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ARTICLE 1 - SCOPE 

The scope of the Bargaining Unit shall be all employees of the Company 
covered by the British Columbia Labour Relations Board certification order 
dated 5 May 1998, as amended from time to time. 

ARTICLE 2 - DEFINITIONS 

1. Probationary employee - an employee who has worked fewer than sixty 
(60) shifts or three (3) months, whichever comes first. 

2. Regular employee - an employee who has completed the probationary 
period . 

3. Regular part-time employee - an employee who works twenty (20) to 
thirty (30) hours per week. 

4. Regular full-time employee - an employee who works thirty (30) hours 
per week or more. 

5 . Casual part-time employee - an employee who works less than twenty 
(20) hours per week. 

6. Inbound or Outbound Service Contract - a short term, high volume 
contract which is different than the Company's normal business. 

ARTICLE 3 - UNION RECOGNITION 

The Company or anyone authorized to act on its behalf recognizes the 
Telecommunications Workers Union as the sole collective bargaining agent 
for the employees covered by this Agreement and agrees to negotiate with 
the Union or its designated bargaining representatives in any negotiable 
matters affecting the relationship between the Company and its employees. 

ARTICLE 4 - DISCRIMINATION 

The Company shall treat all the employees in a just and equitable manner, 
consistent with the terms of this Agreement. 
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The Company shall not discriminate on the basis of race, creed, colour, sex, 
sexual orientation, physical disability or age and as otherwise provided by 
the Canadian and British Columbia Human Rights Acts. 

The Company shall not discriminate against any employee for membership in 
or for activities on behalf of the Union or for membership in any accredited 
trade union . 

ARTICLE 5 - UNION SECURITY 

All employees presently members of the Union shall remain members of the 
Union, and all newly hired employees shall become members of the Union 
upon completion of their probationary period and remain members during 
the life of this Agreement as a condition of employment. 

ARTICLE 6 - UNION DUES 

The Company shall deduct Union dues and other amounts chargeable by the 
Union from the daily wages of all employees. This amount shall be 
forwarded monthly by the Company to the Union, along w ith the names, 
social insurance numbers, total hours worked and gross pay of all 
employees. 

The Company agrees to provide the Union in writing with the name, address, 
and date of hire of each employee. The Company shall provide the Union 
once per month a list of all employees whose employment has been 
terminated during the previous month as well as other information related to 
changes in employees' status with the Company. 

ARTICLE 7 - GRIEVANCE PROCEDURE 

Any difference concerning the interpretation, appl ication, administration or 
alleged v iolation of the provisions of this Agreement, health and safety 
standards, or regulations governing employment shall be dealt with in the 
following manner: 

Step One: The employee shall discuss the matter with a Shop Steward 
together with the Company representative. This discussion 
will take place within thirty-five (35) days of the date of the 
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occurrence or with in thirty-five (35) days of the date the 
employee could reasonably have known of the occurrence 
giving rise to the grievance. 

Step Two: If the grievance is not resolved at Step One, it shall be put in 
writing and delivered to a designated Company representative. 
The grievance shall be discussed, within seven (7) days, 
between the Shop Steward, grievor and a designated 
Company representative. 

Step Three: If the grievance is not resolved at Step Two, a meeting shall 
be scheduled between a Union Business Agent and/or 
designated Union Counsellor, Shop Steward, and a 
Representative of the Company within fifteen (15) days of the 
Step Two meeting. 

Grievances shall be taken up on Company time during regular working 
hours. 

The Company shall render its decision in writing to the Union within seven 
(7) days of the Step Two and Step Three meetings. Time limits may only be 
changed by mutual agreement between the Union and the Company. 

If the grievance is not resolved at Step Three, either party may refer the 
matter to arbitration within thirty (30) days of the Step Three meeting. 
Arbitration proceedings shall be instituted by service of a written notice to 
arbitrate by either party upon the other. 

ARTICLE 8 - ARBITRATION 

Where a difference arises between the parties during the term of this 
Collective Agreement relating to the dismissal, discipline or suspension of an 
employee, or to the interpretation, application, operation, or alleged 
violation of this Agreement, includ ing any question as to whether a matter is 
arbitrable, the matter may be referred to an Arbitrator by either Party. 

1. The right to arbitration shall not extend to any matters other than those 
concerning the interpretation, appl ication, administration, or alleged 
violation of th is Agreement. 
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2. Arbitration proceedings shall be instituted by service of a written notice 
to arbitrate by either party upon the other. Within seven (7) days of the 
service of such notice, each party shall propose an Arbitrator to hear the 
issue. If agreement on the selection of an Arbitrator is not reached 
within fourteen (14) days of the notice to arbitrate, a request shall be 
made to the Minister of Labour to appoint an Arbitrator. 

3. The Arbitrator shall not have power to alter or change any of the 
provisions of this Agreement, or to substitute new provisions for any 
existing provisions thereof, and in reaching its decision he/she shall be 
bound by the terms and provisions of this Agreement. 

4. The Arbitrator shall, before the hearing, require the representatives of 
the parties to appear before him/her to define the questions of 
interpretation or alleged violation to be arbitrated and to establish the 
procedure to be followed at the hearing. All steps in connection with the 
arbitration shall be taken as expeditiously as possible. 

5. The Arbitrator shall complete his/her sittings and hand down his/her 
decision within thirty (30) days of his/her appointment, unless this time 
limit is extended by the mutual consent of the Union and the Company. 

6. Each party shall pay one-half (1/2) the fees and expenses of the 
Arbitrator and any clerk or stenographer whom the Board of Arbitration 
may require, as well as the ful l costs of its own witnesses. 

7. If the Union submits a disciplinary case to arbitration, the Arbitrator shall 
have the authority to substitute a lesser penalty if, in the Arbitrator's 
opinion, the Company's discipline was too severe. 

8. The decision of the Arbitrator shall be final and binding on the parties. 

Expedited Arbitration 

Should a matter not be resolved and an Arbitrator be required to resolve the 
issue, upon mutual agreement the parties may use the Expedited Arbitration 
Procedure as outlined in Section 104 and 105 of the current British Columbia 
Labour Relations Code. 
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ARTICLE 9 - TIME OFF 

1. No employee shall suffer any loss in normal pay for t ime off attending or 
travelling to or from a meeting between the Company and a duly­
appointed committee of the Union in the course of a normal work day. 

2. A minimum of one (1) employee, and further employees up to 10°/o of 
the average weekly scheduled hours during the previous three (3) month 
period, shall be allowed any reasonable t ime off w ithout pay for Union 
business in add ition to any time spent attending or travelling from a 
meeting w ith the Company. Should the time required be inconvenient to 
the Company, it may be postponed up to seven (7) calendar days upon 
notification by the Company. 

3. A Union representative attending a meeting with the Company on his or 
her own time shall be granted equal t ime off at a mutually acceptable 
time. It will be the responsibility of the employee to keep records of 
time spent in such meetings and to submit them to the Company for 
compensation . 

4. Members of the Union Bargaining Committee shall be paid by the 
Company during contract negotiations for all t ime spent negotiating with 
the Company. The Union shall reimburse the Company for such pay. 

ARTICLE 10 - PAYMENT OF WAGES 

Each employee shall be provided with an itemized statement of his/her 
wages, overtime and other supplementary pay and deductions. 

The Company may not make deductions from wages unless authorized by 
statute, court order, arbitration decision, or this agreement. 

Wages shall be paid by electronic funds transfer every second Friday, and 
pay stubs will be provided to employees in a closed, sealed envelope 
wherever possible every second Friday and in all cases with in 72 hours. 

An employee may select pay cheques as a means of payment only where 
exceptional circumstances exist and with the approval of the Regional 
Manager. Such approval shall not be unreasonably withheld. 
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Wherever possible, pay cheques shall be delivered on the same day the 
electronic funds transfer takes place; however, in exceptional circumstances, 
pay cheques may be delayed by up to 72 hours. 

ARTICLE 11 - HOLIDAYS 

1. The following days shall be observed as paid holidays: 

New Year's Day 
Family Day 
Good Friday 
Victoria Day 
Canada Day 
B.C. Day 

Labour Day 
Thanksgiving Day 
Remembrance Day 
Christmas Day 
Boxing Day 

and any other statutory holiday declared by either the Federal or 
Provincial governments. 

2. An employee is eligible for general holidays after being employed for 
thirty (30) days. 

Working on a holiday entitles the employee to time and one-half for the 
first seven and one-half (7.5) hours worked and double time for all hours 
worked in excess of seven and one-half (7.5) hours, and the employee 
may choose to take another day off with pay at a mutually agreed-to 
time or one (1) day's pay. 

ARTICLE 12 - VACATIONS AND VACATION PAY 

1. Employees shall be entitled to annual vacations on the basis of their 
length of employment: 

Length of Employment 

after one ( 1) year 
after five (5) years 
after ten (10) years 

after fifteen (15) years 

Length of Vacation 

two (2) weeks 
three (3) weeks 
four (4) weeks 
five (5) weeks 

2. The Company shall allow a minimum of 10°/o of employees off on 
vacation at one time. 
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3. Vacation schedules shall be posted on December 1 to allow employees to 
select any vacation period in the first four ( 4) months. Selections for the 
first four (4) month period need not be the employees' first choice. 

All other vacation selections shall be completed by March 15, although it 
is understood that later additions or changes can be made by mutual 
agreement. 

Employees shall select their vacation periods in order of seniority; 
however, only one vacation period shall be selected by seniority until all 
employees have selected one period. 

Subsequently, all employees who have chosen to take their vacations in 
broken periods shall select in order of seniority for a second vacation 
period and again for subsequent periods until all periods are chosen. 

4. Between December 15 and January 15, vacation selection shall be by 
seniority; however, an employee who has selected vacation in that 
period shall not again select vacation in that period until all other 
employees have had an opportunity to make such a selection. 

5. Between May 1 and September 30, vacation periods selected shall be a 
maximum of two (2) weeks in length. 

6. If a statutory holiday falls within the employee's vacation period, the 
Company will allow the employee a compensatory day off with pay. 
Wherever possible, the extra day will be granted on one of the days 
adjacent to the employee's vacation period or as otherwise agreed to 
between the Company and the employee. 

Vacation Pay: 

1. Employees shall be entitled to vacation pay on the basis of their length of 
employment: 

Length of Employment 

hiring date to five (5) years 
after five (5) years to ten (10) years 
ten ( 10) years to fifteen (15) years 

after fifteen (15) years 

Vacation Pay 

4°/o of gross pay 
6°/o of gross pay 
8°/o of gross pay 

10°/o of gross pay 
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2. Employees may choose upon their written request to receive their 
vacation pay with a covering statement of deductions one (1) week prior 
to their scheduled vacation period. 

3. Employees may choose upon their written request to receive their 
vacation pay each and every pay-day for a minimum 6-month period. 

4. The Company shall pay any vacation pay due to an employee and not 
paid out under 2 or 3 above to that employee on the last pay-day of the 
calendar year or the first pay-day of the following year. 

ARTICLE 13 - SENIORITY 

An employee's seniority shall be determined by the date on which he/she 
was hired by the Company. 

Assignment of work shall be done by : 

(a) seniority 
(b) skill 

When skill is relatively equal, (a) will decide. The Company will not apply 
skill measurement in an arbitrary or capricious manner. 

ARTICLE 14 - SCHEDULED INCREASES 

1. Wage increases shall be paid accord ing to the wage schedules as set 
forth in Appendix 1 of th is Agreement. 

2. Increases shall be effective on the first day of the new pay period that 
falls closest to the employee's anniversary date. 

ARTICLE 15 - OVERTIME COMPENSATION 

The working of overtime shall be on a voluntary basis and shall be offered on 
the basis of seniority. Overtime shall be kept to a min imum. 

1. When overtime is worked, overtime rates of pay shall be paid: 
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(a) On a daily basis, time and one-half the regular rate for all hours 
worked in excess of 7 .58 hours in the day and double time for all 
hours worked in excess of ten (10) hours. 

(b) On a weekly basis, time and one-half for all hours worked in excess 
of 37.9 in the week and double time for all hours worked in excess of 
forty-five ( 45) hours in the week. 

Overtime Breaks: If an employee is requested to work one hour or more 
beyond the end of his/her shift and agrees to do so, a paid fifteen (15) 
minute rest period shall be provided as soon as reasonably possible. In 
addition, if the employee works overtime such that the employee works 
more than five (5) hours beyond the end of his/her shift, then a further 
fifteen (15) m inute paid rest period shal l be provided. In addition, under 
these circumstances, the Company will either provide a meal or pay the 
employee a meal allowance of $6.00. 

Extreme Weather or Act of God 

In the event of extreme weather or an act of God, an employee may be 
required to remain on duty. Management will do everything reasonably 
possible to obtain relief for that employee and will pay any unusual 
transportation costs for the employee required to remain on duty and for the 
relief employee. 

When an employee is required to remain on duty under this provision, they 
shall be paid double time for all hours so worked. 

ARTICLE 16 - SCHEDULING 

1. It is the sole discretion of the company to determine which tours of shifts 
shall be worked, subject to Article 35, No . 6. 

2. Schedules shall cover a four ( 4) week period and shall be posted ten 
(10) days prior to the date on which they become effective to allow 
employees to be informed of the shifts that they are scheduled. 

3. Employees shall select tours of shifts on the basis of seniority. 
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4. If a schedule has been posted and it is cancelled on less than twenty­
four (24) hours' notice, employees scheduled to work shall be pa id as if 
they had worked the posted hours. 

5. No employee will be required to work more than two (2) Saturdays and 
two (2) Sundays in any four (4) week period . 

6. Upon forty-eight ( 48) hours' notice, an employee may trade his or her 
shift with the approval of management, provided that no additional costs 
are incurred by the company. 

7. Once a vacant tour has been canvassed twice and remains vacant, the 
Company may hire a new employee specifically for the tour. Should a 
new employee be hired for that specific tour that said tour is exempt 
from Article 16.3 for 180 days. If a shift tour becomes available due to 
exceptional circumstances, with the advance written approval of 
management the original shift tour owner shall be provided the right to 
reclaim their original shift tour. 

8. After canvassing for volunteers, the company may at its sole discretion, 
shorten any shift length by up to but not exceeding one (1) hour before 
or during that shift, with or without notice as call volumes and business 
needs may require . Shifts will be cut based on seniority (lowest seniority 
will be cut first). No employee shall be subject to having more than two 
(2) shifts per work week shortened. 

ARTICLE 17 - DIFFERENTIALS 

1. An employee who works afternoon shift shall receive a differential of 
$0 .50 per hour. 

2. An employee who works graveyard sh ift shall receive a differential of 
$1.00 per hour. 

3. An employee who is assigned as a trainer of new employees shall receive 
a differential of $0.85 per hour worked training new employees. 

4 . An employee assigned to do work normally done by management 
employees shall receive a differential of $1.10 per hour so worked. 
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5. An employee assigned to do the work of programmer shall receive a 
differential of $1.10 per hour worked. 

6. An employee assigned to administration/clerical work shall receive a 
differential of $1.00 per hour worked . 

7. An employee assigned to do the work of team lead shall receive a 
differential of $1.00 per hour worked . 

ARTICLE 18 - DISCIPLINE 

No employee bound by this Agreement will be disciplined, suspended or 
discharged except for just and reasonable cause. 

When management deems that conduct requiring discipline has occurred, it 
will pursue the following progressive steps: 

1. The supervisor will issue verbal warnings. Written notice of such 
warnings will be provided to the Union. 

2. If that conduct is repeated, the supervisor will issue a written warning. A 
copy of such warning will be provided to the Union, and the employee 
will be interviewed by either the Regional Manager or their designate in 
the presence of a Union representative. 

3. After 1 and 2 above have been completed and if that conduct which 
management deems requires discipline is repeated, the employee shall 
be subject to suspension . Notice of any such suspension will be provided 
in writing to the Union, and the employee will again be interviewed by 
either the Regional Manager or their designate in the presence of a Union 
representative. 

4. After 1, 2 and 3 above have been completed and if that conduct which 
management deems requires discipline is repeated, the employee shall 
be subject to discharge. Notice of any such discharge will be provided in 
writing to the Union, and the employee will again be interviewed by 
either the Regional Manager or their designate in the presence of a Union 
representative. 

In exceptional circumstances that may involve incidents of theft of services 
or property, violence in the workplace, intoxication or possession of illegal 
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substances in the workplace, call avoidance, using explicit profanity with a 
caller or systems security breaches when management deems that serious 
misconduct requiring exceptional discipline has occurred, the Company may 
proceed to step 3 or step 4 above, whichever is just and reasonable without 
completing the previous steps. 

Call Avoidance is recognised as a pattern of hanging up on callers and or 
staying in disconnect status for a prolonged or repeated periods of time for 
non-work purposes. 

ARTICLE 19 - DISCIPLINE RECORDS 

A copy of any disciplinary note which is placed in an employee's file, 
including any written record of a verbal warning, shall be sent to the Union 
office, with a copy presented to a Shop Steward. If the employee does not 
receive further progressive discipl ine during the one (1) year period from the 
date of the occurrence upon which the disciplinary entry was based and the 
employee was not suspended, the Company will remove such note or record 
from the employee's file and be barred from using that entry in any further 
disciplinary action. If an employee was suspended and does not receive 
further progressive discipline during the five (5) year period from the date of 
the occurrence upon wh ich the suspension was based, the Company will 
remove any note or record of the suspension from the employee's file and be 
barred from using that entry in further disciplinary action. 

ARTICLE 20 - NEWLY HIRED PERSONNEL 

New employees shall be advised, on their first day of work, the names and 
location of the Shop Stewards who will provide the employee with a copy of 
the Collective Agreement, a list of Health and Safety Committee members 
and any other pertinent Union information. As soon as possible and within 
the probationary period, one (1) Shop Steward shall be permitted 
approximately 15 minutes for an orientation with new employees. 

The new employee will report to the Manager, who will ensure the following 
documents are provided to the employee: 

(a) Set of Company ru les 
(b) List of Safety Procedures and instructions on location of exits 
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The Personnel Supervisor shall explain hours of work and when lunch and 
coffee breaks occur. 

New employees shall receive sufficient training prior to beginning their work. 

ARTICLE 21 - LAYOFF 

Layoffs shall be carried out on the basis of seniority. Employees shall be laid 
off in the reverse order of their seniority, with the least senior employee 
being laid off first. 

Recall shall be on the following basis: The last laid off shall be the first 
recalled; laid off employees will be recalled before new employees are hired. 

During the layoff, an employee shall maintain and accumulate seniority for 
the period of their lay-off. 

It is the employee's responsibility to keep the Company informed of any 
change in his or her address, phone number and availability for work. 

The Company shall, by way of a telephone call and registered letter, contact 
laid-off employees about returning to work. After being contacted, the laid­
off employee shall contact the Company within seven (7) days and inform 
the Company of the employee's intention to return to work. 

After being contacted about returning to work, the employee shall have 
thirty (30) days to return to work. 

ARTICLE 22 - CONTRACTING OUT 

The Company shall not contract out work normally performed by employees 
within the Bargaining Unit. 

ARTICLE 23 - TECHNOLOGICAL CHANGE 

When the Company introduces technological change, Article 54 of the Labour 
Relations Code shall apply. 
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ARTICLE 24 - PENSION AND MEDICAL BENEFITS 

Pensions 

The Company shall at the request of an employee establish a Registered 
Retirement Savings Plan in the name of that employee at a financial 
institution determined by the Company. 

The employee shall designate the percentage of their gross earnings to be 
deducted bi-weekly for R.R.S.P. contributions. 

The Company shall deposit all R.R.S.P. funds within fourteen (14) days of 
the end of the month in which the deductions were earned. 

The employee may from t ime to time change the percentage of their 
contributions, provided they do so in writing at least fourteen ( 14) days 
before the pay day the change is to be effective. 

Medical Benefits 

1. The Company will contribute monthly on behalf of employees fifty 
percent (50°/o) of the applicable premium for basic medical coverage for 
single, couple or family as provided under the applicable plans of the 
Medical Services Plan of B.C. 

2. The Company will contribute monthly on behalf of the employees fifty 
percent (50°/o) of the cost of the Company's Extended Care Package. 

3. The Company will contribute monthly on behalf of the employees fifty 
percent (50°/o) of the cost of the Company's Dental Plan. 

4. Contributions will continue on behalf of employees who are absent 
through sickness, accident, or on maternity or parental leave, up to a 
maximum of twelve (12) months, provided the employee continues to 
pay his/her share of the benefit costs . 

ARTICLE 25 - BRIDGING OF SERVICE 

After five (5) years of employment, an employee will have his/her previous 
existing time of employment bridged. That is, the length of the earlier 
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period of employment will be added to the length of the current period of 
employment to determine the employee's seniority with the Company. 

ARTICLE 26 - PAY PROVISIONS FOR ABSENT EMPLOYEES 

Bereavement Leave 

If one of the following relatives of an employee dies, the employee shall be 
entitled to three (3) consecutive calendar days off either at the t ime of death 
or to attend a funeral: Spouse, Father, Mother, Legal Guardian, Son, 
Daughter, Brother, Sister, Mother-in-law, Father-in-law, Sister-in- law, 
Brother-in-law, Grandfather, Grandmother and Grandchild, Common-law 
spouse, Son-in-law, Daughter-in-law, dependent individual living under the 
same roof. Any of those days which fall on a day the employee is scheduled 
to work will be paid at the employee's regular hourly rate of pay. 

It is not intended to provide time off at a future date at the discretion of the 
employee. 

If bereavement leave falls during vacation periods, the employee will be 
granted one and one-half ( 1. 5) paid days off at a mutually agreeable time. 

Jury Duty 

An employee who is called for jury duty or who is subpoenaed as a witness 
will receive for each day of absence, to a maximum of 30 calendar days, the 
difference between his or her regular pay, computed at the employee's 
hourly wage rate as currently scheduled, and the amount of jury fee 
received, providing that the employee furn ishes the Company with a receipt 
signed by the proper court officer showing the amount of jury fees received. 

ARTICLE 27 - DISABILITY AND LIFE INSURANCE 

Short Term Disability 

Regular part-time and Casual part-time employees absent from work due to 
sickness or non-occupational accident for more than two (2) consecutive 
days sha ll be entitled to five (5) paid sick days per year, and any days not 
used in that year sha ll be accumulated up to a maximum of ten (10) days. 
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Regular full-time employees absent from work due to sickness or non­
occupational accident shall be entitled to five (5) paid sick days per year, 
and any days not used in that year shall be accumulated up to a maximum 
of ten (10) days. At the Company's request a doctor's certificate may be 
required to confirm the reason for absence. The cost of providing such a 
certificate will be borne by the Company. 

Long-Term Disability 

The Company is responsible for the administration of the Long Term 
Disability (LTD) Plan and agrees that there will be no unilateral reduction in 
benefit levels. Employee benefits brochures shall be provided by the 
employer to all employees who are eligible for benefits, at time of hire or 
upon request. The employees will pay 100°/o of the LTD premiums. 

Life Insurance and Accidental Death and Dismemberment 

The Company shall pay 100°/o of the cost of Life Insurance and Accidental 
Death and Dismemberment Coverage. For each employee, the amount of 
the Life Insurance shall be one year of the employee's gross pay up to a 
maximum of $20,000.00 . 

ARTICLE 28 - OCCUPATIONAL DISABILITY 

Employees waiting for Workers' Compensation Benefits shall be pa id fifty 
percent (50°/o) of their average weekly pay until they receive the appropriate 
benefit, to a maximum of seven hundred and fifty dollars ($750.00). Any 
overpayment made by the Company to the employee shall be returned to 
the Company. Employees waiting for Workers' Compensation Benefits must 
submit proof of claim to the Company. 

ARTICLE 29 - LEAVES OF ABSENCE FOR UNION BUSINESS 

With fourteen (14) days' written notice, an employee who is appointed or 
elected to do business for the Un ion shall be granted a leave of absence 
without pay to carry out such business to a maximum of four ( 4) years. 
Subsequent requests by other employees may be postponed up to 30 days. 
These employees shall continue to accumulate seniority for the period 
covered by this Agreement and, upon giving the Company thirty (30) days' 
notice in writing of their intention to return to work, shall be reinstated in 
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the job held prior to the leave of absence at the wage rate received at the 
start of the leave pending reorientation. Having completed reorientation, 
the employees' pay will be set at the level commensurate with their 
seniority. The reorientation period shall be two (2) weeks per year to a 
maximum of eight (8) weeks. 

Leaves of absence of up to four ( 4) weeks for two (2) employees for the 
purpose of attending Union schools, conventions, conferences, or 
negotiations of this Agreement shal l be granted by the Company in response 
to a written request from the Union. The Union shall give the Company 
written notice as soon as reasonably possible but in any case not less than 
fourteen (14) days before the requested leave is to commence. If a request 
for an extension of a leave of absence is made prior to the expiration of the 
leave, it shall be granted. 

ARTICLE 30 - PERSONAL LEAVES OF ABSENCE 

The Company shall grant employees time off without pay, to a maximum of 
twelve ( 12) weeks, for good and sufficient reason. "Good and sufficient 
reason" as referred to herein shall be the subject of mutual agreement 
between the Company and the Union and shall not be established arbitrarily 
by either party. 

Maternity Leave and Parental Leave 

Maternity leave and parental leave shall be as outlined in the BC 
Employment Standards Act. An employee will be reinstated at the expiry of 
the leave to their normal job or one of equal rating. Seniority shall 
accumulate through such periods of leave. 

ARTICLE 31 - PICKETING 

The Company agrees that no employee shall be required to cross any picket 
line until clearance has been obtained from the President of the Union or 
his/her appointee. The Union will make prompt investigation of any 
picketing situation involving Company employees. In the case of a legal 
picket, the Union will make every effort to obtain clearance from the affected 
Union . 
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ARTICLE 32 - COMPANY TRAINING AND COURSES 

Training shall be provided to all employees on a fair and equitable basis. 
The Company shall ensure that all employees receive the training required to 
provide high quality service and to ensure that work is distributed equitably 
among all members of the work force. 

Continuing employees who are asked to train new employees shall receive 
the requisite instruction needed for them to carry out effective training. 
They shall be paid their normal hourly wage for the time they are receiving 
this instruction. 

Industry standards and Company rules will be prominently posted in the 
workplace. 

ARTICLE 33 - JOB POSTINGS 

Openings for regular full-time Operator positions, regular part-time Operator 
positions and other positions within the Bargaining Unit which become 
vacant shall be posted for seven (7) working days in order to give 
employees with seniority time to apply. An employee who is absent when a 
vacancy is posted shall receive equal consideration with other employees, 
provided the employee notifies the Company, in writing, that he or she 
wishes to apply for the vacancy. 

The filling of openings in Bargaining Unit positions shall be based on 

(a) seniority 
(b) skill 

When skill is relatively equal, (a) will decide. The Company will not apply 
skill measurement in an arbitrary or capricious manner. 

ARTICLE 34 - HEAL TH AND SAFETY 

The Company agrees to make proper provisions for the maintenance of high 
standards of health and safety in the work place. The Company shall comply 
with applicable Provincial, Municipal and Workers' Compensation Board 
health and safety legislation and regulations. 
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No employee shall be discipl ined or discharged for refusal to work on a j ob 
or in any work place or to operate any equipment where it would be contrary 
to applicable Provincial, Municipal and Workers' Compensation Board 
legislation or regulations. 

All employees shall be provided with equipment whose quality meets 
industry standards. 

Health and Safety Committee 

There shall be a joint Health and Safety Committee consisting of one (1) 
representative each from both the Union and Management. Each party shall 
select its own representative to this Committee. 

The Committee shall meet regularly every six months on Company t ime or 
at the call of the Committee Chairperson to consider emergency matters 
pertaining to the health and safety of all employees. The parties shall 
alternate chairing the meetings at intervals of six (6) months. 

The role of the Health and Safety Committee shall be to make 
recommendations and to assist in creating a healthy and safe work place for 
all employees. 

The Committee shall make inspections of the work place and equipment 
every six months and shal l report the results of their inspection to the 
Committee. 

A copy of the minutes of each Health and Safety meeting shall be posted on 
the notice board within three (3) working days following the meeting, and a 
copy shall be forwarded to the Union Business Agent and posted on the 
Union Bulletin Board. 

VDT Exposure 

The Company agrees to maintain video display terminals and computers in 
accordance with government regulations. 

Pregnant employees will be allowed to carry out alternate duties for the 
duration of their pregnancy if such duties are available within the Bargaining 
Unit. 

r;l()vet.p 
G:\Agreement• PDF-WORD\Agreemenb Word\ Tiger Tel\Stericyde 20 15-201 8\ Stericyde 2015-2018.docx 

Page 19of25 



ARTICLE 35 - HOURS OF WORK 

1. The normal work week for regular full -time employees shall be seven 
and one-half (7.5) hours per day, thirty (30) or more hours per week, 
Monday through Sunday. 

2 . The normal work week for regular part-time employees shall be twenty 
(20) or more hours per week. No shift will be less than four ( 4) hours in 
a day. 

3. The normal work week for a casual employee shall be less than twenty 
(20) hours per week. No sh ift will be less than four ( 4) hours in a day. 

4. Wherever possible, employees' hours shall be schedu led as set out in 1, 
2 and 3 above. 

5. Where it is not possible due to lack of work to schedule the above­
mentioned minimums, hours will be assigned by seniority. 

6 . The Company shall not utilize regular part-time positions as a substitute 
for regular full-time positions. 

7. No provision of this Agreement shall be construed as a guarantee of 
hours of work per day or per week, or days of work per week. 

ARTICLE 36 - TEMPORARY EMPLOYEES 

1. Temporary employees may be engaged to : 

(a) work on Inbound or Outbound Service Contracts of a defined 
duration of less than 90 days. The 90-day time limit may be 
extended by agreement between the Company and Union. 

(b) do the work of a la id-off employee who has been recalled until such 
time as that laid-off employee returns to work under the provisions 
of Article 21 of th is Agreement. 

2. The Company shall inform the Union of the Company's intention to 
engage temporary employees as soon as reasonably possible. 
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3. Temporary employees shall be offered regular employment, if such 
employment becomes available during their employment, before outside 
recruitment in accordance with Article 13 - Seniority. 

4. Temporary employees who remain on staff for longer than 90 days, or 
for longer than the duration of the Inbound or Outbound Service 
Contract for which they were engaged, shall be offered regu lar 
employment in accordance with Article 13 - Seniority. 

5. Temporary employees shall be terminated at the end of the time set 
forth in paragraph l(a) or (b) under which they are engaged and will not 
be covered by Article 21 - Layoff. 

ARTICLE 37 - GENERAL CLAUSE 

1. Where the masculine is used in this Agreement, it is understood that the 
reference shall include the feminine, and vice versa. 

2. The Company agrees to meet with full-time Union Officers or their 
appointees to discuss matters of mutual concern, other than grievances. 

3. The Company and the Union agree to supply a copy of th is Agreement 
to each employee of the Company affected thereby. 

4 . The Company agrees to provide a full day's pay to any employee 
suffering injury or emergency sickness which requires absence during 
the working day for medical or hospital attention. To be eligible for th is 
pay, the employee must report to their supervisor or to the first aid 
attendant before leaving the workplace and must submit evidence of 
treatment upon return ing to work. 

5. The Company shall provide employees with all equipment it determines 
is requ ired to carry out their work. No employee will be required to 
provide this equipment. The Company will provide each employee with 
their own voice tubes and earpiece covers. 

When specific equipment is provided to an employee, to be used by only 
that employee, that employee shall be responsible for damage caused 
by them to that equipment beyond normal wear and tear. 
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6. Employees working five (5) hours or less shall be entitled to one (1) 
fifteen (15) minute paid break. 

Employees working more than six (6) hours and up to seven and one­
half (7 .5) hours shall be entitled to two (2) fifteen (15) minute paid 
breaks. 

Employees shall be entitled to a one-half (1/2) hour unpaid break after 
working five (5) hours. 

7. If the Company intends to sell, transfer, or lease all or part of this 
operation, it shall give notice of the existence of this Agreement to any 
purchaser, transferee, lessee or assignee. Such notice shall be provided 
in writing, with a copy to the Union. 

8. Management shall not perform any Bargain ing Unit work for longer than 
a one-hour period except when no Bargaining Unit employee is 
available. 

9. The Company shall supply all employees with secure facilities for the 
storing of personal belongings and work-related equipment that is 
personally assigned, such as headsets. 

10. The Company shall provide a space away from the normal work area for 
employees to use during their breaks and meals. This space shall be 
supplied with a refrigerator, microwave oven and running water. 

11. The Company shall supply a bulletin board for the use of the Union to be 
used for the posting of official Union business. 

12. An employee is entitled to examine his or her own complete persona l 
file upon written request to a manager. Such examination will take 
place in the presence of a manager. 

ARTICLE 38 - MONITORING AND MEASUREMENT OF WORK 

The purpose of monitoring is to ensure a consistent level of performance 
among employees that allows the Company to continuously meet or exceed 
customer expectations. 

, novd.p G:\Agreemenls PDF-WORD\Agreemenls Word\ Tiger Tel\Slericycle 2015-201 8\Stericycle 2015-2018.docx 

Page 22 of25 



Monitoring and measurement of work related statistics will be used to 
identify key performance indicators. 

Employees will be given no less than two (2) performance reviews per year. 
Specific time frames will be set to bring performance areas that do not meet 
required levels up to the respective acceptable levels. Any training 
necessary to assist the employee in meeting acceptable performance levels 
will be provided to the employee as part of the employee's regularly 
scheduled hours. 

Each employee shall have a unique password, and such password shall be 
kept confidential. 

ARTICLE 39 - DURATION OF AGREEMENT 

This Agreement shall remain in force for the period of three (3) years from 
the date of signing. This Agreement shall continue in full force and effect 
thereafter until terminated by two months' written notice given by either 
party. 

Signed in Burnaby, B.C. this i?2 4h.. day of ~rch. 2016. 

Stericycle Communication 
Solutions 

Telecommunications Workers 
Union, United Steelworkers 
Local 1944 

den~ 
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APPENDIX I - WAGE SCALE 

Length of Dec. 21, Dec. 21, Dec. 21, 
Service 2015 2016 2017 

Oto 3 months $ 11.97 $ 12.27 $ 12.61 

4 to 12 months $ 12.57 $ 12.88 $ 13.24 

13 to 24 months $ 13.15 $ 13.48 $ 13.85 

25 to 36 months $ 13.74 $ 14.08 $ 14.47 

37 to 48 months $ 14.62 $ 14.99 $ 15.40 

49 to 60 months $ 15.48 $ 15.87 $ 16.30 

61 months+ $ 16.52 $ 16.93 $ 17.40 

All existing wage rates will be grandfathered until such time as they fall 
within the above wage scale. 
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Telecommunications Workers Union, United Steelworkers Na tional Local 1944 
5261 lone Street, Burnaby, British Columbia , V5H 4A6 

Tel. 604.437.8601 •Fox 604.435 .7760 • www.uswl944.co 

TELECOMMUNICATIONS WORKERS UNION 

www.focebook.com/usw 1944 IJ 
www.twitter.com/ usw 1944 )# 

._._._ __ NATIONALLOCAL1944 ... ,..,..,..,..,..,..,..,..,..,..,..,..,..,..,..,..,..,..,..,..,..,..,..,..._,..,......, 

February 6, 2012 

Stericycle Communication Solutions 
212 - 6011 Westminster Highway 
Richmond, BC V7C 4V4 

Dear Ms. Straw : 

Letter of Agreement 
Re: Electronic Pay Stubs 

It is agreed and understood that the following terms and cond it ions shall apply to the 
utilization of electronic pay stubs : 

1. An employee shall be able to access a computer and view their electronic 
pay stubs during company-paid time 

2. An employee shall be able to print their electronic pay stubs on company-paid time 
using company resources if they so choose 

3. The company shall ensure that no unauthorized employee will be able to access any 
other employee's electronic pay stubs 

Signed in Burnaby, BC this \ B th day of f(\crr\Q t 2016 

AGREED : 

AGREED : 
Telecommunications Workers Union, United Steelworkers Local 1944 
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Memorandum of Agreement 

During the course of bargaining, the Union and the Company agreed to the At Home 
Agent Program Handbook. This will apply to all agents who agree to participate in this 
program from date of Ratification of the 2016 Collective Agreement. 

The sole exception will be Joan Mitchell, who has been working as an At Home Agent 
since 2011 under a previously signed agreement, dated February 1, 2011. This 
agreement shall supersede the agreed upon At Home Agent Program for the life of this 
Collective Agreement. 
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February 1. 2011 

Joan Mitchell 
c/o Richmond 
TigerTel Communirations Inc.. 

RE: Remote Customer Service Representation 

Dear Joan, 

This dgreement will encompa~~ all Remote Service Representation including full time, temporary and/or 
Disaster or Pandemic related E>mergenc1es 

This cJrr angernenl will be effective February 1 . .2011 and be subiect to the following terms, conditions and 
commentary 

This J°\greemcnt 1s not an Employment Agreement and 1s not lo be construed as such. The 
unenforceabtltty of any prov1s1on o f th i~ Agreement shall not affect the remainder of the Agreement. 

Work Location 

The terms "remote work location" or ffremote workplace" shall mean Employee's homE~ or any sa tellite 
office location approved by Employee' s supervisor. 

The sire chosen els Employee·~ remote workplace must be approved by TigerTel. A layout of the proposed 
remote workspace, furniture, equipment and electrical outlets shall be subm1Hed to figerTel for approval 
and attached to thi;, agreement. The Employee agrees that TigerTel representatives may make on-site 
vi:.1ts to the remote workplace during the Employee's work hours. Any visit shall be madP at a mutually 
agreeable time for purpo)es of picking up or dellvenng work, equipment or materials evaluating the 
telecommuting arrangement or checking or maintaining TigerTel owned equipment 

A remote work location must be equally free from d1stract1ons including, but not limited co, TV~. children, 
other md1v1duals, or pets. All branch policies and procedures regarding workstations must be followed 
both In office and at a remote work location 



Supplies and Equipment 

TigerTel may, at its sole discretion, choose to purchase equipment and related supplies for use by 
Employee or may permit the use of Employee-owned equipment. Costs of supplies purchased by 

Employee without prior approval shall not be reimbursed. 

The decision as to the type, nature, function and/or quality of electronic hardware, computer software, 

data and telecommunications equipment and facilfties used (e.g. telephone lines) shall rest entirely with 
TigerTel. The decision to remove or discontinue use of such equipment, data and/or software shall rest 

entirely with TigerTel. 

Employee agrees that all TigerTel owned data software, equipment, facilities and supplies will be proper!'{ 
protected and !>ecu red TigerTel owned data, softwar e, equipment and supplies shall not be used to 
create Employee owned software or personal data. TigerTel software shall not be duplicated . Products 
and programs developed while engaged as a remotely located CSR for TigerTel shall become the property 

of TigerTel. 

All equipment. either employee or employer provided, must be fully maintained and ready for use at any 
time. 

In the event ot equipment failure or malfunction, Employee shall immediately notify TigerTel so that the 
equipment may be repaired or replaced as necessary. In the event of delay in repair or replacement, or 
any other clrcum~tance under which it would be impossible or impractical for Employee to work as a 
remote CSR, Employee may be assigned other work and/or assigned to another location, at TigerTel' s sole 
discretion. 

(Chart to be customized on a per branch basis) 

Equipment 
~<?_~puter ___ _ 

Monitor - --·- -------·------~-· 

-~ouse/Keyboar_~ .. _ _ --· 

__f_omputer D~sk _ ·--·--

Adeq\J~.!!. Shair -·------------··-

x 
)( 

x 

x 
- ·-y•· .. --... ····--··· ·----···'---·--------··-··-~-- ________ ,,,. ______ _ 

x 
-~- _..,.., ...... ~·~m.o--.. ---·-y-•·--~----·~------- ----·-··------

I 

·---.-- l 
i 

----l 
I ------·---··-·--- ·--------· 
' 

-~-·------~-~ 
l 

-~ 

The Employee will have IT support available tor connection or computer issues solely relating to the use of 
the equipment as a TigerTel Remote Customer ServicP Represent ative. All other difficulties arising from 
non TigerTel related use of the computer equipment, phone carrier outages or high speed internet 
outages wil l be the sole responsibility of the employee. 

In the event that legal action ls required to regain possession of property owned by TigerTel, Employee 
shall pay all costs incurred by TigerTel, including reasonable attorney' s fees, should TigerTel prevail. 



Work Hours and Compensation 

Work hours, overtime compensation and vacation schedules shall conform to existing branch's policles 
and procedures and the terms of this agreement. Employee's wage rate and benefits remain unchanged. 

In the event of a Pandemic or Disaster situation. the employee may be expected to work his/hpr full 
scheduled shift(s) from the remote location All remote shift work must be approved by Management 
prior to shift commencement. 

Safety and Liability 

TtgerTef does not assume liability for loss, damage or wear of Employee owned equipment and/ or 
workspace, Employee is responsible for proper operation of TlgerTel's equipment and shall be liable for 
any damage or loss caused by Employees intentional wrongful or negligent act. 

Employee shall designate a workspace within the remote workplace and shall mamtain this workspace in 
a safe condi tion, free from hazards, and other dangers to Employee and equipment. 

Employee shall maintain the same environment in the remote workplace as he or she would at the 
designated headquarters. Employees are subject to the same TigerTel policies and procedures regardless 
of work location 

Furniture, lighting. environmental protection and household sa fety equipment incidental to the use of 
TigerTel equipment, software and supplies shall be appropriate for its intended use and shall be used and 
maintained 1n o safe condition, free from defects and hazards. 

Employee ~hall notify supervisor immediately in case of injury. 

Employee Duties and Obligations 

Employee shall comply with all applicable laws, policies and instructions regarding conflicts of interest and 
confidenti<11ity 

Remote employees w ill be monitored on a regular basis and current branch performance standards and 
requirements will be used to evaluate all remote work act ivity. 

• 
• 

• 
• 
• 
• 

• 
• 

Branch Performance Standards & Requirements: 

Full Time remote staff must work a minimum of 1 schedt1led shift per month in office . 

Must maintain excellent attendance record (in office and remote shifts) - TigerTel Richmond's 

late/absent pol icy attached. 

Must not be on current corrective disciplinary action (within the past three months) . 

Must be logged in and turned on for at least 95% of your remote shift . 

Must be folly trained (A call status) . 

Must maintain an overall operator statistics percentage of at least 75% and quality assurance 

scores of at least 85% Jn the past three months. 

Mmt exhibit a positive atti tude . 

Must provide reliable contact information (cell. email, etc.) to discuss time sensit ive client and 

office feedback and/or training. Such reques ts much be respond<'d to within a 24 hour period. 



Employee shall comply with all TigerTel rules. pol icies, practices, instructions and this agreement. 
Employee understands that violation of such may result in cancellation of th is Agreement and/or 
disc1pl.nary act ion, up to and including termination of employment. 

Termination of Agreement 

ngerlel reserves the right to termincJte this agreement at any time, with 10 workings days notice, unless, 
there is a breach of any the terms of thi!. agreement by the employee, m which case this agreement will 
be terminated without prior notice 

In ca~es of employee termination for cause. th is agreement may be lermmated without prior notice, 
according to TigerTel"s pollc1E's and procedL1res 

The employee may terminate this agreement at any time with 10 working days' notice 

TigerTel will not be held respons1blP for coc;ts, <iamarw~. or los~P~ associated with the termination of this 
agreement 

Upon termination of this agreement by either party, Employee shall return to ngerTel all notes, data, 
reference materials, sketches, drawings, memoranda, reports, records, equipment, supplies and all other 
TigerTel documents in Employee's possession or control. 

Joan, we look forw;ird to working with you in this new arrangement. 

Yours truly, 

Tasha Walker 
Branch Manager- Richmond 

I - ./'/ 
Acceptance . __ _,.,..,_',,-,.._' ~""""·-.... -.;;;:·~----·_ 
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