Province Conlidential Intormation

RENEWAL AND AMENDMENT TO THE
MASTER SERVICES AGREEMENT

This renewal and amendment (the “Amendment™) is madc as of the 11% day of April, 2013
(the “Amendment Effective Date”) between TELUS Sourcing Solutions Inc. (“TSSI”), a company
organized under the laws of Alberta, TELUS Communications Company (“TCC™), a general
partnership of TELUS Communications Inc. and TELE-MOBILE Company (TSSI and TCC are
(subject to Section 1.12 of the Agreement, as defined below) collectively referred to herein as
“TELUS”), and Iler Majesty the Queen in Right of the Province of British Columbia as represented
by the Minister of Management Services (the “Province™). TCC, TSSI and the Province are
sometimes referred to hercin individually as a “Party”, and collectively as the “Partics™.

RECITALS

A TSSI, TELUS Communications Inc., and the Province entered into a Master Services
Agreement dated November 9, 2004, as amended by Change Orders 001; 001 Al; 001 A2;
002 603; 004; 006; 007; 003; 008 Al; 008 A2, 009; (010; 011, 014, 015; 015 Al; 19, 020,
021; 022; 023; 024; 025; and 026 (collectively, the “Agreement™).

B. TCC is the successor in interest to TELUS Communications Iac. in respect of the Agreement.
C. TSSE TCC, and the Province wish to excreisc certain renewal rights under the Agteement
and further amend certain terms and conditions of the Agreement in accordance with the

terms and conditions set out herein,

NOW THEREFORE in considcration of the foregoing and the mutual covenants and agreements
contaibed herein, the Parties agree as follows:

1. Interpretation and Definitions

1.1 Definitions. Unless otherwise provided herein, capitalized terms shall have the meanings
given to those terms in the Agreement.

1.2 Attachments. The following arc the Attachments annexed hereto and incorporated by
reference and deemed to be part hereof:

Attachment 3.2{a) - | Transition Job Descriptions
Attachment 3.2(b)A N ﬂScopcof Work tor the Repatriated Services _
Attachment 3.2(b)B | - | Scope of Work for the New Services :
Attachment 3.2(c) N Incident Management |
Attachment 3.2(d) - | Transition Project .
Attachment 4.1 - | Service Levels Table
Atachmentd2 - | Revised Service Numbers
Attachment 5.1 - | Change to Fees

DOCS 12310993 ]

Page 1 of 118 F’SA-2016-60940-S%1
!



Province Confidential Information

1.3 Additionat Defined Terms, Schedule A 1o the Agreement (Definitions) is hereby amended
by adding the following definition (and such definitions will alse apply to such capitalized terms
where used in this Amendment.):

“Reinvestment Pool” has the meaning given to it in Section 8.21.
“Fransition Commencement Date” means June 1, 2013,
2. Renewal

2.1 The Provinee hercby clects to renew the Initial Term pursuant to Scction 2.2 of the
Agreement for a five year Renewal Term commencing immediately upon the end of the Initial Term,
and TELUS agrees to such renewal on the terms and conditions of the Agreement as amended by this
Amendment. The Partics each hereby irrevocably waive any notice requirements set out in Section
2.2 of the Agreement in connection with this renewal.

2.2 The Province shall have the right, al any time up to April 1, 2016, to initiate a Benchmarking
pursuartt to Section 9.16 of the Agreement.

23 Section 2,3 of the Agreement (Extension of Initial Term) is hereby deleted and replaced with
the following:

2.3 Extension of Renewal Term

The Province shall have the right, upon delivery of written notice to TELUS at any time up to
nine (9) months prior to the expiry of the Renewal 'Ferin, to extend the Rencwal Term for up
to one (1) year (the “Extension™). Unless otherwise agreed to by the Parties, the terms and
conditions of such Extension shall be the terms and conditions that would be in effect as at
the original date of expiry of the Renewal Term and this Agreement shall apply during such
Extension.

H the Partics have made any agreements to amend, change, modify or supplement the terms
and conditions of this Agreement, including by way of Changce Orders or the addition or
subtraction of certain Services as contemplated in this Agreement prior to the Extension, then
the Extension on the same terins and conditions as contemplated herein shall mean such
terms and conditions contained in this Agreement as so amended, changed, modified or
supplemented, as the case may be, prior to the Extensiosn.

The Initial Term of this Agreement together with the Renewal Term, any Extension and the
Termination Assistance Period during which TELUS provides the Terimination Services is
collectively referred to as the “Term”.

3. Transition Project

3.1 The Partics shall perform a transition project, to be complefed no later than the Transition i
Commencement Date (the “Transition Projec(™), whereby: '

(a) the Province shall have repatriated certain ticr 1 contact centre Services and certain
training resource Services (the “Repatriated Services™); and
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)] certain payroll data tech Services shall have been added to the Services (the “New
Services™).

32 The Transition Projecct shalt consist of?

(a) the execution of a personnel transfer agreement based upon the form of the Payroll
Transfer Agreement and the POIM Transfer Agreement, with each Party responsible
for their own employee costs (other than seconded employees which shall be at cost
as agreed by the Parties) including severance costs, if any, and addressing the
transition of roles hased on the job descriptions sci out in Attachment 3.2(a) and for
clarity addressing matters such as communications, the terms of employment offers
and their timing, background checks and the protection of personal information;

b) amending Schedule E (Description of POIM and Payroll Services) of the
Agreement based on the scope of work for the Repatriated Services set out in
Attachment 3.2(b)A, and the scope of work for the New Services set out in
Attachment 3.2(b)B;

(®) amending Exhibit B (P/ AND P2 Incidents) to Appendix 1 (Service Levels Table) to
Schedute F (Service levels) to the Agreement based on the description set out in
Aftachment 3.2(c); and

{(d) implementing the Transition Project as set out in Attachment 3.2(d).
33 In the cvent of a Dispuie with respect to the form or content of any {ransition documents, or
any step in the Transition Project, the Dispute shall be deemed to be an Expedited Dispute to be
resolved on the basis of the documents referenced under Section 3.2 that are attached to this
Amendment.

4, Service Levels

4.1 Effective as of the Transition Commencement Date, Appendix 1 (Service Levels Table) to
Schedule F (Service fevels) to the Agreement is horeby deleted and replaced with Aftachment 4.1.

4.2 Effective as of the Transition Commencement Date, Article 3 of Schedule E (Description of
POIM and Payroll Services) to the Agreement is hereby deleted and replaced with Attachment 4.2
1o:

(a) update the Service numbers in the left hand column of the tables contained in that
Article;

(0 delete the Service requirement (to “Provide Change Management service in support
of Projects™), formerly numbered “M6”, in Section 3.2; and

(c) revise the Scrvice requirement and description numbered 152 in Seetion 3.2.
4.3 Effective as of the Transition Commencement Date, paragraphs two, three, and four of

Section 9,14 of the Agreement {(Service Level Credits) are hereby deleted, and replaced with the
following two paragraphs:
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In respect of all Essence of Business Requirements, TELUS shail have two service level
[ailure exemptions {each a “Serviee Level Failure Exemption®) for each Essence off
Business Requirement as of the Transition Commencement Date. Each such Service Level
Failure Exemption shall be in respect of such Essence of Business Requirement, shall
automalically be applicd fo cancel any Service Level Credit that would otherwise be issued to
the Province in respect of the first or second, as applicable, failure of TELUS to meet such
Essence of Business Requirement that subsequently oceurs, and shall be cancelied and cease
to cxist once so applicd. Any Scrvice Level Failure Exemptions that TELUS may have
accumulated prior to the Transition Commencement Date are hereby cancelled and cease (o
exist.

In respect of cach Essence of Business Requirement, TELUS shall earn a Service Level
FFailure Exemption in respect of such Essence of Business Requirement for each twenty four
(24} continuous month period that TELUS has met or exceeded such Essence of Business
Requirement. For greater certainty, once TELLUS has carncd a Scrvice Level Exemption in
respect of an Essence of Business Requirement, the twenty four (24} continuous month
period of performance required to earn a further Service Level Exemption in respect of the
same Essence of Business Requirement must start on a date after the last day of the period
used to earn the previous Service Level Exemption in respect of such Essence of Busincss
Requirement. TELUS may only accumulate up to three (3) Service Level Failure
Exemptions in respect of cach Essence of Business Reguirement at any time and thereafter
TELUS may not eatn a further Service Level Failure Exemption in respect of the same
Essence of Business Requirement until a Service Level Failure Exemption has been applied
to cancel the issuance of Scrvice Level Credits which would otherwise be issued to the
Province in respect of a subsequent failure to meet the same Essence of Business
Requirement, Upon the application of a Service Level Exemption, it shall be cancelled and
shall cease to cxist.

44  Effective as of the Transition Commencement Date, the following provision is hercby added
lo the Agrcement as a ncw Section 9.17:

92.17 Indicators

Where measurement and reporting of Indicators identifies ongoing or trending issues with the
delivery of the Services, the Parties will cause the Joint Operations Committee to develop
and implement a mutually agreed set of reasonable activities intended to addrcss any
concerns associated with the ongoing or trending issues.

4.5 Effective as of the Transition Commencement Date, Section 2.0(i) of Schedule F (Service
Levels) to the Agreement is hereby deleted and replaced with the following;

(i) The Province may, at its option, assign a Weighting Factor to each Essence of Business
Requirement for purposes of calculating Service Level Credits. The initial Weighling
Factors assigned to the Essence of Business Requirements are set out the designated
column of the Service Levels Table. The total Weighting Factors against the various
Essence of Business Requirements for purposes of calcufating the Service Level Credits
owing to the Province shall not exceed three hundred percent (300%). The Weighting
Factor assigned to each Essence of Business Requirement shall not exceed sixty percent
(60%).
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4.6 Effective as of the Transition Commencement Date, Sections 5.1{d) and 5.1{f} of Schedule F
(Service Levels) to the Agreement is hereby deleted and replaced with the following:

(d) Service Levels are grouped into three sections in the Service Levels Table based on
their designation as Essctice of Business Requircment, Measured, or Indicator;

63 The columns in the Service Levels Table (Appendix 1) indicate the following:

(i) the first column from the lofl with the heading “#” scts out the Scrvice
number used to identify each Service that is further described in Schedule 18
of this Agreement;

(i) the second column from the left with the heading “Service Area” identifies
the Basic Service category as more particularly described in Schedule E of
this Agreement, for each listed Service;

(iiiy  the third cofumn from the left with the heading “Service” identifies each
listed Service;

(ivy the fourth  column  from the left with the  heading
“Measure/ Target/Methodology” identifies the measure/target/methodology
component of the Service Level for each listed Service;

(v) the fifth column from the lefl with the heading “I.evel” identilies the level of
performance component of the Service Level for each listed Service;

(vi)  the sixth column from the left with the heading “Importance” identifies the
level of criticality for each Service Level for purpose of determining Chronic
Failures;

(viiy the seventh column from the left with the heading “Frequency of
Measurement” identiftes the frequency each Service Level will be measured;

(viii) the eighth column from left with the heading “Period of Measurement
(Reporting Cycele)” identifics the period in which each Service Level will be
measuted;

(ix)  the ninth column from the left with the heading *Weighting Factor” scts out
the Weighting Factor for each Essence of Business Requirement; and

(x}  the tenth column from the left with the heading “Fully Performing Period”
identifies, in respect of a Service Leveld, the period of time during which the
Service Level must be fully mcasured and reported, and in the case of
Essence of Business Requirentents the period in which Service Level Credits :
will apply (collectively, the “Fully Performing Period”). Notwithstanding
the Fully Performing Period, TELUS will make all commercially reasonable
ciforts to begin measuring and reporting on all Service Levels as soon as
possible prior to the commencement of their Fully Performing Period, and,
for greater certainty, the performance obligations under Section 9.2 of the
Agreement, including subscction (¢), will apply to all Service Levels prior to
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the commencement of their Fully Performing Period. Where no Fully
Performing Period is set out for a Service Level, the Tully Performing Period
for such Service l.evel will be deemed to be the entire Term.

47 Effective as of the Transition Commencement Date, Section 6.3 of Schedule ¥ (Service
Levels) 1o the Agreement is hereby deleted.

4.8 Effective as of the Transition Commencement Date, Section 8.0(d) of Schedule F (Service
Levels) to the Agreement is hereby deleted and replaced with the following:

(d) The Province will have the right, on 90 days notice, but no more than twice each
Contract Year to adjuost the Weighting Factors sct out in the far right column of the
Service Levels Table as long as the aggregate Weigliting Factors to which Province
is eligible hereunder do not exceed 300% and each Weighting Factor for each
Essence of Business Requirement does not exceed 60%. For greater certainty, any
such adjustment will not be subject to the Change Request Process in Article 8 of
this Agreement.

4.9 Addition of Silver Applieation. Effective as of the Transition Commencement Date,
Exhibit B (dpplication Availability) to Schedule B (Description of POIM and Payroll Services) of
the Agreement is hereby amended by appending the following row to the end of the Exhibit:

High Performance HR Portal (Source Pad) Yes HPWS Silver {24 x7
[Warkplace nd the Performance Thomhili
Solutions (HPWS) Management Tool.
(cPerformance/ ofution as identified in
e.Survey) hange Order #8

5. Fees and Resource Pools

5.1 Schedule J (Fees) to the Agreement is hereby amended as sct out in Attachment 5.1,

5.2 The following Section is hereby added as a new Section 8.21 to the Agreement:
8.21 Reinvesiment Pool

(a) In addition to the Primary Resource Pool and the Secondary Resource Pool, TELUS
shali create a reinvestment pool (the “Reinvestment Pool™). TELUS shall, at no
additional cost to the Provinee, allocate resources to the Reinvestment Pool, in terins
of hours of work, as follows and as summarized in the tabie below:

6} as of the Amendment Effective Date, the 3,179 credit hours established and
awardced to the Provinee under Change Order 001 A2 shall be transferred and become
3,179 hours in the Reinvestment Pool;

(i)  as of the Amendment Eftcctive Date, the 4,927 Schedule U Job Jar Resources

(as defined under Change Order 011) shall be transferred and become 4,927 hours in
the Reinvestinent Pool; and i
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(iif)  on April 1* of cach Contract Year hours of work shall be allocated to the
Reinvestment Pool in accordance with the following table:

Reinvestiient
8,721 {8,106 of which being the hours
01-Apr-13 allocated under (i) and {ii) above)

| _Ol-Apr-14 3,130
01-Apr-15 22,338
01-Apr-16 9,658

_01-Apr-17 14,112
01-Apr-18 4,727 -
O1-Apr-19 | 2,334

The Province may, at its discretion and at any time, request TELUS to apply and
TELUS shall apply resources allocated to the Reinvestment Pool to the completion of
any Planned Owdinary Cowrse Changes or any Material Changes, including any
Projects.

Where the Province has exhausted the Reinvestment Pool, the Province may in its
discretion elect to draw on and use hours (“Rarly-Use Future Reinvestment
Hours”) that are scheduled to be allocated fo the Reinvestinent Pool pursuant to
Section 8.21(a)(iii) ai a later date (“Planned Allocation Date™). If the Province has
drawn on and used Early-Use Future Reinvestment Hours and terminates this
Agreement for convenlence pursuant to Section 23.5, the Province shall pay TELUS,
at the Time and Mafcrials Rate, for any such Early-Use Future Reinvestment Hours
for which the applicable Planned Allocation Datc has not yet occurred.

Unused resources allocated to the Reinvestment Pool shall be cumulative and shall
not expire, including where additional resources are allocated to the Reinvestment
Pool as per the table in Section 8.21(2). At the end of the Term, or at such carlicr time
as mutually agreed by the Parties, TELUS shall reimburse the Province for any
unused Reinvestment Pool at the Time and Material Rate.

‘the Province shall request a Change to implement the time and labour absence
management praject, to be substantially based on version 3.0 of the draft project
charter for such Project, which has been prepared by the Patties, with a target Project
commencement date of June 1, 2013,

5.3 The tabie setting out the fabour available on a monthly basis in the Primary Resource Pool
and Secondary Resources Pool in Section 1.2 of Schedule DD (Job Jar Scheduie) to the Agreement is
hereby amended by appending the following rows to the table:

1 2,250 1,000

DOCS 1231099

Page 7 of 118 F’SA-2016-60940-T1




11 2,600 1,000
12 2,600 1,000
13 2,600 1,000
14 2,000 1,000
15 2,000 1,000

5.4 TELUS shall perform the automated forms project at no cost to the Province. The antomated
forms project shall include the development, testing, and implementation of approximately thirty one
automated forms, identified by Sierra Systems, in order (o streamling the intake of human resources,

Province Confidential [nforination

benefits, and payroll transactions. The automated forms project entails an cstimated $550,000 of
work effort, at the Time and Materiais Rate, TELUS shall target a commencement date of June |,

2013 for the automated forms project.

5.5 Section 15.2 Application of Credits is hereby deleted and replaced with the following:

15.2 Application of Credits

In each invoice issued by TELUS to the Province pursuant to Scction 14.3, TELUS shall
reduce the Fees otherwise payable to TELUS by the amount of the following credit and shall
indicatc on the invoice credits in favour of the Province against Fees payable to TELUS as

follows;

(a)

the balance in the Gainsharing Credit Account not previously applicd against

the Fees of TELUS, to a maximum of the amount of the Fees to be paid on

such payment date and to a maximum of thc amount of Fees indicated in such

invoice, respectively;

TEILUS shall subtract the amount of any Gainsharing Credit applied against the Fees of
TELUS pursuant to Section 15.2{a) from the Gainsharing Credit Account, i

Notwithstanding the foregoing provisions of this Section 15.2, the Province may, in its sole
discretion, in order to promote the growth and business of the BC Centre of Excellence and

to develop greater efficiency in the BC Centre of Excellence, give written notice to TELUS

in respect of the Gainsharing Credit in respect of any Contract Year within ninety (90) days
of the determination of the amount of such Gainsharing Credit in accordance with this Article
15, waiving the benefit of such Gainsharing Credit or any part thereof in respect of such
Contract Year and releasing and forever discharging TELUS in respect of the provision of the
same, and directing TELUS not to credit or to credit only a portion of such Gainsharing
Credit to the Gainsharing Credit Account.

5.6 The language in Sections 15.4 Calculation of Royalty Credit, 15.5 Calewlation of Non-BC
Public Rayalty Credit and 15.6 Calculation gf Private Royaliy Credit is hereby deleted and replaced
with “intentionally deleted” references. The Paities further agree that as part of the MSA
Optimization Project, as defined below, they will review and adjust changes to POIM Base Fees and
Payroll Base Fees {pursuant to Scctions 4,4 and 4.5 of Schedule J) for additional Province Customers
to reflect any such credits that would have otherwise been payable pursuant to Sections 15.4, 15.5

and 15.6.
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6. Changes to Clients, Customers and Stakeholders

6.1 The Parties shall continuc to discuss possible opportunities to add Province Clients,
Customers, and Stakcholders from the broader public sector pursuant to Section 7.6 of the
Agreement, including, potentially, certain school boards and Liquor Distribution Branch.

7, MSA Optimization Project:

7.1 Between the Amendment Effective Date and the Transition Commencemcent Date, the Parties
shall meet and discuss possible opportunitics that the Parties.identify to improve and optimize the
Aprecment (the “MSA Optimization Project”). Representatives of the Parties involved in the MSA :r
Optimization Project will cooperate, act reasonably and scek to complete opportunities consistent
with the cbjectives and guiding principles set out in Section 1.11 of the Agreement and in a manner
that is cost neutral for the Parties subject to Section 5.6 above, Without limiting the generality of the
foregoing, the MSA Optimization Project will consider the following matters together with such
other matters as the Province and TELUS may agree:

{(a)  consolidating the Payroll Base Fee and the POIM Base Fee into a single strcam of
' Fees

(b) consolidating Change Orders, including by removing provisions that are no longer
applicable and updating provisions to align with accepted Change Orders and
bringing the content of certain Schedules (e.g. the interface table in Schedule M, the
list of arbitrators in Schedule T) up to date; and

{c) teviewing the Software Rental Credit and Maintenance Crcdit procedure as well as
the approach to Fee adjustments in Schedule J.

Any revisions agreed to by the Province and TELUS will be documented by way of an amendment
agreement and will have no force and effect until signed by both Parties, It is the objective of the
Province and TELUS to complete an amendment agreement that records the optimization
improvements to the Agreement on or before the Transition Commencement Date.

8. General

8.1 Confirmation of Agreement. Except as otherwise expressly amended by this Amendment,
all other terms and conditions of the Agreement will continue to apply and the Agreement will
remain in {ull force and effect,

82  Counterparts. This Amendment may be exccuted in several counterparts, each of which
shail be deemed to be an original. Such counterparts together shall constitute one and the same

instrument, notwithstanding that all of the Parties are not signatories to the original or the same
counterpart.
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83 Governing Law. This Amendment shall be governed by the laws of the Province of British
Columbia and the federal laws of Canada applicable therein.

IN WITNESS WHEREQF, this Amendment has been duly executed by and on behalf of the Parties -
hereto as of the date hereof.

HER MAJESTY THE QUEEN IN RIGHT TELUS COMMUNICATIONS
OF THE PROVINCE OF BRITISH COMPANY

COLUMBIA, as represented by the

MINISTER O MANA(?‘,MENT

SERVICE;S

By _ N - By: /Zm. I A
Lynda Tarras Name: Margic EIVETY
Head of BC Public Service Agency : Title: View ~ Peésinent

TELUS SOURCING SOLUTIONS INC.

By: Lj//w/ | @?é__,

Name: MARw Rive ¥y
Title: FPrREsIDE 0T
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ATTACHMENT 3.2(A)
TRANSITION JOB DESCRIPTIONS

L

« JOB PROFILE

Pl Whete ideas work Position #
TITLE: Bus Pass PROGRAM COORDINATOR CLASSIFICATION:

MINISTRY: WORK UNIT:

SUPERVISOR TITLE: SUPERVISOR POSITION #:

JOB OVERVIEW

THE COORDINATOR IS THE PRIMARY COMMUNICATION BETWEEN TRANSLINK, BC TRANSIT, BUskam, TSSS, EPP
EMPLOYEES AND THE GOVERNMENT,

ACCOUNTABILITIES

*  PROVIDE INFORMATION ABOUT THE PROGRAMS TO INTERESTED EMPLOYEES

*  RESPOND TO ALL EMPLOYEE ENQUIRIES

¢  RECEIVE AND ENSURE PAYMENT OF INVOICES

¢ DAINTAIN SPREADSHEET OF COMPANY PARTICIPANTS

s INFORM PAYROLL OF REQUIRED PAYMENTS

¢  RECONCILES THE GOVERNMENT'S LIABILITY ACCOUNT.

o ENTERS THE PAYROLL DEDUCTION ONLINE FOR NEW RIDERS INTO PEQPLESOFT,

TRANSLINK SPECIFIC;
& RECEIVE AND DISTRIBUTE PASSES :
o RECONCILES THE BI-WEEKLY DEDUCTION AMOUNT AGAINST THE TRANSLINK INVOICE.
e ADDS NEW EMPLOYEES TO TRANSLINK'S ONLINE SYSTEM AND PROVIDES EPP INFORMATION, :
o  KNOWLEDGE HOLDER OF ALL TRANSLINK'S KEY DATES, PROCEDURES AND DEADLINES,
o  ENTERS EMPLOYEE INFORMATION FOR LOST OR STOLEN PROPASS CARDS INTO TRANSLINK'S ONLINE SYSTEM.
¢ SET UP ONE TIME PAY BEDUCTION OF $15 ADMINISTRATION FEE
o SET UP ONE TIME PAY DEDUCTION OF $50 REPLACEMENT FEE FOR A LOST PASSES.
¢ REVIEWING MONTHLY INVOICE AND COMPARE TO TRANSLINK DEDUCTION QUERY.

BC TRANSIT SPECIFIC:
®  FAX ENROLLMENT APPLICATIONS TO BC TRANSIT AFTER THE FORM 15 COMPLETELY FILLED QUT, SIGNED AND DATED

BY .

¢ ENSURE THAT THE NUMBER OF STAFF ON PROPASS 15 CONFIRMED MONTHLY.

»  REMIT A CHEQUE WITH THE “MONTHLY PAYMENT” FORM TO BC TRANSIT BY BMAIL AND EMAIL A LIST OF
EMPLOYEE NAMES, INCLUDING “SUSPENDED” PASS HCLDERS.
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¢  |F AN EMPLOYEE WISHELS TO CANCEL THEIR PROPASS, AN EXIT SURVEY MUST BE COMPLETED AN SENT T BC
TRANSIT ALONG WATH THE PASS.

o I ANY STAFF NLED TO BE SUSPENDED FRON PROPASS, FILL OUT THE “SUSPENSION OF PASS” FORM AND RETURN
THE PASS TO BC TRANSIT 7O HOLD.
JOB REQUIREMENTS

GRADE 12

EFFICIENT WiTH PEOPLESOFT DATA ENTRY
EXPERIENCE RECOMCILING FINANCIAL STATEMENTS
KNOWLEDGEABLE IN EXCEL

BEHAVIOURAL COMPETENCIES

o  Building Parinerships with Stakcholders

¢ Service Orientatlion
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i , JOB PROFILE
¢ Where ideas work
TITLE: TEAM LEAD, HR AND PAYROLL OPERATIONS CLASSIFICATION:
CLERK 14
CONTEXT

Reporting to the Manager, HR and Payroll Operations, the Team Lead provides supervision and
coaching to the HR and Payrall Data Technicians and HR and Payroll Technicafl Admin positions in HR
and Payroll Data Operations.

JOB OVERVIEW

The Team Lead provides technical expertise and supervisory direction to the HR and Payroll
Technicians and HR and Payroil Technical Admin positions. The position will resofve customer
refations issues, recommend process improvements, and has a key role in maintaining the
quality and integrity of corporate human resources information systems.

ACCOUNTABILITIES

s Provides information, advice, and assistance to staff on data entry and administrative
processes and procedures;

¢ Resolves escalated issues from staff and/or customers;

¢ Recommends work priorities, and anticipates and makes adjustments for variations to
ensure adequate staff scheduling and assignment in order to achieve standards and targets;

¢ |dentifies trends in data integrity and monitors performance metrics; ,
¢ Develops and evaluates performance plans for staff (EPDP’s}, and coaches for performance;

s Authorizes and ensures the proper recording of all leaves;

e Agsists with the recruitment of new staff;

¢ Ensures adeguate training of all staff;

e Liaises with payroll to ensure integration with HR/Payroll practices and resolve concerns
about data integrity and inconsistent pracesses;

+ Oversees the maintenance of program records in accordance with ARCS/ORCS systems, and
contributes to the development of records systems;

» Provides input into the development of procedural documents that address changes or
additions to work unit goals;
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s Provides input into improving the knowledge management system;

* Provides input and recommends options to increase or improve accessibility of customer
self-service selections.

JOB REQUIREMENTS
e Secondary Schoal graduation or equivalent;

¢ Good knowledge of human resource principles, procedures, policies, and master/collective
agreements;

» Experience with human resource business processes affecting payroll and management
reporting;

e Experience supervising, mentoring, coaching, and training staff;

¢ Ability to maintain confidentiality in dealing with personnel information and privacy
legislation; :

o Ability to effectively communicate - both verbally and in writing.

SPECIAL REQUIREMENTS

¢ The position functions in a challenging work environment where work processes,

relationships and expectations are changing to support a new model of human resource
services delivery to meet client needs.

¢ Some travel may be required to attend training and/or participate on committees/special _
projects, ‘

¢ Successful applicants will be required to pass a Criminal Records Check.

COMPETENCIES
» Service Orientation: Level 4
¢ Teamwork & Cooperation: Level 4
e Results Orientation: Level 4
¢ Holding People Accountable: Level 4
¢ Reflecting on Difficulties: Level 5

¢ Concern for Order: Level 4
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JOB PROFILE
PosiTion ##

) .
- Where ideas work,

TITLE: HUMAN RESOURCE DATA TECHNICIAN
CLAsSIFICATION: CLERK 9

JOB OVERVIEW

The position provides technical support and data entry services and, maintains the integrity of the
Corporate Human Resources Information and Payroll System (CHIPS).

ACCOUNTABILITIES
¢ Perform a variety of data entry transactions.
¢ Obtain missing information and clarify entries by contacting originator of data.

e Ensure integrity of data in CHIPS by searching and correcting errors and inconsistencies in
data using system generated reports and inputting data corrections.

*  Assess and escalate issues and/or trends to Human Resource Service Representatives for
their action and/or information.

e Maintain accurate electronic position and employes files.
* Provide input into, and assist in maintaining, the knowledge management system,
* Orient/train new employees on systems, resaurces and tools.

e Provide input to customer self-serve options.

JOB REQUIREMENTS
¢ Secondary School graduation or equivalent

¢ Knowledge of human resource principles, procedures, policies, and master/collective
agreements.

s Ability to maintain confidentiality in dealing with personnel information and privacy
legislation.

¢ Experience in word processing and other computer applications such as spreadsheets, and
databases.

+ Ability to effectively communicate - both verbally and in writing.

SPECIAL REQUIREMENTS

» Some travel may be required to attend training and/or participate an committees/special
projects.

DOCS 12310993 i5
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Web Documentation Coordinator

Job Title{s). Web Documentation Cocrdinator
Date Completed: October 29, 2009
Last Updated: Oclober 29, 2009

* Ensures the accuracy, integrity and timeliness of client intranet documentation.
¢ Assists wilh the internal and external access requests to applications.

Responsibilities % of Time | Expecte

1. Maintains accuracy and timeliness of client and | 60% ¢« Completed documentation
internal intranet sites through regular webpage _ avaitable on the client intranet
updates, the design of new information and the site within desired time frames.

posting of alerts / communications,
s Program and ministry goals are
effectively communicated to i
internal stakeholders.

2. Bevelop and implement internal web 25% ¢ Increase employee engagement i

communication plans, tc enhance the client experience,

3. Assist with access requests for internat / 15% «  New team members are

external hires. productive on their first day at '
WOork.

Education:

* A post-secondary degree or certificate in web design or the equivalent experience demonstrated by
progressive responsibilities.

Experience
» 1-3 years experience in web design.

Skilis

DOCS 12310993 16
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Proficiency with Microsoft Office (Word, Outlook, Excel, PowerPoint)

Knowtedge of JavaScript, CSS, HTML, experience with Macromedia Flash.

Supericr knowledge of current web-design trends, technigues and usability best practices.
Demonsirated excellence in verbal and written communication skills

Ability to prioritize, adjusts to changing priorities, and successfully completes numerous short and
long-term assigniments simultaneously in a team environment.

«  Ability to anticipate needs, thinks logically and creatively, exercises good judgment and acts
independently as necessary. :
Proven ability to work in a self-directed environment :
Ability to effectively liaise with peers and management

Aftention fo detail, customer-service crientation and creativity in problem-solving

o & & & »

Attrihutes
=  Customer:

o Effectively defines and executes the customer service philasophy for cur organization.
o Responds quickly and proactively to client needs.

= Teamwark:

o Ensures high performance at TELUS through active participation and a positive and optimistic
approach to teamwork.
o Works to create fufure friendly experiences for our internal and external customers
= Business:

o Applies knowledge of business acumen and principles to effectively deliver on personal and
team goals

» Communication Skills:

o Empowers others by sharing the right information in a timely, clear and succinct manner.
o Demonstrates effective listening skills.

»  Change Management:

o The ability to adapt when faced with unfamiliar circumstances or new chailenges.

DOCS 12310993 17
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Learning Specialist

- Geni
Job Title(s): Learning Specialist

Date Completed: November 11, 2009

¢ Designs scalable and reusable learning solutions using multiple tools and methodologies to meet
business needs.

» Delivers training events including in-class, e.Learning, virtual facilitation and blended learning for
mulftiple curriculums

¢ Tracks performance in the class room and uses standard evaluation methodologies to measure
the effectiveness of a learning event / solution. |

¢ Works with internal and external stakeholders to identify performance gaps and recommend
actions for improvement.

nsihilities xpected Qutcome
Collaborate with internal / external = Business needs and training
stakeholders to design learning programs objeclives are aligned.
and reinforcement tocls (iob aids, coaching s Stakeholder satisfaction meets
tools). established targets.
5. Recommend and implement 15% = All learning oppertunities are in a ,
enhancements to existing learning “ready” state. |

solutions and ensure materials are kept in
ah “always ready” state. |

8. Deliver training events including core 35% < Design and delivery meet
training programs and “just-in-time- established evaluation targets.
feaching” learning solutions.

s Learning event meets business
needs.

#»  Stakeholder satisfaction meets
established targets.

7. Track and manage pefformance inthe | 15% = Course evaluations completed
classroom. Apply standard learning activity with appropriate response rates.
evaluation and measuremsnt processes, = End of training report completed,

DOCS 12310993 18
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Education:

= A post-secondary degree or certificate in learning dslivery and/or design.
Experience

= 1-3 years experience in iearning design and delivery or equivalent experience through prograssive
responsibilities. :

Skills
+ Proficiency with Microsoft Cffice (Word, Outlook, Excel, PowerPoint)
«  Knowledge of instructional design and training methodclegies
» Demeonstrated excellence in verbal and written communication
s  Demonstrated excellence in presentation and facilitation.
+ Ability to pricritize, adjusts to changing priorities, and successfully completes numerous short and

long-term assignments simultaneously in a team envircnment.
+  Ability to anticipate needs, thinks logically and creatively, exercises good judgment and acts
independently as necessary.
Proven ability to work in a self-directed environment
Ability to effectively liaise with peers and management
Attention to detail, customer-service orientation and creativity in problem-solving

Atfributes
»  Customer:

o Effectively defines and executes the customer service phitosophy for our organization.
o Responds quickly and preactively to client needs.

= Teamwork:
o Ensures high performance at TELUS through active participation and a positive and optimistic
approach to teamwork.
o Works to create future friendly experiences for our internal and external customers

= Business:

o Applies knowiedge of business acumen and principles to effectively deliver on personal and
team goals

» Communication Skills:

o Empowers others by sharing the right information in a timely, clear and succinct manner.
o Demonstrates effective listening skilis.

= Change Management:

o The ability to adapt when faced with unfamiliar circumstances or new challenges.

DOCS 12310993 19
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Client Service Advisor
Position Overview

Client Services Advisors are the first point of contact for policy, process and transaction
questions received via voice, fax and/or e-mail. Client Services Advisors provide
support, investigation and resolution of problems or concerns originated by multiple
ckents who include employees and dependents, potential new hires, internal/external
vendors and associates. This includes problem identification, communication, research,
isolation and/or resolution. Client Services Advisors verify, process, and input simple
transactions dealing with confidential employee information. Client Services Advisors
are expected to resolve most calls themselves and escalate remaining issues to Case
Managers within clearly defined criteria. Client Services Advisors are responsible for
tracking and reporting client activity and meeting Service Level Agreement targets.

Responsibilities

Provide support and assistance to clients on HR and Employee Learning policies,
procedures, guidelines and practices.

. Answer the telephone displaying effective interpersonal skills to gather
information, question and summarize problem presented.
. Provide telephone support using established scripts for a wide variety of HR

disciplines (including, but not limited to, payroll, timekeeping, benefits, total rewaids,
and occupational health, and safety), Employee Learning services, and other HR
related software packages to assist client managers and employees with their service
needs.

+ Process customer transactions within established time and quality standards.
. Confirm data accuracy and maintain appropriate controls for audit verification.
. Understand sensitivity of client information and maintain client confidentiality.

Analyze information provided to resolve issues or offer suggestions for solution in a
timely fashion in order to enhance client satisfaction.

. Research client problems across the national customer base and determine
best solution or resource to solve the issue.

. Take personal and complete responsibility to ensure that the customer is
satisfied.

. Escalate remaining problems to Case Managers within defined procedures.

. Maintain proactive contact with each client to ensure that they are aware of the
status on each inquiry until such time as it is resolved.

. Work closely with other team members and outside vendars to determine client

solutions either through collaborative efforts or verification of own problem-solving
approaches.
. Apply appropriate level of urgency to problems reported in order to priofitize.

Record, update and track client issues.

NOCS 12310993 20
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. Maintain accurate customer account information and maintenance of all required
paperwork and computer files.

. Provide operational support for team members as needed.

. Train, coach, and mentor other Client Services Advisors.

Continually strive to achieve and maintain a curreni and thorough knowledge base
regarding client employee services.

Look for ways to help others to increase the efficiency of the National Client Services
Organization. -
regular and ad hoc client status reports.

Required Knowledge

Degree or equivalent related work experience in Human Resources and an in-depth
knowledge of Human Resources or Employee Learning services, processes and
procedures including:

. Payroll

. Timekeeping

. Benefits

. Total Rewards

. Recruitment

. Occupational Health and Safety

Required Experience

2-3 years’ experience working in a contact centre environment

DOCS 12310993 21 !
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Team Manager Position
Position Overview

In this role the successful candidate will lead and manage the day-to-day operational
activities associated with leading a team of Client Service Agents and HR Specialists in
delivering first point of contact HR information to our clients. They will manage our
internal resources which includes: hiring, scheduling, and performance management of
their team. The successful candidate will also work collaboratively with our clients,
parnners, and the rest of the TELUS Sourcing Solutions team o ensure the success of
the contact centre and of the organization as a whole. This position is located in our
Victoria office.

Responsibilities

Lead, coach & mentor employees using our in house performance processes and other
tools and systems designed for career development, succession planning, performance
enhancements, and performance reviews

Work with existing clients to strengthen relationships and promote and implement '
additional services :
Engage with the business development team to enhance relationships with potential

clients

Work with peers and the executive leadership team fo create, implement, and support |
major projects |
Work an process improvement initiatives for the continued success of the Client Service ‘
Centre, operations and TSS overall

Ensure staff obtains appropriate skills on a timely basis

Participate in establishing the business plan, budget and operational metrics for the

department

Ensure compliance with established policies, standards and methodologies

Act as a primary contact for the team and liaise with other departments and suppliers

Required Knowledge

A university degree or the equivalent experience demonstrated by progressive
responsibilities.

Required Skills & Abilities

Proven leadership and people management skills

Strong oral and written communication skills with the ability to communicate effectively
with individuals at alf levels, both internal and external to TELUS Sourcing Solutions
Ability to delegate appropriate responsibility to immediate direct reports and retain
overall responsibility for results

Proven propensity for quality customer service

An ability to self-develop, peer coach and mentor

POCS 1231099 22
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Proven propensity for innovation & continuous improvement :
Flexibility and passion for change !
Proven analytics skitls :

Required Experience

Project Management and financial reporting experience

Minimum of 3 years’ experience directly managing high performance teams in the .
Contact Centre industry :

Track record of delivering exceptional results

DOCS 12310993 23
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Team Manager Position

Position Overview

in this role the successful candidate will lead and manage the day-to-day operational :
activities associated with leading a team of Client Service Agents and HR Specialists in |
delivering first point of contact HR information to our clients. They will manage our i
internal resources which includes: hiring, scheduling, and performance management of
their team. The successful candidate will also work collaboratively with our clients,
partners, and the rest of the TELUS Sourcing Solutions team to ensure the success of
the contact centre and of the organization as a whole. This position is located in our
Victoria office.

Responsihilities

Lead, coach & mentor employees using our in house performance processes and other
tools and systems designed for career development, succession planning, performance
enhancements, and performance reviews

Work with existing clients to strengthen relationships and promote and implement
additional services

Engage with the business development team to enhance relationships with potential
clients

Work with peers and the executive leadership team to create, implement, and support
major projects

Work on process improvement initiatives for the continued success of the Client Service
Centre, operafions and TSS overall

Ensure staff obtains appropriate skills on a timely basis

Participate in establishing the business plan, budget and operational metrics for the
department '

Ensure compliance with established policies, standards and methodologies

Act as a primary contact for the team and liaise with other departments and suppliers

Required Knowledge

A university degree or the equivalent experience demonstrated by progressive
responsibilities.

Required Skills & Abilities

Proven leadership and people management skills

Strang oral and written communication skills with the ability to communicate effectively
with individuals at all levels, both internal and external to TELUS Sourcing Solutions
Ability to delegate appropriate responsibility fo immediate direct reports and retain
overall responsibility for results

Proven propensity for quality customer service

An ability to self-develop, peer coach and mentor
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Proven propensity for innovation & continuous improvement
Flexibility and passion for change
Proven analytics skills

Required Experience

Project Management and financial reporting experience

Minimum of 3 years’ experience directly managing high performance teams in the
Contact Centre industry

Track record of delivering exceptional results

DOCS 12310993 25
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ATTACHMENT 3.2(B)A
SCOYE OF WORK FOR THE REPATRIATED SERVICES

Commnt

“for the Projéct team as well as training for fhie End Users; and - i .
A Ongomg BAU trainingi Activities requzred as a resulf of :1ormal busmess actmty (e 2. trammg new eres, expandlng sl-u!ls to-
-inérease competencies; arcarcer development in preparation for changing roles),

services in
support of
Projects

to keep End Users informed of chianges
affecting their business area. This may
include but is not limited to:

r Create change management plam;

* Create Communications Plan;

» Create training plan;

« Conduct training needs assessment;

» Implement plans in accordance with
Project schedule;

' Follow up, review, and adjustment as
required; and

= Conduct readiness assessment.

T8 Maintain Change | The Change Management Strategy The vamc,e
Management establishies overall goals, objectives and
Strategy success eriteria pertaining to organizational
change management. g T e e
M6 Provide Change | Specific targets will be included as part of | The Province | Technical decumentation will be’
Management Praject charter and Project plan. The goal is

tipdated and mamtamed by
TELUS I -

M7 Maintain WEB
based
performance
systems (e.g.,
Web Learning
Assistant (WLA))

Support and maintain WEB based
performance systems providing timely
communicalion, operational informasion and
advice, and on-line training. Support and
maintenance activities inay be required as a
result of:

= Projects;

+ Organizational change; or

» Technology change.

« Payroll Administration Manuat (PAM)

= TELUS to nolify the Province of changes
required in PAM on a regular basis:

= TELUS and the Province commit to an
annual review and update of PAM,

Roles based on
the identified
training
schedule.

Courses delivered by the ..
Provines would require train thc

teainer support from TELUS as

:part of dny changes in the
'tu,hnulugy .

T9 Administer
training

Activities may include but are not limited
to:

« Identily annual training requirements and
priorities;

Roles based on
the identified
training
schedule,

Courses dellvered by lhe : .-”
Province wouid require train the

trainer support from TELUS as -

‘part of any changes in the

1XOCS 12310993
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» Develop and maintain annval training
plan;

= Maintain student
registration/adminisiration,

' Publish student training material;

» Maintain and publish fraining catalogue;
* Maintain and publish training schedule;

r Book classrooms per training schedule;

= Book instructors per training schedule;

= Request new TRN_MSTR snapshot and
site refreshes to support training plan;

= Coordinate implementation of Time On
Line and other applicable Projects;

» Coordinate migrations from CHIPSBC to
TRN MSTR;

» Complete year end procedures in

TRN MSTR;

= Notify students and supervisors of course
completions.

Province Confidential Information

techuology. ERERER

E-_Techmcal tramm witl continue _
j:_to be. prowded by:TELUS

M3

Provide Project
based End User
fraining in
accordance to
training pian

Project related training scrvice includes
traiting activities required to satisfy goals
and ohjectives of approved Projects. This
includes training for the Project team as well
as training for the End Users,

The Province

M9

Provide busincss
as usual (BAUY
End User training
in accordance to
training plan

BAU training includes activitics required as
a result of normal business activity { e.g.
training new hires, expanding skills to
increase competencies, or career
development in preparation for changing

Roles based on
the ideniifted
training
schedule.

-_-_("ourseq dclwered by thie- -
Province would: requlre train the
‘trainer sapport from o
_part of any change:

i :t_eélmo]dgy}-

-Service Desk Serviees |

roles)

The service desk is the first point of contact for End Users to requesz ':smstance Servwe Desk Semces mclude w:thout I;mlta ich,
the foliowing Basic Serviccs, as more ‘particularly described in the table st aut bt.k)w in this Seetion; -~ - 5
(a) Request to resalve: Activities concérned with first ‘contact and trlage of servrce feques
(b) Communicate status’ ofsyslem, appllcatmns, and reported incidents:
about system and application stafe.and progress on reported incidents; -
(c) Adlmmster security: All achv:tms reqmred 10 ensure Lnd Users can access the system and appllcatlon commensur&tc w;th.

thei authonmtmn privilege; and -

(d) Provide Reports: Salisfy End User réq lests fcr mformatlon contamed in ohe or more supported apgllcatlonsm L

EBI13, | Manage incidents | Process to acknowledge incoming request The Province | Includes but not. iimlted fo th
M26 & for support and record in tracking tool. The intake ofcalls étnails, web.
T24 objective of this service is 1o reduce the tickets; faxes if appllcable i
impact of disruptions in the Services. _relation to Payioil, HR, Bcnuf’ts,:
Incidents are recorded, ¢lassified, and :Apphcatlon Support. and - -
allocated to appropriate specialists, incident : Nawgatscm Irammg and’
progress is monitored, and ultimately _.Seourzty inqw ries '
incideats are resolved. T
M22 Ensure Support Personnel will be available during | The Province
availability of ‘normal business hours,
support Personnel
during normal
business hours
T26 Provide reports *» Provide monthly Web stats The Province

» Provide reporting on open and unresolved
incidents
= Provide analysis reporis concering the

DOCS 12310093
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types of incidents and probiems
= Provide support to End Users to run
reports

M23

Communicate
status '

Create and maintain global alerts to
commuiicate status of key business
processes as required, using, without
limitation, any of the following means of
commumication:

» Recorded messages.

The Province

TELUS wifl contmue to past -
."dzrcctly tﬂ sze & Pay Portal as
-needed e

ER3

Create and
maintain user
docunentation
and WERB based
inforination
systems.

Create and maintain administrative
circulars, bulleting and manuals for pay,
leave and human resources transactions
benefits administration, including but not
limited to:

= Updating existing documentation to
incorporale upgrades in systems,
procedures, and policies;

« Drafting new documentation for new
systems functionality for review by business
systems analysts, training team, Project
teams, and user cormmnunity;

* Retiring and maintaining an archive of
obsolcte documents;

* Maintain web links inter-connecting
internal swebsites as well as links to external
wehsites; and

» Maintain payroll administration manuat
and Web links to policies.

The Province

T LLU% to notlfy the Provmce of
. chaniges tothe Payioll .- N
“Administration Ma.nuai R

Ti12

Create and
maintain
Communications
Plan -

Create and maintain Communications Plan,
which deals without Emilation with the
following:

» Website;

» Newsletter; and

* Bulletin boards.

The Provinee

1§

Provide advice
{consuiting) to
support business
areas

Ad niiﬂiéléf

security

Periodic requirement to support business
areas with subject matter expertise to help
facilitate planning activities, inctuding but
not limited to:

= Strategic advice to Public Service Agency
on current applications of policy provisions,
industry trends, and cost containment
measures relating to pay, benefits, employce
leaves and human resources transactions;

» Provide advice and assistance in the
development of the corporate monitoring
progrants; and

= Produce reports on corporale monitoring

= Fiscal or mass updates to depal‘tment
securily free

* Daily requests for additions/changes to
department security tree

» Creating and testing new tree structures
priot to impleinentation

» Change user authorization by granting

The Province

DOCS 12310993
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appropriate security profile (requires
confirmation of approval) in compliance
with security policy

Example System outages, pay o

M23 Communicate Create and maintain global alerts to TELUS
status communicate status of key business schedule'on stat holiday -
processes as required, using, without notmcatlon '
timitation, any of the following means of
communication:
= Kmail;
« Web posling
T1! Maintain training | Activities may include but are not limited TELUS
environment to:
= Periodic refreshes;
* Snapshots (process to create training data);
» Tax updates;
« Apply application changes.
TI0 Provide advice « Provide advice / assistance in the TELUS
{consulting) to development of business requirements that
support business impact the Corporate Human Resource
areas [nformation, Payroll Systems (CHIPS) and
Kronos; ; il :
T25 Administcr = Reset End User passwords upon TELUS Scope for the Province.ing

security

appropriate anthentication in compliance
with security policy

= Monitor for security breaches and
violations. Initiate corrective actions as
appropriatc

= Lock and delete IDs tor terminated
employees

‘gmlocking end user P
accounts onfy (contact ccntm).‘
‘Al othier finctions are SDO;

LOCS 12310993
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ATTACHMENT 3.2(B)B
SCOPE OF WORK FOR THE NEW SERVICES

Introduction

The following document outlines the potential scope of work ta be transitioned to TELUS from the
Province.

In scope ‘

Transactions
The broad definition of this work is the accurate completion of an entry into PeopleSoft. |
The service delivery model contemplated assumes two distinet phascs of service delivery:

Phase I: Lift and shift of ctrrent IR Tech delivery model ‘
Staff will be required to review the data received, investigate, clarify and adjust based on specific

requirements and complexities relating to individual situations and requirements, This would include

reviewing past and future dated information held in the system, employee records (electronic and paper), _
salary schedules and tables, collective and component agreements, There is an expectation that down '
stream impacts of requests are also identified and appropriately managed, for example if an individual is |
moved from an included to excluded position this will have impacts on such things as adds to pay,
benefits, scheduled hours that will also be reviewed and managed correctly to ensure ongoing accuracy of
data and pavroll. ‘

Documentation and training during transition will enable TELUS to perform the job function as it is
today, complete with desktop and validation procedures. It is anticipated that five scenarios will enable
completion of a transaction:

1, Data Entry Completion — keyed and accurate;

2. ‘Transaction Adjustment - a transaction that is incomplete or inaccurate that can be adjusted and
keyed without involving customer using information available (e.g., PeopleSoft data); and a
transaction that is incomplete or inaccurate that may require additional information from the
customer,

3. Incomplete and/or illegible Transactions - clarification from customer will be sought for
completion

4. Complex — manage, understand and nitigate dependencics or longer-term impacts both from the
employec and/or organivational perspective,

5. Once TELUS has exhausted all reasonable efforts as described above questionable transactions
are escalated to the Agency’s single point of contact to investigate, clarify, and interpret for
resubmission to TELUS.

Decision Trees - (if/then scenarios) will be established during transition period to aid in the
documentation and training for consistent delivery, These trees will form the basis for Human Resources
Administration Manual (HRAM), this manual in conjunction with the Payroll Administration Manual
(PAM) will be owned and maintained by the Agency in close cooperation with TELUS.

Lscalated data transaction trends once identified arc inigrated into decision trees by the Agency and
supplied (0 TELUS to implement within their internal business process and updated in the HRAM or
PAM manual as appropriate.

NOCS 12310993 30 5
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The Joint Operations Committee {or other designated committee) will receive updated information about
these escalated issues for review,

Phase 2: Self Service Forms Automation

After transition of services to TELUS, TELUS will fcad an cstimated 12 - 18 month project in partnership
with the Agency to implement automated forms. It is anticipated at the completion of the project that all
transactions received for input have met the scheduled timeline and are complete and accurate for
entry/auto population. This efficiency project is aimed to improve the overall customer experience,
increase accuracy, reduce call volume and significantly reduce HR administration as noted in 1-5 above.

Confirmation of Authority or Delegated Authority to initiate « transaction.
TELUS hoelds primary responsibility for this. As part of the due diligence, precess for data entry
TELUS will perform a reasonableness check prior to actioning any service request. This would inciude:
¢ Revisw data in PeopleSoft. Repotting relationship and job/position data to ascertain if the
requestor is a manager, supervisor or admin statf within the area/ministry
¢ Review attached documentation for approval e.g. a signed letter or e-mail irail containing
instructions from a the manager
¢ Review the CRM ticket history as above

If the authority remains questionable, a follow up with the requestor is completed. This could be phone or
mail and the result noted in the ticket. If this were not successful, the service request would be escalated
to the Agency for a final judgment call, These escalations are very rare, none in the last 6 months.

Transaction ypes.
The following is a list ol transaction (ypes considered in scope:

*  Staffing actions » Validate and enter Security Serecning
¢ Position Management Results
¢ Leave of Absence s Pay rate change
s Lay off «  Qverpayments
Termination o Data integrity
¢ LTO3 Sick Absence

A more detailed breakdown has been included as an appendix, this should not be considered an
exhaustive list, however it is anticipated that this would cover at least 98% of the transactions.

Ovder in Council (OIC) and Special
All data entry transactions for this group are in scope, this is currently managed by a specific resource
within the Service Center to deliver a personalize VIP service.

Aunxiliary Benefits Administration

This is to manage the eligibility/loss of benefits for auxiliary employees.

Records Management

All supporting documentation needs 1o be filed clectronically as part of the completion of these service
requests. This activity is completed within TRIMM, the Province’s central records management
sofutions. The accuracy and timeliness of this activity is crucial as many areas within the Province
access and rely on this information in order to assist employees.

DOCS 12310993 3]
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Records Retrieval and Destruction Process
TELUS responsibilities:

s To ensure relevant records are added to the employee file held electronically within the
Province’s records management system { TRIMM) as part of the service request fulfillment
process (ticket is not closed until the information is TRIMM®ed)

¢ Use the electronic records management system as a reference source as required 1o completed
accurate transactions

*  All obligations in respect (o payrolt related records management remain unaffected by this
statement of work

Agency responsibilities:

¢ Manage the records retrieval and destruction process

¢ Where TELUS requests access to employee tiles that are still held in physical format the Province
upon request from TELUS, via a service request will retrieve the physical file, scan and make
available via the TRIMM application

e Respond fo FOI requests

Bus Pass Program Monagement

This is a program offered to Provincial employees and is currently jointly managed by both TELUS and
the Province, Currently TELUS manages the at source deductions related to these programs and the
Province manages associated tasks. Appendix two is a draft job description that details the scope of the
work required. This again is not exhaustive and is expected to change over time in response to the needs
of the program.

Cuirrent list of participating regions:

»  Translink - Vancouver
¢ BC Transit - Victoria
»  BusKam - Kamloops

It is anticipated that this list may grow over time, however at this point no specific additions are being
contemplated. Iffwhen there is growth in the program, a change request to be submitted by the Province
will prompt TELUS to conduct an impact assessment to establish ongoing TELUS effort to support.

Out of Scape

On-boarding activities
These are activities related to staffing actions after the closure of the posting and prior 1o the completion
of the PeopleSoft data. The details are:

o Complete relatively equal calculations, as required
¢ Build eligibility lists, as required

¢ Produce offer letter

¢ Monitor review period

e Produce confirmation letter

s Initiate staffing action

s Seniority managcment
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Awvxiliary Conversion Adutinistration

Off-boarding Activities

These are activities related to staffing actions when an employce exits the Province:
Recall and layoff tracking

s Pre refirement calculations

¢ Scverance calculations

Death claim management

Help desk for OIC & Special
This group have a “hotline™ number to call for advice; this would continue to be handled by Service
operation

Letter generation
Employment verification letters and/or verification of employment

Legal letters
The Agency is responsible for coordinating communication and gathering of information as if relates to
lawyer's letters, TELUS will provide input as requested (dates, payments).

DOCS 12310993 13

Page 33 of 118 F’SA-2016-60940-T1



Province Confidential Information

Appendix One to Attachment 3.2(B) — Transaction Breakdown

Hiring a Regular employee

Hiring a new Auxiliary employee

Recall a previously laid off Auxiliary employee within recall perfod of 9 months

Rehire regular or auxiliary former terminated employee

Extension of term for an Auxiliary appointiment

Temporary appointment for an existing employee

Province requires Tentporary Appointment cxtension

Return or early return from a Temporary Appoininent

Placements, Transfers, or Appointinents that occur as a result of Workforee Adjusiment

Hiring an employee through the secondment process, should have a secondment agreement

Update an individuals training records bascd on reccipt of training completion intormation

gsition Management:

Create a new position

Inactivate/ freeze a position

JTob reclassitication into a position that has the same grade level of compensation

Location codc only change

Employee is moved into a term project pusilion as per BCGEU MOU # 20

.| Position Data changes due (o a reorganization or re-structuring

Position Data is updated to reflect that the classitication of the position is under review

Change in reports to only

Employee is reclassified for a temporary period

-1 Employee is extended in a previous temporary reclassification

‘of Absenc

=] Employee is refurned trom general leave of absence

"1 Employee is approved for lenve with piy

{3._ Eniployee is approved for leave with partial pay

Employee is approved for leave without pay

Employee is approved for leave due to the birth of a child

1 Employee is approved for leave to take care ol a recently born child

Employee is approved for leave for the adoption of a child

Employce is approved to defer salary for a period of time so that they can take a leave of absence and be paid
1 with the funds they have deferred during the lenve puriod

1 LTD status changes, example would be employee status changes from pending to approved

Employee is returned from rehabilitation or rehabilitation trial from panding L1D

-1 Employees are returning 1o the Public Service from Long Term Disability as part of a Relabilitation Trial.

DOCS 12310993

34

Page 34 of 118 PSA-2016-60940-51




Province Confidential Information

“WCB Direct Paymint

1 Employce is being paid salary as part ofan approved WorkSaleBC ¢laim

:_Au:_{i_l_i_arj"_finlpl'_oﬁyée Layolt from the Public Serwce with recall rights

: Layﬂﬂ” from the Fublic Service with recall rightf; earlier than original term date

Emplayee neglects to show up to work and is terminated

Employee is terminated with cause

: LayofT with recall — 9mth recall term ends

| Termination duc to family carc reasons

Termination due to workforce adjustment

o ]ermumlmn due mjectmn on ])mbalmn

- Tummmlmn duu to uupiu)u. wilfully resigning

Termination of employee due 1o employee's death

Termination that occurs as part of a pre-fayoit canvas which occurs prior the expiration of'the 90 day period
in Workforce Adjustiment

Termination that occurs as part af a voluntary scparation or departure campaign during Workforce
Adjustment

Termination due to the ret:rement of an employee

| Termination from LTD because employee reached the carrier’s maximun age of coverage, or because
they’ve been demed I TD coverage and | to work

Maintain documentation for new or existing employees

Maintain documentation for new or existing employees

Maintain documentation for new or existing cmployees

Megoiiated mass increases

| Increase or decrcase in standard hours

Grade inctease, not a result of a reclassification but usually negotiated inereases iy cerlain classifications such
as Legal Council

Meritorious § mereases.

An compensation increase not a requli of reclaeqlf'ca(mn but duetoa change in the duties of a Manager !

Salary changes as a resull of cost of living factors

General management salary increases such as adjustments due to pay equity issugs

| increase due to an employees movement through a growth position

o1 Increase that results in a management salary being outside of the satary band

.1 Increase to the safary an OIC employee

Adjustment to the salary ot a salary protected employes

To cover any anomalies not ligted with regards to pay rate changes

Cverpayment recovery on active employees due o errors within Payroll Operations. Requires additional
knowledge of TELUS n.covcry proccss and overall ¢
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:.'-| Request for LTO3 documents from Disability, typically occurs at the three month mark of STITP,

103 Reqest

Appendix Two to Attachment 3,2(B) — Draft position description

TITLE: BUS PASS PROGRAM COORDINATOR
CLASSIFICATION:
SUPERVISOR POSITION #:

JOB OVERVIEW

THE COORDINATOR IS THE PRIMARY COMMUNICATION BETWEEN TRANSLINK, BC TRANSIT, BUSKAM, TSSI,
EPP EMPLOYEES AND THE GOVERNMENT.

ACCOUNTABILITIES
o  RECEIVE AND ENSURE PAYMENT OF INVOICES
s MAINTAIN SPREADSHEET OF COMPANY PARTICIPANTS
¢ INFORM PAYROLL OF REQUIRED PAYMENTS
¢ RECONCILES THE GOVERNMENT’S LIABILITY ACCOUNT.
s ENTERS TIE PAYROLL DEDUCTION ONLINE FOR NEW RIDERS INTO PEOPLESOFT.

TRANSLINK SPECIFIC:

. RECEIVE AND DISTRIBUTE PASSES |
RECONCILES THE Bi-WEHEKLY DEDUCTION AMOUNT AGAINST THE TRANSLINK INVOICE.
ADDS NEW EMPLOYEES 10 TRANSLINK®S ONLINE SYSTEM AND PROVIDES EPP INFORMATION,
KNOWLEDGE HOLDER OF ALL TRANSLINK’S KEY DATES, PROCKINIRES AND DEADLINES,

ENTERS EMPLOYEE INFORMATION FOR LOST OR STOLEN PROPASS CARDS INTO TRANSLINK'S
ONLINE SYSTEM.

SET UP ONE TIME PAY DEDUCTION OF $15 ADMINISTRATION FEE
¢ SETUP ONE TIME PAY DEDUCTION OF $50 REPLACEMENT FEE FOR A LOST PASSES.
*  REVIEWING MONTHLY INVOICE AND COMPARE TCQ TRANSLINK DEDRUCTION QUERY.

. » s »

BC TRANSIT SPECIFIC!
¢ FAXENROLLMENT APPLICATIONS TO BC TRANSIT AFTER THE FORM 1S COMPLETELY FILLED OuT,
SIGNED AND DATED BY APPLICANT.,
* ENSURE THAT THE NUMBER OF STAFF ON PROPASS 1S CONFIRMED MONTHLY,

@ REMIT A CHEQUE WITH THE “MONTHLY PAYMENT” FORM TO BC TRANSIT BY MAIL AND EMAIL A
LIST OF EMPLOYEE NAMES, INCLUDING “SUSPENDED” PASS HOLDERS,

s [F AN EMPLOYEE WISHES TO CANCEL THEIR PROPASS, AN EXI1 SURVEY MUST BE COMPLETED AND
SENT TO BC TRANSIT ALONG WITII THE PASS,

e ¥ ANY STAFF NEED TO BE SUSPENDED FROM PROPASS, FILL QUT THI *SUSPENSION OF PASS”
FORM AND RETURN THE PASS TO BC TRANSIT TO FHOLD.,

JOB REQUIREMENTS

EFFICIENT WITH PEOPLESOFT DATA ENTRY
EXPERIENCE RECONCILING FINANCIAL STATEMENTS
KNOWLEDGEABLE IN EXCEL
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ATTACHMENT 3.2(C)
INCIDENT MANAGEMENT

BN S B 337 Ghjective |- . L
eiaee ol | tor average” | Genera! lnpsct
TR LT 0 Reeovery Time sl L LTI R -
v Kay business funchion is unssailzhle o Typicaty grester than 20% of pardners /
1 Lezsthan 4 for a significunt set ol paitne s { users: wsers ol & key husinass fusction ae
Haurs servics autage impacted
o Hotsmporary workamund {2temates s Financiat considarasions 1o TS51 ars present
mieans of parloming function ar and substantial
recovenay funclion is availabla 1 Polential 5LA imgpact
¢ Metwork facillizs or application are v Any Secuity or Privacy Issus
inoperabls
o Secunly or Privacy issue (F1 or P2
depending an saverity} o ]
+  Key business funciicnis unayailable v Typieally s of paitners { gaers of
P2 Less than & for a smialler qroup of padnars 7 users akey businees funclion are impacted
s - Hours v Degraded servics or temporary v Graater than 20% of partnars f usars with
LIS workaround / sitamate mzans of satisfactory temporasy sclution
- Technijcal- perfomaing fenction is availahla v Financial coneideralions are present Dt
1 o Secwity orPrvacy issue (Pt or P2 tess subslantial then P1
dependimng an saverity] v Potential 8LA impael
v Any Rerudly or Povacy {ssue
v+ Mosarvice dagradation v Faluee to provide service or gatian reauests,
Lesethan 2 v Hsed for pnonly customer quastions or as pait of SLA
Business Days actionsequests or anontalies v Dgerease i Customer Satisfaction
v Potential LA impacl
j v Hoservice dagradation ¢ Failura to grerdde service or action requests,
P4 .- Low- .| Lessthan § v Used for medium to low prioaty as part of SLA
S " | Busineas Baya cuslomer questions or aclion recuasts |« Decraass ie customer satislactian
v Potential LA impact
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ATTACHMENT 3.2{1))
TRANSITION PROJECT
This document describes the framework to be followed by the Province and TELUS for the

Transition Project. Unless otherwise provided, all capitalized terms have the meanings sct out in the
Amendment.

The Parties, through the Amendment, agree to the transfer the Repatriated Services and the New
Services (collectively, the “Transferred Services™) in accordance with the Transition Project.

The transition framework for the Transition Project will focus on the following seven activity
streams to ensure that all aspects of transition are considered:

People
Technology
Facilities
Services

Communications
Assets
Records

NS A

The activities associated with the foregoing streams will be governed by a Joint Transition Steering
Committee that will report to the Joint Executive Committee. The strcams will be managed using
standard project management methodologies to monitor timely completion of tasks and activitics
with oversight from co-Project Managers representing TELUS and the Province. Terms of reference
and a transition project charter will be jointly developed by the Parties’ respective Project Managers,
the start-up activities of the Transition Project.

1. People

The Parties will create a staffing plan that outlines key commitments and assumptions to support the
Transition Project. Iligher than normal staffing levels may be requircd to support training new staff
in TELUS. The Province is committed to support TELUS in maintaining service levels for HR data
transaction services by acknowledging that 75% of (he Province’s current payroll data tech service
employces accept TELUS offers of employment,  Where the 75% threshold is not achieved then the
Provinee’s commitment shall be satisfied by making appropriate seconded employees available to
TELUS for up to nine months at TELUS’ cost,

2. Technology

The focus of this stream is to ensure the technology support required to allow the personnel to
perform the applicable Services are considered during the Transition Project. The necessary
technologics to include transition of cmail services, email histories, data files on workstations,

employee accounts and access rights to applications, clectronic fool sets, common files, telephone
and telephone numbers, printer and printer access.
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3. Facilities

The focus of this stream is to ensure the office environment and office supplies are available to the
employecs to deliver the services up to the Transition Commencement Date and the day after the
Transition Commenccment Date. Specific considerations include transferring ergonomic support,
building access, identification and other typical employee on-boarding aspects,

4, Services

Al the beginning of the Transition Project, Services will be delivered in the same manner as they
have most recently been delivered under the Agrecient. The Transferred Scrvices arc more fully
described in the attachments to the Amendment. Job descriptions will be reviewed and updated as
required during the transition pericd. The Parlies will develop a process 1o review each Transflerred
Service to determine which are subject {o continuous delivery throughout the Transition Period and
which can be interrupted for a short period of time over the actual transition date. The next step will
be for the Parties to use that information to classify the Transferred Services that require
prioritization in setting up and running post transition first versus those that can be slightly delayed.
The Project Managers will monitor any issues and reasons that may put delivery of the 1ransferred
Services at risk. If such issues arise they are to be raised immediately to the Joint Transition Steering
Comtmittee. The Transition Project is deemed to be completed upon restoration of all transitioned
serviees,

3. Communications

All change requires a managed approach. For the Transition Project there are two key audiences that
requirc information in the management of the changes (hat will occur and have occurred. First the
internal group, specifically impacted by the change in terms of role transference. Internal
communications to address the individual’s specific concerns associated with changing employers
and commugications {o other Province and TELUS employees that deliver services that are impaciled
through inter-connections of the business processes transitioning. Additionally, externally focussed
communications will be delivered to stakeholders that are impacted by the Transition Project.

6. Assets

A review of the assets linked to the Transferred Services is required te ensure that any assets that
need to be transferred (this may include items such as specialty printers or furniture) are identified
and that their transfer is properly accounted for and documented, The current expectation is that no
assets will be transferred,

7. Records

Where the Transferred Services arc dependent on hardeopy records and such records are deemed
appropriate for transfer then such records should be packaged, transported and unpackaged in a way
that privacy and confidentiality restrictions are applied. The timing of such transfer nceds to align
with the relocation of employees 1o ensure such records are available to the transitioning employees
when they begin to deliver services from their new locations. The record transfer will include the
utilization of 2 bonded and experienced moving company. It also includes manifests of every
packing box transported to a new location and verification of manifests and transfer sccurity with any
discrepancies reported immediately to privacy offices of both organizations.
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Overall Transition Project Timelines

The Transition Project is intended to begin upon execution of the Amendment and continue through
to the Transition Commencement Date or such later date as the Partics may agree in writing and be
completed once the Transferred Services are operating and being delivered from the new locations.
The project closure includes a review of a final checklist with respect to the tasks and activities that
were within cach of the seven streams. Should there be incomplete tasks or activities these are to be
raised to the Joint Transition Steering Commitiee for action.

Risks and Risk Mitigation

The table below identifies the key risks and mitigation strategies for the Transition Projects and
potential impacis on Transferred Services for the first 12 months after the Transition Project.

Transition Period

Insufficient uptake of Province | Objective is to offer all in-scope employees employment.

employees to join TELUS Secondments/Assignments for up to a 6 month period, at TELUS’ cost, with
knowledge transferftraining to TELUS retention programs

Insufficient uptake of TELUS Objective is to offer all in-scope employees employment

employees to join Province Secondments/Assignments of other Client Service Representatives (*CSRs") from
TELUS to fulfill basic call centre function needs while Province secures and trains
new CSRs during transition

Knowledge is not effectivaly
transferred to TELUS to
assume delivery responsibility
from

Province

During the knowledge fransfer phase, same people in same jobs with retention
mechanisms in place. Same people train TELUS resources on the detailed policies
and procedures.

Dedicated transition team to address high risk areas (documentation, train the
trainer)

Escalation process identified for TELUS to obtain response to urgent guestions.
Documentation processes in place to build staff resources as needed.

Knowledgs is not effectively
{ransferred to the Province to
assume delivery responsibility
from

TELUS

During the knowledge transfer phase, same people in same jobs with retention
mechanisms in place. Same people train the Provinge resources on the detailed
policies and procedures.

Dedicated transition team to address high risk areas (documentation, train the
trainer)

Escalation process identified for the Province to obtain response to urgent questions.
Cocumentation processes in place to build staff resourees as neaded.

Transition aclivities detract
from service delivery

Dedicated transition team with representalicn from both TELUS and Province.
Effective resource plans that anticipate expected work volume due {o transition.

Anxiety and lack of ¢clarity
about roles and responsibilities
in the new organizations

Cefine communications plan targeted to the transitioning employees. Establish
communication protocols, document communication plans, and deliver regular status
and review meetings,

Year 1
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High turnover of TELUS HR
Admin staff post Transition
Commencement Date
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During offarfaccept process, while filling vacancies, keep an aligibility list to
accelsrate hiring process for replacements

Leverage documentation created during transition phase to accelerate hire to
productivity

High turncover of Provinge Call
Centre staff post Effective
Date

During cffer/accept process, while filling vacancies, keep an eligibllity list to
accelerate hiring process for reptacements

Leverage documentation created during transition phase o aceelerate hire to
productivity

Degradation of sarvice
performance and quality at
TELUS

Leverage existing reporting focls to keep a pulse on service performance

Internal secondments from TELUS ON Centre to fulfill any gaps until service has
sustained

Hire additional temporary staff to fulfill any gaps until service has sustained

Degradation of service
nerformance and quality at the
Province

Leverage existing reporting tools to keep a pulse on service performance

Establish project team (SWAT) with TELUS and with the Province to mitigate service |
issues :

Develop key messages for Execufive Account team !
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1 Definitions. In this Appendix, the following capitalized terms shall have the meaning set forth below:

“Gold™ means applications identified as “Gold” in Exhibit B to Schedule E or in a Change Order.

ATTACHMENT 4.1
SERVICE LEVELS TABLE

“P1” has the meaning set out in Exhibit B of this Attachment,

“P2" has the meaning set out in Exhibit B of this Attachment.

“Silver” means applications identified as “Silver™ in Exhibit B to Schedule E or in a Change Order.

2. Service Levels Table.

Province Confidential Information

. Service Level -

- MoasreTageMaodolory

Essence of Buginess Bequicements

EB! Application Applications Maintain Gold applications avaflability 8% Onpoing Moanthly 0% Commencing on the Transition
Menagement | Awvailabilite - Gold . . ) Commencement Date and conunuing for
Availability pereentage determined as follows: the ramainder of the Term,
[Tate: number af expecred minuzer of Gold cpplicetion avnilabmy:
inus winutze of ocher. maintzoance thal ozew witkin appliction
svoilabdaty schedules
mings UnpIRORG senves Sutise dimutos (Fmiutes Gold applicalion 8 not
avuilabhe us er availability saheduies)}
hqlii
[Total nuaber of opretied misutes of Gold applisation moailghilin
mimus minuics of astunl mundanaaes that occur within applicazien
avaipbility schedules]
= Expected Gold level application availabitity s as per the
“Availability Schedule” in Exhibit B to Schedule E, or as set out
in the applicable Change Ovder.
= TELUS will record unplanned service outape minutes i the
“Ineident Log and Monthly Metrics™ spreadsheet,
= A application is considered wravailable if the cotire 2pplicadon is
umavailable,
= Where multiple Goid applications are coneurrently unavailable 23
the result of a sinple eause, vrplaned serviee outage minures
shall ouly be tounted once for the total tire of the outage (and not
once for each application that is concurrently unavailable).
+  The calenladon excledes pended ticket tme.
= Anpheation availabality is calculated only in respoct of Serviess
POCS 12310903 42
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: L S PRI o Serweelevd - S .. Period of RHEEEE -
. B 1 Berviee Ares | - Serviee P L S| Importaies ”'“r: n Mummﬂ“ : . Fully Performing Peried - -
T P R .. ‘Measure/TargetMcthodology .| Level, S| Measurem - (Reporting A

provided by TELL'S and does not include any third party
infrastructure over which TELUS i3 nol respeasible und exercises
no conwol, including, the Intereet wnd Province provided services,
= The Province must provide TELUS with a BC Primary Recevery
Manager contaes,
ER2 Applicaton Applicutions *| Maintain Silver applications availability 95% A Omngoing Monthly 50% Commeneing on the Transition
b\ Availzbility - Silver Commencement Date and continuirg for
7 iy Availability pereeatage determined as follows: the remainder of the Term.
[Tl num>er of expacted minutes o8 Shver appheation vsidabilicy
minue minetes of 6rua] mainsnsocs thar oscur within applicotion
nveeability wchedules
inys boplamned sgrieo cutage minytes (#minnees Silver spplicotion is not
il - e
[Total member of evpocted micutes o8 Siver applention avedabilic:
gy tines al getual mamieanaea that aceur withn appleaton
mmulabitity sehodules)
+  Expocted Silver leved application availability is as per the
=availability Schedule” in Exhibit B to Schodule E, or a3 set out
i the applicable Chanpe Order.
»  TELUS will record unplnned service gutage minutes in the
“locident Log and Monthly Menics”™ spreadshest.
*  Anapplication iz considerad unavailable if the entite application ix
unavailable,
»  Where muldple Silver applications arc concurrently unavailable as
the result of a smple couse, unplanced service outage minutes
shall only be counted onece for the total tme of e curage (zod not
once [or each application that is concurrently unavailable).
+  The calculaton excluder pended ticket time,
= Appticatios availability is calculated only in respect of Services
provided by TELUS and docs oot include amy thurd party
infrastructure cver which TELUS is not responsible and exercises
na contrel. ineluding, the Intemmet and Province provided services,
= The Provines must provide TELUS with a BC Primary Recovery
Manager contact.
EB3 Business Acourzey of Maintain aceuracy zate (% within | A Manthly Annually 60% Commr_:uci.ng 12 months following the
Transactions | Transaction i B Baseli {including Transition Commencement Date and
Processing The accuracy rate is determined as follows: ne reporting a8 continuing for the remainder of the Term,
[100] minus [the ttal number of Trangactions during the pevied of m o . L
measure that required a correctien divided by the total number of [ndicater) Within six mouths following the Transition
Transactions during the period of measurcment multiplicd by 100). Commencement Daze, TELUS shall have
put in place technolopy to monitor and
= For this Service Level, “Transaction” means manual transactions, record the data for this Serviee Level.
inciuding pavroll transactons, HR mansactions, ard manual
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| -Serviee Area:

transactions resuling from prosessing errors, required after a mass
update has been corplated. However, it excludes antomated
transaction processing (@, ransactions entered through Fronos
md e-deave), mroup hife cirims and benefits evrclnent, and
tmnsactional work relating to ereployment offer Jatters and
employment confirmation letters.

= Cormrectons shall be tracked manually by pavroll snd HR techs (by
sclecting “SLA™ in dropdown box) within PecpleSoft, or by such
other method as muotaally agresd by the Parties.

+  Notwilhstanding thart thix peniod of measurement {s znnual
TELLIS shall pencrate {and delivir w the Provinec) a monthly
Tudicanoy repott setting oot the pereentage of Transactions
processed inaccurately for the preceding month.

+  Changes required Lo correct daty that was inacourate when
pravided o TELUS by the Provinee shall not be counted as a
COTTCCHN,

+  Where multpls changes are required to effect a single correction,
they shall be connted as o Single correchion.

The mitial Baseline will be established by
the Joint Operntions Committe: based on at
least six months of meagured data, which
TELLS shall have measured prier to the
st of the Fully Performing Period,

Cm an annnal basis, within the first three
mamths of cach Conmact Year, the Parties
shall cause the Joint Operations Commiltee
te establish a new Bascling, takdnginto
account the Achieved Servies Leve] and
TELL'S" oblizaticns under Sections ¥.2(d}
and {e} . In no event shali this resnltina
Tower Baseling,

Wkere the Joint Operations Committee is
uzable to cstablish the initial Baseline, or
any subsequent aneual Baseling, the marter
shall e deemed te be an Sxpedited
Drispute,

Total # of completed service reguests
minus # of late service requests (as per the turnarcund time
betew haged on the servics requests prionty)

Total # of compieted service requests

Ya Timeliness

Priority Turnaround time
Priority ane five Business Days of
Teccipt
Priority two withit. I full pay
peried of receipt
Priocity three within 2 full pay
: perieds of reccipt

All service requests. with work flow via eustomer relatonship
managsmest (CRM} assigned 1o TELUS by the Provinee, or work flow
to TEL U5 through an autpmated process, such as web ticketing or

EB4 Business Bi-wcek]}f Pay & Dara cntered within 2 pay peviods of receipt of request Bi-weekly ] Mondly 0% Commencing on the Effective Date and
(Form | Tramsactions | Leave Ad-!}"mls‘ continuing until & months following the
erly Laeludes STIP Transition Commencement Date,
EB14)
| EB4 Busioess Timelizess of The pereentage of Transactions proccssed it a tiocly Ongoing Mottaly W% Commencing 12 months following the
] Transacions Transaction manner. calesiated as follows: Transition Commencement Date and
Processing, continying for the remainder of the Termn,

Transilion activities prior to the
commeneement of the Fully Performing
Peried 10 support this Service Level will
[ora parl of the Trimsition Project.

Within six maonths following the Transition
Commencement Date, TELUS shall have
put in place techmology {through the CRM
SLA calculation project) o monitor and
record the data for this Service Level,

On an amnoal basis, within the Grat thres
months of each Contract Year. the Partics
shal} cause the Joint Operations Comnutiee
to review and, where warranted, Tevise the
wrnaround tmes, taking imo account the
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- ¢ Service Level : ot ¢ Feriedof .
R T nuiportanes | | JOF . | Moasurement Filly Pérforaing Period
. ‘Mepsurs/TarpetMethodology - - Ao pevel [ Measurem | - (Reporting., LU T
Je o . ent siCyele) B P
electtonic forms. Achicved Service Level and TELUS®
obligations under Scetions 9.2(d} and [e)
For greater certainty, this shal! exclude: In ne event shall this result in 2 longer
+  Transactions tha: are automadcaily processed (c.g. Kronos turnaround time,
transactions and Smart Forms when auto loaded 1o PeopleSoit) —
but not ransactions that are merely subeitted using an autnmated Whers the Joint Oporatons Commities is
PrOCESS. uztable to agree on lumaround Hmes, the
. Self service workdow transactions {e.r e-leavel, mattor shatl be deemed 1o be an Expedited
. Al Transactions oot received taeouph CRM. Drispute.
+  The priotities fer cortain catepories of sorvice requests are set oat
in Exchuibit A 1o this Appendic
+  TELUS saal! use o custonter velationship management (CRM)
application to rack service request intake date to closure date.
= Service request processing time starts when the serviee reques: is
assipned ta TELUS by the Provines or through an aotomated
process, such as web ticketing or electronic formes.
- Only completed service requests are inchuded in reporting period.
+  The calenlation excludes pended ticket tme,
«  Unless otherwise apreed by the Parties, 2 service reguest will be
measured at the prierity for the category identified by the Province
{even if the Province inaccurarely identifies the catezory)
«  Nobwithstanding the priority levels st out in Exbibit A to this
Appendiv, from dme e tizme the Province may request a more
rapid umarcund fime for one or more service requests, to be
mutually agreed to by the Parties: provided that TELUS will not
unrezsonably tefuse sich o request and will not refuse such a
request where the Provinee has noti fied TELUS in advanee of an
upeoming event that will require aceelerated time frames for
PIGeessing coarain service requests {¢.g. year-end, aew
periormance cyclel,
EBS Business Payroll Processing — | Absolute value of the errors is not greater than 1.5% of the gross value | 100% | A Bi-weckly | Monthly §0% Commencing on the Transition
Transactions | Employess Paid ofpayroll per payrun. Commeneement Date and continuing, for
Accurately . _ the remainder of the Term. )
The value of errors per payrun is determined post payrell aceuracy
event.
Changes required to comeet dara that was inaccurate when provided to
TELLS by the Frovinee shall not be counted as an emor.
EB6 Business Benefit Enrolmept | LBC perecntape of benefit enroliment requests processed in a timely o0% | A Ongoing Monthly 20% Commencing on the Transifion
Trmsactons macner, caleulated a3 follows: Commencemen: Date and continuing for
the remainder of the Term,
Total # of beneflt enrollment requests
minug # of benefit enrollment requests that tock preater
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Sevie

Measare/Tareet/Methodology

tham 15 Business Days to process

- % Timeliness

Total # of benefit enrollment requests

TELUS will manually measurc and record the number of benefit
eurollment reguests and the elapsed tims tc process.

Processing time shall be measured frem date TELUS receives an
acturae and complote henefit enrollment request.

All benefit enrollment requests that TELUS is to provide as part of the

Services, including,

*  Medical Serviees Plan (MSP)

= Group Life Insurance

= Group Aviation Insurange Claims

= Deferred Salary Leave

»  Conanuanon of beoetits while on leave

Except for:
«  Automated enrolments via PeopleSolt Flex benefits
functionality,
rall
?’{1 Application Meintain Reliability | Incident count < 2 in any three month period 100% Schedute Momnthly o' Commencing on Effective Date and
.I‘loJl'm Management {Gold) continning ontll & months follewing the
criy Transition Commencement Date.
M4
M1 Apphication Applicaticns The mdividual AN apprepate incident counts Tor both P1 AND P2 1009 Onpoing nonthly i Commencing six months following the
Manapement | Rediability - Gold incidents impacting Gold applications must be ess than the following Tramsition Com;:nenccmmt Date mmd
argets: continuing for the remainder of the Term,

Description . Tarpet

P1incidents per individual | Mo more than one P1 incident per

Gold applicaton menith

P2 incidents per individual | No:mere than three P2 incidents

Gold application per month

P1 incidents per all Gold No mere than two Pl incidents

applicanon per month

P2 incidents per all Gold Nomore thay fosr P2 ineidents |

application per month |
DOCS 12310003 46

Page 46 of 118 PSA-2016-60940-S1




Province Confidential Information

4 | “Service Avea | . Se

Murcﬂ‘zrgctfl\!ethodnlom«' ; o

chcl )

. Period of

- (Reporting
o Cyele):”

Measurement:

Fully l‘;eri;oriz;tih;g _Pe::ind_ .

= Fot the purpase of this measure, multiple incidents in Gold
applications that are the result of @ single cause are counted asa
mnple incident

+  Application reliability is calenlated only in respect of the Services
and does not inciude any third parmy infrastnicture over which
TELLIS is not responsible and exercises go contrel, ncluding, the
Intemet and Provinee provided services

«  ‘The Province must provide TELLS with a BC Primary Recovery
Manager contaet

M2 Application
(Form | Manapement
erly
M5

Maintain Reliability
{Silver)

Inciden: count < 3 in any three month perind

100%

Schedule

Monthly

Cotmmencing on Effective Date and
contnuing untl ¢ moaths fellowing the
Transition Cormmencernent Date.

M2 Application
Management

Applications
Reliabitity - Silver

The individual AND argrepare incident connts for both P1 AND B2
incidents impacting Silver apphcations must be less than the foliowing
tarpets:

Deseription Target

Pl incidents per Individual | Mo more than two P incidents
Silver application per menth

B2 incidents per Individual | Wo mere than three P2 incidents
Silver application per month

Pl incidents per all Silver | No more than four P1 incidents
application per morth

P2 incidents per all Silver | ™o more than five P2 incidents

" application per month

+  For the purpase ol this measure, multiple incidents in Silver
applicanions that are the reault of a single cause are counted as 2
single incident

«  Applicanion reliability {s caleulated only in respect of the Services
and docs aor include any third party inFastrecrure over which
TELUS is not responsible and exercises no control, including, the
Internet and Province provaded services,

+  The Provinee must pravide TELUS with 2 BC Primary Recovery
Manarer contact.

100%%

Cmpping,

Monthly

Commencing six months following the
Transition Commencetment Date and
continuing for the remainder of the Term.

M3 Applicatdon
Management

Mean Time to
Recover {MTTR) -
Fi

Meen time 10 recavet (MTTR) Geld and Silver applications from the
siarl of 2 P1 incident is less than or equal 1o four houts.

Far the purpose of the measuremnent of this Service Level, an
application is recoverud from a P1 incident when the application has
been returned w it state prior to the incident or an equivalent
temparary workaround has been provided.

100%4

Cogolog

Quarterly

nfa

Commencing six months following the
Transition Commencement Date and
continuing for the remainder of de Term.

DOCS 12310993
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"Filly Performing Period -

MTTR iz caliulated by:

adding topether. for each P incident, the total ¢lapsed time betwoen
the securrence of the P1 incident and its resclution;

minus. for cach P! incident, apy of the above elupsed tie that
oecnrred during a period ouiside of the impacted application’s
availability schedule {(as per the “Availability Schedule” in Exhibit B ta
Schedule E, or s st owt in the applicable Change Order);

divided by total pornber of P1 tickets.

+  All P1incidents for all Gold and Silver zpplications and for any
other applications as mutnaly agresd to by the Parties,

= Whien: a workaroumd is used, full remediation will be managed
consistent with incident pricrites deseribed in Exhibit B of this
Attachment {provided that chanpes to the priorities are approved
by the Province),

= Caleolaton of MTTR excludes pended ticket ime,

= MTTE 3 calculated oaly w respest of Services provided by
TELUS and does rot include any third party infimstructure aver
which TELLS is not responsible and exercises no control,
inciuding, the Internet and Provines provided services.

«  The Previoee must provide TELUS with a BC Priwrry Recovery
Munager contact,

M4 Application
Manapetent

Mean Time to
Recover (MTTR) -
B2

Mean unie to recover {MTTR) Gold and Silver applications Com the
start of 2 P2 incident is less than ar equal to four hoors,

For the purpose of the measurament of this Service Level, an
zpplication is respvered (tom a P2 incident when the applicatiog has
betn returned 1o its state prior to the incident or an equivalent
temporary workarcund bas been previded.

MTTR is calentated by:

adding wegerher, for sach P2 incident, the total elapsed tme between
the necurrence of the P2 incident and its resplution:

minus, for cach P2 ineident. any ofthe above elapsed time that
otcurred during a periad outside of the mipacted application’s
avalability schedule (as per the *Availability Schedole™ in Exhibit B to
Schedule E, ar a3 sct out in the spplicable Chanpe Orderh:

divided by total umber of P2 dekets.

+  All P2 incidents for a1l Gold 2nd Silver applications and for any
olber applicatons as mutually agreed 1o by the Partios,

*  Where a workaround is used, full remediation will be manaped
consistent with meident prioryes described in Exhibit B to this

100°% | A Ompoing

Crarterly

nfa

Commeneiog six months following the
Transition Commencement Dare and
continuing for the vemainder of e Term.

Attachmept (provided that changes 1o fie priorities are approved

DOCS 12310943
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" Fully Pérformizg Perdod - |

by the Province?,

»  Caleulation of MTTR excludes pended ticket time.

= MTTRis calculated only in respect of Servives provided by
TELUS and does not include any third party infrastrocture over
which TELUS is not responsible and exercises no control,
including, the Intemet and Province provided services.

»  The Province must provide TELUS with 2 BC Primary Recovery
Menager contact

M5

Planning and
Complianes

Compliance Policy,
Procedures and
Legislation

The percentage of compliance changes completed within their

defined timeframes for completion, whers:

+  compliance chanpes imelude chanpes required by any change in
Applicable Law, aoy change in a revised or cpdated Policy
provided by the Provines to TELUS. or any change in an
employment o7 labour apreement provided by the Province to
TELUS; and

«  the umeframe for completion is:

{i) a5 established by the Apreement or as required to comply
with the relevant chaner in Applicable Law, Policy. or
employment or labour agreement: ar

{ti} where not established by the Aprecment or whers the
relevant chanpe in Applicable Law, Policy, or employment
or labowr agreement does not have 2 required deadline, as
arreed to by the Parties,

= Measured by dividing the total aumber of compliance changes
completad within their defined tmeframe by the totzl pember of
reguited compliznee changes.

= TELUS will maintain 2 log of compliance changes: the dmelinz to
complete the changes; and zctual time of completion of the
changes.

= Without reducing TELUS™ obliganons, the Service Level
measurement will be adjusted accordingly for any delays that are
directly caused by the untimely or inaccurate provision by the
Province to TELUS of applicable collecEve agreement
interpretations, policies, procedures and practicas,

100%

Onpeing

Semi-Annually

n/a

Commencing six meuths foliowing the
Trensition Commencement Date and
continuing for the remainder of the Term,

Mé

Rusinass
Transacticns

Group Life
[surance Claios
Pracessing

The pereentage of group life tnsuranes chyim requests processed in 2
tumely manrer, calcuiated as follows:

‘Total § of proup life insurance claim refuest/activides
minus # of group life insurance claim requeste/acnivities
thar took greater than 48 howrs 1o process
= % Timeliness
Tetal # of group life insurance claim requests/achivities

TELUS will manually measure and record the number of group life

0505

Onpoing

Monthly

Commer.cing or: the Transition
Commereement Date and continuing for
the remainder of the Term.
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‘Fully Performing Period

ingurance claim requests/sctivites and the elapsed fme to process in a
spreadshest log of proup life insurance claim requests/zetvites.

Processing Hme shall be maasured Fom date TELUS receives an
accurate and complete group Life insuranee ¢laim request,

Enxcludes proup life insurance claim requests/activities that TELUS {3
unable to process within 48 hours directly due to missing necessary
information {other than where it is missing as a result of TELUS®
failure to perform the Services), and where TELUS is required o
eontact 3 third party, other than requesting party, ourside of TELUS'
responsibility or control to obiuin the missing information, However,
TELUS shall include reportng on the number and camse of soch elaim
requests/actvitics i its reporting on this Service Level.

Y075

KPI1

All

Service Croality —
Serviee Request
Manapersent

TELUS shall mezwure sod report on the following information for all
Changes submitted via the TEL1IS service request management tool,
indicating varianess in;

= Timecliness of estimates

= Aceuracy of work offort estimates

=~ Acamacy of provided implementation dates

«  TELUS shall use the current service request management 160! for
measurement and reporing,

+  Measurements bepins snce TELUS has racetved complete
business and, where required. functional specificadons from the
Provines, Subsequent chaxges coused directly and solely by a
unilateral change in specification made by the Province shall
eause an adjustment to the three components of this indicator,

o'z

Onpoing

Monihly

n/a

Commencing six months fellowing the
Transinen Commencernent Date and
continning for the remainder of the Term.

KPI2

Appliczton
Manazement/
Application
Development

Service Quality —
Projects

+  Indiecator applies to approved Projects requiring over 1.000 hours
of work efion by TELUS and such other Projects as mmrally
agraed to by the Provinee and TELUS,

+  Utilize & Post Implementation Review (PIR) to measure project
servics quality performance.

= PIR survey to be completed by project sporsor, Subject matter
experts, ete,

» huld phase projects to be reported as one.

= The PIR will maasure multiple facers of project performance 1o be
determined by the Parties, including:

2 Budget and timeliness
o Meats Arency specifications / business peeds
¢ User acceptance testing
+  Each of the facets of performance to be messured ana 1 to 10

i

Per Project

Per Project

nia

Commencing six months following the
Transidon Commencerent Date and
continuing for the remainder of the Term,

DGCSE 12219993
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seale.
¢ Measwred and reponted utilizing a total points seore per prajoct,

Province and
TELUS
Services

Service Quality -
Customer
Caperience

Custerser Relationship Management {CRM) real time survey of broad
customer audience for Services delivered by TELUS and the Provinee,
including:
= Contact Centre Senviees
= Application Manasement & Application Development Services
(Tier 21
= Payroll Services, Benefits Scrvices
= Job Data Services
+  Payroll Accounting
= Swrvey questions to be determined 9y the Province, in consultation
with TELUS, incleding questions (o address the following themes:
o Likely w Recommend ! Mot Promoter Score,
o Cuality of resolver knowledge.
o Customer effort required 1o rasolve,
o Completeness of the senvies request resalution.
= Where real time survey responses indiczte a requirement for
additional acton, TELUS and the Province wiil ke reasonable and
appropriate acticn o resalve.
- _All surveys are managed moder the divecdon of the Provinee.

nfz

Oneoing

Commencing six months following the
Transition Commencament Date gnd
continuing for the remajnder of the Term,

Paytoll

Accounting

Crverpayments —
Fanot Cause and
Volume

+  Ineludes afl salary overpavients penerated through the Pecplefofl
appication

+ Beport on ovorpayment roeot causes, rrouped by calegones foo
analysis basad on information provided in overpayient
documentation.

+ _ Volumes of overpavment instances are lo be reported.

wa

wa

Oogoing

Monthly

Commencing six months following the
Transition Commencement Phate and
contnuing for the remainder of the Term,

DOCS 123109793
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EXHIBIT A TO ATTACHMENT 4.1
SERVICE LEVELS TABLE

For the purpose of Service Level EB4, the following priority levels will apply to the listed categories
of service requests:

" Data Integrity Reports *  Data Integrity Reports " Temporary Appointment

* Hire - Regular/Auxiliary (HR - | ®  Statutory Holiday calc and = Extension of TA 1

Pay) process for Part-time Managers | w  Return from TA Ir
*  Recall - Auxiliary (HR - Pay) {currently a manual process) = Secondment 5
»  Rehire— (HR - Pay) *  Fire Suppression rapid load s  Job Reclassification —

. o (seasonal) . )

»  Extension of Auxiliary A _ equivalent grade

Appoiatment » Time Bank Adjustments ducte | Project Position

. STIIP absence jectt
" Layoif- Auxiliary . . = Reporling Change
"L £ absence — partial ba General Deduction
cave 0. a partial pay setup/changes »  End Leave of Absence
] iuspensmn - = NSOI Report »  Grade Change i
] 1 i
bandonment of Position *  Deputy Minister Holdback 1 Merit ‘

= Just Cz'ulse ‘ «  Allowance/Adds fo Pay based *  Tennination to Care for Family :
®  Death in Service on Job setup *  Outside Job Rate
» Resignation »  Weekly Indemnity *  SPP Adjustment
*  Retirement = Additional Pay setup/changes ® (VT Recovery
*  Redundancy *  Job Reclassification
*  Rejection on Probation = General Leave of Absence
*  Voluntary Separation/Departure WiPay (e.g. Maternity Leave,
» LTD Separation/Status Change Parental Leave)
*  Change Std Hours * LTD Separation/Status Change
" Temporary E  Re-org/Restructure

Rectassification/Extension r  Training Record
*  General Leave of Absence W/Q *  Redundant Position

Pay *  LTO3 completion (after three
*  General Leave of Absence months STIIP)

W/Pay (i.c. Maternity Leave, ' *  Deferred Saltary Leave setup

Parental Leave) _ (future dated)
= Adoption or Pre-Adoption Leave *  Location code change
= Rehab Trial/Rehalr Placement = Classification under Review
"  WCB Direct Payment (stop pay) *  Vacation credit adjustments
= Mgmt Leadership Role Change *  Refro salacy payments
*  Mgmi Salary Change *  NSO2 Report
= Growth Series increase = Revenue Canada letter ;
= QOIC Salary Change »  QOvertime Worked |
¥ New position (required to *  STHP/WCB

support hiring process) " Substitution Pay

*  Shift Premium
®  Dircct Deposit

= Workforce Adjustment
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= Leave Forms  100% pay (e.g.
Special Leave and Vacation)
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EXHIBIT B TO ATTACHMENT 4.1
P1 AND P2 INCIDENTS

|
l
[Exhibit B to be developed pursnant to the Transition Project.] i

DOCS 12310993 54

Page 54 of 118 PSA-2016-60940-$1



Province Contidential Information

ATTACHMENT 4.2
REVISED SERVICE NUMBERS

3.0 DESCRIPTION OF BASIC SERVICES

3.1  Planning and Compliance Services

Planning and Compliance Services are comprised of planning services to collaboratively develop
and maintain strategic and tactical level plans to ensure scrvice delivery is aligned to future goals
and objectives and compliance services necessary to ensure adherence to policy, legal, and
ethical concerns, including without limitation, the following Basic Scrvices, as more particularly
described in the table set out below in this Section:

(a)

(b)

()

(d)

Account Managemend: Providing ongoing consulting in terms of service expansion
{(sales) and service management;

Governance Planning: Providing planning services (in coflaboration with the
Province) to support production and maintenance of plans required for governance
including, a strategic business vision, a multi-year business plan and an Annual
Operating Plan;

Technology Planning Scrvices: Producing and maintaining technology and
architecture plans to ensure application environments meet current and future
requirements; and

Policy Compliance: ensuring both proactive and reactive adherence to policy, legal,
and ethical concerns.

T42 | Perform Service Level Monitor, analyze, and report key service delivery mefrics and volumes as
monitoring specified in Schedule F (o this Agreement. This Service also includes

project status reports and a report of hours used by service type {i.e.
mandatory, discretionary, planned). Metrics to be reported are for Essence
of Business and Measured service categories.

T1 Maintain technology and Technelogy and architecture plans will identify preferred technologies to
architecture plans be used fo achieve the Province’s business vision and strategies.
T43 | Manage compliancy fo All Projects will be subject to a design review to determine compliancy to

plans

technology and architecture | technology and architecture plans. Projects that are non-compliant will be

referred by either Party to the Joint Operations Commitiee for further
review,

T2 Maintain capacity plans, and | Capacity plans include capacity assessment and recommendations relating
review every six months to the following elements for both PeopleSoft and Non-PeopicSoft

CI'IViI"{}I'll'l'lCI'IlS :
»  Processor,;
»  Disk; and
s Memory

POCS 12310693
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T44 | Provision BCP/DRP Design, implement, and test BCP/DRP capabilily that meets or exceeds
capability and test every the requirements of the Disaster Recovery/Business Continuity Plan, as
annually updated from lime to fime. Schedule GG of this Agreement sets out

recover timeframes for each application as of the POIM Hand-Over Date
and further outlines improvements to recovery times t¢ be implemented as
of the Data Centre move date.

T45 | Respond to mandated Assist the Province with collection of information as required to ensure
requests for information compliance with Freedom of Information and Protection of Privacy Act
under the Freedom Of {British Columbia). This may include but is not limited to activitics such
Information and Privacy as custon: reports and queries, analysis, and other consulting type services,
Protection Act Mandated requests may also originate from senior members of the BC

‘Government {e.g. Deputy Ministers). These services are subject to
Schedule CC of this Agreement.

T3 Respond to requests for Provide information as requested. This may include but is not limited to

information activities such us custom reporis and queries, analysis, and other
consulting type services. Requests may be in respect of or made by:
* ageacy;
» third party; and
® audits. ) )

T4 Maintain and apply Create, maintair: and apply standards for:

& standards. » Documentation (including Project charters);

[5 = Application Development;

= WER;
»  Reporting;
Processes;
= Chunge Management; and
® Training.

T6 Provide cstimates and Respond to requests for estimates and advice as requested by the Province,
advice - strategic / Projects | Estimates and advice are for the purposes of supporting the governance
{S0W precesses and may include but not limited to:

* Recommendafions;

= Support to develop stralegics; and

* High level estimates to suppott the gevernance structure set out in
Schedule R of this Agreement.

T46 | Maintain jointly developed | Develop and maintain sales and marketing plans zimed at business growth
sales and marketing plan (in collaboration with the Province).

T7 Maintain Risk Management | Maintain a risk management plan as it relates to the delivery of Services in
Plan respect of which Service Levels have been set. This plan wilf identify the

top ten risks and appropriate mitigation strategies, Updates will be
performed as required. This commitment is in addition to business
continuity and disaster recovery plan commitments,

T47 | Create and maintain jointly | In collaboration with the Province, develop and maintain an annual
annudl business plan business plan specifying operational goals and activities to be ac.hlcvcd in
derived from Rolling the current year.

Strategic Plan

T48 | Creatc and maintain jointty | In collaboration with the Province, develop and maintain the Rolling
the Rolling Strategic Plan Strategic Plan specifying multi-year goals and objectives.

DCCS 12310993
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3.2 Organization Change Management Services

Organization Change Management Services are comprised of activities necessary to effectively
prepare the Province to accommodate change, including without Himitation, the following Basic
Services, as maore particularly described in the table set out below in this Section:

{(a) Change Management: All activities required to prepare an organization to accept
change as a result of an IT Project;

{b) Manage Documentation: All activitics necessary to ensure user dociumentation is up
to datc and accurate;

(c) Administer training: Common activities necessary to support Project related training
and ongoing Busincss As Usuoal (BAU) training; ‘

(d) Project related training: Training activities required to satisfy goals and objectives -
of approved Projects, including training for the Project team as well as training for ‘
the End Users; and

(¢) Ongoing BAU training: Activities required as a result of normal business activity
(e.g. training new hires, expanding skills to increase competencies, or carcer :
development in preparation for changing roles).

T8 Maintain Change The Change Management Strategy establishes overall goals, objectives
Management Strategy and success criteria pertaining to organizational change management.

T49 | Maintain WEB based Support and maintain WEB based performance systems providing timely
performance systems {(e.g., communication, operational information and advice, and on-line training.
Wel Learning Assistant Support and maintenance activitics may be required as a result of:
(WLA)) * Projects;

+  Organizational change; or
2 Techaology change.

TS Administer training Activities may include but are not linited to:

s Identify annual training requirements and prioritics;

= Develop and maintain annual training plan;

= Maintain student registration/administration;

= Publish student training material;

»  Maintain and publish training catalogue;

» Maintain and publish training schedule;

" Book classrooms per training schedule;

v Baok instructors per training schedule;

= Reguest new TRN_MSTR snapshot and site refteshes to support
training plan;

2 (Cooerdinate implementation of Time On Line and other applicable
Projects;

»  Coordinale migrations from CHIPSBC to TRN_MSTR;

» Complete year end procedures in TRN_MSTR;

» Notify students and supervisors of course completions.
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T30

Provide Project based End
User training in accordance
to training plan

Project refated training service includes training activities required to
satisty goals and objectives of approved Projects. This includes training
for the Project team as well as training for the End Users,

T51

Provide business as usnal
(BAU) End User training in
accordance to training plan

BAL) training includes activities required as a result of normal business
activity ( e.g. training new hires, expanding skills to increase
competencies, or career development in preparation for changing roles).

TG

Provide advice (consulting)
to support business areas

Periodic requirement to support business areas with subject matter
expertise to help facilitate planning activities, including but not limited to:

v Strafegic advice fo Public Service Agency on current applications of
policy provisions, industry trends, and cost containment measures
relating to pay, benefits, employee leaves and human resources
transactions,

» Provide advice / assistance in the development of business
requirements that impact the Corporate Human Resource Information,
Payroll Systems (CHIPS) and Kronos;

s Provide advice and assistance in the development of the corporate
monitoring programs; and

= _Troduce reports on corporate monitoring programs.

T11

Maintain training
enviromment

Activities may include bot are not limited to:
» Periodic refreshes;

» Snapshots (process to creale training data);
= Tax updates;

= Apply application changes.

T12

Crealc and maintain
Communications Plan

Create and maintain Cominunications Plan, which deals without limitation
with the following:

< Wehsite;

= Newslctter; and

« DPulletin boards.

T52

Notify the Provinee of
updates to support user
documentation and WHEB
based information systems.

Notify the Province of updates in administrative circulars, bulleting and
manuals for pay, leave and human resources transactions benefits
administration, including but not fimited to:

» Updating existing documentation to incorporate upgrades in systems,
procedures, and policies;

®* Drafting new documentation for new systems functionality for review
by business systems analysts, training team, Project teams, and user
community;
Retiring and maintaining an archive of obsolcte documents;
Maintain web links inter-connecting internal websites as well as Huks
to external websites; and

® Maintain payroll administration manual and Web links to policies,

T53

Jointly with the Province
conduct an annual Customer
Satisfaction Survey

Joint with the Province conduct an annual customer satisfaction survey to
determine user satisfaction with respect to Organization Change
Management Services. Upon completion of such survey, anzlyze results
of such survey and formalate improvement plans as jointly agreed to by
the Parties.

NDOCS 12310993
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3.3  Application Development Services

Application Development Services ave comprised of Services needed to plan, design, and build
an application that will be used by the Province to address a business requirement, including
without limitation, the Basic Scrvices described in the table below, some of which are closely
refated to the governance process. This Section is subject to Schedule ¥ of this Agreement and
the allocation of resources 1o be used to carry out Ordinary Coursc Operations in the Job Jar, as
described in Article 8 of this Agreement.

T54 | Project services ' Project Plaming:

Includes activities necessary for project startup. This Service is usually
iniliated during governance planning to gain a preliminary assessment as
te feasibility and cost of a conceptual solution to meet business
requirements.

Application Desion:

Focus is to complete design activitics required to determine cost of
solution with a high degree of accuracy.

Application Development:

Includes all activities required to develop the proposed solution based on
commitncnts from (he design stage.

Project Implementation:

Focus for these Services is on testing, correcting defeets, and verifying the
solution satisfies the business requirements.

T55 | Provide support services for | Provide support services for Projects, which may inciude, but is not
Projects

limited to:

»  Advice and expertise;
»  Peapic and resources; and
= Databases and environments.

The intent of this service is to support Proiccts to a success{ul conclusion.

34 Application Management Services

Application Management Services is a group of Services involving the deployment, operation,
support, and oplimization of an application. The main objective of such Services is to ensure the
application, once built and deployed, can meet the Service Level that has been defined for it.
Application Management Services include without limitation, the following Basic Services, as
more particularly described in the table sct out below in this Section:

(a)

(b)

DOCS 123140892

Deploy new applications: Set of transitional activities required to migrate from
development to a support and maintenance perspective;

Operate the system: All activities required to ensure the system and applications
continue to function within specificd parameters.
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(<) Administer systemn and application: Activities required enabling normal busincss .
operations and growth which are predominantly focused on updates to master data
{c.g. hiring new employces — employee master data);

(d)  Configure system and application: All activities required to effect a change in the
way an application or system functions;

(c) Support system and application: All activities required to enable resolution of tier
2 problems;

(f Maintain system and application; Consists ol aclivities to apply corrective and
preventative paiches to system and application software, including maintaining
softwarc currency;

(g) Optimize system and application: Activities focused on improving system and
application performance; and

(ﬁ) Manage configuration: Activitics to eslablish and maintain documentation retating
to system and application configuration,

Application Management Services include the Services described in the table beiow.

T56 Implementation Services | Aectivities may include, but are not limited to:

»  Create post implementation support plan

*  Assess readiness 1o proceed to production

= Facilitate implementation meeting

= Present to Joint Operations Committes for approval te proceed to
production

= Movce to production per implementation schedule upon approval Jeint
Operations Committes by the Provinee

* Monitor throughout stabilization period and take corrective action as
required

*  Schedute and conduct post implementation review within 6 weeks of i
implementation .

= Schedule and conduct post implementation evaluation within 6 months

of implementation

57 Nightly refresh of CHIPS | CBIPS BC production data is copied each night and is available to
RP reporting application in accordance with schedule,

EB1 System and Application Maintain systems and application to ensure category Geld applications are
availability - Gold available to End Users in accordance with availability schedule.

FR2 System and Application Maintain systems and application to ensure catepory Sibver applications are
availability - Sitver available to End Users in accordance with availability schedule,

113 System and Application Maintain systems and application to ensure category Silver applications are
availability - Bronze available to Lnd Users in accordance with availability schedule,

M1 System and Application Mounitor, maintain, and support category Gold applications to ensure high
retiability - Gold levels of reliability.

DOCS 12310993 60
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System and Application Monitor, maintain, and support category Silver applications to ensure high
reliability - Silver levels of reliability,

114 System and Application Monitar, maintain, and support category Bronze applications (o ensure high
reliability - Bronze levels of reiiability.

T15 Systent and Application Maintain systems and applications to ensure apptications perform at an
performance apprapriate level.

T5R Resolve problems End User reported problems will be addressed in a timely fashion. Intent is
to ensure appropriate response and resolution based on urgency of preblem
report,

Problem management investigates to determine the underlying causes of
actual or poteniial errors in the delivery of Services.
M35 Ensure applications Province Policies and financial control requirements may change over time.
remain compliant with This Service ensures a process to recognize changes and initiate activity 1o
Province Policies, ensure applications remain compliant.
collective agreements,
rclevant legislation and
financial conirol
requirements
T17 Pravide 7x24 hour Respond to automated alerts and problems associated with critical
support for Gold applications and systems,
applications
EB3& | Payroll processing - Monitor crifical system processes to ensure successtuf completion of
EBS Accuracy payroll pracessing, including, without limitation:
® creating cheque and pay advice files and sending such files to BC Mail
Plus;

» creating EFT files and sending such files to the Provincial Treasury
system;

» opening next pay period;

» halancing payrun successfully;

» posting carnings, deductions, net pay information to Oracle Financials
(CAS); and

* posting employee benefit chargeback information to Oracle Financials
{CAS).

The key success criteria as reflected in Schedule F to this Agreement is

accuracy of the overall payrun.

T59 Apply Tax updates Schedule of updates from PeopleSof is available in January each ycar. Tax
updates and any required sofiware updates are applied in accordance with
the schedule.

T18 Maintain system All existing documentation retating to systems and applications will be

documentation maintained.

TGO Perform database backups | Databases will be copied to tape for the purposes of emergency restoration
if required. Backups are performed in accordance to schedulc.

T61 Monitor and maintain Interfaces will be monitored in accordance to schedule and Schedule M of

application interfaces

this Agrecment. Corrective action will be initiated as required.

DOCSE 12310993
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TI19

Conduct post mortems for
severity incidents in
accordance with Article 9
of this Aprcement

Subject to Agreement provisions, a post mortem will be conducted for all

outages and significant impairments, The post morten will identify and
document the following:

»  Cause;

®  Contribuling faclors;

= Response; and

*  Actions required to prevent a re-aceutrence,

Report to be produced within 5 Business Days of the incident,

T20

Develop, modify, delete
security profiles

Subject to Schedule CC, develop, modify, delete security profiles
consistent with sceurity policies and security model.

T21

Maintain database
archiving

Ensure archive process arc successfully compteted in accordance to
schedule.

122

Comply with change
control process

Obtain all necessary approvals prior to implementing praduction changes.

T62

Manage annual processes
—-CYE

= Update prior year Annual Operating Plan to current

» Data verification and clean up (Lists negative deductions - - balances
MUST be resolved by CYE if there is a T4 impact)

Order T4 forms

Tax updales

Test

Final adjustments and T4 processes

Finalize T4 processes

Produce T4s and distribute

IPAS Reporting at FYE & CYE

T63

Manage annual processes
-FYE

Update prior year Annual Operating Plan to current

Create and submit change requests (test databases, extended
maintenance windows)

= Update documentation

Update the employee chargebacks for next Fiscal Year based on
Treasury Board update

Table updates

FYE testing

Coordinate with CAS Fiscal Year end process

Implermentation (SORs, FYE scripts)

Public Account files sent to OCG. Public Account Salary reports are 3
reports taken from data created by running the INTC033.5qr, The
reports are sent to the Office of the Controlier General where they are
incorporated into the Public Accounts, All salary above $75,000 is
reported by cnployee and salary betow $75,000 is reported in one lup
sum. Lmployees are differentiated between being Order in Council
(QIC) or Non OIC, Salary is by salary STOB and Non-Salary STOB.

Té4

Manage annual process -
Leave Rollover

Update prior year Annuat Operating Plan to current

Prepare information for first Pay/Leave Commities meeting
Sceure resources

Set Rollover weekend date and set production schedule
Run PAYCOyy SQR

Schedule Leave Liability report

Go-live, validate data

T23

Lock/delete ids for
terminated employees

DOCS 12310993

Part of lermination process to ensure that terminated employees are

prevented from accessing critical applications.
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T65 Jointly with the Province, | Jointly with the Province conduct an annual customer satisfaction survey to
conduct an annual determine user satfsfaction with respect 1o Application Management
Customer Satisfaction Seryices. Upon completion of such survey, analyze the results from such
Survey survey to formulate improvement plans as jointly agreed to by the Partics

3.5  Service Desk Services

The service desk is the first point of contact for End Users to request assistance. Service Desk
Services include without limitation, the foliowing Basic Services, as more particularly described
in the table set out below in this Section:

(a) Request to resolve: Activitics concerned with first contact and triage of service

requests;

(b) Communicate status of system, applications, and reported incidents: Set of

activities to inform the End User community about system and application state
and progress on reported incidents;

(¢}  Administer security; All activities required to ensure End Users can access the
system and application commensurate with their authorization privilege; and

(d) Provide Repotts:

Satisfy End User requests for information contained in one or

more suppotted applications.

T24

Manage incidents

Process to acknowledge incoming request fur support and record in
tracking tool. The objective of this service is to reduce the impact of
disruptions in the Services. Incidents are recorded, classificd, and allocated
to appropriate specialists, incident progress is monitered, and ultimately
incidents are resolved,

Te6

Ensure availability of
supnort Personnel during
normal business howss

Support Personnet will be available during normal business hours,

T25

Administer security

v Fiscal or mass updates to department security trec

»  Daily requests for additions/changes to department security tree

= Creating and testing new tree structures prior fo implementation

= Reset End User passwords upon appropriate authentication in
compliance with security policy

* Change user authorization by granting appropriate security profile
{requires confirmation of approval) in compliance with security policy

= Monitor for scewrity breaches and violations. Initiate corrective actions
as appropriate '

» Lock and delete 1Ds for terminated employees

T26

Provide reports

» Provide monthly Web stats

» Provide reporting on open and unresolved incidents

= Provide analysis reports concerning the types of incidents and preblems
» Provide support o End Users to run reports

DOCS 12310933
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T27 Create, modify, delete » Document End User requirements i
reports »  Review existing reports to determing if a suitable report already cxists
» Create report based on End User requirements
= Test repord
= Provide suppart to Und Users to run reports
= Maintain library of reports and report queries
‘This service also includes support for BCPSA reporting requirements,
including but not limited to:
«  Non-PeopleSeft environments
+ DDMA
= FoxPro
" MVS
L WA
As of the POIM Hand-Over Date it is estimated that POIM suppott for
BCPSA reporting requirements consume approximately | FTE,

Téa? Communicate status Create and maintain global alerts fo comanicate status of key business
processes as reguired, using, without Himitation, any of the following means
of communication:
= Email;
= Web posting; and
= Recorded messages.

T68 Jointly with the Province | Jointly with the Province conduct an annual customer satisfaction survey to
conduct annual determine user satisfaction with respect to Service Desk Services. Upon
Customer Satisfaction completion of such survey, analyze the results from such survey to
Survey formulate improvement plans as jointly agreed to by the Partics.

| 3.6 Finance and Support Services

Finance and Support Services are comprised of collecting and preparing financial results
assaciated with the delivery of Scrvices by TELUS in accordance with this Agreement and
Finance and Support Services include without limitation the Services described in the table
below:

Te9 Provide information to Provide information to suppott Province financial processes.
support Province financial | Apnnuaf revenue and expense forecast
PrOCCSSes. 3 vear revenue and expense forecast
Anrwal capital forecast
3 year capital forecast
T70 Provide information to Provide information as required to support Province governance processes,
support governance
process
DOCS 123(0993 64
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 T28 Maintain and produce Provide graph reports comparing different periods volume of transactions,

existing quarterly trend which will be used internally to track recover forecast and to determine
reporis pricing and used by BC Government Ministries in preparing budget

estimaies, and will show, without limitation, the following:

»  Payroll Transaction trends
* Pay cheque trends
»  Pay advice trends

T29 Create and produce now Future information nceds both internally and client fed. ie. Time-On-Line
trend reports trends comparing historical with cutrent ¢o support budget and pricing

planning,

» Historical edits v/s on line entry
» Payroll Transactions by category, vacation, OT, spcetal leaves and parl-

time.
T71 Jointly with the Province | Jointly with the Province conduct an annual customer satisfaction survey to
conduct annual Customer | determine user satisfaction with respect to Finance and Support Services.
Satisfaction Survey Upon completion of such survey, analyze the results from such survey to

formulate improvement plans as jointly agreed to by the Parties,

3.7 Business Transaction Services

Business Transaclion Scrvices arc business (ransaction and financial administration services that
required over the life-cycle of the Payroll Services function (i.e. starting with setting up of pay, leave
and benefit records, followed by paying employees and administering their leave and benefits during
the iife of their employment) including without limitaiion, the [ollowing Basic Services, as morc
particularly described in payroll administration manual and the table set out below in this Section:

(a)

(b)

(c)

(d)

DOCS 12310993

Set Up Pay, Leave & Benefits: Setting up the pay, leave and benefits records in the
Corporate Human Resource Information and Payroll System (CHIPS) in accordance
with the Public Service Aet (British Columbia) (PSA) when an employee is appointed
to a position (including where the employee may be new to the Public Service,
rejoining the Public Service or being recalled from a period of layoff to active
service);

Perform Administrative duties: Document maintenance and sorting and routing of
incoming employec pay and lcave imformation;

Pay Employee and Administer Leave & Benefits: The multi-faceted process that
covers all items that affect an employee's pay, leave, and benefits during employment
with the Public Service, including adjustments fo pay, permanent changes to
employee records, managing illness and injuries, and other changes to pay, leave and
benefits records;

Process changes and adjustments to payroll data: Corrections and updates to
employce payroli data;
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Pay Closure and Final Leave Adjustinents: Procedures for ending the employment

relationship, including processing final leave payouts and adjustments to pay and

benefits; and

H) Financial Administration: Procedures associated with exceptional circumstances,

such as recoveries, pay resolutions, tinancial control, and year-end processing.

Business Transaction Services include the Services described in the table below.,

EB4 Bi-weekly Pay & Leave | Full-time, Part-time & Hourly paid employees
adjustments
T30 Mlness & injury Process STIIP Trial, WCB, L'TD, Rehab Trial, Fult Returns to work,
weekly Indemnity payrol transactions
172 Critical reports Preduce and review critical reports per schedule.
Identify and resolve any issucs.
Criticat reports and the schedule for running critical reports are set out in
Exhibit A to this Schedule.
ERB3 Set up job data, pay, Processing of first pay isswed to new hires, re-hires, recalled employees
leave and benefits
T31 Pay closure and final Issug record of employment in accordance with Human Resources
Teave Development Canada (HRDC) (final pay, job data, updated terms and
benefits in accordance with checklist).
Cenerate eriginal and amended termination notice from the TPAS pension
application to report to BC Pension Corporation biweekly, Must be created
within 20 days of Pay Period End (PPE} date.
nMé Group Life Insurance Assist terminally il} employees and bereaved families with the completion
claims of the Group Life Insurance claims. Researches file, determines eligibility,
calcnlates entitlement, processes requests for funcral advances. Forwards
claim documentation to carrier to process payment, verifies payment and
sends to beneficiary.
EB6 Employee benefit Process all related transactional activities in the foltowing benefits plans:
Transactional Activities | « MSP
»  Extended health & dental
»  Croup Life [nsurance
= Group Aviation Insurance Claims
* Deferred Salary Leave
¥ Continuation of Benefils while on Icave )
T38 Employee benefit Process email requests for benefit supporl. Support service o provide
support advice and dircetion to employees concerning benefits,
173 & | Collection of salary Process salary overpayment recoverics for active employees. For
KPl4 overpayments overpayments to terminated/inactive employees identified after April 1,

2003, notily employce and client, set up receivable, issue amended T4 if
applicable and collect amount owing or refer to CLMB. Inform Client of
debt and transfer debt to Client accounts if payroll recovery process has
been exhausted.

DOCS 12310993
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Job changes, deductions, adds to pay, benefit changes

T74 Revise job data for Pay,
Leave & Benefits
T33 First Pay Issne first cheque when required due to late hire documentation
74 Revise job data for long | Process deferred salary, maternity/paternity and educational leave greater
term leaves than 30 days, general lcave without pay greater than 30 days
T34 Annual processes Process OSS admin, automobile taxable benefit, time bank monitoring
payouts, charity
T35 Salary grievances / Record and process decistons of salary grievances and arbitrations through
arbitrations PeopleSoft
T36 Financial administration | Process rejected direct depasits, recalls, government agents advance, ROE,
requests for T'4s, non-consolidated revenue fund client and collections and
duplicate T4s ot tax letters
175 Pension Administration | Pension reporting, remittance and corrections for multiple pension plans
T37 Monitor guxtliary hours | Mouitor hours for auxiliary employees: eligibility for benefits; on-going
eligibility for benefits; eligibility for conversion to regular status; eligibility
for weekly indemnity and eligibility for salary increments,
Monitor hours for part-time regular employees eligibility for salary
increments
T3R8 Maintain pay and leave Maintain all pay and leave files in accordance with government standards
files (i.e. ARCS/ORCS).
T39 Recovery of Rehab Report and invoice rehab earnings BCPSA for recovery of costs to the
Harnings client or its agent.
T40 Union business leave Provide advice, forms & assistance on leave transactions listed on reports.
T76 Fiscal vear-end accruals | Process payroll transactions relatiug to fiscal year end entries in
CILUPS/PeopleSoft
T41 GL Interface Maintain tables and provide advice & assistance on invalid GL account
coding to BC Governtnent Ministries.
T77 Jointly with the Province | Jointly with the Province conduct an annual customer satisfaction survey to

conduct annual
Customer Salisfaction
Survey

determine user satisfaction with respect to Business Transaction Services.
Upon completion of such survey, analyze the results from such survey to
formulate improvement plans as jointly agreed to by the Parties.

DOCS 12310593
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1. POIM Base Fees. The table sefting out POIM Base Fees in Section 3,1(a) of Schedule J
(Fees) to the Agreement is hereby amended by deleting the last two rows (for the periods
beginning April 1, 2013 and April 1, 2014) and appending the following rows to the table:

Service Period
Service | FOIM Base Fee
From To Months
01-Apr-13 31-May-13 2 $1,384,277.66
01-Junc-13 31-Mar-14 10 $5,115,042 .64
01-Apr-14 3l-Mar-15 12 $6,305,703.78
01-Apr-15 Jl-Mar-16 12 $6,620,387.49
01-Apr-16 31-Mar-17 12 $5,731,371.03
01-Apr-17 31-Mar-18 12 $6,043,674.03
01-Apr-18 31-Mar-19 12 $5,672,747,03
01-Apr-19 [5-Nov-19 7.3 $2,648,474.97
2. Payroll Base Fees. The table setting out Payro!l Base Fees in Section 3.3(a) of Schedule J

(Fees) to the Agreement is hereby amended by deleting the last two rows (for the periods
beginning Aprii 1, 2013 and April 1, 2014} and appending the following rows to the table:

Service Period
Service | Fayroll Base Iee
From To Months
01-Apr-13 31-May-13 2 5974,741.84
01-June-13 31-Mar-14 10 $7,000,888.20
01-Apr-14 31-Mar-15 12 $8,233,413.22
01-Apr-13 31-Mar-16 12 $5,518,729.51
01-Apr-16 31-Mar-17 12 $6,407,745.97
01-Apr-17 3l-Mar-18 12 $6,095,442.97
01-Apr-18 31-Mar-19 12 $6,753,450.97
01-Apr-19 15-Nov-19 7.5 $3,751,394.15

DOCS 12310993
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3. POIM Partial Termination Payment. The table in Section 3.5(a) of Schedule J (Fees) to the
Agreement, which forms the basis for calculating the POIM Partial Termination Paymen, is
hereby amended by appending the following rows to the table:

Pd[M —
Over Date | POIM Termination
Anniversary |[for Convenience Fee

10th 3 0
11th 3 0
12th 5 0
13th % 0
14th $ 0

4, Payroli Partial Termination Payment. The table in Section 3.5(b) of Schedule J (Fees) to the
Agreement, which forms the basis for calculating the Payroll Partial Termination Payment, is
hereby amended by appending the following rows o the table:

Payroll )
Hand-Over ‘
Date Payrall Termination
Anniversary |for Convenience Fee|
10th $ 0
I1th $ 0
12th $ 0 ‘
{3th $ 0
{4th $ 0
BOCS 12310993 69
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Amendment #0041
to the
Renewal and Amendment to the Master Services Agreement

This Amendment (the “Amendment™) dated effective Scplember 9, 2014 (the “Effective Date™) forms part of and is subject
to the agreement made between Her Majesty the Queen in Right of the Provinee of British Columbia, as represented by the
Ministry of Citizens’ Services (BC Public Service Agency) (the “Pravinee™), TELUS Sourcing Selutions Inc. (TSST) and
TELUS Communications Company (formerly TELUS Communications Inc.) (collectively, “TELUS™) and dated effeetive
November 9, 2004, as amended (the “Agreement™).

The information in this Amendment is Confidential Information and should be treated in accordance with Article 21 of the
Agreement. This Amendment is valid for 30 days from the date on which the Amendment is submitted to The Provinee as
indicated by the date of signature of the TSSI-BC Account General Manager which appears below, unless extended in
writing by TSSL

Article 1

MSA Optimization Project
LT MSA Optimization Project
Section 7 of the Renewal and Amendment to the Master Services Agreement dated April 11, 2013 states as follows:
“Between the Amendment FHffective Date and the Transition Commencement Date, the Partics shall meet and discuss
possible opportunities that the Parties identify to improve and optimize the Agreement (the “MSA Optimization Project ).
Represenmatives of the Parties ivolved in the MSA Optimization Project will cooperate, act reasonably and seek to complete
opporiunilies consistent with the objectives and guiding principles set out in Section 1.11 of the Agreement and in ¢ manner
that is cost neutral for the Parties subject to Section 5.6 above. Withowt limiting the gererality of the foreguing, the MSA
Optimization Project will consider the following matters together with such other matters as the Province and TELUS may
agree:

(a) consalidating the Payroll Buse Fee and the POIM Buse Fee into a single stream of Fees;

(b) consolidating Change Orders, including by removing provisions that are no longer applicable and updating
provisions to align with accepted Change Orders and bringing the content of certain Schedules (e.g. the
interface table in Schedule M, the list of arbitrators in Schedule T) up to date; and

e} reviewing the Software Rental Credit and Maintenance Credit procedure as well as the approach to Fee
adjustments in Schedule J. |

Any revisions agreed to by the Province and TELUS will be documented by way of an amendment agreement and will heve
no force and effect until signed by both Parties. [t s the objective of the Province and TELUS to complete an amendment
agreement that records the oplimization improvements to the Agreement on or before the Transition Commencement Date .

L2 Jgint Decisions re: Section 7 of the Renewal and Amendment to the Agreement
The Parties in fact did mecl prior to the ‘Transition Commencement Date (June 1% 2013) and agreed to the following:

{a) the Payroll Base Fec and the POIM Rase Fee will not be consolidated into a single stream of Fees as there is no
mutual benefit or value to do so;

(b) Schedules wdentificd by the Parties as requiring updates are provided in the body or attached to this Amendment
#0017 to the Renewal and Amendment to the Master Services Agreement;

{¢) the Software Rental Credit and Maintenance Credit procedures will remain intact as there is no mutusl benefit or
value to change them; and

Amendment #0014 ta the Renewal and Amendnient 1o the Master Services Agreement ' 1
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(d) the approach to Fee adjustments identified in Schedule J has been reviewed by the Parties and deemed to be
appropriale for current state. Should the Partiss determine at a future date that the approach to Fee adjustments
needs to be altered for any reasen deemed mutuaily beneficial to the Parties, the Parties will explore options and
capture any amendment(s) to this Schiedule J in a separate Amendment to the Renewal and Amendment to the
Master Services Agreement.

Article 2
Transition Project
2.1 Tost Project Activities

Section 3.2 (b} and (c) of the Renewal and Amendment to the Master Scrvices Agreement dated April 11th, 2013 states as
follows:

The Transition Project shall consist of-

() amending Schedule K (Description of POIM and Payroll Services) of the Agreement based on the scope of work
Jor the Repatriated Services set out in Attachment 3.2(b)A, and the scope of work for the New Services set out in
Attachment 3.2(h)B. and

fcj amending Exhibit B (P1 AND P2 Incidents) to Appendix [ (Service Levels Tablej to Schedule F (Service levels)
to the Agreement based on the description set aut in Attachment 3.2(c).

Notwithstanding the gbove, Master Services Agreement Schedule H sections 1.0 to 3.7 is hereby amended in its entirely and
atlached as Attachment A, ‘The Province reserves the right to propose amendments to this schedule at a [wlure date.

A new Exhibit B, Incident Management (P1 and P2 incidents), has been developed to suppor Service 1.evels and is attached
as Attachment 3,

Article 3
Other Amendments

3.1 Amendment to Article 29.2 Notices
Master Services Agreement Article 29.2 is hereby amended in its entirety to read as follows:
29.2 Notices

Any notice, designation, communication, request, demand or other document, required or permitted to be given or sent
or detivered hereunder to any Parly shall be in writing and shall be sufficiently given or sent or delivered i it is given
ar delivered by personal delivery such Party, sent to the Puarty entitled to receive it by registered mail, postage prepaid,
mailed in Canada addressed in the manner described below, or sent to the Party entitled to receive it by fax.

Notices shall be sent to the following addresses or fax numbers:
In the casc of the Province:

2nd Floor

810 Blanshard Streel

Vigtoria, British Celumbia, VEW212

Attention: Director, Contract Management, Business Performance Division, BC Public Service Agency
Fax number: (250} 356-7074

In the casc of the TELUS Group or any member thercof:

Block 11— 2261 Keating Cross Road

Victoria, British Columbia, VEM2ZAS

Aftention: Vice-President, TELUS Sourcing Selutions Inc.
Fax number: (250) 652-4882
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Where such Notices are anything other than Notices in respect of non-material ordinary course activities, then the
Parites agree to further provide copies of such Notice to the following:

In the case of the Province:

BC PPublic Service Agency

2nd Floor

810 Blanshard Ave,

Vicloria, British Columbia, V8W 2H?2
Attention: Depuly Minister

I‘ax number. (230} 356-7074

In the case of TELUS Group or any member thereof

21 = 3777 Kingsway

Burnaby, British Columbia, V511 377
Attention: Legal Department

Fax number: (604} 439-1261

IFatlure to appropriately assess whether something is a non-material ordinary cowrse activity shall not be a defect in
respect of a Notice. Either Parly may change its address or fax number for notices upon giving not less than twenty
(20} Business Days’ prior written notice to the other Parly in the manner provided in this Section 28.2. Any
demand, notice or communication shall be decmed to be made or given when actually received by the recipient
Party. With respeet to TELUS Group, TSSI is hereby appoinicd as their agent for the receipt of all Notices on their
behalf,

3.2 Amendment to Article 18.6 (5970 Audit) as updated by Change Order TSS-BC-007
Master Services Agreement Article 8.6 1s hereby amended in its entirety Lo read as follows:
18.6 CICA 5025

TELUS shall annually conduct o CICA 3025 examination as govermed by the Canadian Institute of Chartered
Accountants (the 5025 Audil”) in respect of the Services provided to the Province pursuant to this Agreement. The
5025 Audit shall report on controls related to this Agreement throughout a Contract Year or other full year cycle as
required by the Province. The 5025 Audil shall be deemed to be an audil {or the purposes of this Article 18 with
costs, Deficiency correction and all other matters addressed in the manner as set forth in this Article 18 for audits.

3.3 Description of Application Categories

To support Service |evel calculations methodologics and to assist in assigning categories to the applications supported by
TELUS, the Partics have apreed to a description of application catcgories as follows:

Gold Applications
» Mission critical applications supporting the Provinee’s ability to fulfil core [IR and / or payroll services
»  Scrvice availability and application quality arc essential
* A large customer population is reliant on these applications functioning as intended
*  Interruptions in scrvice or quality issues could cause significant hardship to the Province Clients, Customers or
Stakeholders

Silver Applications
*  Very important, primary applications supporting the Province’s ability to fulfil important HR and 7 or payroll
SCIVICTS
s Service availability and application quality are very important
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» Mid fo large Province customer populations are reliant on these applications functioning as intended
* Interruptions in service or quality issues could cause hardship to the Provinee Clients, Customers or
Stakcholders

Bronze Applicalions
» Important, supporiing applications
»  Service availability and application quality are important, but not mission-critical
s Province customer populations tend to be small to mid in size
= Interruptions i scrvice or guality issues are to be avoided, but there {s some tolerance for rare, shorl-lerm
interruption of service or quality

Best Effort Applications‘
*  Supporting or end-of-life applications that contribute to the delivery of HR and payroll services, but do not play
a direct role in these services
»  Service availability and application quality ure important
» Small to medium size Provinee customer populations access these applications
»  The financial and resource cost of ensuring uninterruptible access to these applications are not justified

3.4 Application and Infrastructure Inventory

The Parties have conducted a review of the application and infrastructare inventory including application calegorization and
applications availability, and consolidated where {casible. Master Services Apreement Schedule E Exhibit B is hereby
replaced by the updated document provided here as Attachment C which will be maintained to a curreat status on an
ongoing basis, with 4 current copy retained on the Province of BC, Joint Operating Commitice SharcPomt site by TELUS.

3.5 Schedule M — TELUS/Province Interfaces and Dependencies

The Parties have agreed that the Master Services Agreement, Schedule M, TELUS/Province Interfaces and Dependencies, is
hereby replaced by the numed document “T'ELUS-Province Interfuces and Dependencies”, located and accessible (controlled
accessed) by both partics on the Provinee of BC Joint Operating Committee SharcPoint sile.

3.6 Schedule T — Designated Expedited Arbitrator List

Master Services Agreement Schedule T, Designated Lxpedited Arbitrator List, is hereby replaced by the updated Schedule T
provided as Attachment .

3.7 Schedule E, Exhibit £ — Services Provided to Each Province Client

The Partics have agreed that the Master Services Aprecement, Schedule E, Exhibit £, named “Services Provided to Each
Province Client”, is hereby replaced by Attachment E. Due to ever-changing client/customer names and services, this
“Client/Customer listing” will be maintained by the Provinee on an ongoing basis and filed on the Province of BC Joint

Operating Commitiee SharePeint site with controlled access by both Partics.

3.8 MSA Renewal Agreement Aftachment 4.1-Service Levels (formerly Schedule F of the MSA)

Attachment F corrects a typographical crror for Servige Measure M4 where the target has been apdated to reflect eighl
hours versus four hours as had been negotiated by the Parties, and to recognize the approved change to Service Measure M2
to reflect the maximum number of P incidents per all Sulver applications as five (5) per month, and the maximum number of
P2 incidents per all Silver applications as six {6) per month as described in Change Ovder #031, Section 5.1,
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Attachment A - Amendment to Schedule E 1.0 to 3.7 Description of POIM and Pavroll Services

SCHEDULE E

DESCRIPTION OF POIM AND PAYROLE SERVICES

1.0 PURPOSE OF THIS SCHEDULE

This Schedule defines and describes the Basic Services, comprised of the basic POIM Services and the basic Payroll
Services, to be performed by TELUS from and after the POIM Hand-Over Date or Payroll Hand-Over Date or the
Transition Commencement Date, as applicable, in accordance with the terms of this Agreement and the Renewal and
Amendment thereto, dated April 11%2013.

2.0 GENERAL PRINCIPLES

2.1 The Parties agree as follows:

{(a) Subject to Section 2.1(e) hereof, the Basic Services are comprised of the following Services:

(i) planning and compliance services, as deseribed in Section 3.1 of this Schedule (“Planning and
Compliance Services™);

(ii) organization change management services as amended and, as described in Section 3.2 ol this
Schedule (“Organization Change Management Services™);

(iii) application development services, as described in Section 3.3 of this Scheduie (“Application
Development Services™);

{(iv) application management services, as described in Section 3 4 of this Schedule (¥Apptication
Management Services™);

{v} “Intentionally Deleted” (Service Desk Services - MSA Renewal & Amended Agreement refers)

(vi) finance and support services, as deseribed in Section 3.6 of this Schedule (*'IFinance and Support
Services™); and

(vil) business transaction services, as deseribed in Section 3.7 of this Schedule (“Business Transaction
Services™).

(b} The Basic Services also include, without limitation:

(i) providing the critical reports described in Exhibit A to this Schedule in accordance with the schedule
set out therein;

(it} ensuring applications are available in accordance with Exhibit B to this Schedule;

(itiy using the PeopleSoft and Kronos modules set out in Exhibit C to this Schedule to deliver the Services
in accordance with this Agreement;

{iv) providing the Services using the PeopleSoft customization and modifications set out in Exhibit D to
this Schedule;
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(v} providing services to Province Clients in accordance with Exhibitl E to this Schedule, as such Exhibit
will change from time to time during the Term; and

(vi) complying with the agreements of the Province with the payrolt deduction suppliers and the benefit
suppliers set out in Exhibit T to this Schedule.

(c) ‘The basic POIM Services are comprised of the Plarming and Compliance Services, Organization Change
Management Services, Application Development Services, Application Management Services and
Finance and Support Services.

(d) The basic Payroll Services are comprised of the Business Transaction Services.

{c) As described in Section 7.2 of this Agreement, there are functions or tasks not specifically listed or
described in this Schedule that are customarily required for the proper performance and provision of the
Basic Scrvices and such [unctions are inherent or included in the Services as of the POIM Hand-Over
Date or Payroll Hand-Over Date, as applicable.

(5 The tables set out in Article 3.0 of this Schedule identity core Services that are material, require specific
Service Level Requirements or require specific Service Level Objectives. The Service Levels for such
Services are set out in Schedule F of this Agreement and have been established by the Parlies based on
the importance of each of such Services to the [Human Capital Management operations of the 'rovince.
Each such Service has been assigned a category of importance, namely ssence of Business (EB).
Measured (M) or Targeted {T) (as cach such term is defined in Schedute A) as set out in Schedule F of
this Agreement,

22 From and after the POIM Hand-Over Date during the Term, TELUS will perform the basic POIM Services
described in Sections 3.1 to 3.6 of this Schedule.

2.3 From and after the Payrolt Hand-Over Date during the Term, TELUS will perform the basic Payroll Services
described in Section 3.7 of this Schedule.

2.4 in respect of the Basic Services described in this Schedule, TELUS will meet or exceed the Service Levels set out
in Schedule F to this Agreement.

2.5 TELUS will provide and refresh technology to support the functions outlined in this Schedule in the manner
described in this Agreement including as described in Article 7.

3.0 DESCRIPTION OF BASIC SERVICES

Tl
—

Planning and Compliance Scervices

Planning and Compliance Services are comprised of planning services to collaboratively develop and maintain
strategic and tactical level plans to ensure service delivery is aligned to future goals and objectives and
compliance services necessary to cnsure adherence to policy, legal, and ethical concerns, including without
limitation, the following Basic Services, as more particularly described in the table set out below in this Section:

(a) Account Management: Providing ongoing consulting in ternms of service expansion (sales) and service
managgeinent;
{0 CGrovernance Planning:  Providing planning services (in coliaboration with the Province) to support

production and maintenance of plans required for governance including, a strategic business vision, a
multi-year business plan and an Annual Operating Plan;

(c) Technology Planning Services: Producing and maintaining technology and architecture plans to ensure
application environments meet current and future requirements; and
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Palicy Complian

1 ensuring

both proactive and reactive adherence to policy, legal, and ethical concemns.

# Service Descriplion
T42 | Perform Service Level i Monitor, analyze, and report key service delivery metrics and velumes
monitoring ! us specified in Schedule ¥ to this Agreement. This Service also
t includes project status reports and a report of hours used by service
I type (i.e. mandatory, discretionary, planned). Metrics to be reported
! are for Essence of Bu%meq% and Mea@urcd serviee catcgm ics.
H 1 p——

T1 Mauintain technology and . Technology and alchltcc‘rmc plans will 1dcntif\a prclcn ed ’Lcchnologlﬂ
architecture plans to be used o achieve the Province’s business vision and strategies.

143 Manage compliancy o i All Projects will be subject to a design review to determine
technology and architecture | compliancy to technology and architecture plans. Projects that are
plans i non-compliant will be referred by either Party to the Joint Operations

Committee for furthcr }‘LVIL\J\
12 Maintain capacity plans, and i Capacity plans mcludc capacm a%scsamun and rcwmmmdahons
review every six months relating to the Tollowing elements for bath PeopleSoft and Non-
! PeopleSoft environments:
1 " Processor:
_f = Disk; and
»  Memory
T4 | vamon B PKDRP Design, implement, and test BCP/DRP capability that meets or
! capability and test every cxceeds the requirements of the Disaster Recovery/Business
;annually Continuity Plan, as updated from time to time. Schedule (7 of this
1 Agreement sets out recover timeframes for each application as of the |
{ POIM Hand-Over Date and further outlines improvements to recovery
; times to be nnplcmcnlcd as 0 thc, Ddtd leu, move date.

T45 | Respond to mandated Assist the Provinee with collectlon of mformatlon as rcquucd to
requests for information ensure compliance with Freedom of laformation and Protection of :
under the Freedom Of Privacy Act {Brilish Columbia). This may include but is not limited to !
Infarmation and Privacy aclivities such as custom reports and queries, analysis, and other !
Protection Act consulting type services. Mandated requests may also originate from

senior members of the BC Governmenl (e.g. Deputy Ministers). These
services are subject to Schedule CC of this Agreement.

13 Respond to requests for Provide information as requested, This may include but is not limited
information {o activitics such as custom reporis and queries, analysis, and other

consulting type services. Requests may be in respect of or made by:
* agency;

e third party; and

* aUdilS. B ot e T Lo R PP S S PRI R PRPC R P P

T4 & | Maintain and apply standards. | Create, maintain and apply standards for:

e 1

I's *  Documentation (including Project charlers); :

*  Application Development;

+ WLB;

s Reporting; ﬁ
»  Procosses; i
+ (hange Management; and

© Training.

0
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# Service Description

16 Provide estimates and advice | Respond 1o requests for estimates and advice as requested by the
strategic / 'rojects / SOW Province. Estimates and advice are for the purposes of supporting the
governance processes and may include but not limited to:

» Recommendations:

s Support to develop strategies; and

o High level estimates 1o support the governance structure set out in
Schedule R of this Agreement.

T46 | Maintain jointly developed ! Develop and maintain sales and marketing plans aimed at business
sales and marketing plan growth (in collaboration with the Province).

T7 Maintain Risk Management Maintain 4 risk management plan as it relates to the delivery of

Plan Services in respect of which Service Levels have been set. This plan
will idertify the top ten risks and appropriate mitigation strategies.
Updates will be performed as required. This commitmert is in
addition to business continuity and disaster recovery plan
commitments,

T47 ¢ Create and maintain jointly It collaboration with the Provinee, develop and maintain an annual
annual business plan derived | business plan specifying operational goals and activities to be achicved
from Rolhing Strategic Plan in the current year.

T48 | Create and maintain jointly In collaboration with the Province, deveiop and maintain the Rolling
the Rolling Strategic Plan Strategic Plan speeilying multi-year goals and objectives.

32 Organization Chanpe Management Services

Organization Change Management Services are comprised of activities necessary to cffectively support the
Province to accommodate change, including without limitation, the following Basic Services, as more
particularly described in the table set out below in this Section:

{(a} Change Management: Specified activities as described in the table below, required to prepare an
organization to accept change as a result of an 1" Projeet;

(b} Manage Documentation: Specified activities as described in the table below, necessary to ensure technical

user documentation is up to date and accurate;

{c) Administer training: Specified activities as deseribed in the table below, necessary to support Project
related training and ongoing Business As Usual (BAU) training;

{d) “Intentionally Deleted” (PProject related training: I'raining activities required 1o satisly goals and

objeclives of approved Projects, including training for the Project team as well as training for the Iind
Uscrs); and

{e) Ongoing BAL training: Specified activities as deseribed in the table below, required as a result of normal

business activity {e.g. training new hires, expanding skills to increase competencies, or carecr
development in preparation for changing roles).
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Service

Description

T8

Maintain Change
Management Stratepy

| The Change Management Stratepy

Comments

establishes overall goals, objectives and
success criteria pertaining to
organizational change management.

78

T49

Provide Change
Management services
in support of Projects

Service repalriated in its entirety

Specific targets will be included as part of

Project charter and Project plan. The goal

is to keep ind Users informed of chanpes

affecting their business area. This may

include bt is not limited to:

» (lreate change management plan;

»  {(reate Communications Plan;

e (reate training plan;

+« Conduct fraining needs assessment;

»  Implement plans in accordance with
Project schedule;

s Foliow up, review, and adjustinent as
required; and

» Conduct readiness assessment.

Maintain WED based
performance systems
{c.g., Web Learning
Assistant (WLA)Y)

Support and maintain WER based
performance systems providing timely
communication, operational information
and advice, and on-line training. Support
and maintenance activities may be

{ requited as a resull of?

L e Projects;

s Organizational change: or

e Technology change.

Service repatriated with
cxception to: TELLS will
update and maintain technical
documentation.

Service repatriated with
exception to: Courses delivered
by the Province would require
{rain the trainer support from
TELUS as parl of any changes in
the technology
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Amendiment #3071 to the Renewal and Amendment 1o the Master Services Agreement

# Service Description Comments
T9 Administer training Activities may include but are not limited | Service repatriated with
to; exception to:
s ldentify annual training requirements
. and prioritics; e Courses delivered by the
i * [Develop and maintain annual training Province would require
plan; train the trainer supporl
* Maintain student from TELUS as part of
registration/administration; any changes in the
¢ Publish student training material; technology,
s Maintain and publish training «  Technical training — will
catalogue: continue to be provided
* Maintain and publish {raining by TELUS. For
schedule; example: PeopleSoft
+  Book classrooms per training Query — material will be
schedule; developed and delivered
s Book instructors per training schedule; by TELUS
s Request new TRN MSTR snapshot
and site refreshes to support training
plan;
i »  Coordinate implementation of Time
; On Line and other applicable Projects;
»  Coordinate migrations from CHIPSBC
to TRN MSTR;
s« Complete year end procedures in
TRN_MSTR;
o Notify students and supervisors of
e | e course completions. ) e
L TS0 Provide Project based | Project related training service includes Service repalriated in their
End User training in | training aclivities required to satisfy goals ! entirety.
accordance to | and objectives of approved Projects. This
traintng plan i includes training for the Project team as
well as raining for the End Users.
151 Provide business as BAU training includes activities required Service repatriated with
. usual (BAUY End as a result of normal business activity ( e.g. | exceplion to: Courses delivered
User training in training new hires, expanding skills to by the Province would require
| accordance to increasce competencies, or career train the trainer support from
training plan development in preparation for changing TELUS as part of any changes in
roles). technology
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Comments

Service repatriated with

exception lo: TELUS will
coniinue 10 provide advice /
assistance in the development of
busingss requirements that

impact the Corporate Human :
Resource Information, Payroll
Systerns (CHIPS) and KRONOS. |

# Service Description

TI10 | Provide advice Periedic requirement to support business
{consulting) to arcas with subject matier expertise {0 help
suppoit business facilitate planning activitics, including but
areas not {imited to:

+  Strategic advice to 1Public Service
Agency on current applications of
poelicy provisions, industry trends, and
cost containment measures relaling to
pay, benefits, employee leaves and
human reseurces transactions;

e Provide advice / assistance in the
development of business requirements
that impact the Corporate Fluman
Resource Information, Payroll
Systems (CHIPS)Y and Kronos;

* Provide advice and assistance in the
development of the corporate
monitoring programs; and

s Producc reports on corporate

e monitoring programs.
T Maintain training s Activities may include bwt arc not
environment limited to:

s Periodic relreshes;

»  Snapshots (process to create training
data);

»  Tax updates;

* Apply application changcs.

T12 | Create and maintain | Creale and maintain Communications
Communications Plan, which deals without limitation with
Plan the following:
»  Website;
s Newsletter; and
L ‘o Bulletin hoards.

Service repatriated in its entirely
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Service

Deseription

Comments

Natity the Province
of updates 1o support
user documentation
and WEB based
information system

Notify the Province of updates in
administrative circulars, bulletins and
manuals for pay, leave and human
resources transaclions benefits

{ administration, including but not limited
i to:

s Updating existing docurnentation
lo incorporate upgrades in
systems, procedures, and policies

s Drafting new documentation for
new systems {unctionality for
review by business systems
analysts, training team, Project
teams, and uscr commumty

* Retiring and maintaining an
archive of absolcte documents

e Mainiain web links inter-
connecting internal websites as
well as tinks to exiernal websites;
and

+  Maintain payroll administration
manual and Web links to policies

Create and maintain
user documentation
and WL bascd

information systems.

179

“reate and maintain administrative
circulars, bulleting and manuals for pay,
Jeave and human resources transactions
benefits administration, including but not
limited to:
=  Updating existing documentation 1o

incorporate upgrades in systems,
procedures, and policies;

« Dralting new documentation for new
systems functionality for review by
business systems analysts, training
teamn, Project teams, and user
community;

* Reliring and maintaining an archive of
obsolete documents;

s Maintain web links inter-connecting
internal websites as well as links to
external websites; and

»  Maintain payroll administration
manual and Web links to policies.

Scrvice repatriated with
cxeepiion to: TELUS 1o notify
the Province of changes to the
Payroll Administration Manual
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Services. Lipon completion of such
survey, anatyze results ol such survey and
formulate improvement plans as jointly
agreed 10 hy the Parties.

| # Service Description Comments
| T53 | Jointly with the Jointly with the Province conduct an
; Province conduct an | annual customer satisfaction survey to E :
: annual Customer determine user satisfaction with respectto

Satisfaction Survey Organization Change Management : i

|

3.3 Application Developiment Services

Application Development Services are comprised of Services needed to plan, design, and build an application
that wilt be used by the Province to address a business requirement, including without limitation, the Basic
Services described in the table below, some of which are closely related to the governance process. This
Section is subject to Schedule I of this Agreement and the allocation of resources to be uscd to carry out
Ordinary Course Operations in the Job Jar, as described in Article 8 of this Agreement.

# Service Description

T34 | Project services Project Planning:

Includes activities necessary for project startup. This Service is
usually initiated during governance planning to gain a preliminary
assessment as to feasibility and cost of a conceptual solution to meet
business requirements.

é Application Design:
‘ Focus is to complete design activities required to determine cost of
solution with a high degree of accuracy.

Applicalion Development:

Includes all activities required to develop the proposed solution based
on commitments from the design stage.
Project Implementation:

Focus for these Services is on testing, correcting defects, and verifving
the solution satisfies the business requirements.

T55 | Provide support services for Provide support services for Projects, which may include, but is not
Projects limited to:

s Advice and expertise;

» People and resources; and

*  Daiabases and environments.

The intent of this service is to support Projects Lo a successiul i
conclusion.

3.4 Application Management Services

Application Management Services is a group of Services involving the deployment, operation, support, and
optimization of an application. The main objective of such Services is to ensure the application, once built and
deployed, can meet the Service Level that has been deflined for it. Application Management Services include
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without limitation, the lollowing Basic Services, as morc particularly described in the table set out below in this
Scction: '

(a) Deploy new applications: Set of transitional activities required 1o migrate from development to a support
and maintenance perspective;

{b) Operate the system: All activities required 10 ensure the system and applications continue to function
within specified parameters.

(c) Administer system and application: Activitics required enabling normal business operations and growth
which are predominantly focused on updates to master data (e.g. hiring new employees — employee
masicr data);

(d) Configure system and application: All activities required to effect a change in the way an application or
system functions;

(e) support system and application: All activitics required to enable resolution of tier 2 problems;

(0 Maintain system and application: Consists of activitics to apply corrective and prevenlative patches to
system and application software, including maintaining soflware currency;

(g} Optimize system and application: Activities focused on improving system and application performance;
and
Wy Manage conliguration: Activities to establish and maintain documentation relating to system and

application configuration.

Application Management Services include the Services described in the table below.

# Service Description

T36 f Implementation Services ! Activities may include, but arc not limited to:
» Create post umplementation supporl plan

5 | _‘ Assess readiness to proceed to production i
¢ s Facifitate implementation meeting
' } ¢ o Present to Joint Operations Committee for approval to proceed to

production

s Move to production per implementation schedule upon approval
Joint Operations Committee by the Province

*  Monitor throughout stabilization period and take corrective action
4s required

» Schedule and conduct post implementation review within 6 weeks
of implementation

» Schedule and conduet post implementation evaluation within 6
months of implementation

T37 | Nightly refresh of CHIPS RP | CHIPS BC production data is copied cach night and is available to
reporting application in accordance with scheduie.

EB1 | System and Application Maintain systems and application to ensure category {old applications !
availability - Goeld are available to End Users in accordance with availability schedule.
EB2 | System and Application Maintain sysieins and application to ensure category Silver
availability - Silver applications are available to End Uscers in accordance with availability
! schedule.
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# Service Description
i3 System and Application Maintain systems and appllcatwﬂ to ensure category Silver
availability - Bronze applications arc available to End Users in accordance with availability
schedule.

M System and Application I Monilor, mdmtam and support category (Jold '1pp11catmm to ensure

reliabiity - (m d high levels of rc,]mbiht»

M2 | System and Appilca‘[mn Menitor, maintain, and support category S1l\c1 1pphca110ns to ensure

rchabﬂrw ‘;11» er high levels of rchabllltv

T4 System dIld Apphcanon Monitor, mdmtdm and suppott category Bronze applications {0 ensure

reliability - Bronze hlgh levels of reliability.
FETS System and Application \fldmt’nn systems and dpp]n,atmns to ensure applications perFoxm at an
periormame appropriate level. ;

T58 Resolve prob!mm ind User reported problems will be addressed in a timely lashion.
Intent is to ensurce appropriate response and resolution based on
urgency of problem report.

Problem management investigates o determine the underlying causes
of dCllel or potential errors in the dehvcr\e of Services,

M5 Iinsure applications remain Province Polluus and financial ccmlmi requirements may change over

i compliant with Province time. This Service ensures a process 1o recognize changes and initiate
: Policies, collective aclivily to ensure applications remain compliant.
agreements, relevant
legislation and financial
umt} ol requirements
r17 Prowdc 7x24 hour support Respond to automated alerts and problems associated with critical
for Gold dppllcanom applications and systems.

EB3 | Payroll processing - A(,curacv Monitor critical system processes o ensure 5ucce%stu! completion of

& payroll processing, including, without limitation:

EBS ! s creating cheque and pay advice files and sending such files to BC

Mail Plus;
» creating EFT files and sending such files to the Provincial
Treasury system;
s opening next pay period;
s balancing payrun successfuily;
s pasting earnings, deductions, net pcw information to QOracle
Financials (CAS); and
I + posting employee benefit chargeback information to Qracle
! Financials {CAS).
The key success criteria as reflecied in Schedule F to this Agreement
is accuracy of the ovemll ‘payrun.

T59 Apply Tax updates Schedule of updates from PeopleSoft is available in .]dﬂl.]al} cach year.
Tax updates and any requ]red software updates are applied in
accordance with the qchcdu

T18 Maintain system All existing documcmduon relating to systems and app]mdtwnb will be ;

documentation maintained. |
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# Service Description
160 | Perform database backups Databases will be copied to tape for the purposes of emergency
restoration if required. Backups are performed in accordance to
schedule.

161 Monitor and maintain Interfaces will be monitored in accordance to schedule and
application interfaces Schedule M of this Agreement. Corrective action will be initiated as

required,

Ti9 Conduct post mortems {or Subject lo Agreement provisions, a post mortem will be conducted for |
severity incidents in all outages and significant impairments. The post mortem will identity |
accordance with Article 9 of | and document the following: ;
this Agreement «  Cause :

= Coniributing factors;

s Response; and
s Actions required 1o prevent a re-occurrence.
Report to be produced within 5 Business Days of the incident.

T20 | Develop, modify, delete Subject to Schedule CC, develop, modify, delete security profiles
security profiles consistent with security policies and security model.

T21 Maintain database archiving Ensure archive process is successfully compleled in accordance to

schedule.

T22 1 Comply with change control | Obtain all necessary approvals prior to implementing production
Process changes.

T2 Manage annual processcs * Update prior year Annual Operating Plan to current ;

' OYE * Data verification and clean up ({.ists negative deductions — ;
: balances MUST be resolved by CYE if there is a T4 impact) 5
’ s Order T4 {orms
! » ‘Tax updates
s Test
e Final adjustments and T4 processes
’ »  Fmalize T4 processes
! »  Produce T4s and distribule
- o » IPAS Reporting at FYE & CYE )
T63 Manage annual processes « llpdate prior year Annual Operating Plan to current
FYE » Create and submit change requests (test databases, extended
maintenance windows)
s Update documentation
»  Update the emplovee chargebacks for next Fiscal Year based on
Treasury Board update
s T'able updates
s  PYFE testing
s Coordinate with CAS Fiscal Year end process
* [wplementation (SQRs, FYE scripts) J_
e Public Account files sent to OCG. Public Account Salary reports |
: arc 3 reports tuken from data created by running the INTC033.sqr.
! The reports are sent to the Office of the Controller General where
they arc incorporated into the Public Accounts. Al salary above
$75,000 s reported by emplovee and salary below $75,000 is
reported in one lump sum. Employees are differentiated between
being Order in Council (OIC) or Non OIC. Salary is by salary
_ STOB and Non-Salary STOB.

Amendment #0601 to the Renewa! and Amendment 10 the Master Services Aprecment
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L# Service Description
i T6d | Manage annual process - »  Update prior vear Annual Operating Plan to current
i Leave Rollover e Prepare information for first Pay/Leave Committee meeting
{ : *  Secure resources
: ; * Set Rellover weekend date and set production schedule
» RunPAYCOyy SQR
e Schedule Leave Liability report
»  Go-live, validate data

123 | Lock/delete ids for terminated | Part of termination process to ensure that terininated employees are
cmployees prevented from accessing critical applications,

‘T65 | Jointly with the Province, Jointly with the Province conduet an annual customer satistaction
conduct an annual Customer | survey to determine user satisfaction with respect to Application
Satisfaction Survey Management Services. Upon completion of such survey, analvze the

results from such survey to formulate improvement plans as joiotly
dpreed to by the Partics
3.5 Service Desk Services

NOTE: Service Desk Services have been repatriated with the cxception of those specifically identified in the

tablc below.

The service desk is the first point of contact for I'nd Users to request assistance. Service Desk Services include
without limitation, the following Basic Services, as more particularly described in the table sct out below in this

Section:

(a) Infentionally Deleted {(Kequest to resolve: Activities concerned with first contact and triage of service
TEQUESLS);

(b) Communicate status of system, applications, and reported incidenis: Set of activities as described in the
table below, to inform the End User community about system and application state and progress on
reported inciderts;

{c) Administer security: Specific activities as described in the table below, required to ensure End Users can
access the systemn and application commensurate with their authorization privilege; and

(d) fntentionally Deleted (Provide Reports: Salis{y End User requests for information contained in one or
more supported applications).

Amendment #001 to the Renewal and Amendment to the Master Services Agreement 18
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# Service Description Comments
T24 | Manage incidents Process to acknowledge incoming request } Service has been repatriated in - |
& for support and record in tracking tool. Lits entirety
M3 ‘The objective of this service is to reduee |
& i tha.lmpact of disruptions in ic Services. Inchudes but not limited to the
M4 Incidents are recorded, classified, and . _ .

) . intake of calls, emails, weh
| allocated to appropriate specialists, ckets. faxes if anpli N he i
] incident progress is monitored, and tmk(,.l.s,. anes l_ appica L‘m -
ultimately incidents are resolved. rclau.(m 1.0 Payroll, T1R, Benefits,
g Application Support and
Navigation, Training and
Security inquiries
Note: TELUS will continue 1o
leverage its Incident
! Management Protocols to ensure
‘ timely recovery of Pl and P2 _
incidents as defined in Exhibit B
* ! to Attachment 4.1 to the
i : ¢ Renewal and Amendment
‘ Agreciment dated April 11" 2013
T66 ’ Lnsure availability of | Support Personnel will be available during | Service has been repatriated in
! support Personnel normal business hours. its cntiréty
E during normal
. business hours
T25 j Administer security e Fiscal or mass updates to department Scope of service for the Province !
! security tree includes unlocking end user:
i « Daily requests for additions/changes to | PeopleSolt accounts only .
} department securily tree (Contact Centre).  All other |
! o Creating and testing new tree functions remain with TELUS
structures prior to implementation
¢ Reset Lind User passwords upon
appropriale authentication in
compliance with security policy
* Change user authorization by granting
appropriate security profile {requires
confirmation of approval) in '
: compliance with security policy
‘ o« Monitor lor security breaches and
violations. Imitiate corrective actions
as appropriate
* [ock and delete IDs for terminated
- employees N
T26 Provide reports e Provide monthly Web stals Scr.vicc is  repatrigted  In it
* Provide reporting on open and entirety
unresolved incidents
s Provide analysis reports concerning !
the types of incidents and problems .
» Provide support to End tsers to run
reports

Amengment #0079 {o the Renewai and Amendment to the Master Services Agreement
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# Service Description Comments
T27 | Create, modify, i « Document End User requircments
delete reports s Heview existing reports to determine if ¢

T

a suitable report already exists

e Creale report based on End User
requiremertts

= Testreport

s Provide support to End Users to run
reports

»  Maimain library of reports and report

i queries

This service also includes support for
BCPSA reporting requirements, including
but not limited to:

s Non-PeopleSoft environments

. e DDMA

; i s FoxPro

? Le MVS
e WFA

As of the POIM Hand-Over Date it is
estimated that POIM support for BCPSA
reporting requirements consuine
approximatety 1 FTL.

T67 | Communicate status | Create and maintain global alerts fo Scope of service for the Provinece
communicate status of key business includes Recorded messages. '
processes as required, using, without All other functions remain with
limitation, any of the following means of TELUS. Examples: TELUS ;
communication: will post directly to the Time and -

Pay Portal as needed, and
leverage email/web posting to
advise of syslem outages, pay
schedule on stat holiday

s Email;
» Web posting; and
»  Recorded messages.

of such survey, analyze the results [rom
such survey to formulate improvement g
plans as joinily agreed Lo by the Parties. .

notification :

168 | Jointly with the Jointly with the Province conduct an
i Province conduet annual customer satisfaction survey to ;
annual Customer determine user salisfaction with respect to
Satisfaction Survey Service Desk Services. Upon completion :

3.6 Finance and Support Services

Finance and Support Services are comprised of collecting and preparing financial results associated with the delivery of
Services by TELUS in accordance with this Agreement and Finance and Support Services include without limitation the
Scrvices described in the table below:
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| ——
1 # Service Description
T69 | Provide information to Provide miormation to support Province linancial processes.
- Yrnii vl H .
support Province financial < Annuaf revenue and expense forecast
e .
processes i 3 year revenue and expense Torecast
f Annual capital forecast
3 year capital forecast
T70 | Provide information to Provide informatien as required to support Province governance
SUPPOI! ZOVETIANCE Process Processes.
128 © Maintain and produce Provide graph reports comparing different periods volume of
; i existing quarterly trend transactions, which will be used internally to track recover forecast
reports and to determine pricing and used by BC Governmment Ministries in
preparing budget estimates, and will show, without limitation, the
' following:
e  Payroll Transaction trends
s Pay cheque trends
~J.=_Pay advice trends s
129 ! Create and produce new trend | Future information needs both internally and client fed. f.e. Time-On-
: reports {.ine trends comparing historical with current to support budget and
pricing planning.
e Jlistorical edits vw/s on line entry
¢ @ Payroll Transactions by category, vacation, OT, special leaves and |
. part-time. —— S
171 Jointly with the Province Jointly with the Province conduct an annual customer satisfaction
conduct annual Customer survey to determine user satisfaction with respect to Finance and
Satisfaction Survey Support Services. Upon completion of such survey, analyze the
results from such survey to formulate improvement plans as jointly
agreed to by the Partics.
3.7 Business Transaction Services

Business Iransaction Scrvices arc business transaction and financial administration services that required over the life-
cycle of the Payroil Scrvices function (i.c. starting with setting up of pay, leave and benefit records, followed by paying
employvees and administering their leave and benefits during the life of their employment) including withoul lmitation,
the lotlowing Basic Services, as more particularly described in payroll administration manual and the table set out below

in this Section:

(a)

(b)

(©)

Set Up Job Data. Pay. Leave & Denefits: Setting up the Job Data, pay, leave and benefits records in the
Corporate Human Resource Information and Payroll System (CHIPS) in accordance with the Public
Service Acf (British Columbia) (’SA) when an employee is appointed fo a position (including where the
employee may be new to the Public Service, rejoining the Public Service or being recalled from a period
of layofT to active service);

Perform Administrative duties: Document maintenance and sorfing and routing of incoming employee

pay and leave information;

affect an employee's pay, leave, and benefits during employment with the Public Service, including
adjustments to pay, permanent changes to employee records, managing iHness and injuries, and other
changes to pay, leave and benefits records;
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()

(g)

(h)

Process changes and adjustments to pavroll data: Corrections and updates to emplovee payroll data;

Pay Closure and Final 1 eave Adjustments: Procedures for ending the employment retationship, including

processing final leave payouts and adjustments to pay and benefits;

Financial Administration: Procedures associated with exceptional circumstances, such as recoverics, pay

resolutions, financial control, and year-end processing,;

Human Resources Administration Services: Processes to accurately enter job data into PeopleSoft and to

ensure relevant records are added to the employee file held electronically within the Province’s records
management system { TRIM): and

Bus Pass Program Management: All activitics supporting the management of the Province’s Bus Pass

Program.

RBusiness Transaction Services include the Services described in the table below.

: —
# Service Description Comments
EB4 | Bi-weekly Pay & Full-time, Part-time & ourly paid
[.eave adjustmenis employees
T30 lHness & injury Process STIP Trial, WCB, LTD, Rehab
‘I'rial, Full Returns to work, weckly ;
Indemnity payroll transactions i
172 | Critical reports Produce and review critical reports per
schedule.
, Identify and resolve any issues.
; Critical reports and the schedule for
; : running critical reports arc set out in
Exhibit A to this Schedule.
EB3 Sct up job data, pay, | Processing of {irst pay issued to new hires,
i leave and benefits | re-hires, recalled employecs
ER4 Perform HR E s Confirm authority or delegated (ut of Scope (service remains

Administration
Services

authority to initiate a transaction;
perform a reasonableness check
prior to actioning any Service
Request:

o Review data in PeopleSoit
ta verify reporting
relationship and
job/position data

o Review any attached
documentation for
approval

o Review the CRM tickel
history

¢ Conduct follow up with
Requestor via phonc or
email

v Escalate Service Request
10 the Agency’s singlc

i with the Province):

On-boarding activitics
Off-boarding activities
Auxiliary conversion
administration
Help-desk services for
OIC & Special

Letter generation

Legal letters

Amendment #0014 to the Renewal and Amendment 10 the Master Services Aprecement
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# Service

Description

Comments

e

' point of contact (as a last
regort)
Set up job data for pay, leave and
benefits
Revise job data for pay, leave,
benefits and long term leaves

Complete transaclions (data
entry}:

o Adjust incomplete or
inaccurate transactions
using available
information {i.e.
PeopleSoit data or TRIM)
or via custoimer contact

o Seck customer
clarification for
incomplete and/or illegible
transactions

o Manage, understand and
mitigate dependencies or
longer-term impacts from
both the employee and/or
organizational perspective

o Exhaust all reasonable
efforts to complete data
entry

ol

liscalate to Province’s
single point of contact as
appropriate

Kesponsibie for all data entry
transactions for Order in Council
(OICy and Special

Responsible for data entry
transaclions supporting Auxiliary
Benefits Administration

Responsible for supporting
Province Records Management;
ensure supporting documentation
is filed eicctronicaily within TRIM

Ensure relevant records are added
to the employee file within TRIM

Submit requests for employee
files, as appropriate, via a Service
Request (ile will be made
available through TRIM)

T31 Pay closure and final
Leave

Issue record of employment in accordance
with Human Resources Development
Canada (HRDC) (final pay, job data,

Amendmend #0071 to the Renewal and Amendnien: to the Master Services Agreement
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Service

Description

with checklist).

CGrencrate original and amended
termination notice from the [PAS pension
application 1o report 1o BC Pension
Corporation biweekly. Must be created
within 20 days of Pay Period End (PIPE)
date.

Comments

LM

Group Life Insurance
claims

EBG

Employee benefit
Transactional
Activities

T38

Employee benefit

support

Assist terminally i1l employees and
bereaved families with the completion of
the Group Life Insurance claims.
Researches file, determines cligibility,
calculates entitlement, processes requests
for funeral advances. Forwards claim
documentation to carrier to process
payment, verifics payment and sends 1o
beneficiary.

3
H

Process all related transactional activitics
in the following benefits plans:

« MSP

» Extended health & dental

s (roup Life Insurance

s Group Aviation Insurance Claims

e Deferred Salary Teave

« Continuation of Benefils while on
leave

Process email requests for benelit support.
Support service to provide advice and
direction to employees concerning
beneflts.

T73

Collection of salary
overpayments

174

Revige job data for
Pay, Leave &
Benelits

T33

First Pay

Process salary overpayment recoverics {or
active employees. For overpayments to
terminated/inactive employees identified
after April 1, 2003, notify emplovee and
clicnt, set up receivable, issue amended T4
il applicable and collect amount owing or
refer to CLMRB. Inform Client of debt and
transier debt 1o Client accounts if payroll
recovery process has been exhausted.

Job changes, deductions, adds to pay,
benefit changes

[ssue first cheque when required due to
late hire documentation

74

Revise job data {or
long term leaves

Process delerred salary, maternity /
paternity and educational eave greater
than 30 days, general leave without pay
greater than 30 days

T34

Annual processes

E Process OSS admin, automobile taxable

Amendment #0101 to the Renewal and Amendment to the Master Services Agreanent
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PO Service Deseription Comments
benefit, time bank monitoring payouts,
! charity
I35 | Salary gricvances / Record and process decisions of salary
arbitrations grievances and arbitrations through
PeopleSoft
T36 Financiaf Process rejected direct deposits, recalls,
administration government agents advance, ROT,
requests for [4s, non-consolidated revenue
fund client and collections and duplicate
T4s or tax letiers
T75 | Penston Pension reporting, remittance and
Administration corrections for multiple pension plans
T37 | Momtor auxiliary Monitor hours for auxiliary cinployees:
hours eligibility for benefits; on-going eligibility
for benefits; eligibility for conversion to
regular status; eligibility for weekly
indemnity and eligibility for salary
increments.
Monitor hours for pari-lime regular
employees cligibility for salary increments .
i T38| Mainiain pay and Maintain all pay and leave files in
' leave files accordance with government standards i
. . !
(i.e. ARCS/ORCS). i
T39 | Recovery of Rehab Repart and inveice rehab carnings BCPSA
Farnings for recovery of costs fo the client or its
i agent.
T40 i Union business leave | Provide advice, forms & assistance on
leave transactions listed on reports.
T76 | Fiscal vear-end Process payroll transactions relating to
accruals fiscal year end entries in
CIHIPS/PeopleSeft
141 Gl. Interface Maintain tables and provide advice &
;_. assistance on invalid GL account coding to
BC Government Ministries.
T77 | Jointly with the Joinmtly with the Provinee conduct an
Province conduct annual customer satisfaction survey to
annual Customer determine user satisfaction with respect to
Satisfaction Survey Business Transaction Services. Upon
completion ol such survey, analyze the
i results from such survey to formulate !
improvement plans as jointly agreed to by | i
the Parties.
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# Service

Deseription

Comments

T80 Province Bus Pass
Program

Responsible for the management of the
Provinee’s Bus Pass Program, including
the at source deductions and associated
tasks:

s Actas prime between the Province,
Translink, BC Transit, BUSKAM,
EPP Employces and TELUS

» Recelve and ensure payiment of
invoices

Maintain [ist of company participants

* Inform payroll of required payments

i * Reeoncile the Province's Liability

account
» Enter payroll deductions online for
new riders inte PeopleSoft
o Translink Specific:
*  Receive and distribule passes
» Reconcile bi-weekly
deduction amount against the
‘Translink invoice
= Add new employces to
Translink online system;
provide EPP information
*  Actas knowledge holder of
‘FTranslink’s key dates,
procedures and deadlines
*  Enter employee information

for lost or stolen propassécards

into Translink’s online system
= Set up one time pay deduction
for administration fee

= Set up one time pay deduction
for replacement fee

= Review monthly invoice and
compare to Translink
deduction query

o BC Transit Specific:

*  Ensure applications are
completed, signed and dated
by applicant

= Iax corollment applications to
BC Transit

*  [nsure the number of
employees on Propass is
confirmed monthly

= Kemit a cheque with the

__“Monthly Payment” form;

Amendment 4391 {0 the Rerewal and Amnendment (o the Masier Services Agreement
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# Service Deseription Comments '

provide list of pass holders,
inclusive of those suspended

= Complete f administer exit
surveys for propass
cancellations

®  Initiate propass suspensions
= Return passes asiwhen
appropriate

Amendmen: #0601 1o the Kenewal and Amendment to the Master Services Agreement 27
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Attachment B ~ Incident Management (Pls and P2s)

Incident Management Process

Implementation date: June 5, 2013

fouiages, sacur

Cl

s Apenl will receive inquiry and take the following action:
o Dectermine/validate this is a HEAT related inquiry, and if yes, csealale inquiry via CRM ticket to the Province of BC
Resolution Specialist.

+ Resolution Specialist will take the foliowing action:

Validate issue (confirm its technical rather than user-related)

Raise a HEAT ticket directly with TELLS Service Desk @ 877-250-4939.

TELUS Scrvice Desk will advise the Resolution Specialist of the HEAT ticket #

Resolution specialist will relay info back to agency stakeholders including Business Analyst.

S T S 4

»  Once the incident has been resolved leveraging the TELUS incident management protocols, TELUS Service Desk will:
Mark the HEAT ticket as resoived
¢ Notify the Resolution Spectalist and other key stakcholders of the ticket resolved status

= Resolution Specialist will:
o Close the CRM ticket.

Note: To align to TELUS incident management rigour, TSST Aceount Team will apprise the Ageney (Cam Gray, Alison Looysen,
Kelly Pender) of alt external {Client impacting) P1 and P2 HEAT tickets and ensure status updates and incident reports are provided.
Resolution specialist to notify Agency Business Analyst (0: manage stakeholders;, manage messaging and communications; and
manage implementation, testing and validation of any application changes.

» - B T T S S B et e e
SpRriRnCing levmes, areess, nog-vwork duty bupacting

= Aeent will reccive inquiry and take the following action:
o Determine/validate this is a HEAT related inguiry and if ves, escalate inguiry to Resolution Specialist

= Resolution Specialist will take the following action:
o Determine/validate that the inguiry is P3 or P4 (and doesn’t qualifly for a higher prioritization)
o Raise a CRM ticket in RightNow
o Notify Agency Business Analyst for validation ol issue
o Upon validation by Business Analyst, assign the CRM ticket via RightNow to the appropriate TSSI Operations
Team (e.g. Payroll, Payroll Accounting, $120, 1IR Admin)

= TESI Opcerations Team will take the following action:
o 1fuas appropriate, raise a HEAT licket with the TELUS Service Desk according to already established incident
management protocols.

=  Once the ticket has been resolved Jeveraging TELUS incident management protocols, TELUS Service Desk will mark the

Note: Toalign to TELUS incident management rigour, TSSI Account Team will apprise the Agency (Cam Gray, Alison Leaysen,
Kelly Pender) of all external (Client impacting) P1 and P2 HEAT tickets and ensure status updales and incident reports are provided.
Ruesolution specialist to notify Agency Business Analyst to: manage stakeholders; manage messaging and communications; and
manage implementation, testing and validation of any application changes.
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Attachment € — Amendment to Master Services Agreement, Schedule E, Exhibit B (Applications and

Applications Availability Listing)

Application

Description

Hardware
in Scope

Application
Category

Availability Schedule

Multiple Virtual Storage

Jata Repository, mtegration /

08:30 — 16:30 Monday — Friday

Payroll and HR Reporting

Amendment #001 to the Renewal and Amendment 10 the Master Services Agrecment

{MVS) transformation o Best Efforts {excluding statutory holidays}
Historical grievance tracking.
_ . Lised for updating historical ; . —— 0R:30 1630 Monday  Triday
Grievance Tracking pricvances and for reparting on No Best Efforts | {excluding statutary holidays)
historical grievances. :
Disability Data ;
Management - -
Al Store and report on LTD and ) P e
';.\I:phm‘_"g“caﬂd related information using a case Yes Stlver ?:;Eﬂ . dirl'g!-E]L?ﬂtiz:f\fizlll):)Iidi'lil:I)a}
Mmegrate ase nnagement model B - =k
Management
(DDMANCM)
Occupational Health Medical case management syslem | Yes Bronze 07:00 18:00 Monday ~Friday
Management {OHM) ' o HREHIETE ’ ’ {excluding statutory holidays)
1} Fax: uscd to reecive benefits
information via fax,
B’ fits T . ‘ 2} Validate: used o view the Yes Sifver 08:30 - 16:30 Monday - Friday
clelits Imaging i faxed in heneilis Infonmation and e ver {excluding statutory holidays)
i to automatically load the data inta
FoxI'ro
PeopleSoll Payroll, includes FSS Week 1 Paveun:
a.!,l\d.\l FCsE . Monday: 0?“20(] 16:30
11 RCIJD]’T.S: SQRS run ailer each TUCQd’t‘V—I 000 - 1504
CHIPS BC payrun that producc reports for |, Gold Wednesday-Saturday: 07:00
Ministrics 19.00 -
; . Week 2:
PeopleSaft Production . e (17 -
Paytoll/1 ICM Monday-Saturday: 07:00 — 19:00
Weel 1 Pavrun: Monday, !
PeopleSoft Repottine Wednesday-Saturday: 08:30 — |
CHIPS RP P poTiing Yes Gold 19:00 Tuesday: 13:00 — 19:00 |

Week 2: Monday-Saturday:
08:30 - 1%:00
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Anmendment #001 to the Renewal and Amendment to the Master Services Agreoment

i H
: ;
__ o ! llardware |  Application e
Application Descriptian z in Scope ; Category Availahility Schedule
......... : i S
’ Week 1 Payrun:
T'ime On Line Krunos time capture ' Yes ; Gold %in— 22;?3(;01{;:_023_15
} E Weel 2:
: Mo - Sat: (:00 - 23:15
i 4
1
ECLASS ! 3 . tav . Fridav
{Employment Classification workflow tool : Yes Bronze ?f\;]{: (-m]::-iitﬂzzfiiik;.:}f;}
Clussifieation) ‘ =7 ’ e
i
Generates org charls on the = . v e
HRCharter desktap from PeopleSof/CHIPS | Yes Bronze ?{i\il?} dirllcjlff-]n?ﬁﬁ:'l;}oli d[rlr__l:_i;}
data. : B sl 3 HE
Training - CHIPS FPeopleSoft Training Eovironment | Yes Silver ?fx:[{:i{_hrag:t(i 1?12?3?; Ec!lll;lg)d}
Training - TOL Krongs training Envirunmend Yes Silver ?ijl{l}‘ d.ill'lﬁ:fi[]; 1?;1::;1}11{) lidlﬂ::l)a}:
@ i sl ¢ iy
CHIPS AR PeopleSaft Archive Yes Bronze Monday-Saturday: 07:00 — 19:00
Collection of pdf files of Lahour
Relations Arbitration cases that
reside oo the web, Connected 1o
an Oracle database for search
Lubour Retations funetionatily tlh.“f \E”,‘kzif}‘f;. v " 0830 — 1630 Monday — Friday
Arbitration Application agreement, subject and arbitrator e ronze {exclading statutory holidays)
) v the award number to allow ) : - ’
users to search by any of these
topics.
Union Arbitration Decisions
i
- rmance Man -
c.Performance HPWS | | oromance Management Yes  Silver 24x7
Application ! !
{ Your Scrvice) :
(replaced by myHR) Applications Launchpad Services | Yes ! Silver 24x7
Source Pad HPWS
- o -
e.Survey HIPWS Aulomated Survey Apphicalion Yes : Silver 24x7
I
Reeruitment . Rctr.uur?wm and Thring Yes | Gold 2dx7
Management System application :
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s e Hardware Application [ .
Application Deseription in Scope Category Availability Schedule
| g
Calt Centre Anywhere Telephony Application Yes ! Silver V800 _.16:30 Monday . Friday
- | (exeluding statutory holidays)
Customer Relationship
RightNow CRM Management Application and Yes Gold 08:00 - 16:30 Monday - Friday
{Ineludes AskMyHR) Services - ! {excluding stututory holidays)
CRM & AskMyHR
l’eoplc:&ﬂft Enterprise PeopleSofl Learning Module Yes Sibver 24/7
Learning Module -
Time and Pay Portal Applications | .aunchpad Yes : Gold 247

Page 100 of 118 PSA-2016-60940-3

31




Attachment I} — Amendment to Schedule T Desionated Expedited Arbitrator List

L.

6.

Amendment #3101 ia the Renewal end Anendment 1o the Master Servicss Agreement

Tenri C. A, Alvarez, QC

Fasken Martineau DuMoulin LLP
Rentall 3 _

2900 550 Burrard Street
Vancouver, BC VoC 0A3

Tel: 604-631-3129 (direct)

Fax: 604-631-3232

Email: halvarez@ fasken.com

Gerald W. Ghikas, QC

Gerald W. Ghikas Law Corporation
Vancouver Arbitration Chambers

HSBC Building

1650 — 885 West Georgia Street
Vancouver, BC V6C 3ER

Tel: 604-725-8862

Email : gghikas@gghikasarbitration.com

John JL. Hunter, QC

Hunter Litigation Chambers Law Corporation
2100 -- 1040 West Georgia Street

Vancouver, BC V6L 4H1

Tel: 604-891-2401

Fax: 604-647-1554

Email: jhunter@litigationchambers.com

Leon Getz, QC

Getz Prince Wells LLP

1810 111} West Georgia Strect
Vancouver, BC V6L 4M3

Tel: 604-605-4290

IFax : 604-685-9798

[Email : leon@getzpw.com

William 8. (Bill) Berardino, QC

Hunter Litigation Chambers Law Corporation
2100 - 1040 West Georgia Sireet

Vancouver, BC V6L 4111

Tel: 604-647-4355

Fax : 604-647-4534

Fmail : bberardinoig!itigationchambers.com

Juseph Boskovich

DuMoulin Beskovich LLP
1800 . 1095 West Pender Strect
Box 52, Manuhie Place
Vancouver, BC V6E 2M6

Tel : 604-669-5500

Fax : 604-688-8491

Email : joci@dubo.com

Kenneth J. Glasner, QC

Kenneth Glasner QC Law Corporation
330 - 1275 West 6" Avenue
Vancouver, BC VoH A6
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Tei: 604-683-4181
Fax: 604-683-0226
Email: glasnergef@telus.nct

8. John P. Sanderson, QC
Sanderson, Laing
510 - 700 West Pender Street
Vancouver, BC V6{ 1GR
Tel: 604-685-8329
Fax: 604-685-9254
Email: jsanderson@saniaing.ca

Amendment #G01 to the Renewal and Amendmed o the Master Services Agreement
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Attachment E — Amendment to Schedule E, Exhibit F — Services Provided o Fach Province Client

The following table identifies Services to be provided to each Province Client as of the Effective Date of
Amendment #001 to the Renewal and Amendment to the Master Services Agreement. POIM Services are
comprised of; Planning and Compliance Scrvices, Application Development Services, Application Management
Services, and Finance and Support Services. Benefits Administrations includes Group Life Insurance claims,
Ii'mployee Benefit Transactional activities, and Employee Benefit support.

Services Provided
o Payroli Services
Province Client Business :
’ Unit Sef u POIM
Jobp Payroill Benefits Serviees
Transactions | Administration
Data

Office nfthn, Auditor General BCO03 N N Y Y

Offu: ol the Premier BC004 Y Y Y Y

Con{hu of Interest Commissioner BC005 Y Y Y Y

Office of thc ()mbuds‘pu son BCOO7 N N Y Y
.. Office of Information & Privacy BCO0S N N v v
- Commissioner o . o L

Mamm} of Justice - Solicitor (Jenerai BCOI0 Y Y Y Y

Flbclmnb BC BCO15 N N Y Y

‘\/1|m*;trv ol Adv:mu,d E(qumon BCO9 Y Y Y Y

Ministry of Finance o !

(includes Labour Relations Board British BC022 Y Y 1 Y Y

Columbia) _ ,

- ,\-..—‘..-‘\v- [T i - g

(3fﬁc-e .of.thc Police Complaints RCO25 N : N v v

Commissioner )

Ministry of Ticalth .

(includes Vital Statistics Agency) BCO26 _ Y Y Y Y

Mmlstr}" of Social Development & Social BCO3I v v v Y

Inmovalion . -

Mm]sm of I'ransportation & Infraslrm,lum RL 034 Y Y ! Y Y

Mim%trv of Children & Family Dev elopment B( (39 Y Y Y Y
g ]\z‘hmstr} 0? Environment BC 048 Y Y Y Y

BL Utihtmq Commission BLUS:) Y Y Y Y

Ministry of }:ncrg) and Mmcq BL.Ob? Y Y Y Y

Ministry of thuml (Jdb Development BCO58 Y Y Y Y

Ministry of (,ommumly, Sport & Cultural e :

Development (includes Islands Trust) RLO60 Y Y Y Y

Ministry ofl-ducalum BC062 Y | Y Y Y

Teachers Act qum] Account BCO63 Y Y Y Y

Ministry of InLcmdliondl Trade BCO6S Y JI Y Y Y
Ameadment #001 to the Renewa! and Amendment 1o the Master Services Agrcoment 34
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Services Provided
. Payroil Services
Province Clicnt Business .
Unit Set 1t roim
) P Payroll Benefits Services
Job . T . .
Fransactions | Administration
Data
Product Services BCU67 Y Y Y Y
‘ Roval BC Museum BCO77 N Y Y Y
Forest Practices Board BC079 N ‘. Y Y Y
]fnwroznn.cntal Boards & Forest BCO8O v v v v
Conunissions i L
BC Pension Corporation BCGE8 N ; N Y Y
Broadmead Care Society BCO95 N [' N Y Y
Oak Bay l.odge Continuing Care Socicty BCOS6 N N Y Y
BC Public Service Agency RC100 Y Y Y : Y ‘
: |
Ministry of Justice - Attorney General BC105 Y Y Y : Y
Office of the Merit Commissioner BCI106 N N Y : Y |t
BC Responsible for Children & Youth BCH)9 N N Y Y '
N:Iln‘“us;try (‘:i 1 (.:chnology, Innovation & RC112 v v v v
i Fnvironmental Assessment Office BC11S Y Y Y Y
MIHIS[I'J\.I .nl..Aborlgmal Relations & RC120 v v v v
Reconciliation .
Minisiry of Jobs, Tourism & Skills Iraining RCiZ5 Y Y Y Y
Ministry of Labour BC127 Y Y Y Y
Ministry Of bor'e-s:,ts, Lands and Natural BC128 v v v v
Resource Operations o
Ministry of Agriculture BCI30 Y Y Y Y
¢ Ministry of Tlousing BCI31 Y Y Y Y
BC Safety Authority BC862 N Y Y Y
Busmcs?s Practices & Consumer Protection BCRO3 v v v v
Authority
Community Living BC BC805 N Y Y Y
Destination BC Corporation BC823 Y Y Y Y
Br(,'(mvemmenl and Service Employees wia N N v N
LJ l-llon B T T LTI T (PR — Btenr e = e v sras s e e
| BC Excluded Employees' Association n/a N N Y N
British Columbia Ferry Services Inc. in BC034 N N Y N
BC Innovation Council in BCO19 N N Y N
BC Investment Management Corporation n/a N N Y N
BC Securitics Commission in BC022 N N Y | N
Amendment #3G1 1o the Renewal and Ansendment to ihe Master Services Agreement 35

Page 104 of 118 PSA-2016-60940-52



Services Provided

Payroll Services

Province Client Bu&:}fss Gof - POTM
i Eozp ‘ Payrol_l B‘CIchitS - Services
| Data Transactions | Administration
..BC Treaty Commission | in BC120 N | ]\ Y N ]
}_I"BC F,i'ncrgcmy Health Services i rlfa N \. : Y N )
First Peoples Cultural meda!mn in BL 120 N N o Y N
Freshwater Fisheries Soclety OfBL nfa N N Y .. ?\“—
Habitat Lo_r;;_ervation Trust Foundation nfa N N Y N
L Lgi%\rc Assembly (ITIL udes MLASs) in 13( 002 N N Y N
P{]It;;hp(ég}l;lig%g Ii:]lgtiﬁigistrlbutlon Branch in BCOTO N v _} | Y N
BC Oil & Gas Commission in BCOS7 N N Y N
-.‘Parlncrainpa British Columbia Wﬁ..fa. N N i Y N ;
"“Pmﬁ,%fimnal Employees Association | nfa N N ) Y N N
Transportation Investment Cor pDI‘d’[!OI.l".. n/a | N ’\ N | N ------
Amendrment #0+ to the Renewal and Amendmen: lo the Master Services Agreement 16
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Attachment F — Amendment to Renewal and Amendment to the Master Services Agreement. Attachment 4.1

ATTACHMENT 4.1
SERVICE LEVELS TABLE

1. Definitions. In this Appendix, the following capitalized terms shall have the meaning sct forth below:

“Gold” means applications identified as “Gold” in Exhibit B to Schedule E or in a Change Order.

“P1” has the meaning set out in Exhibit B of this Attachmenl.

“P2* has the meaning sct out in Exhibit B of this Attachment.

“Silver” means applications identified as “Stlver” in Exhibit B to Schedule E or in a Change Order.

2. Service Levels Table.
Service Level Freq uency Period of .
o ; Weight
, Service . Impor of Measurement . . L .
# A Service M . ing Fully Pertorming Period
rea Measure/Targei/Methodology Level | tance easurem {(Reporting Factor
ent Cycle)
Essence of Business Requirements
EB1 | Applicatio | Applications Maintain Ciold applications availability 98% A Onyoing Mounthly 6% Conuneneing un the
o ;}va[[alnht_v ) Availability perceniage determined as Tollows: (ransition
Managem | Gold Commencemaent Date and
ent comlinuing for the

iTotal nurnber of expected mminutes of Geld
applicaion availebility

s minetes of 1| mmatntenanze that ocour
wilkin application avalahiliy tules

minus unplannzd service outage miankes (Sminutes
Uil appiication s not availanlz as per availability
schediles)]

X jan

Tatal number of expected mninutes of (eld
anplication avaliability

inis minutes ol zetial mamenanoe that oo
within applisaticn avalaliliy sehedules]

»  Fxpeeted Gold level applicaiion availability is as
per the “Availability Schedule™ in Exhibit B o
Schedule E, or as set out in the applicable
Change Order,

»  TELLS will record unplanned scrvice outage
minutes in the “Incident Loy and Monthiy
Metrics™ spreadsheet.

remainder of the Term.

Amendment #00] w0 the Renewal and Amnendment ta the Master Services Agreement
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Serviee
Area

Service

Service Level

Measure/l'arget/Methodology

Level

Impar
tance

Frequency
of
Measurem
ent

Perind of
Measurement
{Reporting
Cyele)

Weight
ing
Factor

Fully Performing Period

+  Anapplication is considered unavailahle i the

entire application is unavailable.
«  Where multiple Gold applications are

caongurrently unavailable as the result of'a single
cause, unplanned service oatage minutes shall
only be counted once for the total time of the
outape (znd not once for cach application that is

concurrently unavailable).

«  the calenlation excludes pended ticket time.

= Application availability is caleulated only in
tespect of Services provided by TRLUS and does
net include auy third pacty infrastructure over
which TELES is not responsible and exercises
1o contrel, including, the Internet and Provinge

provided services.

*  The Province must provide TELUS with a BC

Primary Recovery Manager contact.

ER2

Applicatio

4]

Managem

ent

Applications
Availability -
Silver

Maintain Silver applications availabitity
Availability percentage determined as folluws:

iTatal aucnber of expected mmites of Siver
acplizalion availability

minus mineles of actual maintenanze that ovgur
within applicetion avelabiline schedules
minis unpianoed service outage ninutes [
Silver applivation iz not avaliable ds ver 2
schedulzs)]

X 100

[1etal number of ¢
application availusiiiy
mitg rmintes ol uctual mmamienance <hat ceem
within epplivation availability achadules]

rected minues of Silver

= lLixpected Sibver level application availability is
as per the "Avaifability Schedule™ in Exhibit 3
te Schedule 1, or as set out in the applicable

Change Order,

= PELUS will record unplanned service outage

minutes in the “Incident Log and Monthly
Metries™ spreadsheet,

*  An application is considercd unavailable if the

cniire application is unavailable,

5%

Oungoing

Manthly

Commencing on the
Fransition
Commencement Date and
continuing for the
remainder of the Fenn.

Amendment #5001 o the Renewal and Amendment t the Master Services Agrecment
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Service
Area

Service

Service Level

Measure/Target/Methedology

Lovel

fmpor
tance

Frequency
of
Measurem
ent

Period of
Measurement
{Reporting
Cycle}

Weighe
ing
Factor

Fully Performing Perind

= Where multiple Silver applications are
concurently unavailable as the resull of a single
cause, unphanned service outage minuies shail
only he counted pace for the total time of the
outage (and not enee for cach application that i3
concurrently unavailable).

*  The caleulation exclodes pended ticket time.

»  Application availability is caleulated only in

respect of Services provided by TELUS and dogs

not inclide any third party infrastructure over
which TTLLS is not responsible and cxereises
no conirel, inctuding, the Inlernet and Province
provided services,

*  The Provinee must provide TELUS with a BC
Primary Recovery Manager contact.

FR3

Husiness
Transactio
ns

Accuracy of
Transaction
Processing

Maintain gecuracy rate (%),

The accuracy rate ts determined as follows:

f100] minus [the total number of Transactions during
the period of measure that required a correction
divided by the total number of Transactions during
the period of measurement mulliplied by 100].

. For thiz Service Level, “Transaction’ means
manual ransactions, including payroll
transactions, HIZ ireansactions, and manual
transactions resubting from processing errors,
required after a mass update has been completed,
However. 1 excludes automated transaction
processing {e.g. transuctions entered throwgh
Kronos and e-beave). proup life claims and
benefits enrolment, and iransactionat work
relating w employment offer letters and
employnent confirmation ieflers.

»  Corrcetions shall be tracked manually by payroll
and 1R techs (hy sciccting “SLAT in dropdown
box} within PeopleSofl, or by such other method
as nutuatty agreed by the Partics.

*  Notwithstanding that this period of measurement
is annual TELUS shull gencrare (and deliver o

within
Baseli
ne

Monthly
{inchuding
reporting as
an
Indicatar)

Annually

60%

Commencing 12 months
folfowing the Transition
Commeneement Date and
continuing for the
remainder of the Term.

Within six months
following the Transition
Commencemend Date,
TELLS shall have put in
place technelogy 10
monitor and record the
data {or this Service
fevel,

The initial Bassline will
be established by the Joint
Operations Committee
based on at least six
months of measured data,
which TELUS shall have
measured prior 10 the start
of the Fully Performing
Period,

{In an annual basis, within
the first three months of

Amendment #2001 to the Renewal and Amendment to the Master Services Agreeinent
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Total & of completed service requests
minus # of late service requests (as per
the turnarcund time below based on the
setvice requests priority)

% Timeliness
Tatal # ol completed service requests

Priarity
Prigrity one

_ L. Turnaround time
five Business Days of
receipl

within 1 full pay

: period of receipt

| Priority three within 2 full pay

: periods of receipt

Priority two

Service Level Frequency Period of Weight
. . ‘eig
“ Service _ impor of Measurement o i .
# 4 Service tance | Measurem . ing Fully Performing Period
Area Measure/Target/Methodology Level : {Reporting Factor
ent Cycle)
the Provinee} a monthly Tndicator report setting gech Contract Year, the
out the pereentage of Transactions processed Parties shall cause the
inaccurately for the preceding month. J(‘)mt Operations
«  (Changes required to correct data that was Lonumne? 1o ebtqblls_} '
. ) e \ new Bascline, taking inlo
Inaccurate when provided lo TELUS by the . .
' : account the Achieved
Provinee shall not be counted 5 a correction. Serviee Level and
*  Where multiple changes are required o eifect a TELUS’ obligations under
single correction, they shall be counted as a Sections 9.2{d) and {¢) . In
‘,Ingl{; correction. ao evend shafl this resuft
in a lower Baseline,
Where the Joint
Operations Committee 15
unable o establish the
initial Baseiine, or any
subsequent annual
Baseline, the matter shall
be deemed to be an
Expedited Dispute.
: e . - Py atn prmtere 1T - H 3 H 4] A Ho | 1 , o . ,
}'I.M 'H_usm(,ss_ Bi-weekly Pay Data entered within 2 pay perinds of receipt of 9594 A Bi-weekly NMandhly 34 Commencing on the
{For [ Transactio | & Leave request Effective Date and
flerl ns E\d;u:jtm{‘:?;[]’ continuing until & monihs
i retudes - following the Transition
L
a) Commencement Date.
PB4 § Business Timeliness of The pereentage of Transactions 98% A Ongoing Monthly (% Commencing 12 months
Transactio | lransaction processed 1n a timely manner, caleulated following the Transition
ns Processing as follows: Commencement Date and

continuing for the
remainder of the Term.

Transition activitics prior
to the commencement of
the Fully Performing
Period to support this
Servies Level will furm
part of the Transition
Troject.

Within six months
fotiowing the Transition
Commencement Date.
TELUS shall have put in
place technology {throwgh

Amendment #00% to the Renewal and Amendment to the Master Services Agreement
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Service
Area

Service

Service Level

Measure/Target/Methodology

Fevel

kmpor
tance

Frequency
of
Measurem
ent

Period of
Measurement
{Reporting
Cycle)

Weight
ing

Factor

Fully Performing Period

All service requests, with work flow via castomer
relationship manapement (CRM) assigned o TELTS
by the Province, or work flow to TELUS through an
autumated process, such as web ticketing or
clectronic forms.

For greater certainty, this shall exclude:

. Transactions that arc automatically processed
oz, Kronos transactions and Smart Forms
when auto loaded to PeopleSefty  but not
teansactions thal ere merely submitted using an
auiomaled process.

. Self service workflow transactions {e.p. e-
leave).
. Al Transactions net received through CRM,

«  The prioritics for cortain calegories of service
requests are set out in Txhihit A to this
Appendix.

+  TELUS shall use a customer relationship
management (CRM) application to track service
request intake date to closure date.

+  Sarvice request processing lime starts when the
service request is assigned o TELUS by the
Province or through an avtomaled process, such
as web ticketing or ¢lectronic fomns,

- Only completed service requests are included in
reporting period,

+  The caiculalion excludes pended ticket time.

v Unless otherwise apreed by the Parties, a service
request will be measured at the priovity for the
catepory identified by the Province {cven if the
Province inaccurately identifies the category)

= Notwithstanding the priority levels set oul in
Exhihit A to this Appendix, from time o time
the Provinee may request 4 more rapid

turnaround tme [or one or more servics requests,

to be mutuatly agreed to by the Parties; provided
that TELUS will not unreasonably refuse such i
request and will not refuse such a request where
the Pravinee has notified TELUS in advance of
an upcoming event that will require accelerated

the CRM SLA calculation
project} to monilor and
recard the data for this
Service Level

(On an annuat basis, within
the first three months of
cach Contract Year, the
Parties shall cause the
Joint Operations
Comrrilize 1o review and,
where warranted, revise
the tumaround times,
taking inte account the
Achieved Service Level
and TELLS® obligations
under Sections 9.2(d) and
{¢) . In no event shall this
result in a longer
turnaroand time,

Where the Joint
Operations Commitice is
unable to agree on
{urnaround {imes, the
matter shall be deemed ©
be an Expedited Dispute.

Amendment #)07 *o the Renewal and Amendment ta the Master Services Agreernent
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Service Level Frequency Period of

1 Weighi
Service . ] fmnor of Measurement h ; .
8 Service Service ) po \ X . ing Fully Performing Perjod
Area Measurc/Target/Methodology L.evel ance | vledsurem {(Reporting Factor
ent Cyele)
timeframes for proccssing corlain service
requesis (c.g. yeat-end, new perfoemance eycle),
EBS | Business Pavrol Absolute value of the creos is not grealer than E.5% 100% | A Bi-weckly Monthly 60% Commencing on the
Transactio | Processing of'the gross value of payroll per payrun. Fransition
ni Lmployees R . . Cormmencement Date and
aid The value of crrors per payrun is determined pust continuine for the
ng @
Accurately payroll accuracy event. remainder of the Term.
Changes required {0 correet data that was inaceurate
when provided to TELLUIS by the Provinee shall not
be counled as an eror.
D6 | Busincss | Benefit The percentage of benefit enrollment requests 90% | A Ongoing Monthly 20% Commencing on the
Teansactio | Enrobment processed in alimely manner, caleulated as Transition
follows:

it Commencement Date and
continuing for the

Total ¥ of benefit coroltment requests remainder of the Term.

minus # of henefit entolbment requests
that teok greater than 15 Business Days
10 process

% Timeliness
Total # of benefit enrollment requests

TELES will manually measure and record the
rumber of henefit errollment reguests and the clapsed
time 1o process,

Processing time shall be measured from date TELUS
recelves an accurate and complets bereflt earollment
TEUES.

All benefit enrollment requests that TELUS is 1o
provide as part of the Services, including:

«  Mouodicai Services Plan (MSP)

«  Group Life Insurance

«  Group Avislion Insurance Claims

» Deferred Salary Leave

»  Continuation of benefits while on loave

Except for:

. Automaled enrolments via PeopleSoft Flex

Ameadment #)01 ‘o the Renewal and Amendment ta she Master Services Agreement
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Service FLevel Frcqucncy Period of Weight
# Service Service [mpor of Measurement ing Fully Performing Period
Area Measure/Target/Methodology Levei | famee | Measurem {Reporting Factor
ent Cyecle)
hencfits functionality.
Measured
M Applicatt | Maintain Incident eount < 2 in any three month period 100% | A Scheduie Maonthly néa Comnencing on Lilective
{For 1 o Reliability Date and continuing untik
mert Managem | (Gold) & months fallowing the
¥ ent Transition
)MM Commencement Date.
M1 Applicati | Applications The individual AND aggregate incident counts for Mm% | B Ongoing Monthly HE Commencing six months
on Reliability - hoth P1 AN} P2 ingidents impacting Gold Fallowing the Transition
Managem | Gold applications mus! be less than the foltowing tarpets: Commencement Date and
et . _ continuing for the
| Description | Target remainder of the Term.
: P1 incidents per  Nomore than one P1
¢ individual Gold * ineident per month
i application L
P2 incidents per i Nu moure than thres
individual Gold P2  incidents per
| application wonth
FI ineidents per all No more than two P1
| Gold application incideats per month |
P2 incidents per all ™o more than four 12
Gold application meidents per month |
»  loribe purpose of this measure, multiple
incidents in Gold applications that are the resuit
of a single cause are countced as 4 single incident.
+  Application reliabilify is caleulated only in
respect of the Serviees and does not include any
third party infrastructure over which TELUS is
not responsinle and excreises no control.
including, the Inmemet and Province provided
serviges
+ The Province must provide TELUS with a BC
Primary Recovery Manager contact,
M2 Applicati | Maintain incident count < 3 in any thres inonth period 100% | B Schedule Monthly nia Commencing on Eflective
For | 5 Reliability Date and continuing umil
mert | \fanagem (Silver) 6 months following the
¥ ooofent Transition
;\-"J 13 Commengeemen! Dale.
M2 Applicati Applications The individual ANI? aggregate incident counts for 100% | B Ongoing Monthly nia Commencing six months

Amendment #2007 o the Renewal and Amendment to the Master Services Agreement
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Service
Area

Service

Service Level

Measure/Target/Methodology

Level

Empor
tancc

Frequency
of
Measurem
ent

Period of
Measurement

{Reporting
Cyele)

Weight
ing
Facter

Fully Performing Period

on
Managem
ent

Reliability -
Silver

hoth P1 AND P2 incidents impacting Sttver
applications must be less than the foflowing targets:

| Targer

No more than twa P
incidents per nonth

Description
Pl incidents per
Individual Silver
application

No more {lan three
P2 ineidents per
maonth

Np mare than five P
ncidents per month
No maore than six P2

P2 incidents per
Individuai Silver
application

Pl ingidents perall
Silver application
P2 incidents per all

Silver upplication lncidents per month

*  Tarthe purpose of this measure, multiple
incidents in Silver applications that are the resull
of a single cause are counted as a single incident.

»  Application reliability 1s calculated only in
respect of the Serviees and does not include any
third party infrasirecture over which TELLS i3
nol zesponsible and exercises no control,
including, the Internet and Province provided
services.

«  The Province must provide TELUS with a BC
Primary Recovery Manager contact.

Mmllowing the Transition
Commencement Date and
continuing for the
remainder of the Term,

M3 Applicati
7l
Muanapem
cnt

Mean Time 10
Recover
(MTTR) -1’1

Mean time 1o recover (MTTR) Gold and Silver
applications from the start af a P1 incident iy less than
or equal to four hours,

For the purpose ol the measurement of this Service
Level, an application is recovered from a P1 incident
when the application has been returned o its state
priot o the incident or an-cquivalent tempaorary
waorkaround has been provided,

MTTR is caleulated by:

adding together, for cach P1 incident, the wial
clapsed lime between ke occurrence of the PI
meident and its reselation;

minus, for cach P1 incident, any of the above clapsed
time that occurred during a period outside of the
impacted application’s availability schedule (as per

100%

Ongoing

Quarterly

n'a

Commenging six months
following the Transition
Commencemnent Pale and
continuing {or the
remainder of the Term.

Amendment #5071 o the Renewal and Amendment o the Master Services Agreement
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Service
Area

4

Service

Service Level

Measure/Target/Methodology

1.evel

Impor
tance

¥requency
of

Measurem
ent

Period of
Measurement
{Reporting
Cyele)

Weight
ing
Factor

Fally Performing Period

the “Availability Schedule™ in Exlibit B tu Schedule
I, or ag set out in the applicable Change Order),
divided by totat number of 1 dickets.

» Al P incidents for all Gold and Silver
applications and for any other applications as
mulually agreed to by the Partics.

+  Where a workaround 15 used, full rerrediation
will be managed consistent wilh incident
priorities described in Txhibit 3 of this
Attachment (provided that changes o the
prioriies are approved by the Province),

«  Calculation of MTTR exciudes pended ticket

© time.

MR is caleulated only in respect of Services
provided by TELUS and does not include any
third party infrastructure uver which TELLS is
not responsible and exercises no condrol.
including, the Intemet and Provinee provided
services.

»  Ihe Provinee must provide TELUS with a BC
Primary Recovery Manager contact,

M4 Applicati
on
Muanagem
ent

Mean Fine to
Recover
(MTTR)—P2

Mean time to recover {MUTR) Guld and Silver
applications srom the start of a P2 incident is less than
or cqual to cight hours.

For the purpose of the measurement of this Service
Level, an application 15 recovered $from a P2 incident
when the application has been returned 1o its state
prior to the incident or an cquivaient temporary
workaround has been provided,

M TR is caloulated by

adding tegether, for cach P2 incident, the totat
elapsed time belween 1he occurrence of the P2
incident and its resohition;

minus, {or each P2 incident, any of the above elapsed
time that acourred during a peried outside of the
impacted application’s availability schedule (as per
the “Availahility Schedule®™ in Fxhibit B to Schedule
E, or as set out in the applicable Chunpe Order):
divided by total nunber of P2 lickets.

«  All P2 incidents for all Gold and Silver

100%

Ongoing

Quarierly

Comniencing six months
fullowing the Transilion
Commencement Date and
cantinuing for the
remainder of the Term.

Amendment %001 ‘o the Renewal and Amendment to the Master Services Agrecment
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4L,
L2

Service
Area

Service

Serviee Level

Measurc/Target/Methodology

Level

Impor
tance

Frequency
of
Measurem
ent

Period of
Mceasurement

{Reporting
Cyele)

Weight
ing
{actor

Fuliy Performing Peried

applications and for any other applications as
mutnally agreed 1o by the Panies,

+  Where a workaround is used, full remediation
will be manaied consistent with incident
priaritics described in Exhibit B 1o this
Attachment (previded that changes to the
priorilies are approved by the Provinee),

= Caleulation of MTTR excludes pended ticket
time.

¢ MTTR is caleulaied only in respect of Services
provided by TELUS and does nol include any
third party infrastructure over which TRLUS is
nat responstble and exereises no control,
including, the Internet and Provinee provided

BETVILES.

+  The Provinee must provide TELTIS with a BC
Primmatry Recovery Manager contact,

M5

Planning
and
Complian
ce

Compliance
Policy,
Procedures and
Legislation

The perceatage of compliance changes completzd
within their defined tineframes for completion,
where:

= camplience changes include changes required by
any change tn Applicable Law, any change ina
revised or updated Policy provided by the
Proviree to TELUS, or any change inan
employment or labour agreement provided by
the Prowvinee to TELUS; and

»  the tmeframe for completion is:

(1} asestabiished by the Agreement or as
required o comply with the relevant
change in Applicable Faw, Policy. or
employment or labour agreement; or

(ii) where not esaabiished by the Agresment or
where the relevant change in Applicable
Law, Palicy, or employment or labour
agreernent does not have a required
deadline, as agreed 1o by the Parties.

*  Measured by dividing the iotal number of
compliance changes completed within their
defined timeframe by the total number of
required compliance changes.

«  TELUS will maintain a log of compliance
changes; the timeling to complete the chanaes;
and actual time of completion of the changes.

*  Without reducing TELUS® obligations, the

100%

Onpoing

Semi-Annually

nia

Commeneing six months
foilowing the Transition
Commencement Date and
cantining for the
rermainder of the Term,

Ameriment #1 to the Renevaal and Amendment to the Master Services Agreement
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Service
Area

Service

Service Level

Measure/Target/Methodslogy

Level

Empor
fance

Frequency
of
Messurcm
ent

Period of
Measurement
{Reporting
Cyche)

Welglht
ing
Factor

Fully Performing Period

Service Level measurement will be adiusted
accordingly for any delays thal are directly
caused by the untirnely or inaccurate provision
by the Provinee to TELUS of applicable
collective agreement interpretations, policies,
procedures and practices.

mMa

Tiusiness
Yransacti
[

Group Life
[nsuranecc
Claims
Processing

The percentage of group life insurance claim
requests processed in a timely manner, caleufated
as follows:

Total # of group life insurance claim
requestsiactivities

minus # of group fife insurance claim
requestsfactivities that wok greater than
48 hours to process

% Timeliness
Tutas & of group e insurance claim
requests/activities

TLLUS swill manually measore and record the
number of group life insurance claim
requestsiactivities and the clapsed time to process in a
spreadsheet log of growup life insurance claim
requestsfactivities.

Processing {ime shall be measured {rom date TELLS
reccives an accurate and complete group life
insurance claim request.

Excludes group life insurance claim
requests/activitics that TELUS is unable to process
within 48 hours directly due to missing nceessary
information (other than where it is missing as a resalt
of TELUS® failuee to perform the Services), amd
where TELUS is required to contact a third party,
ather than requesting party, cutside of TELUS®
responsibility or control to obtain the missing
information. However, TELUS shafl include
reporting on the number and cause of such claim
requests/activilies in its reporting on this Scrvice
Level

B5%

Ongoling

Monthly

Commencing on the
Transition
Commencement Date and
cominuing for the
remainder of the Term.

Indicators

Amendment #3031 to the Renewal and Amendment to the Master Services Aprcement
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Service
Area

Service

Service Level

Measure/Target/Methodology

Level

Impor
tance

Frequency
of
Meusurcm
ent

Period of
Measnrement
{Reporting
Cyele)

Weisht
ing
Factor

Fully Performing Perivid

K¥PI

All

Service Quality
-- Service
Request
Managemeni

TELUS shall measure and report on the following
information for all Changes submitted via the
TELUS service request management tool, indicating
varlgnees in:
+  Timehliness of estimates
*  Accuracy of work effort cstimates
+  Accuracy of provided implementation dates
»  TELUS shall use the current service request
management toal for measurement aud reporting.
= Measurements begin once TELUS has reesived
complete business and, where required,
flnciional specifications from the Provinee.
Suhsequent changes caused directly and soiely
by a unilateral change in specification made by
the Province shail cause an adjustment Lo the
three components of this Indicator.

nia

nia

Ongoing

Monthly

nia

Commencing six months
following the Transition
Commencement Date and
continuing for the
remainder of the Term,

KPl
2

Applicati
un
Managem
ent’
Applicati
on
Developm
ent

Service Qualitly
Projects

«  Indicator applies to approved Projects requiring
aver 10O hours of work effort by TRLUS and
such other Projeets as mutually agreed to by the
Provines and TELLUS,

« Utilize a PPost Implementation Review (PIR) 1o
measure praject service guality performance,

+  PIR survey {o be completed by profect sponsor,
Subject matter experts, cte.

»  Multi phase projeets to be reported as one.

* The PIR will measure multiple facets of project
performance 1o be determined by the Partics,
including:

o DBudget and timeliness

o Meets Agency specifications / business
needs

o User acceptance testing

»  Eachofthe facets of performance 1o he
measured on a 1 to 10 scale.

»  Measured and reported utitizing a total points
SC0TE per projec.

nia

na

Per Project

Per Project

n'a

Commencing six months
fotlowing the Transition
Commencement Dale and
continuing for the
remainder of the Term.

KPE

Province
and
TELLIS
Services

Service Quality
— Customer
I:xperience

Customer Relationship Management (CRM) real time
survey of broad customer audicnce for Services
defivered by TELLS and the Provinee, including:

»  Contact Centrs Services

= Application Management & Application

Developmment Services (Ticr 2)

+ Payroll Services, Beneflls Services

+ Job Data Scervices

= Payrolt Accounting

nia

1

Ungoing

Monthly

HIE

Commencing six months
fallowing the Transition
Commenezment Date and
continuing for the
temainder of the Term.

Amendment #001 to the Renewal and Ameadment to the Master Services Aprecmen:
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Service
Arga

Service

Service Level

Measure/Target/Nethodology

Level

Impar
tance

Frequency
of -

Measurem
cnt

Period of
Measurement
{Reporting
Cycle)

Weight
ing

Factor

Fully Perfornning Period

Survey questions w be determined by the
Province, in consultation with TELUS, inchiding
questions to address the following themes:
o Likely io Recommend / Net Promoter
Score.
o Quality of resolver knowledge.
o Custemer effort required to resolve,
o Completeness of the service request
reselubon.
Where real time survey respunses indicale a
requirenent for additional action, TELUS and the
Provines will take reasonable and appropriaic
action (o resolve.

All surveys are managed under the direction of the

Province.

KPI

Payroll
Agcountin

u
&=

Orverpayments
- oot Cause
and Voiume

Inchudes ali salary overpuyvments gencrated
through the PeopleSoft application

Report on overpayment roet causes, grouped by
categories for analysis based on information
provided in overpayment documentation,
Voiumes of overpayment instances are to he
reporisd,

na

néd

Ongeing

Monthly

néa

Commencing six maonths
forllowing the Transition
Commencement Date and
continuing for the
rematnder of the Term.

Amendment #007 to the Renewal end Amendment to the Mastee Services Agresment
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