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EXECUTIVE SUMMARY

The Business Advisory Committee (BAC) meeting held on July 2, 2019 provided a "What we
Heard" report, which identified barriers that Indemnified Contractors (ICs) are currently facing to
undertake their business activity. The Water Utility acknowledges that barriers such as
scheduling, resourcing, and utility practices have generated frustration for the ICs community.
The Water Utility has had continued dialogue with the ICs to understand their issues to further
address their concerns but recognizes that further improvements can be made.

The Water Utility is committed to providing safe, clean, reliable, and affordable drinking water to
all Calgarians while complying with provincial and federal regulations. Alongside that mandate,
the Water Utility is focused on providing effective service to all customers and communities,
including citizens and businesses. ICs help to reinforce this mandate as they are indemnified by
The City to work on public water, wastewater, and stormwater infrastructure. Therefore, it is
important for ICs to receive the support required to do their jobs in a timely and organized
manner.

The purpose of this report is to identify solutions that are fair, flexible, and functional to the ICs
customer experience and journey through The City’s process. The Water Utility is proposing
four focus areas to address the key barriers identified in the “What We Heard” report. The four
areas are listed below and are further explained in Attachment 1:

e Focus Area 1: Scheduling IC Appointment Process

o Focus Area 2: City Resources

e Focus Area 3: Roles and Responsibilities

o Focus Area 4: City Operational Practices

Some of the Focus Area actions are being reviewed through active working sessions between
the ICs and the Water Utility. Other short and long-term actions will require further collaboration
between the ICs, the Water Utility, and other business units within The City of Calgary. The
Water Utility has assigned a project lead to see that these actions are completed within the
scheduled timeframe (Attachment 2) and that overall improvements to the IC customer journey
are being made (Attachment 3).

ADMINISTRATION RECOMMENDATION:
That the Business Advisory Committee (BAC) approves Administration from the Water Utility to:

1. Report back in Q4 2019 on the resolved actions as a result of ongoing dialogue between
the Water Utility and the ICs; and

2. Engage as part of a corporate-wide process to identify opportunities for improvement to
the ICs customer experience across The City of Calgary.

Approval(s): GM D. Duckworth concurs with this report. Author: D. Fox
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PREVIOUS COUNCIL DIRECTION / POLICY
On July 2, 2019, the BAC approved the following recommendations:

1) Direct Administration from Water Resources and Water Services report back the BAC on
analysis of the “What We Heard” Report, and provide items currently actioned and any
further actions to be taken no later than July 31, 2019; and

2) Direct Administration to identify resolutions on barriers identified involving timelines,
customer service and innovative/collaborative thinking.

BACKGROUND

To work on public drinking water, wastewater, and stormwater infrastructure, Contractors need
to be indemnified by The City. This agreement with ICs:
e Ensures that construction on City property complies with City standards, and most
importantly, ensures public health and safety.
o Requires the person or company who enters into the agreement to maintain the work for
up to two years.
e Protects The City from potential legal actions that could arise in response to work
performed on City property.

The number of ICs and the amount of work they undertake has increased steadily over the
years. This changing demand along with overall increase in new assets (increase in kilometers
of mains) has challenged resources within the Utility to respond to all system needs in a timely
manner.

To meet the increasing demand on ICs, an appointment schedule was introduced in 2012.
Attachment 2 outlines the timeline of decisions made on how many appointments were
permitted to the IC, as well as the timeline of consultation that has occurred over the past seven
years to keep up with the IC demands for appointments.

INVESTIGATION: ALTERNATIVES AND ANALYSIS

Since 2012, The Water Utility has implemented an appointment schedule with ICs to manage
the increasing requests that come with growing demands for infrastructure. While this process
worked for a number of years, concerns were raised by the ICs in 2018 that jobs could not be
completed due to the process. This feedback from ICs was also shared with the BAC in July
2019. The Water Utility recognizes that the process requires updates and is working with the
ICs to implement an improved process.

The Water Utility completed the analysis of the “What We Heard” Report and understands that
the existing barriers are primarily on the ICs customer journey within The City, and the Water
Utility more specifically.

Stakeholder Engagement, Research and Communication

The Water Utility has conducted several productive working sessions with the ICs that have
resulted in solution-focused ideas to deliver an improved customer experience. These working
sessions with the ICs are expected to continue in order to improve the customer journey and
process.

Approval(s): GM D. Duckworth concurs with this report. Author: D. Fox
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Strategic Alignment

Applicable One Calgary Citizen Priorities for 2019-2022 are “A Well-Run City”, “Healthy and
Green City” and the One Calgary goal to “Enhance service to our customers and communities,
including citizens and businesses”.

In One Calgary, the Water Treatment and Supply line commits The City to deliver high-quality,
safe drinking water and a protected water supply for the future.

Social, Environmental, Economic (External)
Social and Environmental

The Water Utility is committed to providing safe, clean, reliable, and affordable drinking water to
all Calgarians while complying with provincial and federal regulations. Alongside that mandate,
the Water Utility is focused on providing effective service to all customers and communities,
including citizens and businesses.

Economic

The Water Utility acknowledges the barriers that ICs are currently facing to undertake their
business activity. The Water Utility is committed to collaborating with ICs to deliver fair, flexible
and functional customer service experience that will allow them to succeed as a business in
Calgary.

Financial Capacity

Current and Future Operating Budget:

The Water Utility is working to find solutions that will improve the ICs customer experience. In
review of the level of service being provided to the IC community, it is probable that an increase
to operating expenditure will occur to improve customer service demand.

Current and Future Capital Budget:

There are no anticipated impacts to capital budgets within the Water Utility for delivering an
improved ICs customer experience.

Risk Assessment

To deliver the services that Calgarians are expecting, the Water Utility must balance the input
from the “What We Heard” report with risks to the operation of the water utility system.

These overall risks include:
e Regulatory risk — noncompliance with Approval to Operate from AEP
e Safety risk — ensure safe drinking water for the public
e Environmental risk — ensuring activities, such as discharging chlorinated water, do not
pose a risk to the environment
e Financial risk — further analysis is required to fully determine the extent of financial risk

Approval(s): GM D. Duckworth concurs with this report. Author: D. Fox
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The Water Utility is working to improve the IC’s customer service experience within the Water
Utility’s operating parameters. Further collaborative work is required between all parties to
achieve a mutually beneficial outcome.

REASON(S) FOR RECOMMENDATION(S):

The Water Utility expects that ongoing working group sessions with the ICs and participation in
a corporate wide process to improve the ICs customer journey will continue to advance a
stronger level of service, improve customer expectation, and resolve service delivery issues.
The recommendations will help The Water Utility to achieve improvements and will identify
opportunities for Corporate-wide solutions.

ATTACHMENT(S)

1. Attachment 1 - Actions underway in the Water Utility to address Indemnified Contractors
concerns

2. Attachment 2 - Water Utility engagement process with Indemnified Contractors

3. Attachment 3 - Indemnification Contractor Journey Map in the Water Utility

Approval(s): GM D. Duckworth concurs with this report. Author: D. Fox




