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1.
Introduction

1.1
Purpose

This Service Level Agreement (SLA) defines the scope and control of all HSE activities under the mandate of CSM. It provides guidelines on the level of support to be provided to the organisation based on the resources available to CSM.

1.2
Period of Application

This Service Level Agreement is valid from 01/01/2002 onwards for a full year or until a new SLA is agreed and issued. 
1.3
Changes to the Agreement

In case of any ambiguity or when changes to the service requirements occur, the customer and relevant CSM section head will discuss the implications and possible modifications to this SLA as soon as practically possible.

In December 2002 the CSM sections will discuss in detail the service requirements for the following year with their customers and modify the current SLA accordingly.  The modifications to the SLA will then be approved by the Asset Team focal point. In case of the provision of services to the Functional Organisation, the relevant CFDH (Corporate Functional Discipline Head) will be the contact person.

1.4
Service Agreement Participants 

The CSM Asset manager & section heads, who are coastal based can be reached as follows:

CSM

Corporate HSE Manager

Dapo Oguntoyinbo
ext. 7754

CSM/1

Head Safety Services


Gordon Muirhead
ext. 7924

CSM/2

Head Environmental Affairs

GT Tan


ext. 7309

CSM/3

Head Occupational Health Services
Dr. Mohie Bakinson
ext. 7264

CSM/4

Head Planning and Support

Ali Maskery

ext. 8924

CSM/5

Head Road Transport Safety

Tony van Thiel 

ext. 8759

CSM/6

Head Sustainable Development

Amir Al Ajmi

ext. 3784

 2.
Scope

2.1
Services Overview

The primary purpose of CSM is to provide effective HSE services to the PDO organisation. 

Specifically to;
· Provide HSE sound HSE advice to enable compliance with PDO HSE Policy.

· Ensure high professional standards in HSE through installation of up-to-date tools and techniques.
· Maintain an effective HSE MS

· Secure and maintain license to operate with material verification of HSE
· Actively and visibly promote positive HSE behavior. 

· Play a proactive role in the continuous improvement of PDO’s HSE performance 

· Provide effective analysis and learning from incidents and facilitate timely close-out of action items.  

· Develop, maintain and integrate policies, management systems and corporate standards 

· Develop, maintain and integrate long term aspirations, short-term objectives and corporate plans. 

· 
· Develop, maintain and integrate a compliance verification structure into HSE activities. 

· Monitor, review, appraise, trend and report corporate performance for improvement. 

· Facilitate lateral learning across assets and exchange of best practices.

· Carry out regular reviews and benchmarking to demonstrate world-class performance. 

· Seek and implement HSE related technology as part of PDO's technology programme 

· Manage stakeholder relationships. 

· Drive the
·  HSE competence development of HSE-critical staff. 
· 
The CSM portfolio thus comprises core services to the Asset Teams and Corporate support activities. In addition, CSM is Corporate Functional Discipline Head for HSE.

Broadly CSM is divided into six sections covering

1. Safety Services.

2. Environmental Services

3. Occupational Health Services

4. Planning and Support Services

5. Road Transport Safety Services

6. Sustainable Development

2.2
Service Provision Details

Services provided by the CSM Department are summarised below. 
2.2.1 CSM/1 - Safety Services
· Hazard and Effects Management Tools and Techniques e.g. PTW, WHIMS etc.
· HSE Case facilitation

· Fire & Explosion Risk Management 

· HSE Audits 


· HSE Documentation 

· Tripod Beta Support

· Hearts and Minds

· STOP program
· Local Community Coaching Services

· 

2.2.2
CSM/2 – Environmental Services

· Environmental Management Systems

· ISO 14001 Course Custodian

· Environmental Communication

· Emergency Response, Stakeholder

· External Environmental Relations

· 
· Waste Management

· Environmental Impact Assessment

· Permit Management

· Environmental, Soil & Groundwater Management

· Produced Water Management Advice
· Chemical Management Advice
· Gas & GWP Management

· Oil Spill Advice
· NORM Management Advice
· Environmental Performance Monitoring Data Management


	· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 


2.2.3
CSM/3 – Occupational Health Services

· Health Risk Management System

· 

· Occupational Health Service Provider

· Health Awareness Campaigns 
· Health Performance Reporting

· 
· Health risk assessment

2.2.4 CSM/4 – Planning and Support Services
· 
· Corporate HSE Plan - Development & Monitoring.
· 
· 
· SLA - Development & Performance Monitoring (Customer Feedback).
· Contract Holder of HSE Management Manpower Contract.
· 
· 
· 
· HSE Support to other PDO Functional Competence Schemes.
· Management of Competence of HSE Advisors and CDDH side kick to CSM. 

· Management of HSE Training Services/Training Support Contracts.
· Custodian of HSE data, statistics and PIRD (PDO incident reporting database).

· 
· 
· 
· 
· 
· 
· 
· 

· 
· Co-ordination of Annual HSE Report and HSE input to other annual reports.
· 
· 
· 
· 
· 
· HSE-IC Secretary.

· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 

2.2.5
CSM/5 – Road Transport Safety Services

· Road Transport Safety policies, specifications and guidelines

· Road transport HSE case

· RAS management

· RSMT operation and CH

· Defensive Driving Courses ownership and CH

· Pilots for new automotive technology

· RTS focal point for ROP

· Corporate road safety campaigns and Transport Safety 

· Defensive Driving Courses - quality.
2.2.6
CSM/6 – Sustainable Development Services

· Development & Monitoring of Corporate Sustainable Development Plan.

· Preparation of agenda for SD Working Group Meetings.

· Custodian of SD session in Induction course.

· Delivery of SD awareness sessions to PFATs & SPATs.

· Update EIA procedure guidelines to incorporate bio-diversity.
· SD performance measurement.

· SD Business Alignment Area (BAA) Focal Point for PDO.



· 
· 
· 

· 
2.3
Service Levels

The following table lists the CSM sections, services and service levels agreed with their key customers, i.e. those customers they deal with on a daily basis.

	Services
	Section
	Service Level

	1    Management of CSM team

2 CFDH for Safety and Environment 

3 Secretary of the HSE SC

4 Member of the HSE IC 

5 Member of the IAC

6 Nominates the Secretary to the HSE-IC.

7 External Reports to Shareholders
	CSM
	1

1

1

1

2

2

1



	1 Safety Management System Advice

2 Fire & Explosion Risk Management 

3 HSE Audits 

4 EPO4 Course Custodian

5 HSE Documentation 

6 Tripod Beta Support

7 Hearts and Minds 

8 STOP program
9 Local Community Coaching Services
	CSM/1
	

1

1

2

3

2

1

2

2

2

	1 Environmental Management Systems Advice

2 ISO 14001 Course Custodian

3 Environmental Communication

4 Emergency Response Advice

5 External Environmental Relations

6 Chemical Management Advice 

7 Waste Management

8 Environmental Impact Assessment

9 Permit Management

10 Soil & Groundwater Management

11 Produced Water Management

12 Gas & GWP Management

13 Oil Spill Management

14 NORM Management

15 Halon/CFC Management

16 Environmental Performance Monitoring Data Management
	CSM/2
	
1

2

2

1
1

2

2

3

3

2

2

2

2

2
3


2


	1 Health Risk Management System

2 Health Policies

3 Occupational Health Service Provider

4 Health Performance Reporting

5 Medical Review Officer (A&D) 
	CSM/3
	1
1


2

2

2




	Services
	Section
	Service Level

	1 Corporate HSE Plan Advice

2 CSM SLA Advice

3 HSE Training 

4 HSE Competence 

5 Incident Reporting and HSE Statistics 

6 HSE Help-Desk

7 HSE Communication
8 Admin support
	CSM/4
	1

2

2

2

1
3


2

3

	1 Road Transport Safety policies, specifications and guidelines

2 Road transport HSE case

3 RAS management

4 RSMT operation and CH

5 Defensive Driving Courses ownership and CH

6 Pilots for new automotive technology

7 RTS focal point for ROP

8 Corporate road safety campaigns and Transport Safety 


	CSM/5
	1

2

1
3

3

3

2




	1 Sustainable Development Advice and Co-ordination
	CSM/6
	2




Level 1
Top priority attention is given to the provision of these services. A response from the CSM section concerned is guaranteed within 2 working days.

If you do not receive any information within the specified period, notify the CSM Manager to address the issue and if you still have not received any information within 5 days notify the CSM line director to address the issue.

Level 2
High priority attention is given to the provision of these services. A response from the CSM section concerned is guaranteed within 5 working days

If you do not receive any information within the specified period, notify the CSM Manager to address the issue.

Level 3
Medium priority attention is given to the provision of these services. A response from the CSM section concerned is guaranteed within 10 working days

If you do not receive any information within the specified period, notify the relevant section head of the staff involved (customer and/or service provider) to address the issue.


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	

	

	

	

	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


2.4
Service Level & Cost

Depending on the type of service, the most suitable cost re-allocation method shall be selected for each of the CSM sections and/or services. 


2.4.1
Corporate HSE Manager (CSM)

CSM manpower and associated overhead costs are not reallocated to the customers but are covered under a separate CSM net budget.
2.4.2
CSM HSE Services

A fixed and standard 
tariff will be charged to the Asset Teams on a yearly basis to cover for standard services by CSM staff and include associated manpower cost and overheads.  

For ad-hoc support services or other special service requests not included in this SLA for which CSM has no available resources, an activity based costing will apply.  In most cases an Order For Service (OFS) or Minor Service Contract will be raised to carry out a particular job which will be directly charged to the customer.  The customer will be involved in raising the OFS or Minor Service Contract and will be made aware of the cost involved.  Asset Teams will be made aware of the budget provision to cover for these direct cost items during the Budget Build by recommendations based on previous years.
2.5
Availability

All CSM service providers can be contacted and will provide their services in line with the corporate coastal based staff working hours.  In case of emergencies outside working hours, CSM staff can be contacted at their home residence (ref. PDO Telephone Directory).

In case of leave or other absence, the key customers will be notified in advance (if possible) and adequate relief cover will be arranged in order to prevent or minimise disruption to the service provision.

2.6
Fall-back Arrangements

No official contingency arrangements are made for the CSM services.  In case of long term non-availability of specific services, a fall-back arrangement will be discussed and agreed between the service provider and key customers.

2.7
Performance Indicators

The following indicators are the CSM key performance indicators.
· CSM man/days spent in the interior

· CSM area focal points man/days spent in the interior

· Number of HSE advisors brought through CSM in the year

· Vehicles inspected in the year

· Audits against the plan in the year

· ISO 14001 FP meetings in the year

· Competence progression of HSE advisors in the year

· Catering facilities inspections in the year

· SD assessments against the plan

· Persons engaged on health workshops in the year

· LTIF: 0.45 for 2002
· Response times as per SLA
2.8
Performance Measurement

	Performance Indicator
	Focal Point
	Plan
	Above Target
	On Target
	Below Target

	Completion of HSE plan action items
	CSM/42
	(
	> 90%
	90-80%
	<80%


	Close-out of Audit actions 
	CSM/421
	(
	> 90%
	90-80%
	<80%


	SD Assessment against plan

	CSM/6
	(
	> 90%
	90-80%
	<80%

	Catering Inspections per annum

	CSM/32
	6
	> 90%
	90-80%
	<80%

	SLA response times 

	CSM/42
	(
	> 90%
	90-80%
	<80%

	LTIF (Corporate)
	CSM/42
	0.45

	> 90%
	90-80%
	<80%

	CSM man-days in interior
	CSM
	140 

	> 90%
	90-80%
	<80%

	HSE audits against plan
	CSM/12
	10 Audits

	> 90%
	90-80%
	<80%

	Vehicles Inspected
	CSM/51
	100 

	> 90%
	90-80%
	<80%

	No of HSE advisers brought through CSM
	CSM/14
	10 

	> 90%
	90-80%
	<80%

	Aggregate CSM Performance
	CSM/12
	(
	
	
	


2.9
Performance Monitoring

On a regular basis, but at least twice a year, the CSM department heads will formally report their progress and performance to their key customers.  The relevant performance indicators and progress on key activities will be discussed and feedback will be solicited from the customer on the quality of services provided. Results will also be published on the CSM website.

One of the main tools for this process is a Stakeholder Survey. The survey will be conducted once a year.

3.
Service Provider (CSM)  and Customer (Asset team) Responsibility

3.1
Service Provider  (CSM) responsibility

CSM has the responsibility for the day to day management of all HSE activities outlined in this Service Level Agreement. 
However, the Asset Manager retains responsibility for activities  where:

a) it provides First Line Supervision of activities directly undertaken for the Company, or

b) it provides a Company Representative and/or Company Site Representative to supervise the execution of Contract activities on that Asset

c) it has long term custody of that Asset for the conduct and provision of Execution or Support Processes

d) 
e) incident reporting/notification as stipulated in the incident reporting procedure. The reporting will include initial assessment of severity and potential. Subsequently, and depending on severity, asset team will set up appropriate level investigation team, with target to complete report within one month. CSM advice may be sought on constitution of investigation team and cascade of lessons learnt.
f) TRIPOD BETA support for High Potential Incidents

CSM may only take over responsibility when carrying out activities within an Asset Team by delegated authority.
 



3.2
Customer Responsibility

The majority of the CSM services are based on customers specifically asking for a service activity.  Therefore the onus is on the customer to provide the CSM service provider with timely information and details on the required services.  CSM will then, in discussion with the customer, estimate, plan and initiate the associated activities.

Regular services that are required all year round (e.g. HSE advice), will be provided without the need for any special request from the customer.
The customer guarantees to;

· Release staff to attend mandatory HSE training to improve staff competence.
· Provide resources to support corporate HSE audits.

· Keep CSM informed of new HSE developments in their teams.

· Provide HSE statistics in a timely manner as agreed with CSM.
· Carry out incident reporting/notification as stipulated in the incident reporting procedure. The customer will set up incident investigation team and ensure reports are completed within one month. 
· Carry out TRIPOD BETA analysis of all LTI’s and High Potential Incidents.
4.
Controls

4.1
Reporting

Reporting will be via periodic reports and meetings as agreed with the specific CSM section. In case of significant changes to the agreed plans or anomalies in the provided service levels, more frequent and focussed reporting can be mutually agreed.

4.2
Infringement & Escalation

In case of unsatisfactory service provision from CSM or inadequate support from Asset Teams
, either the customer or service provider should contact the relevant Asset Manager who are signatories to this Service Level Agreement.
4.3
Reviews

Based on the customer feedback received during scheduled reviews, specific changes to the services provided and/or working relationship can be made with a view to sustain continuous improvement in the process.

In December the CSM sections will discuss in detail the service requirements for the following year with their customers and modify the current SLA accordingly.

Appendix A
CSM Organisation
Please refer to : 

http://sww1.pdo.shell.om/dept/common/orgcharts/csm_wp.html
Appendix B
Glossary of Definitions, Terms and Abbreviations

The following terms and abbreviations used in this document, are defined below:
This needs to be completed
	AM
	Asset Management

	CDFP
	Corporate Discipline Focal Point

	CFDH
	Corporate Functional Discipline Head

	CMF
	Corporate Management Framework

	CSM
	Corporate HSE Manager

	DDC
	Defensive Driving Course

	FP
	Focal Points

	HEMP
	Hazard and Effects Management Process

	HSE
	Health, Safety and Environment

	HSE-IC
	HSE Implementation Committee

	HSE-SC
	HSE Steering Committee

	NORM
	Naturally Occurring Radioactive Materials

	PFAIMS
	Product Flow Asset Integrity Management System

	PFAT
	Product Flow Asset Team

	PI
	Performance Indicator

	PIRD
	PDO Incident Reporting Database

	RAS
	Roadworthiness Assurance Standard

	RSMT
	Road Safety Monitoring Team

	SD
	Sustainable Development

	SLA
	Service Level Agreement

	VTC
	Variation to Contract

	YTD
	Year To Date
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