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MEMORANDUM OF AGREEMENT
Berween: Vertex Customer Management (Canada) Limited
- and-
Power Workers' Union - CUPE Local 1000
August 27,2004

The parties agree the following constitutes a full settlement of all rarters in dispute.

The parties also agree that the Vertex Customer Management (Canada) Limited Collective
Agreement shall include the terms of the previous Colleetive Agreement (berween the
Power Workers' Union and Inergi LP) which expires September 30, 2004, provided,

however, that all matters set out im the following statement of sertlement are incorporated
upon ratification by both parties.

For the Union For the Company

It is jointly agreed that the Collective Agreement covering the period of April 1, 2002 to

September 30, 2004, will be amended as follows. All changes will be effective October 1,
2004, unless otherwise stated in this agreement. The purties herein agree that the term of

the Collective Agreement shall be from October |, 2004 to September 30, 2007.
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ARTICLES

ARTICLE]1-RE NITION COLLECTIVEBARGAINING UNIT

1.7 Additional Work Opportunities for bmerai \Vertex

For purposes of this Agreement, Cep—Gemini—Emst—&—Youre(=COEY) Vertex
OQutsourcing LLC includes its parents, its direct and indirect subsidiaries, affiliates, joint
ventures, partnerships, related companies, successors and a35|gns By 11s execution ofthis

Collective Agreement the Employer binds Cap—Germini—Emsi— & Young Vertex
Outsourcing LLC to Article 1 and to any Mid-Term Agreements, which refer to GGEY.

Vertex Qutsourcing LLC and warrants it has the authority to do so.

The parries agree to approach new Work opportunities for EGE¥ Vertex Outsourcing
LLC by observing the following principles and process:

Principles

1) EGEY Vertex Outsourcing LLC and the PWU (“'the parties™) agree that their
relationship is based on mutual trust and respect.

(ii) The parties agree that it is In the interest of both EGEY¥ Vertex Qutsourcing

LLC and the PWU that GGEY Vertex Outsourcing LLC grow its business and
that the Imesgi Vertex bargaining unit share in such growth where practicable.

(iif) The parties agree, where it is practicable, that PWU represented employees,

CGEY \ertex Outsourcing LLC employees and €&GE¥ Vertex Outsourcine
LLC clients will have the ability to work together on teams.

Related Work Opportunities

CGEY Vertex Outsourcing LLC agrees to give ful]l consideration to the above principles
in determining whether Related Work Opportunitieswill be subconiracted to inesgt Vertex
for performance. In this Article, Related Work Oppornunities shall mean &&E¥ Vertex
Outsourcing LLC work that is related to or similar to work that is being done or has been
done by the PWU bargaining unit at {sesgi-Vertex.

Process

The parties will meet quarterly to discuss Related Work Opportunities.  Such discussions
will involve a full and frank discussion (subject 1o reasonable confidentiality requirements)
of ongoing or upcoming Related Work Opportunities. the nature of the Related Work
Opportunities, the viability of such work being done by the PWU bargaining unit, and
related topics.

(a) Either party may, as appropriate, require discussion to be held between the GEE¥
Vertex Qursourcing LLC President or his/her delegate and the PWU President
to address issues of concern respecting Related Work Opportunities and the
discussion process,
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(b) If the Presidents are unable to reach agreement. a mutually agreed upon Mediator
shall work with the parties lo mediate a resolution.

(c) The discussion process will not prevent GGE¥ Vertex Outsourcing LLC from
completing proposals, closing deals, or performing work with respect to Related
Work Opportunities.

ARTICLE 10.0 - SELECTIONTO VACANCIES

10.1.1 NO person shall be appointed to a vacancy in the PWU jurisdiction until all qualified
PWU represented appllcants have been selected ?h%met-m—rs—hnmed—:e-suu&ms
e O persornel. NON-
represented employees may be appomted to posmons Wlthln the PWU’s Jurlsdlctlon
bur will only be able to use that portion of their service which was acquired while a
member of the PWU.

ARTICLE 16 - DURATION OF THE AGREEMENT

This Agreement shall come into effect as of the 1st day of-4e=-2883, October 2004, and
shall remain in effect until the 30th day of September 2884, 2007 and thereafter fram yzar
to year unless terminated by written notice given by one of the parties to the other within a
period of nor nore than two (2) months, but not less than one (1) month prior o the
anniversary date.

In the event that either party desires to amend the Agreement bur not to terminate the same,
either party may, by notice in writing not more than ninety (90)days and not less than
thirty (30) days before the anniversary date, serve notice of the proposed amendments and
both parties shall thereupon commence to negotiate in good faith with a view to arriving at
an agreement on the proposed amendmentsand all provisions of the Agreement, other than
those proposed te be amended, shall continue In full force and effeer.

WAGES

Effective October 1. 2004 — 3% general wage iNCrease
Effective October 1, 2005 = 3% general wage increase
Effective October 1. 2006 - 3% general wage increase
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PART A — GENERAI ITEMS
1.0 EMPLOYEE CATEGORIES

12.2 Regular Part-Time

The establishment of a regular part-time position is a joint decision of loca] management
and the Chief Steward made in a spirit of wust and co-operation. The parties wil] ensure
thar regular pan-time positions are appropriately used ko maintain corporate effectiveness.
ion iN handling peak call volumes. The Companv

will not utilize Dart-time emplovees vo replace regular full-time emplovees, The
company Will maintain a ratio between regular part-time and total PWU represented
regular staff of no more than twentv-five per cent (25%). (Total number of regular
part-time PWU staff divided bv total number of PWU represented regular staff). The
Companv Will supplv the regular Dart-time shift schedule to the union at the bi-
monthly Joint Union/Mapagement meeting,

Regular part-time employees are regularly employed on an average of rwenty-four (24)
hours or less per week calculated on a monthly basis. During the jnitial trainige/goaching
period (not to_exceed eight (8) weeks), regular part-time emplovees mav WOrk full
time_hours (35 hours per week). This work at full-time _hours will not require
advertisement to all emplovees. They are employed for a minimum of sixteen (16) hours
per morth, Regular parr-time employees are treated a5 regular employees except where
noted otherwise.

1.4.1 Temporary Full-Time

Temporary full-time employees work the regular hours ofthe classificationinto which they
are hired and may be engaged for up to wwelve—12) twentv-four (24) months of
accumulated service.

1.4.2 Temporary Parr-Time

Temporary part-time employees are employed for a period of up to twelve (12)
accurnulated months on an average of rwenty-four (24) hours or loss per week (calculated
on a monthly basis). During: the initial training/coaching period (not to exceed cight (8)
weeks) temporary part-time emplovees mav work full time hours (35 hours per week).
This work at full-time hours will met require advertisement to all emplovees.
Temporary parr-time employees are treated as temporary employees except where noted
otherwise, Benefits are pro-rated the same as regular pan-lime employees.

F-065
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14.3 Benefits

New A temporary emplovee who achieves twelve (12) months or greater accumulated
service will be entitled to a fifteen percent (15%) per month pavment in lieu of

pension and health benefits.
New A temporarv emplovee Who achieves nve"lve (li) months or ereater accumulated

service will be entitled to one (}) dav bereavement leave and be released from quty
without reducing base earnings in the event of the death of an immediate familv
member.

Once an emplovee achieves regular sratus, thev will be given the eption Of buving
back the time thar is deemed to be probationary for pension purposes.

1.4.3.1 Vacations

Entitled to a cash vacation allowance of four percent (4%6)of accumulated wages. After 12
months of accumulated service an emplovee is eligible to one working dav vacatien for each

full month of service to @a maximum of ten (10) davs in lieu of 4% pavment.

1.4.3.4 Sick Leave Entitlement

Temporary employees shall eam sick leave credit of one-half day at one hundred percent

(100%) pay for each month of accumulated service wo-a-maximum-of six(6)-davs’-
1.4.4 Notice of Termination

When the employment of a temporary employee is terminated for other than cause,
he/she is entitled to one week's notice in writing. ihisfhesperiod-of employmentis-three
menths-or-mere: | hese emplovees mav be terminaced as the specific work thev were
hired ta perform expires, and such termination mav be conducted without regard to
accumulated service.

2.0 REGULAR STATUS

Appointments 10 regular status are contingent on satisfactorily meeting the Company”s
medical requirements.

1. Probationary employees must serve a minimum of three (3) months on
probation. If service is satisfactory: they may be accorded regular status at that
rime. A period of nor more than three (3) more months can be used as a further
period of probation if it is needed. At the end of this further period, employees
must either be made regular, transferred w another position or dismissed.
Regular part-rime probationary employees must serve up to six (6) calendar
months on probation.
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2. Where it can be foreseen that full-time work at a location within the PWU”s

jurisdiction will be ongoing for more than a twentv-four (24) month perjod Or

full-time work at a location has been ongoing for a twentv-four (24) month
period, the full-time position Will be posted and filled as a regular position in

accordance with Article 10. Gabs of ewe months or less in continuity of the full-
time work will nor limitthe emmplover’s obligation to pest and fill said position.

The Emulover shall meet guarter]y with the Union to.providedetailed
information on all upceming work as far in advance of the work as possible and

updates on current projects.

Onee atemporary emplovee has attained rwentfv-four (24) months of

accumulated service he/she shall be granted regular full time emplovee status. In
such circumstances the emplovee’s position will be considered a vacanev and

posted. If the former temporarv emplovee is NOt selected to this vacancy he/she
will be declared surplus in accordance with Article 11,

No later than eight months ¢ the ommencement of work bv a
temporar ] ora bi of temporarve 1 fc mi
work in the same ¢ ata the I shall tif 'k Union

of jts intenvion to (: ' postand fill full § regular position(s) in the appropriate
clas. i r (b) lav off the temporarv emplovee within 1 _nest six.(6)

ith s

10.0 L EAVE OF ABSENCE
10.1.2 Kunerais-Bereavement

A regular employee may be released fromduty for a period up to five (3) #ree~<33-days
without reducing base earnings in the event of the death of a member of the immediate
family including parent, siep-parent. pasent-in-taw - brother, stepbrother, brethesintaw,
sister, step-sister. s-neier—m—law husband wife. son. step son. 59&-}9—4& daughter step-

daughter daughte

r empiove av ury erio vs
)MiIhQ”I reducine base earpings in Ihe gvent Qf Ihe degth of pa[ent—in—lam‘ b:thEF-inf
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law. sister-in-law. son-in-law, daughter-in-law. grandparents, grandparents-in-law

andgrandchildren.

In the event a regular emplovee is on apdroved vacation. the emplovee’s vacation dav
mav be transferred to bereavement leave.

In the event of the death of a fellow employee, a regular employee may be allowed time off
with pay 1o antend the funeral. Usually the time required K less than one-half dayv. Regular
part-time employees shall be granted the rime off with pay if scheduled to work.

NOTE
Section 10.1.2 i a gquide applicable under ordinary
circumstances. on the distinct understanding that it does not set
rigid limits either maximum or minimum.

New - Familv Medical Leave

An emplovee is entitled to a leave of absence without pay of up to eight weeks to
provide care or support to a family member if a qualified health practitioner issues

a certificate stating that the individual has a serious medical condition with a
sienifieant risk of death occurringwithin a period of 26 weeks Or such shorter

period as mav be prescribed.

Definition of Family member is emplovee’s spouse. parent. step-parent OF foster
parent. A child. step-child or foster child of the emplovee orthe emplovee’s Spouse.

Earlisst date leave can begin

The emplovee mav begin a leave no earlier than the firstdav of the week in which the
period referred to above begins.

Latest date emplovee can remain on leave

The emplovee may not remain on a leave after the earlier of the following dates:
1. The last dav of the week in which the family member dies.
2. Thelast dav of the week in which the period referred to above ends.

Full-week periods

An employee mav take a leave under this section only in periods of entire weeks.
Advising emplover

An emplavee Who wishes to take leave under this provision shall advise his or her emplover

in writing that he or she will be doing so. _If the emplovee must begin the leave before

advising the emplover, the emplovee shall advise the emplover of the leave in writing as

soon as possible after beginning it. If requested by the emplover, the emplovee shall
provide the emplover with a copy of the certificate that was issued by the health care
practitioner
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Further leave

If an emplovee takes a leave under this item and the family member referred to above does
not die within the period referred to. the emplovee may take another leave and. for that
purpose. would provide the emplover with another certificate issued by a qualified health

practitioner

An emplovee’s entitlement to leave under this item is in addition to anv entitiement to leave
under Part A, Jtem 10,3,

13.0 - HEALTH INSURANCE PLANS New/Amend - Effective January 1, 2008

+ Regisrered Massage Therapists, Naturopath, Clinical Ecologists, Homeopaths and
Acupuncturists coverage increased to $630.00 per person per calendar year ar 50%
co-insurance

« Expand eligibility requirements for wigs (increased to cover burn patients and
alopecia)

» Chiropractic coverage increased to $800.00 per person per calendaryear

* 100% of the cost of hearing tes:

26.0 JOINT COMMITTEES

26.1 Joint Pension Committee

1. Scop_e: To monitor the administration and the financial status of the
Pension Plan covering.all plan members and to recommend changes as set
out below:

2. Personnel: The "Joint Pension Commirtee!’ shall meer at least twice a vear

or as requested by either partv and shall consist of the following members:
three (3) PWU members

-__three (3) Company management members

Each partv will have the right to have a reasonable number of resource
personnel artend the meeting.

The Chair will rotate berween Vertex and PWU. one meeting each.

Everv effort will be made to reach unanimous decisions. In the event that a

majority of members representing both PWU and the Company,
i Function: In an advisorv capacity with access te the necessary

information: _ (This & limited in that it does not applv_in respect of
information as to the service. salarv. pension benefits or other personal

information related to _anv_specific person without that person's prior

gonsent,)
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Pensions

(a) Monitor Vertex’s administration of the Pension Plan as established
under associated regulations and rules. and applicable legislation.

(b) Make recommendations respecting the adminmistration of the

Pension Plan.

()  Promote awareness and understanding of the Pension Plan on the
part of Plan members.

(_d). H B
investment performancs

(¢)  Review the Companv’s aspproved Actuarial Valuations of the
Pension Plan and discuss the need for assumption ¢hanges.

[03) Identifv potential benefit changes and discuss cost and other

implications. Committee recommendations for benefit level elanges
will be subject to ratification of the respecrive parent bodies.

Life Insurance

1a)

life insurance provisions of the Plan.
(b) Identifv potential benefit changes and discuss cost and other

implications. Cemmittee recommendations for benefit level changss
will be subject ro ratification of the respective parent bodies.

Joint Health and Safetv Consultation

The parties will consult regularlv on corporate level emplovee health and safety

matters. Orovane = SIRIMTCLS —Wih—he—eStabSHoa—6—FaCHHa
eensultation;
26.2.2 Joint Health and Safery Yorking Commijtres
1. Goal
a) Provide recornmendations to assist the Health and Safety Division in
the development. implementation and evaluation of corporate
emplovee health and safetv policy and programs.
pa Personnel
(a)—A Manager and other managsment staff as deemed necessary from
time to time.
Uniopn Provincial Health and Safety Cormmittee and Union staff
advisor to a maximum of eight (8).
2 Function
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(a)  Participate in the identification of problems and issues 0f Companv
significance in emplovee health and safen policy and practice.

(b) Participate in the development, promotion and implementation of
Companv health and safetv programs,

() Studv. develop and make reecommendations for changes to the
corporate saféry rules and work protection code. This function can
be delegated to an ad hoc ereup with mutual agreement

(d) The committee will normally attempt to resolve issues of muzual

interest before seekine intervention by senior management or_the
Joint Committee on Health and Safety
le) Thecommittee will meet twice a vear or as mutuallv agreed

aDD NEW: 26.3 - Joint Union Management Committee

ggtablish a joint union management commitzee consisting of three (3) PWU members

and three (3) company management members.

Each party will have the right to have a reasonable number of resource personnel

atrend the meeting,

The committee will meet On a bi-monthly basis or otherwise as mutually agreed to

discuss concerns and to resolve problems on a general basis as well as those identified

in the followins areas:

2623

(1) Health and Safety Policy

L

i

Goal
Toparticipate in the formation of health and safetv strategy and policy by
providing information and opinion from the Union to the Companv's

execytive-on emplovee health and safery.

Eunction
(a) ldentifv_problems and issues of Companv significance which have

not been resolved in the Joint Health and Safery YWorking

Commirtee,
(b) Review proposed initiatives and advise the corporate executive.

(c) Evaluate existing policy _and advise the corporate executive on
recommended changes. This function applies particularly te safety
rules and WOrk protection code.

F-085
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@ ) lci | Sa
i) _Authority to Stop Work.

(ii) Diversity

l—d

I

Obiectives:  (a) TO provide a joint forum for work _on Corporate
Emplovment Eaquitv, Human Rights and - Diversit policies, and/or
associated Corporate issues. (b) TO participate in making and bringing
forward recommendations and providing advice co the Vice-President.

Operations on Corporate policies and plans impagting on eguity in the
workplace and Corporate Issues arising from the Emplovment Svstems
Review. (c) TO participate im making and bringing forward
recommendarions to the PYWU Executive on eguity issues in the workplace

v T Ty
~At2 { ALAZ TN LA ITTYPY R A A T LR E AT 10 S50 PRSI AR Y R AR e A TR E AT P 7 R
. - s v
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3.1 Meet and exchange information regularly to ensure that the committee
IS informed of progress on initiatives undertaken by the Corporation
and the Union. Each party will identifv and bring forward smsrging
Corporate issues for discussion.

3.2 The committee will work rogether to formulate recommendations bv;

() Working to meet the WOrk program deliverables as identified
below within required timelines.

(b)  Discussing options and their impacts in _meeting the work
program deliverables (including obtaining imput through

consultative forums - see below).

(©) Atempting to_agree 0N _recornmendations acceptable to all
~ parties_and for delivery to the Vice-president, Qperations

and/or the PWU Executive where appropriate.

3.3 Where agreement cannot be achieved. each party will communicate

Corporate decisions are made.
Work Program - 1o be established annuallv.
Responsibilities;
5.1 Consultative Forum — TO provide input to the committee On work

program deliverables as follows:

(a) Manage members will _ensure input .is received from lin
management and non-represented staff members.

(b) The Union members will ensure imput iS received from their
gonstituencies.

(<) The committee will also seek input from advocacy groups and
designated group members on issues as requijred.

-11-
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5.2 Support Resources - Committee to determine needs (administrative.

research, preparation. etc.) and arrange as required. Treatment
will be as Der the Collective Agreement.

5.3 Management is responsible fortime and expenses, except fOr union
staff time,_associated with the work program of this team.

5.4 At the end of each vear. the, parties will review the Terms of
Reference and make recommendations lor the coming vear.

(iij) Joint Sraffing/Workforee Utilization

In_order to achieve the expectations of our customers, employees and
stakesholdears alike, the parties agras:

- 10 actively manage On an ongoing basis the marching and balapcing of
PWU-.represented emplovee’s skills and capabilities with the business
» There is_a need-to be a skills-based organization by providing skill
development and trajning opportunities for PW U -represented emplovees.

e Management will previde the committee with a staffineg forecast
annually (financial vear) aswall as anv updates.

Make recommendations to the parties taking into consideration:
» Forecasted workload requirements

e Survev Of skills/experience/¢areer interests
. reer planning/iraining deyv gnt

= Extramural activity
It S recognized that this proactive approach will provide PWU-represented

emplovees with career opportunities and will allow the parties to strive to
have a stabilized workforce,

i i 3 = SUSPENDED (caprured in

12
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26.5 EHB/WSIB/LTD Committee/Disabilirv Committee

The Committee would be comprised of:

A

Power Workers’ Union

Human Resources

Line Manzgers and/or rehabilitation consultants to assist with Return te
Work Plans under Disabilitv section onlv. Issues regarding EHB. WSIB
and LTD are restricted to representation bv PWU and HUMan Resources
onlv.

(A) Establish a Joint Management Disabilitv Program.

(B) To review existing: and future LTD applications to ensure thev are

receiving the reauired medical attention and the mossibilitv_of returning
them vo the workforce,
(Q)To jointly develop return to work plans that will assist emplovees who

have been absent from work due to illness. or disabilitv utilizing the
Rehabilitation and Re-emplovment Policv.

Terms of Reference:

1.0
2.0

3.0

Develop a guestionnaire for emplovees Notin receipt of CPP disability.

Review returned questionnaires to _determine if anv_emplovees can be
placed on immediate vocational rehabilitation.

Determine if an independent medical evaluation is required before
attempting vocational rehabilitation.

Review existing procedure for LTD applications.
Develop a roster Of phvsicians to use in the process.

Forward recommendations for process improvements {0 Human Resources

Gompensation-and Benefits
(D) Review/Update - To meet, on a reqular basis (e.g., semi-annually), to
discuss and/or resolve issues associared with the following processes:

(@ Long Term Disability
(b) WSIB

(¢) Sick Leave

F=0EB
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(d) Drug Formulary
26.6 Joint Emplovee and Familv Assistance Comittee

1. Goal: Provide recommendations to _assist the Company and. the Union in

the development, implementation and evaluation of emplovee and family

assistance poliev and programs.
2. Personnel:

(@ Chair: The Chairshall rotate on a vearlv basis.
(b) Members:
. Representative from the Companv

. 2 epresentatives 1

(c) Secretary; Thesecretarv shall be supplied by the Companv,
3. Eunction:

Participate in the identification of problems and issues of
significance in ¢mployee and family assistance poliev and practices.

Participate in the development, promotion and implementation of
emplovee and familv assistance programs throughout the province.

On an ongoin i velo i

change to the Companv emplovee and family assistance program.
This function can be deleeared to the sub-committee bv mutual

agreement,
3.4 The commitree will normally attempt to resolve issues Of mutual

. et , - . , .

Union/Management Committee.
39.3.1.2 Hours of Werk

A R

The hours of work for these employees shall be any seven (7) hours a day, thirty five (35)
hours per week, five (5) consecutive days, Monday to Saturday.

There shall be no split shifts.

Such schedules of work shall begin no earlier than 7:00 am on weekdays (8:00 am on
Sawurday) and shall end no later than 9:00 pm on weekdays (3:30 pm on Saturday). A
sixteen (16) week schedule will be posted feumeen<34 thirty (30) days prior to starting
date,

Amendments to the start and stop times require fourteen (14) days' advance notice to
affected employees. No more than two (2) amendments to the start times will be issued in
the sixteen (16) week period unless mutually agreeable between the employee and the
employer. For temporary employees such change requires seven (7) days' advance notice

and are not subject o the two (2) amendment limit. A copy of this change notice will be
provided to the Chief Steward prior to the change being implemented.

-14-
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Assignment to day shift schedules will be equitably rotated among the CCC day shift
employees.

The stant and stop times for work schedules will be established by the employer.
Amendments 1o the start and stop times require thiny (30) days notice two affected
employee(s). TNiS notice period does not apply in circumstances where he amendment is
murually agreed between the employer andthe affected employes(s).

The Company will not act in an arbitrary fashion I changing the start and stop limes.
NEW ITEM 41.0 INCENTIVE PLAN
The parties agree to a revised Yertex PWU Incentive Plan. The principles of the revised

Incentive Plan shall be the rewarding of achievements based upon Owperational and
Corporate targets and the recognition of a direct connection between performance and
rewards. The Incentive Plan shall be calculated according to a pre-established ratio of
Corporate and Operational measures and targets, Itis understood that the rargets shall .be
simple, measurable, ¢hallenging vet attainable. relevant and timely as well as being

consistent with targets within management performance contracts and fairly applied.

The Corporate and Operational targets will be established imitiallv_through the business
planning process Management will set the core targets in each of the four categories.In
both Corporate and Operational. These.targets will then be discussed with the Union prior
to general communication to.the emplovees. Following these discussions and finalization of
the targets, they shall be communicated to the emblovees, ideallv within the first 30 davs of
the fiscal vear but not later than June 30th.

The sue of the non-pensionable vavouts is based on two factors:
a) the sue of the reward “Dot”, and
b) Cornorate & Operational results for the Plan vear,

The maximum size of the reward “pot” is 5.5% of the base pavroll for all regular PWU-
represented emplovees on the pavroll as of December 31™ of the Plan vsar,

30% of the reward “pot” is paid out ifCornorate rargets are met during the Plan vear.
There are two Cornorate categories:

« Financial Performance compared to the cost budget
. Call Handling Service Level

T0 receive pavout of the Corporate component of the “pot”, the targets for financial must
be met and if so contribute §5% of the 30% Cornorate reward pot. The remainming category

Il Handling Service Level if achieved individually

Corporate reward pot.

measures are . productivity and cuscomer service Fach Qnerational eamnonent navout
sauals $0% of the 70% reward pot and will be made even il thereicno pavout underthe

-15-
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orpo! ate component. T he pavout of h ional pot ca

be made in whole. Or in part
d_dingon | E of F 1 al hi

All eligible emplovees receive an equal share ofthe pavout for that business,

aligned to the Vertex Financial vear. The period Of Measurement will run from January 1,
2004 to March 31, 2005, The pavout will be prorated over 15 month Period. Thereafter,
the plam vear shall run from April 01 to March 31 of the following vear.

All regular full-time and regular part-time PWU represented emplovees of Vertex on
Venex pavroll as of March 31" of the Plan vear are eligible to memate in the plan Pro-

the vear. Rewardswill be m&te,g for those individuals who. dunng  the plan vear, have
leaves of absence greater than 30 consecutive davs without pav. Rewards will be pro-rated
based on the pro ration formula definedin the Collective Agreement (A-1. 1.2.2).

The Company will endeavour to pav out no later than June 30™ of each calendar vear.
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NOT TO BE REPRODUCED IN THE COLLECTIVE AGREEMENT

The parties agree to jointly develop an Employee Recognition Program (the Pilot Program)
under the following conditions:

1. Each party will assign 3 members to the Employee Recognition Development Team (the
Team)as follows:

Mapagement — Lorne Lazenby PWU - Mel Hyatr (Dorothy Couvier)
Lori Lickman Sandra Bress
Angela Barger Laurie Perrault

2. Key elements of the Plan:
® The Pilor Program will recognize group and individual achievement.
» Rewards will not be cash based.
® The eriteria for awards will be jointly agreed to.
= When the Pilot Program has been approved, it will be tested for a period of nwelve
(12) months.
Either party may terminate the Pilot Program with 60 days wrirten notice.
o Employee satisfaction with the Pilor Program will be determined through survey(s).
Survey questions will be jointly developed.
e Solicitinput from the membership on an ongoing basis.

3. Itisagreed that when the Employee Recognition Program has been jointly developed
and agreed to by the membersofthe Team, it will be subjectto approval by the Vice
President of the PWU and the Vice President, Operations of Vertex Customer
Management (Canada) Ltd.

4. If the Pilot Program is deemed to have been successful by the parties at the end of the
12 month period, it will be fully implemented.

5. The target date for implementation of the Pilot Program is July 1, 2005, or earlier if the
parties agree.

6. The parties do not intend for the Pilor Program to be tied to the Incentive Plan.

- [Gh~ A~

Power Workers” Union Vertex Customer Management
{ Canada) Ltd.
usilex (22
Date
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\<vertex

uslamer managemant

The parries agree that the change In language thar was made to Article 10.1.1 In the Collective
Agreement berween the Poaer Workers® Union and Vertex customer Management (Canada)
Ltd.. effective October 1. 2004, will not impact on Maria Perricone or Rosanne Padula. These
wwo non-represented employees will retain their righr to use their full service 10 apply to PWU
represented vacancies.

This is agreed to because these two employees left the bargaining unit at a rime when they were
entitled to use their full service to apply to PWU vacancies.

0~

Dared at Toronto, this 9? day of August, 2004.

S

Mel Hy'att 3 l ng on
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POWER WORKERS' UNION
MID-TERM AGREEMENT

Number VMT-34
Original Dare:
2004/10/01

It is jointly agreed that the following Mid-Term Agreement shall form pan of the Collective
Agreement berween the parties:

Suspended Maintenance Trades Items

As part of the 2004 negotiations between the PWU and Verex Customer Management (Canada)
Ltd, the parties agree to suspend and remove from the printed copy of the Collective Agreement
the following items on the basis that Vertex does rot currently employ any Maintenance Trades
employees and does not anticipate employing any i future. In the event that Vertex does
employ any such employees in futare, all of the suspended items listed below will immediately
rake effect and will be re-incorporated into the printed copy of the Collective Agreement as if
they had not been removed or suspended at all.

Parr A, Item 24.1 — Meal Provisions - Part B Employees (Maintenance Trades)

Part A. Item 30.0 — Personal Tools

Part A, Item 31.4 = Special Clothing for Employees - Part B Employees (Maintenance
Trades)

Parr A, Item 37.1 - Relief Work , Acting in Vacancies and Temporary and Rotational
Assignments — Part B Employees (Maintenance Trades)

PanA, Hen 38.1 — Hours of Work - Part B Employees (Maintenance Trades)

Part A, Item 40.2.1 — Overtane Provisions— Parr B Employees (Maintenance Trades)

Part A, Item 40.3.1 — Premium Payments— Pan B Employees (Maintenance Trades)

Part A, Item 40.4.1 — Special Provisions Concerning Overtime — Part B (Maintenance
Trades)

All of Pat B ~ Maintenance Trades Section

Mid Term # 4 — Hand Tool Ownership and Trades Occupational Definitions

Appendix "A" for Construction and Supplementary Maintenance

(/ H’\/\/-\ A
Vertex Customer Management Power Workers’ Union
(Canada) Ltd
\ 'y~ / ‘/"/
=4 (V7 7
Date
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LETTER OF UNDERSTANDING
Berween
Vertex Customer Management Canada Ltd
- and-

POWER WORKERS™ UNION

THE VERTEX/F WU COMEENSATION FLAN

ratification fth Colle \gr X [ in:
T 2)° ny PW1U representati
Vertex/F nole
M m PW
Marv Smithson Sa It i5
Mi Caba Lauri i

and resources as required
The parries agree to the following principles:

e Regular employees as of the effective implementation date will not be disadvantaged by the
implementation of this new system.

* The parties are commined to establishing a market competitive compensation program i order to
meet the needs of the Company and PWU represented employees.

The comminee will:

o Develop a wage structure, benefic plan, disability plan and pension plan that are sustainablefor
the business and recognizes marker forces for competitive compensation schemes

The Committee will recommend a plan design and detailed work implementation plan 1o the parties for
approval. There is a'need to expeditiously complete this project on or before March 3 1, 2005

POWER WOI;{KERS' UNION Veytéx Customer Management

gl

DATE

b
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NOT TO BE REPRODUCED IN THE COLLECTIVE AGREEMENT
LETTER OF UNDERSTANDING

Betrween
Vertex Customer Management Canada Ltd
- and-
POWER WORKERS’ UNION

Shift Scheduling

The parties agree to jointly develop a model for shift scheduling and distribution under the following
conditions:

1. Each party will assign 3 members ko the team as follows:

Management: PWU:

Michele Caba Sandra Bress
Lori Lickman Laurie Perrault
Diane Thompson T0 be determined

2. Key elements:
« Will include review of MT-15 Provision of French Language Services
« Identify the number of bi-lingua! positions required and classifications and locations
- Comparethe daily experience of a bi-lingual agent versus an English agent
« Identify problems, satisfaction/dissatisfaction drivers and issues affecting all employees relative 10

shift scheduling, call handling coverage, vacation scheduling, shift swaps, work assignments and
queue/tier assignment

. Discuss options and their impacts and formulate recommendations regarding the above issues

« Shift schedulesand assignment will be appropriately designed to maintain corporate effectiveness
. Agreed-to methodology will be utilized to seek employee input

3. Any revisions ko the Collective Agreement or Mid-Term will requirejoint approval.
l. Thetarget date for implementation of revised shift schedulingmodel will be March 1*,

2005
. [ ~—

POWER WORKERS' UNION Vertex Customer Management
/ + Canada Limited
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2004 08 27

Mel Hyatt

Vice-President - Sector 3
Power Worker's Union
244 Eglinton Avenue East
Toronto, ON

During collective bargaining, the parties discussed modifications to Part A General items, 1.2.2.
as follows

1.2.2 Regular Part-Time

The establishment of a regular part-time position is a joint decision of local
management and the Chief Steward made in a spirit of trust and co-operation. The
parties will ensure that regular pan-time positions are appropriately used to
maintain corporate effectiveness in handling peak call volumes. company will
nor utilize part-time employees to replace regular full-rime employees. The
company will mainrtain a ratio between regular part time and total PWU represented
regular staff of no more than 25% (Total number of regular part time PWU staff
divided by total number of PWU represented regular staff)

To confirm our understanding around the meaning of the word replace in the above excerpt, the

parties agree the intent:

« IS not to take a full rime position and replace it with two part-time positions.

. istoallow part time shiftsto overlap in order to handle peak call volumes for some periods
of the day, and some days ofthe week.

» IS not to circumvent the Article 10 process.

L

Davison
Vice-Presideer - Operations

Vertex Customer Managemem (Canada) Limited
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VERTEX PRE NOG ITEMS 2004
POWER WORKERS’ UNION
Article/Page # | ‘Change Requested Rationale Agree |
Change Inergi LP and - ' ‘ Agree |
CGEY 10 Vertex in | ;
entire Collective 3 '
Table of Page # B-16 10 B-15 and | Current C/A goes to B-13 and Agree
Conrtents AP-54 to AP-53 AP-33
Table of Add .."and Rotational™.. | ‘Toreflect proper title of Agree
Contents Part A | 10 Item 37 article
Item 37
Article 10.5(a) | Delete Timed Our Agree
Pg 20
Part A Item 14 | Delete “Contribution Power Corporation Act Agree
Holidays™ paragraph 1 repealed
Part A Item Delete “shall advise No Labour Relations Agree
18.3.2 Pg A-52 | Labour Relations who, | Department in Vertex
in turn”
Pan A Item 19.0 | Delete the words "Where | TIS item applied o the Agree
Pg A-53 the Company normally company provided bus
provides transportation | transportation, Not applicable
facilitiesberween at Vertex.
residence headquarters
and work headquarters
for normal daily hours an
employee required to
work extension overtime
will be provided free
transporiation 1o the
residence headquarters”.
Part A Pg A-60 | Delete “Pan C, Job/Field | Does nor apply to Vertex Agree
Itern 23.5 Clak
Part A Pg A 97 | Add ltem 39.0 SHIFT Tite missing. Item stars at Agree
WORK and renumber 39.3
accordingly commencing
ar 12 hour shifts _
Pan A Item 39.3 | Should be 38.3 and Pan of the Hours of Work Agree
renumber this section up | Secrion
to 39.3.1.7
Part A ltem Delete Does not apply to Vertex Agree
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39.3.5/Pg. A10S
— Shift Work -
Information
Management
Facilities

Pt A ltem
40.4.2(3)

Change Section40.2.3 to
Section 40.2.2.

To reflect current Collective
Agreement,

| Agree

Pg. A-115 ~
Time
Entitlemnent -
Info Mgmnt Fae

Delete chart

Does not apply to Vertex

Agree i

Pg. C-3-Item | Delere

2.0 - ON Call -
Enterprise
Technology
Services

Does nor applyto Vertex

Agree

IN-MID-9 ~
Payment of
Corporation
Employees Utilized
for Forest Fire
Fighting

Delete

Does nor apply to Vertex

Agree

IN-MID-23 —
Alternate Working
Arrangements

Delere

Created for one employee.
Employee is not at Vertex

Agree

IN-MID-24 - On
Call Provisions for
Part C Employees,
Enterprise
Technology
Services, ITS
Operations
Department, Field
Support Team

| Delete

Does nor applyto Vertex

Agree

IN-MID-29 -
Staffing Issues

Delete

Does not apply to Vertex

Agree

IN-MID-30 —
Provincial Purchased
Services Agreements

Delere

Listed in error in the Inergi
Collective Agreement,
Deleted in the 2002 Inergi
MOA

Agree
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