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For instance, this year over 130,000 people
will call 2-1-1 @ IMPACT. Beyond helping them
access basic needs and other resources that
can prevent a temporary crisis from escalating
into long-term poverty, 2-1-1 @ IMPACT can
also facilitate their exposure to resources
that focus on asset building such as job
preparedness, continued education, and
financial management training. This is a
necessary component as we see more
Milwaukee families fall into the ranks of the
“economically vulnerable.” They are an
accident, illness or paycheck away from
facing a serious cash flow problem that
can have a domino effect on their overall
economic stability. 

Leadership Roundtable
Throughout the following year, IMPACT’s
newsletters will feature roundtable sessions
with leaders from our community’s public and
private sectors, as well as other stakeholders,
who will examine the pressing issues facing
the greater Milwaukee area. 

Following is the first in this series of discussions,
which features IMPACT’s executive leadership
as they discussed the issue of poverty and
how the organization views its role in helping
the people most greatly affected by it. 
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TAKING AN ACTIVE ROLE IN
ALLEVIATING POVERTY

5

Recent attention aimed at addressing poverty in our city has captured the contentious
nature of this complex issue. But while some contemplate potential solutions, and others
get mired in placing blame or pointing fingers, places like IMPACT are actively helping
the poor and working poor of our community get connected to resources that can help
people regain stability and sustain their families. 

Self-
Actualiztion

Pursue Inner Talent
Creativity • Fulfilment

Self-Esteem
Achievement  • Mastery
Recognition • Respect

Belonging – Love
Friends • Family  • Siginificant Other

Safety
Security • Stability • Freedom from Fear

Physiological
Food • Water  • Shelter • Warmth

Maslow’s Hierarchy of Needs
indicates that people who struggle daily to meet their

basic needs have very little time, energy or money to
devote to furthering their education or learning

new job skills. In essence, individuals in poverty
are at a significant disadvantage in their

attempts to build upon and improve the very
internal resources that will ultimately lift

them out of poverty.

IMPACT FACTS – 2006

• Provided 35,220 referrals to food and food-related resources.
• Helped parents and caregivers access infant formula by

providing 17,759 referrals to area resources.
• Provided access to low-income and subsidized housing by

providing 13,198 referrals to area resources.
• Helped homeowners access resources to help them meet

mortgage and rent expenses by providing 7,541 referrals
to financial assistance programs.

• Supported homeless individuals and families by providing
17,283 referrals to emergency shelters.

• Supported families seeking to prevent utilities disconnection
by providing 4,844 referrals to utilities maintenance resources.

• Assisted individuals seeking to improve their financial literacy
by providing 320 referrals to income maintenance and
educational resources.

• Assisted 262 people with WIC enrollment.

At IMPACT, we facilitate our clients’ ability to take an active
role in regaining stability and sustaining their families.

IMPACT's mission is to change lives. For good.
A recognized leader in providing prevention,
intervention and assessment services, we help
people define their problem, get connected to
immediate assistance, and develop a plan of
action for long-term success. Although we
have served as a resource on alcohol
and other drug abuse issues for
nearly 50 years, IMPACT is now
considered a central access point
for an array of social services
in Milwaukee County.

In 2006, twenty-six percent — or one of

every four residents — lived in poverty here.
RISK FACTORS FOR SUBSTANCE ABUSERISK FACTORS FOR SUBSTANCE ABUSE

• Poverty
• Living in economically depressed area with:

— High unemployment
— Inadequate housing
— Poor schools
— Inadequate health and social services
— High prevalence of crime
— High prevalence of illegal drug use

• Minority status involving:
— Racial discrimination

Source: Risk Factors for Substance Abuse from Drugs, Alcohol, and
Tobacco. Copyright © 2001-2006 by Macmillan Reference USA, an
imprint of the Gale Group. All rights reserved.

More and more Milwaukee families are considered 
“economically vulnerable” today.
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MD: That same framework is a guide that ensures we’re
employing the most efficient and effective use of private and
public support. In the case of 2-1-1 @ IMPACT, the support
we receive covers the maintenance of 2-1-1’s referral database,
monitoring of referral agencies, and the extensive training for
each Community Resource Specialist. Our measures ensure
that we are providing every caller with problem-solving skills
in a span of four minutes — all for just $8 per call.

How are IMPACT’s quality indicators used to build a case
for increased financial support?
MD: In 2-1-1 @ IMPACT’s case, our measurements and outcomes
are telling us that we need to make that call longer and ask
the second question: “Okay, you don’t have food in the house;
we’ll get you some food. Why don’t you have food, what’s
going on” so we can really have that much more of an
impact. That was the way we operated when 2-1-1 @ IMPACT
began, but we had to eliminate that second question because
of the growing caller volume and limited resources. I see the
reimplementation of the “second question” as an investment
opportunity for the right community partner.

SJ: Donors really need to think about it as an investment,
because there is a critical return for the whole community.

In what other ways is the community seeing a return on
investment from the work that IMPACT is doing?
MD: Because we take a pre-crisis approach to connecting
individuals and families in poverty to community assets, it’s
cost-effective for the community-at-large. For example, families
in poverty who face utility disconnection are also at a risk of
homelessness, because it’s easier for them to leave their homes
than it is to come up with money to pay their bills. So, if we can
help people access utility maintenance programs, they can stay in
their homes, and the community isn’t spending tax dollars
associated with homelessness. We’re also benefiting direct service
providers. IMPACT’s referrals are accurate, and ensure efficient
delivery of services. As a result, direct service providers can
respond to the specific issues for which they are equipped.

SJ: From what I’ve seen, and based upon data, the schools
are the recipients of the effects of poverty. Anecdotally, a
group was studying anger in central city children. Because
parents hadn’t paid the bill, their electricity had been turned
off and the kids couldn’t get homework done by the time it was
dark. It took awhile until the teachers could understand 
where the behavior was coming from. These children wanted
to succeed. If more teachers were aware of services like 
2-1-1 @ IMPACT, they could promote it to students and 
parents as a way to help resolve issues like those.  

MC: That really highlights the broader function that we serve
as an agency. We make sure that it’s not just about the next
opening at a food pantry, but looking at a much larger context
within which that individual is operating in the world.

FW: There is also another piece: so many people are living 
paycheck to paycheck nowadays. A lot of it has to do with the
economy, but I also think there are people who can benefit
from financial literacy and money management resources. It’s
not always about basic needs. 

SJ: There’s even a term being bandied about now: the missing
class. This large group of people is perhaps best described as
economically vulnerable  — they could go either way, but
they’re sliding more toward poverty than they are toward 
bettering themselves. I see IMPACT as playing a critical role in
connecting this “missing class” with not only financial literacy
help, but computer literacy and job training to help them
build up these and other soft skills that so many employers
say are lacking in potential employees.

How do you feel people living with poverty are perceived in
our community?
MD: It comes down to biases toward people in poverty as well
as toward people with substance abuse problems. Substance
abuse can push already struggling families into more difficult
financial straits as a result of health problems, accidents, and
loss of employment. I believe it’s our job — and also the job of
other agencies that are here to help people in the community —
to break through some of those biases.  At IMPACT, we can use the
data we collect from each of our customers and measurements
that we’ve established to ensure program quality to do just that.

MC: That’s because we’ve really evolved in our capability to
effectively translate what we see in the requests we get for
advice, referrals or help into human stories. As we continue
communicating these human stories, people will begin to care
— to have some sense of compassion, some sense of connection
with those people in the community who, in fact, are a lot like
all of us.

SJ: The bottom line is that when people call IMPACT, they’ve
got a hand extended to them — a way to resolve things, and
that’s what IMPACT is about in essence, changing lives for good.

Where can we increase our presence to have a greater impact?
MD: You know, our community has a wealth of assets to address
food insecurity, homelessness and other issues resulting from
poverty but it can be difficult to navigate the social services
system, which presents a barrier. I believe we need to continue
developing partnerships and fostering collaborations with other
social service agencies, programs and direct service providers.
We’ve been successful at growing our current partnerships, and
because of that, people who need us know that we’re able to
connect them with the right resource, the first time.
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FW: Speaking from my background with Harley-Davidson,
the return on investment that you’re talking about really does
extend to the business community as well. Statistics tell us that
the majority of people with substance abuse issues are using
on the job — and we know that the person probably has other
issues going on outside of substance abuse. I found that the
counselors here didn’t just stop with the presenting problem,
but they would always dig to find out what was really going
on. And because IMPACT has the full facet of available
resources, our employees could get help for the main issue,
the secondary issues, and maintain their jobs as a result.

SJ: It goes along with this recent move toward “wellness.”
Employers want to save money on healthcare, and workplace
issues — certainly AODA — is closely related to health. So
even though we’re looking at IMPACT’s work in relation to
alleviating issues around poverty, we’re also helping people
move out of bad decision-making, and they’re living healthier
lives and that’s better for their families — and employers —
all the way around.  

MC: Echoing, that, the staff and I toured of one of our client
companies where the HR person talked about how IMPACT’s
workplace services division, Symmetry, had intervened for
managers who knew that a performance issue was rooted in an
employee’s substance abuse. As a result, this employer didn’t
have to terminate the employee and start over with somebody
new. Now, if you, as a business have the opportunity to partner
with a community agency that has the ability to sort of “bring
your employee back from the edge” in a very cost-effective
way, why wouldn’t you do that?

SJ: IMPACT’s success lies in our assessment process. But that
whole process is complex, and requires highly trained counselors
to figure out what drivers are at work, and then assist people
from that place. It raises the issue of resources. There has to
be a steady funding stream to keep it at the level we have so
we can continue impacting the community. 

TALK BACK
Future newsletters will address specific elements of poverty.
If you have a comment about poverty or IMPACT’s role in
addressing it, or if you would like to submit a question for
an upcoming roundtable session, please forward your
remarks to rfritsch@impactinc.org.

Census data indicates that women

and children are hardest hit, as half

of people living in poverty are single

female heads of households, and two

of every five children live in poverty.

THE ROUNDTABLE DISCUSSION

What impediments do you think people in poverty might
have in contacting IMPACT?
SJ: You know, perhaps IMPACT is seen as a public service and I
think there’s a perception that public services, in general, are
not of a certain quality.  Our services are first class and our
quality measures and outcomes clearly demonstrate that. 

MC: That’s a good point. So often people in poverty are used
to getting second- or third-class service. I think the very 
powerful message is that everyone gets first class service
through IMPACT — no matter what economic rung you 
happen to be on.

FW: Perhaps people see IMPACT as just being a place for poor
people, but we’re helping businesses, non-profits and the social
service system, individuals with substance abuse issues and
the list goes on. Even though people may think that poverty
or any of those issues affect only the person or persons dealing
with it — they affect our entire community.

How does IMPACT’s quality assurance initiative correlate
with our mission to “change lives, for good?”
MD: The way that we collect and analyze our data is valuable
to policy-makers and stakeholders because it communicates
what resources the community needs now; the needs that
are emerging, and where the demand for specific resources
outweighs supply. As a result, IMPACT’s information can
serve as a catalyst for policy-makers, service providers and
other stakeholders to implement needed services and help to
address the root causes of the issues that are confronting the
our community.

FW: We’re a strong partner with the other agencies who
provide direct services, and we continually strengthen our
relationships with these groups — not only to make sure we’re
providing quality, accurate referrals for the IMPACT customer,
but to help those agencies run as efficiently as possible.

Four out of 10 Americans do not have one

month’s worth of savings for emergencies.

Flip Weber, IMPACT president’s council co-chair, listens as Mike Davis, IMPACT president and CEO, talks during the recent roundtable discussion.

Sister Joel Read, president’s
council co-chair, and Maggi
Cage, PhD, IMPACT board
chairperson, discuss the
pressing issue of 
poverty in the greater 
Milwaukee area.
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MD: You know, our community has a wealth of assets to address
food insecurity, homelessness and other issues resulting from
poverty but it can be difficult to navigate the social services
system, which presents a barrier. I believe we need to continue
developing partnerships and fostering collaborations with other
social service agencies, programs and direct service providers.
We’ve been successful at growing our current partnerships, and
because of that, people who need us know that we’re able to
connect them with the right resource, the first time.
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FW: Speaking from my background with Harley-Davidson,
the return on investment that you’re talking about really does
extend to the business community as well. Statistics tell us that
the majority of people with substance abuse issues are using
on the job — and we know that the person probably has other
issues going on outside of substance abuse. I found that the
counselors here didn’t just stop with the presenting problem,
but they would always dig to find out what was really going
on. And because IMPACT has the full facet of available
resources, our employees could get help for the main issue,
the secondary issues, and maintain their jobs as a result.

SJ: It goes along with this recent move toward “wellness.”
Employers want to save money on healthcare, and workplace
issues — certainly AODA — is closely related to health. So
even though we’re looking at IMPACT’s work in relation to
alleviating issues around poverty, we’re also helping people
move out of bad decision-making, and they’re living healthier
lives and that’s better for their families — and employers —
all the way around.  

MC: Echoing, that, the staff and I toured of one of our client
companies where the HR person talked about how IMPACT’s
workplace services division, Symmetry, had intervened for
managers who knew that a performance issue was rooted in an
employee’s substance abuse. As a result, this employer didn’t
have to terminate the employee and start over with somebody
new. Now, if you, as a business have the opportunity to partner
with a community agency that has the ability to sort of “bring
your employee back from the edge” in a very cost-effective
way, why wouldn’t you do that?

SJ: IMPACT’s success lies in our assessment process. But that
whole process is complex, and requires highly trained counselors
to figure out what drivers are at work, and then assist people
from that place. It raises the issue of resources. There has to
be a steady funding stream to keep it at the level we have so
we can continue impacting the community. 

TALK BACK
Future newsletters will address specific elements of poverty.
If you have a comment about poverty or IMPACT’s role in
addressing it, or if you would like to submit a question for
an upcoming roundtable session, please forward your
remarks to rfritsch@impactinc.org.

Census data indicates that women

and children are hardest hit, as half

of people living in poverty are single

female heads of households, and two

of every five children live in poverty.

THE ROUNDTABLE DISCUSSION

What impediments do you think people in poverty might
have in contacting IMPACT?
SJ: You know, perhaps IMPACT is seen as a public service and I
think there’s a perception that public services, in general, are
not of a certain quality.  Our services are first class and our
quality measures and outcomes clearly demonstrate that. 

MC: That’s a good point. So often people in poverty are used
to getting second- or third-class service. I think the very 
powerful message is that everyone gets first class service
through IMPACT — no matter what economic rung you 
happen to be on.

FW: Perhaps people see IMPACT as just being a place for poor
people, but we’re helping businesses, non-profits and the social
service system, individuals with substance abuse issues and
the list goes on. Even though people may think that poverty
or any of those issues affect only the person or persons dealing
with it — they affect our entire community.

How does IMPACT’s quality assurance initiative correlate
with our mission to “change lives, for good?”
MD: The way that we collect and analyze our data is valuable
to policy-makers and stakeholders because it communicates
what resources the community needs now; the needs that
are emerging, and where the demand for specific resources
outweighs supply. As a result, IMPACT’s information can
serve as a catalyst for policy-makers, service providers and
other stakeholders to implement needed services and help to
address the root causes of the issues that are confronting the
our community.

FW: We’re a strong partner with the other agencies who
provide direct services, and we continually strengthen our
relationships with these groups — not only to make sure we’re
providing quality, accurate referrals for the IMPACT customer,
but to help those agencies run as efficiently as possible.

Four out of 10 Americans do not have one

month’s worth of savings for emergencies.

Flip Weber, IMPACT president’s council co-chair, listens as Mike Davis, IMPACT president and CEO, talks during the recent roundtable discussion.

Sister Joel Read, president’s
council co-chair, and Maggi
Cage, PhD, IMPACT board
chairperson, discuss the
pressing issue of 
poverty in the greater 
Milwaukee area.
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For instance, this year over 130,000 people
will call 2-1-1 @ IMPACT. Beyond helping them
access basic needs and other resources that
can prevent a temporary crisis from escalating
into long-term poverty, 2-1-1 @ IMPACT can
also facilitate their exposure to resources
that focus on asset building such as job
preparedness, continued education, and
financial management training. This is a
necessary component as we see more
Milwaukee families fall into the ranks of the
“economically vulnerable.” They are an
accident, illness or paycheck away from
facing a serious cash flow problem that
can have a domino effect on their overall
economic stability. 

Leadership Roundtable
Throughout the following year, IMPACT’s
newsletters will feature roundtable sessions
with leaders from our community’s public and
private sectors, as well as other stakeholders,
who will examine the pressing issues facing
the greater Milwaukee area. 

Following is the first in this series of discussions,
which features IMPACT’s executive leadership
as they discussed the issue of poverty and
how the organization views its role in helping
the people most greatly affected by it. 
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TAKING AN ACTIVE ROLE IN
ALLEVIATING POVERTY
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Recent attention aimed at addressing poverty in our city has captured the contentious
nature of this complex issue. But while some contemplate potential solutions, and others
get mired in placing blame or pointing fingers, places like IMPACT are actively helping
the poor and working poor of our community get connected to resources that can help
people regain stability and sustain their families. 

Self-
Actualiztion

Pursue Inner Talent
Creativity • Fulfilment

Self-Esteem
Achievement  • Mastery
Recognition • Respect

Belonging – Love
Friends • Family  • Siginificant Other

Safety
Security • Stability • Freedom from Fear

Physiological
Food • Water  • Shelter • Warmth

Maslow’s Hierarchy of Needs
indicates that people who struggle daily to meet their

basic needs have very little time, energy or money to
devote to furthering their education or learning

new job skills. In essence, individuals in poverty
are at a significant disadvantage in their

attempts to build upon and improve the very
internal resources that will ultimately lift

them out of poverty.

IMPACT FACTS – 2006

• Provided 35,220 referrals to food and food-related resources.
• Helped parents and caregivers access infant formula by

providing 17,759 referrals to area resources.
• Provided access to low-income and subsidized housing by

providing 13,198 referrals to area resources.
• Helped homeowners access resources to help them meet

mortgage and rent expenses by providing 7,541 referrals
to financial assistance programs.

• Supported homeless individuals and families by providing
17,283 referrals to emergency shelters.

• Supported families seeking to prevent utilities disconnection
by providing 4,844 referrals to utilities maintenance resources.

• Assisted individuals seeking to improve their financial literacy
by providing 320 referrals to income maintenance and
educational resources.

• Assisted 262 people with WIC enrollment.

At IMPACT, we facilitate our clients’ ability to take an active
role in regaining stability and sustaining their families.

IMPACT's mission is to change lives. For good.
A recognized leader in providing prevention,
intervention and assessment services, we help
people define their problem, get connected to
immediate assistance, and develop a plan of
action for long-term success. Although we
have served as a resource on alcohol
and other drug abuse issues for
nearly 50 years, IMPACT is now
considered a central access point
for an array of social services
in Milwaukee County.

In 2006, twenty-six percent — or one of

every four residents — lived in poverty here.
RISK FACTORS FOR SUBSTANCE ABUSERISK FACTORS FOR SUBSTANCE ABUSE

• Poverty
• Living in economically depressed area with:

— High unemployment
— Inadequate housing
— Poor schools
— Inadequate health and social services
— High prevalence of crime
— High prevalence of illegal drug use

• Minority status involving:
— Racial discrimination

Source: Risk Factors for Substance Abuse from Drugs, Alcohol, and
Tobacco. Copyright © 2001-2006 by Macmillan Reference USA, an
imprint of the Gale Group. All rights reserved.

More and more Milwaukee families are considered 
“economically vulnerable” today.




