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[bookmark: _Toc291535505] Purpose
This Memorandum of Understanding is between (Department A and Department B).  This memorandum outlines the understanding of roles & responsibilities for (Department A) to provide supervision and workload management for the (Department B) information technology (IT) personnel, and the IT Manager role as a dedicated resource to work closely with (Department B) to develop a strategic and tactical customer account plan.

The intent of this agreement is to allow (Department A) and its IT managers, to move the support of Information Technology at the program areas toward more cohesive, efficient, best-practices oriented support operation.  This will enable (Department B) and (Department A) to be better positioned to support current and emerging processes and technologies, which can streamline and even re-engineer business processes, creating unique new business opportunities.
[bookmark: _Toc291535506][bookmark: annex4d]The Basic Agreement
(Department A) commits to provide effective and professional information technology (IT) supervision and management over existing and future IT staff at the following  (Department B’s) program area locations.
	


(Department A) will fund the reclassification (quantity) positions within the (Department B) IT Field Support Unit and transfer the budget authority to (Department A) as indicated in the chart:  (list chart here) 

This IT field support model that is being implemented, per the MOU between (Department A) and the (Department B).  Each of the IT Supervisors will serve as the IT manager and supervisor at each of the program areas.  The IT Supervisor will be assigned to directly provide hands-on supervision over all IT personnel throughout each program area.  These IT supervisors and their staff will provide on-site (desktop) technical support of all program areas.

The IT Supervisors will report directly (solid line) to the IT Manager.  The IT Manager will be available to allow for continuous dialogue between (Department A) and (Department B) customers.  Further, the IT Manager will be expected to participate in (Department B) operational and strategic meetings to represent (Department B) IT field support operations and (Department A).  The following program area supervisors will have the authority to redirect workload prioritization to ensure that the IT field support unit responds in a timely manner to critical business needs: (list Program areas here)

The IT Supervisors will cross-functionally (i.e. dotted-line) report to these (Department B) managers and they will be afforded the opportunity to give input into the supervisors’ and other IT staff performance evaluations.


[bookmark: _Toc291535507]Scope of Services

(Department A’s) IT Field Support Managers will provide the following services to their program areas:

	Administrative Supervision
	The IT Supervisor will conduct performance appraisals, approve timesheets, authorize absences, resolve personnel related issues, etc., for all direct report IT staff.  The IT Supervisor will directly supervise all IT staff within the assigned program area. The supervisor will develop training plans for IT personnel.  

	Technical Supervision, Training and Development
	The IT supervisor will provide quality assurance over the work of all IT personnel assigned within that area of responsibility.  Further, the IT Supervisor will provide “expert” level technical assistance to his/her staff and to customers throughout the region. The IT Supervisor will provide on-the-job training to subordinate staff.

	Consulting Services
	The IT Supervisor will serve as the senior on-site IT consultant that will serve the needs of the (Department B) and the local IT customers. The IT Supervisor will be the program areas single point of contact with escalation to the IT Manager when appropriate, for issue resolution between both parties.

	IT Mission Management
	The IT Supervisor will work closely with the IT Manager in providing responsibility and authority for managing the information technology mission at the program areas in accordance with stat policies, procedures and standards.  The IT Supervisor will receive and respond to the program area Manager’s directions regarding workload prioritization.  In absence of special workload priority from the program area Manager, the IT Supervisor will set workload priority.  The program area manager’s direction regarding workload prioritization will take precedence.  The IT Supervisor will represent local IT operations and (Department A) in attending meetings with local management, Program areas customers.

	Status and Reporting
	The IT Supervisor will provide ongoing status reporting to the IT Manager and the program area manager, to include special reports as required.


[bookmark: _Roles_and_Responsibilities][bookmark: _Toc291535508]Roles and Responsibilities

Role of the Program Area Managers

The Program Area Managers will have authority to prioritize workload for the local IT Unit.  This would be accomplished through the IT Supervisor.  The Program Area Manager can determine “what” is accomplished and “by when,” while the IT Supervisor will determine the “who” and “how.”  Absent special direction by the Program Area Manager, the IT Supervisor will determine and accomplish IT workload based on his/her determination of customer needs at the program areas.  The Program Area Manager or his/her designees may escalate issues up the chain-of-command for resolution.  The Program Area Manager(s) through this MOU will retain the ability to direct workload and priorities throughout the program area.  (Department B) will continue to provide resources and funding for IT operations at the program area.  (Department A) will continue to fund travel expenses that are required of the IT staff and will approve and fund IT staff training, as may be required.

Role of the IT Supervisor

The IT Supervisor and the local IT unit are dedicated to servicing the IT needs of the program area locations. The local IT unit will adhere to state policies, procedures, and standards and IT industry-wide “best-practices” in conducting its mission. The IT supervisor will take direction from the (Department B Administrator) as to workload assignment and prioritization, whenever the Administrator chooses to do so. The IT supervisor will have full supervisory responsibilities over all IT personnel within the program area, including performance evaluation, timesheets, developing training plans, assignment of tasks, and quality control. The IT supervisor will provide on-the-job training for subordinate staff.

Role of the (Department A)

[bookmark: _Addendum_A:_][bookmark: _Toc6881918](Department A), through the IT Manager, will manage the “global” IT mission at the program areas locations, report directly to (Department A) Enterprise Customer Service Center & Client Support, Senior IT Manager, and provide direct oversight and supervision for the Senior IT Supervisors.  The primary functional areas of responsibility for (Department A) are in cooperation with the (Department B), helping to ensure adequate IT resource allocation, ensuring consistency of IT practices among the program areas locations, ensuring conformity of IT operations with state and department IT policies, procedures and standards, measuring, controlling and, where required, reporting on the quality of IT services at the program area locations.  (Department A), in partnering with (Department B), will provide to the program areas the full benefit and range of its services such as IT project management and oversight, wide-area and local area network support, in some cases telecommunications support, and second and third level workstation and application support.  (Department A) will fund any non-region related travel expenses that it requires of the (Department A) IT Manager and Senior IT Supervisors.

[bookmark: _Toc291535509]Terms of agreement

The signatures of this document indicate agreement to its content, that it is valid, has achievable objectives, and represents the intent of (Department A) to meet the IT management and supervisory needs of the (Department B) included in this MOU.
Assistant Secretary of IT, and Deputy Director, controls this document.  Any modifications to this agreement require the review and approval of both parties.  Inputs relative to the content or distribution of this document should be forwarded to the Assistant Secretary.
This document will remain in effect until replaced with an updated version. It will be reviewed annually for currency, accuracy, and completeness. The next review is scheduled for (Date).
Since these IT Supervisor positions are permanently dedicated to (Department B’s) IT field support and because the budget authority for the positions will be transferred from (Department B) to (Department A), neither this agreement nor the general mission of the positions can be cancelled and revert to the original state.  However, this agreement can be used to justify to (Department A’s) executive management that either one or the other party is failing in promises contained in this agreement.
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APPROVED/DISAPPROVED	APPROVED/DISAPPROVED





Deputy Director	Assistant Secretary
(Department A)	(Department B)
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