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Ten years  ago,  Un i ted  Way o f  Southern  Kentucky  launched 211 w i th  a
s imple  be l ie f :  our  communi ty  needed a  t rus ted  p lace where  peop le
cou ld  f ind  he lp  when l i fe  became d i f f i cu l t .  We knew the  need was
there ,  bu t  we never  imag ined jus t  how v i ta l  th is  serv ice  wou ld
become.

Over  the  pas t  decade,  211 has  become far  more  than an in fo rmat ion
and re fer ra l  l ine .  I t  has  been a  l i fe l ine  dur ing  to rnadoes,  the  COVID-
19 pandemic ,  f loods ,  and o ther  emergenc ies ,  wh i le  a lso  serv ing  as  a
t rus ted  resource  fo r  emergency  management  agenc ies ,  government
o f f i c ia ls ,  nonpro f i t  par tners ,  and thousands o f  ind iv idua ls  and
fami l ies  every  year .

As  our  communi t ies  have grown,  so  has  our  impact .  What  began as  a
10-county  serv ice  has  expanded to  15  count ies .  Dur ing  tha t  t ime,
we 've  exper ienced a  109% increase in  ca l ls  and a  123% increase in
the needs  shared by  ca l le rs .  Beh ind  those numbers  are  near ly
21,000  requests  fo r  u t i l i t y  ass is tance,  a lmost  18 ,000  hous ing- re la ted
needs,  and 11,000+  food requests ,  a long w i th  count less  connect ions
to  t ranspor ta t ion ,  employment ,  e lder  care ,  c lo th ing ,  schoo l  supp l ies ,
menta l  hea l th  resources ,  and more .  Every  ca l l  represents  someone
who found hope because someone answered.

As you read th is  repor t ,  I  hope you ' l l  see  the  incred ib le  impact  211
has made—and the  oppor tun i ty  tha t  s t i l l  l i es  ahead.  One o f  the
s imples t  ways  you can he lp  is  by  shar ing  211 w i th  your  fami ly ,
f r iends ,  ne ighbors ,  and communi ty .  You never  know when someone
wi l l  need he lp ,  bu t  knowing to  ca l l  211 can make a l l  the  d i f fe rence.
Thank you fo r  be l iev ing  in  th is  work  and fo r  he lp ing  us  ensure  tha t
everyone in  Southern  Kentucky  knows where  to  tu rn  when they  need
hope,  he lp ,  and connect ion .

Wi th  gra t i tude,

 

A LETTER FROM OUR PRESIDENT & CEO

DEBBIE HILLS
President & CEO  

TOP PRESENTING NEEDS FROM 2017-2026



10 YEARS OF ANSWERING THE CALL
211 is a free, confidential helpline available 24 hours a day, seven days a week,
connecting residents with local resources like food, shelter, healthcare, crisis
support, and more. There are no eligibility requirements to access 211 – anyone,
including residents, caregivers, service providers, and community partners, can
call, text, or visit online to get connected to help.

United Way of Southern Kentucky launched its 211 Contact Center on July 18,
2016, initially serving the 10 counties of the Barren River Area Development
District (BRADD).

The center opened with just two staff and answered 5,074 contacts in its first
year, operating Monday through Friday, 8:00am to 5:00pm by phone or walk-in.
What began as a modest operation quickly proved how deeply the community
needed a central point of connection.

As demand grew, so did the program. 211 expanded to 24/7 availability in July
2017, ensuring that no call for help would go unanswered — day or night. In July
2020, access expanded again, allowing residents to text their zip code and
connect directly with a resource specialist. Over the decade, the Contact Center
grew from two to a team of seven.

In 2025, the service area expanded beyond Southern Kentucky to include five
counties in Central Kentucky, bringing the total coverage to 15 counties. In Fiscal
Year 2026, the Contact Center answered 10,500 calls, texts, and emails.

What started as a local lifeline has become a regional resource — and after a
decade, the need for connection is as strong as ever.
 



IN THE PAST DECADE, 211 HAS ANSWERED A TOTAL OF: 
 

THE NUMBERS THAT TELL THE STORY 

75,53375,53375,533  CALLS, TEXTS, EMAILS CALLS, TEXTS, EMAILS CALLS, TEXTS, EMAILS   
      84,87884,87884,878  NEEDS NEEDS NEEDS

75,533 CALLS, TEXTS, EMAILS 
  84,878 NEEDS



Over  i t s  10-year  h is to ry,  the  UWSK 211 Contac t  Center  has  proven t ime
and aga in  tha t  when c r is is  s t r i kes ,  Southern  Kentucky  has  somewhere
to  tu rn .

COVID-19 Pandemic in  2020
•  By  Apr i l  2020,  ca l l  vo lume increased by  95%,  as  the  pandemic  caused
major  soc ia l  and economic  d is rup t ions .
•  Record-h igh  ca l l  vo lume cont inued fo r  an  ent i re  year  fo l low ing the
onset  o f  the  pandemic .
•  Top Needs:  Ut i l i t y /Rent  Ass is tance,  Food,  and Hous ing .

Tornadoes of  2021
•  Two to rnadoes s t ruck  the  area on December  11 ,  2021.
•  Ca l l  vo lume doub led  and,  on  some days ,  even t r ip led ,  in  the  months
fo l lowing the  d isas ter.
•  Record-h igh  ca l l  vo lume cont inued fo r  two years .
•  Top Needs:  D isas ter  Serv ices ,  Hous ing /She l te r,  and Food.

Severe Weather  & F looding in  2025
•  Apr i l  and May o f  2025 brought  severe  s to rms and f lood ing  across
Kentucky.
•  UWKY par tnered w i th  A i rbnb to  prov ide  hous ing  fo r  d isp laced v ic t ims.
•  172 ind iv idua ls  across  our  reg ion  were  housed in  A i rbnb un i ts  a t  no
cos t  to  them.
•  Top Needs:  Hous ing /She l te r,  D isas ter  Serv ices ,  and Food.

These moments  re f lec t  what  211 was bu i l t  fo r  — not  jus t  connect ing
peop le  to  resources  on ord inary  days  but  showing up w i th  cons is tency
and compass ion  when the  need is  g reates t .

ANSWERING THE CALL IN TIMES OF CRISIS 
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When severe  f lood ing swept  th rough Kentucky  in  2025,  they  took
near ly  every th ing f rom one fami ly  — the i r  home,  the i r  sav ings,  and
the sense o f  secur i ty  they  had worked a  l i fe t ime to  bu i ld .  The
home had been fu l l y  pa id  o f f ,  a  hard-earned mi les tone,  but  w i thout
f lood insurance,  the  loss  was to ta l .  Insurance o f fe red noth ing.  A
fami ly  tha t  had done every th ing r igh t  found themselves s tar t ing
over  w i th  a lmost  noth ing.

The 211 ca l le r  — a  devoted w i fe  and mother  — had a l ready made
one o f  the  most  se l f less  dec is ions  a  person can make:  she le f t  her
job  to  become a  fu l l - t ime careg iver  fo r  her  husband and adu l t  son,
both  o f  whom l i ve  w i th  d isab i l i t ies  tha t  were  worsened f rom
exposure  to  contaminated s tand ing  f lood water.  Years  o f  sav ings
kept  them jus t  above the  th resho ld  fo r  pub l ic  ass is tance,  leav ing
them in  the  gap tha t  so  many fami l ies  qu ie t ly  fa l l  in to  — too  much
to  qua l i f y,  no t  near ly  enough to  surv ive .

By  the  t ime she ca l led  211,  the  fami ly  had been d isp laced to  a
temporary  ren ta l  home,  wh ich  was above the i r  budget  bu t  was the
on ly  th ing  ava i lab le  tha t  met  the i r  needs.  Th is  qu ick ly  dep le ted
the i r  en t i re  l i fe  sav ings .  She needed he lp  — and she needed
someone to  rea l l y  l i s ten .

211: REAL IMPACT 
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That 's  exac t ly  what  she found.  Her  211 Contac t  Spec ia l i s t  took  t ime
to  unders tand not  jus t  her  hous ing  c r is is ,  bu t  her  who le  s i tua t ion .
Her  husband ’s  l im i ted  mob i l i t y  p revented h im f rom be ing  ab le  to
nav iga te  s ta i rs .  An apar tment  complex  wasn ' t  a  rea l i s t i c  op t ion .  She
needed a  ren ta l  house and one tha t  was f inanc ia l l y  feas ib le .  That
d is t inc t ion  mat te red ,  and i t  was  heard .

She rece ived re fer ra ls  fo r  ren t  ass is tance,  low- income hous ing
resources ,  and — perhaps most  mean ing fu l l y  — in fo rmat ion  about
the  AARP Fami ly  Careg iver  Program and the  Fami ly  Careg iver
Subs idy.  No one had to ld  her  about  these programs before .  Desp i te
hav ing  a l ready  nav iga ted  o ther  non-pro f i t s  in  the  communi ty  on  her
own,  th is  was the  f i rs t  t ime someone had connected the  do ts
between her  careg iv ing  ro le  and the  suppor t  she was ent i t led  to
access .

She was apprec ia t ive  in  the  way tha t  on ly  someone who has  been
over looked before  can be — genu ine ly,  deep ly  g ra te fu l  tha t
someone had f ina l l y  seen the  fu l l  p ic tu re .

Her  fami ly 's  road is  s t i l l  long.  But  she le f t  tha t  ca l l  w i th  more  than
re fer ra ls .  She le f t  w i th  op t ions  she d idn ' t  know ex is ted ,  and w i th
the  knowledge tha t  211 wou ld  be  there  i f  she  needed to  ca l l  aga in .

Th is  i s  what  211 does.  Not  jus t  connect ing  peop le  to  resources  —
but  see ing  peop le  fu l l y,  meet ing  them where  they  are ,  and mak ing
sure  tha t  no  one fa l l s  th rough the  c racks  s imp ly  because no one
thought  to  ask  the  r igh t  ques t ions .

WHEN THE WATERS ROSE, SO DID STRENGTH 



211 CAN BE REACHED THREE WAYS:

HERE WHEN YOU NEED US

2 1 1 :  C O N N E C T I N G  K E N T U C K I A N S  T O  T H E  H E L P  T H E Y  N E E D  M O S T.

211 IS FOR EVERYONE IN THE COMMUNITY. 
RESIDENTS, CAREGIVERS, CASE MANAGERS, AND COMMUNITY

PARTNERS CAN REACH OUT.

CALL: DIAL 2-1-1 OR 1-844-966-0906
TEXT: SEND YOUR ZIP CODE TO 898-211

ONLINE: UWSK.ORG/2-1-1 
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	A LETTER FROM OUR PRESIDENT & CEO
	Ten years ago, United Way of Southern Kentucky launched 211 with a simple belief: our community needed a trusted place where people could find help when life became difficult. We knew the need was there, but we never imagined just how vital this service would become.
	Over the past decade, 211 has become far more than an information and referral line. It has been a lifeline during tornadoes, the COVID-19 pandemic, floods, and other emergencies, while also serving as a trusted resource for emergency management agencies, government officials, nonprofit partners, and thousands of individuals and families every year.
	As our communities have grown, so has our impact. What began as a 10-county service has expanded to 15 counties. During that time, we've experienced a 109% increase in calls and a 123% increase in the needs shared by callers. Behind those numbers are nearly 21,000 requests for utility assistance, almost 18,000 housing-related needs, and 11,000+ food requests, along with countless connections to transportation, employment, elder care, clothing, school supplies, mental health resources, and more. Every call represents someone who found hope because someone answered.
	As you read this report, I hope you'll see the incredible impact 211 has made—and the opportunity that still lies ahead. One of the simplest ways you can help is by sharing 211 with your family, friends, neighbors, and community. You never know when someone will need help, but knowing to call 211 can make all the difference. Thank you for believing in this work and for helping us ensure that everyone in Southern Kentucky knows where to turn when they need hope, help, and connection.
	With gratitude,
	DEBBIE HILLS
	President & CEO


	10 YEARS OF ANSWERING THE CALL
	What started as a local lifeline has become a regional resource — and after a decade, the need for connection is as strong as ever.

	THE NUMBERS THAT TELL THE STORY
	ANSWERING THE CALL IN TIMES OF CRISIS
	2021 Bowling Green tornado
	Over its 10-year history, the UWSK 211 Contact Center has proven time and again that when crisis strikes, Southern Kentucky has somewhere to turn.
	COVID-19 Pandemic in 2020 • By April 2020, call volume increased by 95%, as the pandemic caused major social and economic disruptions. • Record-high call volume continued for an entire year following the onset of the pandemic. • Top Needs: Utility/Rent Assistance, Food, and Housing.
	Tornadoes of 2021 • Two tornadoes struck the area on December 11, 2021. • Call volume doubled and, on some days, even tripled, in the months following the disaster. • Record-high call volume continued for two years. • Top Needs: Disaster Services, Housing/Shelter, and Food.
	Severe Weather & Flooding in 2025 • April and May of 2025 brought severe storms and flooding across Kentucky. • UWKY partnered with Airbnb to provide housing for displaced victims. • 172 individuals across our region were housed in Airbnb units at no cost to them. • Top Needs: Housing/Shelter, Disaster Services, and Food.
	These moments reflect what 211 was built for — not just connecting people to resources on ordinary days but showing up with consistency and compassion when the need is greatest.


	211: REAL IMPACT
	2025 Bowling Green Flooding
	When severe flooding swept through Kentucky in 2025, they took nearly everything from one family — their home, their savings, and the sense of security they had worked a lifetime to build. The home had been fully paid off, a hard-earned milestone, but without flood insurance, the loss was total. Insurance offered nothing. A family that had done everything right found themselves starting over with almost nothing.
	The 211 caller — a devoted wife and mother — had already made one of the most selfless decisions a person can make: she left her job to become a full-time caregiver for her husband and adult son, both of whom live with disabilities that were worsened from exposure to contaminated standing flood water. Years of savings kept them just above the threshold for public assistance, leaving them in the gap that so many families quietly fall into — too much to qualify, not nearly enough to survive.
	By the time she called 211, the family had been displaced to a temporary rental home, which was above their budget but was the only thing available that met their needs. This quickly depleted their entire life savings. She needed help — and she needed someone to really listen.
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