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Technical Competency: 
United Way of Greater Kansas City (UWGKC) maintains the technical competence to operate 
United Way 211. The technical support, primarily provided by the IT department, is 
complemented by the knowledge of the 211 management team. 
 
Bowman Service Point is an Internet based SaaS application that provides ease and flexible 
methods in accessing the 211 software. Staff can utilize the flexibility of the application to make 
customizations. Found within the call center, a 40” high definition monitor displays pertinent 
information regarding in-call and in-queue statistics to all call specialists. UWGKC 211 maintains 
three fully equipped and functional training environments for coaching and monitoring and 
overflow as the need arise. 
 
The UWGKC 211 building has a 100 KW generator capable of supplying all of the buildings 
electrical needs. The generator can run in excess of 72 hours without refueling and will auto 
transfers between utility and generator power as needed. An in-production maintenance and 
refueling plan is in place to ensure continuous readiness. In addition to the generator, a second 
contingency was designed and put in place. Using VPN, Soft Phones, and 14 specially 
configured laptops for remote operation, an additional level of contingency that prevents 211 
service disruptions.  
 
UWGKC 211 installed a new 5MBs wireless internet access for our guest users that is 
independent of our business network infrastructure. This provides an Internet capable 
environment for guests, but does not allow any access to the UWGKC network which would 
compromise the network  
 
The 211 operation is connected to the 801 W 47th St Plaza office via MPLS connection. This 
design is to allow for built in redundancy for the VoIP system. Router – Cisco IAD 2400 series 
routers are used for MPLS connectivity. Fortinet Firewall was implemented to provide advanced 
security and intrusion prevention. The structured wiring solution has increased speed and 
reduced latency. The Infrastructure is designed to have an automatic fail-up to our 801 Plaza 
building. This tested solution minimizes lost calls and maximizes uptime for the 211 operation. 
 
ShorTel VoIP implementation five years ago and was upgraded in May 2016 placing us on a 
digital platform for our telecom. Management is equipped with Unified Messaging. This bundle 
of services permits emails to be delivered to smart phones, voicemail to be delivered to e-mail 
via .wav, and faxes to be delivered to personal fax lines. Additionally, this feature rich solution 
has assisted the staff to be more effective and, efficient. The VoIP system has proved its worth 
by providing a high level of call queue handling and manageability, ensuring quality of service. 
 
The IRIS application resides at the 211 facility in a near-line status allowing the appropriate staff 
the capability to review historical data for reporting and trends. In July 2011, UWGKC installed a 
sophisticated call recording and monitoring system by ShoreTel, recording all United Way 2-1-1 
calls for quality assurance purposes.  
 
ServicePoint information and referral software, recently upgraded to version 5.12.22,  has been 
operational since March 2013; and aligns UWGKC to be fully compliant with Alliance of 
Information and Referral Systems (AIRS) standards required for call center accreditation. The 
ServicePoint software is supported through contract with its developer Bowman Systems and by 
a UWGKC internal IT staff of three. 
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Financial Competency: 
United Way of Greater Kansas City is a 501(c) (3) not for Profit Corporation registered in the 
states of Missouri and Kansas. UWGKC has an annual budget of over $34,709,000 with 
program services and distributions $30,065,000 UWGKC has a financial staff of seven full-time 
individuals dedicated to complete and accurate financial management. UWGKC is audited on 
an annual basis and files an annual Form 990 with the Internal Revenue Service. UWGKC is 
governed by a Board of Trustees comprised of community volunteers and business leaders. In 
addition, a Finance Committee oversees financial management operations and processes, and 
provides the Board with recommendations. 
 
Managerial and Operational Staff Competency: 
Director, Gary Thurman has worked for United Way 2-1-1 for five years with 2 ½ years in 
management of the Call Center.  Gary Thurman is a retired police captain with 30 years law 
enforcement experience of which 16 years was in supervisory and management positions.  Two 
years of this was as supervisor in the 9-1-1 dispatch call center.  Gary has a B.A in Sociology an 
M.S.  in Administration of Justice, completed the Administrative Officers Course at the Southern 
Police Institute and has numerous emergency management certifications from FEMA resulting 
in an Advance Professional Development Certificate.  Gary is a Certified Information and 
Referral Specialist (CIRS) through the Alliance of Information and Referral Systems and has 
completed the Certified Call Center Managers Course through the Resource Center for 
Customer Service Professionals. 

Call Center Manager, Kristen Womack, has 3 years of assistant management experience. She 
has worked in the nonprofit sector for 6 years including 1 ½ years of experience serving as a 
therapist for a domestic violence shelter as well as 2 years serving as an AmeriCorps VISTA 
member serving veteran students then homeless individuals and families. In addition to this 
experience, she has over 10 years of customer service experience. Kristen is an AIRS Certified 
Information and Referral Specialist. She received a MA in Marriage and Family Therapy which 
has been utilized in her current position to help improve quality assurance and provide coaching 
to the team of Call Specialist.  

Resource Center Manager, Jennifer Miller has 10 years of experience in development and 
maintenance of the UWGKC 2-1-1 resource database. In addition, she is an AIRS Certified 
Resource Specialist, has previously served as Call Center Manager at 2-1-1, and is currently 
attending UMKC. Jennifer Miller was promoted to Call Center Supervisor on July 1, 2011 and 
has been the Resource Center Manager since September of 2013. 

United Way 2-1-1 is currently has 5 full-time and 15 part time Call Specialists of whom 8 are 
AIRS certified; 1 full time Resource Specialist, 1 Full-time Resource and Referral Specialist, 1 
Quality Assurance Specialist (AIRS Certified), 1 full time Older Adult Specialist (AIRS Certified) , 
and 1 Veteran’s Navigator. Most of the staff members have direct work experience in health and 
human service agencies. All Call Specialists are eligible to test for AIRS certification following 3 
years of employment with a HS diploma or GED, 2 years with a Community College degree and 
1 year with a Bachelor’s degree or higher degree. Currently 50% of the eligible staff of United 
Way 2-1-1 is AIRS certified. AIRS requires 25 % of eligible staff to be certified. 
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