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Item No.  07                 
   Halifax Regional Council 

March 22, 2016 
  

 
TO:   Mayor Savage and Members of Halifax Regional Council 
 
 
SUBMITTED BY:       
 

John Traves Q.C., Acting Chief Administrative Officer 
 
DATE:   March 2, 2016 
 
SUBJECT:  Service Level Agreement with Halifax Water 
 
 

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. 
 
 
FINANCIAL 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 :fo.n uc.rl '2.0 120/b the date on which 
the last signatory executed this SLA (the "Effective Date") 

BETWEEN 

Halifax Regional Water Commission, as represented by the 
General Manager (the "HRWC") 

-and-

Halifax Regional Munlclpallty, as represented by the Chief 
Administrative Officer (the "HRM") 

Approved u to Fonn 
and Authority 

n«o. -
Sofic\lOf 

IN CONSIDERATION of the foregoing and the mutual covenants and agreements contained in 
this Agreement, and subject to 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 conditions under which Services will 
flow back and forth between the HRM and HRWC (the "Parties"). 

The purpose of the SLA is to: 

(i) inventory 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 the Services; 

(ii) detail 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 

(iii) outline the communication protocol for HRM and HRWC and to develop procedures 
which wiU facilitate this relationship and to identify on a conlinual 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 actions of any 
joint committees set up under the 2007 Transfer Agreement, which recommendations are 
located in the so-called "Merger Matrix" document. 

1.1 Mission 

To contribute 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 appHed wherever 
appropriate and feasible. 

Payment of the HRWC dividend to HRM under a separate agreement covering the period or 
April 1, 2015 to March 31, 2020 in lieu of commercial tax rates, taxes 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 protective services, streets and roads 
services, transit, 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 

• Foster effective communication between HRM and HRWC 
• Describe the roles and responsibilities of HRM and HRWC to ensure effective service 

delivery and optimum resource utilization 
• Assist in managing service level expectations 
• Document the escalation path to address service Issues I problems 
• Define the service level targets 
• Provide for a reporting, billing and payment process to be developed by the Governance 

Committee 

1.4 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 to the effective date of termination and for those 
reasonable termination expenses incurred by the Providing Party, including but not iimlted 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 to by the Parties In accordance with 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 hereto (collecUvely, the 
~services"), in accordance with the terms and conditions of this SLA. 

This SLA details the services that HRMIHRWC provides to 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, appropriate and predictable. 
HRWC and HRM will work closely together to implement and administer this agreement so that 
all aspects meet the principles outlined in the previous section. 
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The SLA fosters a positive working relationship and creates the foundation upon which HRM 
and HRWC can work interdependenlly to deliver services and programs to HRM residents and 
HRWC customers. 

This document will serve as a guideline that will be revised as required. The agreement is 
intended to evolve as additional services and I 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 

At a minimum, the agreement will be reviewed annually. Scope, roles I 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 
• Review of suggested I required updates 
• Alignment with HRM and HRWC business plan and strategic priorities 
• Ensure all changes are negotiated and approved by all parties 
• Maintain an archive of current and past versions 

1.6 Service Levels 
The Providing Party will endeavor to deliver the Services In satisfaction of the services levels 
detailed in the appUcable 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 to the extent that 
delivery of the Services is affected by (1) the Providing Party wailing 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 prlorilization decisions relative to the Services in light of available resources; (3) 
either party has undergone a material business change that has yet to be addressed in the 
change mechanism described below; or ( 4) circumstances that constitute 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 to any action or lawsuit, against 
the other related to the provision of Services under this SLA. If service levels are not met the 
sole remedy of the Receiving Party will be to escalate its complaint through the Governance 
Process. In no circumstances wlll the Receiving Party have or advance a claim for fmancial 
compensation or other damages as a result of the Providing Party not 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 concerns wilh respect to 
this SLA and will have the authority and be responsible for: 

(i) 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; 

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

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

(iv) Organizing and facilitating strategic planning sessions for the administration of the 
Services, timing/planning future work projects to allgn resources/objectives of both 
parties to reduce cost and scheduling work to avoid mlsaigned efforts; 

(v) Recommending areas for service improvement; 
(vi) Making recommendations for changes lo Services to be made through the change 

mechanism; and 
(vii) Reporting, as required, to 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 Governance Committee will have the authority and be responsible for: 

(i) Implementation of this SLA, Including the creation of the procedures to request and 
approve the provision of Services; 

(Ii) Developing a reporting, billing and payment process; 
(iii) Quarterly meetings with Directors to discuss service level performance, outstanding 

operalional issues and other concerns; 
(Iv) Considering change requests, if any; 
(v) Participating in strategic planning sessions relative to the Services; and 
(vi) 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 
Resoond Resolve 

Director of Requesting Director of Responding Unit 5 business days 10 business 
Unit davs 
Director of Finance/CFO Director of Finance/CFO 1 business days 14 business 

davs 
General Manager/DCAO General Manager/DCAO 14 business 28 business 

days days 

Requests for actions that are not resolved to the satisfaction of the parties within the timeframe 
at each level of governance will be escalated to the next level of governance. 
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1.9 Fees 

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

In order to smooth the processing of transactions between the Parties the following procedures 
will be followed: 

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

(ii) No right of offsets will be transacted by either party unless mutually agreed upon. 
(iii) 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 to at that time and an estimate 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 alter the Fees, a written change request will be 
prepared by the Party requesting the change and be sent to the other Party for consideration. 
The change request wift include all relevant information reasonably required for the proper 
consideration of the proposed change. 

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

Should HRM or HRWC desire additional Services to be included in this SLA, a written request 
will be prepared by the Party requesting the addition and be sent 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 authority to agree to a particular change or additional Service request win be 
communicated by each Party to the other as part or the negotiations 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 Committee. If the Parties agree to add an 
additional Service to 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, modifications, amendments or supplements to the Services provided will be 
undertaken in accordance with the change mechanism and any other express provisions of this 
SLA that contemplate changes to the Services. 
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2.0 Miscellaneous 

This SLA shall become effective on the date upon which both Parties 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 respective successors and permitted assigns. 

3.0 Signatures 

Each party 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 Yates 
Name 

General Manager Q0 .2Cl6 
TIUe 

f\ 
For HRM 

John "Rives ~.{ . Original Signed 

Name \ S\QOature 'J \\... 

~~'L \<6 I .ZDlb=-----
Date ~ 

Aeling Chief Administrative Officer 
Tille 

Index of Schedules 

--- -
S chedule 

-
Date of Last Revision or Update 

A legal Service 
B Fuel and Stores 
c Waste Water Contracted Operations 
0 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: 

PERIOD COVERING: 

OBJECTIVE: 

SUMMARY: 

1. Mission 

Halifax Regional Municipality ("HRM") and Halifax Regional Water 
Commission ("HRWC") 

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

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

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

2. Structure 

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

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

3. Cost 

The Services are provided to HRWC on a cost recovery basis and are biled quarterly. 
Estimated costs are calculated based on our past experience of staff time spent on similar 
matters. 

4. Services 

HRM Legal Services will provide legal counsel and representation to.HRWC only to the extent 
agreed-to by both parties in a retainer respecting (i) a specific matter arising out of HRWC's 
operations In furtherance of a municipal purpose, or (ii) the conduct of a proceeding by or 
against HRWC before courts and tribunals relalive to such operations (the "Services"). Absent 
specific authorization from the Director of Legal Services, the Services will be limited to 
Litigation Services and will not normally Include work on regulatory issues before the NSUARB, 
contract review or labour/management issues. 

HRM/HRWC Service Level Agreement 8 



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 
subjed 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 

(a) a lawyer from HRM Legal Services is not available to do the work; 
(b) the provision of Services relative to a matter may, in the sole determination of the 

assigned lawyer, Team Lead or Director of HRM Legal Services, cause a conflict 
of Interest; or 

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

HRWC acknowledges that HRM Legal Services' primary mandate is to 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 to 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 interest that 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 

(a) HRM Legal Services will not provide Services to HRWC In those circumstances 
where HRWC expects infonnation and documents provided to HRM Legal 
Services by HRWC will be treated as confidential or privileged insofar as HRM Is 
concerned; 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 not disclose HRWC's confidential information to others, subject to the 
disclosure required by law Including goveming 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 to the matter because of a 
potential or actual conflict 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 biled 
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 Street 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 authorllles. 
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SCHEDULE "C" - WASTEWATER TREATMENT CONTRACT 
OPERATIONS AT HRM RECREATION CENTRES 

The 2007 Wastewater Transfer Agreement, Section 14 stales that: 

Incidental Services 

l4. Subject to maintaining current charge oul rates until 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 facilities or 
municipal storm-water facilities: 

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

Cb) 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 terminals); ond 

(c) such other facilities as may be agreed &om time to time. 

HRWC staff operate the facilities identified In Schedule F of the Transfer Agreement on a full 
cost recovery basis. HRWC will Invoice HRM quarterly for these 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 
subject to HRM approval In writing and agreement that HRM will reimburse the cost of the 
capltal 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 estimated insurance premium amount 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 win 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. 

It is 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, policies 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, contents, 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 market 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 calculated based on a proportional basis of HRWC 
employees to all employees or 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 categories multiplied by 
the premium per vehicle fn 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, including buildings, water 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 cost basis. 

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

Boller 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 lnrrastructure, 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 cost basis. 

Risk Management and Claims Handling 

In order to ensure the accuracy of the insurance program and the consistency of claims 
handling practices, HRWC will be provided access to the IVOS Claim System with costs as 
follows: Integration and Access - Annual Maintenance; two full access concurrent user licenses 
at 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 time to time). In addition, HRM will provide policy 
maintenance, Claims handling as outlined In ·claims Process" and risk management advice at 
an annual 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 costs: 

1) Automobile (Al 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. ft is 
anticipated that HRWC will continue to manage the claims arising from their operations 
(exclusive of those arising from the use or operations of "Automobiles", "Property", "Boiler and 
Machinery", "Crime" and "Professional Liability".) 

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

1) Complete Investigation to determine liability; 

2) Maintain accurate reserves and payments within the /VOS Claims Management system; 

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

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 Practices guidelines. 

Settlement of Claims - Settlement of claims by or against HRWC managed through Risk and 
Insurance staff will be detennined 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 settlements are 
between $25,001 and $50,000. 

3) At the discretion of HRWC Director of Finance and General Manager, where the final 
setUements 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 
HRWC's signing authority/authorization policies as approved by the HRWC Board. 

Apportionment of deductible and legal costs - While in most situations it can be readily 
detennined as to which entity's activities (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 detennination as to which entity's cover responds will rest with the HRM's 
Manager of Risk and Insurance Services, acting 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. It is anticipated that 
any outside legal fees associated with the defense may erode the applicable insurance policy 
deductible; however, the extent to which an or a portion of the fees fall within the tenns 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. 
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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 separate and apart from the insurance 
program referred to In the agreement. HRM does not make representations respecting the 
adequacy of this cover, its wordings or policy Hmits. 

Insurance Summaries - HRM Risk and Insurance will provide a Binder of Insurance 
Summaries with the appropriate insurance and underwriting Information to HRWC on an annual 
basis. The infonnation provided wil contain an executive summary of the underwriting 
information used to obtain Insurance on behalf of HRWC through the insurance program 

Annual Renewals - Renewal Insurance Summaries will be provided to HRWC as a complete 
package within 30 days of the receipt of the insurance policy renewal documentation by HRM. 
Approximately120 days prior to annual renewal date, or at such other time as HRM may 
reasonably require, HRWC agrees to provide HRM with undefWrillng 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 infonnation required to provide the COi are: 

• Purpose of CO I 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. 
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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, induding where its operation is negatively 
impacted by HRM's activities, such as the build-up of road construclion debris or 
damage/obstruction caused by winter works operations. HRWC will not be charged for catch 
basin adjustments or relocation of catch basins as a result of a change In road right-of-way 
alignment. HRWC wiU 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 result 
of those operations. 

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 costs In circumstances where HRWC chooses to upgrade, repair or replace 
manholes, valve boxes or other 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 Recapltallzatlon Program constitute an Improvement to the 
condition of HRWC assets and any residual deficiencies are offset by the overall benefit to 
HRWC asset condilion. 

HRWC will be responsible for the cost of repairs to storm and sanitary sewers resufting from 
tree root Ingress Into storm and sanitary sewers In the right-of-way 
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1.3 Solid Waste Leachate Treatment Plant 

---------

Highway 101 LandfilleLeachate Treatment Facility Operation 
Agreement of Terms 

effective April I. 2009, in recognition of obligations conlllincd in Section 13 of the \Vostcwntc:r 
1'mnsfer Agreement, doted June 12, 2007, Halifax Water will operate the foeility for HRM on the 
following basis: 

I. The: Lcochntc Treatment Focilily (LTf] operations and maintenance budget \\ill be 
forwankd by Halifax \Votcrro HRM Solid Waste by no lntcrthon Dcccmber31" oflhc 
cn1cndar ycnr for effect at the bcgiMing of the next fiscal year, April Isl. 

2. HRM will be financially responsible for oll capitol improvements and oil operating and 
maintenance coslS. 

3. Holifox \VQ(cr will charge direct treatment operator costs (Proc:css Tcchnic:ian and Labourer] 
to HRM which will include o IS~• surc:twgc to CO\'Cr monogcriol O\'crsight of opemtions, 
engineering project manogement support for capitol projects and environmental services 
support formatters related to cnviroMt~taJ compliance. Halifax Wolcr will in\'oicc HRM 
on n qWll'lc:rly basis for this sc:rvicc. 

4. Halifax Water \\ill prcpalC cost estimates for capitol projects which ,,;11 include third party 
dcsicn and inspection fees for inclusion in HRM*s oMuat ~pilot budget. 

S. For grcalc:r clarity, planning nnd implementation of copital projects will follow a staged 
appllJ\'DI process as follows: 
a) Halifax Water engineering stnfTwill co-ordinate prcpanllion of tenders for identified 

capital projects. 
b) The tender package wilt be submitted to HRM Procun:mc:nt for review and nppro\'111. 
c) HRM Procurement will forward lo HRM Solid Woslc stnfffor finol appro\'al 
d) HRM Procurement will tender project and review results with Halifo.'< Water nnd HRM 

Solid Waste staff. 
c) Holifax \Vnter nnd HRM Solid Waste staff \\ill jointly pn:parc report to HRM Council to 

11ward contract with t~hnical support from Halifnx Water includingnttendancc at HRM 
Council mectinp. 

6. HRM and Halifax \Voter \\ill work co-operuti\'cl)· to obtain Operating Appro\'al(s) to lift the 
Ministerial Order currently in place for opcn11ion of the Highwny I 0 I landfill ond L Tf nnd 
allow for the trcotmcnl of Oner Lake. New Era ond Miller lcachntcs ot the LTf. 

7. Halifa.'< \Voter will operate the facllity in complinncc \\ith the Public Utilities Ac:t. 

8. I laJifax \Voter will rccch·c and tleat lcachotc from HRM's Oller Lake Solid Waste facility nt 
the Mill Co\'c trcauncnt facility on an inlc:rim basis for o lipping f « of S0.00288 per gallon 
(S0.6336fm1J and in\·oice HRM for this service on o qwancrly bil.Sis. 
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9. It is ackno\\ lcdged that I tighl11nd tnc:rro· opcrotcs e landfill gas collection a.nd rcco\·cry 
syslcm at lhc Highwny I 01 Landfill site under contmc:t with llRM. HRM and Hnlifa.x Water 
ngrcc to work co-operatively in matters related to Highlond Energy a.nd the: operation of 
systems nnd infrastructure loc:ntcd nt the Highwny IOI Landfill site:. 

10. If either party \\ishcs to tcnninatc this ngrccm.:nt, written notice must be given one: year in 
advance. 

HAl.IFAX WAJ>-Jl 

Original Signed 

HAI.If AX REGIONAi. MUNICIPALITY 

Original Signed 

JimBauld 

______ .....,.. __ ., 
Manager, Solid Waste Resources 
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SCHEDULE "F" • FINANCE, INVESTMENTS AND CASH 
MANAGEMENT 

HRM and HRWC Finance have traditionally provided services to each other al no cost, as there 
was little incremental cost. For example, HRWC billed environmental protection and pollution 
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 wastewater and stonnwater accounts 
on HRWC's behalf. HRWC has an effective colection mechanism for water arrears as the utility 
can disconnect the service. With respect to wastewater and storrnwater arrears, prior to the 
2007 transfer the collection mechanism.was to establish a lien on the property. With the 2007 
transfer, the HRWC Act was amended to 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-rated between the Commission and the Regional 
Municipality when the colleelion is undertaken for both the Regional MunicipaUty and the 
Commission. 2007, c. 55, s. 34. 

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

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

1.2 Stormwater Billing (non·HRWC piped service customers) 

Background 

The Municipal Government Act and HRM Charter designate the storrnwater system as a 
municipal service. Effective in 2007, responsibiUty for delivery of this service was transferred 
from HRM to HRWC; since 2007, HRWC owns and maintains the stormwater system including 
pipe networks, ditches, drainage channels, catch basins, and retention ponds, to provide 
drainage during stonn events. 

With the transfer in 2007, the services that HRWC provide f au under the Public Utilities Act and 
are now subject to regulation by the Nova Scotia Utility and Review Board (NSUARB). which 
has directed that all customers within the storrnwater serviceable boundary are to be billed for 
stonnwater services. 
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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 pay~ble In respect of the subject properties. 

Stormwater 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 
available 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 site generated flow charge for customers within the stormwater serviceable 
boundary. · 

No Fees 

There will be no charge back of costs between organizations associated with data sharing or 
bllllng, 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 

(f) 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 collecled by HRM for HRWC and remitted to HRWC each month. 

HRWC will be asked to slgn·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 inf armed 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 (I) 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 B)'.-Law L-100 

(I) There shall be no change to the maMer 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 collecting 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 Polley and governed by the 
Investment Polley Advisory Committee (Subcommittee of Audit and Finance). 
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SCHEDULE ''G"· INFORMATION, COMMUNICATIONS AND 
TECHNOLOGY 

The current Service Level Agreement between JCT, a business unit of HRM and HRWC, is 
hereby Incorporated within and is replaced by this Schedule UG". 

HRM and HRWC acknowledge and agree that they are separate legal entitles. 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 abHity of HRM to provide HRWC with 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 parties. 

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

1. HRWC's right to receive the third party services rererenced in Section 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 permitted 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"). 
HRWC hereby represents that it has secured from relevant third parties all rights 
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 this Document 

This Service Level Agreement Is an agreement between HRM's lnrormaUoo, Communications 
end Technology (ICT) division and HRM Business Units, Agoncles, Boards and Commissions 
(CUenta). 

The objective of this agreement Is to provide a view of the services provided by ICT, service 
lavels, targets, objecllves and reporting available for the services delivered. The agreement 
facmtates ongoing communlceUons and Is expected to evolve over time as operalional 
processes and procedure& mature and Improve. 

Aglffment Objectives 

• Foster effecUve communication between Clients and ICT 
• Describe lhe roles and responslbUltles of the CUent and ICT to ensure effective &etvice 

delivery and optimum resource utlllzstlon 
• Assist In managing &ervlce level expectaUons 
• Document the escalation path to addross service Issues I problems 
• Oerine the service level targets with the Client 
• Describe the aMual review and nmewal cycle for this agreement 
• Oe&cribe lhe reporting that the Client wlll receive 

1.2 Tenns and CondlUons 

This agreemonl makes prevtous agreements nul and void. 

Approval end slgnoff of lhls document Indicates: 

o Agreement by both parties that tha conlent Is valid 
o The ob)ectlves ere achievable and 
o It represent& the Intent of ICT lo meet the Information, communlcaUon and !ethnology 

support and delivery needs or the Cllenl. 

Al a minimum, the agreement will be reviewed annually to allow ICT lo respond to the changing 
needs or the business and ICT capabUIUes. Scope, roles I responslbllltles and service levels wiU 
be a&&essed and adjusted accordingly. 

Amendments and additions to this egreemenl will be reviewed and eppro11ed by the Cllent and 
ICT. The agreement Is Intended to evolve as additional services and I or changes to services 
are Introduced. 

The Service Level Manager (ICT's Manager of IT Service Management (ITSM)} Is the owner of 
this document and la responsible for all changes. Responslbllittes Include: 

• Document maintenance 
• Review of suggested I required updates 
• Alignment with ICT Service Catalogue 
• Ensure all changes are negotiated end approved by an parties 
• Maintain an archive of current end past versions 
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2.0 SERVICE LEVEL MANAGEMENT 

ICT Is adopting an IT SeMce Management (ITSM) approach for the delivery, support and 
management or ICT services. ITSM Is based on the ITIL • rramework1. an lntemallonal best 
practlc:es model for IT service management. 

In order to enable conslslent and repeatable service support and dellvery, ICT has Implemented 
a Service Level Management (SLM) process within the ICT organization. The SLM process 
uus be&I practices and guldellnes as Iha ba&Js upon which lo manage ICT services for HRM 

2.1 Service Level Agreement 
Service Lewi Agreements (SL.As) are established between tcT and HRM Clients forming a 
eervlce provider to cllenl relaUonshlp. The Intent Is lo develop a partnership and provide fOI 
ongoing communication through a nUJally banersciat agraement. 

ICT responds to the requirements delined by lhe Clents by clescrlblng the services ICT 
provides, key service level targets to be achieved end the responslblltles or both parties In the 
dellvery or lhese services The SLAa are alsa used In conjuncUon wtth lhe Service Calelogue to 
record any agreed &8t'Vlc:e exceptions to the standard services. 

2.2 Service Management Roles and RHpon1lblllUes 
ICT will WOik closely with the Cllent lo ensure a clear underatandlng of Iha rotes and 
responslblliUes and their dependencies that play a part In the SLM process. The following 
outlines a high level view or some of Iha key responslblHtlas of ICT end the Client. 

2.2.1 ICT RHponslbllltles 
The respon&lblOUes of !CT to the Client are to 

• Enaute Che SLM process provides value to &he Client 
• Fonnulele, agree and maintain an appropriate SLM slruc:ture ror lhe organlzaUon lhal 

wll: 
o Maintain the SLA with the Client - Updeies to Iha SLA are revtewed annually and 

I or when new services are being aclivaled or changed 
o Discuss and agree with both the Cllent and ICT any service level requirements 

for proposed new I developing services 
o Document I update the Safvlca Lewi targets and seek Office of Chief lnfonnallon 

Offlc:er (OCIO) approval 
o Determine service level measurement, reporting and monUoring requirements 
o Analyze and review seMc:e perfonnance against SL.Aa 
o Produce regular ICT reports on service pedonnance and ac:hlavemenla 
o Organize and conduct regular service level reviews with the Client 
o Ensure communication channels amt for effecllve Service level Management 

collaborallon with the Client 
o Present service Improvement lnllfaliYe opportunities 

' ITIL" IS a reglslered trademartt of Iha U K 'a Offlce of Govemme"' Commen:e 
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c ldenllfy and coordinata actions required lo maintain or Improve service levels 
within ICT 

o Acl as coordination point for any temporary changes to setvlca levela required 
• Conduct annual ravlewa or the entire SLM process end recommend SLM process 

Improvements (I e. measure the process and recommend Improvements) 
• Execute SLM process Improvements 
• Prornole Integration with other IT service management end business processes 
• Create and maintain a Service catalogue of exlsUng services offered by ICT 

2.2.2 Client Responslbll/Ues 

In order for Iha SLM process lo provide Iha best service to the Cllent, the Cllenl has an equally 
Important role In the process and has associated responslbDllles These responslblliUes 818 to. 

• ldenllfy an Individual to represent the Client In the SLM process 
• Promote the Intent of JCT to meal the documented service and service level 

requirements of the Client within Iha Client ot;anlzatlon 
• Collaborate and agree on service level targets end lewis 
• Participate In the fonnulatlon, documentation, approval and sign-off or the ICT SLA 
• Participate In service performance reviews with ICT lo Identify service Improvement 

opportunlUes 
• Ensure communlcaUon channels exist ror effective SLM collaboratlon with ICT 
• Assist with service impn:wement programs where appllcable 
• Communicate Cllenl I staff roles and responslbltiUes to ICT 

2.3 SLM Issue Management and EscalaUon 

The purpose of the SLM Issue management and escalaUon process Is to ensure a formalized 
escalation path axlsls In lhe event that service related Issues cannot be resolvud. This process 
can be ltlggered by the rollowfng circumstances; 

• SeMce related Issues that cannot ba rasolved at slMce review meellngs 
• Customer demands for immediate escalallon I atcenllon 

The Issue management and escalallon process is not to be confused with the ICT Servfce Desk 
Issue / Incident management process escalation procedure. All p&ftlea agree lo make every 
effort to resolva Issues el lhe lowest level, progtesslng to the next level only when necessary. 

' • , • • • ( . 1 ... •,.1 -.. _ .. ~ ~ , ' I l I•: ,. 

HRWC Designated Conlscls 

Oayalen Pilay 
2!" , Manager, Information Setvlces 

i dm!anp@halifamttr.ca 

Myrona Lopez 
ICT Consultant 
fooezmOflalfax.CI 
490-8592 

Jim KJrk 
Manager ICT Planning and CRM 
kfrt!Obtllfl!C.Cf 
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490-6921 (office) 
i 268-8776 

Harold MacNell 
Manager, Engineering lnronnaUon 
HarolclM@ballfaxwalar.ca 
490-6234 (oflice) 
441-1084 (mobBe) 

Jamie Hannam 
Director, Engineering and lnfonnaUon 
Services 
JPID1t.Hannam®halftl!W8!er.ca 
490~804 (office) 

__ _.l .... 44_ 1_-_1079 (mobile) 

Customer 

~ 490-7297 (office) 
, ·37·9117(mabh) 

Donna Oavls 
Chier lnronnallon Officer, ICT 
doVisd@hal!Jtx.cf 
490-4447 (office) 
476·8486 (mobile) 

A person who uses ICT services on e day·to-day basis. Cua!omera are distinct from Cllenls, as 
some Clients do not use the IT sesvlce direcUy. 

Coonl Management 
This Is !he person or group, represenling the Client, who defines and agree& to the service level 
targets. 

Client S/gllea 
Is the Individual who accepls the SLA terms and condlUons on behalf of the client otganliaUon. 

ICT Consultant 
Each Client has e designated ICT Consultant who acts es a point of eonlact for management 
and escalaUon. The ICT Consultants are crillcal members of the ITSM team who focus on 
ensuring customer satlafacUon and reporting on achievement of senrice targets 

Manager of IT Service Management (ITSMJ 
The Manager ol ITSM Is lhe owner of the SLM process and Is aea>unlable for customer 
&atisfacllon and service achievement reporting 

Chief Informal/on Officer 
The Chief lnfonnallon Ofllcer Is ultlmalely accounlsble for Iha design, lmplementaUon. operation 
and continual Improvement of all ICT Services. Focus Is on the long-tenn, lifecycle 
management or all Services and sign-off on Service Level Targets committed In SlAs and are 
accountable for target attalnmenl 
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3.0 QUARTERLY SERVICE PERFORMANCE REVIEWS 

Th9 SLA Is the primary tool/ documenl used lo begin service reviews and servlc:e level 
discussions. The purpose or the review meetings wllh the CUant Is lo present and discuss the 
overall service perfonnance or ICT services and to: 

• Oelennlne If service level targets defined In the SLA are being achieved or If there ere 
shortfalls 

• Provide e measurement point to racDltate service and I or process Improvements 
• Review &ervlce Improvement lniUaUves 
• Determine Cllenl satisfaction regarding Iha services 

3.1 Service Review MeaUngs 

The ICT ITSM leam works In collaborallon with the Client lo develop quarterty &orvice reviews lo 
communicate and discuss Issues end opportunlUes regarding ICT services. As a minimum, 
par1lclpent& should lnclude the CHent Represen&ativa and the ICT Consultant The agenda may 
Include: 

• Current quarter service level achievement reports ror Incident resolution, service request 
complellon and pro)ect performance 

• Unplanned system outage evenls. resohtUon activities, whal WOtited, what didn't and 
next steps 

• High Priority I Major Incidents thal missed resolulion targets 
• Status of current seMc:e lmpro11ement progtams 
• New service improvement opportunities (Cllenl J ICT specifications) 
• Cllenl news I updates (changed service requlremenls) 
• ICT news I updates (upcoming planned outages, releases, new processes) 

All services ara monitored lo verify lhat lhe Client's service requirements BJe being met. When 
service level targets are not met. causes wlll be ldenlilled and appropriate modlflcallons to 
service delivery methods will be made to Improve service delivery. 

lnformallon gathered and collected berore or during lhe ssrvlce review meeUngs will be used to 
develop servlcs Improvement plans. 
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4.0 SERVICES AND SERVICE LEVELS 

4.1 Services 
The SLA encompasses ICT servtces described In lhe ICT Service Catalogue and are 
categorized es (ollows 

3.0 Enterprise Services 

4.0 Business Unit - spec1r.e 
Services 

5.0 TelecommunlcaUon 
Services 

6 .o Professlonal Servk:as 

The&& ant ICT services that address a specfflc set of 
processes or functlonally and are used or have the 
potenllal to be used by all HRM Clients. 
This &ecUon describes sarvlces lhat are reslrfcted In 
their use. They are a11atlable only to the Business Unils 
Indicated. 

s section lfesCriliiSlhe Telecommunications 
Pmclucts end Services provided by ICT, supplying HRM 
management and staff with procedures and lime frames 
for requesting and receiving lelecommunlcaUons 
1ervlces 
ProJ SeMces are provided to assist In 
development of new or changing systems and services, 
data management and provision or staff lralnlng. 

Note: Not all Clients subscribe to all services. The Service Matrix In Appendix A Illustrates the 
&ervk:es delivered to each Client. 

C!lcls here lo view the current ICT Services Catalogue. 

For each ICT service, several topics are addrllSHd and are Intended to provide answers to 
common customer quesUons. 

• Whal does lhe service Include and when Is II available (e.g 5 or 7 days a week and 8, 
16 or 2_. hours a day)? 

• Requests for service (a g. new I changed user access) 
• Restrictions or contlralnls (restricted access, pleMed maintenance outages, etc.) 
• Prerequisites (approvals, training. Infrastructure, etc.) 
• Costa (ifappllcabla) 
• How lo order 
• Training avallabllily 
• How lo get help with service Issues (Incident resolution) 
• Slaff responslblllUes 

For requests for service and help with Issues. the catalogue presents target time frames (hours I 
days) for completion of the work The rol owing Illustrates tha larget r.ategorfes. 

Complete The taruat completion time ror service requests (e.g a new user access request 
has been completed or new report has been delivered to the requester) 

HRWC / ICT Servk:a Level Agruemenl Final 1 0 {Jan 2013) 
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Resolved There Is an Issue / lncldenl with a service A system Is not working or Is nol 
performing as agreed. Resolved Is the largel time (the number of hours or days;) 
within wtilch the ls5ue will be resolved. 

Respond Where a service request requires consultaUon with lhe customer and I or a 3111 

party, JCT resources commit to confinnlng receipt of tho requesl (Response) 
within a spaclflc tlmerrame. Al this time, measurement and reporting of 
Response targets Is not possible. This capabllty will be added In the future when 
the e>clsling request management tracking &y&lem Is rvptacad. 

4.2 Service Targets and Levels 

The Service C&lslogue and lhls SLA raflect ICT's unden;tendlng of the requirement& and 
expaclaUons of our Cllenls. ICT will measure performance against these largels. 

ICT aims to achieve Iha Service Target Complellon I RescluUon limes detailed for each service 
80% of the tlme. 

If largets are mlssad, ICT wDI avaluale why they W8f8 missed and, where epproprtala, wW 
lnltlele service Improvement plans to gel parfonnance back on !rack. Over time, the aim is lo 
oonUnuaJly Improve service parfonnance. 

4.3 Service Level Reporting 

ICT repoltlng exists for Incident resolution (e.g. system failure) and service request fulrillmenl 
The reports llluslrate service volumes and sONlc8 level achievements and presenl ICT 
performance against target levels ouUlned In the ICT Service Calalogue and SLA. Service 
Level Reports wlR be distributed to Clenta on a quarterly basis. Improvements lo reporting end 
measurement capablAtles are made on an ongoing basis Each Improvement I change will 
follow the ICT Change Management Process. 

ICT Service Quarterly 
Trend 
Report 

-
Service Ouarter1y 
Request 
Fulfillment 

Incident l Quarterly 
ReaoluUon 

l __ _ 

HRM enterprise-wide service 
volumes and service level 
achievement ror the current and 
previous 12 months 

Three-month report on services 
request& for the month the work 

1 was completed 

Three-month report on 
achlevemtnl of lncldenl 
resolution targets for the month 
In which the Issue was resolved 
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4.4 S•rvfce Interruptions 

4.4.1 Planned Malnlensnce Outages 

ICT systems are kept current and seCUAI through regular system maintenance including the 
appllcatlon of software patches and updates. Systems must be taken olf-llne to do lhls worlc To 
minimize the business Impact or service unavallabilty, ICT schedules this malnlanance activity 
during non·peak Imes and these are detailed In the Service Catalogue. For semces avallable 
during core boslness hours. the maintenance window Is every Wednesday evening rrom 
e.OOPM to 9:00PM. The wfndow ror 7124 sentlces or those with extended hours ls every 
Wednesday rtom 9:00PM to 12:00PM. Customers are advised When a planned outage Is 
scheduled. 

4.4.2 IT Service ConUnulty 

In the event of a disaster, currently there are no defined plans or systems for recovery should 
any or ell lCT systems fall. ICT tnlends lo ewluate the need and liming ror Service Conllnully 
Plans by the end of r1SC&l 2012. This Is rellected In the operations plan 

4.5 Service ExcepUon1 

The Service Catalogue and this SlA reflect 1crs standard levels of service to Clients. However, 
certain Clients' business needs demand • higher level or service for Issue tasolutlon, services 
requests and support avaRabDily (I.e. support after business hours). These service exceptions 
ara delalled In Appendix 8. 

4.8 Special Arrangements 

Certain &entices have specific seasonal activities. CRent specific &peciel arrangements are 
de18iled In Appendix B. 

4.7 Charging 
Generally, there are no lncremenlal charges for services. Some sarvk:e requests are blAed 
back to the Client (e.g. ad hoc use or ICT resources, elc.) Client specific charges, bBllng cycles 
and payment methods are detailed In Appendix C. 

4.8 Data Maintenance and Support 

HRM Corporate data Is a valuabl11 ntSOurce to ICT Clients aHowing them to make lnfonned 
decisions. ICT end certa:n Clients share BCQ)Unlabllity for data Integrity and quafity. When 
appropriate, Data Maintenance and Support Agreements are detatled In Appendix 0 . 
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5.0 SIGNATORIES 

Parties to this Agreement 

This agreement Is made between HRM's lnronnaUon, CommunlcaUons and Technology division 
and HRM Business Units, Agencies, Boards end Commissions (Cllents~ 

For the Halifax Regional Water Commission / / . 

earl Yates 
N•me 

General Manager 
Title 

ForHRMICT 

DoooaOavls 
Name 

Chlaf lnronnatlon omcer 
lnfonnaUon, Communications and Technology 
TiUe 

Signature 

Cate 
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O~iginal Signed 

11 

34 



APPENDIX A- SERVICE MATRIX 

The followlng tabla Illustrates the services that arv covered by lhls Service Level Agreement. 
With the exception of 4 0 Business Unit Specific Service, B.1 HRWC AppUcatlon Hosting end 
Support, a complete description of all services Is evallabte In the ICT Service Catalogue. The 
most recent version can be found at i..om!!Wr!I!."""=' WCTJPPR"'"....,c;u..,eceo•*"etes1f 
• B.1 HRWC AppBcation HosUng end Support Is described In Appendix 8, Service Exceptions. 

"''"' SeMca 
ICTS.nllce 

In lr.»pe °"" 3.0 -- -ffiiterpfise Services --
3~1 Eman 
3.2 Entemnso Asset Manament -3.2.1 Asset Ma.nagemanl - Uiidinas and Vehicles 
32.2 ASael Manaaemant - Financial Consalldaunn 
3.2.3 As11tl Manaaemanl - Rlahl-<>f·Wav 
3.3 Fla/ Print t>eNlces 

- -
3.4 Finance S~lema 
3.4.1 i!lnal_!clal ManaQ!l!!!lll! S~lams I --"3.4.2 1"1l1CU111ment / lnventa!)' Manaoement Svstems 
3.•U Pallft'lll Swtem -3.5 leaf 1nrormauon System 
3.6 lllman Resource SX!lem -dL - Permltll5 and Revenue S~lems 

-~ 
---3.7.1 _customar Relallonshl!! Maneaement 

3 .7.2 Penn~~ System...!_ _ "' _g~ Reveoo~ Sl!!!m• 
3.8 Penlonal Com!!!!!!!!! Services -- I 
39 Service Desk j- ·r -3.10 w~~entand~ - --4.0 ~utlneu Unit ~dflc 8irvfcea - . 
4.1 em-ncv DISOitc !ntems ·-.t2 Fire & Emllt!Jll~ SX!ten.!• [Finl RMSJ 
4.3 Pollelm S~tems -
4.4 Recraatlon SX!lems - - ,_ __ 

-45 T ranslt Sk'!tems -e .1· HRWc AoPllclllon Hosllno and Suooort v I "-5 .o T1lecommunlcallon Services 
5.1 Audio eonrerencina ~as -
5.2 lnlemat Access "' v 
5.3 NelWotk Setvlce - v 
6.4 RemOle Access v .~ .......... ..... 
55 Va~, Mobne and Radio Services -6.0 Profnalonal Semces 
8 .1 Business Solutlans Dellve!l: Service - - -i v -62 Data Mana---nt Services -
8.3 IT Tralnlno I v 
6.4 1::1 Services " ---------

1 Only ror requests rar new I changed user access to facilitate updale of HRM wotkordera. 
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APPENDIX B - SERVJCE EXCEPTIONS AND SPECIAL ARRANGEMENTS 

B.1 Service Exceptions 

The Halifax Regional Water Commission {HRWC) does not consume the Geographical 
lnfonnallon System services as desatbed In the ICT Service Catalogue. Rather, It shares Iha 
reaponslblllty f ownership of lhe HRM GIS systems end inrrastNcture hosted within HRM 
radlrcles. 

The following table describes these services. 

-------- ·-
B.1.1 HRWC Appllcatlon Hosting and Support 

Service overview - HRM'1 !CT department hosts and supports the Halifax Regional Water 
commission's Geographlc:.r Information System In lhe ICT data centre providing a highly 
available appllcatlon environment by maintaining Infrastructure and systems. 

What Js Included rn this service? 
What options 
are available? 

The Application Hosting & Support Service provides a eulla or 
capabllitles to facilitate ••• 
Infrastructure SeMc:es 
• Hardwata and software management 
• Network connec:tlvily 
• Security 
• Appllcallon & D81abase auciport and malntenence 
• &ot8QI 
• capaclly planning I 
• Backup and 111SCOl'8 
• Software Maintenance 
• GIS Systems and SeMc:as 
• HardWlnl I Sollwant Environment and RllSOU'C8 Casi Sharing (Ind 

malnlenence and recapll8Uzatlon) 
• Malntanenca of the SDE lnllance and SOE administration 
• AppllcaUons Admi\lslllllon ·al admnlstratlon for ReGIS and DOE 

applications, lncludlng uw/pasaword cteallon and malntenanca 
• HRM wtn ml!ntaln Its own Flu and Web based appllcallons, Inducing 

eJdsllng IMS, ReGIS and ODE applleallon1 

• Both agencies Wll lhant all IOUfCe code . 
• Malnlanance and tdmlstratlon of a up;nte vtrtu.I HtVlf' fOC' 

HRWC applcatlon devefopment purposes. 
• Shared common QAITesling envlionment admlnlstentd by HRM . 

The lnfraatNctura and systems for hosted appBcalions are 
designed IO be awllable 7 days a week, 24 hours a day. 

&.Wi58f Aii.i.~@itneti0ns"'or;constiilliii?2 · - - __ 
·~ 

• The s)'llem1 may not be avllable during the dienl'1 planned makUnanca oul8gel Whe,. HRM 
•~!ems ant lmDKlad GIS outaoa are achadullcl on Wedneadav mamlnos (7:iJOAM.8:00AMl. 
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lnfraslnlctunt outages are sehllduled Wednesday evenings (9 OOPM-11 :OOPM). Clients and 1taff 
nedvbld. 

• This seMc:a ududes HRWC parllclpallon In lhe rdlowing appllcaUons 8rld 10Rware 
c PubUc on-Ille mapp;ng application kr.own as Explon!HRM 
c ESRl's Tracking Server 
Q Addltlonal software or applications developed by HRM In the future, unless the HRWC 

chooses Ii:> opl In 8l a lalar date 
• Note· No further development Wiii occur ror the cumtnt ReGIS, IMS and lnsldtlExploreHRM 

environments 

wtlat must heJready have to us_e It? 
What does It 
co St?. 

!>--
As outlined In Appendix 
C of lhls Agreement 

.- -. -
How do l1order.1t and how lo~g will'it ~e? 
Contact the Service Desk@ 49!J.4444, emall @ ICT Service Desk -<k'!!!IC!lbtRfq,q > or 
dick here to order these aarvtces; 

Slandafd Requests Serke T1Uget - - - - -- -
New/ 1evised user access Complete 3 business days -
Data schema changes Respond 1 business day -- -
Contact your ICT Consultant for the foUowlng Sefvlce Target raques\8: 

-
New or changed GIS functlonalily 

The delNel'y Sargel Ume ls determined 
after con1~18Uon with the HRWC, wndor, 

Map cache ctaatlon or recreation ICT staff and c:onf'irmaUon of scope and 
complexlty . . 

&8ni1irece1ve)!B1n1~-,. 
- ,,......._ 

.. -
When formalized training Is held by either HRM or the HRWC, any 161-filled seal.a wm be made 
avallable lo the other organlzaUon HRM will set Iha training requnments for all HRWC smff 
that have administrative access. 

WJlO!"do I ciUc.fQF,h~lp'f - - -
-

For service faRures, you should telephone the Service Desk @ 490-4444 lo log the Issue. The 
Service Desk Is stalfed Monday to Friday from 8 OOAM to 5:00PM. 

Em:ir resolution support Is avallable Monday to Service Target (based on pnorily) Friday from 8:30AM to 4:30PM. 

Priority 1 (service Is unavallable) Resolved 4 bumess hour.i -
Priority 2 (service Is degraded & affects all users) Resolved 1 business day 

Priority 3 (single user Issues) Resolved 3 business days 

Service OUtslde Slandard Business Hours 
Should Infrastructure Servlcea be required outside standard worttlng hours, the HRWC 
lnronnatlon Services Manager will contact the HRM Service Desk at 490-4444 to make 
erranaemenls for extended services. These services win lhen be blled al the HRM after-hours 
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rates for services and malerlals as Identified ltl ICT lnrrastruclute Services detailed In Appendix 
c or this egreemenl 

HRWC responslbllltles wHh this seMc8? 
The HRWC Is responslble lo: 
• Telephone lhe SeMce Desk for assistance with service falhlm and errors 
• For planned outlges that will Impact HRM systems, ccntact your 1CT Consultant to coonllnate 

through ICT's Change Management. 
• Geomatlc Programming • all responslbl!lty for ma1n1a·n1ng. developing and administering the custom· 

I 
butlt 'Forms' and Flex Applications developed for and by lhe HRWC remains with the HRWC . 

• All stllnd .. Jone llcenslng In piece al the HRWC on Iha tlgning of thb 8Qreemenl will be retained by 
lheHRWC. 

• Repotts ·The HRWC wll be responsl>le for developing and malntalnlog aD requited reports Sho\Ad 
napol1S create a performance problem on Ile &eMlr, the party IUMlng the report wBJ be nouried and 
be asked to run lhe report outside of standard working houis On-going use m Iha! repot1 during 
working hours wll be dlsabled. ~ 

• Custom Toolbars • The malnlenanca of custom Coolbara wn remain lhe responslblllty of the HRWC 
• The HRWC Is rwqund lo adhere to HRM's change management processes and pollc:les for .. 

appllcallons mldlng on HRM hardware 
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8.2 Special Arrangements 

The HRWC and HRM have &hared access to and responslbllily for lhe GIS Illustrated at the end 
of Appendix C. 

Decisions on lhe specific compone!\lS to be Included In the HRWCIHRM shanld lnfraslnJctUte 
wiU be reviewed end egteed by lhe Manager, Engineering lnfonnallon for the HRWC and the 
Manager, ICT Planning and CRM for HRM_ In scope decisions will Include: 

• Operallng •vslem level 
• fnlraslruclure Investment 
• Investment lo mlllgate potenllal capacity Issues 
• Planning related Issues around software versions, upgrades and application migrations 
• Planning related co GIS lnltlalives and overall dlrectlon within HRWC I HRM that have an 

Impact on the shared hartlwara I software environment 

Dispute Resolullon - Should the HRWC and HRM be unable to reach consensus or resolve an 
fssue lhrough negoUaUon, the Issue wUl be referred to the HRWC's Director, Engineering and 
lnfonnaUon services and HRM's CIO for resolution and decision 
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APPENDIX C - CHARGING 

Ad hoc Charges 

Ad hoc use of ICT Training, Reporting and GIS Resources wlll bo billed monlhly based lhe following hourly rates. 

201212013 2013/2014 
Resource Reaular Overtime R.aular Overtime 
GIS Svslem Analvst 49.28 73.93 50.28 75.42 
GIS Pmommmor Analvst 45.80 68.71 46.73 70.09 
P"'"""mmar Analvst (Reoortal 45.80 68.71 46.73 70.09 
Swtems Trainer 41.10 61.65 41.92 62.87 

Wharo possible, tho HRWC will provide two weeks' noUce to schedulo theso resources. 

Annual Service Charges 

Th11 tables on the following pages provide delalls on the annual eo&ls for both ICT Infrastructure and ITC Goographlc Information 
Syslems and Services. A snapshot or Iha GIS archllacture Is included as the 1881 page of lhls Appendix. 
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APPENDIX 0 - DATA MANAGEMENT 

Data Security 

Unique user accounts musl be created for access lo the HWSDE, SOE and ROSOE Instances. 

• The HRWC stall administer user access and editing ability for the HWSOE Instance. 
• HRM staff edmlnlsler user access and ediUng ebilily for the SOE end ROSOE Instances. 

Restrictions 

• HRM and the HRWC wtll continue lo be responsible for licensing and releasing their 
respective data sets to e>etemer agencies. 

Oala Maintenance 

• HRM providea the HRWC access to the standard HRM featuns classes for use In the 
HRWC's GIS appllcatlons. 

• When making schema changes to the HWAOM schema, the HRWC will consu!t with 
HRM to ensure continuity across to ROSOE. 

• The HRWC provides to HRM an annual refresh of ell fire hydrants lndlcallng which are 
suitable for ftRt protection. This occurs In late June lo support the production of the fire 
protection area rate boundary for lax purposes. 
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