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Article 1 - Purpose 

1.01 The general purpose of the Agreement between the Company and the Union is to 
establish and maintain: 

a) Mutually satisfactory and orderly collective bargaining relations; 

b) A procedure for the prompt and equitable handling of grievances; 

c) Satisfactory working conditions, hours of work and wages, for all Employees 
who are subject to the provisions of the Agreement. 

1.02 Use of the masculine gender in this Agreement shall be considered also to include 
the feminine. 

Article 2 - Recognition and Scope 

2.01 The Employer which carries on business as Commercial Cleaning Services 
recognizes the Public Service Alliance of Canada as the sole and exclusive 
bargaining agent for all employees of the Employer described in the certificates 
issued August 4 2016. (Formerly certified under the Employer Koprash Inc. on 
June 02, 2006.) 

All Employees of 1434378 Ontario Inc. o/a Commercial Cleaning in the County of 
Hastings, save and except inspectors, Supervisors and persons above the rank of 
Supervisors (the "Bargaining Unit") 

2.02 Cumbents of new positions created by the Employer, following the date of 
signing of this agreement, shall automatically be included in the bargaining unit 
unless specifically excluded by mutual agreement or by virtue of being covered by 
another bargaining unit as specified by the Labour Relations Board. 

2.03 When the Employer successfully bids on a new contract during the term of 
this Collective Agreement and such contract is located in the geographic 
area covered by this Collective Agreement, then the Company will pay new 
Employees at their present rate of pay and seniority will be recognized. New 
Employees will then fall under the Collective Agreement for future pay increases. 
With the exception of rate of pay, the parties agree that all other terms and 
conditions of this agreement shall cover Employees at any new contract. 

2.04 Non-Bargaining Unit Employees will not perform duties normally assigned to those 
who are covered by this Agreement, except in emergencies, when regular 
Employees are not available. 

2.05 During the term of this Agreement, the Company agrees not to contract out work 
which is normally performed by members of the bargaining unit while Employees 
are laid off, working reduced hours, or which would reduce the work force. 
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Article 3 - Definitions 

For the purpose of this agreement: 

(a) "Client" means a specific party with whom the Company has a contract (e.g. 
PWGSC at Trenton Air Base); 

(b) "Contract" means an agreement under which the Company provides services to a 
specific party (e.g. Agreement between the Company and PWGSC at Trenton Air 
Base) 

(c) a "full - time Employee" means an Employee employed in the bargaining unit 
described in 2.01 who regularly works more than twenty-four (24) hours per week; 

(d) a "part - time Employee" means an employee employed in the bargaining unit 
described in 2.01 who regularly works twenty-four (24) hours per week or less. 

(e) Union means the Public Service Alliance of Canada (PSAC) and Local 000650. 

(f) The Feminine or Masculine gender may be used interchangeably throughout this 
agreement; whenever one gender is used, it shall be construed as meaning the 
other, if the facts or contents require. 

(g) Business Day - shall be defined as Monday to Friday, excluding statutory holidays 
and Saturday and Sunday. 

(h) Calendar Day - One sequential Twenty-four (24) hour period as denoted on a 
calendar, regardless of the day of the week. 

(i) Calendar Year- the period from January 191 through to December 31st 

Article 4 - Management Rights 

4.01 Except and to the extent specifically modified by the Agreement, the Union 
recognizes and acknowledges that the management of the Company, its facilities 
and direction of its Employees are fixed exclusively in the Company. Without 
limiting the generality of the foregoing, the Company has the right to: 

(a) maintain order, discipline and efficiency and in connection therewith to make, 
alter and enforce from time to time reasonable rules and regulations, policies 
and practices to be observed by its Employees, 

These rules, regulations, policies, and practices shall be: 

(i) without discrimination; 
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(ii) clear and unequivocal; 

(iii) brought to the attention of the Employee.before the Company can act on it; 

(iv) consistently enforced by the Company from the time it was introduced, and 
as amended from time to time; and 

(v} the Union maintains the right to challenge these rules, regulations, policies 
or practices at the time of their introduction or at the time they are applied 
to an Employee. 

(b) and to discipline or discharge Employees, provided that an Employee has 
completed his probationary period, for just cause in accordance with the 
agreement; 

(c) select, hire, transfer, assign to shifts and work areas, promote, demote, 
classify, lay-off and recall Employees, and 

(d) determine the location of operations, and their expansion or curtailment; the 
direction of the work force; the scheduling of hours of work and operations; the 
number of shifts, the methods and processes to be employed , job content, 
quality standards, the establishment of work or job assignments; the 
qualifications of an Employee to perform any particular job; the nature of tools, 
supplies, equipment and machinery used and new or improved methods, the 
number of Employees needed by the Company at any time and how many shall 
work on any job, the number of hours to be worked, starting and quitting times. 

4.02 Where the rights, power and authority itemized above are modified or limited by 
the terms and provisions of this Agreement, they shall only be modified or limited 
to the extent specifically provided for therein. 

Article 5 - Employee Status 

5.01 An Employee's status from full-time to part-time or part-time to full-time shall not 
change without the approval of the Employee. 

5.02 An Employee will be considered as a probationary Employee for his first three (3) 
months of employment and will have no seniority rights during that period. After 
completion of his probationary period, the Employee's 
seniority shall date from his most recent date of hire. 

5.03 The parties agree that probationary Employees may be laid off, dismissed or 
terminated without cause during the probationary period. 
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Article 6 - Reduction of Work 

6.01 The Company agrees to keep the Union informed of reductions and/or 
cancellations affecting contracts and will, if requested, provided written 
confirmation within one week of receiving formal notification from a client of intent 
to reduce or cancel a contract. 

Article 7 - Check Off 

7.01 Subject to the provisions of this Article, the Company will as a condition of 
employment, deduct an amount equal to the membership dues from the 
pay of all Employees in the bargaining unit. Such membership dues shall 
be in accordance with the Union's constitution and by-laws. All bargaining unit 
Employees shall, as a condition of their continued employment, become and 
remain members in good standing of the Union. Such membership shall begin 
upon the initial date of employment. 

7.02 For the purpose of applying this Article, deductions from pay for each Employee 
will start on the first payday on which the Employee has earnings. 

7.03 The Union shall inform the Company in writing of the percentage of gross 
wages to be checked off for each Employee. 

7.04 The amounts deducted in accordance with Clause 7.01 shall be remitted to the 
Comptroller of the Union by cheque no later than fifteen (15) days allowing each 
month when deductions are made and shall be accompanied by particulars 
identifying each Employee and the deductions made on the Employee's behalf. 

7.05 No Employee organization, other than the Union, shall be permitted to have 
membership dues and other monies deducted by the Company from the pay of 
Employees in the Bargaining Unit. 

7.06 The Union agrees to indemnify and save the Company harmless against any claim 
or liability arising out of the application of this Article, except for any claims or 
liability arising out of the application of this Article committed by their Company 
limited to the amount actually involved in the error. 

Article 8 - No Harassment, No Discrimination, No Violence 

8.01 The Company agrees to provide a working environment that is free from 
discrimination, harassment, and violence. The parties are committed to fair 
treatment of all Employees and do not condone behaviour that is contrary to the 
Human Rights Code, this Collective Agreement, or the Occupational Health and 
Safety Act. 
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8.02 The parties agree that there will be no intimidation, discrimination, 
interference, disciplinary action, restraint or coercion exercised or 
practiced by either part or their representatives or members because of 
race, colour, ancestry, place of birth, ethnic or national origin, citizenship, creed, 
religious or political affiliation or belief or practice, sex, sexual orientation, gender 
identity or expression, physical attributes, marital status, family status, age, 
physical or mental illness or disability, place of residence, record of offences for 
which a pardon has been granted, language, and membership or participation in 
Union activity. 

8.03 "Workplace Harassment" is defined as engaging in a course of vexatious 
comment or conduct against another person or persons in the workplace or work­
related third-party premises that is known or ought reasonably to be known to be 
unwelcome, including "Workplace Sexual Harassment" as defined in Article 8.04. 
"Workplace Harassment" may be related to one or more of the prohibited 
grounds of discrimination under Article 8.02, and may include a pattern of 
behaviour, such as bullying, that causes humiliation, embarrassment or 
intimidation of a worker or group of workers. It can also include behaviour that 
intimidates, isolates, or even discriminates against the targeted individual(s). 

This may include: 
• making remarks, jokes or innuendos that demean, ridicule, intimidate, or 

offend; 
• displaying or circulating offensive pictures or materials in print or electronic 

form; 
• bullying or other forms of psychological harassment; 
• repeated offensive or intimidating phone calls or e-mails; 

8.04 "Workplace Sexual Harassment" means, 
(a) engaging in a course of vexatious comment or conduct against a worker in 

a workplace because of sex, sexual orientation, gender identity or gender 
expressions, where the course of comment or conduct is known or ought 
to ought reasonable to be known to be unwelcome, or 

(b) making a sexual solicitation or advance where the person making the 
solicitation or advance is in a position to confer, grant or deny a benefit or 
advancement to the worker and the person knows or ought reasonably to 
know that the solicitation or advance is unwelcome, or 

(c) inappropriate sexual touching, advances, suggestions or requests. 

This definition of sexual harassment is not intended to inhibit interactions or 
relationships based on mutual free consent or normal social conduct. 

8.05 "Workplace Violence" means, 
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(a) the exercise of physical force against a worker, in a workplace, that 
causes or could cause physical injury to the worker; 

(b) an attempt to exercise physical force against a worker, in a workplace, 
that could cause physical injury to the worker; 

(c) a statement or behaviour that it is reasonable for a worker to interpret as a 
threat to exercise physical force against the worker, in a workplace, that 
could cause physical injury to the worker. 

8.06 If the Employer becomes aware, or ought reasonably to be aware that 
domestic violence that would expose an Employee to physical injury may 
occur in the workplace, the Employer shall take every precaution reasonable in 
the circumstances for the protection of the Employee. 

8.07 Reasonable action or conduct by an employer, manager or supervisor that is part 
of his or her normal work function would not normally be considered workplace 
harassment. 

8.08 The parties agree that allegations of discrimination and harassment shall be dealt 
with in a timely manner. Where it is required under either the Occupational 
Health and Safety Act or the Human Rights Code, the Employer shall ensure that 
an investigation is conducted into incidents and complaints of harassment. 

8.09 The Employer shall notify the Union President of any investigation into an 
allegation of discrimination or harassment made against an Employee. 

8.10 No Employee against whom an allegation of discrimination or harassment has 
been made shall be subject to any disciplinary measure before the completion 
of any investigation into the matter, but may be subject to other interim 
measures where necessary, including suspension with or without pay. 

8.11 If the Company will impose disciplinary action as a result of a harassment 
complaint, the Employer agrees to provide the Local Union with harassment 
complaint investigation reports at the request of the Employee facing discipline. A 
copy will be provided to the Union President. 

8.12 Employees found to have harassed or discriminated against another person(s) 
could face disciplinary action ranging from verbal warning up to and including 
termination. 

8.13 There shall be no reprisal or retaliation nor any threat of reprisal or retaliation 
against anyone for pursuing rights under the Article or for participating in 
proceedings under this Article. If an investigation results in a finding that the 
complainant made a false accusation knowingly or in a malicious manner, the 
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complainant may be subject to discipline in accordance with Article 13 -
Discipline. 

8.14 In dealings with the Employer on matters of discrimination or harassment an 
Employee who is a complainant or respondent has the right to be represented, 
and an Employee who is a potential witness has the right to be accompanied, 
by a Union Representative. At the complainant's, respondent's or witness' 
option, this person can be any member appointed by the Union. 

8.15 No Employee will be required to present a discrimination, harassment, or 
violence grievance to a Supervisor or Manager whom is the subject of their 
complaint. Such grievances shall be presented to another Company 
representative at the applicable Step. 

8.16 By mutual agreement, the parties may use a mediator in an attempt to settle a 
grievance under this Article. The selection of the mediator will be by mutual 
agreement. The Company and the Union shall share the costs of the mediator 
equally. 

8.17 Consistent with the Ontario Human Rights Code, the Occupational Health and 
Safety Act, and other relevant legislation, the parties acknowledge that the 
Company has a legal duty to accommodate up to undue hardship, and the 
Union has an obligation to assist in that accommodation. 

8.18 All parties involved in a complaint under this Article agree to deal with the 
complaint expeditiously and to respect confidentiality. 

Article 9 - Use of Employer Facilities 

9.01 Unless access is denied by the Client, a duly accredited representative of the 
Public Service Alliance of Canada shall be permitted access to the 
worksite to assist in the resolution of a complaint or grievance and to 
attend meetings called by management or the Union. The said Union 
representative shall conduct himself in a manner which will not interfere 
with the normal operation of the Client premises during his visit. 

9.02 Except as specifically set out in this agreement, the Union agrees that, except as 
provided for in this Agreement, there will be no Union activity of 
Employees of the Company during regular work hours on the premises of 
the Company, and job sites except by agreement with the Company in 
writing. 

9.03 The Company agrees to make its best effort to provide each Employee a space to 
store personal belongings and access to a refrigerator, either In the Employee's 
assigned building, or in a central accessible location for the purposes of storing 
personal belongings or food items for the duration of an Employee's shift. 
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Article 10 - Information 

10.01 The Company shall provide to the local Union President, on a quarterly basis, a 
complete list of all persons employed by the Company, in the client work location. 
This list shall include an up-to-date list of each employee's first name, last name, 
worksite, job classification, regular shift, mailing address, and phone number. 
The list shall also indicate who is included and who is excluded from Check-Off. 

10.02 The Company shall provide the local, within a period of fifteen (15) days, with the 
names and classification of newly hired Employees. 

10.03 The Company agrees to supply each Employee with a copy of this agreement 
and will endeavour to do so within one (1) month after receipt from the printer. 
The parties agree the sourcing, delivery, and cost of printing the Collective 
Agreement will be paid by the Union. 

10.04 The Company shall ensure that new Employees receive the Union information 
package along with the Company hiring package. This package shall include, but 
not be restricted to, the Collective Agreement, names and addresses of Union 
representatives, and a package of materials provided to the Company by the 
Union as updated from time to time. 

10.05 The Company agrees to provide to the President of the Local Union of PSAC a 
copy of the Company's current organization chart, including the Trenton Air Base 
work site as amended from time to time. 

1 O. 06 The Company shall post a bulletin board which will be used for the posting of 
positions available, minutes of labour management meetings, notices of Union 
meetings and other matters of concern to Employees as determined by the 
Union. The bulletin board will be located at a mutually agreeable site on client 
location subject to client approval. 

10.07 The local Union President may request additional information, such as a Company 
Policy. Such requests shall not be unreasonably denied. 

Article 11 - No Strike/No Lockout 

11.01 The parties having entered into this Collective Agreement in mutual good faith, 
the Company agrees there will be no lockout and the Union agrees there will be 
no strike, slow down or other activity either complete or partial which could 
interfere with or restrict operations during the term of this Agreement. 
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11.02 An Employee of the bargaining Unit shall not honour any picket lines at any 
location for which the Company provides cleaning services during the 
Employee's scheduled working hours. Employees shall cross all such 
picket lines (subject to their own physical safety) but shall only be required to 
perform their regular duties and shall not be required to perform the duties of any 
striking or picketing Employees. 

11.03 Where an Employee expresses a concern for their safety in attempting to cross a 
picket line or any demonstrations on, or at, the Company's premises, the Company 
will ensure a safe access to the work place. No Employee will be disciplined for 
expressing concern for their safety. 

Article 12 - Union Representation 

12.01 The local Union of PSAC agrees to provide annually, or upon amendment, a 
copy of the Union's current organization chart to the Company. 

12.02 The Union shall furnish the Company with a list of Local Officers and 
Representatives at the beginning of each contract year, and shall amend these 
lists at the end of each month that changes occur. 

12.03 Where practical, when an Employee requires the presence of a Union 
representative at a meeting, such request will be communicated to the 
Employee's Site Manager. 

12.04 The Company recognizes the right of the Union to elect or appoint one (1) Chief 
Steward - plus one (1) of the President, Vice-President, Secretary/Treasurer of 
the Local ("Union Representative") for the purpose of assisting other Employees 
in the processing or presentation of grievances. The Union shall at all times keep 
the Company notified in writing of the names of the Employees who are acting in 
the capacity of Stewards. The jurisdiction of any Union Representative shall be 
determined by the Union for the purpose of Union Business. 

12.05 It is understood that the Steward will have to do the work assigned to him by the 
Company, and if it is necessary that he investigate a grievance during working 
hours, he will not leave his work before obtaining the permission of the Site 
Manager in charge. Permission may be refused at the discretion of the Site 
Manager or Company Designate. When returning to his regular work, he will 
report himself to the Site Manager, and if he is requested to do so, will give an 
explanation as to his absence and its length. It is understood that whenever 
possible, the Steward will take care of grievances outside of his working hours, in 
order not to interfere with his work. 

12.06 The Union will, within fifteen (15) days after the date of signing of this Agreement, 
notify the Company, in writing, of the names of the Stewards. The Union will 
inform the Company, in writing, within ten (10) days when any change will take 
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place in the Stewards. No Steward will be recognized by the Company unless the 
above procedure is carried out and no Steward shall be appointed or elected 
unless he has completed the probationary period. 

12.07 The Company will compensate Stewards at their regular straight time hourly rate 
of pay for time spent in grievance meetings with the Company if a grievance 
meeting takes place while Stewards are on shift. Grievance meetings will, 
whenever possible be held during working hours. 

Article 13 - Discipline 

13.01 The Company agrees that discipline should be progressive and corrective in 
nature and depending upon the nature of the Infraction, should normally 
commence with a verbal warning or counselling. 

13.02 The parties agree that the only forms of discipline that may be imposed upon an 
Employee are: verbal warning or counselling, a written warning, a formal 
warning, suspension, and discharge. The parties further agree that the Company 
shall advise an Employee facing discipline of their right to Union representation. 

13.03 When an Employee is suspended from duty or terminated, the Employer 
undertakes to notify the Employee in writing of the reason for such 
suspension or termination. The Employer shall endeavour to give such 
notification at the time of suspension or termination. 

13.04 When an Employee is required to attend a meeting, the purpose of which 
is to conduct a disciplinary hearing concerning him or her or to render a 
disciplinary decision concerning him or her, the Company shall inform 
the Employee of their right to Union representation, and the Employee is entitled 
to have, at his or her request to the Union, a representative of the Union attend 
the meeting. Where practicable, and other than Employee actions determined by 
the Employer to be breaches described in 13.08 i), in which case no notice is 
required, the Employee shall receive a minimum of one (1) day notice of such a 
meeting. 

13.05 The Company shall notify the local representative of the Union as soon as 
possible that such a suspension or termination has occurred. 

13.06 The Company agrees not to introduce as evidence in a hearing relating to 
disciplinary action any document from the file of an Employee the content 
of which the Employee was not aware of. 

13.07 Any document or written statement related to disciplinary action, which may have 
been placed on the personal file of an Employee, shall be destroyed after twelve 
(12) months has elapsed since the disciplinary action was taken, provided that no 
further disciplinary action has been recorded during this period. 
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13.08 It being understood by the parties hereto that the Company and its Employees be 
subject to the authority and satisfaction of the Company's clients, the Company 
has the right to discharge an Employee for the 
following reasons: 

a) If an Employee is in a conflict of interest situation with the client of the 
Company; 

b) If an Employee is booking off shifts to work for another Company; 

c) If an Employee is laid off for a continuous period exceeding twelve (12) 
months; 

d) If an Employee has not completed his probationary period; 

e) If a client of the Company requests in writing to have an Employee 
removed from the client's site at which work is to be performed; 

f) If an Employee commits a criminal offence under the Criminal Code of 
Canada or such other statute of Canada or Ontario for which a pardon has 
not been granted; 

g) If an Employee fails to return to work on the first scheduled day following 
the expiration of an authorized leave of absence unless the Employee 
notifies the Company in writing at least twenty four (24) hours in advance 
or utilizes a leave of absence for the purpose 
other than those for which the leave of absence was granted unless 
such notice is not possible because of an emergency situation; 

h) If an Employee is absent for five (5) consecutive working days without 
notifying the Company or is absent for this period without a reason 
satisfactory to the Company in its discretion. 

i) If an employee is in breach of the Company's policies addressing: 
• theft 
• egregiously inappropriate or illegal use of cl ient or Company 

property 
• false reporting of work hours with the intent to defraud the 

Company 
• egregious or imminently dangerous violence and harassment 
• actions which cause an employee to lose their client security 

clearance 

13.09 When a client considers the Employee to be unsuitable, either on initial 
assignment or at any subsequent time, and the client puts their concern in writing 

12 



to the Company, the Company shall review the concerns of the client and will try 
to reconcile the situation. The Company shall provide the Union with the Client's 
written request and, if practicable, rationale for any such issues. 

13.10 Where the Company is unable to reconcile the situation to the satisfaction of the 
Client, the Employee shall be transferred to another building if reasonably possible. 
If the Employee cannot be transferred to another building, the Employer shall offer 
the Employee a position at another Client Job Site, if reasonably possible, at that 
applicable rate of pay and hours. Failing all of the above, the Employee shall be 
discharged, and paid in accordance with the Employment Standards Act. 

Article 14- Grievance 

14.01 The purpose of this Article is to provide an orderly method for the settlement of a 
dispute between the parties over the interpretation, application or alleged violations 
of any provisions of this Agreement. 

14.02 Any level in the grievance procedure shall be waived if a person hearing the 
grievance is a subject of the complaint. 

14.03 The parties to this Agreement agree that it is of the utmost importance to address 
complaints and grievances as quickly as possible. 

Informal Stage 

14.04 Before a Grievance is filed at Step 1, an Employee or local Union Representative, 
may raise, verbally or in writing, a complaint with the Site Coordinator or Designate 
to provide the Site Coordinator with an opportunity to address any concern or 
complaint before moving to the formal procedure provided that: 

a) the complaint or concern is raised within five (5) Business Days of when 
the Employee or local Union Representative became, or ought reasonably 
to have become, aware of the circumstances giving rise to the complaint or 
concern; and 

b) the Site Coordinator or designate shall respond to the complaint/concern 
within five (5) Business Days of the complaint/concern being raised. 

14.05 An Employee shall have the right to Union Representation during any part of the 
Informal Stage. 

14.06 If a complaint or concern cannot be resolved at the Informal Stage, an 
Employee or local Union Representative may file a formal grievance. 

Grievance Step 1 
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14.07 An Employee will submit a formal grievance to the Site Coordinator or Designate, 
in writing, including electronic communication, within: 

a.) ten (10) Business Days from when the Employee became, or ought 
reasonably to have become, aware of the circumstances giving rise 
to the concern/complaint; or 

b.) ten (10) Business Days from the Company's response to an informal 
complaint or concern. 

14.08 Within seven (7) Business Days of receipt of a formal grievance, the Site 
Coordinator or Designate will convene a Step 1 Grievance Meeting with the 
Grievor, a Union Representative, and an Employer Representative. 

14.09 The Site Coordinator shall give the Employee and Union representative his/her 
decision in writing, including electronic communication, within seven (7) Business 
Days of the Step 1 Grievance Meeting. 

Grievance - Step 2 

14. 1 O Should the Site Coordinator's or Designate's position be unsatisfactory to the 
Griever, the Union shall transmit the grievance, in writing, including electronic 
communication, to the attention of the President of the Company or Designate 
within fifteen (15) Business Days. The President of the Company or Designate 
shall convene a meeting with the Griever and the Alliance Representative and the 
designated Union Representative as soon as practically possible, but not later than 
fifteen (15) Business Days after the Company receives notification of a grievance 
transmittal. 

14.11 The Company shall issue a response to the Griever and Union Representative(s) 
following a Step 2 meeting within seven (7) Business Days. 

14. 12 In the event that the grievance is not settled to the Griever's satisfaction, it may be 
referred to Arbitration by written notice given by the Union to the Company within 
thirty (30) Business Days in accordance with the procedure and conditions in the 
arbitration clause hereinafter set forth. 

14.13 Discharge 

A claim by an Employee other than a probationary Employee that he has been 
unjustly discharged or suspended shall be treated as a grievance if a written 
statement of such grievance is lodged with the Company President or Designate 
within seven (7) Business Days after the Employee ceases to work for the 
Company. A grievance concerning discharge shall follow the timeline set out in 
Step 2 thereafter. 

14. 14 Where a difference arises between the parties relating to the interpretation, 
application or administration of this Agreement, including any question as to 
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whether a matter is arbitral, or where an allegation is made that this agreement 
has been violated, either of the parties after properly exhausting all Steps of the 
Grievance procedure set forth in this Agreement, may notify the other party in 
writing of its desire to submit the difference or allegation to arbitration and the 
notice shall contain the first part's suggestions for an impartial Arbitrator. The 
recipient of the notice shall within thirty (30) Business Days inform the other party 
of the name of its suggestions. If the recipient of the notice fails to suggest an 
Arbitrator or if the parties fail to agree upon an Arbitrator thirty (30) Business Days, 
the appointment shall be made by the Minister of Labour for the Province of Ontario 
upon the request of either party. 

14.15 The Arbitrator will hear and determine the difference or the allegation and shall 
issue a decision and the decision is final and binding upon the parties and upon 
the Company and any Employee affected by it. Before proceeding to arbitration 
the parties hereto may mutually agree in writing to appoint a mediator satisfactory 
to both to attempt to have the parties settle their dispute, the cost of such mediator 
to be shared equally by the parties. 

14. 16 The Arbitrator shall not be authorized to make any decision which is contrary to, or 
inconsistent with, the provisions of this Agreement, or to deal with any matter which 
is not covered by this Agreement. The decision of the Arbitrator shall be binding 
on both parties. 

14.17 The compensation and expenses of the Arbitrator shall in all cases be borne 
equally by the Company and Union. 

14.18 Each party to the Arbitration shall pay its own costs and expenses of any witness 
which it called. 

14.19 Grievances which involve Company policy in respect to interpretation, application, 
administration, or alleged violation of the Agreement, may be processed 
commencing at Step 2 of this Grievance Procedure. 

14.20 The foregoing time limits may be altered by mutual agreement in writing, including 
electronic communication, between the parties. 

Arbitration and/or Ontario Labour Relations Board 

14.21 The Employer shall grant leave with pay to an Employee called by the Employer 
or leave without pay to an Employee called by the Union to testify before an 
Arbitrator or the Ontario Labour Relations Board. 

Article 15 - Seniority 

15.01 Seniority shall mean an Employee's length of continuous service with the 
Company and any predecessor Company for the Client. Seniority for purposes of 
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lay-off, job posting, request for vacation, but not amount of vacation, shall be the 
date of hire with the Company and any predecessor Company for the Client. 
Seniority for all other purposes shall be the date of hire with the Company. 

15.02 Seniority lists will be prepared by the Union, presented to the Company 
and will be posted by the Company for a period of fourteen (14) calendar 
days within one (1) month after the signing of this Agreement. After such 
posting, the list shall become final as to the Employee's names and dates 
designated on it, except as it relates to any Employee who has disputed 
the accuracy of his seniority date while the list was posted, in which case it 
will be subject to any adjustment under the Grievance Procedure if 
established to be inaccurate. Seniority will be brought up-to-date every 
twelve (12) months and a copy will be given to the Steward of the Local 
Union and a copy posted on the bulletin board. All Employees will be on 
probation until they have completed three (3) months with the company. 

15.03 An Employee's seniority will be lost if he: 

a) quits the employ of the Company for any reason; 

b) is discharged and is not reinstated through the Grievance Procedure or 
Arbitration; 

c) is laid off for a continuous period exceeding twelve (12) months; 

d) fails to return to work within three (3) working days of being notified of recall. 
An Employee shall be deemed to be notified of recall on the second (2nd) 
day following the posting of a registered letter to that effect addressed to 
the Employer's most recent address on the Company's files; 

Note: It shall be the responsibility of the Employee to keep the Company 
informed of his current address and telephone number. 

e) fails to return to work on the first scheduled day following the Expiration of 
an authorized leave of absence unless the Employee notifies the 
Company in writing at least twenty-four (24) Hours in advance to request 
an extension of the Leave of Absence, or utilizes a leave of absence for 
purposes other than those for which the leave of absence was granted 
unless such notice is not possible because of emergency situations; 

f) is absent for five (5) consecutive working days without notifying the 
Company or is absent for this period without a reason satisfactory to the 
Company in its sole discretion; 

g) retires or is retired. 
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15.04 In the cases of increases or decreases in the work force, and subject to the 
provisions in Article 6 - Reduction of Work, senior Employees shall be entitled 
to preference over junior Employees provided that the senior Employee has the 
ability and qualifications to perform the available work. Seniority rights shall not 
be exercised, however, to displace an Employee in a higher-rated classification. 
It is agreed that probationary Employees will be laid off first. 

15.05 In regard to any claim by an Employee that he maintains seniority during a period 
of personal illness, it is understood that the Company shall have the right to require 
any Employee affected to provide a medical certificate satisfactory to the 
Company. 

15.06 It shall be the duty of Employees to notify the Company promptly in writing of any 
change in their address. If an Employee fails to do this, the Company will not be 
responsible for failure of any notice to reach such Employee. 

15.07 When a member of the bargaining unit applies for and is hired at another Company 
worksite, the employee shall carry their seniority from one worksite to another. 
There shall be no probationary period. The employee shall apply within thirty (30) 
days of relocation. 

Article 16 - Labour/Management Consultation 

16.01 The parties agree to establish an active Labour/Management Committee 

16.02 The Committee shall be made up of an equal number (not less than two (2) of 
each) of non-bargaining unit persons and bargaining unit persons who have 
completed their probationary period, with one (1) of the non-bargaining unit 
persons being the Site Manager or designate. Both the Union and the Company 
shall confirm in writing to each other their Committee Representative. 

16.03 The Committee shall keep minutes of its meetings. A copy of the minutes 
agreed by both parties will be forwarded to the Stewards and the Union 
Office. 

16.04 The Committee shall appoint from among themselves, co-chairpersons and a 
recording secretary. These positions may rotate as agreed upon by the Committee. 

16.05 The Committee shall meet as often as required, but at least once every two (2) 
months. Meeting shall be convened upon a minimum notice of one (1) week, with 
time and date of the meeting to be set by mutual agreement. The agenda for the 
meeting shall be in writing with finalized copies given to all committee members at 
least three (3) days before the meeting. 

16.06 Regular committee meetings will be held after shift hours so that they will 
conflict as little as possible with the work shifts of the Employees on the 
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committee. Should committee meetings be held during an Employee's 
regular work time, the Employees serving on the Committee shall be paid 
at their regular hourly rate for the meeting time, up to a maximum of two (2) hours. 

16.07 The Committee shall deal with all matters of mutual concern, however, the 
Committee shall not deal with grievances that have been submitted in the formal 
process, nor shall it deal with negotiation issues and it is not empowered to alter 
or amend any of the terms of this Collective Agreement or infringe on the 
requirements and minimum standards of the Company's service contract. 

16.08 Any Employee or non-bargaining unit person may refer matters to the Committee 
for consideration. Such referrals shall be in wiring to the Committee. 

16.09 After having been dealt with by the Committee, any unresolved issue(s) may be 
forwarded by a committee member to the Company's Head Office. The Company's 
representative(s) from its head office and a Union representative will convene a 
meeting with the Committee to discuss the matter. Such a meeting shall take place 
within forty-two (42) days of being referred to the Company. 

Article 17 - Health and Safety 

17.01 Company, Union and Employees agree to mutually work towards maintaining 
high standards of Health and Safety in the workplace in order to prevent injury 
and illness to Employees. 

17.02 The Company and Union shall abide in all respects with the requirements of the 
Occupational Health and Safety Act, as amended. The Company shall develop 
and issue safe practice regulations in consultation with the Health and Safety 
Committee. The Company shall ensure all of its Managerial representatives are 
trained and able to fulfill the duties of their jobs and exercise their managerial 
powers in ways that maintain the health and safety of all Employees. The 
Company shall ensure that all Employees of the Bargaining Unit are trained to 
fulfill the duties of their job in ways that are healthy and safe. 

17.03 A joint Health and Safety committee with representatives from the Company and 
Union shall be established in order to promote the Health and Safety of 
Employees, and shall act in accordance with the Occupational Health and Safety 
Act, as amended. 

17.04 Joint Health and Safety Committees 

a) The Company and the Union recognize the need for constructive and 
meaningful consultations on Health and Safety matters; 

b) (i) The Employees appointed to the Joint Health and Safety 
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Committees shall perform the duties assigned to them without the loss of 
salary or benefits during regular work shift; 

(ii) Union representatives on Health and Safety Committees shall be 
provided necessary training in order to carry out their responsibilities as 
required by the Ontario Occupational Health and Safety Act. (All time 
spent in training shall be without loss of salary during regular work shift) . 

(iii) Committees shall be entitled to time off from work (without pay) to 
attend seminars, conferences, courses sponsored by governments, 
clients, contractors or the Union where such courses give instruction on 
upgrading on Health and Safety matters, as approved by the Company. 

Notwithstanding anything to the contrary contained herein, in the event of any conflict of 
wording between Article 17 herein and the Occupational Health and Safety Act as 
amended from time to time, the wording of the said Act st,all apply. 

17.05 When any Employee notes that the quality of the environment is deteriorating, 
he/she is obliged to inform the Company and the Health and Safety Committee 
without delay in writing or orally if he/she believes the situation is urgent. 

Accordingly, the Company shall: 

(a) (i) ensure that the situation is investigated and that corrective action is taken 
and where practical, allow a Union representative of the Health and Safety 
Committee to participate in the investigation: 

(ii) place the matter on the agenda of the next meeting of the Joint Health and 
Safety Committee. 

(b) Any investigation report arising from the examination of a problem will 
be sent to the Local of the Union. 

(c) If the Union is not satisfied with the results of the investigative report, it may 
request that the Joint Health and Safety Committee conduct another 
investigation 

(d) The Union representative must be present at all investigations or inspections 
arising under paragraph (c) of this clause. 

17.06 The Company agrees to provide at no expense to the Employee, appropriate 
transportation to the nearest physician or hospital and from there to place of work 
depending on the decision of the attending physician when such services are 
immediately required for an Employee as a result of: 

(a) injury on the job, or 
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(b) heart attack or other serious ailment which occurs on the job. The 
Company shall notify the Local of incidents of this nature. 

17.07 The Company will assume the cost of providing all Employees with GHS WHMIS 
training. Current certificates covering GHS WHMIS will be provided. Employees 
will attend GHS WHMIS training at without penalty. 

17.08 Any Employee may refuse to work or to do particular work where he or 
she has reason, acting reasonably, to believe that: 

(a) any equipment, machine, device or thing the Employee is to use or 
operate is likely to endanger himself, herself, or another worker; or 

(b) the physical condition of the workplace or the part thereof in which he or 
she works is likely to endanger himself or herself; or any equipment, 
machine, device or thing he or she is to use or operate or the physical 
condition of the workplace or the part thereof in which he or she works is 
in contravention of the Ontario Occupational Health and Safety Act and 
such contravention is likely to endanger himself, herself, or another 
worker. An Employee may refuse to work or to do particular work where 
he or she has reason, acting reasonably, to believe that; 

(c) Any equipment, machine, device or thing the Employee is to use or 
operate is likely to endanger himself, herself or another worker. 

17.09 Report of refusal to work: Upon refusing to work or do particular work, the 
Employee shall promptly report the circumstances of the refusal to his or her Site 
Manager who shall forthwith investigate the reporting in the presence of the 
Employee and if there is such in the presence of one of: 

(a) a committee member who represents workers, if any; 

(b) a Health and Safety Representative, if any or 

(c) a worker who because of knowledge, experience and training has been 
selected by the Union, who shall be made available and who shall attend 
without delay. 

17.1 O Worker to remain near work station: Until the investigation is completed the 
worker shall remain in a safe place near his or her work station. 

17.11 Refusal to work following investigation: Where following the investigation or any 
steps taken to deal with the circumstances that caused the worker to refuse to 
work or to do particular work, the worker has reasonable grounds to believe that: 
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(a) the equipment, machine, device or thing that was the cause of the refusal 
to work or do particular work continues to be likely to endanger himself, 
herself or another worker: 

(b) the physical condition of the workplace or the part thereof in which he or 
she works continues to be likely to endanger himself or herself; or 

(c) any equipment, machine, device, or thing he or she is to use or operate of 
the physical condition of the workplace or the part 
thereof in which he or she is to work is a contravention of the Occupational 
Health and Safety Act and such contravention 
continues to be likely to endanger himself, herself, or another 
worker, the worker may refuse to work or do particulate work 
and the Employer or the Employee or a person on behalf of the 
Employer of Employee shall cause an inspector to be notified 
thereof. 

17.12 Investigation by Inspector: An inspector shall investigate the refusal to work in 
consultation with the Employer or a person representing the employer, the 
Employee and if there is such, the person mentioned in Article 17 .09 (a) (b) or 
(c). 

17 .13 Decision of Inspector - The inspector shall, following the investigation referred to 
in Article 17. 12, decide whether the machine, device or thin or the workplace or 
part thereof is likely to endanger the worker or another 
person. 

17.14 Report In Writing -The inspector shall give his or her decision in writing, 
as soon as is practicable, to the Company, the Employee, and if there is 
such, the person mentioned in Article 17.09 (a) (b) or (c). 

17.15 Worker to remain in a safe place pending decision - Pending the investigation 
and decision of the inspector, the worker shall remain at a safe place near his or 
her work station during the worker's normal working hours unless the Employer 
assigns the worker reasonable alternative work during such hours. 

17. 16 Duty to Advise Others - Pending the investigation and decision of the 
inspector, no worker shall be assigned to use or operate the equipment, 
machine, device or thing or to work in the workplace or in the part of the 
workplace being investigated unless, in the presence of a person described in 
Article 17 .17, the worker has been advised of the other worker's refusal and of 
his or her reasons for the refusal. 

17.17 Person referred to in Article 17.16 must be: 
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(a) a committee member who represents workers and if possible, who is a 
certified niember: 

(b) a Health and Safety representative, or a worker who because or his or her 
knowledge, experience and training is selected by the Union to represent 
them. 

17 .18 Entitlement to be Paid: A person shall be deemed to be at work and shall 
be paid at the regular or premium rate, as may be proper. 

(a) for the time spent by the person carrying our the duties under Article 17.09 (a) 
(b) or (c) and 17.12 of a person mentioned in Article 17.09 (a) (b) or (c) 

(b) for the time spent by the person carrying out the duties under Article 17.16 of 
a person described in Article 17 .17. 

17.19 Administration of Legislation: Any right or benefit not stipulated in the Article and 
conferred on the Employees of the Employer by any legislation or regulation 
applicable to the parties in connection with health, safety or the environment of 
the workplace is an integral part of this Article. 

17.20 Protection for Pregnant or Breast Feeding Worker 

An Employee who is pregnant or breast-feeding has the right to stop work and 
take leave without pay for the period of leave beginning with the 
pregnancy to the end of the 24th week following the birth as indicated by 
the medical certificate provided by the do,ctor of the Employee's choice if 
by reason of the pregnancy or nursing continuing any of her current 
functions may pose a risk to her health and that of the fetus or child. 

The Company shall consider any request for re-assignment and/or job 
modification in consultation with the Union and, where reasonable 
practical, shall modify the Employee's job functions or re-assign her. 

An Employee's request to be re-assigned must be accompanied by a medical 
certificate supplied by a doctor of the Employee's choice stating the duration of 
the potential risk and the activities or conditions to avoid in order to eliminate the 
risk. 

The Employee will be granted a leave of absence without pay for the duration of 
the risk period as indicated by the medical certificate until the Employer: 

(a) modifies her job functions or re-assigns her, or 

(b) advises her that it is not reasonably practicable to modify her job functions or 
to reassign her. The Employer will confirm this in writing. 
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17.21 The Company shall provide the Employee with immunization against 
communicable diseases where there is a risk of incurring such diseases in the 
performance of their duties provided the Employer is reimbursed by the Client. 

17.22 Where the Company requires an Employee to undergo an occupational 
health examination by a qualified practitioner, satisfactory to the Company, such 
examination will be conducted at no expense to the Employee. An Employee 
shall be granted leave without Joss of pay to attend the examination. 

17.23 Employees asked to work alone on an evening, weekend or night shift in a 
building with no occupants, may request to have another employee with 
them or a change to their work assignment to an alternate location where 
they are not required to work alone. No requests shall be unreasonably 
denied. 

Article 18 - Staffing 

18.01 The Company shall post all permanent vacancies including newly created 
positions, in the bargaining unit, except the Company is not required to post 
vacancies of a temporary nature including vacancies known to be of six (6) 
months or less. Permanent vacancies herein shall include only the General 
Cleaners and Heavy Duty positions, both full-time and part-time. 

18. 02 The postings shall be for a minimum of ten ( 10) calendar days. The closing date 
shall be identified on all postings. For the purposes of Job Posting, periods of 
time referred to in days shall be deemed to mean such periods of time calculated 
on consecutive calendar days, exclusive of weekends and Statutory Holidays. 

18.03 The posting shall contain the following information; 

a) The summary of duties of the position to be filled; 

b) The salary/hourly rate for the position(s); 

c) The number of positions being filled as a result of the competition; 

d) The threshold qualifications required for the position(s), including 
education, knowledge, abilities, skills and experience. Such qualifications 
will be reasonable and reflect the minimum requirement of the position(s) 
being filled. 

The Company may consider an applicant with demonstrated abilities and 
experience in lieu of other relevant qualifications. In such cases, The 
Company will identify this on the posting. 
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18.04 A copy of the posting shall be forwarded to the Union prior to posting on the 
notice Board. 

18.05 Except where a posting has been cancelled, in the event that a revised posting is 
issued prior to the closing date, the original closing date of the posting shall be 
extended by seven (7) days. 

18.06 All Employees who apply for a job posting shall be considered to be candidates in 
the selection process and shall be entitled to have their qualifications for the 
position(s) considered by the Company. The qualifications of the candidates will 
be evaluated against the posted qualifications for the position(s). The applicant 
with the most seniority meeting the required posted qualifications shall be 
awarded the position provided that the client has not objected to the choice in 
writing. Where none of the candidates meet the qualifications and requirements 
of the position(s), the Company may cancel the posting or re-post the position 
internally before recruiting from outside to fill the position(s) at the Company's 
discretion. 

The candidate(s) in the bargaining unit shall be advised of the results of the 
competition as soon as practicable after the selection is made. 

18.07 The Company shall have the right to remove a successful applicant for a job 
within the first thirty (30) calendar days if he is unable to properly perform the job. 
If the Employee does not successfully complete the trial period, he will revert to 
his prior job and building as will other Employees affected. 

18.08 The Job posting procedure provided for herein shall apply only to the original 
vacancy, and not to any subsequent vacancies created by the filling of the 
original vacancy, except for movement from heavy duty to lead hand, and then 
heavy duty will be posted. 

Article 19 - Hours of Work 

19.01 The Company agrees to provide all Employees with a thirty (30) minute unpaid 
lunch break within the first five (5) hours of the commencement 
of their shift. The timing of this lunch break will be at the discretion of the Company. 

19.02 The Company agrees to provide all employees who work a minimum of a (7) hour 
shift two fifteen (15) minute paid rest periods. The company agrees to pay (1) 
fifteen (15) minute rest period to all employees who work less than a (7) hour shift. 

19.03 Lunch periods and rest periods shall be deemed to commence at the point 
at which the Employee leaves the work he is doing and to conclude at the 
point at which the Employee resumes work. 
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Article 20 - Overtime 

20.01 Overtime shall be paid in accordance with the Employment Standards Act, as 
amended from time to time. Wording of the Act shall be available at the Company 
office. 

20.02 Overtime hours shall be offered first to the most senior qualified Employee who 
has agreed to work overtime hours and has not refused an offer to work overtime 
hours in the previous ten (10) Calendar Days. The Company shall not be obligated 
to offer extra work to an Employee if it would result in paying the Employee 
overtime pay. 

Article 21 - Statement of Duties 

21.01 Upon written request, an Employee shall be provided with a complete and current 
statement of duties and responsibilities of his or her position, including the 
classification level. 

Article 22 - Inspections 

22.01 The Company shall provide written instructions for the cleaning tasks required at 
each location. When an Employee is advised that there have been deficiencies 
noted during an inspection, the Site Supervisor will provide written descriptions of 
the inspection deficiency(ies) and corrective actions required. The inspection 
deficiency shall not be considered discipline unless the Employer advises an 
Employee that discipline action is being commenced in accordance with Article 
13 - Discipline. 

Article 23 - Classification and Acting Pay 

23.01 Every Employee must be classified in accordance with a classification title 
and wage rate for that title as set out in Appendix A - Wages. 

(a) When a new job classification is established within the bargaining unit or 
when it is changed, the Employer shall provide the Union with a copy of 
the classification specifications. 

(b) Wage rates for new classifications are to be mutually agreed on by the 
parties. When the parties fail to agree, the Employer may set an interim 
rate and if the Union is not satisfied with the rate as set by the Employer, 
the Union may refer the dispute to arbitration. 

23.02 Employees temporarily transferred to a lower rated classification shall 
receive the wage rate of their regular classification. Employees temporarily 
transferred to a higher rated classification shall receive the wage rate of the 
higher classification. 
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Article 24- Job Descriptions 

24.01 The Company shall provide the employees in each classification with written job 
descriptions included in this Article and as amended from time to time to meet 
the contractual requirements between the Company and client. The position 
requirements will be determined by the Company in accordance with Article 4-
Managemant Rights and the cleaning requirements as set out in agreements 
between the Company and the client. 

24.02 If amendments are required by either party they shall be submitted to the 
Union/Management Committee. Any amendments that cannot be agreed 
upon by either party may be referred to the Minister of Labour who shall 
appoint an Arbitrator from among persons competent to deal with job 
descriptions in the cleaning industry. 

24.03 General Duty Cleaners report to the Site Manager or Designate. A General 
Duty Cleaner performs assigned tasks in a location or locations as 
determined by the Company in accordance with Company Policies and 
Procedures. In general, General Duty Cleaning duties include: 

• Dusting 
• Cleaning/Sanitizing/Disinfecting vertical and horizontal surfaces and 

fixtures 
• Floor sweeping, dry and/or wet mopping 
• Vacuuming 
• Emptying and removing garbage and recyclables 
• Using tools and equipment appropriate for assigned tasks 
• Carrying tools and equipment such as cloths and mops to work locations 
• Assisting supervisors with tracking, ordering, and replenish ing inventory of 

cleaning products and consumables 

24.04 Heavy Duty Cleaners report to the Site Manager or Designate. A Heavy Duty 
Cleaner performs assigned tasks in a location or locations as determined 
by the Company in accordance with Company Policies and Procedures. In 
general, Heavy Duty Cleaning duties include: 

• Any General Duty Cleaner task when required 
• Periodic floor maintenance including stripping and waxing, buffing and 

burnishing hard floors, carpet cleaning, large walk-behind or ride-on auto­
scrubbing 

• Operating equipment for the completion of floor maintenance 
• Lifting and moving furniture and equipment for the purpose of completing 

cleaning and floor maintenance 
• Assisting with loading, unloading and delivering cleaning supplies, 

consumables and equipment 
• Assisting with shuttling of staff and/or company products or supplies 
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24.05 Lead Hands report to the Site Manager or Designate. A Lead Hand performs 
assigned tasks in a location or locations as determined by the Company in 
accordance with Company Policies and Procedures. In general, Lead Hand 
duties include: 

• Any General or Heavy Duty Cleaning tasks when required 
• As directed by Site Supervisors, Lead Hands will consult with their 

assigned teams, consisting of four (4) or more cleaners including 
themselves, to accomplish daily team work assignments 

• Lead Hands shall not exercise any managerial function. 

Article 25 - Uniforms 

25.01 There shall be no cost to the Employee, when there is a requirement from 
the Company, for employees to wear a uniform. Uniform may include shirts, 
pants, and footwear; however, a dress code requirement is not considered a 
uniform requirement. If the Company does not supply footwear, Heavy Duty 
Cleaners are entitled to reimbursement for safety footwear up to $200 per 
calendar year. All other Employees are entitled to a reimbursement for footwear 
up to $100 per calendar year. 

25.02 The company shall inform the local President, and PSAC, of any uniform 
requirements and the Company shall convene a meeting of the 
Labour/Management Committee, at least (30) thirty days in advance of requiring 
a new uniform to be worn. The purpose of the meeting is to enter into discussion 
with the union in regards to deciding the material, design and implementation of a 
uniform requirement. 

25.03 Where a uniform is already in place, the Company shall convene at least one (1) 
meeting of the Labour/Management Committee per Calendar year, to discuss the 
material, design, and implementation of a uniform requirement. 

25.04 The Company shall provide Employees with three (3) uniform shirts annually. 
The Company shall replace Uniforms due to excessive wear and tear within 
reason. Employees shall have the option of purchasing additional uniform shirts 
at the Employer's cost. Uniform options shall be appropriate for the duties, 
functions, and climate. 

Article 26 - Allowances 

26.01 The Company will reimburse employees using their own vehicles when an 
Employee has agreed to use their own vehicles for a work purpose as requested 
by the Company. Work purposes Include but is not limited to transporting staff or 
cleaning products and other equipment. The reimbursement rate shall be the same 
as the Treasury Board kilometric rate as amended from time to time. For 
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Employees that qualify for reimbursement, kilometres shall start at the beginning 
of an Employee's shift from the Site Office or usual starting point of the employee's 
shift and continue for all Company business until the end of the Employee's shift 
at the Site Office or usual ending point. 

Article 27 - Paid Holidays 

27.01 For the purposes of this Agreement, the following days will be recognized as paid 
holidays: 

New Years Day 
Good Friday 
Civic Holiday 
Remembrance Day 

Family Day 
Victoria Day 
Labour Day 
Christmas Day 

Easter Monday 
Canada Day 
Thanksgiving Day 
Boxing Day 

27.02 The Company shall pay its Employees for Public Holidays in accordance with the 
Employment Standards Act as amended from time to time. Wording of the Act shall 
be available at the Company office. 

27.03 If there is a requirement to have Employees work on any Paid Holiday in this 
Article, the Company shall post a list for Employees to volunteer to work. If 
there are more volunteers than needed to work, volunteers shall be selected 
according to Seniority beginning with the most senior Employee. The 
volunteer list shall be posted three (3) weeks in advance. Should there not 
be enough volunteers to cover Operational Requirements, reverse order of 
Seniority shall apply where the most Junior Employee shall be assigned to 
work, and each subsequent Junior Employee until the Operational 
Requirements are satisfied. 

27.04 If there is a Base or Brigade stand down directive where the Company or an 
Employee has received notice that Employees are not permitted to access 
the worksite, Employees shall be paid for their scheduled hours during the 
stand down. If it is not practical for the Employees to return to work after a 
stand down of less than five (5) hours as determined by the Company, the 
Employee shall be paid for the entire shift. 

Article 28 - Vacation 

28.01 In no case shall an Employee earn less than the provisions in the Employment 
Standards Act, as amended from time to time. If the Employment Standards Act 
offers higher provisions, the Employment Standards Act shall prevail. An 
Employee in the active employ of the Company shall be entitled to an annual 
vacation on the following basis: 

a) Employees having less than one (1) year of service shall receive vacation pay 
in accordance with the provisions of the Employment Standards Act. 

28 



b) An Employee with more than twelve (12) months continuous service with the 
Company shall be entitled to two (2) weeks of vacation time and paid four per 
cent (4%) of his gross annual earnings, excluding vacation pay, representing 
vacation pay. 

c) An Employee with five (5) years or more but less than ten (10) years of 
continuous service with the Company shall be entitled to three (3) weeks of 
vacation time and paid six per cent (6%) of his gross annual earnings, excluding 
vacation pay, representing vacation pay. 

d) An Employee with ten (10) years or more of continuous service with the 
Company shall be entitled to four (4) weeks of vacation time and paid eight per 
cent (8%) of his gross annual earnings, excluding vacation pay, representing 
vacation pay. 

28.02 Vacation year shall be defined as January 1 to December 31 . 

28.03 For the purpose of determining increased vacation entitlement, the appropriate 
date shall be the Employees' anniversary date of each year employed by the 
Company or predecessor Company for the Client. 

28.04 Requests for vacation time shall be made in writing to the Site Manager 
by April 1st of each year. 

28.05 Scheduling of Vacation Leave - Employees are expected to take their vacation 
leave during the year of entitlement. Prior to April 1st, Employees will be asked to 
provide the Employer with their leave preferences. 
Subject to operational requirements, the Employer will provide the leave 
as requested. Employees will be given priority for selection of leave times based 
on seniority. However, once the leave plan has been published, 
changes will only be made if they do not adversely interfere with another 
Employee's scheduled leave. 

28.06 Under no circumstances shall the Employer cancel or alter an Employee's 
vacation leave. 

28.07 Vacation leave credits may be carried over into the succeeding year up to a 
maximum of what the Employee is entitled to. 

Carrying over of vacation leave credits will be granted to those who apply in writing 
by June of any year. 

Applications for carrying over of leave credits must clearly state when the leave 
credits will be used within the twelve (12) month period. 
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The Company will do its best to meet the requests and will not unreasonably deny 
any vacation requests. 

28.08 Vacation pay shall be paid on the pay period following the vacation for 
amounts owing up to the start of the vacation with the balance due 
payable by cheque on one of either the pay period prior to December 25th, or 
anytime prior to March 31 81 of the following year. 

28.09 An Employee who leaves the service of the Company shall be given the 
vacation pay to which he was entitled at the time he left the service of the 
Company. 

28.1 O Where there are extenuating circumstances, the employer shall make every 
reasonable effort to grant vacation on short notice. 

Article 29 - Leave With or Without Pay 

29.01 In addition to any provisions outlined in the Employment Standards 
Act, as amended from time to time, the Company may grant leave of absence of 
up to one (1) month without pay to Employees for personal reasons having due 
regard, however, to the operation of the work place, and provided any request for 
leave of absence is made in writing at least three (3) weeks prior to the start of 
such leave and the reason for the leave of absence is stated unless the Company 
agrees to reduce the notice period for emergency situations. At the same time as 
the Employee provides a start date for the leave of absence, he shall also provide 
his anticipated date of return from the absence. In cases where events beyond the 
control of the Employee prevents him from giving at least one month's notice of his 
return, as much notice as is possible shall be given to the Company. 

All requests shall be kept confidential. 

29.02 Any permission for leave of absence must be given in writing.-

29.03 The Company shall make every reasonable effort to accommodate an 
Employee who requests time off to fulfill his or her religious obligations. 
Employees may in accordance with the provisions of this Agreement, 
request annual leave, or a shift exchange, in order to fulfill their religious 
duties. 

29.04 Provision of pregnancy, parental and adoption leaves shall be in accordance with 
the Employment Standards Act, as amended from time to time. Wording of the act 
shall be available at the Company office. 

29.05 The employee on Pregnancy, Parental, and/or Adoption leave shall give the 
Company written notice at least one (1) month in advance of the intended date of 
commencement and completion of leave. In cases where events beyond the 
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control of the employee prevents him/her from giving one month notice, as much 
notice as possible shall be given to the company. 

29.06 Where an Employee intends to return to work from Pregnancy, Parental, and/or 
Adoption leave sooner than the original date, she shall give the Company at least 
one (1) months written notice in advance. 

29.07 An Employee required to seNe as a juror or has been subpoenaed as a witness in 
a court of law shall be granted the required leave without pay. The Employee shall 
notify the Company as soon as possible after receipt of notice to appear. 

Family Medical Leave 

29.08 In addition to any provisions under the Employment Standards Act for Family 
Medical Leave, Employees shall be entitled to unpaid, job-protected leave of up 
to two (2) ~ additional weeks in a twenty-six (26) week period. 

29.09 Family medical leave may be taken to provide care or support to certain 
family members and people who consider the employee to be like a family 
member in respect of whom a qualified health practitioner has issued a certificate 
indicating that he or she has a serious medical condition with a significant risk of 
death occurring within a period of twenty-six (26) weeks. The medical condition 
and risk of death must be confirmed in a certificate issued by a qualified health 
practitioner. 

29 .10 There is no requirement that an employee be employed for a particular length of 
time, or that the employer employ a specified number of employees in order for 
the employee to qualify for family medical leave. 

29.11 Care or support includes, but is not limited to: providing psychological or 
emotional support; arranging for care by a third party provider; or directly 
providing or participating in the care of the family member. The specified 
family members for whom a family medical leave may be taken are: 

• the employee's spouse (including same-sex spouse) 
• a parent, step-parent or foster parent of the employee or the employee's 

spouse 
• a child, step-child or foster child of the employee or the employee's spouse 
• a brother, step-brother, sister, or step-sister of the employee 
• a grandparent or step-grandparent of the employee or of the employee's 

spouse 
• a grandchild or step-grandchild of the employee or of the employee's spouse 
• a brother-in-law, step-brother-in-law, sister-in-law or step-sister-in-law of the 

employee 
• a son-in-law or daughter-in-law of the employee or of the employee's spouse 
• an uncle or aunt of the employee or of the employee's spouse 
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• a nephew or niece of the employee or of the employee's spouse 
• the spouse of the employee's grandchild, uncle, aunt, nephew or niece 
• Family medical leave may also be taken for a person who considers the 

employee to be like a family member. Employees wishing to take a family 
medical leave for a person in this category must provide their employer, if 
requested, with a completed copy of the Compassionate Care Benefits 
Attestation form, available from Human Resources and Skills Development 
Canada, www.hrsdc.gc.ca, whether or not they are making an application for 
El Compassionate Care Benefits or are required to complete the form to 
obtain such benefits 

29.12 The specified family members do not have to live in Ontario in order for the 
employee to be eligible for family medical leave. 

29. 13 When requesting Family Leave without pay, the employee must provide a 
certificate of a qualified medical practitioner indicating that the member of the 
family is gravely ill with a significant risk of death within twenty-six (26) weeks 
and that he/she needs a family member to: 

• provide for psychological comfort or emotional support; 
• arrange for care by a third party care provider; or 
• directly provide or participate in the care. 

29. 14 An employee returning from Family Leave shall be reinstated into the 
position occupied at the time the leave commenced, or in a comparable position 
in the same location, with not less than the same pay and benefits. If during the 
period of leave, the pay and benefits of the group to which the employee belongs 
are changed, the employee is entitled, upon return from leave, to receive the 
same pay and benefits that the employee would have received had he/she been 
working when the change occurred. An employee on leave will be notified in 
writing if such a change took place. 

Length of service and Seniority continues to accrue while on family medical leave 

Emergency Leave 

29. 15 In addition to any provisions in the Employment Standards Act as 
amended from time to time, an employee who is entitled to personal emergency 
leave can take an additional five (5) days of unpaid leave every calendar year 
due to: 

• Personal illness, injury or medical emergency; 

• Death, illness, injury, medical emergency or urgent matter relating to the 
following family members: 
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A spouse*, parent, step-parent, foster parent, child, step-child, foster child, 
grandparent, step-grandparent, grandchild or step- grandchild of the 
employee or the employee's spouse, the spouse of an employee's child, a 
brother or sister of the employee, a relative of the employee who is 
dependent on the employee for care or assistance. 
"'Note: "spouse" includes both married and unmarried couples, of the same 
sex or the opposite sex. 

29.16 An employee is eligible for personal emergency leave because of the 
death, illness, injury or medical emergency of, or an "urgent matter" concerning, 
a specified family member, as listed above. An urgent matter is an event that is 
unplanned or out of the employee's control, and raises the possibility of serious 
negative consequences, including emotional harm, if not responded to. 

29.17 Employees are entitled to take personal emergency leave for pre-planned 
(elective) surgery. Although such surgery is scheduled ahead of time (and 
therefore not a medical "emergency"}, surgeries performed because of an illness 
or injury will entitle an employee to personal emergency leave. 

29.18 There is no pro-rating of the entitlement. An employee who begins 
work part way through a calendar year is still entitled to full emergency leave 
provisions during the remainder of that year. 

29.19 Employees cannot carry over unused personal emergency leave days to the next 
calendar year. Personal emergency leave do not have to be taken consecutively. 
Employees can take personal emergency leave in part days, full days, or in 
periods of more than one day. If an employee takes only part of a day as 
personal emergency leave, the employer can count it as a full day of leave. 

Sick Leave 

29.20 In addition to any Sick Leave provisions offered by the Employment Standards Act, 
an Employee after completing probation and one year of service shall accumulate 
two (2) paid sick days per year. 

29.21 Sick leave shall have no monetary value and cannot be cashed out at the end of 
a year or a termination of employment with the Company. 

29.22 Employees shall be allowed to carry over all un-used sick leave credits to a 
maximum of ten (10) days. 

Personal Leave 

29.23 In addition to any prov1s1ons in the £mployment Standards Act, an 
Employee after completing probation and one year of service shall 
accumulate two (2) personal paid days for leave for any reason. Employees 
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must notify the Company in writing, including by electronic format, at least 
twenty-four (24) hours in advance of taking such leave. Personal leave days 
will be calculated on a calendar year commencing January 1 of the year 
following the first year of service and cannot be carried over. 

Bereavement Leave 

29.24 In the event of the death in an employee's immediate family (child, spouse, father, 
mother, sister, brother, father-in-law, mother-in-law, step-child, grandchildren, 
common-law spouse, child of common-law spouse, and grandparents), the 
Company shall grant paid leave of absence of five (5) days, either consecutively 
or in segments, for the purpose of allowing the employee to make funeral 
arrangements and to attend the funeral. The Company reserves the right to 
request reasonable proof of death. 

29.25 The Employee may request additional time off without pay under certain 
circumstances, and such requests will be granted at the discretion of 
the Employer, but in no instance shall such requests be unreasonably 
denied. 

Leave for Union Business 

29.26 Subject to Operational Requirements, the Company shall grant the local Union 
leave without pay for up to five (5) Employees for the purposes of Union training, 
conventions or conferences, or any other official Union event. Any requests must 
be made at least two (2) weeks in advance. No Employee shall lose Seniority for 
any time off for Union Business. No request shall be unreasonably denied. 

Union Leave for service on a Bargaining Team 

29.27 The Company agrees to recognize a Union Negotiating Committee of up to three 
(3) Employees of the Bargaining Unit. No Employee shall lose Seniority for any 
time served on a Bargaining Team, which includes caucus and preparation time 
as well as time in Bargaining or for any process related to the Bargaining Process 
as outlined in the Ontario Labour Relations Act. 

29.28 At the request of the Union, the Company shall pay members their regular salary 
for business relating to Negotiations and invoice the Union accordingly and by 
mutual agreement. 
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Article 30 - Benefits 

30.01 The Employer shall provide all full-time, non-probationary Employees with benefit 
coverage as outlined in the attached Appendix 'B'. In addition to Appendix 8, and 
commencing September 1, 2017, the plan shall also cover Dental coverage of %80 
up to $2000 per year. The Employer agrees to maintain the level of benefits as 
provided for herein, and any such changes shall invoke Article 30.04, should the 
benefit provider introduce changes. 

30.02 Enrolment: Employees will have the option to enrol in the plan with either single or 
family coverage and will have thirty (30) days to upgrade coverage from single to 
family with no requirement to complete a medical questionnaire. After thirty (30) 
days there will be a requirement for a medical questionnaire, however, there is no 
limit on when an Employee can apply to enrol in the plan or change coverage from 
single to family. 

30.03 The Employer is responsible for the administration and application of the benefit 
plan referred to herein. 

30.04 The Insurance and Benefits shall not be changed or modified by the Employer 
during the life of this Agreement except by negotiation and the mutual agreement 
of both parties. 

30.05 The Benefit Provider will provide each employee with a Pay Direct drug card, and 
a benefit book detailing coverage entitlement. 

30.06 Benefit Premium Breakdown: 

Benefit Plan Premium Cost Summary 

Single Coverage: 
Premium: 100% Employer Paid 

Family Coverage: 
Premium: Employer and Employee Paid 
Employee Cost = $75.00 per month 

Note: The employee cost for Family Coverage will be paid through deduction from the 
employee's bi-weekly net pay. 
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Article 31 -Wages 

31.01 Wages shall be paid in accordance with Appendix "A" attached hereto and 
forming part of this collective agreement. 

Appendix "A" - Wages 

Increments of service 
0-3 months 
3 months - 2 years 
2 - 5 years 
5 years or more 

Day Shift, Premium: 

Sept. 1, 2017 Jan 1, 2018 
$13.25 $14.25 
$13.75 $15.00 
$14.25 $15.50 
$14.75 $16.00 

Heavy Duty Cleaner: $1.00 per hour 
Lead Hand: $1.50 per hour 

Night Shift Premium: 
General Duty Cleaner: $1.00 per hour 
Heavy Duty Cleaner: $1.50 per hour 
Lead Hand: $2.00 per hour 

Article 32 - Social Justice Fund 

Sept1,2018 
$15.25 
$15.75 
$16.25 
$17.00 

Sept1,2019 
$16.25 
$17.00 
$17.75 
$18.25 

32.01 The Company agrees to pay the PSAC Social Justice Fund Five Hundred 
dollars ($500.00) per Calendar year. 
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Article 33 - Term of the Collective Agreement 

33.01 DURATION 

(a) This term of this collective agreement shall be from September 1st, 2017 to August 
31 81, 2020. 

Thereafter, the Agreement shall continue in full force and effect from year to year, subject 
to the right of either party to serve notice to commence bargaining as provided for in the 
appropriate labour legislation of Ontario. 

During the period when negotiations are being conducted between the parties for the 
renewal of this Agreement, the present Agreement shall continue in full force and effect 
until: 

(b) (i) The Union commences a legal strike or 

(ii) The Company commences a legal lockout, or 

(iii) The parties enter into a new or further Agreement. 
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Memorandum of Agreement #1 - Minimum Wage and Changes to the Employment 
Standards Act 

In the event that the Ontario Provincial Minimum Wage, as per the Employment 
Standards Act, is rescinded or frozen, the Employer and Union agree to renegotiate 
wages at the request of either party. If the parties fail to come to an agreement. the 
parties agree to refer the matter to Arbitration. 

Memorandum of Agreement #2 - Commercial Cleaning Services in Hastings 
County 

In the event that Commercial Cleaning Services adds new worksites in Hastings County 
serviced by Employees of Commercial Cleaning, the parties agree to negotiate separate 
wage grids or classifications should the Employer notify the Union of the will to do so. 
Falling such notification, the wages outlined In Appendix A shall apply to any new 
worksite. If the parties fail to come to an agreement, the parties agree to refer the matter 
to Arbitration. 

38 



Appendix B - Commercial Cleaning Services Benefits Booklet 
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BENEFIT DETAILS 

Great-West Life is a leading Canadian life and health Insurer. Great-West Life's financial security advisors work 
with our clients from coast to coast to help them secure their financial future. We provide a wide range of 
retirement savings and Income plans; as well as life, disability and critical illness insurance for Individuals and 
families. As a leading provider of employee benefits in Canada, we offer effective benefit solutions for large and 
small employee groups. 

Great-West Life Online 

Visit our website at www. greatwestlife. com for: 

• information and details on Great-West Life's corporate profile and our products and services 
• investor information 
• news releases 
• contact information 
• claim forms and the ability to submit certain claims online 

Great-West Life Online Services for Plan Members 

As a Great-West Life plan member, you can also register for GroupNet™ for Plan Members at 
www.greatwestllfe.com. To access this service, click on the GroupNet for Plan Members link. Follow the 
instructions to register. Make sure to have your plan and ID numbers available before accessing the website. 

This service enables you to access the following and much more, within a user friendly environment twenty-four 
hours a day, seven days a week: 

• your benefit details and claims history 
• personalized claim forms and cards 
• on line claim submission for many of your claims, as outlined in the Healthcare and Dentalcare sections of this 

booklet 
• extensive health and wellness content 

Using our GroupNet Mobile app, you can access certain features of GroupNet for Plan Members to: 

• submit many of your claims online - part of our Industry-leading GroupNet online services 
• access personalized coverage information about benefits, claims and more - quickly and easily, any time 
• view card information 
• locate the nearest provider who has access to Provider eClaims, through a built-in GPS mapping tool 



In addition, by using GroupNet Text, you can get immediate Information that is specific to your benefits. GroupNet 
Text allows you to use your mobile device to access detailed plan Information, Including: 

• plan and member Identification numbers 
• coverage details (detalls available depend on your plan design) 
• reimbursement amounts 
• benefit maximums, balances and more 

You can sign up for GroupNet Text on GroupNet for Plan Members under the Your Profile tab. 

To use GroupNet Text, go to GroupNet for Plan Members and select the Your Profile tab, then text certain 
keywords to 204-289-1667. You will receive an instant text back providing information on your coverage. For a 
complete list of keywords, text Help. For a brief description of the type of information that a keyword provides, text 
Help along with the specific keyword. 

Compatibility of GroupNet Text may vary by mobile device or operating system. 



Great-West Life's Toll-Free Number 

To contact a customer service r~presentatlve at Great-West Life for assistance with your medical and dental 
coverage, please call 
1-800-957-9777. 

This booklet describes the principal features of the group benefit plan sponsored by your employer, but Group 
Policy No. 164025 issued by Great-West Life Is the governing document. If there are variations between th_e 
information in the booklet and the provisions of the policy, the policy will prevail. 

This booklet contains important Information and should be kept in a safe place known to you and your family. 

xx-08-17 

The Plan Is underwritten by 

T HE 

Great-West: Life 
ASSURANCE G-m COMPANY 

and arranged by 

David Forgeron 
Email: dforg@outlook.com 



Access to Documents 

You have the right, upon request, to obtain a copy of the policy, your application and any written statements or 
other records you have provided to Great-West Life as evidence of insurability, subject to certain limitations. 

Legal Actions 

Every action or proceeding against an insurer for the recovery of insurance money payable under the contract is 
absolutely barred unless commenced within the time set out in the Insurance Act (for actions or proceedings 
governed by the Jaws of Alberta and British Columbia), The Insurance Act (for actions or proceedings governed 
by the laws of Manitoba), the Limitations Act, 2002 (for actions or proceedings governed by the Jaws of Ontario), 
or other applicable legislation. For those actions or proceedings governed by the laws of Quebec, the prescriptive 
period is set out in the Quebec Civil Code. 

Appeals 

You have the right to appeal a denial of all or part of the insurance or benefits described In the contract as long as 
you do so within one year of the initial denial of the insurance or a benefit. An appeal must be in writing and must 
include your reasons for believing the denial to be incorrect. 

Benefit Limitation for Overpayment 

If benefits are paid that were not payable under the policy, you are responsible for repayment within 30 days after 
Great-West Life sends you a notice of the overpayment, or within a longer period If agreed to in writing by Great­
West Life. If you fall to fulfil this responsibility, no further benefits are payable under the policy until the 
overpayment is recovered. This does not limit Great-West Life's right to use other legal means to recover the 
overpayment. 



Protecting Your Personal Information 

At Great-West Life, we recognize and respect the Importance of privacy. Personal Information about you is kept In 
a confidential file at the offices of Great-West Life or the offices of an organization authorized by Great-West Life. 
Great-West Life may use service providers located within or outside Canada. We limit access to personal 
information In your file to Great-West Life staff or persons authorized by Great-West Life who require it to perform 
their duties, to persons to whom you have granted access, and to persons authorized by law. Your personal 
information may be subject to disclosure to those authorized under applicable law within or outside Canada. 

We use the personal information to administer the group benefits plan under which you are covered. This includes 
many tasks, such as: 

• determining your eligibility for coverage under the plan 
• enrolling you for coverage 
• investigating and assessing your claims and providing you with payment 
• managing your claims 
• verifying and auditing eligibility and claims 
• creating and maintaining records concerning our relationship 
• underwriting activities, such as determining the cost of the plan, and analyzing the design options of the plan 
• preparing regulatory reports, such as tax slips 

We may exchange personal information with your health care providers, your plan administrator, any insurance or 
reinsurance companies, administrators of government bEmefits or other benefit programs, other organizations, or 
service providers working with us or the above when relevant and necessary to administer the plan. 



As plan member, you are responsible for the claims submitted. We may exchange personal Information with you 
or a person acting on your behalf when relevant and necessary to confirm coverage and to manage the claims 
submitted. 

You may request access or correction of the personal information in your file. A request for access or correction 
should be made In writing and may be sent to any of Great-West Life's offices or to our head office. 

For a copy of our Privacy Guidelines, or If you have questions about our personal Information policies and 
practices (including with respect to service providers), write to Great-West Life's Chief Compliance Officer or refer 
to www.greatwestllfe.com. 
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Benefit Summary 

This summary must be read together with the benefits described In this booklet. 

Employee Life Insurance 

Healthcare 

$10,000, reducing by 50% at age 65 

Covered expenses will not exceed customary charges 

Deductible 

Reimbursement Levels 

Global Medical Assistance 

NII 

Expenses 100o/o 
Out-of-Country Care Expenses 
- Emergency Care 100% 
- Non-Emergency Care 50% 
All Other Expenses 60% 
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Basic Expense Maximums 

Home Nursing Care 
In-Canada Prescription Drugs 
Custom-fitted Orthopedic Shoes 

and Custom-made Foot Orthotics 
Myoelectric Arms 
External Breast Prosthesis 
Surgical Brassieres 
Mechanical or Hydraulic Patient 
Lifters 

Outdoor Wheelchair Ramps 
Blood-glucose Monitoring Machines 
Transcutaneous Nerve Stlmulators 
Extremity Pumps for Lymphedema 
Custom-made Compression Hose 

Paramedical Expense Maximums 

Chiropractors 
Massage Therapists 
Naturopaths 
Osteopaths 
Psychologists/Social Workers 
Physiotherapists 
Podiatrists 
Speech Therapists 

$10,000 for a maximum of 12 months per condition 
$5,000 each calendar year 

$300 every 12 months 
$10,000 per prosthesis 
1 every 12 months 
2 every 12 months 

$2,000 per lifter once every 5 years 
$2,000 lifetime 
1 every 4 years 
$700 lifetime 
$1,500 lifetime 
4 pairs every 12 months 

$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
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Visloncare Expense Maximums 

Eye Examinations, Glasses, 
Contact Lenses and 
Laser Eye Surgery 

Out-Of-Country Care 
Expense Maximums 

- Emergency Care 
- Non-Emergency Care 
Lifetime Healthcare Maximum 

Dentalcare 

$200 every 24 months 

Unlimited 
$25,000 lifetime 
Unlimited 

Covered expenses wlll not exceed customary charges 

Payment Basis The dental fee guide In effect In your province of residence on the date 
treatment is rendered 

Deductible 

Reimbursement Levels 

NII 

Basic Coverage 80% 
Accidental Dental Injury Coverage 100% 

Plan Maximums 

Basic Treatment $2,000 each calendar year 
Accidental Dental Injury Treatment Unlimited 
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COMMENCEMENT AND TERMINATION OF COVERAGE 

You are eligible to participate in the plan after 90 days of continuous employment. You are considered 
continuously employed only if you satisfy the actively at work requirement throughout the eligibility waiting period. 

• You and your dependents will be covered as soon as you become eligible. 

You may waive health and/or dental coverage If you are already covered for these benefits under your 
spouse's plan. If you lose spousal coverage you must apply for coverage under this plan. If you do not apply 
within 31 days of loss of such coverage, or you were previously declined for coverage by Great-West Life, you 
and your dependents may be required to provide evidence of lnsurabillty acceptable to Great-West Life to be 
covered for health benefits, and may be declined for or offered limited dental benefits. 

• You must be actively at work when coverage takes effect, otherwise the coverage will not be effective until 
you return to work. 

Increases in your benefits while you are covered by this plan will not become effective unless you are actively 
at work. 

• Temporary, part-time and seasonal employees may not join the plan. 
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Your coverage terminates when your employment ends, you are no longer eligible, or the policy terminates, 
whichever is earliest. 

• Your dependents' coverage terminates when your Insurance terminates or your dependent no longer 
qualifies, whichever is earlier. 

• Your coverage may be extended if it would have terminated because you are not actively at work due to 
disease or injury, temporary lay-off or leave of absence. Your employer will provide you with details. 

• When your coverage terminates, you may be entitled to an extension of benefits under the plan. Your 
employer will provide you with details. 

Survivor Benefits 

If you die while your coverage Is still in force, the health, dental and CoreContact benefits for your dependents will 
be continued for a period of 2 years or until they no longer qualify, whichever happens first. 
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DEPENDENT COVERAGE 

Dependent means: 

• Your spouse, legal or common-law. 

A common-law spouse is a person who has been living with you In a conjugal relationship for at least 12 
months. 

• Your unmarried children under age 21, or under age 25 If they are full-time students. 

Children under age 21 are not covered If they are working more than 30 hours a week. unless they are full­
time students. 

Children who are Incapable of supporting themselves because of physical or mental disorder are covered 
without age limit if the disorder begins before they turn 21 , or whlle they are students under 25, and the 
disorder has been continuous since that time. 

BENEFICIARY DESIGNATION 

You may make, alter, or revoke a designation of beneficiary as permitted by law. You should review any 
beneficiary designation made under this policy from time to time to ensure that It reflects your current intentions. 
You may change the designation by completing a form available from your employer. 
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EMPLOYEE LIFE INSURANCE 

On your death, Great-West Life will pay your life Insurance benefits to your named beneficiary. If you have not 
named a beneficiary or there Is no surviving beneficiary at the time of your death, payment will be made to your 
estate. Your employer will explain the claim requirements to your beneficiary. 

• Your life insurance will not continue past the end of the day before the date you reach age 70. 

• If you are under age 65 and have been disabled for 6 mohths or more, you may be entitled to have your life 
insurance continued without premium payment until you reach age 65. You are considered disabled If Injury 
or disease prevents you from being gainfully employed in any job. Great-West Life will determine your 
qualification for waiver of premium benefits. If you believe you may be eligible, contact your employer for 
claim forms. You must apply for waiver of premium benefits within 12 months of becoming eligible. 

• Your life Insurance will terminate If you are age 65 or over and you are not actively at work. However, If you 
are not actively at work because of disease or injury, your life Insurance may be continued on a premium 
paying basis for up to 6 months following the date you ceased to be actively at work. 

• If any or all of your insurance terminates on or before your 651h birthday, you may be eligible to apply for an 
individual conversion policy without providing proof of your insurablllty. You must apply and pay the first 
premium no later than 31 days after your group insurance terminates. See your employer for details. 
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HEALTHCARE 

A deductible may be applied before you are reimbursed. All expenses will be reimbursed at the level shown in the 
Benefit Summary. Benefits may be subject to plan maximums and frequency limits. Check the Benefit 
Summary for this information. 

The plan covers customary charges for the following services and supplies. All covered services and supplies 
must represent reasonable treatment. Treatment is considered reasonable if it is accepted by the Canadian 
medical profession, it is proven to be effective, and it is of a form, intensity, frequency and duration essential to 
diagnosis or management of the disease or injury. 

Covered Expenses 

• Ambulance transportation to the nearest centre where adequate treatment is available 

• Home nursing services of a registered nurse, a registered practical nurse if you are a resident of Ontario or a 
licensed practical nurse if you are a resident of any other province, when services are provided in Canada. No 
benefits are paid for services provided by a member of your family or for services which do not require the 
specific skills of a registered or practical nurse 

You should apply for a pre-care assessment before home nursing begins 

• Drugs and drug supplies described below when prescribed by a person entitled by law to prescribe them, 
dispensed by a person entitled by law to dispense them, and provided in Canada. Benefits for drugs and drug 
supplies provided outside Canada are payable only as provided under the out-of-country emergency care 
provision. 

Drugs which require a written prescription according to the Food and Drugs Act, Canada or provincial 
legislation in effect where the drug is dispensed, including contraceptive drugs and products containing a 
contraceptive drug 
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Injectable drugs including vitamins, insulins and allergy extracts. Syringes for self-administered injections 
are also covered 

Disposable needles for use with non-disposable insulin injection devices, lancets and test strips 

Extemporaneous preparations or compounds if one of the Ingredients Is a covered drug 

Certain other drugs that do not require a prescription by law may be covered. If you have any questions, 
contact your plan administrator before incurring the expense. 

Unless medical evidence is provided to Great-West Life that Indicates why a drug Is not to be substituted, 
Great-West Life can limit the covered expense to the cost of the lowest priced interchangeable drug. 

For drugs eligible under a provincial drug plan, coverage is limited to the deductible amount and coinsurance 
you are required to pay under that plan. 

• Rental or, at Great-West Life's discretion, purchase of certain medical supplies, appliances and prosthetic 
devices prescribed by a physician 

• Custom-made foot orthotics and custom-fitted orthopedic shoes, including modifications to orthopedic 
footwear, when prescribed by a physician 

• Diabetic supplies prescribed by a physician: Novolln-pens or similar insulin Injection devices using a needle, 
blood-letting devices including platforms but not lancets. Lancets are covered under prescription drugs 

• Blood-glucose monitoring machines prescribed by a physician 

• Diagnostic x-rays and lab tests, when coverage is not avallable under your provincial government plan 

9 



• Out-of-hospital treatment of muscle and bone disorders, including diagnostic x-rays, by a licensed 
chiropractor 

• Out-of-hospital services of a qualified massage therapist 

• Out-of-hospital services of a licensed naturopath 

• Out-of-hospital services of a licensed osteopath, Including diagnostic x-rays 

• Out-of-hospital treatment by a registered psychologist or qualified social worker 

• Out-of-hospital treatment of movement disorders by a licensed physiotherapist 

• Out-of-hospital treatment of foot disorders, Including diagnostic x-rays, by a licensed podiatrist 

• Out-of-hospital treatment of speech Impairments by a qualified speech therapist 

Vlsloncare 

• Eye examinations, Including refractions, when they are performed by a licensed ophthalmologist or 
optometrist, and coverage is not available under your provincial government plan 

• Glasses and contact lenses required to correct vision when provided by a licensed ophthalmologist, 
optometrist or optician 

• Laser eye surgery required to correct vision when performed by a licensed ophthalmologist 

For information on available discounts on eyewear and vision care services, refer to the Preferred Vision Services 
section of this booklet following the Healthcare benefit. 
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Global Medical Assistance Program 

This program provides medical assistance through a worldwide communications network which operates 24 hours 
a day. The network locates medical services and obtains Great-West Life's approval of covered services, when 
required as a result of a medical emergency arising while you or your dependent is travelling for vacation, 
business or education. Coverage for travel within Canada is limited to emergencies arising more than 500 
kilometres from home. You must be covered by the government health plan ln your home province to be eligible 
for global medical assistance benefits. The following services are covered, subject to Great-West Life's prior 
approval: 

• On-site hospital payment when required for admission, to a maximum of $1 ,000 

• If suitable local care is not available, medical evacuation to the nearest suitable hospital while travelling in 
Canada. If travel is outside Canada, transportation will be provided to a hospital In Canada or to the nearest 
hospital outside Canada equipped to provide treatment 

When services are covered under this provision, they are not covered under other provisions described in th is 
booklet 

• Transportation and lodging for one family member Joining a patient hospitalized for more than 7 days while 
travelling alone. Benefits will be paid for moderate quality lodgings up to $1,500 and for a round trip economy 
class ticket 

• If you or a dependent is hospitalized while travelling with a companion, extra costs for moderate quality 
lodgings for the companion when the return trip Is delayed due to your or your dependent's medical cond ition, 
to a maximum of $1,500 
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• The cost of comparable return transportation home for you or a dependent and one travelling companion if 
prearranged, prepaid return transportation is missed because you or your dependent is hospitalized. 
Coverage is provided only when the return fare is not refundable. A rental vehicle is not considered 
prearranged, prepaid return transportation 

• In case of death, preparation and transportation of the deceased home 

• Return transportation home for minor children travelling with you or a dependent who are left unaccompanied 
because of your or your dependent's hospitalization or death. Return or round trip transportation for an escort 
for the children is also covered when considered necessary 

• Costs of returning your or your dependent's vehicle home or to the nearest rental agency when illness or 
Injury prevents you or your dependent from driving, to a maximum of $1,000. Benefits will not be paid for 
vehicle return If transportation reimbursement benefits are paid for the cost of comparable return 
transportation home 

Benefits payable for moderate quallty accommodation Include telephone expenses as well as taxicab and car 
rental charges. Meal expenses are not covered. 
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Out-Of-Country Care 

• Emergency care outside Canada Is covered If it Is required as a result of a medical emergency arising while 
you or your dependent is temporarlly outside Canada for vacation, business or education purposes. To qualify 
for benefits, you must be covered by the government health plan in your home province. 

A medical emergency is either a sudden, unexpected Injury, or a sudden, unexpected Illness or acute episode 
of disease that could not have been reasonably anticipated based on the patient's prior medical condition. 

Emergency care is covered medical treatment that Is provided as a result of and immediately following a 
medical emergency. 

If the patient's condition permits a return to Canada, benefits are limited to the lesser of: 

the amount payable under this plan for continued treatment outside Canada, and 

the amount payable under this plan for comparable treatment in Canada plus the cost of return 
transportation. 

No benefits are paid for: 

any further medical care related to a medical emergency after the initial acute phase of treatment. This 
includes non-emergency continued management of the condition originally treated as an emergency 

any subsequent and related episodes during the same absence from Canada 
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expenses related to pregnancy and delivery, including Infant care: 

after the 34th week of pregnancy, or 
at any time during the pregnancy if the patient's medical history indicates a higher than normal risk of 
an early delivery or complications. 

• Non-emergency care outside Canada is covered for you and your dependents if: 

it is required as a result of a referral from your usual Canadian physician 

It Is not available in any Canadian province and must be obtained elsewhere for reasons other than 
waiting lists or scheduling difficulties 

you are covered by the government health plan in your home province for a portion of the cost, and 

a pre-authorization of benefits is approved by Great-West Life before you leave Canada for treatment. 

No benefits will be paid for: 

investlgatlonal or experlmental treatment 

transportation or accommodation charges. 

The plan covers the following services and supplies when related to out-of-country care: 

• treatment by a physician 

• diagnostic x-ray and laboratory services 

• hospital accommodation in a standard or semi-private ward or intensive care unit, if the confinement begins 
while you or your dependent is covered 
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• medical supplies provided during a covered hospital confinement 

• paramedical services provided during a covered hospital confinement 

• hospital out-patient services and supplies 

• medical supplies provided out-of-hospital If they would have been covered in Canada 

• drugs 

• out-of-hospital services of a professional nurse 

• for emergency care only, ambulance services by a licensed ambulance company to the nearest centre where 
essential treatment is available 

Other Services and Supplies 

Great-West Life can, on such terms as it determines, cover services or supplies under this plan where the service 
or supply represents reasonable treatment. 

Limitations 

Great-West Life can decline a claim for services or supplies that were purchased from a provider that is not 
approved by Great-West Life. 

Great-West Life can limit the covered expense for a service or supply to that of a lower cost alternative service or 
supply that represents reasonable treatment. 

Except to the extent otherwise required by law, no benefits are paid for: 

• Expenses private insurers are not permitted to cover by law 

• Services or supplies for which a charge is made only because you have insurance coverage 
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• The portion of the expense for services or supplies that Is payable by the government health plan In your 
home province, whether or not you are actually covered under the government health plan 

• Any portion of services or supplies which you are entitled to receive, or for which you are entitled to a benefit 
or reimbursement, by law or under a plan that is legislated, funded, or administered in whole or in part by a 
government ("government plan"), without regard to whether coverage would have otherwise been available 
under this plan 

In this limitation, government plan does not include a group plan tor government employees 

• Services or supplies that do not represent reasonable treatment 

• Services or supplies associated with: 

treatment performed only for cosmetic purposes 

recreation or sports rather than with other daily living activities 

the diagnosis or treatment of infertility 

contraception, other than contraceptive drugs and products containing a contraceptive drug 

• Services or supplies associated with a covered service or supply, unless specifically listed as a covered 
service or supply or determined by Great-West Life to be a covered service or supply 

• Extra medical supplies that are spares or alternates 

• Services or supplies received outside Canada except as listed under Out-of-Country Emergency Care and 
Global Medical Assistance 
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• Services or supplies received out-of-province in Canada unless you are covered by the government health 
plan In your home province and Great-West Life would have paid benefits for the same services or supplies If 
they had been received in your home province 

This limitation does not apply to Global Medical Assistance 

• Expenses arising from war, insurrection, or voluntary participation in a riot 

• Chronic care 

• Pediatric treatments for which a portion of the cost is payable under the Ontario Health Insurance Plan 
(OHIP). Benefits for these services are payable only after the maximum annual OHIP benefit has been paid 

• Visioncare services and supplies required by an employer as a condition of employment 

In addition and except to the extent otherwise required by law, under the prescription drug coverage, no benefits 
are paid for: 

• Atomizers, appliances, prosthetic devices, colostomy supplies, first aid supplies, diagnostic supplies or testing 
equipment 

• Non-disposable insulin delivery devices or spring loaded devices used to hold blood letting devices 

• Delivery or extension devices for inhaled medications 

• Oral vitamins, minerals, dietary supplements, homeopathic preparations, infant formulas or injectable total 
parenteral nutrition solutions 

• Diaphragms, condoms, contraceptive jellies, foams, sponges, suppositories, contraceptive implants or 
appliances 

• Smoking cessation products 
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• Fertility drugs 

• Any drug that does not have a drug identification number as defined by the Food and Drugs Act, Canada 

• Any single purchase of drugs which would not reasonably be used within 34 days. In the case of certain 
maintenance drugs, a 100-day supply will be covered 

• Drugs administered during treatment in an emergency room of a hospital, or as an in-patient in a hospital 

• Preventative immunization vaccines and toxoids 

• Non-injectable allergy extracts 

• Drugs that are considered cosmetic, such as topical minoxidil or sunscreens, whether or not prescribed for a 
medical reason 

• Drugs used to treat erectile dysfunction 

Prior Authorization 

In order to determine whether coverage is provided for certain services or supplies, Great-West Life maintains a 
limited list of services and supplies that require prior authorization. 

For services and supplies, including a listing of the prior authorization drugs, go to ~ reatwestlife.com. 

Prior authorization is intended to help ensure that a service or supply represents a reasonable treatment. 

If the use of a lower cost alternative service or supply represents reasonable treatment, Great-West Life may 
require you or your dependent to provide medical evidence why the lower cost alternative service or supply 
cannot be used before coverage may be provided for the service or supply. 
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Health Case Management 

If you or one of your dependents apply for prior authorization of certain supplies or services, Great-West Life may 
contact you to participate in health case management. Health case management is a program recommended or 
approved by Great-West Life that may include but is not limited to: 

• consultation with you or your dependent and the attending physician to gain understanding of the treatment 
plan recommended by the attending physician; 

• comparison with the attending physician, of the recommended treatment plan with alternatives, if any, that 
represent reasonable treatment; 

• identification to the attending physician of opportunities for education and support; and 
• monitoring your or your dependent's adherence to the treatment plan recommended by the attending 

physician. 

In determining whether to implement health case management, Great-West Life may assess such factors as the 
service or supply, the medical condition, and the existence of generally accepted medical guidelines for 
objectively measuring medical effectiveness of the treatment plan recommended by the attending physician. 

Health Case Management Limitation 

Great-West Life can, on such terms as it determines, limit the payment of benefits for a service or supply where: 

• Great-West Life has implemented health case management and you or your dependent do not participate or 
cooperate; or 

• you or your dependent have not adhered to the treatment plan recommended by the attending physician with 
respect to the use of the service or supply. 

19 



Health Case Management Expense Benefit 

Expenses associated with health case management may be paid for by Great-West Life at its discretion. 
Expenses claimed under this provision must be pre-authorized by Great-West Life. 

Designated Provider Limitation 

For a service or supply to which prior authorization applies or where Great-West Life has recommended or 
approved health case management, Great-West Life can require that a service or supply be purchased from or 
administered by a provider designated by Great-West Life, and: 

• limit the covered expense for a service or supply that was not purchased from or administered by a provider 
designated by Great-West Life to the cost of the service or supply had it been purchased from or administered 
by the provider designated by Great-West Life; or 

• decline a claim for a service or supply that was not purchased from or administered by a provider designated 
by Great-West Life. 

Patient Assistance Program 

A patient assistance program may provide financial, educational or other assistance to you or your dependents 
with respect to certain services or supplies. 

If you or your dependents are eligible for a patient assistance program, Great-West Life can require you or your 
dependent to apply to and participate in such a program. Where financial assistance Is available from a patient 
assistance program in which Great-West Life requires participation, Great-West Life can reduce the amount of a 
covered expense for a service or supply by the amount o·f financial assistance you or your dependent is entitled to 
receive for that service or supply. 
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How to Make a Claim 

• Out-of-country claims (Including those for Global Medlcal Assistance expenses) should be submitted to 
Great-West Life as soon as possible after the expense is incurred. It Is very important that you send your 
claims to the Great-West Life Out-of-Country Claims Department immediately as your Provincial or Territorial 
Medical Plan has very strict time limitations. 

Access GroupNet for Plan Members to obtain a personalized claim form or obtain form M5432 (Statement of 
Claim Out-of-Country Expenses form) from your employer. You must also obtain the Government Assignment 
form, and residents of British Columbia, Quebec and Newfoundland & Labrador must also obtain the Special 
Government Claim form. The Great-West Life Out-of-Country Claims Department will forward the appropriate 
government forms to your attention when required. 

You should complete all applicable forms, making sure all required 1nformation Is included. Attach all original 
receipts and forward the claim to the Great-West Life Out-of-Country Claims Department. Be sure to keep a 
copy for your own records. The plan will pay all eligible claims Including your Provincial or Territorial Medical 
Plan portion. Your Provincial or Territorial Medical Plan will then reimburse the plan for the government's 
share of the expenses. 

Out-of-country claims must be submitted within a certain time period that varies by province or territory. For 
the claims submission period applicable in your province or territory or for any other questions or for 
assistance in completing any of the forms, please contact Great-West Life's Out-of-Country Claims 
Department at 1-800-957-9777. 
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• Claims for expenses Incurred In Canada, for paramedical services and vlsloncare, may be submitted 
online. To use this on line service you will need to be registered for GroupNet for Plan Members and signed up 
for direct deposit of claim payments with eDetails. For on line claim submissions, your Explanation of Benefits 
will only be available online. 

Online claims must be submitted to Great-West Life as soon as possible, but no later than 6 months after you 
incur the expense. 

You must retain your receipt for 12 months from the date you submit your claim to Great-West Life as a 
record of the transaction, and you must submit it to Great-West Life on request. 

• For all other Healthcare claims, access GroupNet for Plan Members to obtain a personalized claim form or 
obtain form M635D from your employer. Complete this form making sure it shows all required information. 

Attach your receipts to the claim form and return It to the Great-West Life Benefit Payment Office as soon as 
possible, but no later than 15 months after you incur the expense. 

• For drug claims, your employer will provide you with a prescription drug identification card. Present your 
card to the pharmacist with your prescription. 

Before your prescription is filled, an Assure Claims check will be done. Assure Claims Is a series of seven 
checks that are electronically done on your drug claim history for increased safety and compliance monitoring. 
This has been designed to improve the health and quality of life for you and your dependents. Checks done 
Include drug interaction, therapeutic duplication and duration of therapy, allowing the pharmacist to react prior 
to the drug being dispensed. Depending on the outcome of the checks, the pharmacist may refuse to 
dispense the prescribed drug. 

When your coverage ends, return your direct pay drug identification card to your employer. 
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PREFERRED VISION SERVICES (PVS) 

Preferred Vision Services (PVS) is a service provided by Great-West Life to Its customers through PVS 
which is a preferred provider network company. 

PVS entitles you to a discount on a wide selection of quality eyewear and lens extras (scratch guarding, tints, etc.) 
when you purchase these Items from a PVS network optician or optometrist. A discount on laser eye surgery can 
be obtained through an organization that Is part of the PVS network. 

PVS also entitles you to a discount on hearing aids (batteries, tubing, ear molds, etc.) when you purchase these 
items from a PVS network provider. 

You are eligible to receive the PVS discount through the network whether or not you are enrolled for the 
healthcare coverage described in this booklet. You can use the PVS network as often as you wish for yourself 
and your dependents. 

Using PVS: 

• Call the PVS Information Hotline at 1-800-668-6444 or visit the PVS Web site at www.pvs.ca for 
information about PVS locations and the program 

• Arrange for a fitting, an eye examination, a hearing assessment or a hearing test, if needed 

• Present your group benefit plan identification card, to Identify your preferred status as a PVS member through 
Great-West Life, at the time the eyewear or the hearing aid is purchased, or at the initial consultation for laser 
eye surgery 

• Pay the reduced PVS price. If you have Vision care coverage or hearing aids coverage for the product or 
service, obtain a receipt and submit it with a claim form to your insurance carrier in the usual manner. 
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CORECONTACT- EMPLOYEE ASSISTANCE PROGRAM 

The CoreContact employee assistance program provides you and your dependents with access to confidentlal 
counselling and Information services. 

The services provided under the CoreContact employee assistance program are available by dialing the toll-free 
number shown below. This toll-free number Is staffed 24 hours a day, 7 days a week by Intake counsellors who 
can provide Immediate support and counselling, respond to crisis or emergency situations or schedule 
appointments. 

For service In English: 
For service In French: 

1-800-387-4 765 
1-800-361-5676 

For more Information on the services available under the CoreContact employee assistance program, please see 
the employee assistance program brochure provided by your plan administrator or visit the employee assistance 
program: www.shepell.com. 
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DENTALCARE 

A deductible may be applied before you are reimbursed. All expenses will be reimbursed at the level shown in the 
Benefit Summary. Benefits may be subject to plan maximums and frequency limits. Check the Benefit 
Summary for this information. 

The plan covers customary charges to the extent they do not exceed the dental fee guide level shown in the 
Benefit Summary. Denturist fee guides are applicable when services are provided by a denturist. Dental 
hygienist fee guides are applicable when services are provided by a dental hygienist practising Independently. 

All covered services and supplies must represent reasonable treatment. Treatment Is considered reasonable if it 
is recognized by the Canadian Dental Association, it Is proven to be effective, and It is of a form, frequency, and 
duration essential to the management of the person's dental health. To be considered reasonable, treatment must 
also be performed ~ya dentist or under a dentist's supervision, performed by a dental hygienist entitled by law to 
practise independently, or performed by a denturist. 

Treatment Plan 

• Before incurring any large dental expenses, ask your dental service provider to complete a treatment plan and 
submit it to Great-West Life. Great-West Life will calculate the benefits payable for the proposed treatment, so 
you will know in advance the approximate portion of the cost you will have to pay. 

Basic Coverage 

The following expenses will be covered: 

• Diagnostic services including: 

one complete oral examination every 36 months 

limited oral examinations twice every 12 months, except that only one limited oral examination is covered 
in any 12-month period that a complete oral examination is also performed 
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limited periodontal examinations twice every 12 months 

complete series of x-rays every 36 months 

intra-oral x-rays to a maximum of 15 films every 36 months and a panoramic x-ray every 36 months. 
Services provided In the same 12 months as a complete series are not covered 

• Preventive services including: 

polishing and topical application of fluoride each twice every 12 months 

scaling, limited to a maximum combined with periodontal root planing of 6 time units every 12 months 

A time unit Is considered to be a 15-minute interval or any portion of a 15-mlnute Interval 

pit and fissure sealants on bicuspids and permanent molars every 60 months 

space maintainers including appliances for the control of harmful habits 

finishing restorations 

interproxlmal disking 

recontouring of teeth 

• Minor restorative services Including: 

caries, trauma, and pain control 

amalgam and tooth-coloured fillings. Replacement fillings are covered only if the existing filling is at least 
2 years old or the existing filling was not covered under this plan 
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retentive pins and prefabricated posts for fillings 

prefabricated crowns for primary teeth 

• Endodontics. Root canal therapy for permanent teeth will be limited to one course of treatment per tooth. 
Repeat treatment Is covered only if the original treatment falls after the first 18 months 

• Periodontal services including: 

root planing, limited to a maximum combined with preventive scaling of 6 time units every 12 months 

occlusal adjustment and equilibration, limited to a combined maximum of 4 time units every 12 months 

A time unit is considered to be a 15-minute Interval or any portion of a 15-minute interval 

• Denture maintenance, Including: 

denture relines for dentures at least 6 months old, once every 36 months 

denture rebases for dentures at least 2 years old, once every 36 months 

resilient liner in relined or rebased dentures after the 3-month post-insertion care period has elapsed, 
once every 36 months 

• Oral surgery 

• Adjunctive services 
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Accidental Dental Injury Coverage 

• Treatment of injury to sound natural teeth. Treatment must start within 60 days after the accident unless 
delayed by a medical condition 

A sound tooth is any tooth that did not require restorative treatment immediately before the accident. A natural 
tooth is any tooth that has not been artificially replaced 

Limitations 

No benefits are paid for: 

• Duplicate x-rays, custom fluoride appliances, any oral hygiene instruction and nutritional counselling 

• The following endodontic services - root canal therapy for primary teeth, isolation of teeth, enlargement of 
pulp chambers and endosseous intra coronal implants 

• The following periodontal services - desensitization, topical application of antimicrobial agents, subgingival 
periodontal irrigation, charges for post surgical treatment and periodontal re-evaluations 

• The following oral surgery services - implantology, surgical movement of teeth, services performed to remodel 
or recontour oral tissues (other than minor alveoloplasty, gingivoplasty and stomatoplasty) and alveoloplasty 
or gingivoplasty performed in conjunction with extractions 

• Hypnosis or acupuncture 

• Crowns (other than prefabricated crowns), bridgework, dentures or repairs to bridgework or dentures 

• Orthodontic treatment 
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• Accidental dental injury expenses for treatment performed more than 12 months after the accident, denture 
repair or replacement, or any orthodontic services 

• Expenses private plans are not permitted to cover by law 

• Services and supplies you are entitled to without charge by law or for which a charge is made only because 
you have insurance coverage 

• Services or supplies that do not represent reasonable treatment 

• Treatment performed for cosmetic purposes only 

• Congenital defects or developmental malformations in people 19 years of age or over 

• Temporomandibular joint disorders, vertical dimension correction or myofacial pain 

• Expenses arising from war, insurrection, or voluntary participation in a riot 
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How to Make a Claim 

• Clalms for expenses Incurred In Canada may be submitted online. Access GroupNet for Plan Members to 
obtain a personalized claim form or obtain form M445D from your employer and have your dental service 
provider complete the form. The completed claim form will contain the information necessary to enter the 
claim online. To use the on line service you will need to be registered for GroupNet for Plan Members and 
signed up for direct deposit of claim payments with eDetalls. For online claim submissions, your Explanation 
of Benefits will only be available online. 

Online claims must be submitted to Great-West Life as soon as possible, but no later than 6 months after the 
dental treatment. 

You must retain your receipt for 12 months from the date you submit your claim to Great-West Life as a 
record of the transaction, and you must submit it to Great-West Life on request. 

• For all other Dentalcare claims, access GroupNet for Plan Members to obtain a personalized claim form or 
obtain form M445D from your employer. Have your dental service provider complete the form and return it to 
the Great-West Life Benefit Payment Office as soon as possible, but no later than 15 months after the dental 
treatment. 
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COORDINATION OF BENEFITS 

• Benefits for you or a dependent will be directly reduced by any amount payable under a government plan. If 
you or a dependent are entitled to benefits for the same expenses under another group plan or as both an 
employee and dependent under this plan or as a dependent of both parents under this plan, benefits will be 
co-ordinated so that the total benefits from all plans will not exceed expenses. 

• You and your spouse should first submit your own claims through your own group plan. Claims for dependent 
children should be submitted to the plan of the parent who has the earlier birth date in the calendar year (the 
year of birth is not considered). If you are separated or divorced, the plan which will pay benefits for your 
children will be determined in the following order: 

1. the plan of the parent with custody of the child; 
2. the plan of the spouse of the parent with custody of the child; 
3. the plan of the parent without custody of the chlld; 
4. the plan of the spouse of the parent without custody of the child 

You may submit a claim to the plan of the other spouse for any amount which is not paid by the first plan. 
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DIAGNOSTIC AND TREATMENT SUPPORT SERVICES 
(BEST DOCTORS® SERVICE) 

This service is designed to allow access to the expertise of specialists, resources, information and clinical 
guidance. 

You, your dependents and your and your dependent's physician can access this service if the physician has 
made a diagnosis of a serious physical illness or condition for which there is objective evidence, or if the covered 
person or his or her physician suspects that the person has this illness or condition. This service is made up of a 
unique step-by-step process that may help address questions or concerns about a serious physical illness or 
condition. This may include confirming the diagnosis and suggesting the most effective treatment plan by drawing 
on a global database of up to 50,000 peer-ranked specialists. 

How It works 

• Access diagnostic and treatment support services by calling 1-877-419-BEST (2378) toll-free. 

• The person accessing the service will be connected with a member advocate who will be dedicated to his or 
her case and will provide support through the process. The member advocate will take the necessary medical 
history and answer the person's questions. Any information provided is not shared with either your employer 
or the administrator of your health plan. 

• Based on the information provided, the member advocate determines the optimal level of service required . 

• The member advocate may provide information, resources, guidance and advice individually tailored to meet 
the covered person's health needs, and can help identify individual community supports and resources 
available. 
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• If it is appropriate, the member advocate may arrange for an in-depth review of the covered person's medical 
file to assist in confirming the diagnosis and help develop a treatment plan. This review may Include 
collecting, deconstructing and reconstructing medical records, pathology retesting and analyzing test results. 
A written report outlining the conclusions and recommendations of the specialists will be forwarded to the 
person accessing the service. Generally, this process takes 6 to 8 weeks. Tlmeframes may vary depending 
on the complexity of the case and amount of medical records to collect. 

• If the covered person decides to seek treatment by a different physician, the member advocate can help 
identify a specialist qualified to meet his or her specific medical needs. Expenses incurred for travel and 
treatment are not coveted by this service. 

• If the covered person decides to seek treatment outside Canada, the member advocate can arrange referrals 
and can help book accommodations. The member advocate can also assist In accessing hospital and 
physician discounts, arrange for the forwarding of medical Information and monitor the treatment process. 
Expenses Incurred for travel and treatment are not covered by this service. 

• The member advocate may identify a Best Doctors specialist suited to answer basic questions about health 
concerns and treatment options. Answers will be provided in a written report sent by email to the person 
accessing the service. 

These services are not Insured services. Great-West Life is not responsible for the provision of the services, their 
results, or any treatment received or requested in connection with the services. 
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BENEFIT DETAILS 

Great-West Life is a leading Canadian life and health insurer. Great-West Life's financial security advisors work 
with our clients from coast to coast to help them secure their financial future. We provide a wide range of 
retirement savings and income plans; as well as life, disability and critical illness insurance for individuals and 
families. As a leading provider of employee benefits in Canada, we offer effective benefit solutions for large and 
small employee groups. 

Great-West Life Online 

Visit our website at www . g reatwestlife . com for: 

• information and details on Great-West Life's corporate profile and our products and services 
• investor information 
• news releases 
• contact information 
• claim forms and the ability to submit certain claims online 

Great-West Life Online Services for Plan Members 

As a Great-West Life plan member. you can also reg ister for GroupNet™ for Plan Members at 
www.greatwestlife.com. To access this service, click on the GroupNet for Plan Members link. Follow the 
instructions to register. Make sure to have your plan and ID numbers available before accessing the website. 

This service enables you to access the following and much more, within a user friendly environment twenty-four 
hours a day, seven days a week: 

• your benefit details and claims history 
• personalized claim forms and cards 
• online claim submission for many of your claims, as outlined in the Healthcare and Dentalcare sections of this 

booklet 
• extensive health and wellness content 

Using our GroupNet Mobile app, you can access certain features of GroupNet for Plan Members to: 

• submit many of your claims online - part of our industry-leading GroupNet online services 
• access personalized coverage information about benefits, claims and more - quickly and easily, any time 
• view card information 
• locate the nearest provider who has access to Provider eClaims, through a built-in GPS mapping tool 



In addition, by using GroupNet Text, you can get immediate information that is specific to your benefits. GroupNet 
Text allows you to use your mobile device to access detailed plan information, including: 

• plan and member identification numbers 
• coverage details (details available depend on your plan design) 
• reimbursement amounts 
• benefit maximums, balances and more 

You can sign up for GroupNet Text on GroupNet for Plan Members under the Your Profile tab. 

To use GroupNet Text, go to GroupNet for Plan Members and select the Your Profile tab, then text certain 
keywords to 204-289-1667. You will receive an instant text back providing information on your coverage. For a 
complete list of keywords, text Help. For a brief description of the type of information that a keyword provides, text 
Help along with the specific keyword. 

Compatibility of GroupNet Text may vary by mobile device or operating system. 



Great-West Life's Toll-Free Number 

To contact a customer service representative at Great-West Life for assistance with your medical and dental 
coverage, please call 
1-800-957-9777. 

This booklet describes the principal features of the group benefit plan sponsored by your employer, but Group 
Policy No. 164025 issued by Great-West Life is the governing document. If there are variations between the 
information in the booklet and the provisions of the policy, the policy will prevail. 

This booklet contains important information and should be kept in a safe place known to you and your family. 

xx-08-17 

The Plan is underwritten by 

THE 

Great-Wes t Life 
ASSURANCE ()-m COMPANY 

and arranged by 

David Forgeron 
Email: dforg@outlook.com 



Access to Documents 

You have the right, upon request, to obtain a copy of the policy, your application and any written statements or 
other records you have provided to Great-West Life as evidence of insurability, subject to certain limitations. 

Legal Actions 

Every action or proceeding against an insurer for the recovery of insurance money payable under the contract is 
absolutely barred unless commenced within the time set out in the Insurance Act (for actions or proceedings 
governed by the laws of Alberta and British Columbia), The Insurance Act (for actions or proceedings governed 
by the laws of Manitoba), the Limitations Act. 2002 (for actions or proceedings governed by the laws of Ontario), 
or other applicable legislation. For those actions or proceedings governed by the laws of Quebec, the prescriptive 
period is set out in the Quebec Civil Code. 

Appeals 

You have the right to appeal a denial of all or part of the insurance or benefits described in the contract as long as 
you do so within one year of the initial denial of the insurance or a benefit. An appeal must be in writing and must 
include your reasons for believing the denial to be incorrect. 

Benefit Limitation for Overpayment 

If benefits are paid that were not payable under the policy, you are responsible for repayment within 30 days after 
Great-West Life sends you a notice of the overpayment, or within a longer period if agreed to in writing by Great­
West Life. If you fail to fulfil this responsibility, no further benefits are payable under the policy until the 
overpayment is recovered. This does not limit Great-West Life's right to use other legal means to recover the 
overpayment. 



Protecting Your Personal Information 

At Great-West Life, we recognize and respect the importance of privacy. Personal information about you is kept in 
a confidential file at the offices of Great-West Life or the offices of an organization authorized by Great-West Life. 
Great-West Life may use service providers located within or outside Canada. We limit access to personal 
information in your file to Great-West Life staff or persons authorized by Great-West Life who require it to perform 
their duties, to persons to whom you have granted access, and to persons authorized by law. Your personal 
information may be subject to disclosure to those authorized under applicable law within or outside Canada. 

We use the personal information to administer the group benefits plan under which you are covered. This includes 
many tasks, such as: 

• determining your eligibility for coverage under the plan 
• enrolling you for coverage 
• investigating and assessing your claims and providing you with payment 
• managing your claims 
• verifying and auditing eligibility and claims 
• creating and maintaining records concerning our relationship 
• underwriting activities, such as determining the cost of the plan, and analyzing the design options of the plan 
• preparing regulatory reports, such as tax slips 

We may exchange personal information with your health care providers, your plan administrator, any insurance or 
reinsurance companies, administrators of government benefits or other benefit programs, other organizations, or 
service providers working with us or the above when relevant and necessary to administer the plan . 



As plan member, you are responsible for the claims submitted. We may exchange personal information with you 
or a person acting on your behalf when relevant and necessary to confirm coverage and to manage the claims 
submitted. 

You may request access or correction of the personal information in your file. A request for access or correction 
should be made in writing and may be sent to any of Great-West Life's offices or to our head office. 

For a copy of our Privacy Guidelines, or if you have questions about our personal information policies and 
practices (including with respect to service providers), write to Great-West Life's Chief Compliance Officer or refer 
to www.greatwestlife.com. 
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Benefit Summary 

This summary must be read together with the benefits described in this booklet. 

Employee Life Insurance 

Healthcare 

$10,000, reducing by 50% at age 65 

Covered expenses will not exceed customary charges 

Deductible 

Reimbursement Levels 

Global Medical Assistance 

Nil 

Expenses 100% 
Out-of-Country Care Expenses 
- Emergency Care 100% 
- Non-Emergency Care 50% 
All Other Expenses 60% 



Basic Expense Maximums 

Home Nursing Care 
In-Canada Prescription Drugs 
Custom-fitted Orthopedic Shoes 

and Custom-made Foot Orthotics 
Myoelectric Arms 
External Breast Prosthesis 
Surgical Brassieres 
Mechanical or Hydraulic Patient 

Lifters 
Outdoor Wheelchair Ramps 
Blood-glucose Monitoring Machines 
Transcutaneous Nerve Stimulators 
Extremity Pumps for Lymphedema 
Custom-made Compression Hose 

Paramedical Expense Maximums 

Chiropractors 
Massage Therapists 
Naturopaths 
Osteopaths 
Psychologists/Social Workers 
Physiotherapists 
Podiatrists 
Speech Therapists 

$10,000 for a maximum of 12 months per condition 
$5,000 each calendar year 

$300 every 12 months 
$10,000 per prosthesis 
1 every 12 months 
2 every 12 months 

$2,000 per lifter once every 5 years 
$2,000 lifetime 
1 every 4 years 
$700 lifetime 
$1,500 lifetime 
4 pairs every 12 months 

$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
$300 each calendar year 
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Visioncare Expense Maximums 

Eye Examinations, Glasses, 
Contact Lenses and 
Laser Eye Surgery 

Out-Of-Country Care 
Expense Maximums 

- Emergency Care 
- Non-Emergency Care 
Lifetime Healthcare Maximum 

Dentalcare 

$200 every 24 months 

Unlimited 
$25,000 lifetime 
Unlimited 

Covered expenses will not exceed customary charges 

Payment Basis 

Deductible 

Reimbursement Levels 

The dental fee guide in effect in your province of residence on the date 
treatment is rendered 

Nil 

Basic Coverage 80% 
Accidental Dental Injury Coverage 100% 

Plan Maximums 

Basic Treatment 
Accidental Dental Injury Treatment 

$2,000 each calendar year 
Unlimited 
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COMMENCEMENT AND TERMINATION OF COVERAGE 

You are eligible to participate in the plan after 90 days of continuous employment. You are considered 
continuously employed only if you satisfy the actively at work requirement throughout the eligibility waiting period. 

• You and your dependents will be covered as soon as you become eligible. 

You may waive health and/or dental coverage if you are already covered for these benefits under your 
spouse's plan. If you lose spousal coverage you must apply for coverage under this plan. If you do not apply 
within 31 days of loss of such coverage, or you were previously declined for coverage by Great-West Life, you 
and your dependents may be required to provide evidence of lnsurablllty acceptable to Great-West Life to be 
covered for health benefits, and may be declined for or offered limited dental benefits. 

• You must be actively at work when coverage takes effect, otherwise the coverage will not be effective until 
you return to work. 

Increases in your benefits while you are covered by this plan will not become effective unless you are actively 
at work. 

• Temporary, part-time and seasonal employees may not join the plan. 
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Your coverage terminates when your employment ends, you are no longer eligible, or the policy terminates, 
whichever is earliest. 

• Your dependents' coverage terminates when your insurance terminates or your dependent no longer 
qualifies, whichever is earlier. 

• Your coverage may be extended if it would have terminated because you are not actively at work due to 
disease or injury, temporary lay-off or leave of absence. Your employer will provide you with details. 

• When your coverage terminates, you may be entitled to an extension of benefits under the plan. Your 
employer will provide you with details. 

Survivor Benefits 

If you die while your coverage is still in force, the health, dental and CoreContact benefits for your dependents will 
be continued for a period of 2 years or until they no longer qualify, whichever happens first. 
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DEPENDENT COVERAGE 

Dependent means: 

• Your spouse, legal or common-law. 

A common-law spouse is a person who has been living with you in a conjugal relationship for at least 12 
months. 

• Your unmarried children under age 21, or under age 25 if they are full-time students. 

Children under age 21 are not covered if they are working more than 30 hours a week, unless they are ful l­
time students. 

Children who are incapable of supporting themselves because of physical or mental disorder are covered 
without age limit if the disorder begins before they turn 21, or while they are students under 25, and the 
disorder has been continuous since that time. 

BENEFICIARY DESIGNATION 

You may make, alter. or revoke a designation of beneficiary as permitted by law. You should review any 
beneficiary designation made under this policy from time to time to ensure that it reflects your current intentions. 
You may change the designation by completing a form available from your employer. 
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EMPLOYEE LIFE INSURANCE 

On your death, Great-West Life will pay your life insurance benefits to your named beneficiary. If you have not 
named a beneficiary or there is no surviving beneficiary at the time of your death, payment will be made to your 
estate. Your employer wi ll explain the claim requirements to your beneficiary. 

• Your life insurance will not continue past the end of the day before the date you reach age 70. 

• If you are under age 65 and have been disabled for 6 months or more, you may be entitled to have your life 
insurance continued without premium payment until you reach age 65. You are considered disabled if injury 
or disease prevents you from being galnfully employed in any job. Great-West Life will determine your 
qualification for waiver of premium benefits. If you believe you may be eligible, contact your employer for 
claim forms. You must apply for waiver of premium benefits within 12 months of becoming eligible. 

• Your life insurance will terminate if you are age 65 or over and you are not actively at work. However, if you 
are not actively at work because of disease or injury, your life insurance may be continued on a premium 
paying basis for up to 6 months fol lowing the date you ceased to be actively at work. 

• If any or all of your insurance terminates on or before your 651h birthday, you may be eligible to apply for an 
individual conversion policy without providing proof of your insurabillty. You must apply and pay the first 
premium no later than 31 days after your group insurance terminates. See your employer for details. 

7 



HEALTHCARE 

A deductible may be applied before you are reimbursed. All expenses will be reimbursed at the level shown in the 
Benefit Summary. Benefits may be subject to plan maximums and frequency limits. Check the Benefit 
Summary for this information. 

The plan covers customary charges for the following services and supplies. All covered services and supplies 
must represent reasonable treatment. Treatment is considered reasonable if it is accepted by the Canadian 
medical profession, it is proven to be effective, and it is of a form, Intensity, frequency and duration essential to 
diagnosis or management of the disease or Injury. 

Covered Expenses 

• Ambulance transportation to the nearest centre where adequate treatment is available 

• Home nursing services of a registered nurse, a registered practical nurse If you are a resident of Ontario or a 
licensed practical nurse if you are a resident of any other province, when services are provided in Canada. No 
benefits are paid for services provided by a member of your family or for services which do not require the 
specific skills of a registered or practical nurse 

You should apply for a pre-care assessment before home nursing begins 

• Drugs and drug supplies described below when prescribed by a person entitled by law to prescribe them, 
dispensed by a person entitled by law to dispense them, and provided in Canada. Benefits for drugs and drug 
supplies provided outside Canada are payable only as provided under the out-of-country emergency care 
provision. 

Drugs which require a written prescription according to the Food and Drugs Act, Canada or provincial 
legislation in effect where the drug is dispensed, including contraceptive drugs and products containing a 
contraceptive drug 
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Injectable drugs including vitamins, insulins and allergy extracts. Syringes for self-administered injections 
are also covered 

Disposable needles for use with non-disposable insulin injection devices, lancets and test strips 

Extemporaneous preparations or compounds if one of the ingredients is a covered drug 

Certain other drugs that do not require a prescription by law may be covered. If you have any questions, 
contact your plan administrator before incurring the expense. 

Unless medical evidence is provided to Great-West Life that indicates why a drug is not to be substituted, 
Great-West Life can limit the covered expense to the cost of the lowest priced interchangeable drug. 

For drugs eligible under a provincial drug plan, coverage is limited to the deductible amount and coinsurance 
you are required to pay under that plan. 

• Rental or, at Great-West Life's discretion, purchase of certain medical supplies, appliances and prosthetic 
devices prescribed by a physician 

• Custom-made foot orthotics and custom-fitted orthopedic shoes, including modifications to orthopedic 
footwear, when prescribed by a physician 

• Diabetic supplies prescribed by a physician: Novolin-pens or similar insulin injection devices using a needle, 
blood-letting devices including platforms but not lancets. Lancets are covered under prescription drugs 

• Blood-glucose monitoring machines prescribed by a physician 

• Diagnostic x-rays and lab tests, when coverage is not available under your provincial government plan 
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• Out-of-hospital treatment of muscle and bone disorders, including diagnostic x-rays, by a licensed 
chiropractor 

• Out-of-hospital services of a qualified massage therapist 

• Out-of-hospital services of a licensed naturopath 

• Out-of-hospital services of a licensed osteopath, including diagnostic x-rays 

• Out-of-hospital treatment by a registered psychologist or qualified social worker 

• Out-of-hospital treatment of movement disorders by a licensed physiotherapist 

• Out-of-hospital treatment of foot disorders, including diagnostic x-rays, by a licensed podiatrist 

• Out-of-hospital treatment of speech impairments by a qualified speech therapist 

Visioncare 

• Eye examinations, including refractions, when they are performed by a licensed ophthalmologist or 
optometrist, and coverage is not available under your provincial government plan 

• Glasses and contact lenses required to correct vision when provided by a licensed ophthalmologist, 
optometrist or optician 

• Laser eye surgery required to correct vision when performed by a licensed ophthalmologist 

For information on available discounts on eyewear and vision care services, refer to the Preferred Vision Services 
section of this booklet following the Healthcare benefit. 
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Global Medical Assistance Program 

This program provides medical assistance through a worldwide comrnunications network which operates 24 hours 
a day. The network locates medical services and obtains Great-West Life's approval of covered services, when 
required as a result of a medical emergency arising while you or your dependent is travell ing for vacation, 
business or education. Coverage for travel within Canada is limited to emergencies arising more than 500 
kilometres from home. You must be covered by the government health plan in your home province to be eligible 
for global medical assistance benefits. The following services are covered, subject to Great-West Life's prior 
approval: 

• On-site hospital payment when required for admission, to a maximum of $1 ,000 

• If suitable local care is not available, med cal evacuation to the nearest suitable hospital while travelling in 
Canada. If travel is outside Canada, transportation will be provided to a hospital in Canada or to the nearest 
hospital outside Canada equipped to provide treatment 

When services are covered under this provision, they are not covered under other provisions described in this 
booklet 

• Transportation and lodging for one family member joining a patient hospitalized for more than 7 days while 
travelling alone. Benefits will be paid for moderate quality lodgings up to $1,500 and for a round trip economy 
class ticket 

• If you or a dependent is hospitalized while travelling with a companion, extra costs for moderate quality 
lodgings for the companion when the return trip is delayed due to your or your dependent's medical condition, 
to a maximum of $1 ,500 
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• The cost of comparable return transportation home for you or a dependeht and one travelling companion if 
prearranged, prepaid return transportation is missed because you or your dependent is hospitalized. 
Coverage Is provided only when the return fare is not refundable. A rental vehicle Is not considered 
prearranged, prepaid return transportation 

• In case of death, preparation and transportation of the deceased home 

• Return transportation home for minor children travelling with you or a dependent who are left unaccompanied 
because of your or your dependent's hospitalization or death. Return or round trip transportation for an escort 
for the children is also covered when considered necessary 

• Costs of returning your or your dependent's vehicle home or to the nearest rental agency when illness or 
injury prevents you or your dependent from driving, to a maximum of $1,000. Benefits will not be paid for 
vehicle return if transportation reimbursement benefits are paid for the cost of comparable return 
transportation home 

Benefits payable for moderate quality accommodation include telephone expenses as well as taxicab and car 
rental charges. Meal expenses are not covered. 
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Out-Of-Country Care 

• Emergency care outside Canada is covered if it is required as a result of a medical emergency arising while 
you or your dependent is temporarily outside Canada for vacation, business or education purposes. To qualify 
for benefits, you must be covered by the government health plan in your home province. 

A medical emergency is either a sudden, unexpected injury, or a sudden, unexpected illness or acute episode 
of disease that could not have been reasonably anticipated based on the patient's prior medical condition . 

Emergency care is covered medical treatment that is provided as a result of and immediately following a 
medical emergency. 

If the patient's condition permits a return to Canada, benefits are limited to the lesser of: 

the amount payable under this plan for continued treatment outside Canada, and 

the amount payable under this plan for comparable treatment in Canada plus the cost of return 
transportation . 

No benefits are paid for: 

any further medical care related to a medical emergency after the initial acute phase of treatment. This 
includes non-emergency continued management of the condition originally treated as an emergency 

any subsequent and related episodes during the same absence from Canada 
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expenses related to pregnancy and delivery, including infant care: 

after the 34th week of pregnancy, or 
at any time during the pregnancy if the patient's medical history indicates a higher than normal risk of 
an early delivery or complications. 

• Non-emergency care outside Canada is covered for you and your dependents if: 

it is required as a result of a referral from your usual Canadian physician 

it is not available in any Canadian province and must be obtained elsewhere for reasons other than 
waiting lists or scheduling difficulties 

you are covered by the government health plan in your home province for a portion of the cost, and 

a pre-authorization of benefits is approved by Great-West Life before you leave Canada for treatment. 

No benefits will be paid for: 

investigational or experimental treatment 

transportation or accommodation charges. 

The plan covers the following services and supplies when related to out-of-country care: 

• treatment by a physician 

• diagnostic x-ray and laboratory services 

• hospital accommodation in a standard or semi-private ward or intensive care unit, if the confinement begins 
while you or your dependent is covered 
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• medical supplies provided during a covered hospital confinement 

• paramedical services provided during a covered hospital confinement 

• hospital out-patient services and supplies 

• medical supplies provided out-of-hospital if they would have been covered in Canada 

• drugs 

• out-of-hospital services of a professional nurse 

• for emergency care only, ambulance services by a licensed ambulance company to the nearest centre where 
essential treatment is available 

Other Services and Supplies 

Great-West Life can, on such terms as it determines, cover services or supplies under this plan where the service 
or supply represents reasonable treatment. 

Limitations 

Great-West Life can decline a claim for services or supplies that were purchased from a provider that is not 
approved by Great-West Life. 

Great-West Life can limit the covered expense for a service or supply to that of a lower cost alternative service or 
supply that represents reasonable treatment. 

Except to the extent otherwise required by law, no benefits are paid for: 

• Expenses private insurers are not permitted to cover by law 

• Services or supplies for which a charge is made only because you have insurance coverage 
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• The portion of the expense for services or supplies that is payable by the government health plan in your 
home province, whether or not you are actually covered under the government health plan 

• Any portion of services or supplies which you are entitled to receive, or for which you are entitled to a benefit 
or reimbursement, by law or under a plan that is legislated) funded 1 or administered in whole or In part by a 
government ("government plan"), without regard to whether coverage would have otherwise been available 
under this plan 

In this limitation, government plan does not include a group plan for government employees 

• Services or supplies that do not represent reasonable treatment 

• Services or supplies associated with: 

treatment performed only for cosmetic purposes 

recreation or sports rather than with other daily living activities 

the diagnosis or treatment of infertility 

contraception, other than contraceptive drugs and products containing a contraceptive drug 

• Services or supplies associated with a covered service or supply, unless specifically listed as a covered 
service or supply or determined by Great-West Life to be a covered service or supply 

• Extra medical supplies that are spares or alternates 

• Services or supplies received outside Canada except as listed under Out-of-Country Emergency Care and 
Global Medical Assistance 
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• Services or supplies received out-of-province in Canada unless you are c.overed by the government health 
plan in your home province and Great-West Life would have paid benefits for the same services or supplies if 
they had been received in your home province 

This limitation does not apply to Global Medical Assistance 

• Expenses arising from war, insurrection, or voluntary participation in a riot 

• Chronic care 

• Pediatric treatments for which a portion of the cost is payable under the Ontario Health Insurance Plan 
(OHIP). Benefits for these services are payable only after the maximum annual OHIP benefit has been paid 

• Visioncare services and supplies required by an employer as a condition of employment 

In addition and except to the extent otherwise required by law, under the prescription drug coverage, no benefits 
are paid for: 

• Atomizers, appliances, prosthetic devices, colostomy supplies, first aid supplies, diagnostic supplies or testing 
equipment 

• Non-disposable insulin delivery devices or spring loaded devices used to hold blood letting devices 

• Delivery or extension devices for inhaled medications 

• Oral vitamins, minerals, dietary supplements, homeopathic preparations, infant formulas or injectable total 
parenteral nutrition solutions 

• Diaphragms, condoms, contraceptive jellies, foams, sponges, suppositories, contraceptive implants or 
appliances 

• Smoking cessation products 
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• Fertility drugs 

• Any drug that does not have a drug identification number as defined by the Food and Drugs Act, Canada 

• Any single purchase of drugs which would not reasonably be used within 34 days. In the case of certain 
maintenance drugs, a 100-day supply will be covered 

• Drugs administered during treatment in an emergency room of a hospital, or as an in-patient in a hospital 

• Preventative immunization vaccines and toxoids 

• Non-injectable allergy extracts 

• Drugs that are considered cosmetic, such as topical minoxidil or sunscreens, whether or not prescribed for a 
medical reason 

• Drugs used to treat erectile dysfunction 

Prior Authorization 

In order to determine whether coverage is provided for certain services or supplies, Great-West Life maintains a 
limited list of services and supplies that require prior authorization. 

For services and supplies, including a listing of the prior authorization drugs, go to www.greatwestlife.com. 

Prior authorization is intended to help ensure that a service or supply represents a reasonable treatment. 

If the use of a lower cost alternative service or supply represents reasonable treatment, Great-West Life may 
require you or your dependent to provide medical evidence why the lower cost alternative service or supply 
cannot be used before coverage may be provided for the service or supply. 
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Health Case Management 

If you or one of your dependents apply for prior authorization of certain supplies or services, Great-West Life may 
contact you to participate in health case management. Health case management is a program recommended or 
approved by Great-West Life that may include but is not limited to: 

• consultation with you or your dependent and the attending physician to gain understanding of the treatment 
plan recommended by the attending physician; 

• comparison with the attending physician, of the recommended treatment plan with alternatives, if any, that 
represent reasonable treatment; 

• identification to the attending physician of opportunities for education and support; and 
• monitoring your or your dependent's adherence to the treatment plan recommended by the attending 

physician. 

In determining whether to implement health case management, Great-West Life may assess such factors as the 
service or supply, the medical condition, and the existence of generally accepted medical guidelines for 
objectively measuring medical effectiveness of the treatment plan recommended by the attending physician. 

Health Case Management Limitation 

Great-West Life can, on such terms as it determines, limit the payment of benefits for a service or supply where: 

• Great-West Life has implemented health case management and you or your dependent do not participate or 
cooperate; or 

• you or your dependent have not adhered to the treatment plan recommended by the attending physician with 
respect to the use of the service or supply. 
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Health Case Management Expense Benefit 

Expenses associated with health case management may be paid for by Great-West Life at its discretion. 
Expenses claimed under this provision must be pre-authorized by Great-West Life. 

Designated Provider Limitation 

For a service or supply to which prior authorization applies or where Great-West Life has recommended or 
approved health case management, Great-West Life can require that a service or supply be purchased from or 
administered by a provider designated by Great-West Life, and: 

• limit the covered expense for a service or supply that was not purchased from or administered by a provider 
designated by Great-West Life to the cost of the service or supply had it been purchased from or administered 
by the provider designated by Great-W~st Life; or 

• decline a claim for a service or supply that was not purchased from or administered by a provider designated 
by Great-West Life. 

Patient Assistance Program 

A patient assistance program may provide financial, educational or other assistance to you or your dependents 
with respect to certain services or supplies. 

If you or your dependents are eligible for a patient assistance program, Great-West Life can require you or your 
dependent to apply to and participate in such a program. Where financial assistance is available from a patient 
assistance program in which Great-West Life requires participation, Great-West Life can reduce the arnount of a 
covered expense for a service or supply by the amount of financial assistance you or your dependent is entitled to 
receive for that service or supply. 
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How to Make a Claim 

• Out-of-country claims (including those for Global Medical Assistance expenses) should be submitted to 
Great-West Life as soon as possible after the expense is incurred. It is very important that you send your 
claims to the Great-West Life Out-of-Country Claims Department Immediately as your Provincial or Territorial 
Medical Plan has very strict time limitations. 

Access GroupNet for Plan Members to obtain a personalized claim form or obtain form M5432 (Statement of 
Claim Out-of-Country Expenses form) from your employer. You must also obtain the Government Assignment 
form, and residents of British Columbia, Quebec and Newfoundland & Labrador must also obtain the Special 
Government Claim form. The Great-West Life Out-of-Country Claims Department will forward the appropriate 
government forms to your attention when required. 

You should complete all applicable forms, making sure all required information is Included. Attach all original 
receipts and forward the claim to the Great-West Life Out-of-Country Claims Department. Be sure to keep a 
copy for your own records. The plan will pay all eligible claims including your Provincial or Territorial Medical 
Plan portion. Your Provincial or Territorial Medical Plan will then reimburse the plan for the government's 
share of the expenses. 

Out-of-country claims must be submitted within a certain time period that varies by province or territory. For 
the claims submission period applicable in your province or territory or for any other questions or for 
assistance in completing any of the forms, please contact Great-West Life's Out-of-Country Claims 
Department al 1-800-957-9777. 
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• Claims for expenses incurred in Canada, for paramedical services and visioncare, may be submitted 
online. To use this online service you will need to be registered for GroupNet for Plan Members and signed up 
for direct deposit of claim payments with eDetails. For on line claim submissions, your Explanation of Benefits 
will only be available online. 

Online claims must be submitted to Great-West Life as soon as possible, but no later than 6 months after you 
incur the expense. 

You must retain your receipt for 12 months from the date you submit your claim to Great-West Life as a 
record of the transaction , and you must submit it to Great-West Life on request. 

• For all other Healthcare claims, access GroupNet for Plan Members to obtain a personalized claim form or 
obtain form M635D from your employer. Complete this form making sure it shows all required information. 

Attach your receipts to the claim form and return it to the Great-West Life Benefit Payment Office as soon as 
possible, but no later than 15 months after you incur the expense. 

• For drug claims, your employer will provide you with a prescription drug identification card. Present your 
card to the pharmacist with your prescription. 

Before your prescription is filled, an Assure Claims check will be done. Assure Claims is a series of seven 
checks that are electronically done on your drug claim history for increased safety and compliance monitoring. 
This has been designed to improve the health and quality of life for you and your dependents. Checks done 
include drug interaction, therapeutic duplication and duration of therapy, allowing the pharmacist to react prior 
to the drug being dispensed. Depending on the outcome of the checks, the pharmacist may refuse to 
dispense the prescribed drug. 

When your coverage ends, return your direct pay drug identification card to your employer. 
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PREFERRED VISION SERVICES (PVS) 

Preferred Vision Services (PVS) is a service provided by Great-West Life to its customers through PVS 
which is a preferred provider network company. 

PVS entitles you to a discount on a wide selection of quality eyewear and lens extras (scratch guarding, tints, etc.) 
when you purchase these items from a PVS network optician or optometrist. A discount on laser eye surgery can 
be obtained through an organization that is part of the PVS network. 

PVS also entitles you to a discount on hearing aids (batteries, tubing, ear molds, etc.) when you purchase these 
items from a PVS network provider. 

You are eligible to receive the PVS discount through the network whether or not you are enrolled for the 
healthcare coverage described in this booklet. You can use the PVS network as often as you wish for yourself 
andyourdependen~. 

Using PVS: 

• Call the PVS Information Hotline at 1-800-668-6444 or visit the PVS Web site at www.pvs.ca for 
information about PVS locations and the program 

• Arrange for a fitting, an eye examination, a hearing assessment or a hearing test, if needed 

• Present your group benefit plan identification card, to identify your preferred status as a PVS member through 
Great-West Life, at the time the eyewear or the hearing aid is purchased, or at the initial consultation for laser 
eye surgery 

• Pay the reduced PVS price. If you have vision care coverage or hearing aids coverage for the product or 
service, obtain a receipt and submit it with a claim form to your insurance carrier in the usual manner. 
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CORECONTACT - EMPLOYEE ASSISTANCE PROGRAM 

The CoreContact employee assistance program provides you and your dependents with access to confidential 
counselling and information services. 

The services provided under the CoreContact employee assistance program are available by dialing the toll-free 
number shown below. This toll-free number is staffed 24 hours a day, 7 days a week by intake counsellors who 
can provide immediate support and counselling, respond to crisis or emergency situations or schedule 
appointments. 

For service in English: 
For service in French: 

1-800-387-4 765 
1-800-361 -5676 

For more information on the services available under the CoreContact employee assistance program, please see 
the employee assistance program brochure provided by your plan administrator or visit the employee assistance 
program: www.shepell.com. 
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DENTALCARE 

A deductible may be applied before you are reimbursed . All expenses will be reimbursed at the level shown in the 
Benefit Summary. Benefits may be subject to plan maximums and frequency limits. Check the Benefit 
Summary for this information. 

The plan covers customary charges to the extent they do not exceed the dental fee guide level shown in the 
Benefit Summary. Denturist fee guides are applicable when services are provided by a denturist. Dental 
hygienist fee guides are applicable when services are provided by a dental hygienist practising independently. 

All covered services and supplies must represent reasonable treatment. Treatment is considered reasonable if it 
is recognized by the Canadian Dental Association, it is proven to be effective, and it is of a form, frequency, and 
duration essential to the management of the person's dental health. To be considered reasonable, treatment must 
also be performed by a dentist or under a dentist's supervision, performed by a dental hygienist entitled by law to 
practise independently, or performed by a denturist. 

Treatment Plan 

• Before incurring any large dental expenses, ask your dental service provider to complete a treatment plan and 
submit it to Great-West Life. Great-West Life will calculate the benefits payable for the proposed treatment, so 
you will know in advance the approximate portion of the cost you will have to pay. 

Basic Coverage 

The following expenses will be covered: 

• Diagnostic services including: 

one complete oral examination every 36 months 

limited oral examinations twice every 12 months, except that only one limited oral examination is covered 
in any 12-month period that a complete oral examination is also performed 
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limited periodontal examinations twice every 12 months 

complete series of x-rays every 36 months 

intra-oral x-rays to a maximum of 15 films every 36 months and a panoramic x-ray every 36 months. 
Services provided in the same 12 months as a complete series are not covered 

• Preventive services including: 

polishing and topical application of fluoride each twice every 12 months 

scaling, limited to a maximum combined with periodontal root planing of 6 time units every 12 months 

A time unit is considered to be a 15-minute interval or any portion of a 15-minute interval 

pit and fissure sealants on bicuspids and permanent molars every 60 months 

space maintainers including appliances for the control of harmful habits 

finishing restorations 

interproximal disking 

recontouring of teeth 

• Minor restorative services including: 

caries, trauma, and pain control 

amalgam and tooth-coloured fillings. Replacement fillings are covered only if the existing filling is at least 
2 years old or the existing filling was not covered under this plan 
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retentive pins and prefabricated posts for fillings 

prefabricated crowns for primary teeth 

• Endodontics. Root canal therapy for permanent teeth will be limited to one course of treatment per tooth. 
Repeat treatment is covered only if the original treatment fails after the first 18 months 

• Periodontal services including: 

root planing, limited to a maximum combined with preventive scaling of 6 time units every 12 months 

occlusal adjustment and equilibration, limited to a combined maximum of 4 time units every 12 months 

A time unit is considered to be a 15-minute interval or any portion of a 15-minute interval 

• Denture maintenance, including: 

denture relines for dentures at least 6 months old, once every 36 months 

denture rebases for dentures at least 2 years old, once every 36 months 

resilient liner in relined or rebased dentures after the 3-month post-insertion care period has elapsed, 
once every 36 months 

• Oral surgery 

• Adjunctive services 
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Accidental Dental Injury Coverage 

• Treatment of injury to sound natural teeth. Treatment must start within 60 days after the accident unless 
delayed by a medical condition 

A sound tooth is any tooth that did not require restorative treatment immediately before the accident. A natural 
tooth is any tooth that has not been artificially replaced 

Limitations 

No benefits are paid for: 

• Duplicate x-rays, custom fluoride appliances, any oral hygiene instruction and nutritional counselling 

• The following endodontic services - root canal therapy for primary teeth, isolation of teeth, enlargement of 
pulp chambers and endosseous intra coronal implants 

• The following periodontal services - desensitization, topical application of antimicrobial agents, subgingival 
periodontal irrigation, charges for post surgical treatment and periodontal re-evaluations 

• The following oral surgery services - implantology, surgical movement of teeth, services performed to remodel 
or recontour oral tissues (other than minor alveoloplasty, gingivoplasty and stomatoplasty) and alveoloplasty 
or gingivoplasty performed in conjunction with extractions 

• Hypnosis or acupuncture 

• Crowns (other than prefabricated crowns), bridgework, dentures or repairs to bridgework or dentures 

• Orthodontic treatment 
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• Accidental dental injury expenses for treatment performed more than 12 months after the accident, denture 
repair or replacement, or any orthodontic services 

• Expenses private plans are not permitted to cover by law 

• Services and supplies you are entitled to without charge by law or for which a charge is made only because 
you have insurance coverage 

• Services or supplies that do not represent reasonable treatment 

• Treatment performed for cosmetic purposes only 

• Congenital defects or developmental malformations in people 19 years of age or over 

• Temporomandibular joint disorders, vertical dimension correction or myofacial pain 

• Expenses arising from war, insurrection, or voluntary participation in a riot 
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How to Make a Claim 

• Claims for expenses incurred in Canada may be submitted on line. Access GroupNet for Plan Members to 
obtain a personalized claim form or obtain form M445D from your employer and have your dental service 
provider complete the form. The completed claim form will contain the information necessary to enter the 
claim online. To use the online service you will need to be registered for GroupNet for Plan Members and 
signed up for direct deposit of claim payments with eDetails. For online claim submissions, your Explanation 
of Benefits will only be available online. 

Online claims must be submitted to Great-West Life as soon as possible, but no later than 6 months after the 
dental treatment. 

You must retain your receipt for 12 months from the date you submit your claim to Great-West Life as a 
record of the transaction, and you must submit It to Great-West Life on request. 

• For all other Dentalcare claims, access GroupNet for Plan Members to obtain a personalized claim form or 
obtain form M445D from your employer. Have your dental service provider complete the form and return it to 
the Great-West Life Benefit Payment Office as soon as possible, but no later than 15 months after the dental 
treatment. 
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COORDINATION OF BENEFITS 

• Benefits for you or a dependent will be directly reduced by any amount payable under a government plan. If 
you or a dependent are entitled to benefits for the samei expenses under another group plan or as both an 
employee and dependent under this plan or as a dependent of both parents under this plan, benefits will be 
co-ordinated so that the total benefits from all plans will not exceed expenses. 

• You and your spouse should first submit your own claims through your own group plan. Claims for dependent 
children should be submitted to the plan of the parent who has the earlier birth date In the calendar year (the 
year of birth is not considered). If you are separated or divorced, the plan which will pay benefits for your 
children will be determined in the following order: 

1. the plan of the parent with custody of the child; 
2. the plan of the spouse of the parent with custody of the child ; 
3. the plan of the parent without custody of the child; 
4. the plan of the spouse of the parent without custody of the child 

You may submit a claim to the plan of the other spouse for any amount which is not paid by the first plan. 
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DIAGNOSTIC AND TREATMENT SUPPORT SERVICES 
(BEST DOCTORS® SERVICE) 

This service is designed to allow access to the expertise of specialists, resources, information and clinical 
guidance. 

You, your dependents and your and your dependent's physician can access this service if the physician has 
made a diagnosis of a serious physical illness or condition for which there is objective evidence, or if the covered 
person or his or her physician suspects that the person has this illness or condition. This service is made up of a 
unique step-by-step process that may help address questions or concerns about a serious physical illness or 
condition. This may include confirming the diagnosis and suggesting the most effective treatment plan by drawing 
on a global database of up to 50,000 peer-ranked specialists. 

How it works 

• Access diagnostic and treatment support services by calling 1-877-419-BEST (2378) toll-free. 

• The person accessing the service will be connected with a member advocate who will be dedicated to his or 
her case and will provide support through the process. The member advocate will take the necessary medical 
history and answer the person's questions. Any information provided is not shared with either your employer 
or the administrator of your health plan. 

• Based on the information provided, the member advocate determines the optimal level of service required. 

• The member advocate may provide information, resources, guidance and advice individually tailored to meet 
the covered person's health needs, and can help identify individual community supports and resources 
available. 
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• If it is appropriate, the member advocate may arrange for an in-depth review of the covered person's medical 
file to assist in confirming the diagnosis and help develop a treatment plan. This review may include 
collecting, deconstructing and reconstructing medical records, pathology retesting and analyzing test results. 
A written report outlining the conclusions and recommendations of the specialists will be forwarded to the 
person accessing the service. Generally, this process takes 6 to 8 weeks. Timeframes may vary depending 
on the complexity of the case and amount of medical records to collect. 

• If the covered person decides to seek treatment by a different physician, the member advocate can help 
identify a specialist qualified to meet his or her specific medical needs. Expenses incurred for travel and 
treatment are not covered by this service. 

• If the covered person decides to seek treatment outside Canada, the member advocate can arrange referrals 
and can help book accommodations. The member advocate can also assist in accessing hospital and 
physician discounts, arrange for the forwarding of medical information and monitor the treatment process. 
Expenses incurred for travel and treatment are not covered by this service. 

• The member advocate may identify a Best Doctors specialist suited to answer basic questions about health 
concerns and treatment options. Answers will be provided in a written report sent by email to the person 
accessing the service. 

These services are not insured services. Great-West Life is not responsible for the provision of the services, their 
results, or any treatment received or requested in connection with the services. 
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