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INFORMATION REPORT

ORIGIN
This report originates with staff relative to the completion of a Service Level Agreement (SLA) between
HRM and Halifax Water (HW) following the approval of the 2007 Transfer Agreement.

LEGISLATIVE AUTHORITY

Section 74(1) of the HRM Charter: the Municipality may agree with . . . service commissions . . . to
provide for or administer municipal services..

Section 75(1) of the HRM Charter: the Municipality may agree with any person for the provision of a
service that the Municipality is authorized to provide.

Section 24 of the HRWC Act: the Municipality has the authority and capacity to enter into an agreement
with HRWC for the purposes set out in the HRWC Act; for example, in respect of collection efforts by the
Municipality on behalf of HRWC.

Section 17(1)(a) of Administrative Order 58 — the Delegation of Certain Authorities;: the CAO may approve

and enter into agreements for the provision of a municipal service with a . . . public entity or service
commission, providing there is cost recovery to the Municipality.

BACKGROUND

HRM entered into an agreement with Halifax Water for a transfer of assets relative to the delivery of
stormwater and wastewater services in 2007. It was recognized that overall benefits to Halifax Water
ratepayers and HRM taxpayers could be achieved through an additional coordinated service exchange
between HRM and Halifax Water. Both organizations agreed to work collaboratively to clarify and
document operational service alignments to avoid the possibility of cross subsidization or duplication.
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DISCUSSION

HRM and HW have been working together to clarify, agree upon and document a comprehensive list of
service exchanges to ensure mutual cost recovery and to enhance the efficiency of related services to
ratepayers and taxpayers.

These efforts have recently been documented in a formal Service Level Agreement relative to legal
service, insurance, finance, investment, cash management, ICT, fuel and storage, wastewater contracted
operations and transportation and public works services.

That agreement was executed by HRM’s CAO on January 18, 2016 and a copy is attached to this report
for Council's reference. While the completion of this document is an administrative milestone, it should
be noted that review and enhancement of the terms of this agreement will continue in response to service
delivery program changes.

EINANCIAL IMPLICATIONS

The agreement is designed to be cost neutral to both organizations by providing for cost recovery by
means of (i) payment for services, or (ii) exchange of services of equal value. In the result, there are no
material financial implications to HRM or HRWC.

COMMUNITY ENGAGEMENT

There was no community engagement included or required to support the development and execution of
this agreement.

ATTACHMENTS

Attachment A - SLA between Halifax Water and HRM.

A copy of this report can be obtained online at http://www.halifax.ca/council/agendasc/cagenda.php then choose the
appropriate meeting date, or by contacting the Office of the Municipal Clerk at 902.490.4210, or Fax 902.490.4208.

Report Prepared by: Steven Higgins — Executive Assistant to the CAO 902-490-2292
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THIS SERVICE LEVEL AGREEMENT is made as of Jan uery 20,206 the date on which
the last signatory executed this SLA (the “Effeclive Date”)

BETWEEN

Hallifax Regional Water Commission, as represented by the

G M the “HRWC" toved as to Form
eneral Manager (lthe ) kppand ety

-and - D Kﬁ

Solicitor
Halifax Regional Municipality, as represented by the Chief
Administrative Officer (the “"HRM")

IN CONSIDERATION of the foregoing and the mulual covenants and agreements contained in
this Agreement, and subject fo the terms and conditions hereof, the Parties covenant and agree
as follows:

1.0 Purpose of this Document

This service level agreement ("SLA"} details the terms and condilions under which Services will
flow back and forth between the HRM and HRWC (the “Parties”).

The purpose of the SLA is to:

(i) invenlory the Services provided by one Party (the “Providing Party” to the other Party
(the “Receiving Party”) and to outline the roles and responsibilities of each around
the delivery of lhe Services;

(ii) detall the process by which the Services are provided, fees and overhead charges
are applied, the billing and payment procedure and the process to change the SLA
as required, and

(i)  outline the communication protocol for HRM and HRWC and to develop procedures
which will facilitate this relationship and to identify on a continual basis any areas of
enhancement and/or improvement.

Unless expressly indicated herein, this SLA is not meant to address or resolve outstanding
issues arising out of the 2007 Transfer Agreement or to implement recommended aclions of any
joint committees set up under the 2007 Transfer Agreement, which recommendalions are
located in the so-called “Merger Matrix” document.

1.1 Mission

To conlribute to the success of both organizations while serving the interests of HRM tax payers
and HRWC rate payers.

1.2 Principles

Cross subsidization of services will be avoided wherever possible, in keeping with the principles
of the Transfer Agreement.
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Full cost recovery principles as defined by the National Guide to Sustainable Municipal
Infrastructure - "Water and Sewer Rates: Full Cost Recovery” will be applied wherever
appropriate and feasible.

Payment of the HRWC dividend to HRM under a separate agreement covering the period of
April 1, 2015 to March 31, 2020 in lieu of commercial tax rates, laxes against HRWC's property
and assets is intended to provide for, among other things, the usual services provided by a
municipality to its corporate citizens such as policing, fire prolective services, streets and roads
services, lransit, solid waste services, community development and general government.

Direct services, including those Services detailed in the schedules attached hereto, provided to
HRWC by HRM or by HRWC to HRM will be tracked and billed for separately as appropriate
and in keeping with the principles outlined above.

» Note: HST will not apply in intra-municipal transactions unless required by law: see
Excise Act-Schedule V, Part VI, Section 28.

1.3 Agreement Objectives

e Foster effeclive communication between HRM and HRWC

e Describe the roles and responsibilities of HRM and HRWC to ensure effective service
delivery and oplimum resource utilization

e Assist in managing service level expeciations
o Document the escalation path to address service issues / problems
e Define the service level targets

« Provide for a reporting, billing and payment process to be developed by the Governance
Committee

14 Term of the Agreement

Unless otherwise specifically provided for herein, Services under this SLA or any part thereof
may be terminated by either party upon the provision of 90 days written notice to the other party.
In the event of termination, the Receiving Party shall pay to the Providing Party for Services
rendered in accordance with this SLA fo the effective date of termination and for those
reasonable termination expenses incurred by the Providing Party, including but not limited to the
costs associated with the transfer of software licenses, dedicated equipment, and dedicated
third party contracts.

1.5 Scope of Services

Except as may otherwise be agreed {o by the Parties in accordance wilh the change
mechanism detailed below, starting on the Effective Date the Providing Party will provide to the
Receiving Party the services described in the schedules attached herelo (collectively, the
“Services"), in accordance with the terms and conditions of this SLA.

This SLA details the services that HRM/HRWC provides lo each other, and establishes a
framework upon which service performance can be measured. Its purpose is to ensure that the
ranges of services offered are consistent, cost effective, timely, appropriale and predictable.
HRWC and HRM will work closely together to implement and administer this agreement so that
all aspects meet the principles outiined in the previous section.

HRM/HRWC Service Level Agreement



The SLA fosters a positive working relationship and creates the foundation upon which HRM
and HRWC can work interdependently to deliver services and programs to HRM residents and
HRWC customers.

This documenl will serve as a guideline that will be revised as required. The agreement is
intended to evolve as additional services and / or changes to services are introduced.

Approval and signoff of this document indicates:

+ Agreement by both parties that the content is valid
¢ The objectives are achievable

Al a minimum, the agreement will be reviewed annually. Scope, roles / responsibilities and
service levels will be assessed and adjusted accordingly.

The Director of Finance of HRM and the Director of Finance for HRWC responsibilities include:

» Document maintenance

e Review of suggesied / required updates

* Alignment with HRM and HRWC business plan and strategic priorilies
» Ensure all changes are negoliated and approved by all parties

e Maintain an archive of current and past versions

1.6 Service Levels

The Providing Party will endeavor to deliver the Services in satisfaclion of the services levels
delailed in the applicable schedule. Any failure to meet a service level that is not resolved in
accordance with the processes and timeframes set out in the SLA and attached schedules will
be escalated in accordance with the Governance Process referenced below.

The Providing Party will be relieved from the measurement of service levels lo the extent that
delivery of the Services is affected by (1) the Providing Party waiting on the Receiving Party or
other third party to undertake an action relative to the delivery of the Services; (2) the Providing
Party has made priorilization decisions relative lo the Services in light of available resources; (3)
either party has undergone a material business change thal has yet to be addressed in the
change mechanism described below; or (4) circumstances that constilule a force majeure event
or are otherwise beyond the Providing Party’s reasonable control.

The Parties agree that neither will make any claim, or be a party lo any action or lawsuit, against
the other related lo the provision of Services under this SLA. If service levels are not met the
sole remedy of the Receiving Party will be lo escalate its complaint through the Governance
Process. In no circumstances will the Recelving Party have or advance a claim for financial
compensation or other damages as a result of the Providing Party nol meeting a service level.

1.7  Governance Process - Relationship Management
The Parties will each assign a representative for the purpose of administering Services under

this SLA (the “Director”). Each Director will be available upon reasonable notice during
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business hours to meet in order to review and discuss any issues and concems with respect (o
this SLA and will have the authority and be responsible for:

(i)
(ii)
(iii)
(iv)

(v)
(vi)

Administering Services under this SLA to achieve service levels by addressing, and if
possible resolving, any operational or other issues with respect to the Services or
this SLA;

Escalating, as appropriate, any unresolved issues with respect to the Services or this
SLA;

Documenting, updating and distributing service level performance, updates or
revisions in accordance with the Parties agreed upon changes;

Organizing and facilitating stralegic planning sessions for the administration of the
Services, timing/planning future work projects to align resources/objectives of both
parties to reduce cost and scheduling work to avoid misaligned efforts;
Recommending areas for service improvement;

Making recommendations for changes to Services to be made through the change
mechanism; and

(vit) Reporting, as required, {o appropriate levels of management.

The Parties will create a Governance Committee made up of the following persons:

HRM HRWC
Deputy Chief Administrative Officer General Manager
Chief Financial Officer Director of Finance & Customer Service

The Govermance Committee will have the authority and be responsible for:

(i)
(i)
(iii)

(tv)
(v)
(vi)

Implementation of this SLA, including the crealion of the procedures to request and
approve the provision of Services;

Developing a reporting, billing and payment process;

Quarterly meetings with Directors to discuss service level performance, outstanding
operational issues and other concerns;

Considering change requests, if any;

Participating in strategic planning sessions relative to the Services; and

Resolving, if possible, any escalated issues with respect to the Services or this SLA
identified by the Directors.

1.8  Governance Process - Incident Resolution Targets

Request for Action Response to Request Target Time to | Target Time to
Respond Resolve
Director of Requesting Director of Responding Unit | 5 business days | 10 business
Unit days
Director of Finance/CFO Director of Finance/CFO 7 business days | 14 business
days

General Manager/DCAO | General Manager/DCAO 14 business 28 business

days days

Requests for actlions thal are not resolved to the satisfaction of the parties within the timeframe
at each level of governance will be escalated lo the nexi level of governance.
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1.9 Fees

In consideration for the Providing Party's provision of Services, the Receiving Party will pay the
charges associaled with the time, materials and expenses incurred as a result of lhe provision
of the Services.

In order to smoolh the processing of transaclions between the Parties the following procedures
will be followed:

(i) The Receiving Party is responsible lo pay the Providing Partly reasonable
transition costs; thal is, costs incurred by the Providing Party as a direct result of
the implementation of ihe Service for the benefit of lhe Receiving Party.

(ii) No right of offsels will be Iransacted by either party unless mutually agreed upon.

(i)  Approvals for work done by either party on behalf of the other will be given in
advance of the work being done. An agreed approach for the billing will be
determined and agreed lo at that time and an estimale provided.

1.10 Change Mechanism

Should HRM or HRWC desire a change to the Services that will add a new Service, end a
Service, increase or decrease a Service and/or aller the Fees, a writien change request will be
prepared by the Party requesting the change and be sent to the other Party for consideration.
The change request will include all relevant information reasonably required for the proper
consideration of the proposed change.

Changes that impacl Fees will be subject to the approval and agreement of both Parties. If a
change may result in either an increase or decrease lo the Fees, then the Parties will, acting
reasonably and subject lo the other provisions of this SLA, delermine any increase or decrease
lo be made to the Fees as a result of such impacl, including in appropriate circumstances
agreeing that Services adjustments will be provided during an interim period on a time and
malerials basis 10 provide a baseline that can be used in order 1o price the change.

Should HRM or HRWC desire additional Services lo be included in this SLA, a written request
will be prepared by the Party requesling the addition and be seni to the other Party for
consideration. The request will include all relevant information reasonably required for the
proper consideration of the proposed addition.

The approval authorily to agree to a parlicular change or additional Service request will be
communicated by each Party to the other as pari of the negotialions to change or add a
Schedule.

Requests for change and/or additional Service will be communicated through the Governance
Process and considered by the Governance Commiittee. |f the Parties agree to add an
additional Service o this SLA, the SLA will be amended by attaching a new schedule to the SLA
in respect of the subject matter of the new Service.

All changes, modificalions, amendmenis or supplements to the Services provided will be

undertaken in accordance with the change mechanism and any olher express provisions of this
SLA that confemplate changes lo the Services.
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2.0 Miscellaneous

This SLA shall bacome effeclive on the date upon which both Parlies execute the same and
insert the Effective Date.

This SLA may not be assigned by either Party hereto without the prior written consent of the
other Party. This Agreement will be binding upon and enure to the benefit of the Parties and
their respeclive successors and permitted assigns.

3.0 Signatures

Each parly is signing this Agreement on the date stated under the signature of the
representative of that party:

For the Halifax Regional Water Commission /

Original Signed

Carl Yales

Name

General Manager

Title

For HRM

John Teves A.¢. Original Signe_q'

Name

Acling Chief Administrative Officer

nature 7

o \S' 2016

“Title Date
Index of Schedules
[ Schedule Date of Last Revision or Update
A | Legal Service
B | Fuel and Stores
C | Waste Waler Contracted Operations
D | Insurance Services
E | TPW Services |
F__| Finance, Investment and Cash Management
G | Information, Communication, and Technology -
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SCHEDULE “A” - LEGAL SERVICES

BETWEEN: Halifax Regional Municipality (‘HRM") and Halifax Regional Waler
Commission (“"HRWC")

PERIOD COVERING: January 1, 2016 to December 1, 2016
(To be reviewed on an annual basis)

OBJECTIVE: To detail the services to be provided under this schedule on a cost
recovery basis.

SUMMARY:

1. Mission

HRM Legal Services provides efficient and effective legal counsel and representation to HRM
and may, if specifically retained, provide legal services lo HRM's affiliated boards and
commissions.

2. Structure

HRM Legal Services is comprised of three divisions - Litigation Services, Solicitor Services and
Prosecution Services. Each division is led by a Team Lead reporting to the Direclor of HRM
Legal Services. Together, the Team Leads and Director are responsible for overall client
service and the effeclive deployment of resources.

HRM Legal Services' position within HRM affords it a unique advantage: ils lawyers, are readily
accessible to HRM's business units; it understands the environment in which HRM's business
units operate; and it has cuitivated the expertise needed for the business of municipal
government, the delivery of municipal services and the proper administration of public affairs.
HRM Legal Services' lawyers have focused areas of praclice, and bring the power of teamwork
and expertise to any problem.

3. Cost

The Services are provided lo HRWC on a coslt recovery basis and are billed quarterly.
Estimated cosls are calculated based on our past experience of staff ime spent on similar
matters.

4, Services

HRM Legal Services will provide legal counsel and representation to HRWC only (o the extent
agreed-to by both parties in a retainer respecling (i) a specific maller arising out of HRWC's
operations in furtherance of a municipal purpose, or (ii) the conducl of a proceeding by or
against HRWC before courts and tribunals relative to such operations (the “Services”). Absenl
specific authorization from the Direclor of Legal Services, the Services will be limited to
Litigation Services and will not normally include work on regulatory issues before the NSUARB,
conltract review or l[abour/management issues.
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HRWC will provide to HRM Legal Services all governing documents, policies, procedures,
systems, documents and information required for HRM to provide the Services.

5. Conflict of Interest and Preservation of Confidentiality

HRWC will not seek to retain HRM Legal Services to provide Services where HRWC has
knowledge of a potential or actual conflict of interest between HRWC and HRM relative to the
subject matter of the retainer.

There will be times when HRM Legal Services will not be in a position to provide the Services to
HRWC, including where

(8) alawyer from HRM Legal Services is not available to do the work;

(b) the provision of Services relative to a matier may, in the sole determination of the
assigned lawyer, Team Lead or Director of HRM Legal Services, cause a conflicl
of interest; or

(c) the requested Services require expertise not available within HRM Legal
Services.

HRWC acknowledges that HRM Legal Services' primary mandate is {o provide legal counsel
and representation to HRM. HRWC recognizes that the interests of HRM and HRWC may
diverge on a specific matter and in such circumstances HRM Legal Services may have to act
adverse to the interests of HRWC. HRWC hereby consents to HRM Legal Services acting for
HRM relative o a specific matter in a manner that is adverse to HRWC while it provides other
Services to HRWC on another matter, and waives any conflict of interesl thal could result from
HRM Legal Services acting as legal counsel and representative to HRM on such a matter while
it provides other Services to HRWC.

HRWC recognizes that HRM Legal Services may acquire confidential information from and
about HRWC as a result providing the Services, and hereby acknowledges and agrees

(@) HRM Legal Services will not provide Services to HRWC in those circumstances
where HRWC expects information and documents provided to HRM Legal
Services by HRWC will be treated as confidential or privileged insofar as HRM is
concemed:; and

(b) HRM Legal Services will treat information and documents received from HRM as
confidential or privileged, and will not disclose such information and documents
to HRWC without the prior authorization of HRM, even where this information
would be relevant to HRM Legal Services' provision of Services to HRWC,

HRM Legal Services will nol disclose HRWC's confidential information to others, subject to the
disclosure required by law including governing professional conduct rules.

If HRM Legal Services does not accept a retainer for Services to HRWC on a given matter or, if
so retained, cannot continue to provide Services to HRWC relative fo the matter because of a
potential or actual confiict of interest, HRWC acknowledges and agrees that HRM Legal
Services reserves the right to decline to act for HRWC in respect of the matter and hereby
consents to HRM Legal Services acting for HRM on such a matter.
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SCHEDULE “B” - FUEL AND STORES PROVISION

HRWC will have access to HRM Stores for supplies and materials as per the normal working
hours of the Stores. Stores inventory will be billed monthly at cost plus 15% overhead.

HRM and HRWC will each have access to the fuel depots of the other. Fuel will be bifled
monthly at cost, based on the Receiving Party's use of the fuel of the Providing Party.

HRWC will pay HRM to inspect and maintain, repair, undertake upgrades and replacements
relative to the fuel depots at Mann Sireet and Bissett Road, and HRM will administer the
reordering of fuel.

Liability for contamination will be based on negligence and causation and the operation of
applicable legislation, as enforced by regulatory authorilies.

HRM/HRWC Service Level Agreement
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SCHEDULE “C” - WASTEWATER TREATMENT CONTRACT
OPERATIONS AT HRM RECREATION CENTRES

The 2007 Wastewater Transfer Agreement, Section 14 stales that:
Incidental Scrvices

14.  Subject to maintaining current charge out rates umil April 1, 2008, HRWC will assume
responsibility, on a full cost recovery basis, for the operation of the following facilities,
which are acknowledged by HRM not to constitute municipal waste-water facilitics or
municipal storm-water facilities:

(a) wasle-water treatment plants currently being operated by HRM for municipsl
properties serving other municipal purposes, (such as recreational purposes) or for
third parties, including Twin Qaks Hospital/Birches Nursing Home in
Musquodoboit Harbour, Harrietsfield Recreation Facility, the Musquodoboit
Valley Memorial Hospital, and the Upper Sackville Recreation Fecility;

()  various pumping stations, identified in Schedule “F”, currently maintained by
HRM’s Technical and Underground Services Division for municipal buildings
serving other municipal purposes (such as ferry tecminals); and

(c) such other facilities as may be agreed from time to time,

HRWC staif operale the facililies identified in Schedule F of the Transfer Agreement on a full
cost recovery basis. HRWC will invoice HRM quarterly for lhese services.

When capital upgrades are required for infrastructure owned by HRM, HRWC will identify this
need to the appropriate HRM Manager. HRWC will instigate and manage the capital work
sub{ecl o I;l(RM approval in writing and agreement that HRM will reimburse the cost of the
capital work.
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SCHEDULE “D?” - INSURANCE SERVICES

Duration and Extension: an annual contract approach will be taken. As HRM's contract with its
insurance service provider nears completion HRM will require six months’ notice prior to policy
renewal date of HRWC's intent to remove itself as an insured under the insurance program. At
the beginning of each budget planning process, but not later than January 31st, HRM will
provide HRWC with an eslimated insurance premium amounti for the upcoming fiscal year.

HRM will bill HRWC for the annual premium for inclusion in the insurance program within 30
days of the placement of the insurance renewal and the effective date of the policy. Any
substantive change to the estimate will be explained in advance of the billing from HRM to
HRWC. Any additional premium due to changes to the insurance policies will be billed or
credited as soon as changes are effective.

Payment will be required within 30 days from the receipt of any invoicing. HRM and HRWC
may agree to invoicing on a monthly basis.

Itis understood that “Halifax Water” is the branded name for Halifax Regional Water
Commission. Halifax Regional Water Commission is the formal name which appears on HRM's
Insurance policy as Named Insured.

Currently, HRWC is provided insurance coverage under the following lines of insurance
coverage; however, poficies may be added or deleted during the term of this schedule based on
the availability of an insurance product or by agreement of both parties and are subject to
adjustments as may be applicable:

. Commercial General Liability

. Excess Liability - Layers 1, 2

. Professional Liability Policy

. Automobile

. Property - includes coverage for building, conlents, furniture and equipment, computers,
and servers

. Crime

. Boiler and Machinery

Premium Allocation Methodology

Currently there is a single insurance service provider for both HRM and HRWC. In order to
allocate the cost of the insurance program and to provide full cost accounting for HRWC to
establish revenue requirements as approved by the NSUARB, the following approach to the
assigned premium costs between the HRM and HRWC will be taken. It is noted that the
approach below is based on standard underwriting rating tools and may be impacted by claims
experience and/or insurance markel availability year over year.

Commercial General Liability — Premium is calculated based on a proportional basis of
HRWC employees to all employees of HRM and HRWC.
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Excess Liability Coverage - Premium is calculaled based on a proportional basis of HRWC
employees to all employees of HRM and HRWC.

Professional Liability Coverage - Premium is calculated based on a proportional basis of the
number of professionals employed by HRWC at the time of the placement of the policy to all
professional employees of HRM and HRWC.

Automobile - Calculated based on number of vehicles in each of three calegories multiplied by
the premium per vehicle in a given category:

a) Buses and large fire trucks;
b) Emergency vehicles and police cars;
c) All other.,

Property - Premium is calculated based on the appraised or estimated values declared by
HRWC for property, inciuding buildings, waler treatment facilities, sewage treatment plants and
other HRWC infrastructure, but excluding the value of piping conduits located underground.
Rating for this cover is on a cost per $100.00 of declared value basis. Declared value should be
provided on a replacement cosl basis.

Crime Insurance - Premium is based on the proportional basis of the number of employees
who have access o cash and negotiable instruments.

Boiler and Machinery Coverage — Premium is calculated based on the appraised or estimated
values declared by HRWC for property, including buildings, water treatment facilities, sewage
treatment plants and other HRWC infrastructure, but excluding the value of piping conduits
located underground. Raling for this cover is on a cost per $100.00 of declared value basis.
Declared value should be provided on a replacement cost basis.

Risk Management and Claims Handling

In order to ensure the accuracy of the insurance program and the consislency of claims
handling practices, HRWC wiil be provided access to the IVOS Claim System with costs as
follows: Integration and Access - Annual Maintenance; two full access concurrent user licenses
al a total annual cost of $3,103.00 per license (this amount is subject to change without notice).
HRWC will reimburse HRM for the annual maintenance fee and license fees, in the amounts as
are set by the insurance carrier from lime to time). In addition, HRM will provide policy
maintenance, Claims handling as oullined in “Claims Process™ and risk management advice at
an annuaj cost of $10,000.00, subject to annual CPI increase.

Deductibles — HRWC is responsible to pay applicable policy deductibles associated with their
operations, The “per occurrence” deductibles are as follows, and are subject to change upon
renewal of the insurance program. All deductibles are inclusive of legal, adjusting and
investigation cosls:

1) Aulomobile (All covers) - $250,000
2) Property - $100,000

3) General Liability - $100,000
4) Professional Errors and Omissions - $100,000
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Claims Process - HRWC Commercial General Liability claims are currently being managed
through in house HRWC staff, and through an external vendor for adjustment services. It is
anticipated that HRWC will continue to manage the claims arising from their operations
(exclusive of those arising from the use or operations of “Aulomobiles”, “Property”, “Boiler and
Machinery”, “Crime” and “Professional Liability™.)

Automobile Liability - All claims arising from the use or operation of automobiles are to be
reporied to and managed by HRM Risk and Insurance Services. HRM Risk and Insurance
Services stalff will continue to:

1) Complete investigation to determine liability;
2) Maintain accurate reserves and payments within the IVOS Claims Management system;

3) Upon resolution of the claim forward all substantiating documentation to HRWC
requesting reimbursement of all costs associated with the loss.

All Claims - In order to ensure the accuracy of the Insurance Reserve fund and reporting to the
HRM/HRWC insurers, all claim files must be set up in the IVOS system. In addition, all reserves
and payments must be correctly assigned in accordance with HRM Best Praclices guidelines.

Settlement of Claims - Settlement of claims by or against HRWC managed through Risk and
Insurance staff will be determined as follows:

1) At the discretion of the Manager of Risk and Insurance Services, where the final
settlement costs is less than $25,000.00.

2) At the discretion of the HRWC Director of Finance, where the final setllements are
between $25,001 and $50,000.

3J) Al the discretion of HRWC Director of Finance and General Manager, where the final
setllements are between $50,001 and $100,000.

4) At the discretion of the HRWC Board, where the final settlements are between $100,001
and $250,000.00.

Note: Authorization to expend HRWC funds to settle claims must be in accordance with
HRW(C's signing autharity/authorization policies as approved by the HRWC Board.

Apportionment of deductible and legal costs - While in most situations it can be readily
determined as 1o which entity’s aclivities (HRM or HRWC) gave rise to the claim, it is anticipated
that in certain circumstances there may not be agreement as to which party is involved. In
those cases the final determination as to which entity's cover responds will rest with the HRM's
Manager of Risk and Insurance Services, acling reasonably.

Should legal action be initiated against both HRM and HRWC, and a Defense is required, HRM
and HRWC will confer to determine who initiates the Defense of the Action, Il is anticipated that
any outside legal fees associated with the defense may erode the applicable insurance policy
deductible; however, the extent to which all or a portion of the fees fall within the terms of the
insurance program will be adjudicated on a file by file basis. The final determination as to
whether or not an expense is applied to the applicable policy deductible rests with the HRM's
Manager of Risk and Insurance Services, acting reasonably.

HRM/HRWC Service Level Agreement
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Additional Insurance Coverages as known to HRWC - HRWC currently carries a Fiduciary

policy regarding the HRWC Employees Pension Plan Administration. This is not sourced or paid

for by HRM Risk and Insurance. Note, this policy is separale and apart from the insurance
program referred to in the agreement. HRM does not make representations respecling the
adequacy of this cover, its wordings or policy limits,

insurance Summaries - HRM Risk and Insurance will provide a Binder of Insurance
Summaries with the appropriate insurance and underwriting information o HRWC on an annual
basis. The information provided will contain an executive summary of the underwriling
information used lo obtain insurance on behalf of HRWC Ihrough the insurance program

Annual Renewals - Renewal Insurance Summaries will be provided to HRWC as a complete
package wilhin 30 days of the receipt of the insurance policy renewal documentation by HRM.
Approximately120 days prior to annual renewal date, or at such other lime as HRM may
reasonably require, HRWC agrees to provide HRM with underwriling data and assist with
renewal requirements.

Certificates of Insurance (COI):

Certificates of Insurance can be provided upon email request providing request falls within
current insurance portfolio. General information required to provide the COl are:

. Purpose of COI request
. Contact name and information for the Party requesting
. Date COI required

Changes to HRWC Book of Property, Transaction Summaries

. In order to ensure the availability of insurance coverage, and to comply with HRM's 30
day reporting guidelines, HRWC will develop a method of providing notice of additions,
deletions or changes to insured assets or values to the satisfaction of HRM.

. In the event of new buildings or building additions, notice to HRM has to be provided
prior to ground breaking and the build commencing.

HRM/HRWC Service Level Agreement
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SCHEDULE “E” - TRANSPORTATION AND PUBLIC WORKS SERVICE
ISSUES

1.1 Storm Water Infrastructure

HRWC will clean ditches at HRWC's cost. Asphalt and gravel shoulder reinstatements will be
an HRM cost and responsibility.

HRWC will absorb cleaning costs for a catch basin, including where its operation is negatively
impacted by HRM's activities, such as the build-up of road construction debris or
damage/obstruction caused by winter works operations. HRWC will not be charged for catch
basin adjusiments or relocalion of calch basins as a result of a change in road right-of-way
aflignment. HRWC will still be responsible for replacement of catch basins should they be
structurally unsound.

HRWC will absorb the cost to adjust, repair or replace manholes and other HRWC owned
surface appurtenances/hardware that are damaged as a result of winter works operations.
However, HRM will absorb the repair or replacement costs for damaged fire hydrants as a resuit
of those operaltions.

HRM will cover the initial costs for bike lane grates where bike lanes are installed on existing
roads; however, HRWC will be responsible for all future maintenance and replacement costs for
these grates. HRWC standards have been updated to include this style of grate for new
construction.

1.2 Valve Box and Manhole Adjustments and Tree Root Repairs

The Joint Memorandum for Hardware Adjustment and Tree Root Repair Service Exchange
dated November 5, 2015 in subject to this Section 1.2.

HRM will absorb the cost to adjust, repair or replace manholes and valve boxes where such
action is required as a result of the HRM Streets and Roads Recapitalization Program, but will
not absorb these cosls in circumsiances where HRWC chooses to upgrade, repair or replace
manholes, valve boxes or olher HRWC owned surface appurtenances/hardware during a cost
share or joint project.

HRWC acknowledges that surface appurtenances/hardware adjustments undertaken as part of
the HRM Streets and Roads Recapitalization Program constitute an improvement to the
condition of HRWC assets and any residual deficiencies are offset by the overall benefit to
HRWC asset condition.

HRWC will be responsible for the cost of repairs to storm and sanitary sewers resulting from
tree root ingress into storm and sanitary sewers in the right-of-way

HRM/HRWC Service Level Agreement
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1.3  Solid Waste Leachate Treatment Plant

l-

©

Highway 101 Landfill-Leachate Treatment Facility Operation
Agreement of Terms

Lffective April |, 2009, in recognition of obligations contained in Scction 13 of the Wastewnter
Transfer Agreement, dated June 12, 2007, Halifax Water will operate the facility for HRM on the
foliowing basis:

The Leachate Treatment Facility (LTF] operations and maintepance budget will be
forwarded by Halifax Watcr to HRM Solid Waste by no later than December 31% of the
calendar year for effcct at the beginning of the next fiscal ycar, April 1st.

HRM will be financially responsible for all capital improvements and all operating and
maintenance cosls.

Halifax Water will charge direct treaiment operator costs [Process Technician and Labourer]
to HRM which will include o 15% surcharge to cover managerial oversight of operations,
engineering projeet manngement support for capital projects and environmental services
support for matters related to environmental compliance. Halifax Water will invoice HRM
on a quarteely basis for this service,

Halifax Water will prepare cost estimales for capital projects which will include third parly
design and inspection fees for inclusion in HRM's onnual capital budget.

For greater clarity, planning and implementation of capital projects will follow a staged

approval process as follows:

a) Halifax Water enginecring stafT will co-ordinate preparation of tenders for identified
capital projects.

b) The tender packege will be submitied to HRM Procurement for review and approval.

¢) HRM Procurement will forward to HRM Solid Waste staff for final approval

d) HRM Procurement will tender project and review results with Halifax Water and HRM
Solid Waste stafT.

¢) Holifax Water and HRM Solid Wasic stafY will jointly prepare report 1o HRM Council 1o
oward contract with technical support from Halifax Water including attendance at HRM
Council meetings.

HRM and Halifax Water will work co-operatively to obtain Operating Approval(s) to lift the
Ministerial Order currently in place for operation of the Highway 101 landfill and LTT and
allow for the treatment of Otter Lake, New Era and Miller leachates at the LTT.

Halifax Water will operate the facility in compliance with the Public Utilities Act.
1lalifax Water will receive and treat leachate from HRM's Otter Lake Solid Waste facility at

the Mill Cove treatment facility on an interim basis for a tipping foc of $0.00288 per gollon
[$0.6336/m’] and invoice HRM for this scrvice on a quarterly basis.

HRM/HRWC Service Level Agreement
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9. Itis acknowledged that Ilighland Lacrgy operates a landfill gas collection and recovery
sysiem at the Highway 101 Landfill site under conteet with [IRM. HRM and Halifax Water
apree to work co-operatively in matters relsied to Highland Encrgy and the operation of
systems and infrastructusc located ot the Highway 101 Landfill site.

10. If cither party wishes to terminale this agrecment, written notice must be given one year in
advance.

HALIFAX \VA;:}?
Original Signed

Cm(l)/‘{"mcs, MA.S:/F’TEng.

General Manager
HALIFAX REGIONAL MUNICIPALITY

Original Signed

Jim Bauld
Manager, Solid Waste Resources

HRM/HRWC Service Level Agreement
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SCHEDULE “F” - FINANCE, INVESTMENTS AND CASH
MANAGEMENT

HRM and HRWC Finance have tradilionally provided services to each other at no cost, as there
was litlle incremental cost. For example, HRWC billed environmental protection and poliution
control charges on behalf of the municipality until the 2007 Wastewater Merger.

1.1 Collection of outstanding wastewater and stormwater accounts

The HRWC Act empowers the HRM to collect outstanding waslewaler and stormwaler accounts
on HRWC's behalf. HRWC has an effective collection mechanism for water arrears as the utility
can disconnect the service. Wilh respect to wastewater and stormwaler arrears, prior to the
2007 transfer the collection mechanism was {o eslablish a lien on the property. With the 2007
transfer, the HRWC Act was amended (o enable this collection mechanism to remain in place,
as follows:

34 (1) Upon request of the Commission, or in the event of collection by the Regional
Municipality of other municipal liens against a property, the Regional Municipality shall collect
the lien on behalf of the Commission and, after deducting collection costs, it shall remit the
proceeds to the Commission,

{2) Collection costs and proceeds shall be pro-raled between the Commission and the Regional
Municipality when the collection is undertaken for both the Regionai Municipality and the
Commission. 2007, c. 55, s. 34.

The business process where HRM agrees to collect oulstanding wastewater and stormwater
arrears on behalf of HRM is as follows: HRWC transfers lienable arrears accounts to HRM.
HRM establishes an account receivable, initiales collection aclivities and establishes a lien as
required. All of the Wastewater "lienable" account credits appear on HRM's financial slatements
due to HRWC. HRM will recognize these credits against specific invoices from HRM.

The Due to/From account between HRM and HRWC is being reconciled on a monthly basis.

1.2 Stormwater Billing (non-HRWC piped service customers)

Background

The Municipal Government Act and HRM Charter designate the stormwater system as a
municipal service. Effective in 2007, responsibilily for delivery of this service was transferred
from HRM to HRWC; since 2007, HRWC owns and maintains the stormwater system including
pipe networks, dilches, drainage channels, calch basins, and retention ponds, to provide
drainage during storm evenls.

With the transfer in 2007, the services that HRWC provide fall under the Public Utilities Act and
are now subject to regulation by the Nova Scotia Ulility and Review Board (NSUARB), which
has directed that ali customers within the stormwater serviceable boundary are to be billed for
stormwater services.

HRM/HRWC Service Level Agreement

19



Impervious Area Data

Satellite imagery/GIS data can be used on properties other than residential properties to
measure impervious area. These measurements can be used to determine the stormwater
charge payable in respect of the subject properties.

Stormwaler charges for residential properties are based on an average impervious area.

HRWC will use satellite imagery and software to produce a GIS layer showing the impervious
areas on which calculations can be based. HRWC will make satellite images/GIS layer
avallable to HRM for the Municipality’s internal use.

Site Generated Stormwater Charge

Subject to applicable legislation, HRM will provide HRWC with data to enable HRWC to issue
bills for the sile generated flow charge for customers within the stormwaler serviceable
boundary.

No Fees

There will be no charge back of costs between organizations associated with data sharing or
billing, as the incremental costs are minimal.

1.3 Capital Cost Contributions

Section 18 of the Transfer Agreement specified that:
Regional Capital Cost Charges currently levied under By-law C-600

(0 After the Effective Date, regional capital cost contribution charges levied in
applicable regions by HRWC pursuant to HRWC Regulations shall be collected
by HRM for HRWC and shall be remitted to HRWC each month. It is the
intention of the parties that these charges shall replace the Regional Capital Cost
Charges currently levied pursuant to By-law C-600;

New Capital Cost Contributions for Water, Wastewater and Stormwater are approved by the
NSUARB, and are collected by HRM for HRWC and remitted to HRWC each month.

HRWC will be asked to sign-off and approve any configuration changes in HRM Systems or
business process changes that impact levy and collection of Water, Wastewater or Stormwater
CCCs.

HRM and HRWC agree that both parties must be informed as quickly as possible regarding any
calculation or processing errors that result in over or under collection of CCCs.

1.4 Local Improvement Charges

Section 18 (l) of the 2007 Transfer Agreement specifies the manner in which HRM levies Local
Improvement Charges on behalf of HRWC.
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Local Improvement Charges under By-Law L-100

M There shall be no change to the manner in which Local Improvement Charges
currently levied by HRM pursuant to By-law L-100 are levied or administered,
save and except that municipal waste-water and municipal storm-water facilities
shall be dealt with in the same manner as currently applies to municipal water
services;

1.5 Banking and Investments

HRWC is part of HRM's umbrella banking agreement, and pays a portion of banking related
expenses equivalent to the transaction volume represented by HRWC. In addition, HRWC pays
any merchant discount fees that are incurred by HRM in collecling revenues and recoveries on
behalf of HRWC.

Investment of HRWC's funds are managed along with other Agencies, Boards and

Commissions of the Municipality, under HRM's Investment Policy and governed by the
Investment Policy Advisory Committee (Subcommittee of Audit and Finance).

HRM/HRWC Service Level Agreement
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SCHEDULE “G’'- INFORMATION, COMMUNICATIONS AND
TECHNOLOGY

The current Service Level Agreement between ICT, a business unit of HRM and HRWC, is
hereby incorporated within and is replaced by this Schedule “G”.

HRM and HRWC acknowledge and agree that they are separate legal entities. HRM can only
provide HRWC with access to and use of third party software and services procured by HRM
where HRM and the third party have agreed in contract that HRM is permitted to provide access
and user rights to HRWC,

The ability of HRM to provide HRWC wilh quality service under this schedule is dependent on
the compatibility of the software and hardware maintained by HRM and HRWC; and the level of
compatibility is directly related to the procurement choices HRWC has made respecting the
information technology it has purchased or licensed from third pariies.

HRM will provide the IT services to HRWC as is described in the document reproduced below,
as is amended by this Schedule G:

1. MRWC's right to receive the third party services referenced in Seclion 4.1 of the
document below or to subscribe to the third party services detailed in Appendix A — the
Service Matrix may be subject to HRWC having negotiated licensing arrangements with
the relevant third party software vendors. Where no such arrangements exist, the
services to HRWC may be limited or unavailable except where HRM is permilted by
agreement with relevant third party vendor to sub-license the software or service to
HRWC.

2. The Service Exceptions and Special Arrangements at Appendix B is contingent on
HRWC having secured certain rights in the Geographical Information System (*GIS").
HRWOC hereby represents that it has secured from relevant third parties all righls
necessary for HRM to host, access, use and share the GIS architecture, including but
not limited to the hardware, software and services referenced at Appendix C.
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1.0 AGREEMENT

1.1 Purpose of thie Document

This Service Lavel Agreament is en sgreament balwean HRM's Information, Communicalions
and Technology (ICT) divislan and HRM Business Unlls, Agencles, Boards and Commlssions
{Clients).

The cblective of this agreement is to provide a view of the sarvicas provided by ICT, service
lavals, targets, objactives and raporing available far the services deliverad. The agreement
facliitates ongolng communicallons and Is expecied to avolve over time as operations!
processas and proceduras mature and improve.

Agreement Objectives

¢ Fosler effeclive communicalion batween Clients and ICT

s Describe the roles and responsibilities of the Client and ICT to ensure effeclive sarvice
delivery and oplimum resource utiization

Asslst In managing sarvice lavel expeclations

Document the escalation path to address service Issues / problems

Defing the sarvica lavel largsts with the Client

Describa the annual review and renewal cycla for this agreament

Describe lhe reporting that the Chient will receive

1.2 Terms and Conditions
This agreement makes pravious agreements null and vold,

Approval and signoff of this document indicales:

o Agreament by both pariles that the conlant is valid

The objsctives are achlavable and

o It represents the intent of ICT 1a meet the Infermation, communication and lechnology
support and delivery needs of tha Clienl,

0

At a minimum, the agresment will be reviewed annually lo allow ICT to respond to the chenging
needs of the business and ICT capabilities. Scope, roles / responsibilities and servica ievels will
be essessed end adjusted accordingly.

Amendmenls and addifions lo this agreement will be reviewed and approvad by the Client snd
ICT. The agreement is intended to evolve ss additional sarvices and / or changes to services
ara Introducad.

The Service Leve! Manager (ICT's Manager of IT Sarvice Managament (ITSM)} Is the owner of
this documant and ls responsible for all chenges. Responsibliities include:

Document maintanance

Review of suggeasted / required updales

Alignment with ICT Service Calalogue

Ensura sall changes are negotlated and appraved by all pariias
Maintsin an archive of current and past versions

HRWC / ICT Service Leva! Agresment Final 1.0 (Jan. 2013) 3
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2.0 SERVICE LEVEL MANAGEMENT

ICT is adopling an IT Service Managemeni (ITSM) approach for the delivery, support and
managemant of ICT servicas. ITSMis based on the ITIL® framework’, en intemational best
practices model for IT servica management.

In order to enable consislent and repeatabls service support and delivery, ICT has Implemented
a Service Level Management (SLM) process within tha ICT organizalion. The SLM process
uses best praclices and guldelines as lhe basis upon which to manage ICT services for HRM

2.1 Service Level Agreament

Service Level Agraements (SLAs) are astablished between iCT and HRM Clients forming a
service provider to clieni relationship. The intent is to davelop & partnarship and provide for
ongoing communicalion lhrough a mulually beneficial agreement

ICT responds to the requirements defined by tha Clents by dascribing the services ICT
provides, key sarvice lavel largets to be echlaved and the responslibliities of both partiss In the
detivery of theas servicas. The SLAs are also used in conjunclion with the Service Catalogue to
racord any agread service excaptions o the standard services.

2.2 Service Management Roles and Responsibliities

ICT will work closely with the Client lo ensure a clear understanding of the rolas and
rasponsibliiies and their dependancias thal play a par In the SLM process. The following
outiines a high level view of some of the key responsibliitias of ICT and the Ciant,

2.2.1 ICT Responsibliities
The respansibiilias of ICT to the Client are lo

o Ensure the SLM process provides value to the Chient
» Fomulsle, sgree and maintain an eppropriate SLM structure for the organization thal
wilt:
a Maintaln the SLA with tha Client — Updales to Lhs SLA are reviewed annually and
{ or when naw services are being sclivaled or changed

o Discuss and agras with both the Client and ICT any servics lavel requirements
for proposed naw / daveloping services
Document / update the Service Level targels and seak Cffice of Chisf Informalion
Officer (OCID) approval
Determine sarvice lavel measurement, reporting and monilaring requiremants
Analyze and review senvica performance against SLAs
Produce regular ICT reporis on service performanca and achlavemenis
Organiza and conduct regular service lavel reviews with the Client
Ensurs communication channels exisi for effective Service Level Managemant
collaboration with the Clent

o Present service improvement inlilative opportunities

o

0O 00 QCca

' ITIL® (2 @ regisiared trademark of the U K ‘s Ofiice of Governmani Commerce

HRWC ! ICT Service Level Agreament Fnal 1.0 {Jan. 2013) 4
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G ldentif{ ca_rrld coordinate actions required to maintain or improve service levels
within
o Acl es coordination polni for any temporary changes fo servica levels raquired
* Conduci annual reviews of the entire SLM process and recommend SLM process
improvemenis (| @ measure the procass and recommend improvements)
+ Exscula SLM process improvemarils
* Promoie integration wilh other T sefvice management and business processas
» Creale and maintain 8 Service Catalogue of existing servicas offered by ICT

2.2.2 Client Responsibilitles

In order for the SLM process to provide the best service to the Client, tha Client has an equally
imporiant role In the process and has associated rasponsibilities. These responsibllitles are to.

Identify an individual to represent the Chent In the SLM process
Promota tha intent of ICT to mest the documented service and service level
requirements of the Cliant within the Client organization
» Collaborate and agree on service level targets and lavels
« Parlicipate In the formulation, documantation, approval and sign-off of the ICT SLA
o Participate In sesvice performanca reviews with ICT lo Identify service Improvement
opportuniias
» Ensure communication channels axist for effective SLM collabaration with ICT

« Assist with service improvement programs where applicable
« Communicate Cllani / staff rolas and responsibilitias to ICT

2.3 SLM Issue Managasment and Escaiation

The purpose of the SLM Issue management end escalation process Is 10 ensure a formalized
escalation path exisls in the event that service related Issues cannot be resolved. This procass
can be lriggered by the lollowing circumstances

« Service related Issues that cannot ba resolved al service review mestings
¢ Customer demands for immediats ascalation / altention

Tha issue management and escalation process is not to be confused with the ICT Service Dask
issua / incident managsment process ascalalion procedurs. All pariies agree lo make avery
sffort {o resolve Issues at the lowast lavel, prograssing to the naxt leval only whan nacessary.

| HRWC Designated Contacts Myrona Lopez

| ICT Consuitant
lopezm@halifax.ca
S T - ] _490-85927
Dayalan Pillay Jim Kirk
2™  Manager, Information Services Menager ICT Planning and CRM
| devalenpf@halifaxwelar.ca S kiki@helifoxca WA
HRWC / ICT Service Lavel Agreement Final 1.0 (Jan. 2013) 5
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Rl

|| Gastonted [ Dl Regreseniative |

L_.:_...; Cacall

480-8921 (ofiice) ' 490-7297 (office)
266-8776 237-8117 {mobile)
Harold MacNell
Manager, Enginesring Information
H | ter.
490-6234 (office)
| 441-1084 (mobile)
Jamie Hannam Donna Davis )
Diractor, Englneering and Information Chiefl Information Officer, ICT
o | Services davisd@hetiox.co

Jamie Hannam@halfgxwaler.ca 490-4447 (office)
480-4804 (office) | 476-8486 (moblle)

. 441-1078 {(moblis) i ‘L_— - ) J

Customer
A persan who uses ICT sarvices on & day-to-day basls. Customers ere digiinct from Clients, as
some Cllants do not use the IT service directly.

Client Management
This Is ths person or group, representing tha Client, who defines end agrees to the senvce lavel
terpets.

Client Signea
Is the individual who accapls the SLA terms and conditions on behalf of the client organizalion.

ICT Consulant

Each Cliant has s designated ICT Cansultant who acls a2 a point of conlact for management
and escalallon. The ICT Consullanis are critical members of the ITSM team who focus an
ensuring customer sallsfaction and reparting on achievement of servica targels

Manager of IT Servica Management (ITSM}
The Manager of ITSM is the owner of the SLM procass and Is accountable for customer
satisfaction and service achlavemant reporling

Chief information Officer

The Chief Information Officer Is ultimalely accountable far the design, Implemantation, operation
and continual improvemant of all ICT Servicas, Focus s on the long-term, ifecycle
management of all Services and sign-off on Service Level Targels commitied in SLAs and are
accountable for larget atlainment.

HRWC /ICT Servica Level Agreament Final 1.0 (Jan. 2013) 6
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3.0 QUARTERLY SERVICE PERFORMANCE REVIEWS

The SLA is the primary tool / document used (o begin service reviaws and service level
discusslons. The purpose of the review maeatings with the Client is to present and discuss the
ovarall servica performance of ICT sarvices and lo:

¢ Determina if sarvice level targels defined in the SLA are being achlevad or if thare are
shorifalls

« Provide a measuremeni point to facifitate service and / or process improvemenis
= Review service improvement Inilialivas
e Dalermins Cliant satisfaclion reganding the services

3.1 Service Review Meatings

The ICT ITSM team works In collaborallon with the Client to davelop quarery service reviews lo
communicats and discuss Issuas and opportunities ragarding ICT services. As a minimum,
pariicipants should include the Cliant Represenialive and the ICT Consultant. The agenda may
Include:

« Currani quarter servica level achlevamant reports for inddent resolution, servica request
complation and project performance

» Unplannad systam outage svenis, rasolullon activities, whal worked, what didn’t and

nexi steps

High Priority / Major incidents that missad resolution targels

Stalus of current service Improvement programs

New sarvics improvement opportunities (Cllant / ICT specifications)

Client news / updatas (changed service requirements)

ICT news / updates (upcoming planned oulages, releases, new processes)

All servicas are monilorad 10 verify that the Clisnt’s sarvice requirements ara being met. When
service level targetls are nol mat, causes will ba Identified and sppropriate modifications 1o
sarvice dslivery melhods will be mads to improve service delivery.

Information gathered and collacted belora or during the sarvica review mestings will be used lo
davalop service improvement plans.

HRWC / ICT Service Level Agresmeni Final 1.0 (Jan. 2013) 7
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4.0 SERVICES AND SERVICE LEVELS

4.1 Services

The SLA encompassas ICT sarvices described In the ICT Service Catalogue and are
calagorized as (ollows

[ The 58 are IC‘I‘ servicas that addrass spec!ﬂc set
processes or functionality and are used or have the
potential to be used by sl HRM Clients.

4.0 Business Unit - Specific | This section describes services that are restrictad in

Services :hair uf.eicl Thay are available only to the Business Unils
Indicated. N

5.0 Telecommunicalion “This section describes the Telecommunications

Sarvices Products end Services provided by ICT, supplying HRM

managamanl and staff with proceduras and time frames
for requesting and recalving {slscommunications
" e services _ _

6.0 Professional Services Professional Services are provided o assist in
davelopment of new or changing systems and servicas,
data management and provision of stefi training

Nota: Nol all Clients subscribe to all services. The Sarvica Malrix in Appendix A lllustratas the
servicas dalivered to each Clienl.

LClick hera o view the current ICT Services Catalogue.

For esach ICT servics, saveral topics are addressed and ave Intended to provide answers to
common cuslomer quastions.

¢ Whal does the service include and when Is It avallabla {(e.g 5 or 7 days s week and 8,
16 or 24 hours e day)?

Requests for servica (@ 9. new / changed user access)

Reslrictions or constralnls {restricled access, planned mainienance outages, elc.)
Prerequisiles (approvals, training. Infrastructure, elc.)

Cosls (if applicable)

How lo order

Training availability

How to gat help with service Issues (incident resolution)

Staff responsibillies

For requesis for service and halp with issues, the calalogue presents target time frames {hours /
days) for complalion of the work. The foliowing lifustrates the target categories.

Complele  The targel complation time for sarvice requests (e.g B new user access requast
has been complaled or new raport has been deliversd to the requester)

HRWC / ICT Service Lavel Agreement Final 1 0 (Jan 2013) a8
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Reasolved There is an Issue / Incidant with a sarvice A system Is nol warking or Is not
performing as agreed. Resolved [s the larget time {the number of hours or days)
within which the issue will be resolved.

Respond Whete a service request requires consullation with the customer and / or a 3%
party, ICT resources commit te confifming receipt of the reques! (Responsa)
within a specliic imaframs. Al this time, msasurament and reporling of
Response targels Is not passible. This capability will be added In tha future when
the existing request management tracking syslam is replaced.

4.2 Service Targets and Levels

The Sarvica Calelogue and ihis SLA reflect ICT's understanding of the requiremeants and
expacistions of our Clients. ICT will measure performance agsinsl thasa largels.

ICT eims to achiave (he Sarvice Targat Completion / Resolulion times detailad for each sarvice
80% of the time.

If targets are missad, ICT will svaluate why they were missed and, where appropriate, will
initiale servica improvement plans to gat parformance back on track, Over lims, the aim is to
continually Improve service parformancs.

4.3 Service Level Reporting

ICT raporting exisls for Incldent resolution (e.g. system fallure) and service request fulliment.
The reports ilfustrate servics volumes and service lavel achlavemenlts and present ICT
periommance sgainsi target levels outlined in the ICT Service Catalogus and SLA. Servica
Level Reporis will be distributed to Clients on e quariarly basls. Improvemants lo reporting and
measuremeni capabililies are made on an ongolng basis Each improvement / change will
foltow the ICT Change Managemen! Process,

ICT Service HRM enterprise-wide servica

Trand volumes and sarvice level
Raport achievement for the current and
| N |Pprevious 12months |
Service Quariedy Thrae-month repor on sarvices :g:':}ﬁ::’fg:g:::ﬂ? \
Request raquests for the month the wark repots have bean 8
Fulfliment |  |wascompleled |5 ished to InsideHRM
Incldent Quarterly Thres-month report on
Resolution achlevament of incident
rasolution largets for tha month
- |In which theIscue was resaived |
HRWC / ICT Sarvice Level Agreement Final 1.0 (Jan 2013) g

HRM/HRWC Service Level Agreement

32



4.4 Service Interruptions

4.4.1 Planned Maintenance Oulagss

ICT syslems are kept current and sacura through regular system mainienance including the
application of software patches and updales. Systems must be iaken ofi-line lo do this work To
minimizs the business Impact of service unavailabiiity, ICT schedules this mainisnance activity
during non-peak limes and these are detalled in tha Service Calalogue. For servicas avallable
during core business hours, the mainlenanca window is every Wednesday evaning from
6.00PM lo 8:00PM. The window lor 7/24 services or thosa with extanded hours Is every
Wednasday from 8:00PM to 12:00PM. Customers are advised when a planned outags is
scheduled.

4.4.2 IT Service Continulty

In the avent of a disaster, currentiy there are no defined plans or syslems for recovery should
eny or all ICT systems fail. ICT intends lo eveluate the need and timing for Sarvice Continuity
Plans by the end of fiscal 2012. This is reflecied in the operations plan

4.5 Service Exceptions

The Sarvica Calalogue and lhis SLA reflact ICT's slandard lavels of sarvica to Clients. However,
certain Clienls’ business needs demand a higher level of sarvica for Issue resolution, services
requesis and support avallabiity (i.e. suppori afier business hours). These service exceplions
are delailed In Appandix B,

4.6 Speclal Arrangements

Certain sarvices hava spaciflc seasonal activities. Clanl spacific spacial arrangements are
detailed in Appendix B

4.7 Charging

Generally, thers are no incremental charges for services, Some servica requests are billed
back to the Cllent {e.g. ad hoc use of ICT resources, elc.) Clent specific charges, bllling cycles
and paymeni methods are detailed in Appendix C.

4.8 Data Maintenance and Support

HRM Corporale daia Is a valuabla resource to ICT Clienis allowing them to make informed
decislons, ICT and certaln Clients share accountabliity for data integrity and quality. When
appropriate, Dala Malntenance and Supporl Agreemenis are detatied in Appendix D.
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5.0 SIGNATORIES

Partles to this Agreement

This agreemeant is made betwesan HRM's Information, Communications and Technology division

and HRM Business Units, Aganclas, Boards and Commisslons {Clienls).

For the Halifax Regional Water Commisslon g
Original Signed

Carl Yates - .

Name “Enpttre /

Cormcibersger Jon /10 /13

Title Data

For HRM ICT i .
Original Signed

DonnaDavs === P

Name Signatura

Chisf Information Officer

_Informalion, Communications and Technology Feb /1, Dcl3

Title Date
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APPENDIX A — SERVICE MATRIX

The following labla lllusirates the services thal ara covered by this Servica Level Agreemant.
With tha excaplion of 4 0 Business Unit Specific Service, B.1 HRWC Application Hosting and
Suppori, a complele description of all services Is avallable in the ICT Servica Catalogue The

most recant varsion can be found at pug rpes

* B.1 HRWC Application Hosting and Suppari is descnbedin Appendf: B, Servica r.eplluns.

Rots Servica nfivops [T et
30 Entarprise Services ]
X Email i
3.2 Assel Manag%genl
[3.2.1 |_Assst Managamen! — Bulldings and Vehicles
322 se! Managemenl - Financial Consulk)aﬁ
323 Asset Managemeni — Right-of- Way
33 Fila / Prini Services
34 Financs Sysiems =
3.4.1 Financlal Management Syslems =
3.4 Procurement / Inventary Management Systems
KEE Payroll S;v_gtnm
35 _| Geopraphical information Sysism
3 Human Resourcg Syslem I
3.7 _ | Permitling and Reverus Syslems i
373 Cusiomer Relationship Managament [
372 Perm| and Licensing Systems + .
3.73 Revenue Systams |
a8 Personal Compuling Services s
38 Servics Desk o -
310 Web Development s_u%n I v B
0 Bmlnm Unit Spacific ces - -
A, Em %r‘%__. e i
2 Fire & Emergency Sysiems {Fire RMS} o]
43 ] Syslems TP
44 Recraalion Syslems .
45 iransh Sysiams
51" HRWC Applcallon Hesiing 80d Suspor 7 g
150 Telscommunicalion Services _ -
51 Audio Conferencing Services
(52 | Internet Access v v
53 | Network e Y
B.4 Remols Access 4 Support
- e only
5§ Voice, Moblle and Radio Services
6.0 Professlonal Services
81 Businass Solutions Delivary Service _ { v
62 Data Management Services
63 ___ [T training v
(64 Raporting Services v

? Only for requasts for new / changed user access o facllitate update of HRM workorders,

HRWC /ICT Servica Level Agreement Final 1.0 (Jan. 2013)
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APPENDIX B — SERVICE EXCEPTIONS AND SPECIAL ARRANGEMENTS

B.1 Service Exceptions

The Halifex Reglonal Water Commisslon (HRWC) does not consume the Geographical
Informalion Syslem services es described In the ICT Service Celalogue. Ralher, it shares the
responsibility / ownership of the HRM GIS syslems and Infrastructurs hostad within HRM
factiities.

The foliowing tabls describes thase services.

'B..1 HRWC Appllcatlon Hostlng and Support

Service overview - HRM's ICT depariment hosts and suppons the Halifax Regional Water
Commission’s Geographical Information System in Lhe ICT data cantre providing a highly
available application environment by maintalning Infrastructurs and systems,

What oplions

What Js included in this service? Birer svnkiiiiiis?

The Application Hosling & Suppoﬂ Service provides a sulle of
capabilities to faclitate ...

Infrastructura Sarvicas

« Hardware and software managemant

Network connectivily

Securily

Applicalion & Database suppori and maintenance
Storage

Capacliy planning

Backup and restore

Software Mainienance

GIS Systems and Services

Hardware / Softwara Environment and Resource Cosi Sharing (ind

malnlenance and recapiialization)

Malnlenanca of tha SDE Instance and SOE adminisimtion

Applications Administration - all administration for ReGIS and DDE

applications, including user/password crealion and maintenance

* HRM will me!ntain [is own Flex and Web based applications, including
existing IMS, ReGIS and DDE applicalions

« Both agencies will share all sourca code

*  Maintanance and sdministration of 8 sepasale virlual server for
HRWC application development purposes.

» Shared common QA/Testing envionment adminisiered by HRM.

® & & ® & & 4 &

The infrastructure and systems for hosted applications ene
designed (o be avallable 7 days a week, 24 hours & day

‘What are the restrictions or constraints?,

. Thuymmsmaynolbeavaubladmhaﬂadm'emmm»mm Whera HRM

systems are impactsd, GIS oulages are schedulad on Wednesday momings (7.00AM-8 00AM).
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infrastructurs outages are scheduled Wednesday avenings {8 00PM-11.00PM). Clients and staff
are advised,
¢ This senice excludes HRWC participation In the following applications and soflware
« Public on-line mapp:ng appiication krown as ExploreHRM
« ESRI's Tracking Server
o Addillonal software or applications daveloped by HRM In the future, unless the HRWC
chooses to opt n at a laler date
« Nola' Na further developmenl wili occur for the current ReGIS, IMS and InsidaExploreHRM
environments

What must lialready have to use it? What does it
- cost?
As outlined In Appendix
Cof this Agreement |

How do | order it and how long will it take?.

Contact the Sarvice Desk @ 480-4444, email @ ICT Service Desk <iclsdi®halilex.ca> or
¢click hare {0 order these services;

Standerd Requests ~ |ServiceTarget _1
New / revised uger access B Complele 3 business days
Data schema changes Respond 1 business day -
Cantact your ICT Consultant for the (ollowing i
requesis: S o Service Target
The delivery largat time is determined
New or changed GIS functionality after consullation with tha HRWC, vendor,
Map cache creation or recreation ICT slaff end confinmalion of scops and
compiexity.

Canllireceive {raining?’

When formalized training is held by either HRM or the HRWC, any un-filled seals will ba made
avallabla to the other arganization HRM will set the training requirements for all HRWC staff
that have administralive access,

Who do'l call for help?’

For service failuras, you should telephone the Service Desk @ 480-4444 (o log the issus. The
Service Desk Is stafied Monday 1o Friday from 8 00AM to 5:00PM.

Error resolution support is avallable Monday to

Friday from 8:30AM lo 4:30PM. Service Targe! (based onprioty) |
Prlority 1 (service is unavallable) Resolved 4 businass hours

Priorily 2 (service is degraded & sfiects all users) | Resoved  1businessday

Priority 3 (single user Issues) Resolved 3 business days

Service Quiside Standard Business Hours

Should Infrastructure Sarvices be required outside standard warking hours, the HRWC
Information Services Manager will conlact the HRM Service Desk at 490-4444 lo make
amrangements for exiended services. These servicas will then be bified at the HRM sfier-hours
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rales for servicas and malerals as identified in ICT Infrastructure Services dalalied in Appandix
C of this agraement.

'HRWC responsibiiities with this service?

Tha HRWC is responsible to:

Tetephane the Service Dask for assistance with aenrlca fallures and errors

For plannad outages thal will Impact HRM systems, contaci your ICT Consullant ta coordinate
through ICT's Change

Geomatic Programming - sli nsponslbl’lly for maintaning, developing and administering the custom-
buitt 'Forms’ and Flex Applications devaloped for and by tha HRWC remains with the HRWC .

3:: s::;&glona licensing in placa al the HRWC on the signing of this agreemani will be ratained by
Reports - The HRWC will be raspansible for developing and malintaining all raquired reports Should
reports creals a performancea problem on the server, the perty running the report wil be notlfied and
be asked la sun the report culslde of standard working hours  On-going use of thal report during
working hours will be disabled.

Custom Toolbars - Tha maintenance of custom loolbars wi| ramaln the responsibility of the HRWC
Tha HRWC Is required to adhars to HRM's change management processes and policies for all
applicalions residing on HRM hardware

HRWC / ICT Service Leve! Agreamentl Final 1.0 (Jan 2013) 18
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B.2 Special Arrangements

The HRWC and HRM have shared access 1o and responsibility for the GIS lllusirated at the end
of Appendix C.

Dedisions on the specific components (o ba Included In tha HRWC/HRM shared infrastructure
will be reviewed and agreed by tha Manager, Enginesring Information for the HRWC and the
Manager, ICT Planning and CRM for HRM. In scope decislons will include:

Operaling sysiem lavel

Infrastruciure investment

Invesiment to mitigale potential capacity issues

Planning refated issues around software versions, upgrades and application migrations
Ptanning related to GIS inltiatives and overall direction within HRWC / HRM that have an
impacl on the shared hardware / software environmant

Dispuls Resolution — Should tha HRWC and HRM be unabls {o reach consensus or rasolve an
Issue through negotiation, the Issue will ba referred to the HRWC's Diraclor, Engineering and
information Services and HRM's ClO for resolution and decision

HRWC ! ICT Service Level Agreemenl Final 1.0 (Jan. 2013) 16
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APPENDIX C — CHARGING

Ad hoc Charges
Ad hoc use of ICT Tralning, Reporting and GIS Resources will be billed monthly based the following hourly rates.

Juswaaiby [9Aa7 89IA19S DMEHNNH

201212013 201312014
Resource Regular | Overtima | Regular | Overtime
GIS Systam Analyst 49.28 7383| 5028 75.42 |
GIS Programmer Analyst 45.80 68.71] 46.73 70.00
Programmar Analyst (Reports) 45.80 68.71) 48.73 70.08
Sysiems Tralner 41.10 6165{ 41.92 62.87

Where possible, the HRWC will provide two weaks’ notice o schedulo these resources,
Annual Service Charges

The Iables on the foliowing peges provide delalls on the annual costs for both ICT Infrastructure and ITC Geographic Information
Systems and Sarvices. A snapshot of the GIS architecture Is included as the last paga of this Appendix.

HRWC / ICT Service Laeval Agreement Final 1.0 (Jan. 2013) 17
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Cosling for the ICT Geographic Information Systems and Services is based on the following shared Infrastructure.
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APPENDIX D — DATA MANAGEMENT

Dala Security
Unique user accounls musl be created for access Ip the HWSDE, SDE and ROSDE instances.

» Tha HRWC stafl administer user access and editing abflity for the HWSDE Instance.
» HRM siaff administer user access and ediling ability for the SDE and ROEDE Instances.

Reslrictions

s HRM and the HRWC will continue lo be responsible for licensing and relsasing thelr
raspaclive data sets o exiernal agencias.

Dala Maintanance

* HRM provides the HRWC access lo the standard HRM faaturs classes for use In the
HRWC's GIS applications.

« When making schema changes (o the HWADM schema, the HRWC will consult with
HRM to ensure continuity across to ROSDE.

* The HRWC provides to HRM an annual refresh of all fire hydrants Indicating which are
suilable for fire protection. This occurs in late June lo support the production of the fire
prolection area rele boundary for tax purposes.
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