Human Services Coalition of Tompkins County
2-1-1 Information and Referral Helpline
Required Attachments

Resumes of Key Staff
List of Current Board Members
Letter of Commitment from Goodwill of the Finger Lakes
Evidence of Commitment for Funds Indicated as “Secured”

Nicole M. Roulstin

Relevant Experience
Human Services Coalition Tompkins County: Ithaca, NY (August 2012 to present):
Contact Center Manager, Tompkins/Cortland 2-1-1 (October 2014-present):











Assessment and referral of individuals in need to government, educational and health and human service agencies
Supervise and schedule staff, volunteers, and interns
Provide all program training to existing and new staff in all aspects of the program, including use of the information database of
all area non-profit and governmental service providers, ongoing staff development
Coordination and administration of local contract services, providing scheduling services for tax preparation appointments,
volunteer medical transportation, health insurance assistance, food pantry registration, and other financial assistance applications
Participate in a number of community planning, coordination and advisory groups
Develop processes and procedures related to new programs and initiatives
Conduct presentations and trainings to the community
Partnered with county health department to implement several initiatives to serve the community ongoing needs surrounding
the Coronavirus pandemic, such as testing information, transportation and access to vaccine eligibility and appointments
Implementation of Contact Center’s transfer to full remote operations amidst pandemic related shutdown
Obtained CIRS (Certified Information and Referral Specialist) in June 2014, renewed until June 2022

Health Access Navigator (October 2013-October 2014):




Enable clients to obtain Medicaid, Child Health Plus and other affordable health insurance through the NY State of Health
Marketplace, locate physicians and specialists, and provide post enrollment assistance
Part of top performing team of health navigators in Central New York region
Coordinate the Urgent Rx program providing free medication for low-income, non-insured persons after critical care visits

Urgent Rx Coordinator (April 2013-November 2018)



Process vouchers and billing, data entry for program providing free prescription medication to clients of local urgent care clinic
Oversee one volunteer staff member to assist with data entry, client contact, and clinic/pharmacy interactions

Volunteer Experience
New York State Alliance of Information and Referral Systems: elected October 2017 to present



Board member of the statewide association of 2-1-1 and other information & referrals providers
Elected Board Secretary, May 2020

Alzheimer’s Association: Ithaca, NY (September 2013 to September 2016):



Caregiver Support Group Facilitator: Maintain monthly support group for caregivers of Alzheimer’s patients, focusing on specific
topics and providing a safe environment for participants to express concerns
Participate in Walk to End Alzheimer’s 2014 and 2015

Friends in Service Helping (FISH): Ithaca, NY (Summer 2011):


Transported senior citizens and low income individuals to medically related appointments

Education
State University College at Cortland:
BS Human Service Studies 2012
Tompkins Cortland Community College: AAS Human Services
2010

Magna Cum Laude
GPA 4.00

John Mazzello
NONPROFIT PROGRAM DIRECTOR
Strong background in nonprofit administration, program management, stakeholder engagement, and data management

Career Summary
Accomplished nonprofit manager with success in building organizations and programs through strategic planning and
implementation. Experienced in program development, data analysis, and stakeholder engagement. Capable grant writer,
authoring or co-authoring proposals resulting in more than $1,000,000 in grants and contracts. Background in information
technology, database administration, communications, volunteer management, event planning, and resource development.

Selected Professional Skills





Program Management
Grant Writing
Grant Making and Funding
Program Evaluation






Data Collection and Analysis
Development/Fundraising
Strategic Planning
Grant/Contract Management






Budgeting and Reporting
IT Systems Administration
Website Development
Marketing and Design

Professional Experience
HUMAN SERVICES COALITION OF TOMPKINS COUNTY (HSC), Ithaca, NY
Director of Community Services
August 2016-Present
 Provide oversight and strategic management for the 2-1-1 Tompkins/Cortland comprehensive information and
referral helpline, including supervision of a team of seven staff members and multiple volunteers. Created new
services around transportation/mobility management and substance use referral programming.
 Manage HSC’s annual County-City funding review of nonprofit organizations, including developing applications,
serving as liaison with funding review committee, and preparing materials for County Legislature and staff.
 Manage the activities of the Social Service League of Ithaca, a local foundation, and the Local Board of FEMA’s
Emergency Food and Shelter Program, which provides non-emergency support around housing and food needs.
 Support HSC’s participation and leadership in multiple health and human service initiatives and collaborations.
 Wrote or co-wrote proposals resulting in more than $410,000 in grants or contract funding.
 Through Jan. 2020, served as the Tompkins Co. lead for the Population Health Improvement Program (PHIP), a
regional initiative to address health disparities through capacity-building efforts. Played a key role in developing
initiatives to address service barriers related to mental health conditions, transportation, and substance use.
 During COVID-19 pandemic, led 2-1-1 program through 40%+ increase in contacts, transitioned to remote
operations, developed new food and financial assistance programs in collaboration with multiple partners, and
managed the program as it was designated Tompkins County’s general COVID-19 and vaccination helpline.
Population Health Coordinator
May 2015-July 2016
 Conducted an assessment of health disparities in Tompkins County through a series of detailed stakeholder
interviews and focus groups. Contributed to a five-county assessment, analysis, and strategic planning process.
 Supported the Tompkins County Health Department and Cayuga Medical Center in the revision of the county’s
Community Health Improvement Plan and Community Services Plan.

PRAIRIE RIVERS OF IOWA, Ames, IA
Project Coordinator (working remotely from Ithaca, NY)
November 2013-July 2015
 Directed the development of a long-term strategic planning document for the Lincoln Highway Heritage Byway, a
460-mile state-designated historic roadway, to enhance economic development for 40 towns in 13 counties across
Iowa. Developed project tasks, deliverables, budgets, and reports according to federal and state guidelines.
 Organized and facilitated stakeholder meetings, assessed community assets and resources, and held dialogues
with residents to determine local priorities and strategies. Managed volunteers in support of these activities.
 Conducted a year-long evaluation of an outdoor education grant program housed at the Iowa Department of
Transportation and prepared recommendations for funders in order to increase effectiveness.
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PRAIRIE RIVERS OF IOWA, Ames, IA (continued)
Lincoln Highway Heritage Byway Coordinator
August 2011-October 2013
 Served as the first program manager for the byway, acting as primary contact person. Created and implemented
strategic plans to enhance byway financial sustainability, public promotion, and historic preservation. Presented at
or facilitated dozens of local stakeholder meetings and developed a range of marketing materials.
 Developed an award-winning elementary school science education program, integrating byway locations into the
school curriculum. Collaborated with teachers and professionals to tie program to district goals.
 Supervised a marketing coordinator, program assistant, seasonal program staff, and developed internships.
 Wrote proposals resulting in more than $135,000 in grant funding and $282,000 in government contracts.

IOWA STATE UNIVERSITY, Ames, IA
Graduate Teaching Assistant, Department of Political Science
August 2010-May 2012
 Supported undergraduate social science research methods courses with an average of 60 students per semester.
 Graded submitted assignments, developed review materials, and provided in-class instruction as needed.
 Received University Graduate Teaching Excellence Award for Fall 2011 and Spring 2012 semesters.

UNITED CEREBRAL PALSY OF GREATER DANE COUNTY (UCP), Madison, WI
Administrative/Events & Technology Coordinator
November 2005-August 2010
 Secured over $70,000 through successful grant applications for program and operating funding. Served on teams
preparing successful government contract proposals valued in the millions of dollars.
 Served as primary liaison with board of directors, led legislative advocacy efforts, developed organizational
policies and procedures, and collected and analyzed demographic and outcome evaluation data.
 Managed organization information technology (IT), including 50 users, web site, donor and client databases,
support, and maintenance. Oversaw a 60% increase in size of IT system, measured by users and equipment.
 Supported organization programs by advising program staff on systems designed to increase efficient workflow,
maintain consumer confidentiality, and capture necessary program information.
 Planned special events including benefit dinners, workplace fundraisers, and festivals. Supervised 600 volunteers
annually for a major event. Designed fundraising appeals, annual reports, brochures, and marketing materials.

BOYS & GIRLS CLUBS OF HARRISONBURG AND ROCKINGHAM COUNTY, Harrisonburg, VA
Assistant Director of Development (AmeriCorps VISTA Volunteer)
February 2004-July 2005
 Researched and wrote successful grant applications valued at $190,000 for programs and general operations.
 Designed publications consistent with brand, such as annual campaign mailings, brochures, and event materials.
 Managed databases of donors and clients served and compiled organization demographic and evaluation data.
 Assisted in planning and staffing fundraising events including golf tournaments and benefit dinners.

Education
Master of Public Administration, Iowa State University, Ames, IA (4.0 GPA)



December 2012

Dwight Ink Graduate Student Award for Applied Research, 2012
Yong S. Lee Award for Excellence in Public Management Scholarship, 2011

Bachelor of Arts, University of Rochester, Rochester, NY (magna cum laude, 3.95 GPA), Phi Beta Kappa
Additional graduate coursework in educational policy and program evaluation, University of Pennsylvania

May 2003
2003

Selected Community Affiliations
City of Ithaca Eviction/Displacement Defense Project, Advisory Committee
Tompkins County Health Dept., Community Health Improvement Plan Steering Committee
Care Compass Network, Partner Advisory Council Executive Committee
Cayuga Addiction Recovery Services, Board of Directors (Vice President July 2019-Present)
United Way of Tompkins County, Volunteer (on break due to COVID-19 pandemic)

January 2021-Present
February 2019-Present
July 2017-Present
May 2017-Present
April 2014-Present

Human Service Planning | 2-1-1 Tompkins/Cortland | Health Planning Council

2021 Board of Directors
Josephine Allen

Professor Emerita; Community Volunteer

Diane Cohen, Board Chair

Finger Lakes ReUse

Jessica Gosa

Foodnet Meals on Wheels

Lisa Holmes

Tompkins County Deputy Administrator

Norma Jayne, Treasurer

Ithaca Board of Realtors

Kit Kephart

Tompkins County DSS

Rob Lawlis

Cayuga Health Partners

Eric Levine

Alternatives Federal Credit Union

Joe Mareane

Community Volunteer

Keith McCafferty

LawNY

Schelley Michell-Nunn - Vice-Chair

City of Ithaca, Human Resources

Deborah Mohlenhoff

City of Ithaca Liaison; Tompkins Cortland
Community College

Susan Riley, Board Secretary

Cornell University

Martha Robertson

Tompkins Count Legislature Liaison

Joe Sammons

Challenge Workforce Solutions

Katie Sims

Community Volunteer

118 North Tioga Street, Suite 304, Ithaca, New York 14850 | 607.273.8686 | FAX: 607.273.3002 | hsctc.org |
2-1-1 Tompkins/Cortland: Dial 2-1-1 or 877.211.8667 | 211tompkins.org

Human Services Coalition of Tompkins County
2-1-1 Information and Referral Helpline
Optional Attachments

Letters of Support:


Alternatives Federal Credit Union (program partner)



FISH of Tompkins County (program partner)



Cornell Cooperative Extension-Tompkins County (Way2Go program partner)

Program Materials


United Way/2-1-1 COVID-19 Response Program promotional materials



Tompkins County Health Department vaccination postcard showing 2-1-1 contact
information



Bus placard for food and other assistance developed in partnership with
Tompkins County COVID-19 Food Task Force



Example of local promotion of 2-1-1 for community residents – yard sign from
Town of Dryden, Village of Dryden, and Village of Freeville

FISH OF TOMPKINS COUNTY
February 15, 2021
Board of Directors
Ithaca Urban Renewal Agency
108 East Green Street, 3rd Floor
Ithaca, NY 14850-5690
Dear IURA Board Members:
I am writing to support the Human Services Coalition/ 2-1-1/ Information and Referral grant
application for Community Development Block Grant Funds from the Ithaca Urban Renewal
Agency for general operating support. The 2-1-1 help line serves a critical need in our
community connecting people in need of assistance with essential community services and
information.
FISH of Tompkins County, (Friends in Service Helping) enjoys a positive and productive
working relationship with the 2-1-1 Community Services Helpline. FISH provides free medical
and health related transportation to persons in Tompkins County who have physical, financial or
location problems. The 2-1-1 call center provides the essential link between our clients and our
service.
FISH suspended services for a good portion of 2020, but has since reopened on a smaller scale.
Many drivers have decided to wait and get vaccinated before returning to FISH. We do expect
more drivers to return in the coming months, and the need for medical transportation to also
increase, particularly around appointments for the COVID vaccine itself.

The 2-1-1 Information and Referral Program is an effective and efficient consumer-oriented
service with a growing demand for services. Senior citizens account for the largest number of
rides FISH provides and that is an expanding community need as is the requests for out of county
medical specialists. FISH strongly supports this application for funding.

William Maxwell
Executive Director
FISH of Tompkins County

Board of Directors
Ithaca Urban Renewal Agency
108 East Green Street 3rd Floor
Ithaca NY 14850
February 19, 2021
Dear IURA Board Members,
I writing this letter in support of the 2-1-1 Tompkins/Cortland Helpline application for the Ithaca Urban
Renewal Agency's Community Development Block Grant. 2-1-1 has partnered with Cornell Cooperative
Extension of Tompkins County’s Way2Go program for a number of years, acting as the community call center
for transportation resources and troubleshooting. As an example of their value, during the start of the COVID19 crisis, Q2 and Q3 of 2020, 2-1-1 answered 900 transportation related calls (up from 33 in Q1). Of those, 570
sought transportation expense assistance, with a large majority requesting rides to the sampling site or food drop offs
to their homes. CCE has committed to the continuation of this partnership through 2021.
2-1-1 is working with the Way2Go program on a number of other initiatives in response to the COVID-19
pandemic. Besides being the call center for residents looking for information on emergency food resources,
including having food delivered, 2-1-1 also provides information and coordinates rides to the COVID-19 Cayuga
Health Sampling site. More recently 2-1-1 is working with Way2Go, the Tompkins County Health Department and
others on connecting callers with rides to vaccination sites.
In addition, 2-1-1 continues to honor vouchers for the Supports for Health project. This program launched
in 2018 as part of the Medicaid redesign initiative, provides transportation vouchers to Medicaid beneficiaries
for health related services not covered under the Medicaid transportation benefit.
In light of the work that 2-1-1 contributes to our program and to many others, I strongly voice our support
for this grant proposal.

Sincerely,

Dawn Montanye
Way2Go Team Leader

United Way/2-1-1 COVID-19 Response Program Promotional Materials

Promotional Flyer/United Way Website Content

Poster/Bus Advertisement

Tompkins County Health Department Vaccination Postcard

Bus Placard Developed in Partnership with
Tompkins County COVID-19 Food Task Force

Yard Sign from Town of Dryden, Village of Dryden, and Village of Freeville

