Memorandum of Understanding (MOU) for Forwarding of Call Center Calls Between the United Way of Northeast Louisiana/2-1-1 and VIA LINK in a Disaster or an Emergency (May 2009)

Purpose and Definitions

The Purpose of this MOU is to provide for reliable and rapid provision of mutual support for forwarding of all Call Center calls between the United Way of Northeast Louisiana/2-1-1 and VIA LINK in a time of a disaster or an emergency impacting either agency.

The “Requesting Agency” is the agency in the impacted area that will refer calls to the other agency. The “Providing Agency” is the agency outside the impacted area that will handle calls from the “Requesting Agency”.

Agreement
The Providing Agency outside the impacted area will agree to have the Call Center calls of the Requesting Agency forwarded to their Call Center. The President/CEO/Director of the Requesting Agency or his or her designee will alert the Providing Agency’s President/CEO/Director or his or her designee as soon as possible that the MOU is to be activated. An agreement will be made regarding the time and date that Call Center calls of the Requesting Agency will be forwarded to the Providing Agency. The calls of the Requesting Agency will be handled to the maximum capacity possible by the Providing Agency. The Requesting Agency will make their resource database available to the Providing Agency. A mutual agreement will be made between the two agencies regarding data collection.

When possible and feasible, the Requesting Agency will send staff to the Providing Agency if requested by the Providing Agency. The Providing Agency in consultation with the Requesting Agency will determine which staff members of the Requesting Agency will go to the Providing Agency.  
The Requesting Agency will pay for mileage to the location of the Providing Agency and for any other necessary approved expenses incurred by their employees assigned to report to the Providing Agency. When the Providing Agency assumes primary responsibility for answering calls forwarded to their call center, the Providing Agency will have supervisory authority over the in-line staff provided from the Requesting Agency. The Requesting Agency President/CEO/Director and program directors will serve in a consultative capacity to the Providing Agency. Every effort will be made to support the effective operation of the services of both agencies. All people working within the Providing Agency’s facility shall abide by the rules, regulations, and policies of the Providing Agency. Final authority of unresolved matters resides with the Providing Agency.

The Requesting Agency will make every effort to address phantom and other call issues that interfere with operation of the Providing Agency’s Call Center operation.

The Providing Agency will provide coverage for the Requesting Agency for up to one week. If, at the end of one week, the Requesting Agency is unable to resume operation or locate to an alternate site, the Providing Agency and Requesting Agency may mutually make arrangements to extend coverage of this MOU. The Providing Agency will make every effort to handle calls for as long as possible for the Requesting Agency until that agency can become operable. 

Added operational costs of the Providing Agency for staffing, telephone lines, etc., will be covered by the Requesting Agency or a third party funding source. If the Requesting Agency operates for longer hours than the Providing Agency, a decision between the Providing Agency and Requesting Agency will be made regarding how coverage will be handled related to after-hours calls. 

The President/CEO/Director of the Requesting Agency or his or her designee will notify the Providing Agency’s primary contact or his or her designee when calls are to be returned to the Requesting Agency’s Call Center or another location and will make plans for effective reactivation of the Call Center of the Requesting Agency.

This agreement is between:

Agency: ___United Way of Northeast Louisiana/2-1-1._________________________

Signed: ______________________________________________   Date: ____________

Agency: ___VIA LINK____________________________________________________

Signed: ______________________________________________   Date: ____________

Date of activation of MOU: ________________________________
Requesting Agency:  ______________________________________________________

Signed: _____________________________________ Title: _________ Date: ________

Providing Agency: ________________________________________________________ 

Signed: _____________________________________ Title: _________ Date: ________

Date of Termination: ____________________

Contact numbers for agencies and for forwarding calls:

United Way of Northeast Louisiana/2-1-1

President:  Janet S. Durden



Work:
    318-325-3869



Work Fax: 318-325-4329




Cell:
    318-366-5397



Home:
    318-322-4144

Work email: jdurden@uwnela.org
Call forwarding Contacts:

Name:
Jan Wawrzyniak
Work: 
318-325-3869

Cell:
318-381-6639

Home:    318-388-0468

Work email: jwawrzyniak@uwnela.org
VIA LINK

CEO: Marguerite Redwine

Work: 504-895-5585

Cell: 504-251-7896

Home: 540-899-7503

Work email: mredwine@vialink.org
 Personal email: msredwine@hotmail.com

Call forwarding Contacts:


Name: Jonathan Padgett                              

Work: 504-897-4877                                   

Cell: 504-251-6650                                      



Work email: jpadgett@vialink.org            
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