Mental Health and Psychosocial Support Remote Services Agreement

This Mental Health and Psychosocial Support remote_Services Agreement (the “Agreement”) is
entered into and made effective as of [1st of September 2023] (the “Effective Date”) by and between:

A The General Trade Union of Workers in Textile, Garment & Clothing Industries a existing and
organized in accordance with the laws of Jordan, with its registered address at 15 Ahmad Dar Amer
Street, Al Jorn, Amman, Jordan (“Workers’ Union”);

B. Moner Bondhu Limited, a company limited existing and organized in accordance with the laws
of the People's Republic of Bangladesh (Bangladesh), with registration number C-
134092/2016, and address at Moner Bondhu, 8th floor, 2/16, Block B, Lalmatia, Dhaka,
Bangladesh. (“Service Provider”).

Workers” Union shall be collectively referred to as “Sector Representative”, and along with Service
Provider shall each be individually referred to as "Party" and collectively as "Parties”.

WHEREAS the Sector Representative, is an entity that works to enhance working conditions in the
garment sector in Jordan (the “Sector) and to promote further investment.

Whereas the collective bargaining agreement for the Sector dated November 2022 (the “CBA”) mandates
employers to “promote a work environment free from violence, harassment, and discrimination”, and to
“Care for the psychological health of their workers through referring them to specialized psychological
healthcare centers in Jordan”.

Whereas Sector Representative is keen on providing workers in the garment factories operating in the
garment and textiles production sector in Jordan (the “Sector”) with support services to address complaints
and incidents of work-related violence and harassment, including legal, social, physical and mental health,
by establishing a referral system with key service providers (the “Referral System”)

WHEREAS the Service Provider is an entity organized and existing under the laws of the Bangladesh and
licensed to provide mental health and psychosocial support remote services in Bangladesh.

WHEREAS the Service Provide has expressed its interest in providing mental health and psychosocial
Support remote services to workers in the Sector in Jordan by becoming part of the Referral System.

Now therefore, the Parties agree to cooperate as follows:
1. Purpose

The purpose of this Agreement is to establish the framework for collaboration between the Parties, pursuant
to which the Service Provider shall become part of the Referral System for workers in the Sector.

2. Services
2.1. The Service Provider has expressed its interest and commitment to provide mental health and

psychosocial support remote services as set out in Annex 1 (the “Services”) to Bangla-speaking and
hindi speaking workers in the Sector, based on the terms and conditions of this Agreement.



2.2

2.3.

2.4.

For the purposes of this Agreement, Beneficiary means any Bangla or hindi speaking worker in the
Sector in Jordan, regardless of their gender, ethnicity, or religion, who is either (i) referred to the
Service Provider to receive one or more of its Services pursuant to the terms of this Agreement by
any of the person(s) identified in Article 3.1 or (ii) directly contacts the Service Provider to receive
the Services

The Parties agree to the following protocol in providing its Services:

2.3.1. Each Beneficiary will, upon the professional assessment of the Service Provider, be offered
up to four (4) sessions of needed psychosocial support through MH practitioner other than
the initial assessment session.

2.3.2. In the event a Beneficiary requires more than four (4) sessions, the Service Provider shall
contact the trade union focal point with a request for additional sessions (“Additional
Services Request”).

2.3.3. The Additional Services Request shall include:

-The Service Provider’s initatial professional assessment of the health and wellbeing of the
beneficiary.

-The current status of the health and wellbeing of the beneficiary.

-Any justification and reasoning for the additional sessions; and

-The number of the estimated additional sessions.

Any Services to workers in the Sector shall be subject to the terms of this Agreement.

3. Referral Process and Point of Contact

3.1.

3.2.

3.3.

The Service Provider agrees to support workers in the Sector through the provision of its Services
expediently to workers reaching out directly to the Service Provider through the designated helpline
(in 3.3 below) or referred to the Service Provider by the Trade Union focal point [Ahlam Alterawi,
Office director in Alhassan industry zone, Trade union, WhatsApp: +96278279288 and Email:
a.terawi@yahoo.com]

The point of contact (POC) for the Service Provider, shall be: [Tawhida Shiropa, CEO, Moner
Bondhu, WhatsApp: +8801722895390 and email: tshiropa@gmail.com]

The Service provider also has a designated helpline at +8801933-733537

4. Response times

The Service Provider expresses that the following service hours and response times shall be applicable to
referrals:

4.1.

Ordinary working times:
4.1.1. working days: [Friday to Tuesday, except for national holidays in Bangladesh]

4.1.2. working hours: Saturday — Tuesday: Jordan time: 16:00 pm — 23:00 pm, BST 19:00 pm to
2:00 am, Friday 11am-9pm Jordan time (except prayer and lunch time for two hours in
Bangladeshi local time)



4.2.

4.3.

Ordinary response protocol:

4.2.1. First responder identifies Beneficiary [needs and recommended response and the level of
urgency.

4.2.2. Referral to specialized mental health services are within.
o 2 hours if case is received within working hours.
o next working day if case is received after ordinary working hours.
4.2.3. After working hours — communicate through messaging (whatsapp)
Emergency response protocol:
4.3.1. Service Provider emergency points of contact shall be any of:
o Tawhida Shiropa (tshiropa@gmail.com) and +8801722895390 (Whatsapp) and
o Ishan Muhaimin (monerbondhul6@gmail.com) and +8801935776179 (Whatsapp)

4.3.2. In emergencies relating to the psychological health and wellbeing of a Beneficiary in the
Sector, Sector Representative, any other factory owner or representative from the Sector,
the Beneficiary, the case coordinator from the Workers’ Union or from the Workers’ Center,
as applicable, may contact the Service Provider via email and/or Whatsapp at the contact
details set out in 4.3.1 above to inform them of the relevant emergency. In such case, the
Service Provider will require potential Beneficiary’s contact details (phone/ Whatsapp
number). The Service Provider will immediately communicate with the Beneficiary and
provide psychosocial first aid and implement their emergency response protocol, and if
needed, the suicide prevention protocol. Service Provider shall, strictly on a need-to-know
basis, update the representative from the Sector who had referred the Beneficiary to the
Service Provider on the situation of the Beneficiary without breaching confidentiality
requirements.

5. Victim/ survivor- Centered Approach

5.1

5.2.

The Parties mutually agree to a victim/survivor-centered approach in the delivery of their service
and support to workers in the Sector. Any measures to be taken, including potentially contacting the
trade union focal point, may only be with the prior informed consent and approval of the Beneficiary
to which the services are rendered. For the purposes of this Agreement, Beneficiary means any
Bangla and Hindi-speaking person(s) regardless of their gender and nationality from the Sector in
Jordan who directly contacts the Service Provider or is otherwise referred to the Service Provider to
receive one or more of the Services offered by the Service Provider pursuant to the terms of this
Agreement.

The Parties further agree to uphold the best global practices in the delivery of their services and
support to any Beneficiary in the Sector, with strict confidentiality, professionalism, impartiality,
and independence. Disclosures may only be made if mandated by law or with informed consent of
the Beneficiary.


mailto:tshiropa@gmail.com

5.3.

6.1.

6.2.

6.3.

6.4.

The Service Provider shall not make any communication with or in any way engage in any activities
or relationships with the employer of the Beneficiary or any other entity that may compromise its
impartiality or independence in any way.

No Publicity and Disclosure

Subject to Articles 6.2 and 6.3 below, no Party may disclose for publicity or fundraising or otherwise
without the written consent of the relevant Party:

any information on any complaints or incidents relating to the Sector that is not in the public domain
and which they have come to learn directly or indirectly by reason of this MOU or the Referral
System.

any information on this MOU, the referral system, or any current collaboration with the Parties or
Better Work Jordan regarding the referral system;

unless with the prior informed consent of the Beneficiary if the information relates to the
Beneficiary, or with the written consent of the Sector Representative if the disclosure relates to the
MOU or the Referral System created pursuant to it.

Limitations on publicity do not apply to:

any disclosure to which the Sector Representative and the Beneficiary have jointly approved in
writing.

mandatory reporting to donors as required in funding agreements with the Service Provider without
compromising confidentiality requirements and without disclosing the identity of the Beneficiary
or in any way compromising the confidentiality of the information received.

reference to this MOU and collaboration without disclosing any information about any Beneficiary
for internal governance purpose, for example to its board of directors, governing body or auditors.

For the avoidance of doubt, nothing in this Article 7 (No Publicity) grants the Service Provider the
right to mention this MOU or the collaboration with Sector Representatives for creating the Referral
System to any third party or in communication in the public domain regardless of its format (online
or offline, verbal or written), including but not limited to for fund-raising purposes. Such reference
or statement, regardless of its format, needs to be factual and requires prior clearance and consent in
writing from all parties mentioned in the statement. This Article (7) shall survive any termination or
expiry of this MOU. Parties agree that Beneficiary information may not be used in any way for
publicity.

This clause (6) shall survive any termination or expiry of this Agreement.

7. Confidentiality Obligations

7.1.

7.2.

The Service Provider hereby irrevocably and unconditionally agrees and warrants that save for
incidents where the Beneficiary is a threat to him/herself or to others or is believed to be under
imminent danger, it shall not, use, disclose, disseminate, reveal, or otherwise make available, in
whole or in part, by any means whatsoever, any Confidential Information to any third party
whatsoever without the express prior written informed consent of the Beneficiary to whom the
information pertains. For the Purposes of this Agreement.

The Service Provider shall use Confidential Information only for and to the extent necessary to
perform the Services and not for any other purpose.



7.3.

7.4,

7.5.

7.6.

8.1.

Subject to Article 8 (Reporting),the Service Provider acknowledges its duty to safeguard Beneficiary
information and undertakes to do so and to diligently handle all Beneficiary information in strictest
confidence.

The Service Provider shall not disclose any Beneficiary information to the Parties to this Agreement
except to the specific case manager making the referral of a Beneficiary to the Service Provider and
with the informed consent of the Beneficiary.

The Service Provider shall use secure communication methods to communicate with Beneficiaries
electronically.

For the purposes of this Agreement, Confidential Information means all information, in whatever
form or media:

7.6.1. relating, directly or indirectly, to the Services and to each Beneficiary.

7.6.2. relating, directly or indirectly, to the Parties to this Agreement or any representatives
thereof, or to their business operations, management, employees, and any other information
collected or communicated in the course of performance of the Services and/or the
engagement by and with the Beneficiaries

7.6.3. information of any nature, form or characteristic designated by the Beneficiary or case
manager, whether verbally or in writing, to be proprietary and/or confidential, or is
otherwise known to the Service Provider as constituting Confidential Information, whether
at the time of its disclosure to the Service Provider or subsequently; and

7.6.4. the details of all communication, correspondences and discussions shared between the
Service Provider, the case manager making referrals as part of the Referral System, or the
International Labour Organization/Better Work Jordan in relation to the Services or the
Sector, or any other matters relating directly or indirectly thereto.

Reporting

The Service Provider commits and undertakes to provide a monthly report to the Parties and to Better
Work Jordan in the form attached hereto as Annex 3 (the “Monthly Report”) and the following
information on the [10th day] of each calendar month identifying the following without including
any personal information about the Beneficiaries:

- Number of people reaching out to or referred to the Service Provider by any of the Parties to receive
any of its Services, disaggregated by sex, by age group (e.g. 20-24 years old, 25-29 years old etc.),
and by the source of referral (e.g. if workers contacted Service

- Number of sessions provided to each Beneficiary, (e.g. Among workers sought support by Service
Provider, X% received only first responders support, Y% received 1 session by a specialist, Y%
received 2 sessions by specialist(s) etc.); disaggregated by type of service (specialized sessions vs
counselling sessions)

- Disaggregation by DMS diagnosis (e.g. X% of clients had mood disorders, Y% had anxiety
disorders etc.)

- Peak hours and dates to receive the first contact to the helpline coordinator

- Average response time

- The number of ongoing cases, number of cases closed at time of reporting.

- Summary on satisfaction survey



- Abrief narrative on any challenges encountered in providing services to Beneficiaries and how the
challenges have been addressed.

8.2.  The Service Provider acknowledges that Compensation set out in Article 11 shall be subject to timely
receipt of the Monthly Report.

9. Satisfaction Survey

9.1. The Service Provider undertakes to conduct a satisfaction survey after each counceling session. The
questions should include

1) To what extent did the therapist help you to address your issues? (5 scale)
2) Do you have any feedback regarding your counseling session?
3) Do you have any feedback regarding your counseling session?

9.2. The Service Provider shall provide the Parties and Better Work Jordan with a summary report
identifying the impact of the services rendered, identifying certain trends, strengths, weaknesses and
any recommendations for improvement.

10. Representations, Warranties, and Indemnity

10.1. Each party hereby represents and warrants that: (a) it has full power and authority to enter into this
Agreement and perform its obligations hereunder; (b) it is duly organized, validly existing and in
good standing under the laws of the jurisdiction of its origin; (c) it has not entered into, and during
the Term will not enter into, any agreement that would prevent it from complying with this
Agreement; (d) it will comply with all applicable laws and regulations in its performance of this
Agreement.

10.2. The Service Provider represents and warrants that shall abide by its professional Code of Ethics
attached hereto as Annex 5.

10.3. The Service Provider hereby agrees to indemnify and compensate the Parties and each Beneficiary
form harm or damages that might be caused by the Service Provider in case of negligence in the
delivery of its Services. Further the Service Provider hereby agrees to indemnify the Parties against
any third party claims that might be brought against the Parties due to failure, omission, or negligent
act conducted by the Service Provider or any of its representatives, counselors, employees, service
providers, and subcontractors. This Article shall survive the termination of this Agreement.

11. Compensation

11.1. Subject to the remaining provisions of this Agreement, in consideration for its proper performance
of its duties and obligations hereunder, the Service Provider shall be entitled to payments set out in
Annex 4 as per the schedule included therein (the “Service Fees”) inclusive of any and all applicable
taxes and deductions in any jurisdiction in which they may arise. Service Provider acknowledges
and agree that the Service Fees are fixed, final and all-inclusive (including any applicable taxes,
duties and fees) and Service Provider shall bear the full obligation to do any and all required reporting
and deductions of payments received pursuant to this Agreement in any applicable jurisdiction.



11.2. In the event the Service Provider fails to provide the Services under this Agreement, the remaining
Parties shall have the right to deduct from the Service Fees a sum pro-rata with the Services not
rendered by the Service Provider.

11.3. The Service Provider acknowledges and confirms that the Service Fees are based on the scope of the
Services as detailed in the Financial Offer dated 17 July 2021 (attached hereto as Annex 2). In the
event of any changes to the scope of the Services in accordance with the provisions of this
Agreement, the Service Fees may be revised as per the relevant change, in each case as set out in
this Agreement or otherwise as agreed in writing between the Parties.

11.4. The Service Provider undertakes that it may not charge any Beneficiary for any Services provided
to . Additionally, it may not receive any payment from a Beneficiary. All payments for Services
provided to any Beneficiary shall be made pursuant to the terms of this Agreement.

12. Term and Termination

The proposed cooperation under this Agreement is non-exclusive and shall remain in full force and effect
from the Effective Date until the 31%' of December 2023 unless:

12.1. terminated earlier by either Party upon one months’ notice in writing to the other party.

12.2. terminated immediately by Sector Representative in the event of breach of the Service Providers of
the terms of Articles 5 (Victim Centered Approach), Article 6 (No Publicity and Disclosures), Article
7 (Confidentiality Obligations) and Article 10 (Representations and Warranties).

12.3. extended in writing by a mutual written agreement of the Parties and for any duration the Parties
agree to therein.

13. General and Miscellaneous Provisions.

Governing Law, and Dispute Resolution.

This Agreement shall be governed by and construed in accordance with the laws of Jordan without regard
to its conflict of laws provisions.

The Parties shall use good faith efforts to settle amicably any dispute, controversy or claim arising out of
this Agreement.

Jordanian courts shall have exclusive jurisdiction to settle any and all disputes between the Parties in
relation to, or arising from, this Agreement and which have not been settled amicably within thirty (30)
days for the date they are formally communicated among the Parties.

Notice. Any and all notices permitted or required to be given hereunder shall be sent to the address first set
forth above, or such other address as may be provided, and deemed duly given: (a) upon actual delivery, if



delivery is by hand; or (b) one (1) day after being sent by overnight courier, charges prepaid; or (c) by email
at:

[monerbondhul6@gmail.com]

IN WITNESS WHEREOF, the parties hereto have executed this Agreement as of the Effective Date.

The General Trade Union of Workers in Textile, Garment & Clothing Industries (Workers’ Union)
On its behalf:

[Capacity]

[President]

[Signature]

[Moner Bondhu Limited]

On its behalf:

[CEO and Founder]

[Tawhida Shiropa]

[signature]



Annex 1

The Services

Access to helpline coordinator
Psychosocial first aid

Referral to psychologists and psychiatrists depending on the severity of cases



Annex 2

Financial Offer (17 July 2021)

Financial Offer (Budget)

Company Name: Moner Bondhu Limited

Time Frame: 4 Months, 1% September 2023 to 31st December 2023

SL Description of Time Frame | Quantity Unit Cost Remarks
Services
(In USD)
1 One to One 4 months A maximum of 10| 25 $ In these 4 months, a
Counselling Session cases per month maximum of 100 one to one
counselling sessions will be
*In case of provided and each session
extra cases fee will be 25 $
in need,
written
approval
from the
trade union
focal point is
needed
2 Helpline Coordinator | 4 months 295 $ For these 4 months, one
dedicated person as focal
person (first responder/
helpline coordinator) will
receive phone calls and will
be provided with a salary of
...295% per month.
Grand Total Amount 3680 $




Annex 3

Monthly Report Template

Case ID

Age

Gender

Date of
First
Contact

Chief Diagnosis Mental
Complai | (if any) Health
n Servises

Provided

Numbe
r of
Session
S

Follow Ups

Comments/
Remarks




Number of sessions provided to each Beneficiary, (e.g. Among workers sought support by Service
Provider, X% received only first responders support, Y% received 1 session by a specialist, Y%
received 2 sessions by specialist(s) etc.); disaggregated by type of service (specialized sessions vs
counselling sessions)

Disaggregation by DMS diagnosis (e.g. X% of clients had mood disorders, Y% had anxiety
diorders etc.)

Peak hours and dates to receive the first contact to the helpline coordinator

Average response time

The number of ongoing cases, number of cases closed at time of reporting.

Summary on satisfaction survey

A brief narrative on any challenges encountered in providing services to Beneficiaries and how the
challenges have been addressed.



Annex 4

Service Fees Payment Schedule

Payment shall be made by Workers’ union as follows:
- First payment to be paid after two months of the agreement: 31 October 2023
- Final Payment: at the last day of the Agreement is to be calculated based on:

o invoices received for actual sessions provided which remain outstanding and unpaid.
o helpline coordinator’s actual salary

All payments are inclusive of any applicable taxes.

Annex 5

Code of Ethics
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