Schedule in any respect, the Contractor must promptly notify the Province of the particulars of the non-
compliance or anticipated non-compliance and what steps it proposes to take to address, or prevent recurrence of,

the non-compliance or anticipated non-compliance.

Termination of Agreement

24.  In addition to any other rights of termination which the Province may have under the Agreement or otherwise at
law, the Province may, subject to any provisions in the Agreement establishing mandatory cure periods for
defaults by the Contractor, terminate the Agreement by giving written notice of such termination to the
Contractor, upon any failure of the Contractor to comply with this Schedule in a material respect.
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Interpretation

25.
this Schedule.

26.  Any reference to the “Contractor” in this Schedule includes any subcontractor or agent retained by the Contractor
to perform obligations under the Agreement and the Contractor must ensure that any such subcontractors and
agents comply with this Schedule.

27.  The obligations of the Contractor in this Schedule will survive the termination of the Agreement.

28. If a provision of the Agreement (including any direction given by the Province under this Schedule) conflicts with a
requirement of the Act or an applicable order of the commissioner under the Act, the conflicting provision of the
Agreement (or direction) will be inoperative to the extent of the conflict.

29. The Contractor must comply with the provisions of this Schedule despite any conflicting provision of this
Agreement or, subject to section 30, the law of any jurisdiction outside Canada. ,

30.  Nothingin this Schedule requires the Contractor to contravene the law of any jurisdiction outside Canada unless
such contravention is required to comply with the Act.
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SCHEDULE G - SECURITY SCHEDULE

Definitions

1. In this Schedule, unless the context otherwise requires:

“Confidential Information” means Personal Information and information the Contractor must treat as confidential

' under this Agreement, whether or not in record form;

“Contractor’s Systems” includes Systems of third parties that the Contractor authorizes its Services Workers to
use in providing the Services (for example, the portable computing device of a Services
Worker employed by the Contractor who is authorized to use that device pursuant to
the Contractor’s work at home or bring your own device to work policy or a data
storage service used by the Contractor to back-up data);

“Facilities” means the facilities used in providing the Services, including those housing Systems
(including Systems awaiting disposal) or Confidential Information;

“Information Incident” ‘ means an unwanted or unexpected event or series of events that threaten privacy or
security of Confidential Information, including its unauthorized access, collection, use,
disclosure, alteration, storage or disposal, whether or not in record form and whether
accidental or deliberate;

“Personal Information” - has the meaning given in the Privacy Protection Schedule;

“Sensitive Information” means, whether or not in record form:

(i) Personal Information,

(ii) Confidential  Information marked or identified when disclosed as “High
Sensitivity”, “Cabinet Confidential”, “Sensitive Information” or the like, and

(iiiy  other Confidential Information (if any) specified in Appendix 2 if appended;

“Services Worker” means an .individual involved in providing the Services for or on behalf of the

Contractor, including:

(i) the Contractor or a subcontractor if an individual, or

(ii) an employee or volunteer of the Contractor or of a subcontractor; and
“Systems” means the equipment or interconnected systems or subsystems of equipment,

including software, hardware and networks, used in the acquisition, storage,
manipulation, management, movement, control, display, switching, interchange,
emission, transmission or reception of:

(i)  Confidential Information, or

(ii) information, whether or not in record form, used in providing the Services.

Schedule contains additional obligations
2. The obligations in this Schedule are in addition to other obligations in this Agreement relating to security (if any),
including in the Privacy Protection Schedule.

Services Worker confidentiality agreements
3. The Contractor must not permit a Services Worker who is an employee or volunteer of the Contractor to have
access to either Confidential Information through Systems supplied by the Services Worker or Sensitive Information
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unless the Services Worker is contractually bound to the Contractor in writing to keep that information confidential
on terms no less protective than applicable to the Contractor under this Agreement.

-Services Worker security screening

4,

The Contractor may only permit a Services Worker who is an employee, volunteer or subcontractor of the
Contractor to have access to Sensitive Information, the Province’s Systems or, subject to applicable laws and any
express exception in this Agreement, otherwise be involved in providing the Services if, after having subjected the
Services Worker to the Contractor’s personnel security screening requirements, which must be no less stringent
than the requirements in Appendix 1 and any additional security requirements the Contractor may consider
appropriate or the Client may stipulate in a Statement of Work for a particular Tribunal, the Contractor is satisfied
that the Services Worker does not constitute an unreasonable security risk. Subject to applicable laws, the
Contractor must retain records of its compliance with Appendix 1.

Services Worker information security training

5.

The Contractor is responsible for ensuring Services Workers are aware of the requirements of the Freedom of
Information and Protection of Privacy Act as it relates to this Agreement and any other enactment in effect from
time to time relating to handling information. Without limiting the foregoing, the Province may require particular
Services Workers to complete any relevant information security awareness, education and training provided by the
Province online or otherwise before those Services Workers may provide specific Services or receive or access
particular Confidential Information or particular Systems or Facilities of the Province and may require the

Contractor to keep records tracking such training.

Access controls

6.

The Contractor must apply security controls to:

(a) limit access to the Contractor Facilities where practicable and Contractor’s Systems. to those persons
authorized by the Contractor to have that access and for the purposes they are authorized, which security
control must include measures to verify the identity of those persons and to revoke access when conditions
for authorization cease;

(b) limit access to records containing Sensitive Information to those Services Workers authorized by the
Contractor to have that access and for the purposes they are authorized to perform the Contractor’s
obligations under this Agreement, which must include measures to verify the identity of those Services
Workers and to revoke access when conditions for the Service Worker’s authorization cease; and

{c) limit the performance of all maintenance on the Contractor’s Systems where a plausible risk exists that
records containing Sensitive Information could be accessed by the performers of maintenance, despite the
Contractor’s efforts to comply with paragraph {b), to either authorized Services Workers or, if those records
cannot be removed first, other persons who are bound by similar confidentiality agreements and meet
similar security screening requirements.

Access audit logs

7. The Contractor must kee‘p in accordance with sections 8 and 9 detailed records logging and monitoring:
{a) accesses to records contai}}ing Sensitive Information transported or stored on the Contractor’s Systems,
except as this Agreement or the Province in writing may instruct otherwise.
8. The records described in section- 7 must include the following details for each event when appropriate for the
technology:
(a) Services Worker identification;
(b) date, time and details of event;
(c) subject matter accessed; and
(d) details of unauthorized access or tampering.
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9. The Contractor must keep and protect the records described in section 7 from unauthorized access, alteration or
destruction for no less than two years after the end of the calendar year ending December 31% in which the records
are created unless the Province agrees in writing to a different period. This includes applying security controls to
prevent individuals from being able to alter, erase or deactivate records of their own access.

Contractor’s Systems and Facilities protection controls

10.  The Contractor must apply security controls to protect the Contractor’s Systems and Contractor’s Facilities from
loss, damage or other occurrence, including from fire and environmental hazards and power interruptions, that
may result in them being unavailable when required to provide the Services.

11.  If this Agreement limits the processing, transporting or storing of any records containing Confidential Information
to particular Contractor’s Systems or Contractor’s Facilities or their specified location or Services carried on them,
the Contractor must, before it makes any change to those Systems or Facilities or Services carried on them that
risks reducing the security of those records or to their location to different Systems or Facilities, obtain the
Province’s written agreement or confirmation that a security threat and risk assessment (“STRA”) or privacy impact
assessment (“PIA”) or both do not need to be performed or updated. Before agreeing, the Province may require

the Contractor, at the Contractor’s expense, to:

(a) perform or update, or assist the Province or a mutually acceptable third party in performing or updating, a
STRA or PIA, or both, in accordance with Province policies, standards, procedures and guidelines, for review
by the Province, and '

(b)  submit aplan and remediate or otherwise address any security threats or risks or privacy impacts of concern
to the Province identified in the STRA or PIA within a reasonable time.

Integrity and availability of records

12.  The Contractor must apply security controls to maintain the integrity and availability of records containing
Confidential Information or other information under the Province’s control while possessed, accessed or processed
by the Contractor. This includes controls to protect such records on the Contractor’s Systems from malicious code
(including viruses, disabling or damaging codes, trap doors, listening devices, computer worms and Trojan Horses),

including as appropriate:

(a) ensuring regularly updated software designed to scan for, detect and provide protection from malicious
code is installed with real-time scanning and periodic scanning of all discs enabled,

(b) maintaining and following business continuity plans to recover from malicious code incidents,

(c) scanning backup media prior to restoration so that malicious code is not introduced or re-introduced into
such Systems, and .

(d) installing critical security patches and updates to all installed software.

13.  For section 12, maintaining the integrity of Confidential Information means that, except as this Agrveement or the
Province may instruct otherwise, the Confidential Information has:

(a) remained as accurate and complete as when it was obtained or accessed by the Contractor; and

(b} not been altered in any material respect.

Additional security controls for Sensitive Information
14.  The Contractor must apply security controls to:

(a) ensure that records (including backup copies) containing Sensitive Information in transit or stored on the
Contractor’s Systems (including portable computing and storage devices) are secure and encrypted in
accordance with the Province’s “Cryptographic Standards for Information Protection” (as may be accessed
from the website of the Office of the Chief Information Officer at http://www.cio.gov.bc.ca), except as this
Agreement may specify other cryptographic standards; :
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(b) protect and limit access to the Contractor’s Systems that will transport or store Sensitive Information
through the following means when appropriate for the technology:

(i) segregating or partitioning Systems to separate and restrict access to Sqnsitive Information from
other records (for example, storing Sensitive Information on a computer or server in a separate,
password-protected, encrypted virtual disk or folder),

(ii) storing and transporting portable storage devices safely,

(iii)  protecting the Systems with a physical locking, restraint or security mechanism,

(iv)  ensuring network perimeters and network traffic control points are established or firewalls are
installed and enabled, .

(v) having appropriate log-in procedures to the Systems and Sensitive Information stored on the
Systems, such as:

(1) requiring user identifiers that are unique and personal for log-in,

(2) - requiring complex passwords or personal identification numbers (PINs) that are not shared,
default or blank and that require changing at predetermined intervals and are encrypted (not
displayed) when entered, biometric accesses, keys smart cards or other logical or physical
access controls or combinations of them,

(3) applying locking screen-savers and session time-out mechanisms,

(4) applying limits on unsuccessful attempts to log-in, and

(5) logging unauthorized changes to system security settings and controls that may enable
unauthorized access or tampering,

(vi)  disabling unneeded ports, protocols and services, and

(vii} = performing any remote management in a secure manner, using encrypted communication channels
and adequate access controls; and

{c) ensure records (including backup copies) containing Sensitive Information are not disclosed, accessed from,
or stored (including on any Services Worker’s portable computing device or third party data storage service)
outside Canada without the Province’s prior written consent, except as may be in a written direction under
the Privacy Protection Schedule.

]

Documentation of security controls, including changes
15.  Unless this Agreement specifies otherwise, the Contractor must keep detailed records documenting, and{logging‘
any changes to, security controls to support compliance with sections 6, 10, 12 and 14.

16.  The Contractor’s security control documentation and records required to support cbmpliance with this Schedule,
including the records described in sections 4, 5, 7 and 15, which may be subject to privacy protection laws
governing the private sector, but excluding the log described in section 23, are or are deemed to be the sole
property of the Contractor and under Contractor control and not Produced Material.

Province’s Systems and Facilities v
17.  If the Province makes available any of the Province’s Facilities or Systems for use in providing any Services, the

Contractor must comply with: ‘

(a) section 12.3.1 (Appropriate Use of Government Resources) of the Province’s “Core Policy and Procedures
Manual”, Chapter 12 (Information Management and Information Technology Management) (as may be
accessed from the website of the Office of the Comptroller General through http://www.fin.gov.bc.ca) as it
relates to Systems (including the referenced document “Appropriate Use -of Government Information and
Information Technology Resources” (also known as the “Appropriate Use Policy”) as may be accessed from
the website of the Office of the Chief Information Officer at http://www.cio.gov.bc.ca); and

(b) other reasonable policies, standards and procedures provided by the Province, if any, on acceptable use,
protectlon of, and access to, such Facilities or Systems,
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in addition to other applicable provisions of this Agreement and only permit its authorized Services Workers who
have been instructed to comply with such policies, standards, procedures and provisions to have such access.
18.  The Province has the rights to: ,

(a) not make the Province’s Facilities or Systems available before the Contractor or Services Worker or both
agree to a form of agreement acceptable to the Province on acceptablé use, protection of, and access to,
such Facilities or Systems;

(b) not permit particular Systems to connect to the Province’s Systems until satisfied with the security controls
to be applied; .

{c) keep access and other audit logs and monitor and analyze use of the Province’s Facilities and Systems to
verify compliance, investigate suspected or actual breaches or Information Incidents and protect the
Province’s assets, including records, in compliance with laws, including the Freedom of Information and
Protection of Privacy Act and Document Disposal Act, and the Province’s policies; and

(d)  limit or revoke access, in addition to any other rights the Province may have.

Notice of demands for disclosure

19.  If, after complying with any applicable obligations under this Agreement relating to responding to requests for
Material or Personal Information, the Contractor is still required to produce, provide access to or otherwise
disclose any Sensitive Information pursuant to any enactment or any subpoena, warrant, order, demand or other
request from a court, government agency or other legal authority, the Contractor must immediately notify and
provide reasonable assistance to the Province so the Province may seek a protective order or other remedy to
prevent or limit the disclosure.

Notice of Information Incidents
20. In addition to any requirement imposed under the Freedom of Information and Protection of Privacy Act or other
law, if, during or after the Term, the Contractor discovers a suspected or actual Information Incident, the

Contractor must:

(a) immediately report the particulars of the Information Incident to, and follow the instructions of, the
Province, confirming any oral report with a notice in writing to the Province as soon as reasonably
practicable (if unable to contact the Province’s contract manager or other designated contact for this
Agreement, follow the procedure for reporting and managing information incidents on the website of the
Office of the Chief Information Officer at http://www.cio.gov.bc.ca or through http://www.gov.bc.ca);

(b) make every reasonable effort to recover the Confidential Information or records containing Confidential '
Information if appropriate in the circumstances and contain the Information Incident, following such

instructions as the Province may give.

Review of Information Incidents .
21.  The Province may review any Information Incident {whether or not reported under section 20) and, if requested,
the Contractor must participate in that review and follow any instructions for remediation and preventlon to the

extent reasonably practicable.

Retention, destruction and delivery of records

22.  Subject to written instruction by the Province to retain for a different period or deliver any records, the Contractor
must retain records in the Contractor’s possession that contain Confidential Information until their delivery or
disposal as provided in this Agreement. Except as this Agreement or the Province may instruct otherwise:

(a) backup, transient and extra copies of records (including configuration data) that contain Confidential
Information must be securely destroyed when no longer needed to perform this Agreement;

(b)  records that contain Confidential Information, other than those destroyed in accordance with paragraph (a),
must be securely delivered to the Province when no longer needed to perform this Agreement; and
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23.

(c) if, despite the delivery or disposal of electronic records of Sensitive Information in accordance with this
section, any Sensitive Information remains on the storage media used, the storage media must be securely

destroyed.

The Contractor must keep records logging the dates, particulars, format and means of the delivery or disposal of
records that contain Confidential Information and deliver any such log records on request from the Province.

Additional security terms and conditions

The Contractor must comply with the additional terms and conditions in Appendix 2 if appended.

24,
Inspection
25.  In addition to any other rights of inspection the Province may have under this Agreement or under statute, the

Province has the rights, .at any reasonable time and on reasonable notice to the Contractor:

(a)  request the Contractor to verify compliance with this Schedule to keep security control documentation or
records tosupport compliance; and
(b)  enter on the Contractor’s premises to inspect and, at the Province’s discretion, copy:
(i) any records in the possession of the Contractor containing Confidential Information or other records
under Province control, or

(ii) any of the Contractor’s information management practices, security control documentation or
records required to support compliance with this Schedule relevant to and for the purpose of
determining the Contractor’s compliance with this Schedule and any other information management

requirements under this Agreement

and the Contractor must permit, and provide reasonable assistance to, the Province to exercise the Province’s
rights under this section. If any non-compliance or deficiency is found, the Province may (in addition to any other
rights it may have) require the Contractor, at the Contractor’s expense, to develop and implement a corrective
action plan within a reasonable time. The Province agrees to comply with all reasonable security policies and
procedures of the Contractor applicable to visitors while on the Contractor’s premises and disclosed to the
Province that do not unreasonably interfere with the conduct of the Province’s rights under this section. For
purposes of paragraph (b) of this section, the references to “Contractor” do not apply to any PwC Firm

Subcontractor.

Standard for security controls

Except as this Agreement may specify otherwise, the Contractor must apply security controls to manage

26.
Confidential Information, the Contractor’s Systems and Contractor s Facilities, and the Services and related
deliverables, that are reasonable and, either:
(a) documented in policies, standards or procedures {with such records remaining or being the sole property of
the Contractor and under the Contractor’s control and not Produced Material) based on ISO/IEC 27002:2005
or ISO/IEC 27002:2013 “Information technology — Security techniques — Code of practice for information
security management” and reviewed periodically; or  °
(b) compliant with all applicable policies, standards and procedures in the following documents, including any
referenced documents (the ”Poli‘cies”):
(i) the Province’s “Information Security Policy” (as may be accessed from the website of the Office of
the Chief Information Officer at http://www.cio.gov.bc.ca); and
(ii) the Province’s “Information Management / Information Technology Standards Manual” (as may be
accessed ~ from the website of the Office of the Chief Information Officer at
http://www.cio.gov.bc.ca).
27.  Security policies, standards and procedures of the Province are subject to change in the Province’s discretion and
without notice. However, no additional requirement (including a higher standard) will form part of the Policies
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unless added in accordance with the applicable change process, if any, in this Agreement. If none, the following
change process will apply as between the Contractor (but not a subcontractor) and the Province:
(a) upon notice of the additional requirement by the Province, the Contractor will have 15 days, or such longer
time as the Province may give or agree in writing, to give notice:
(i) that the Contractor can comply with the additional requirement without amendment to this
Agreement, upon which it will form part of the Policies, or
(ii) with supporting detail, including an estimate of the incremental costs that would be incurred, where
applicable, that the changes required to implement the additional requirement would:
(1) not be technically feasible using existing Facilities and Systems available to the Contractor,

(2) result in material costs being incurred not recoverable through the fees and expenses agreed to
be paid by the Province under this or another agreement with the Province and would not
otherwise be implemented by the Contractor within six months of the Contractor’s notice or for
the Contractor to comply with law, or

(3) affect the dates, time frames or other obligations of the Contractor under this Agreement;

(b) if notice under paragraph (a)(ii) is received, the Province may agree to amend this Agreement or refer any
disagreement on the feasibility or impact of the additional requirement to the dispute resolution process
under this Agreement or exercise any other rights it may have; and

(c) if notice under paragraph (a) is not received within the period given, the additional requirement will be
considered added to the Policies without need to amend this Agreement.

28.  If the Province agrees to pay any costs of the Contractor to implement changes to comply with an additional
requirement to the Policies, the Contractor must not charge the Province an amount more than:

(a) once, to implement the same change to comply with the same additional requirement under different
agreements between the parties, despite any provision in any agreement to the contrary; and

(b) Province pre-approved, material, incremental costs actually incurred.

29.  For greater certainty, the obligations in sections 17 and 18 will not be subject to any change process.

" Privacy and security contact »
30. If the Contractor is not an individual and not provided elsewhere in this Agreement, the Contractor (but not a
subcontractor) must provide in writing to the Province contact information for a Services Worker who will
coordinate the Contractor’s and subcontractors’ compliance and act as a direct contact for the Province on matters

related to this Schedule and the Privacy Protection Schedule.

Termination of Agreement ;
31. In addition to any other rights of termination the Province may have under this Agreement or at law, the Province
may, subject to any applicable provision in this Agreement setting a mandatory cure period for default, terminate
this Agreement on written notice to the Contractor if the Contractor fails to comply with this Schedule in a material

respect.

Interpretation 7
32. Inthis Schedule, unless otherwise specified, references to sections are to sections of this Schedule.

33.  Unless otherwise specified, any reference to the “Contractor” in this Schedule includes any subcontractor or agent
involved in providing the Services, including any further sub-subcontractor of the Contractor and the Contractor
must ensure that any such subcontractors or agents comply with this Schedule. :
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34

35.

36.

If there is a conflict between a provision in an appendix to this Schedule and any other provision of this Schedule,
the provision in the appendix is inoperative to the extent of the conflict unless the appendix states that it operates

despite a-conflicting provision of this Schedule.

If there is a conflict between:
(a) a provision of this Agreement, this Schedule or an appendix to this Schedule; and
(b} a documented security control required by this Schedule to be followed by the Contractor,

the provision of this Agreement, Schedule or appendix will prevail to the extent of the conflict.

Sections 20 to 25 of this Schedule and any other obligations of the Contractor in this Schedule (including any
appendix) which, by their terms or nature, are intended to survive the completion of the Services or termination of
this Agreement, will continue in force indefinitely even after this Agreement ends.
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SCHEDULE G - Appendix 1 — Security screening requirements

This Appendix is to assist the Contractor determine whether or not a Services Worker constitutes an unreasonable security risk.

Verification of name, date of birth and address

1.

The Contractor must verify the name, date of birth and current address of a Services Worker by viewing at least one
piece of “primary identification” of the Services Worker and at least one piece of “secondary identification” of the
Services Worker* that has not expired, as described in the table below. Subject to applicable laws, the Contractor
must keep records of those verifications. For a Services Worker from another province or jurisdiction, reasonably

equivalent identification documents are acceptable.

Primary Identification Secondary Identification

Issued by ICBC: o Bank card (only if holder’s name is imprinted and signed on card)
e BC Services Card (non-photo)

o B.C. CareCard or other health card issued by province or territory
o Canadian or U.S. driver’s licence

e Canadian Forces ID

« Correctional Service Conditional Release Card

o Credit card (only if holder’s name is imprinted on card)
Department of National Defense 404 driver’s license (name, signature and photo)
Employee ID with photo \

Firearms Acquisition Certificate

Foreign Affairs Canada or consular identification

Foreign birth certificate (a baptismal certificate is not acceptable)
Native-Status card

Naturalization certificate

NEXUS card (hame and photo)

e BC Services Card (photo)

e Combination driver’s licence and BC
Services Card (photo)

e B.C. driver’s licence or learner’s
licence {photo)

¢ B.C. Identification (BCID) card (not
without expiry date)

Issued by provincial or territorial
government:
o Canadian birth certificate

® & © o o

Issued by Government of Canada:
- Canadian Citizenship Card

e Canadian Record of .
Landing/Canadian Immigration e Parole Certificate ID
Identification Record o Passport {Canada or foreign, including U.S. passport card)
e Passport ¢ Police identification
e Permanent Resident Card ) ¢ Student card (School ID)
o Secure Certificate of indian Status e Social Insurance Card (must have signature strip)
(must have holographic design) o Vehicle registration (only if signed)

* |t is not necessary that each piece of identification viewed by the Contractor contains the name, date of birth and current address of the

Services Worker. It is sufficient that, in combination, the identification viewed contains that information.

Verification of education and professional qualifications

2.

The Contractor must verify, by reasonable means, any relevant education and professional qualifications of a-
Services Worker, and keep records of those verifications.

Verification of employment history and reference checks

3.

The Contractor must verify, by reasonable means, any relevant employment history of a Services Worker, which will
generally consist of the Contractor requesting that a Services Worker provide employment references and the
Contractor contacting those references. If a Services Worker has no relevant employment history, the Contractor
must seek to verify the character or other relevant personal characteristics of the Services Worker by requesting
the Services Worker to provide one or more personal references and contacting those references. The Contractor

must keep records of those verifications.

Security interview

4.

The Contractor must allow the Province to conduct a security-focused interview with a Services Worker if the
Province identifies a reasonable security concern and notifies the Contractor it wishes to do so.
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Criminal history check

5. Unless otherwise agreed by the Province in writing in advance, the Contractor must obtain an “Enhanced Security
Screening” clearance, consisting of a “Level 4 Police Record Check” and “JUSTIN/CORNET Database Check”, for each
Services Worker (“Enhanced Security Screening”). The results of the Enhanced Security Screening must be shared with the
Ministry and the Enhanced Security Screening must be repeated as necessary for all continuing Services Workers, but no
less frequently than at least once every five years, to ensure the Enhanced Security Screening stays up-to-date.
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5. SCHEDULE H - CONTACTS AND ADDRESSES FOR NOTICES

FOR THE CONTRACTOR:
NOTICES: PricewaterhouseCoopers LLP
Street Address 525 Fort Street, Suite 201, Victoria BC V8W 1E8

Mailing Address,
if different from street address

Attention Gert du Preez
(This is the “Engagement Manager” as
defined in Schedule A.)

Telephone No. (604) 806-7006

Fax No. ' (250) 298-5265

FIRST MANAGEMENT LEVEL: Gert du Preez, Director
SECOND MANAGEMENT LEVEL: Owen Taylor, Partner
THIRD MANAGEMENT LEVEL: Mike Harris, Partner

SERVICE DESK:

Telephone No.

E-mail
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FOR THE PROVINCE:

NOTICES:

Information System Branch
Ministry of Justice
Government of British Columbia

Street Address

4" floor, 910 Government-St.
Victoria, BC

Mailing Address, if different from street
address g

P.O. Box, Stn Prov Gov
Victoria, BC

Attention
(This is the “Agreement Manager” as
defined in Schedule A.)

Director, Tribunal Transformation

Justice Services Branch

Telephone No.

250-387-1761

Fax No.

250-387-1189

FIRST MANAGEMENT LEVEL:

Instructing Client Contact specified in applicable SOW and otherwise:

Director, Tribunal Transformation

Justice Services Branch

SECOND MANAGEMENT LEVEL:

Chief Information Officer
Information Systems Branch

THIRD MANAGEMENT LEVEL:

Executive Director

Justice Services Branch / Dispute Resolution Office

TT1 PSA (RFP No. AG-JSB-73114)
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SCHEDULE | — INCLUDED SPECIFICATIONS

1. The following records may from time to time set out or refer to documents that set out requirements (“Included
Specifications”) applicable to Deliverables of the type described in such document:

a. the Province’s “Information Management / Information Technology Standards Manual” (as may be accessed
from the website of the Office of the Chief Information Officer at http://www.cio.gov.bc.ca); and

b. the Province’s “Information Security Policy” (as may be accessed from the website of the Office of the Chief
Information Officer at http://www.cio.gov.bc.ca.
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SCHEDULE J — SERVICE LEVEL TARGETS

1. Inthis Agreement, “Priority” levels are described as follows:

Priority | Action Description of urgency and impact

‘ required ‘ : ' _
1 Urgent Users are acutely disadvantaged in some way or a large number of users are affected or

business process/financial impact on any Client is high.

2 | Default Users are inconvenienced in some way or a moderate number of users are affected or
business process/financial impact on Client or Clients overall is moderate.

3 Not urgent Users are inconvenienced but not significantly or a minimal number of users are affected
or business process/financial impact on Client or Clients overall is low.

2. The following Service Level Targets apply to Development Services:

Service Level Target

Description Priority

response time within 2 hours of receipt of Service Request
P _ during Normal Working Hours

time to f'x or provide a temporary work around if . 2 within 24 hours of receipt of Service Request
appropriate and propose a fix acceptable to the Client

3. The following Service Level Targets apply to Application Management Services:

Description Priority | Service Level Target
response time 1 within 2 hours of receipt of the request
' 2 (whether during or outside of Normal
3 Business Hours)
time to fix or provide a temporary work around if 1 within 24 hours of receipt of the request
appropriate and propose a fix acceptable to the Client 2
' 3
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SCHEDULE K — PERMITTED OPEN SOURCE CODE
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SCHEDULE L - FORM OF TRIBUNAL AGREEMENT

TRIBUNAL AGREEMENT

EFFECTIVE DATE: [INSTRUCTIONS: insert date]

BETWEEN: v
[INSTRUCTIONS: insert Client legal name]
{the “Client”)

AND:

PRICEWATERHOUSECOOPERS LLP, doing business as “PwC”, an Ontario Limited Liability Partnership
registered extraterritorially in British Columbia
' (the “Contractor”)

RECITALS:

A. PricewaterhouseCoopers LLP as the “Contractor” and Her Majesty the Queen in right of the Province of British
Columbia, as represented by the Minister of Justice (as the “Government” or “Province”) entered into a “Tribunal
Transformation Initiative Professional Services Agreement” so entitled, resulting out of RFP No. AG-JSB-73114 or No.
JAG-JSB-73114, and made effective [INSTRUCTIONS: *insert date] (as amended and novated, if at all, and in effect on
the effective date set out above with the Contractor as the “Contractor” therein, the “Government’s Agreement”);

B. The Client wishes to enter into an agreement with the Contractor on the same terms and conditions (including prices)

as the Government’s Agreement with the Client as a “Client” within the meaning of the Government’s Agreement
subject to the terms set out below.

IN CONSIDERATION of the premises and mutual promises below, $1.00 now paid by the Client to the Contractor and other
good and valuable consideration, the receipt and sufficiency of which is acknowledged, the parties agree as follows:

All capitalized terms not otherwise defined in this Agreement have the meanings glven to them in the Government’s

1.
Agreement.

2. This Agreement between the Client and the Contractor is a separate agreement from the Government’s Agreement
between the Government and the Contractor.

3. The Client and the Contractor agree that, as of the effective date first set out above, the Client and the Contractor will
be deemed to have entered into a Tribunal Agreement on the same terms and conditions (including prices) as the
Government’s Agreement as may be amended from time to time, subject to the following:

a. all references in the Government’s Agreement to “this Agreement” will be deemed to refer to this Agreement (in
other words, this Tribunal Agreement between the Client and the Contractor);

b. all references to the “Province”, but not to the “Government”, in the Government’s Agreement will be deemed
to refer to the Client of this Agreement;
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4.

5.

10.

11.

TTI PSA (RFP No. AG-JSB-73114) Schedule L

c. all references to the “parties” in the Government’s Agreement will be deemed to refer to the‘parties to this
Agreement;

d. all references to the “Effective Date” in the Government’s Agreement” will be deemed to refer to the Effective
Date of this Agreement;

e. sections 17, 18, 152, 153 and 154 of the Government’s Agreement are not part of this Agreement;

f.  the Province’s contact information in Schedule H (Contacts and Addresses for Notices) to the Government’s
Agreement will be deleted and replaced with the Client’s contact information set out in Annex 1 annexed to and
forming part of this Agreement;

g. the terms and conditions in the Government’s Agreement are modified or supplemented by the terms and

conditions set out as Supplemental Terms in Annex 2 (if any) annexed to and forming part of this Agreement to
the extent that they do not detract from any rights or benefits in favour of the Government; and

h. the term of this Agreement commences the Effective Date first set out above and expires the same time as the
Term of the Government’s Agreement expires {as may be renewed by the Government) or is terminated, unless
this Agreement is terminated earlier by the Client or the Contractor in accordance with its terms,

The Contractor will advise the Client if the Term of the Government’s Agreement is extended or terminated early.

The Client represents to the Contractor that the Client has entered or will concurrently enter into an agreement with
the Government that:

a. authorizes the Client to enter into this Agreement;

b. assigns any Intellectual Property Rights that thé Client may acquire in any Custom Software or related
Documentation that may be produced or provided to the Client under this Agreement to the Government; and

c. grants the Client a license from the Government to use and modify any Custom Software and related
Documentation that may be produced or provided to the Client under this Agreement for purposes consistent
with the Tribunal Transformation Initiative, which include obtaining the Services set out in Schedule B of the

Government’s Agreement.

This Agreement will terminate effective upon the Client ceasing to be a “Client” within the meaning of Schedule A to
the Government’s Agreement unless the Government otherwise agrees in writing.

For greater certainty, all amendments and novations, if any, to the Government’s Agreement (excluding any SOW
made under it) made by the Government and the Contractor on or after the effective date of this Agreement are’
deemed to be made to this Agreement without further amendment of this Agreement.

Upon the effective date of this Agreement, the Client will have the same rights and obligations that the Province or
Clients that are part of the Government have under the Government’s Agreement, subject to the terms expressly set
out in this Agreement, and will be entitled to purchase any Services pursuant to the issuance of SOWs under this
Agreement in the same manner as a Client that is part of the Government is entitled to do so under the Government’s

Agreement.

For greater certainty, sections 124 and 125 of the Government’s Agreement will apply to any interest calculations on
overdue accounts and overpayments under this Tribunal Agreement, whether or not the regulations referenced in

those sections apply to the Client.

This Agreement is governed by, and is to be interpreted and construed in accordance with, the laws of British
Columbia and of Canada applicable in the province.

This Agreement may be executed in any number of counterparts, each of which, when executed and delivered by a
method provided for in section 223, which must actually be received, is an original, and all of which together have the
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same effect as if each party had signed the same document.
AGREED by the parties through their duly authorized signatories on the dates below.

For, and on behalf of [INSTRUCTIONS: insert Client Legal For, and on behalf of PRICEWATERHOUSECOOPERS LLP

Name]

By: By:

Sign Sign

Print Name Print Name

Title Title

Witness Signature Witness Signature
Date Date

TTI PSA (RFP No. AG-ISB-73114)
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ANNEX 1

FOR THE CLIENT:
NOTICES: [INSTRUCTIONS: insert legal name of Client and, if applicable, organizational
unit] ‘
Street Address

Mailing Address, if different from
street address

Attention
(this is the “Agreement Manager” as
defined in Schedule A)

Telephone No.

Fax No.

FIRST MANAGEMENT LEVEL:

SECOND MANAGEMENT LEVEL:

THIRD MANAGEMENT LEVEL:
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NA

s.21

The proposal must be received
at the closing location before
the specified closing time.

Y/N

The proposal must be in English
and must not be sent by mail,
courier, hand, facsimile or e-
mail.

Y/N

One electronic copy of the
proposal must be submitted, in
accordance with BC Bid
instructions for e-bidding. Only
pre-authorized e-bidders
registered on the BC Bid system
can submit electronic bids.

Y/N

Proponents must provide an
address of an office location that
is in Greater Victoria or Greater
Vancouver where the
Contractor’s team will be
located

Proponents must complete and
submit Appendix D (Professional
Services Relevant Project
Experience Form)

Proponents must complete and
submit Appendix E (Professional
Services Organizational Capacity
and Resources).

Proponents must complete and
submit Appendix F (Professional
Services Pricing Form). All
proposed hourly rates must not
be more than $250.00.
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Quality of response Multiply the points
available by this factor

Excellent; meets all of our requirements (100%) 1

A sound response; fully meets most of our 08

requirements (30%)

Acceptable at a minimum level; meets our basic 06

requirements (60%)

Falls short of meeting basic expectations (40%) 04

Does not address our needs (20%) 02

The response is completely unacceptable or the 0

information is missing altogether (0%)
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n
N
=

100% 100 33 89 89
Approach 15% 15 | 9 | 7 | 12 [ 14 |
Categories of Consulting Services 2 1 2 2
Professional Services |Development Services 6 3 4 6
Appl.lcatlon Management 3 2 3 3
Services
Commercilaization Services 3 1 2 2
Value Added Features|Quality Scoring Guide 1 0 1 1
Capabilities I 50% 26 | 42
5 years experience
1 1 1 1
Proponenet's 5 certified salesforce developers 1 1 1 1
Salesforce SF partrner 1 1 1 1
Experience Quality of Proponent Reference
. 4 2 3 3
Projects *
. %pf 12 leads on each reference 3 1 1 0
project
Soulition Architect and Delivery
Lead
3 1 3 3
Lead Salesforce Architecht 3 1 3 3
Lead resources - |Lead Management Consultant 3 1 3 3
Quality of resumes & [Lead Integration Specalist 3 2 2 3
exp|anati0ns, scored Lead Salesforce UI/UX Designer 3 1 3 1
by Quality Scoring
Guide Lead Salesforce Front End Dev 3 2 3 3
Lead Salesforce Backend Dev 3 3 2 3
Lead Salesforce Data Arch 3 1 3 3
Lead Salesforce Declaritive Dev 3 1 3 3
Lead Salesforce QA 3 1 3 3
Lead PM 3 1 1 2
Lead BA 3 3 3 3
Number of resources (Appendix
Oranizational E) 1 0 1 0
Capacity and Non
Lead Resources |Quality of non-lead resumes - 2 1 1 1
Quality Scoring Guide
Location of Work Victoria or Vancouver 1 1 1 1
Price | 35% 0 | 35
Blended Hourly Rate [ Pricing Equation (See RFP 35 35 34
(Weighted Average) |Section 6.1.3)
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Roles
SAIL
LSA
LMC
LIS
LSDA
LSUIUXD
LSFED
LSBD
LSDD
LSQA
LPM
LBA
MC
PM
BA
SDA
SUIUIXD
SFED
SBED
SDD
SQA

Viclé

Vanl6

Vicl7

Van 17

Vic 18

Vanl8

TZ's

Vic 3 year average

Van 3 year average

Position Weighting Vic

0.07
0.07
0.05
0.05
0.04
0.05
0.08
0.08
0.05
0.04
0.04
0.04
0.03
0.03
0.03
0.04
0.04
0.05
0.04
0.04
0.04

11.48
12.92666667
8.2
7.183333333
5.746666667
7.183333333
13.12
11.49333333
7.183333333
5.746666667
6.56
5.746666667
4.31

4

3.69
5.333333333
4.92

6.15

4.92

4.92

4.92

Van
11.48
12.92667
8.2
7.183333
5.746667
7.183333
13.12
11.49333
7.183333
5.746667
6.56
5.746667
4.31
4
3.69
5.333333
4.92
6.15
4.92
4.92
4.92

%
N
[
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Roles
SAIL
LSA
LMC
LIS
LSDA
LSUIUXD
LSFED
LSBD
LSDD
LSQA
LPM
LBA
MC
PM
BA
SDA
SUIUIXD
SFED
SBED
SDD
SQA

Viclé Vanlé Vicl7 Van 17 Vic 18

TS

Vanl8 Vic 3 year «Van 3 year Position Weighi Vic

0.07
0.07
0.05
0.05
0.04
0.05
0.08
0.08
0.05
0.04
0.04
0.04
0.03
0.03
0.03
0.04
0.04
0.05
0.04
0.04
0.04

14.72333333
13.60333333
10

9.2

5.88

7.9
12.18666667
12.18666667
8.15

6.32

7.56
6.933333333
5.37

5.37

4.89

6.32

5.88

7.1

5.68
6.093333333
5.88

Van

15.47
13.60333
10.51667
9.716667
5.48

7.35
13.04
13.04
7.616667
5.48

7.56
6.933333
5.04

5.37

4.89

6.72

5.48
7.616667
6.093333
6.52

6.32

TZ's
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Roles Vicl6 Vanl6 Vicl7 Van 17 Vic 18 Vanl8 Vic 3 year «Van 3 year Position Weighi Vic Van

SAIL 0.07 12.20006667 12.20007
LSA 0.07 17.5 17.5
LMC 0.05 8.201666667 8.201667
LIS 0.05 8.458 8.458
LSDA 0.04 10 10
LSUIUXD 0.05 8.75 8.75
LSFED 0.08  14.35306667 14.35307
LSBD 0.08  14.35306667 14.35307
LSDD 0.05 8.970666667 8.970667
LSQA 0.04 9.021733333 9.021733
LPM d 0.04 7.586666667 7.586667
LBA . 0.04 7.586666667 7.586667
MC 0.03 4.921 4.921
PM 0.03 4.1521 4.1521
BA 0.03 3.9983 3.9983
SDA 0.04 6.1512 6.1512
SUIUIXD 0.04 5.536133333 5.536133
SFED 0.05 6.663833333 6.663833
SBED 0.04 5.331066667 5.331067
SDD 0.04 5.536133333 5.536133
SQA 0.04 5.536133333 5.536133
0 0.959642 33.58748

=
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