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Community Voice Mail Federation 
Memorandum of Agreement  

Background 
Since 1993, Community Voice Mail (CVM) programs have been part of a critical community 
infrastructure for homeless and low-income individuals and social service providers in 
communities across the United States and beyond.  Community Voice Mail National is a 
national 501c(3) organization that supports a network of community-based affiliates (CVM 
Federation) who act as the “hosts” for CVM in their cities and communities.  All CVM hosts 
are required to submit a formal application to the CVM National Office and go through the 
required vetting process before becoming official members of the Community Voice Mail 
Federation.   
 
Purpose of this Memorandum of Agreement  
The purpose of this Memorandum of Agreement (MOA) is to outline roles and 
responsibilities and to operate as a contract between Community Voice Mail National and 
the local CVM affiliate in order to fulfill the ultimate mission of Community Voice Mail: to 
empower people in crisis and transition by distributing free, 24-hour personalized voice mail 
access nationwide - directly linking individuals to jobs, housing and stability.  The CVM 
National Office and the CVM hosts are required to sign, implement and uphold the mission, 
values, model and standards as outlined in the CVM Memorandum of Agreement. 
 
Functions and Responsibilities of CVM National Office 
As the organizational hub of the CVM Federation, the CVM National Office (CVMN) 
launches CVM sites in new communities, incorporates innovations in technology, conducts 
public relations and advocacy, and supports all existing CVM programs.  The National Office 
is responsible for ensuring program quality and protecting the identity of CVM while 
representing CVM to funders, policy makers, service providers and service recipients.  In 
addition, the National Office’s functions and responsibilities are to provide the following 
services to the CVM Federation (subject to availability and/or limits of National Office 
resources and funding): 
 

• CVM Federation Stewardship, including leadership, guidance, protection of 
confidential data (signed Confidentiality and Database User agreements by CVMN 
staff), networking and knowledge-sharing of best practices through direct contact 
with each site, listserves, newsletters, forums and the annual CVM Conference. 

• Trademarked Name and Logo to be used by all official Community Voice Mail 
programs.  The CVM National Office grants a non-transferable, royalty-free, non-
exclusive, revocable license to use the “Community Voice Mail” name and related 
logos during the term of the Memorandum of Agreement (renewable on annual 
basis). 

• Technical Assistance and Training, including development of database tools for 
CVM data collection; ongoing collaboration with CVM technology providers for 
donation of service and software; ongoing partnership with Cisco Systems for Unity 
product; partnering with Active Voice for Repartee product until the transition to the 
Cisco Unity product; ongoing partnerships with telco vendors and other technology 
vendors for CVM Centralized System; ongoing basic technology support and training 
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for CVM voicemail systems; and ongoing program development, training forums, 
evaluation tools and resources. 

• Marketing/Public Information Opportunities and Tools, including local, regional, 
and national publicity; national online presence including a robust website outlining 
national strategies and providing contact information for each individual CVM site; 
ongoing website optimization efforts with contracted web-developers; and marketing 
tools such as CVM videos, presentations, statistics, posters, and brochures. 

• Funding and Sustainability Resources, including securing resources from 
foundations and corporations to strengthen CVM sites; sharing sample grant 
proposals for use by local sites; collaborative fundraising with CVM sites; and 
development of strategic partnerships to support the CVM Federation as a whole and 
to support individual sites. 

• Advocacy and Education, including education of elected officials, policy regulators, 
and industry representatives in order to strengthen awareness of CVM in 
telecommunications, social service, and government sectors. 

• Research and Evaluation, including research on new technologies and program 
applications; analysis and recommendations on the legal issues of client privacy, 
data confidentiality, and agency liability; evaluation of local CVM site strength/best 
practices and CVM Federation success; and overall assessment of technological and 
social service trends to ensure CVM’s ongoing relevance and sustainability.   

 
Functions and Responsibilities of local CVM site/Host Agency 
CVM Host Agencies are the primary “distribution centers” for CVM telephone 
numbers available at no cost to the user while s/he participates in a social service 
agency. (Note: In some instances, the local CVM site and the Host Agency are one 
and the same, as in the case of a local CVM site being a stand-alone nonprofit 
organization.)  The Community Voice Mail National Office (CVMN) supports local 
customization of the program to meet the unique needs of individual communities, 
while maintaining best practices and standards across all CVM sites.  The primary 
responsibility of the local CVM site/Host Agency is to fulfill the mission of Community 
Voice Mail through providing high quality, broad-based voicemail services for its city 
and community.  In addition, the functions and responsibilities of the local CVM 
site/Host Agency include the following central elements of an effective CVM program 
(subject to availability and/or limits of local resources and funding): 
 

• Direct and oversee all elements of the Community Voice Mail (CVM) program, 
including community organizing, implementation, financial management, fundraising, 
promotion, training of participating agency social and health workers, maintaining 
relationships with participating agency personnel, and technical 
maintenance/upgrade of the CVM equipment.   

• Use and protect trademarked name and logo of Community Voice Mail, 
including abiding by trademark guidelines while refraining from altering or distorting 
the logo or name for any purpose.  Should the Host Agency and Community Voice 
Mail National Office sever their relationship, the Host Agency may not continue to 
use the Community Voice Mail name or trademarked materials for any purposes 
whatsoever. 
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• Identify CVM program as part of the National CVM Federation in all public 
communications, including websites, brochures, or other collateral.  This 
requirement can be accomplished by using dual logos and including the phrase 
(smaller font permissible):   

The _________ Community Voice Mail program is part of the 
CVM national network of sites, empowering people in crisis and 
transition by distributing free 24-hour voice mail nationwide – 
directly linking individuals to jobs, housing, safety and stability.  
Headquartered in Seattle, WA, the CVM National Office website 
is:  www.cvm.org. 

Additional requirements and suggested language can be found in the 
document entitled, Website Protocol for CVM Sites.  In cases where 
space is at an absolute premium, the phrase, “Member - Community 
Voice Mail National Federation” may be used.  Each piece of public 
communication should contain the web address of the CVM National 
Office:  www.cvm.org.

• Protect technical integrity of stand alone voicemail systems by housing 
equipment in secure site; linking site to an uninterrupted power supply and modem; 
budgeting for upgrades as needed and/or after four years; and contracting with a 
local technology support vendor when necessary. 

• Protect technical integrity of CVM Centralized System by providing high-speed, 
broadband connection for web-based administration (PC with Windows 2000 
minimum or equivalent).  

• Protect program integrity and data confidentiality by signing and upholding 
Confidentiality and Database User Agreements and Payment Agreements
 with CVM National Office as applicable; signing Participating Agency 
Agreements with each participating agency which outlines roles, responsibilities, 
liability and confidentiality rules; and by having each end-user/client sign a Statement 
of Understanding/Client Agreement (examples available through National Office). 

• Collect, compile, maintain, and report CVM program statistical information, 
including user demographics, outcomes, and overall effectiveness of CVM in the 
community.  It is the responsibility of each Host Agency to provide statistics and 
answers to assessment questions upon request regarding CVM usage, 
demographics, and impact.   

• Hire and sustain qualified CVM Manager who remains knowledgeable about the 
CVM system, holds participating agencies to a high quality of service standards and 
develops wide-reaching city and community awareness of CVM.  In order to sustain 
a strong program over time, the CVM National Office recommends .75-1.0 FTE for 
each CVM program that has an inventory >500 voicemail boxes. 

• Partner with a broad range of community agencies serving homeless, phoneless, 
and/or low-income individuals.  It is anticipated that the number of participating 
agencies includes a majority of the local health and human services sector.  

• Employ a solid strategy for securing diverse sources of program funding in 
order to ensure program sustainability including CVM personnel, voicemail capacity, 
and equipment upgrades.   

• Communicate regularly with CVM National Office and CVM Federation 
colleagues to leverage the power of CVM nationwide, including informing the 
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National Office of major program changes and/or challenges (including turnover in 
CVM personnel) for the purpose of CVM program sustainability within the city and 
community.   

 
Process for upholding and limiting this MOA  
The following efforts will be made to uphold and assess the performance and responsibilities 
of each party: 

• Evaluation of National Office – this will happen through both informal and formal 
means.  CVM Managers and Host Agency Directors should contact National Office 
staff at any time to review roles and responsibilities.  In addition, an annual 
questionnaire will be used to collect formal feedback from CVM Managers and Host 
Agency Directors on the progress of the National Office.  Results will be presented to 
the CVM Board of Directors, the CVM Federation, and others as appropriate. 

 
• Evaluation of individual CVM Site -- the National Office will collect and compile 

statistics, outcomes, and answers to assessment questions across all CVM sites.  
The National Office will also administer an annual CVM site self-evaluation that will 
be filled-out by CVM Managers and used to collect formal feedback and reflection on 
site progress.  Results will be reviewed in conjunction with annual program 
outcomes/statistics and other assessment activities.  Results will be aggregated, 
reported and used as part of on-going program improvement and as part of 
evaluating Community Voice Mail as a whole. 

 
In the spirit of collaboration and dispute resolution, all efforts should be made by both parties 
to communicate regularly and directly about the roles and responsibilities outlined in this 
document.  Changes and/or amendments to this MOA must be agreed upon by both parties.  
Either party to this MOA may cancel this contract and, as a result, cancel the official 
affiliation between the Host Agency and Community Voice Mail (including CVM National 
Office and CVM Federation) and ending the official designation of the local site as a 
Community Voice Mail site.  Thirty days notice should be given prior to cancellation by either 
party. 
 
 
CVM Federation Membership Dues 
Historically, it has been important that each site feel that they are part of a strong network of 
high quality CVM affiliates committed to the overall mission.  The CVM National Office raises 
funds to subsidize its services, which include ongoing technical assistance, training, 
advocacy, and conferences.  In addition to these raised funds, each Community Voice Mail 
site agrees to pay annual CVM Federation Membership Dues of $300.00 USD to help defray 
the costs of these services.  Please see the attached invoice and remit payment with the 
signed MOA.  Contact the National Office with any questions. 
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Period of Coverage: Community Voice Mail (CVM) Memorandum of Agreement for  
12-month calendar year 2006.  Renewable on annual basis. 
 
 
CVM Site Name:   
 
By signing this agreement the parties listed below, and the agencies they represent, agree 
to the content outlined within this document and commit to working collaboratively to uphold 
this agreement.  
 
 
 
 
 
 
Local CVM Site/Host Agency: 

  
National CVM Office: 

   
   
__________________________________  __________________________________ 
Print Name: ________________________  Jennifer Brandon 
CVM System Manager  CVMN Executive Director 
Date signed:  Date signed: 
 
 
__________________________________  __________________________________ 
Print Name:  ________________________  Debbie Faulkner 
Executive Director, CVM Host Agency  Chair, CVMN Board of Directors 
Date signed:  Date signed: 
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INVOICE 
 
 
 

Community Voice Mail National Office 
2901 Third Avenue, Suite 100 
Seattle, WA  98121,  
Phone 206.441.7872   Fax 206. 443.3755  

DATE:    
DUE DATE: 01/31/06

 

 

 

Bill To: 
 
 

For: 
Annual CVM Membership Dues for 2006 

 

Annual CVM Membership Dues   TOTAL   $300.00 
 
 
Make all checks payable to Community Voice Mail National Office 
Total due by: January 31, 2006  
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