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Communication Response Project (CRP) DRAFT
Cost Estimate for March 2013 to April 2013

Utilization % Utilization $

Row CateItem Role Unit of Measure  Qty 
 Qty - 
Extrapolated 

 One-time 
Amount Comments/Questions One-Time Mar-13 Apr-13 May-13

18 Contact Centre Resources - Standard Business Hours
130                 

19 New CC Staff additional Agents - 
Auxiliaries as of Jan 25th

CC Agent FTE per month 2.00            260                 -$           14,498$        7,611$          -$           

20 -$           -$              -$              -$           
-$              -$              -$           

22 -$           -$              -$              -$           
23 Other Resources 1                     -$           -$              -$              -$           

24 Privacy Officer Escalations hours per month 20.00          20                   -$           2,832$          -$              -$           
25 Privacy Officer - Overflow Escalations hours per month -              -                  -$           -$              -$              -$           
26 Privacy Analyst Escalations hours per month 60.00          60                   -$           8,495$          3,398$          -$           
27 Reporting Analyst Reporting hours per month -              -                  -$           -$              -$              -$           
28 Project Manager Coordination hours per month 50.00          50                   -$           7,079$          1,416$          -$           
29 Program Manager Client Management hours per month -              -                  -$           -$              -$              -$           
30 IT Support (10 hrs) Desktop, network, 

telephone, app, etc
hours per month 10.00          10                   -$           1,416$          1,416$          -$           

31 Communications Manager Communications hours per month -              -                  -$           -$              -$              -$           
32 Contact Centre Manager Supervisor hours per month 10.00          10                   1,416$          708$             -$           
33 Contact Centre Supervisor Supervisor, Scheduling etc hours per month 20.00          20                   1,115$          558$             -$           

Test & Train CCA for MOH (one 
time)

Desktop, CCA SME hours per month 8.00            8                     1,133$          -$              -$           

36 Facilities -$           -$              -$              -$           
37 Lease/Rent floor space -$           -$              -$              -$           

40 Infrastructure - Existing Staff
41 Desktop FTE 2.00            2                     -$           -$              -$              -$           
42 Software FTE 2.00            2                     -$           -$              -$              -$           
43 Telephone FTE 2.00            2                     -$           -$              -$              -$           
44 -$           -$              -$              -$           
45 -$           -$              -$              -$           
46 Infrastructure - New Staff
47 Desktop Only charge apply rate to 

BCSC hired employees as this 
was not included in the BCSC 
Delay Impact Assessment.

-$           -$              -$              -$           

48 Software Only charge apply rate to 
BCSC hired employees as this 
was not included in the BCSC 
Delay Impact Assessment.

-$           -$              -$              -$           

49 Telephone Only charge apply rate to 
BCSC hired employees as this 
was not included in the BCSC 
Delay Impact Assessment.

-$           -$              -$              -$           

50 -$           -$              -$              -$           
51 Service Delivery Charges -$           -$              -$              -$           
52 Toll Free Number(s) and 

Termination Line(s)
2                     -$           200$             200$             -$           

53 Remote Call Forward for BC lines 4                     -$           158$             158$             -$           

54 Long Distance 24,000        24,000            -$           864$             130$             -$           

55 CCA Seats Seats/Ports -              10                   -$           3,104$          3,104$          -$           
56 CCA - Additional Interactions per interaction per month -                  -$           -$              -$              -$           
57 CCA - Data Archive per CCA seat 10                   -$           113$             113$             -$           
58 -$           -$              -$              -$           
59 -$           -$              -$              -$           
60 -$           -$              -$              -$           
61 TOTAL -$           -$           42,421$        18,811$        -$           

One-Time Mar-13 Apr-13 May-13
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Communication Response Project (CRP) 14-Jan-13 DRAFT
Cost Model

Projection of Utilization % Project of Utilization % Jan 11, 2013 - Project Phase Estimate 

Row CateItem Role Unit of Measure  Qty 
 Qty - 
Extrapolated  One-time Amount Comments/Questions One-Time Dec-12 Jan-13 Feb-13 Nov-12 Dec-12 Jan-13 Feb-13 Mar-13

18 Contact Centre Resources - Standard Business Hours
133                 

19 Existing Contact Centre (CC) Staff 
(Auxiliaries)

CC Agent FTE 9.00          1,197              -$           66,745$        -$              -$           -$             -$              -$              -$              -$              

20 Existing Doc Ops Staff CC Agent FTE -            -                  -$           -$              -$              -$           -$             -$              -$              -$              -$              

21 New CC Staff (BCSC) CC Agent FTE 16.00        2,400              -$           80,016$        46,325$        -$           -$             -$              -$              -$              -$              

27 New CC Staff additional Agents in 
advance of BCSC WAVE 3/4

CC Agent FTE 9.00          1,197              66,745$                         -$           66,745$        -$              -$           -$             66,745$        26,698$        -$              -$              

30 New CC Staff additional Agents - 
Auxiliaries

CC Agent FTE 20.00        2,660              148,322$                       -$           148,322$      128,806$      37,080$     -$             148,322$      59,329$        -$              -$              

31 New CC Staff additional Agents - 
Auxiliaries as of Jan 25th

CC Agent FTE 12.00        1,596              -$           88,993$        77,283$        22,248$     -$             -$              -$              -$              -$              

32 Credit for Staff covered by BCSC 
Delay Impact Assessment

BCSC Credit FTE 1                     Nov 28: Added credit for CC 
staff covered by BCSC Delay 
Impact

-$           (109,023)$     (54,512)$       -$           -$             -$              -$              -$              -$              

33 Credit for Staff covered by BCSC 
Delay Impact Assessment

BCSC Credit FTE 1                     Nov 28: Added credit for Doc 
Mgmt staff covered by BCSC 
Delay Impact

-$           (42,405)$       -$              -$           -$             -$              -$              -$              -$              

34 Contact Centre Resources - Overtime and RSDO -$           -$              -$              -$           -$             -$              -$              -$              -$              

35 OT Shifts CC Agent OT FTE 49.00        6,500              Can increase OT by a further 
31% and 14% in Jan and Feb, 
respectively.

-$           -$              -$              -$           -$             -$              -$              -$              -$              

36 RSDO Days CC Agent OT FTE -$           -$              -$              -$           -$             -$              -$              -$              -$              

-$             -$              -$              -$              -$              
38 -$           -$              -$              -$           -$             -$              -$              -$              -$              
39 Other Resources 143                 -$           -$              -$              -$           -$             -$              -$              -$              -$              

40 Privacy Officer Escalations FTE 1.00          143                 -$           20,175$        23,361$        15,131$     -$             -$              -$              -$              -$              
41 Privacy Officer - Overflow Escalations FTE 0.50          71                   -$           10,088$        -$              -$           -$             -$              -$              -$              -$              
42 Privacy Analyst Escalations FTE 1.00          143                 -$           20,175$        23,361$        15,131$     -$             -$              -$              -$              -$              
43 Reporting Analyst Reporting FTE 0.50          71                   -$           10,088$        8,760$          5,044$       -$             -$              -$              -$              -$              
44 Project Manager Coordination FTE 1.00          143                 -$           20,175$        17,521$        15,131$     -$             -$              -$              -$              -$              
45 Program Manager Client Management FTE 0.25          36                   -$           5,044$          2,920$          2,522$       -$             -$              -$              -$              -$              
46 IT Support Desktop, network, 

telephone, app, etc
FTE 1.00          143                 -$           20,175$        17,521$        10,088$     -$             -$              -$              -$              -$              

47 Communications Manager Communications FTE 0.25          36                   -$           5,044$          1,460$          1,261$       -$             -$              -$              -$              -$              
48 -$           -$              -$              -$           -$             -$              -$              -$              -$              
49 Facilities -$           -$              -$              -$           -$             -$              -$              -$              -$              
50 Lease/Rent floor space -$           -$              -$              -$           -$             -$              -$              -$              -$              

51 -$           -$              -$              -$           -$             -$              -$              -$              -$              
52 -$           -$              -$              -$           -$             -$              -$              -$              -$              
53 Infrastructure - Existing Staff -$           -$              -$              -$           -$             -$              -$              -$              -$              
54 Desktop FTE 64.50        65                   -$           -$              -$              -$           -$             -$              -$              -$              -$              
55 Software FTE 64.50        65                   -$           -$              -$              -$           -$             -$              -$              -$              -$              
56 Telephone FTE 64.50        65                   -$           -$              -$              -$           -$             -$              -$              -$              -$              
57 Telephone Headset 50                   16,883$                         16,883$     -$              -$              -$           -$             -$              -$              -$              -$              

58 CCA Seats FTE -            -                  Nov 28: Moved to row 81 and 
cost reduced.

-$           -$              -$              -$           -$             -$              -$              -$              -$              

59 Work Force Management FTE -            -                  No 28: Not required -$           -$              -$              -$           -$             -$              -$              -$              -$              
60 -$           -$              -$              -$           -$             -$              -$              -$              -$              
61 -$           -$              -$              -$           -$             -$              -$              -$              -$              
62 Infrastructure - New Staff -$           -$              -$              -$           -$             -$              -$              -$              -$              
63 Desktop 28                   Only charge apply rate to 

BCSC hired employees as this 
was not included in the BCSC 
Delay Impact Assessment.

-$           4,116$          3,087$          3,087$       -$             -$              -$              -$              -$              

64 Software 28                   Only charge apply rate to 
BCSC hired employees as this 
was not included in the BCSC 
Delay Impact Assessment.

-$           2,072$          1,554$          1,554$       -$             -$              -$              -$              -$              

65 Telephone 28                   Only charge apply rate to 
BCSC hired employees as this 
was not included in the BCSC 
Delay Impact Assessment.

-$           2,380$          1,785$          1,785$       -$             -$              -$              -$              -$              

66 Telephone Headset 30                   10,130$                         10,130$     -$              -$              -$           -$             5,065$          2,532$          -$              -$              
70 TELUS Network Upgrade 1                     5,644$                           No 28: Additional network 

capacity required to support up 
to 60 net new agents.

5,644$       2,935$          2,935$          2,935$       5,644$         2,822$          1,411$          -$              -$              

71 -$           -$              -$              -$           -$             -$              -$              -$              -$              
72 Service Delivery Charges -$           -$              -$              -$           -$             -$              -$              -$              -$              
73 Toll Free Number(s) and 

Termination Line(s)
2                     1,000$                           1,000$       200$             200$             200$          1,000$         100$             100$             -$              -$              

74 Remote Call Forward for BC lines 4                     70$                                70$            158$             158$             158$          70$              70$               35$               -$              -$              

76 BC Mail Plus 1                     38,970$                         Only for month 1 38,970$     -$              -$              -$           -$             9,743$          38,970$        -$              -$              

77 Address Inserts 1                     488$                              Only for month 1 488$          -$              -$              -$           488$            -$              -$              -$              -$              

78 PO Box 1                     -$           34$               34$               34$            -$             -$              -$              -$              -$              
82 Busy Signal Traffic Study weeks 4                     677$                              -$           677$             677$             677$          -$             677$             339$             -$              -$              

BCSC Delay Impact includes 
approx $247,552 + $35,663 for 

t   li  it  t ti  
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83 CCA Seats FTE -            61                   18,935$                         Nov 28: Consolidated from 
Rows 56 and 65.  Reduced 
from $508 to $310.  Note that 
rate is based on a 3 month 
commitment Dec-Feb.

-$           18,935$        18,935$        18,935$     -$             18,935$        9,467$          -$              -$              

84 CCA - Additional Interactions per interaction per month 30                   7,619$                           -$           7,619$          7,619$          7,619$       -$             7,619$          3,810$          -$              -$              
85 CCA - Data Archive per CCA seat 61                   689$                              -$           689$             689$             689$          -$             689$             344$             -$              -$              
86 -$           -$              -$              -$           -$             -$              -$              -$              -$              
87 -$           -$              -$              -$           -$             -$              -$              -$              -$              
88 Set-up Costs - These are One-time Charges.  Do not include in monthly charge - Billed on actuals -$           -$              -$              -$           -$             -$              -$              -$              -$              
89 IT Business Requirements Days 2.00          15                   2,124$                           2,124$       -$              -$              -$           1,593$         212$             212$             212$              -$              
90 IT Development Days 11.00        83                   11,680$                         Increase by 25% due to start 

date moving from Nov 19 to 
Dec 1

17,521$     -$              -$              -$           8,760$         2,920$          1,168$          2,920$           -$              

91 IT Testing Days 1.00          8                     1,062$                           1,062$       -$              -$              -$           796$            106$             106$             106$              -$              
92 Contact Centre System Setup and 

Config
Days 15.00        113                 15,928$                         Increase by 25% due to start 

date moving from Nov 19 to 
Dec 1

23,892$     -$              -$              -$           11,946$       3,982$          1,593$          1,593$           -$              

93 Communications Manager Days 7.00          53                   7,433$                           Increase by 25% due to start 
date moving from Nov 19 to 
Dec 1

9,291$       -$              -$              -$           5,575$         743$             743$             743$              -$              

94 Document Operations Days 4.00          30                   4,247$                           4,247$       -$              -$              -$           1,062$         1,062$          1,062$          -$              -$              
95 Cost Model/Financials Days 3.00          23                   3,186$                           3,186$       -$              -$              -$           2,389$         796$             796$             796$              -$              
96 Privacy Officer Days 20.00        150                 21,237$                         Increase by 50% due to start 

date moving from Nov 19 to 
Dec 1

33,979$     -$              -$              -$           15,928$       8,495$          5,309$          5,309$           -$              

97 Planning PM, Meetings, etc Days 57.00        428                 60,525$                         Increase by 25% due to start 
date moving from Nov 19 to 
Dec 1

96,841$     -$              -$              -$           60,525$       15,131$        15,131$        6,053$           -$              

98 Manual Investigation Days 10.00        75                   10,619$                         10,619$     -$              -$              -$           7,964$         2,655$          2,655$          1,062$           -$              
99 Training Delivery Days 8.00          60                   8,495$                           8,495$       -$              -$              -$           2,124$         2,124$          2,124$          -$              -$              

100 Human Resources Days 5.00          38                   5,309$                           5,309$       -$              -$              -$           2,655$         1,327$          1,327$          -$              -$              
101 Recruitment - External Agency per hire 29                   24,550$                         24,550$     -$              -$              -$           18,413$       6,138$          6,138$          -$              -$              
104 Facilities and infrastructure Setup Days 2.00          15                   2,124$                           2,124$       -$              -$              -$           1,593$         1,062$          1,062$          -$              -$              

105 CCA Setup and Configuration - 
TELUS

Custom SOW Estimate 1                     24,833$                         Nov 28: Increased by approx 
$4500 due to updated estimate 
from TELUS.

24,833$     -$              -$              -$           24,833$       -$              -$              -$              -$              

106 -$           -$              -$              -$           -$             -$              -$              -$              -$              
107 TOTAL 534,437$                       356,171$   605,079$      379,440$      163,587$   173,356$     307,538$      182,461$      18,795$         -$              

One-Time Dec-12 Jan-13 Feb-13 Nov-12 Dec-12 Jan-13 Feb-13 Mar-13

111 Labour - Ops  $              -    $     215,066  $       86,027  $                -   
112 Labour - Project  $    141,322  $       46,753  $       39,427  $        18,795  $                -   
113 Infrastructure/Services/Facilities

 $      32,034  $       45,719  $       57,008  $                -    $                -   
114 TOTAL  $    173,356  $     307,538  $     182,461  $        18,795  $                -   

Project 
Plan

EStimate
Total

 $      43,245  $         6,138  $         6,138  $                -    $        55,520 
 $    122,909  $       40,616  $       33,289  $        18,795  $      215,609 
 $              -    $               -    $               -    $                -    $                -   

 $    166,154  $       46,753  $       39,427  $        18,795  $      271,129 
 $                -   

 $        7,202  $       45,719  $       57,008  $                -    $      109,929 
 $              -    $     215,066  $       86,027  $                -    $      301,093 
 $              -    $               -    $               -    $                -    $                -   
 $    173,356  $     307,538  $     182,461  $        18,795  $      682,151 

 $    128,951  $       37,849  $               -    $      166,799 
 $     216,628  $       92,178  $      308,806 

 $      50,447  $       51,856  $       26,481  $      128,784 
TOTAL  $    179,397  $     306,333  $     118,659  $                -    $      604,389 

 $      350,000 
 $      254,389 

Contact Center 

One time Set up costs - fixed
One time set up - IT/mgnt labour
One time set up - Ops labour

Sub-total - one time set up

Contact centre resources
Infrastructure - fixed 

*1 January fixed costs are 13/31sts of estimate

Other Resources
Total

Plus Fixed set up costs

One time set-up/planning - actual to Jan 13
Project Resources

Total billing against initial SR - maximum
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Communication Response Project (CRP) 28-Nov-12 DRAFT
Cost Model

Projection of Utilization % Project of Utiliation 

Row CateItem Role
Unit of 
Measure  Qty 

 Qty - 
Extrapolated  One-time Amount Comments/Questions One-Time Dec-12 Jan-13 Feb-13

18 Contact Centre Resources - Standard Business Hours
114                   

19 Existing Contact Centre (CC) Staff 
(Auxiliaries)

CC Agent FTE 9.00                  1,026                -$           57,210$        -$              -$           

20 Existing Doc Ops Staff CC Agent FTE -                    -                    -$           -$              -$              -$           

21 New CC Staff (BCSC) CC Agent FTE 16.00                2,400                -$           80,016$        46,325$        -$           

22 New CC Supervisors (BCSC) Supervisor FTE 2.00                  300                   -$           14,796$        8,566$          -$           

23 New CC Scheduler (BCSC) Scheduler FTE 1.00                  150                   -$           7,106$          4,114$          -$           

24 New CC QA Analyst (BCSC) QA / Supervisor FTE 1.00                  150                   -$           7,106$          4,114$          -$           

25 New Doc Ops Staff (BCSC) CC Agent FTE 7.00                  1,050                -$           35,007$        -$              -$           

26 New Doc Ops Supervisors 
(BCSC)

Supervisor FTE 1.00                  150                   -$           7,398$          -$              -$           

27 New CC Staff additional Agents in 
advance of BCSC WAVE 3/4

CC Agent FTE 9.00                  1,026                -$           57,210$        -$              -$           

28 New CC Supervisor Supervisor FTE 1.00                  114                   -$           -$              -$              -$           

29 Existing/New CC Manager Manager FTE 1.00                  114                   -$           16,140$        18,689$        -$           

30 New CC Staff additional Agents - 
Auxiliaries

CC Agent FTE 20.00                2,280                -$           127,133$      147,206$      127,133$   

31 Credit for Staff covered by BCSC 
Delay Impact Assessment

BCSC Credit FTE 1                       Nov 28: Added credit for CC 
staff covered by BCSC Delay 
Impact

-$           (109,023)$     (54,512)$       -$           

32 Credit for Staff covered by BCSC 
Delay Impact Assessment

BCSC Credit FTE 1                       Nov 28: Added credit for Doc 
Mgmt staff covered by BCSC 
Delay Impact

-$           (42,405)$       -$              -$           

33 Contact Centre Resources - Overtime and RSDO -$           -$              -$              -$           

34 OT Shifts CC Agent OT FTE 57.00                6,500                Can increase OT by a further 
31% and 14% in Jan and Feb, 
respectively.

-$           543,660$      543,660$      543,660$   

35 RSDO Days CC Agent OT FTE -$           -$              -$              -$           

37 -$           -$              -$              -$           
38 Other Resources 143                   -$           -$              -$              -$           

39 Privacy Officer Escalations FTE 1.00                  143                   -$           20,175$        23,361$        15,131$     
40 Privacy Officer - Overflow Escalations FTE 0.50                  71                     -$           10,088$        -$              -$           
41 Privacy Analyst Escalations FTE 1.00                  143                   -$           20,175$        23,361$        15,131$     
42 Reporting Analyst Reporting FTE 0.50                  71                     -$           10,088$        8,760$          5,044$       
43 Project Manager Coordination FTE 1.00                  143                   -$           20,175$        17,521$        15,131$     
44 Program Manager Client 

Management
FTE 0.25                  36                     -$           5,044$          2,920$          2,522$       

45 IT Support Desktop, 
network, 
telephone, app, 
etc

FTE 1.00                  143                   -$           20,175$        17,521$        10,088$     

46 Communications Manager Communication
s

FTE 0.25                  36                     -$           5,044$          1,460$          1,261$       

47 -$           -$              -$              -$           
48 Facilities -$           -$              -$              -$           
49 Lease/Rent floor space -$           -$              -$              -$           

50 -$           -$              -$              -$           
51 -$           -$              -$              -$           
52 Infrastructure - Existing Staff -$           -$              -$              -$           
53 Desktop FTE 72.50                73                     -$           -$              -$              -$           
54 Software FTE 72.50                73                     -$           -$              -$              -$           

BCSC Delay Impact includes 
approx $247,552 + $35,663 for 

these 4 line items starting 
December 1, 2012 to Feb 15, 

2013.  Pro-rated for 4 weeks in 
December and 2 weeks in Jan

BCSC Delay Impact includes 
approx $106,012 for these 2 

line items starting December 1, 
2012 to Feb 15, 2013. Prorated 

f    i  D
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55 Telephone FTE 72.50                73                     -$           -$              -$              -$           
56 Telephone Headset 50                     16,883$                           16,883$     -$              -$              -$           

57 CCA Seats FTE -                    -                    Nov 28: Moved to row 81 and 
cost reduced.

-$           -$              -$              -$           

58 Work Force Management FTE -                    -                    No 28: Not required -$           -$              -$              -$           
59 -$           -$              -$              -$           
60 -$           -$              -$              -$           
61 Infrastructure - New Staff -$           -$              -$              -$           
62 Desktop 28                     Only charge apply rate to 

BCSC hired employees as this 
was not included in the BCSC 
Delay Impact Assessment.

-$           4,116$          3,087$          3,087$       

63 Software 28                     Only charge apply rate to 
BCSC hired employees as this 
was not included in the BCSC 
Delay Impact Assessment.

-$           2,072$          1,554$          1,554$       

64 Telephone 28                     Only charge apply rate to 
BCSC hired employees as this 
was not included in the BCSC 
Delay Impact Assessment.

-$           2,380$          1,785$          1,785$       

65 Telephone Headset 30                     10,130$                           10,130$     -$              -$              -$           

66 CCA Seats -                    Nov 28: Moved to row 81 and 
cost reduced.

-$           -$              -$              -$           

67 Work Force Management -                    No 28: Not required -$           -$              -$              -$           
68 Printer/Copier  for Adhoc Printing 1                       -$           1,129$          1,129$          1,129$       

69 TELUS Network Upgrade 1                       5,644$                              No 28: Additional network 
capacity required to support up 
to 60 net new agents.

5,644$       2,935$          2,935$          2,935$       

70 -$           -$              -$              -$           
71 Service Delivery Charges -$           -$              -$              -$           
72 Toll Free Number(s) and 

Termination Line(s)
2                       1,000$                              1,000$       200$             200$             200$          

73 Remote Call Forward for BC lines 4                       70$                                   70$            158$             158$             158$          

74 Long Distance 0.80                  635,136            -$           22,865$        17,245$        15,172$     

75 BC Mail Plus 1                       38,970$                           Only for month 1 38,970$     -$              -$              -$           

76 Address Inserts 1                       488$                                 Only for month 1 488$          -$              -$              -$           

77 PO Box 1                       -$           34$                34$                34$            
78 Returned mail handling Doc Mgmt Hours 632.00              632                   Mark Y to confirm:

- Business hours or OT?
-$           28,192$        7,048$          -$           

79 HIBC Address Change Handling Doc Mgmt Hours 190.00              190                   Mark Y to confirm:
- Business hours or OT?

-$           8,476$          2,119$          -$           

80 Document Image Storage Kaye/Bev?  Do we need Doc 
Mgmt staff as well?

-$           -$              -$              -$           

81 Busy Signal Traffic Study weeks 4                       -$           677$             677$             677$          
82 CCA Seats FTE -                    61                     Nov 28: Consolidated from 

Rows 56 and 65.  Reduced 
from $508 to $310.  Note that 
rate is based on a 3 month 
commitment Dec-Feb.

-$           18,935$        18,935$        18,935$     

83 CCA - Additional Interactions per interaction per month 30                     -$           7,619$          7,619$          7,619$       
84 CCA - Data Archive per CCA seat 61                     -$           689$             689$             689$          
85 -$           -$              -$              -$           
86 -$           -$              -$              -$           
87 Set-up Costs - These are One-time Charges.  Do not include in monthly charge - Billed on actuals -$           -$              -$              -$           
88 IT Business Requirements Days 2.00                  15                     2,124$                              2,124$       -$              -$              -$           
89 IT Development Days 11.00                83                     11,680$                           Increase by 25% due to start 

date moving from Nov 19 to 
Dec 1

14,600$     -$              -$              -$           
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90 IT Testing Days 1.00                  8                       1,062$                              1,062$       -$              -$              -$           
91 Contact Centre System Setup 

and Config
Days 15.00                113                   15,928$                           Increase by 25% due to start 

date moving from Nov 19 to 
Dec 1

19,910$     -$              -$              -$           

92 Communications Manager Days 7.00                  53                     7,433$                              Increase by 25% due to start 
date moving from Nov 19 to 
Dec 1

9,291$       -$              -$              -$           

93 Document Operations Days 4.00                  30                     4,247$                              4,247$       -$              -$              -$           
94 Cost Model/Financials Days 3.00                  23                     3,186$                              3,186$       -$              -$              -$           
95 Privacy Officer Days 20.00                150                   21,237$                           Increase by 50% due to start 

date moving from Nov 19 to 
Dec 1

31,856$     -$              -$              -$           

96 Planning PM, Meetings, 
etc

Days 57.00                428                   60,525$                           Increase by 25% due to start 
date moving from Nov 19 to 
Dec 1

75,657$     -$              -$              -$           

97 Manual Investigation Days 10.00                75                     10,619$                           10,619$     -$              -$              -$           
98 Training Delivery Days 8.00                  60                     8,495$                              8,495$       -$              -$              -$           
99 Human Resources Days 5.00                  38                     5,309$                              5,309$       -$              -$              -$           

100 Recruitment - External Agency per hire 29                     24,550$                           24,550$     -$              -$              -$           
101 Trainees - Existing FTEs and part 

timers
123.00              308                   17,146$                           Reduced to 2.5 hours on 

average instead of 3.5 hours as 
most staff on OT are coming 
from the contact centre.

17,146$     -$              -$              -$           

102 Trainees - New FTEs 51.00                -                    -$                                 Nov 28: Reduced from 281 
hours to 0 as traininig will be 
delivered in Dec and 
employees are already covered 
for the full month.

-$           -$              -$              -$           

103 Facilities and infrastructure Setup Days 2.00                  15                     2,124$                              2,124$       -$              -$              -$           

104 CCA Setup and Configuration - 
TELUS

Custom SOW 
Estimate

1                       24,833$                           Nov 28: Increased by approx 
$4500 due to updated estimate 
from TELUS.

24,833$     -$              -$              -$           

105 -$           -$              -$              -$           
106 TOTAL 293,681$                         328,192$   1,012,792$   878,278$      789,074$   

One-Time Dec-12 Jan-13 Feb-13

ESTIMATE SUMMARY
Description One-Time 

Amount
Monthly 
Amount:
Dec 2012

Monthly 
Amount:
Jan 2013

Monthly 
Amount:
Feb 2013

Contact Centre Agents  $                   -    $        356,575  $         193,531  $         127,133 
Overtime agents  $                   -    $        543,660  $         543,660  $         543,660 

Program Management, Service 
Management, Support

 $                   -    $        163,508  $         130,385  $           64,308 

BCSC - Credit  $                   -    $      (151,428)  $          (54,512)  $                   -   
Facilities  $                   -    $                  -    $                   -    $                   -   

Infrastructure  $           32,656  $          31,566  $           29,424  $           29,424 
Service Delivery  $           40,528  $          68,910  $           35,789  $           24,549 

Plan/Preparation/Setup  $         235,098  $                  -    $                   -    $                   -   
Systems Dev/Test/Deploy  $           19,910  $                  -    $                   -    $                   -   

TOTAL  $         328,192  $     1,012,792  $         878,278  $         789,074 

Notes:
1
2
3

Call Centre Agents
Description FTEs - 

Dec 2012
FTEs - 

Jan 2013
FTEs - 

Feb 2013
Existing/Available CC Agents                         9                      -                         -   

BCSC-funded CC Agents                       23                       8                       -   
Net New CC Agents                       29                     20                      20 

CC Agents on Over-time                       57                     57                      57 

TOTAL - FTEs                     118                     85                      77 

Call Capacity Estimate

Computers, Software, phones, CCA, 

Comments

Existing and net new agents.  BCSC 
 6,500 hours of Over-time
Supervisors, manager. PM, scheduler, 
extended IT support, communications, 

     

 System development costs, training etc

Comments

 Long distance, mail-outs, PO Box, etc
Planning, project management, 

28 BCSC FTEs are included at no additional cost or December

Assumes 6500 hours of OT each month.
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Description Calls - 
Dec 2012

Calls - 
Jan 2013

Calls - 
Feb 2013

Existing/Available CC Agents               10,832                      -                         -   
BCSC-funded CC Agents               27,681                9,628                       -   

Net New CC Agents               34,902              24,070               24,070 
CC Agents on Over-time               68,600              68,600               68,600 

TOTAL - Calls             142,013            102,298               92,670 

Notes:
1
2
3

Detailed Labour Breakdown for December 2012
m b e n ot

Planning and Pre
Description Planning and 

Preparation 
(Days)

BCSC Funded 
Staff (FTEs) -

Dec 2012

Existing Staff 
(FTEs) - 

Dec 2012

Net New Staff 
(FTEs) - 

Dec 2012

Overtime 
(FTEs) - 

Dec 2012

cc Contact Centre Agents                    47.3                23.00                   9.00                 29.00                                                            57.00 

su Supervisors, Management                        -                    3.00                   1.00                    0.50                                                                  -   
sr Scheduling, Reporting, Q&A                    18.8                  2.00                   0.50                        -                                                                    -   
dm Document Management                      4.0                      -                     5.32                        -                                                                    -   
tr Training                      8.0                      -                         -                          -                                                                    -   
co Communications                      8.8                      -                     0.25                        -                                                                    -   
pr Privacy Officer, Analysts                    40.0                      -                     2.50                        -                                                                    -   
it IT                    18.8                      -                     1.00                        -                                                                    -   
pm Project and Program 

Management
                   74.3                      -                     1.25                        -                                                                    -   

hr Human Resources                      5.0                      -                         -                          -                                                                    -   

TOTAL                 224.8                28.00                 20.82                 29.50                                                            57.00 
Days FTEs FTEs FTEs FTEs

Notes:
1
2
3

Detailed Cost Breakdown for December 2012 m
m b e n ot

Planning and Pre
Description Planning and 

Preparation
BCSC Funded 

Staff ($) -
Dec 2012

Existing Staff 
($) - 

Dec 2012

Net New Staff 
($) - 

Dec 2012

Overtime 
($) - 

Dec 2012

cc Contact Centre Agents  $           17,146  $        115,023  $           57,210  $         184,343  $                                                    543,660 
su Supervisors, Management  $                   -    $          22,194  $           16,140  $                   -    $                                                              -   
sr Scheduling, Reporting, Q&A  $           19,910  $          14,211  $           10,088  $                   -    $                                                              -   
dm Document Management  $             4,247  $                  -    $           36,668  $                   -    $                                                              -   
tr Training  $             8,495  $                  -    $                   -    $                   -    $                                                              -   
co Communications  $             9,291  $                  -    $             5,044  $                   -    $                                                              -   
pr Privacy Officer, Analysts  $           42,474  $                  -    $           50,438  $                   -    $                                                              -   
it IT  $           19,910  $                  -    $           20,175  $                   -    $                                                              -   
pm Project and Program 

Management
 $           78,842  $                  -    $           25,219  $                   -    $                                                              -   

hr Human Resources  $             5,309  $                  -    $                   -    $                   -    $                                                              -   
in Infrastructure  $           32,656  $                  -    $           31,566  $                   -    $                                                              -   
sc Service Costs  $           50,453  $                  -    $             9,343  $                   -    $                                                              -   
pc Production Costs  $           39,458  $                  -    $           22,899  $                   -    $                                                              -   
cr BCSC Delay Impact - Credit  $                   -    $      (151,428)  $                   -    $                   -    $                                                              -   

TOTAL  $         328,192  $                  -    $         284,789  $         184,343  $                                                    543,660 

Notes:
1
2
3

December 2012 Staffing and Costs

 Estimate Only 

Supervisors, Program Manager. Escalation Managers are in addition to the above FTEs - at go live

Comments

Assumes 6500 hours of OT each month.

Assumes a maximum of 60 concurrent agents at any given time
Calls based on 58 calls per day per agent and 20.75 days per month

December 2012 Staffing and Costs
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