Appendix A

WORKING AGREEMENT


FOR

DELIVERY OF BUSINESS AND GOVERNMENT SERVICES

THROUGH VICTORIA CONNECTS

Part 1

BACKGROUND
In 1993, the Federal (Western Economic Diversification, WED) and Provincial (Ministry of Small Business Tourism and Culture, SBTC) governments formed a partnership to deliver their respective business services from the Canada/BC Business Service Centre (BSC) in Vancouver. Additional services and programs have been implemented to enhance delivery of business services outside the Lower Mainland.  Regionalization of these services has been an on-going goal of the two Partners.  In the past twelve months 30 regional sites have been established across the province to deliver government and business program information to the small business community. To date this has included partnerships with Government Agents Branch and Community Futures Development Corporations.

Victoria Connects is a new co-location initiative that recognizes the size and importance of the Greater Victoria community in  serving small business needs.  This  second-generation agreement includes two additional service delivery organizations in the overall partnership.  They are the Government Agents Branch of the Ministry of Small Business Tourism and Culture (GA) and the Greater Victoria Economic Development Commission, (Business Victoria).  Victoria Connects will deliver business services currently offered by the various Partners, as well as a specific cluster of other government services. 

This Working Agreement deals specifically with the business and working relationship between the Federal and Provincial Partners.  A separate Appendix to this Agreement has been created to describe the working relationship between the Federal and Provincial Partners and Business Victoria.  See Appendix E. 

DEFINITIONS

Partners – Refers to the five organizations that are party to this agreement, namely Western Economic Diversification Canada, the Government Agents, and Small Business Branches, of the Ministry of Small Business Tourism and Culture, the Canada/BC Business Service Centre, and Business Victoria.

Managing Partners – Refers to the signatories to this Working Agreement. 

Managing Partners Steering Committee – Membership is composed of the Managing Partners.

Site Management Committee – Refers to the “on-site” service deliverers delegated by the Managing Partners to represent their interests at the local level.

Shared Business – Those business activities and services defined and listed for each Partner in Appendix A.

Agreement – Refers to the component parts and appendices of this document.
PURPOSE

The Purpose of this Agreement is to:

1. Establish the general principles of co-operation and service integration that support the ongoing relationship between WED, SBTC, the C/BC BSC, and Business Victoria.  

2. Define the working relationship between the Partners as it pertains to Victoria Connects.

Part 2

MANAGEMENT PRINCIPLES

2.1
Scope

The Agreement applies to the integration and delivery of services for Victoria Connects described in Appendix A, hereafter ‘the Shared Business.’ 

The Partners agree to apply the principles set out in the Agreement to any activity within the shared business which the Partners agree is shared and which is not already included in Appendix A.

Each Partner delivers services at Victoria Connects through a staff resource from that Partner’s organization.  This results in an idependent reporting structure for the three staff at Victoria Connects.  The following describes the reporting relationship for each position.

Position



Reporting Relationship

Business Service Officer


General Manager,







Canada/BC Business Service Centre







604-775-5566

Government Agent



Manager Government Agents







Vancouver Island/South Coast Region







604-885-5187

Business Advisor



Manager, Client Services







Western Economic Diversification, Vancouver







604-666-1886

2.2  Co-operative Management Principles
The Partners agree to exercise the following principles in respect to Shared Business:

· To proactively identify and manage impacts between the Partners; 

· To consult each other before undertaking business activities or implementing decisions that significantly impact or alter the shared business;

· To achieve consensus before proceeding with business activities or implementing major decisions affecting the shared business;

· When consensus cannot be reached at the site level, to articulate respective viewpoints for review by the Managing Partners Steering Committee, and

· To work towards specified integration of the Partners services in order to provide seamless, transparent delivery of shared services to the public.

Decisions, which are not major, or do not substantially affect business processes, may not require consultation at the Managing Partner level.  Consultation and consensus building for 

these decisions is expected to take place at the local operational level through a Site Management Committee.

2.3  Joint Management Activities
The Partners agree to work jointly in respect to the following:  

· The development of  any plans resulting in priorities and objectives affecting the shared business;

· Funding decisions, budget development and the development of funding submissions affecting the shared business;

· Implementation of new programs or the modification of existing programs; 

· The establishment of a program evaluation; 

· The ownership, management, administration, systems and support of information technology hardware/software; Appendix C)

· The overall day-to-day management of physical space, organization and layout of the office. (Appendix D)

2.4
Day to Day Decision Making
To be developed by the staff at Victoria Connects.

2.5
Managing Budget 

The Managing Partners agree not to implement budget reduction or other resource deployment decisions that significantly reduce the support available to the shared business without prior notification and consultation of impacts.

Each Partner agrees not to initiate new business activity or changes to existing business activity, which will place additional budget demands on the other Partners without prior consultation.

2.6
Communication, Marketing and Promotion

The Partners shall co-operate in all signage announcements and public information activities that concern the shared business, and shall be guided by the principle that all interested persons should be kept informed.  The contributions of all Partners shall be fairly acknowledged and the respective Partners shall have a fair opportunity to participate in any public information activities.

The Managing Partners agree to develop and implement a joint Marketing plan for Victoria Connects Services.

All announcements, official ceremonies, promotional activities, letterhead, and joint publications shall be arranged jointly by the Managing Partners.  All letterhead, signs and promotional material for Victoria Connects shall be consistent with the corporate identity graphics guidelines for each Partner.

If any “Official Language Act” (Bi-lingual) signage requirements are identified, the Federal Partner agrees to bear the full cost.

2.7 Service Integration
It is the intent of the Agreement to integrate specified common/shared services and functions where it makes sense to do so.  Specifically, It is the intent of the Federal and Provincial Partners to integrate the Business Service Officer and Government Agent services as much as is practical and possible. 

Further integration between the Partners may take place as opportunities arise.  The Managing Partners will review integration issues annually. 

2.8
Business Shutdown

If the Agreement is terminated by one of the partners prior to expiration of this Agreement, then the remaining Partners shall have, not withstanding respective ownership of such assets by any Partner,  the right to continue using all hardware, software licenses, leases, telecommunication equipment, and other assets utilized in the delivery of shared business under this Agreement, which are located at Victoria Connects, except for restricted information technology as may be defiend by subsequent agreement between the Partners until the Termination Date.  For this purpose, the Partners agree to execute such documents as are necessary.  The Partner exercising the right to continue operations assumes responsbility to maintain the assets in good working order and will be responsible for all costs related thereto.

If at any time following termination or expiration of this Agreement, a Partner intends to sell or otherwise dispose of any assets used in the operation of Victoria Connects, that Partner shall provide a right of first refusal to the remaining Partners to purchase the asset at fair market value.

Part 3

SPECIFIC ISSUES

Specific Partnership issues where the general wording of this agreement does not provide adequate direction and guidance are attached as Appendices to the Agreement.  Working groups as determined by the Managing Partners will be tasked with developing responses to these issues.  The Managing Partners will review and endorse the Objectives, Scope and Approach proposed by the working groups.  The working groups  may submit recommendations to the Managing Partners for direction, endorsement and sign-off, and these documents will become Appendices to the Agreement.

3.1
Strategic Direction Regarding Shared Business
It is recognized that the shared business structure that currently exists at Victoria Connects may require change in the future.  The Partners agree to consult, as per section 2.2, prior to any changes in delivery of the shared business resulting from new organizational strategic direction.

3.2
Finance, Resourcing and Revenue Sharing
Appendix B describes the financial arrangements and approved funding levels for Victoria Connects.  Detailed documentation on these items is contained in the “Canada – British Columbia Agreement on A Business Service Centre”, section 5, 6, and 7.

3.3 Information Systems

Information systems, their administration, support and management are important to the operations of the Partners.  The Partners will establish a working group with members from their respective information technology organizations to develop a Systems Management Plan,  with respect to information systems, required technology, necessary infrastructure (hardware, software and networks) and systems support to ensure that the business objectives of the Partners are met by the shared information management systems.  The working group may develop recommendations for the Managing Partners approval.  (Appendix C)

· The Partners agree to seek input into the design and development of new service delivery applications from their respective Partner’s information technology organizations and business units.
For the rollout of new service delivery applications, the affected Partner’s technology infrastructure requirements will be incorporated in the Systems Management Plan and revisions.  Other business applications not specific to one Partner, but essential to the other Partner must be co-delivered through the shared infrastructure in a timely manner as defined in the Systems Management Plan, under Change Management.
3.4
Evaluation
Performance measurement and evaluation is an important component of the Partnership.  Under direction of the Managing Partners, the Site Management Committee may prepare an evaluation framework for the shared business and conduct evaluations.  Adjustments and corrective measures will be implemented as required.

The Partners shall provide each other with all relevant information and data as may be reasonably required for any evaluation.

Part 4

ADMINISTRATION OF AGREEMENT
4.1
A Managing Partners Steering Committee is established by this Agreement to examine policy issues and approve recommendations.  The group will consist of, but not be limited to, the following:

· Director, Small Business Branch, SBTC

· Director, Government Agents Branch, SBTC

· Manager, Program Development, WED
Victoria Connects Site Management Committee, a working level committee representing the Managing Partners will consist of but not be limited to: 

· Business Service Officer – Victoria Connects

· Government Agent – Victoria Connects

· Business Advisor - WED

From time to time the Managing Partners may also create working groups to deal with specific issues. The Managing Partners will meet at least  twice per year to share information respecting:

· Plans and objectives,

· Status of submissions and initiatives that affect the shared business, and

· Any proposed changes to this Agreement.

The Managing Partners will use this forum to identify issues of joint interest and facilitate the resolution of issues per Part 2 of this Agreement.

4.2
Approvals
The Site Management Committee will make operational decisions that impact the shared business unless approval authority is required from the Managing Partners.

4.3
Issue Resolution
 Any disputes arising between the Partners, and not resolved at the local level by the Site Management Committee within 30 days, will be referred to the Managing Partners Committee for resolution. 

4.5
Term of the Agreement
The term of the Agreement is until October 31, 2001. The Agreement will automatically renew for periods of one year each, provided that none of the Partners gives written notice of termination to the other Partners at least 60 days before the end of the then current term.

Part 5
MANAGING PARTNERS
Duly Agreed by:

________________________________________

Lynelle Spring

Director, Government Agents Branch

Ministry of Small Business Tourism and Culture

________________________________________

Mike Cowley

Director, Small Business Branch

Ministry of Small Business Tourism and Culture

________________________________________

Frank Eichgruen

Manager, Program Development

Department of Western Economic Diversification Canada
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Victoria Connects 

Services

Canada/BC Business Service Centre

1. Information and research assistance to help entrepreneurs with most aspects of business planning, market research, including international and business development.

2. Business start-up information and assistance through the Regional Access and Community Help (REACH) web-site.

3. National/international directories of manufacturer, retailer, distributor, and associations.

4. Business Reference library.

Government Agent
1. One-stop Business Registration (OSBR) – automated business registration for PST, GST, WCB, payroll, and customs importer/exporter numbers.

2. Business Name and Company Searches

3. Business name registrations

4. Company annual report filing

5. Personal property registrations and searches

6. PST payments

7. Rural property tax searches, applications and payments.

8. Other services that support the Partners or Government Agent’s interests or objectives.

9. Pathfinding and access to Provincial government programs and services

10. BC Hydro payments

11. Liquor control and Licensing renewals

12. BC On-line payments

13. BC Assessment Authority Searches

Western Economic Diversification Canada
1. On-site business plan counselling

2. Advice on how to start exporting

3. Advice on financing options and selling to government

4. Specialized hiring programs

5. Pathfinding and access to federal government programs and services

Business Victoria
1. Self-Employment Assistance program – SEA assists employment insurance and income assistance recipients to start their own business.

2. Mentor training program – all-inclusive training and consulting that helps entrepreneurs start or manage their business.

3. A selection of 17 entrepreneurial courses.

4. Assistance and expertise to municipalities and regions for local economic development and strategic planning.

Appendix B

Finance & Resourcing

The following describes the general financial understanding between the Federal and Provincial Partners.  For specific details regarding financial arrangements, refer to section 5, 6, and 7 of the “Canada – British Columbia Agreement on A Business Service Centre”.

1. Canada and the Province agree to contribute relatively equal funding to the Victoria Connects office over the term of the Agreement, subject to required approvals and availability of appropriated funds for such purpose in the fiscal year in which the funds are required.

2. The specific funding arrangements between the Federal and Provincial partners is set out as an attachment to this Appendix.  These spreadsheets detail the overall shared funding as approved by the Managing Partners.  Funding may be revised during the term of the Agreement or any period of extension, upon approval by the Managing Partners.

3. Within the approved fiscal funding, the Managing Partners may re-adjust funding levels between specific line items provided the overall approved funding level is not exceeded.  The Managing Partners may reallocate funding as necessary to prevent any unanticipated cost overruns.

4. Each Partner shall maintain accounts and records for Victoria Connects in accordance with its’ stated accounting policies.  The Managing Partners shall jointly review and monitor expenditures under this agreement annually.  Upon reasonable notice, a Partner shall make such accounts and records available for inspection by the other Partner.

5. Any claim by a Partner to equalize the sharing of costs for that fiscal shall be promptly paid by the other Partner. 

Appendix C

Systems Management
The following describes in general the methods and processes for managing the shared systems in Victoria Connects.   For the purposes of this Agreement, the Province owns the systems hardware, network and network connections used by the Federal and Provincial Partners at Victoria Connects.   

1. The Province will support the hardware, the common desktop applications shared by the Partners, and network connections.  Assistance will be provided to the Federal Partner in support of their distinct and separate software applications on request.  

2. The SBTC Help Desk will monitor trouble calls and respond to all calls within 1 hour.  SBTC will make call information related to shared infrastructure available to the Federal Partner.  The primary point of contact for systems support will be:

SBTC Site Support  - 356-5161

3. The RMS Help Desk will monitor trouble calls that originate with the RMS application or the IMS emulator.  The Help Desk will respond to calls within 1 hour of receipt.

RMS Help Desk  -  387-7974

4. Each Desktop carries common Microsoft Office applications.  However, each Partner has business specific applications that are unique to that Partners business function.  From time to time a Partner may require changes to the desktop or applications that they use.  This Appendix will describe the Change Management process for those occasions.

Change Management

The following describes the process for change management.  There are four (4) layers of systems change:

· Desktop changes

· Minor software enhancements

· New package software or incremental release upgrades, and 

· Complex systems changes

Appendix C



       Change
        Example
  Time Frame
Documentation

Routine Desktop
Changes to Program
        1 week 
CSR signed by


folders or other

Centre Manager


client preference




changes

Minor Software
New Word Templates
        2 weeks
CSR signed by

enhancements
New web browser

Centre Manager


plug-ins etc.

New Packaged
New MS Office
       4 weeks
CSR signed by

Software/upgrades
release

Centre Manager

Complex Changes
New Server OS
       2 months
Systems Project


Complete change

Plan, approved 




By the Managing




Partners


The cost of any training required as a result of any changes to the Desktop, Operating System, or Client Applications will be borne by the Partner requesting the change.  

The Partners respective Information Systems organizations will follow the principles of this Agreement and use the principle of reasonable accommodation in resolving change management issues.  Issues that remain unresolved for longer than 30 days will be presented to the Managing Partners for decision.                                               

Appendix D

Victoria Connects

Operations 
Victoria Connects is located in the Sussex Building at Suite G7, 1001 Douglas Street, Victoria, BC and is co-located with Business Victoria.   The operation sub-leases 111.5 M. Sq.  space from Business Victoria at a cost of $38,400 per annum.  (See sub-lease and floor plan attached.)  The sub-lease expires October 31, 2001.

Hours of Operation
The hours of operation will be from 8:30 a.m. to 4:30 p.m. Monday to Friday, statutory holidays excepted.  The Managing Partners may revise hours of operation in consultation with staff, and in compliance with the applicable collective agreements.

Co-Operative Arrangements
The Government Agent (GA) and Business Service Officer (BSO) will be cross-trained  on core services so that clients may receive business pathfinding advice and services as well as the Government Agent array of services from either staff person in a seamless fashion. Ongoing training will be provided to both the BSO and GA in order to keep them current with any changes in each others services.

The Business Counsellor position and services will be the sole purview of Western Economic Diversification.  Victoria Connects staff will refer clients to Business Victoria for delivery of their services and vice versa.

Work Schedules

The BSO and Government Agent will work co-operatively to resolve any hours of work, scheduling or leave issues.  Federal and Provincial collective agreements will apply to any hours of work issues.

The Victoria Connects staff will schedule breaks and lunch so that a minimum of one staff person is available to serve the public at any time during normal business hours.

Leave
For absences of longer than 2 (two) days the affected Partner will be responsible for arranging and funding temporary relief for the affected position.

Appendix D
Annual vacation will be scheduled subject to the respective collective agreements.  The BSO and GA will work co-operatively when scheduling annual leave.  Should there be a conflict with scheduled leave that cannot be resolved at the local staff level, and there would be a negative impact on the operations of Victoria Connects, the Managing Partners will use a consultative process to resolve the situation.

Western Economic Diversification will be solely responsible for the staffing decisions affecting the Business Counsellor.  

For absences of less than 2 (two) days, the Partners agree that the BSO and GA functions will continue to be provided by the remaining staff person whether BSO or GA.  

In the event of illness, the staff person reporting sick, shall notify their supervisor, and their counterpart at Victoria Connects.  The GA staff person will notify the MGA for Vancouver Island/South Coast, and their BSO counterpart.  The BSO will notify the General Manager, Canada/BC Business Service Centre, and their GA counterpart.

Financial Procedures
Revenue

Victoria Connects used the Provincial government’s Revenue Management System (RMS) to record all revenue transactions.  The BSO and GA will follow all appropriate provincial financial policies and procedures for revenue transactions.

Budgets

Budgets are set by the Managing Partners and may be revised as necessary on a fiscal year basis.  Each Partner is responsible for specific expenditure items per the budget sharing agreement contained in Appendix B.  

The BSO and GA are responsible for the purchase of stationery and supplies in accordance with their respective budget policies and procedures.

Appendix E

Greater Victoria Economic Development Commission

(Business Victoria)

 and 

Victoria Connects 

Working Relationship

Business Victoria and Victoria Connects are co-tenants in the same physical space at Suite G7, 1001 Douglas Street, Victoria BC, and offer complementary business information and start-up services.  Business Victoria and Victoria Connects will work together on the following basis;

1. Pursue opportunities to work together and combine expertise on small business presentations, informational seminars and community initiatives

2. Business Victoria will take an active role in promoting the existence and services of the Victoria Connects office to the community 

3. Each partner* will be responsible for notification of any alteration of office schedule and/or of major events

4. Victoria Connects has use of Business Victoria’s training room, depending on availability

5. Business Victoria will facilitate communications between Victoria Connects and local information and service providers in the community

6. Cooperation and consideration of either partner* will be practiced with regards to daily operations and disturbances

7. Business Victoria and Victoria Connects will share the kitchenette, staff washroom and storage facilities.

8. Business Victoria and Victoria Connects will work together to ensure that Victoria Connects services meet the needs of community interests and demographics

· Partner refers to the Victoria Connects office/staff and the Business Victoria office/staff.

Appendix E

Duly Agreed by:

_______________________________________

Ken Stratford

Commissioner

Victoria Economic Development Commission

_______________________________________

Lynelle Spring

Director,

Government Agents Branch

________________________________________

Mike Cowley

Director

Small Business Branch

_________________________________________

Frank Eichgruen

Manager, Program Development

Department of Western Diversification Canada

____________________________________________________________________________
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