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Greetings:

On January 22, 2011, The United Way of Greater Kansas City, Inc., (UWGKC) f/k/a The
Heart of America United Way, Inc. was re-authorized by the Commission in Case No.
AQO-2011-0025 to serve as a Missouri Information and Referral (I&R) Provider. The
provisions of 4 CSR 240-32.200 (8), require the filing of an annual report with your
office. Pursuant to that rule we submit the following and trust that this form will be
acceptable. As noted in the report submitted for FY July 1, 2009 through June 30, 2010,
HAUW merged with three other metropolitan United Ways to become the United Way of
Greater Kansas City (UWGKC).

Operational Statistics

The following is a summary of operational statistics between July 1, 2012 and
June 30, 2013:

» Service provided 24 hours per day, 7 days a week.

» Language interpretation is available in 150 languages through the
Language Line of AT&T and Optimal Phone Interpreters.

» Deaf relay service is available.

» Staffing: 1 Vice President; 1 Call Center Manager, 1 Resource Center
Manager, 1 Resource Specialist,] Health Care Advocate, 1 Emergency
Management Coordinator, 1 Veterans Navigator, 1 Administrative
Assistant, part time Call Specialists numbered 16 as of June 30, 2013.
Currently recruiting 3 Call Specialists. Total 2-1-1 staff number is 26.

» Currently, United Way 2-1-1 is restructuring its staffing to meet the
needs of our community, due to growing call volume and demand for
this community service. The organization will be divided into two areas,
(Resource/ Technical and Operational. Resource/Technical: this area
maintains the resource database through additions, deletions,
categorization of services and formal updates of all information by
contacting agencies and organizations to verify data on available
services. The technical aspect is working with the actual software and
training staff on properly using software to provide the most accurate
information available at the time of the call. This also includes the
public online searchable database and planned future applications such as
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texting, live chat and reporting. Collaborations are also part of this area
of United Way 2-1-1. Example: United Way 2-1-1 is currently
conducting a pilot with the Continua of Care of Jackson county, Missouri
and Johnson and Wyandotte counties in Kansas. This is done through
utilizing United Way 2-1-1 as the number to call for people who are
currently homeless or in danger of becoming homeless. In 2012, United
Way 2-1-1 received 3,992 requests for homeless shelters. Through
conducting the CDCA (Client Driven Coordinated Assessment) for these
callers, 2-1-1 can provide information for emergency shelters, or
diversion referrals such as case management for those who are not yet
homeless. The information on the assessment is provided to each CoC to
evaluate needs. Operational: This includes the day to day operation of
United Way 2-1-1. The front-line Call Specialists call management
equipment, phones, computers, scheduling/workforce management,
reporting, supervision and quality assurance.

In the continuing work of fulfilling the mission of United Way of Greater Kanas
City (To improve lives by mobilizing the caring power of Greater Kansas City),
United Way convened leaders from governmental, non-profits and businesses to
discuss the difficulty that many returning veterans have in connecting to available
services. United Way 2-1-1 was asked to take a lead role as the easy-to-remember
number to help Vets and their families find the resources available to them. In
response, United Way 2-1-1 has agreed to utilize its new online searchable database,
CommunityPoint, as an online place to find resources. CommunityPoint is currently
in production, but the first version was released to United Way 2-1-1 July 26, 2013
and will be available to the public no later than September 1, 2013. This allows
time for beta testing.

The reality is that understanding and maneuvering through the health and human
services system to find veteran specific resources is complicated and many folks get
lost in the process. Even with the expertise at United Way 2-1-1, we have realized
that adding a veteran to our staff as a navigator to assist and advocate on behalf of
Vets and their families is needed. This position is in the funding stages and we hope
to have it added by late 2013 or early 2014 as well as a part time Veterans Resource
Specialists.

» United Way 2-1-1 utilizes an ACD telephone system in conjunction with the
Shoretel Call Management System. United Way 2-1-1 currently records
100% of its phone calls for monitoring for proper protocols and proper service
delivery. All calls are confidential and the system is in a secured server
protected by systems in place at the United Way of Greater Kansas City
Internal IT department.
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» The Shoretel call management software allows real time metrics to monitor,
document and report performance. United Way 2-1-1 has established service
levels of: 1) grade of service: 75% of calls will be answered within 60
seconds: 2) abandoned calls will be 10% or less. The average wait time will
be less than 45 seconds.

Although data varies hour to hour, week to week based on call volume; an
example of a weekly data report would show the following:

Week of June 24, 2013 through June 30, 2013:

Calls offered in: 3287
Calls answered: 2725
Calls answered live 83%
Average answer time: 0:5%
Average call time (M:S): 3:30
Calls abandoned: 364
Average abandon time (M:S):  1:30
Percent abandoned 11%
Grade of service: 65

As call volume has increased 25% for the first 6 months as compared to the same period in
2012, we are adding an additional 28 hour per week, daytime Call Specialist in first quarter
of 2014. As you also can note from our current staffing listed at the beginning of this
report, we have lost some Call Specialists and are currently recruiting 3 Call Specialists.
Our turnover is low at United Way 2-1-1. One Call Specialist moved to Arizona, One Call
Specialist moved to Texas and another part time Call Specialists took a full time position
with another social service agency. We have hired 1 individual who will begin their
training next week and we have offered a second position to an applicant. We are still
recruiting to bring our number back to 19 and then 20 in first quarter 2014. That being said,
we have Call Specialists who are filling in the extra shifts until the new staff members are
trained and aboard. QOur average tenure is 4 years for our Call Specialists.
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» United Way 2-1-1 conducts quality assurance in order to increase efficiencies
of the operation and ensure top customer service. A flat monitor is mounted
at the front of the call center which provides real time tracking of calls and
the current status of Call Specialists.

» The Call Center Manager has the ability to monitor and record calls in order to
provide ongoing coaching and training to Call Specialists. As part of United
Way’s 2-1-1 quality assurance program, all call records are graded monthly
for accuracy and service delivery protocols. A Mystery call program will be
added in early 2014.

» 100% of incoming calls to United Way 2-1-1 are recorded. 3 calls are
selected each month for every Call Specialists. These calls are graded using a
prescribed grade sheet that follows the United Way 2-1-1 service delivery
guidelines/protocols. The Call Specialists are required to listen to each call
and review the grade sheet every month. A copy is also sent to the Vice
President of Community Services. Any areas of concern are addressed one
on one with the Manager and staff member.

» United Way 2-1-1 has been in its building located at 4727 Logan Ave. Kansas
City, MO for over 2 years now. We began taking calls on July 14, 2011 at
this new location. The new building is owned by United Way of Greater
Kansas City and has been dedicated to the 2-1-1 operation. We have 14 seats
dedicated for Call Specialists in the call center. We are able to expand
immediately to more seats if necessary to meet call volume. This phone
system for United Way 2-1-1 includes Shore Tel phones; all IP phones, a new
IVR, call management system with enhanced reporting on metrics and a call
monitoring and recording system. The IVR will allow 2-1-1 to have more
control on wait times, messaging and voicemail options for the caller to
improve service delivery.

» The Emergency Management Coordinator (EMC) is responsible for several
facets of the 2-1-1 operations relating to emergency and disaster response
including developing and maintaining emergency resources in the database,
planning for and managing emergency operations of the 2-1-1call center,
communicating and coordinating with emergency management agencies in
emergency and disaster response and engaging in community outreach and
cducation in emergency preparedness.

» The EMC maintains emergency and disaster related services in the resource
data base such as cooling and warming centers, emergency shelters, relief
centers, and mass immunization sites. Because of the close working
relationships with governmental agencies the EMC also maintains government
entries in the data base. The EMC also locates new resources for entry into the
database.
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» The EMC is involved in planning for continuity of operations for the 2-1-1 call
center. This includes both daily and emergency operations. During the past
year there have been telephone problems that have impacted the 2-1-1 service.
The EMC conducted a comprehensive testing of the 2-1-1 telephone
translations by calling 2-1-1 from multiple locations throughout the service
area using cell phones from the different areas. A significant problem was
found with AT&T where calls were either being sent to the St Louis 2-1-1
incorrectly or not being sent through at all. With the assistance of technicians
at the AT&T N11 compliance center, these problems were corrected. Another
problem developed with customers of different phone companies receiving
calls that appeared to be coming from the 2-1-1 call center. When a person
answered their phone, they would hear the 2-1-1 greeting message. Again,
with the help of AT&T technicians working with a United Way team, the
problem was solved. This turned out to be a case of “spoofing” where
someone disguises the source of their phone calls by making it look like they
are coming from a different number. AT&T contacted the identified
companies telling them to stop. AT&T continues to work with 2-1-1 when
there are new occurrences.

» Keeping the 2-1-1 call center open under emergency conditions has been
another aspect of operation where the EMC is involved. When major winter
storms threatened the 2-1-1 service area, the EMC tracked the weather and
assisted in developing and implementing backup plans for continuous
operations. Remote terminals were distributed and selected staff were able to
work from home when streets were impassable. During one 24 hour period the
call center operated entirely from remote locations. The EMC has been
involved in planning and the installation of a 100K backup generator to
provide power to the call center in a disaster or emergency. Contingency plans
were also developed to relocate the call center to a back-up location if
necessary and this was tested during the generator installation. The 2-1-1 call
center now has several layers of resiliency and the EMC is responsible for
maintaining the plans.

» Total unduplicated calls for report period: 192,074 (United Way 2-1-1 service
area of 23 counties only); does not include the state of Kansas contract calls of
9,946. If added, total call volume would stand at 202,020. Umted Way 2-1-1
still has an out of hours contract with United Way of the Plains 2-1-1 to
provide after-hours coverage. United Way 2-1-1 of Greater Kansas City has
also negotiated an after-hours agreement and began taking Missouri 2-1-1 St.
Louis after hour calls on August 1, 2013.
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» Total referrals made: 253,151

» Caller demographics indicate that 87% of callers are between 18 and 59 and
78.4% of callers are female. A refined, more comprehensive demographic
data structure was added in early calendar 2009 in order to obtain more
detailed demographic information such as: smaller age categories; number in
household; employment information; marital status, veteran status, etc. This
aggregate information is used by United Way, local government agencies as
well as foundations and non-profits in the Greater Kansas City area to better
understand the needs and gaps in services. Also, local nonprofits have
utilized customized reports from United Way 2-1-1 as an important tool
when applying for grants.

» Callers by county geographic area, top 10: Jackson; Wyandotte, KS; Johnson, -
KS; Clay; Platte; Cass; Buchanan; Johnson, MO; Leavenworth, KS and
Lafayette. Calls were received from 132 Kansas & Missouri counties.

» Top 10 needs/requests: electric bill assistance, gas bill assistance, rent
payment assistance, food pantry, water bill assistance, homeless
shelter, Christmas gifts, rent deposit assistance, tax preparation, and
prescription assistance.

» Top 10 unmet needs: electric bill assistance, rent payment assistance, gas bill
assistance, water bill assistance, rent deposit assistance, travelers assistance,

bus passes/gas money, Christmas gifts, Thanksgiving food baskets
and homeless shelters.

Note: an unmet need definition for United Way 2-1-1 is that no
referral was available to the caller at the time of the actual call.
This could be for several reasons such as: funds currently not
available, requested service was not available in the caller’s service
area, agency suspended the needed program or service at the time
of the call and other reasons. United Way 2-1-1 always attempts to
assist the caller with any other need that may have an available
resource.

» United Way 2-1-1 conducts follow-up calls to 2% of those calls where at least
one referral was provided. Follow up data indicates that 96% of callers
contacted the referral point, and that 100% were satisfied with the United
Way 2-1-1 service. Of interest is that follow up indicates 40% of callers
received a referral to United Way 2-1-1 from an agency or community
organization.
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Operational Requirements in Progress

» Several written agreements with specialized information and referral
organizations are currently in place.

United Way 2-1-1 received its full AIRS Accreditation in November 2011
and it is valid for 5 full years until October 2016.

United Way 2-1-1 is an affiliate member of the bi-state regional Metropolitan
Emergency Managers Committee (MEMC).

United Way 2-1-1 is a member of the local AIRS affiliate MAK-AIRS
{Missouri, Arkansas, and Kansas — AIRS). The current United Way 2-1-1
Call Center Manager serves as the Treasurer of MAK-AIRS.

United Way 2-1-1 currently has MOUs with: State of Missouri Emergency
Management, The Family Conservancy Child Care Source, City of Kansas
City Missourt Office of Emergency Management, AFL-CIO Community
Services in St. Joseph, Missouri Association of Community Action, 3-1-1
Action Center in Kansas City, Missouri, The Whole Person, The Coalition of
Independence, Mid America Regional Council Department of Aging,
Northwest Missouri Area Agency on Aging, District LIl Area Agency on
Aging, Kansas City Metropolitan Crime Commission, ReDiscover Mental
Health Care, Comprechensive Mental Health Services, Community Network
for Behavioral Healthcare, Tri-County Mental Health Care, Healing Heart
Dogs Crisis Team and many in the Kansas counties served by United Way 2-
1-1. The United Way 2-1-1 Emergency Management Coordinator is
currently securing MOUS with every EMC in all 16 Missouri counties
served by United Way 2-1-1.

Opportunities for Statewide Missouri I&R Provider Efficiencies

» With the active operation of Missouri 2-1-1 by the United Way of Greater St.
Louis, opportunities for statewide operating efficiencies are presented. The
two Directors, Regina Greer from St. Louis and Scott Jones from Kansas City
are collaborating to identify areas for improved operational efficiencies.

» Missouri 2-1-1 and United Way 2-1-1 have completed a memorandum of
understanding and mutual aid agreement which outlines processes and
procedures for call overflow and call switch-over in time of emergency or
disaster, Windstream disaster routing is active for use when necessary.
This has become a reality now that both organizations share one database
and that United Way 2-I-1 takes the after-hours calls for 2-1-1 St. Louis.

» Jointly, Missouri 2-1-1 and United Way 2-1-1 have an updated
memorandum of understanding with the State Emergency Management
Agency (SEMA) to reflect the change in administration at SEMA. This
agreement is currently active.
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» United Way 2-1-1 of Greater Kansas City and Missouri 2-1-1 of Greater St.
Louis have migrated all of their resource information into one single state-
wide database which is now in operation. ServicePoint is the software from
Bowman Systems, a leader in the I&R software industry. Both United Way
2-1-1 organizations share the same database and follow shared protocols to
provide a seamless experience to 2-1-1 callers in the State of Missouri. 2-1-1
now has the ability to pull statewide reports when needed including data for
State Emergency Management on the number of people calling to donate,
volunteer, seek shelter, find congregate meal locations, animal sheltering, find
missing relatives, etc. during times of disaster.

» Both United Way’s collect data per AIRS standards and provide service to
the community through standards of Information & Referral. Both are able
to easily combine statistical and caller data for statewide or national reports.
Using the same software will bring many benefits. Both organizations are
following AIRS service delivery standards and collection of data utilizing the
AIRS/211 LA Taxonomy, thus producing matching data for reporting and
metrics. The new resource software launched May 1%, 2013 for Kansas
City. Note: Personal Caller information such as name, address, phone, etc.
are protected and never released.

» Missourt 2-1-1 and United Way 2-1-1 continue to compare operational
functions such as common reporting, outcomes measurements, and
statewide marketing and communications messages and common service
delivery standards for a “seamless™ delivery of 2-1-1 service to Missouri
residents. Both 2-1-1s now mirror each other in many areas such as quality
assurance and benchmarks.

> In following the national model of 2-1-1 U.S, United Way 2-1-1 and Missouri
2-1-1 are currently collaborating to establish a statewide shared system in the
State of Missouri. Many 2-1-1s across the country do not have statewide
systems at this point due to many complexities such as, many different 2-1-1s
in the state are on different software, some 2-1-1s serve only one county,
some with service areas with a few million people, some taking 750,000 calls
per year (Houston, Texas) and others taking less than 5,000. A statewide
system is not a requirement in order to have a single statewide database or to
be AIRS accredited. Both 2-1-1s can function autonomously yet work
collaboratively and currently do this on a regular basis including regular
combined reporting. Both United Way 2-1-1 of Greater Kansas City and
Greater St. Louis share a new single state wide database which allows for a
seamless experience for any Missouri 2-1-1caller and also allows for mutual
support between both organizations and local, regional and statewide
reporting capabilities. Of the identified 18 common elements of a shared 2-1-
1 system for Missouri, our 2-1-1s have completed 10, have 2 in process, 5 are
not started and 1 is not applicable to our state.

External Partnerships and Collaborations
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United Way 2-1-1 has increasingly been approached by a variety of organizations
and initiatives and asked to partner with them by becoming the point of contact for
information and action. Some examples include:

1. KC CASH Coalition to direct individuals to no cost tax preparation sites
and access to the Earned Income Tax Credit (EITC).

2. The Missouri and Kansas Attorneys’ General, the Federal Reserve Bank,
the FDIC and the Foreclosure Prevention Task Force to direct individuals
facing mortgage crises to HUD certified housing counselors.

3. The Kansas City metropolitan area health departments to participate in the
Heat Task Force compile and maintain the listing of Cooling Centers and
direct callers to those centers during periods of extreme heat.

4. United Way of America’s Family Wize Prescription Discount Card
Program to allow callers access to appropriate and affordable medicine.

5. Kansas City Regional VOAD (KCVOAD) to direct callers to appropriate
resources in time of emergency or disaster. United Way of Greater
Kansas City is a lead agency in KC Regional VOAD.

6. Kansas City Veterans Alliance. To assist Veterans and their families in
maneuvering the maze of health and human services to locate needed
services, whether from private, non-profit or Veteran Specific agencies.
The United Way 2-1-1 logo is currently linked on many agency
websites. Organizations funnel information directly to the United Way
2-1-1 Resource Specialist, and the new United Way 2-1-1 online
searchable database will be linked to the United Way of Greater Kansas
City website with a specific search link for Veterans. This is part of the
mission to “Connect People to Community Services”.

7. Safe Haven — Safe Haven laws are on the books in all 50 states. United
Way 2-1-1 has collaborated with Safe Haven for over 5 years to provide
information to callers, and to direct callers to the proper Safe Haven
locations. Hospitals, Fire Departments, and Police Departments, in the
State of Missouri. United Way 2-1-1 is prominently featured on all
metal Safe Haven signs affixed on Fire Stations, Hospitals and Police
Departments. Without the support of United Way 2-1-1, there would be
no phone number for Safe Haven. Call Specialists explain to new
mothers that they do not have to abandon their babies, but can hand them
over to a staff member at any Safe Haven location according to the
statutes of the law.
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8.

10.

11.

12.

Aim 4 Peace; a program to reduce homicides and crimes against persons
in urban core, Kansas City, Missouri zip codes; directing callers to
resources available. United Way 2-1-1 assists callers referred by AIM 4
Peace to find needed resources, thus providing a necessary component
of information & referral to this vital program.

CAP (Citizen Assist Program). This program is a collaborative work
between the Kansas City, Missouri Fire Department and United Way 2-1-
1. CAP is currently funded by The REACH Healthcare Foundation and
The Health Care Foundation of Greater Kansas City. United Way 2-1-1
provides information and referral for the nurse and social worker who
perform home assessments on residents who have barriers that prevent
them from obtaining necessary services from health and human services
programs. Referrals are received from emergency responders on behalf of
people who contacted 9-1-1 for non-emergency needs. This program as of
February 1, 2011 was moved from the Visiting Nurse Association to the
management of United Way of Greater Kansas City. The CAP Program
Director is supervised by the Vice President of Community Services.

United Way of Greater Kansas City. United Way is working to ensure
that people in the Greater Kansas City area have all the building blocks for
a good life: education, income and health. To accomplish this work we
have multiple approaches, including funding programs at partner agencies,
implementing community change strategies, and working with
stakeholders on their initiatives. United Way 2-1-1 supports this work by
providing information on needs requested and referrals given to callers as
well as demographic information to assist in identifying needs and
underserved areas.

The United Way 2-1-1 Health Care Advocate is a specialized Call
Specialist who advocates for individuals with complex medical issues or
who have barriers to receiving health care services. The Health Care
Advocate accepts referrals from United Way 2-1-1 on these types of cases.
The Advocate also collaborates with the United Way of Greater Kansas
City Health team on projects including enrollment of eligible individuals
in public health programs such as Medicare, Medicaid and SCHIP.

The Mid America Assistance Coalition, Inc. (MAAC’s) mission is to
strengthen the social service community through information systems,
training and advocacy. United Way 2-1-1 regularly furnishes MAAC with
a report on number of callers, the zip codes calls are received, needs
requested, referrals provided, unmet needs, demographics, etc. MAAC
compares this 2-1-1 information to information gathered from their
software “MAACLinc to study needs and homelessness information. All
callers to MAAC are directly referred to 2-1-1.
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Barriers to Service

» There continues to be a need for PBX re-programming in certain corporations,
hospitals or other commercial entities. United Way 2-1-1 continues to educate
callers from these organizations on this need.

» All phone carriers should provide 2-1-1 service to their customers including
pay for service cell phones. Many low income residents seek assistance on
locating needed services, yet are not able to connect to 2-1-1 on their pre-paid
cell phones. As cell phones are becoming primary phones for many people,
access to 2-1-1 from these cells becomes crucial. Cricket is an example of a
service used by many low income individuals, who added 2-1-1 service in the
last year. This has resulted in increased access to 2-1-1 for these cell phone
customers in the Greater Kansas City area.

» A significant percentage of callers continue to present financial assistance
needs, exacerbated by the overall economic conditions. The non-profit and
faith-based assistance programs often have no funds, or run out prior to the
end of a month.

» Continuing challenges for low income and middle income residents in
paying electric utility bills. Demand for emergency assistance at times
exceeds the supply of emergency funds thus increasing the amount of
residents who will face disconnection of their electric service.

» Transportation to services following referral continues to be a major barrier
for urban core low-income callers as well as those in outer areas of Greater
Kansas City such as Independence for example.

» In 2010, 0.7% of callers where Spanish Speaking. So far in the first 6 months
of 2013, the number is 3.7%. United Way 2-1-1 conducts outreach when
possible to the Hispanic community through resource fairs and health
functions. It is hard to determine how many Hispanic households call United
Way 2-1-1, since many times an English speaking member of the family
places the call. We currently have 4 bilingual English/Spanish speakers at
United Way 2-1-1, plus we have the Phone Interpreter services.
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> Increasing numbers of needs presented for traveler’s assistance and burial
assistance, for which there are few if any resources in the service area.

Please find enclosed reports, flyers, marketing materials and some examples of
collaboration between United Way 2-1-1 and community organizations.

Please contact me if there are any questions about this report. Thank you very much.
United Way 2-1-1 is pleased to be authorized as a Missouri 2-1-1 Comprehensive I&R
Provider.

Sincerely,

United Way 2-1-1

Umted ‘Way of Grgater Kansas City, Inc.
By: ___ / —_

Scott?ones V4
Vice President,
Community Services
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