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7.0 Large Scale Absence Policy 

In June of 2009 the NCUA issued a letter to credit unions, Letter No. 09-CU-13, requiring credit unions to augment their disaster 

recovery plans.  The Letter specifically speaks to the potential operational problems associated with a large scale pandemic or hurricane.  

The Letter requires credit unions to adopt a response to these events and evaluate the potential risk to the organization including an 

evaluation of critical service provider plans for operating during a large scale absence event.   

 

This document describes the procedures and control implemented by CU*NorthWest to provide for continuation of business operations 

necessary to support our clients and partner should a large scale absence impact our staff.  
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7.01 Large Scale Absence Program 

A large scale absence, for purposes of this document, is defined by CU*NorthWest as missing 50% or more of the employee 

population for a period of up to 2 consecutive weeks. The determination that CU*NorthWest is experiencing a large scale absence 

event will happen at the Senior Management Level. 

7.02 Method 

Team leaders were asked to assess specific needs and concerns that they would face in a large scale absence event for their area(s) 

within the company. These needs and concerns, the response or reaction to those concerns, and any preventative measures that 

can be taken have been used in the development of this planning document. 

7.03 Client Services 

Delays in servicing our clients should be expected. However, we would want to communicate this to the client appropriately by 

sending out a scripted message using our Alert procedures. Management must assist employees to prioritize the workload. 

7.04 Coverage of All Shifts 

Cross training and management involvement will help the client service areas to make sure all necessary shifts are covered across all 

areas of the company. Employees and managers who have the capability to work from home would be encouraged to do so, if the 

situation allows. 

7.05 Prioritizing Daily and Pending Duties 

Time sensitive items must be considered.  For example, if the timeframe is end of month, team members must be diverted across 

departments in order to complete important tasks. Management would make decisions on readjusting the priority list and delay of 

non-critical project travel. 

Programming.  The projects to be worked on will be prioritized by management; inevitably some projects will need to be delayed 

or put on hold for a short period of time. We will communicate this to the clients appropriately by sending out a scripted message 

using our Alert procedures. 

Managing Project Timelines. Management will adjust these timelines and workloads (i.e. briefly delay CU*BASE releases, 

CU*BASE Prototypes and demos if necessary.) 

Responsibility for Resulting CU*BASE Issues. Cross training and updated  documentation will be an important preventative 

measure to take in making sure a greater number of employees can be responsible for any CU*BASE issues. Employees and 

managers who have the access will be encouraged to work from home, if the situation allows. 

Delivering the Service to the Clients with Quality. For services that require travel, employees will be expected to be aware of 

their ability to complete their responsibilities without negative effects on the client. If necessary (i.e. in a conversion situation) 

CU*NorthWest management may need to make a decision regarding whether or not more employees will need to be sent to 

supplement for the unavailable employees. For services delivered from our offices, cross-training and up to date documentation will 

be necessary to be able to continue to provide quality service. In some cases CU*NorthWest and Xtend have relationship(s) with 

Staffing Agencies if additional staff is needed. 

Handling Time Essential Duties.  Essential duties will still need to be completed; other team members will be assigned these tasks 

by management as necessary. If possible, management will adjust these timelines and workloads by re-prioritizing duties. 

At the Client Site. In a scenario where an entire team is unable to perform duties: 
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Until additional staff can arrive on site, web and phone conferences would have to be utilized for training, support, 

sign-off etc. Several concurrent sessions could be scheduled to facilitate training by department. 

 

Depending on the location of the credit union, the Manager of Delivery Services may tap other CU*NorthWest Credit 

union employees as support staff.  

 

If the Credit Union is going through an event, the alternatives for sign-offs, etc. are as follows: CPAs and Board members 

may be used as alternatives to a CEO for sign-off authorization. Additional support may have to be rescheduled for a 

particular department, i.e. ‘live week’ may be postponed if several credit union employees are unavailable for the necessary 

training. 

 

7.07 Operations  

Shift coverage and Department Responsibilities. Adjust schedules of remaining team members to cover all shifts and run 

with reduced staff per shift. Managers will provide additional coverage as needed. Beginning of Day, End of Day, and File 

Transmissions must be delegated to other trained team members in the absence of Operators from the shift on which the processes 

are carried out. Operations cross-trains team members on an ongoing basis to ensure delivery of time-sensitive items. An e-mail/call 

chain is in place in order to contact the Operations Team to let them know of any changes in shift and duties they must fulfill as the 

situation changes. 

 

Cross-Departmental Coverage Operations. The operations department can also look outside of its own department in an 

event. Employees from other teams can be drawn upon to cover gaps in processing shifts in the event of a serious shortage in 

Operations staff. 

 

Communication. If corporate officers declare a large scale absence event has occurred at CU*NorthWest, clients shall be notified via 

email alert. The script will read: 

 

 

Dear Credit Unions, 

 

We are notifying you via our Alert system that CU*NorthWest is experiencing a large scale absence of staff due to extenuating  

circumstances.  As a result of this, you may experience delays.  If the person you are trying to contact cannot be reached or  you need 

immediate assistance please call the CU*NorthWest operator and they will be able to help you or direct you to someone who  can return 

your call in a timely manner.  Thank you for your patience. 

 

CU*NorthWest Management Team 

 

 

Managers will be responsible for communicating to their staff members any new priorities or changes in 

responsibilities resulting from the event.  

 

 

7.08 Travel During An Event 

The travel expectations during an event will be decided upon by CU*NorthWest Senior Executive Team and communicated to the 

employees through VP of Administration. Depending on the circumstances surrounding the event, any decision could be made up 

to and including the suspension  of ALL travel. 

 

7.09 Emergency as a Result of Infectious Disease 

If the absence is due to an infectious (pandemic) disease, the following additional controls are required: infected staff should defer 

coming to work for the length of the incubation period of the virus; staff should utilize the hand sanitizing stations provided 

around  the office and wash hands often; clean keyboards and other equipment, especially if workstations are shared between staff 
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members; a certain degree of social distancing could be practiced; reducing frequency, proximity, and duration of contact can also 

help reduce the spread. 

 

Staff interactions during an event will be decided upon by CU*NorthWest Senior Executive Team and communicated to the 

employees through VP of Administation. Depending on the circumstances surrounding the event, decisions will be made 

regarding: severely discouraging  or disallowing large assemblies of employees (on or off work premises); closing all meeting rooms; 

limiting all staff interactions as much as possible; encourage or force employees to work at home or offering masks and setting up 

for cleaning stations around  the office. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 




