TEMPLATE SERVICE LEVEL AGREEMENT

BETWEEN

QUEENSLAND FIRE AND RESCUE SERVICE

AND

LOCAL GOVERNMENT WATER SERVICE PROVIDER

1.0
Parties to the Agreement

This Agreement is between <INSERT NAME OF WATER SERVICE PROVIDER> (“the WSP”) and the Queensland Fire and Rescue Service (“QFRS”).  By signing below the WSP and QFRS agree to the terms and conditions established in this Agreement. 

2.0
Definitions

Active Leakage Control (ALC) - The process by which unreported leaks are detected and repaired. This contrasts to Passive Leakage Control, or control carried out by repairing only those leaks that become and are reported to the WSP.

District Metered Area (DMA) - A small metered area within the distribution network; an area of a supply and distribution systems that is specifically defined, for example by the closure of valves.  The quantity of water entering and leaving the area can be metered permanently.

Pressure Management - The reduction of hydraulic pressure to, or the maintenance of pressure at, a predetermined desired range of pressures within defined zones.
3.0
Background
Recent drought conditions in many parts of Queensland have raised awareness of the need to implement effective strategies to conserve limited water supplied.  The State and Local Governments must work together to improve the sustainability of water management.

An important emerging strategy in managing urban demand for water is the implementation of distribution network sectorisation, pressure management, and active leakage control activities.

Better pressure management and active leakage control will change the performance of distribution networks.  If effectively implemented with the use of appropriated risk management strategies, leakage and pressure management systems can also improve confidence that water flows for fire fighting purposes will be maintained for the benefit of the community.

One key risk management strategy is ensuring effective communication between the WSP and the local QFRS management personnel.  Through good communication, water efficiency strategies can be implemented while still maintaining appropriate and community acceptable fire fighting standards and practices.

4.0
Purpose of the Agreement

The purpose of the Agreement is to document and define the expected standard of procedures and communication activities that will occur between the WSP and the QFRS at a local level to ensure community expectations for fire flows are maintained.  

This purpose is achieved by:

· establishing and defining the communications requirements and expectations between the WSP and QFRS;

· building strong co-operation around critical technical decision-making in distribution network performance, augmentation and alteration;

· ensuring the WSP nominate an on-call officer to advise QFRS officers in the event that changes to the distribution network may have a adverse impact on fire fighting capability, including significant supply interruptions;

· sharing of information regarding distribution network performance including pressures and water flows; and

· providing a framework for escalation of unresolved issues around water loss management activities between the WSP and QFRS.

The Agreement should be read in conjunction with the Planning Guidelines for Water Supply and Sewerage, which provides technical advice to WSPs on the levels of fire flow service required. 

5.0
Term of the Agreement

This agreement will be operative for the term set out in Schedule A, Part 1 to this agreement.

6.0
Information and Commitment Provided by WSP to QFRS
The WSP agrees to provide the QFRS local liaison officer with the following information within 3 months of the commencement of the term of this agreement:  

· Flow and pressure data for the distribution network;

· Critical customer identification and location;

· GIS or paper maps of the distribution network’s sectorisation;

· Modeling results including review of fire flows;

· Any proposed mitigation strategies (augmentations, dual feed to into zone, types of equipment used, risk management strategies);

· Alternative and emergency supply options for DMAs;

· Description of key assets installed (including drawings where appropriate) such as:

· Flow and pressure loggers;

· Pressure reducing valves; and

· Flow meters.

This information including any changes and amendments to existing information will be updated and sent to the QFRS local liaison officer representative every six months or more frequently where requested by QFRS.  

7.0
Information and Commitment Provided by QFRS to the WSP

QFRS agrees to undertake the following activities within 3 months of the commencement of the term of this agreement:

· To keep an accurate estimate of the amount of un-metered water used for fire fighting and training purposes and to provide this to the WSP on an annual basis within 1 month of the end of each financial year.  This information will assist the WSP with its estimate of apparent water losses and with it water accounting reporting requirements;
· To review training and maintenance procedures to ensure that water is used in the most efficient manner possible and that wastage is minimised or eliminated;
· To ensure that its local facilities are designed and operated in a water efficient manner;
· To ensure that the considerable information resources provided by the WSP are utilised in an efficient and effective manner.
8.0
Nominated WSP and QFRS Representatives
The WSP and QFRS will each nominate a technical representative to liaise with each other on the information sharing requirements of this agreement (the “WSP liaison officer” and “the QFRS local liaison officer”).
In addition, it is recognised that during a fire incident QFRS officers may need quick access to real time information on the performance or configuration of the distribution network or a particular DMA or pressure managed zone.  This access to information is best achieved by the WSP nominating an officer (“the WSP turncock”) for twenty-four hour on-call response to fire events.  This individual should have ready access to information of the configuration the distribution network and the ability to operate requisite valves to manage fire events.

The nominated WSP and QFRS representatives are the individuals identified in Schedule A, Part B to this agreement.

Both QFRS and the WSP will provide updates as required should the nominated individuals or their contact details change.

9.0
Communication during Pressure Management Implementation
QFRS and the WSP agree to undertake the following communications during the establishment of pressure management systems and DMA sectorisation:

· During the preliminary design of the DMA sectorisation, the WSP will provide a project commencement briefing to the QFRS Area Director or his/her delegated representative and the QFRS local liaison officer.  At this meeting, the WSP will provide any relevant documents including an overview of the project plan, a project delivery schedule, and an overview of the project communications plan.  
· During the detailed design of the distribution network sectorisation, the WSP will consult with the QFRS local liaison officer to on its risk analysis of critical customers and their relevant flow and pressure requirements.
· During the installation equipment and building of capital works, the WSP will advise the QFRS local liaison officer about the installation and any high risk situations that may arise such as a requirement for an extended water shutdown.
· During the commissioning of DMA zones including the reduction of pressure using pressure control equipment, the WSP will contact the QFRS local liaison officer to notify of interruption to water supply and appropriate on-site contacts and mobile phone number during shutdown, in case of a fire event.

· During the DMA active monitoring phase immediately after commissioning, the WSP will advise the QFRS local liaison officer of installation of any temporary equipment that alters the normal performance of hydrants, and then provide further notification when hydrants are returned to normal performance.

· After completion of DMA commission, commencement of pressure control, and completion of active leakage control activity within the DMA, the WSP will provide a report and GIS or paper copy maps to the QFRS local liaison officer.
10.0
Incident Review after Major Fire Event
Following a major fire incident, either QFRS or the WSP may elect to jointly conduct a post-event review meeting between the parties.  The aim of this meeting is to share information and improve the fire response time and performance for future incidents.  This information, including any agreed actions will be documented by an appropriate meeting minute and copies will be provided to:

· The QFRS local liaison officer identified in Schedule A, Part 2;

· The WSP liaison officer identified in Schedule A, Part 2; 

· The QFRS Area Director or his/her delegated representative; and,

· The WSP CEO or his/her delegated representative.

11.0
Agreement Review & Renewal

This Agreement can be modified upon the signature of the parties to the Agreement as described in section 13.
The WSP and QFRS agree to review agreement two months prior to the end of the term and to renew the agreement if the review is to the satisfaction of both parties.

12.0
Agreement
This Service Level Agreement is agreed to and accepted by both the WSP and QFRS.  This Service Level Agreement is not legally binding.

13.0
Signatories                                  
Name


Title


Date

On behalf of Queensland Fire and Rescue Service

Name


Title


Date

On behalf of <INSERT NAME OF WATER SERVICE PROVIDER>

Schedule A
Part 1 - Term of the Agreement

This agreement will start on <INSERT DATE> and continue until <INSERT DATE>, unless varied by the parties or earlier terminated in accordance with its terms.

Part 2 - Nominated Representatives

The WPS and QFRS Contact Officers are essential to the delivery of this agreement.  The following people are nominated:

	WSP Liaison Officer

	Nominated WSP Liaison Officer

	Name
	Title

	Contact Phone 1
	Contact Phone 2

	

	Alternate
	

	Name 
	Title

	Contact Phone 1
	Contact Phone 2


	WSP Turncock

	Nominated WSP Turncock

	Name
	Title

	Contact Phone 1
	Contact Phone 2

	

	Alternate 1
	

	Name 
	Title

	Contact Phone 1
	Contact Phone 2

	

	Alternate 2
	

	Name 
	Title

	Contact Phone 1
	Contact Phone 2


	QFRS Local Liaison Officer

	Nominated QFRS Local Liaison Officer

	Name
	Title

	Contact Phone 1
	Contact Phone 2

	

	Alternate
	

	Name 
	Title

	Contact Phone 1
	Contact Phone 2


	QFRS Firecom (Fire Communications Centre)

	Contact Phone 1
	Contact Phone 2
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