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FROM OUR
EXECUTIVE
DIRECTOR
Dear Friends of the Matt Urban Center,

It is truly an honor and privilege to have the opportunity to

address you as the new Executive Director of the Lt. Col.

Matt Urban Human Services Center of WNY. This is an

historic organization, and I could not be more proud to be

leading it. Many of you may know I started in this position

in the beginning of January 2021. 2020 was an incredibly

challenging year for humanity in general. It is rare that

something affects people across the world and causes

such suffering in every nation, large and small,

industrialized and developing, wealthy and poor. That is

however the nature of a pandemic, and our country, state,

and community were not spared the worst of what

COVID-19 had to offer. Additionally, our nation began to

finally assess the legacy of slavery and institutional racism

and how it continues to manifest itself to this day. 

This agency experienced a tremendous degree of

organizational disruption and transition in 2020. This

upheaval occurred while in the midst of a public health

emergency. The staff and leadership of this organization

are a testament to the human capacity to persevere in the

face of difficult odds and maintain empathy and

compassion while doing so. 

You will read in the following pages how, in 2020, our

program directors and their staff adjusted, evolved, and

found a way to deliver the critical services they provide to

the community, despite many restrictions and while

ensuring the safety of themselves and their clients. Their 



efforts were, and continue to be, truly herculean and they

have my deepest gratitude and respect. My experience

has been limited to 2021 and I can say that it comes as no

surprise to me that this agency and the courageous

people who work here were able to the weather the storm

of the 2020 and the COVID-19 pandemic. 

Today, we find ourselves in a position where we are

addressing the needs of the present while considering the

opportunities of the future. My first task, which is ongoing,

has been establishing stability in the agency in terms of its

leadership and finances. We have made considerable

progress in the first half of 2021 and we have many

reasons to be optimistic about where we will be at the end

of this year and going forward. Our focus for the

remainder of 2021 will be to engage stakeholders and

craft a strategic plan which will chart our course for the

next 3-5 years. 

We are primed, excited, and ready for our reemergence

from the pandemic. Today, we are fortunate to have new

service providers becoming our neighbors, as well as

investment and development of properties such as the

Buffalo Central Terminal and Broadway Market. This truly is

the perfect time for the Matt Urban Center to clearly

define our priorities, objectives, outcomes, and

deliverables for the next chapter of this storied institution,

while ensuring the allocation of and access to resources is

equitable for all members of the community we serve. 

B E N  H I L L I G A S

MUC Executive Director



2020 FUNDING SOURCES



2020: BY THE NUMBERS

51
HOMES WEATHERIZED

Saving residents money on their utility bills

by making their homes energy efficient,

safer and more comfortable.

104
SUPPORTIVE HOUSING PLACEMENTS

Helping homeless clients secure safe

housing through MUC sites and local

landlord partners.

923
SENIOR CITIZENS SUPPORTED

Providing elderly clients with resources to

help them stay in their homes and out of

assisted living.

27
HOMES REPAIRED

Helping homeowners in Fillmore and

Lovejoy Districts make health and safety

repairs to their homes.

106
HOMELESS CLIENTS HOUSED BY STREET

OUTREACH

Connecting individuals living on the street

with safe housing and resources to improve

quality of life.

458
PEOPLE GIVEN SHELTER

Providing homeless women and children a

safe place to stay in our Hope House

emergency shelter.

5,512
MEALS SERVED

Offering members of our community a

fresh, healthy, free meal five nights per

week.

65
PERSONS RAPIDLY RE-HOUSED

Maintaining housing for 50 formerly

homeless individuals and securing housing

for 15 new clients of the program.

505
STUDENTS SERVED

Supporting youth development through 21st

Century, Empire and Virtual Remote

Learning Centers.



HOMELESS
OUTREACH

Our department works diligently to engage with the street

homeless population, where they are at, to build rapport,

gain trust, and help break barriers. Our team offers

supplies, service linkages, compassion, empathy, and

follow-through, with the ultimate goal of helping our clients

obtain safe affordable housing.  

Our Mission

Our Work During COVID-19
The COVID-19 pandemic pulled our outreach team from the

streets for a very short period of time. While some of our

clients do have phones, we knew that our most vulnerable

clients did not have access to their case managers during

the time we were not physically in the field. Once we were

equipped with the proper PPE and aware of social

distancing and how it could help slow the spread, we re-

deployed to the streets, full force. Every day we are

interacting face-to-face with our clients, but now with

masks!

197
Homeless individuals assisted by

street outreach in 2020

107
Homeless individuals exited to

safe housing destinations



HOMELESS
OUTREACH

For the Homeless Outreach team, one of our biggest

accomplishments is usually getting someone into housing,

but sometimes the work doesn’t stop there. Not only were

we able to help an elderly woman gain permanent

supportive housing, but we were also able to help reunite

her with her family that she was estranged from for over 20

years. She has reconnected with her sister and her children,

and her grandchildren! Housing is an important part of

what we do on outreach, but building a sense of community

around someone when they are finally back in housing is a

very important part of keeping them housed. 

Our 2020 Accomplishment

Our Goal for 2021
Our goal is to secure more funding in order to up our staff

to at least 3 full time outreach workers so that we can

continue help as many people as possible.

Our FundersOur Partners
Niagara Frontier Transportation Authority

Buffalo Police Department, Community

Police & Behavioral Health Team

Neighborhood Health Center

Evergreen Health Services, Harm Reduction

Unit

City of Buffalo Emergency Solutions 

Grant (ESG)



HOPE CENTER

The Hope Center’s mission is to be a source of consistency

and assistance to provide community members a better

quality of life. We accomplish this mission through our Urban

Diner, Food Pantry and collaborative efforts with other

community-based organizations and for-profit partners. We

serve low-income families and individuals who primarily live

in the Broadway-Fillmore area and Erie County.

Our Mission

Our Work During COVID-19
COVID-19 caused us to pause all activities and programs

that we typically provide to the community. After a

significant lapse, we were pleased to be able to re-open,

albeit in a limited and safe way. We began to provide both

our Urban Diner and Food Pantry services on a grab-and-

go basis. This allowed us to continue to support the

community, as well as keep clients and staff safe while

adhering to CDC guidelines and policies. We also started

our Rental Assistance Program designed to provide arears

assistance for City of Buffalo residents impacted by

COVID-19.

7,419
Meals served to the community

through our Urban Diner

578
Households provided food through

our food pantry



HOPE CENTER

During this year our department was able to band together

and find resourceful ways to continue the outstanding

services we are known for. COVID-19 has decimated not

only organizations, but individuals and their mental health

as well. Once a week, the Hope Center team would come

together to talk about life and the challenges we faced,

and just support each other. That, in and of itself, to us was

a major success story.

Our 2020 Accomplishment

Our Goal for 2021
In the coming year, the Hope Center is looking to start a job

training program designed to give community members the

opportunity to learn the many facets of the culinary arts.

Our first cohort will learn skills from our in-house

professional Chef, Chris Hamilton, including food prep,

kitchen cleanup, and how to shop. Our goal is to make

those enrolled marketable hires to local restaurants.

Our FundersOur Partners
FeedMore of WNY

United Healthcare

ALDI

Fidelis Healthcare

Ingram Micro

The Buffalo Bills

Target Stores

City of Buffalo, Community Development

Block Grant (CDBG)

First Niagara Foundation



HOUSING & COMMUNITY
DEVELOPMENT

We strive to provide safe, affordable and stable housing

and neighborhoods for all members of the community. We

envision diverse neighborhoods that encourage neighbors

and members of the community working together towards

these goals. 

Our Mission

Our Work During COVID-19
This year has been a challenge for our team as we’ve

traditionally relied heavily on meeting with residents in

person to review the matters at hand. Particularly when

residents are handing over important and personal

documentation, it is helpful for them to see us in person as

it builds a sense of trust. We have fine tuned our

communication strategy across the board to assist with

walking people through what they need in order to apply

for our programs and apartments over the phone. We have

adapted to making more frequent and longer calls to

homeowners to ensure they are at ease with the process.

Overall, we have continued getting people through our

programs pretty quickly and are taking care of residents.

27
Homes repaired in 2020,

comprising $536,214 in aid to

homeowners.

2
Houses renovated and sold to

first-time, low-income hombuyers.



Despite the challenges, we were able to still assist 27

homeowners with home repair needs in 2020 (compared to

30 in 2019). We adapted our intake process and adjusted

how we review a very complex process with residents over

the phone, including challenging conversations with those

who need additional guidance. We’ve identified new

language that will help us explain programs to everyone we

serve. We also continued assisting residents in our

apartment buildings while ensuring their safety along with

staff – no easy task with a major construction project at our

senior building, lease up of a new 27-unit  building and 

 adjusting to a new way of interacting with each other.

Our 2020 Accomplishment

Our Goal for 2021
We want to expand on the community development services

that we provide to make more complete neighborhood

changes and larger community impacts, and improve our

processes so that residents who live in our apartment

buildings can continue to improve their lives without

worrying about housing concerns. 

Our FundersOur Partners
Habitat for Humanity Buffalo

BestSelf Behavioral Health

Jericho Road Community Health Center

Local Initiatives Support Corporation

City of Buffalo Urban Renewal Agency

Neighborhood Preservation Coalition

New York State Homes & Community

Renewal

Town of Cheektowaga

HOUSING & COMMUNITY
DEVELOPMENT



HOPE HOUSE SHELTER

We are an emergency shelter for women and children that

works with the homeless population. Our staff help clients

manage their immediate needs, linking them with services

that will benefit them and help them find affordable

housing. Staff use a trauma informed approach to meet the

client’s needs, show empathy to their situation, and find the

best services for them.

Our Mission

Our Work During COVID-19
Navigating the COVID-19 pandemic was very challenging at

Hope House. The shelter was forced to reduce its capacity

by 50 percent and implement very stringent safety

protocols for staff and residents. At the height of the

pandemic, shelter residents were forced to quarantine at

our site, which made life very challenging for the families.

We were incredibly lucky to receive a donation from Buffalo

Bills quarterback Matt Barkley to purchase games, books,

and other means to keep the children and families

entertained and active. Staff also hosted a "Quarantine

BBQ" to keep everyone's spirits up.

458
Homeless women and children

provided with shelter in 2020.



Despite the difficulties stemming from the COVID-19

pandemic, our shelter staff were able to adapt and

continue to serve the women and children staying at the

shelter. We were able to forge new partnerships with

several groups in the community to provide additional

support for our families. We hosted an "Adopt-the-Shelter"

holiday campaign and received numerous donations of

gifts, and our partners at Amazon BUF5 hosted a gift

wrapping party for them. We also received donations of

holiday meals through the Buffalo Bills Foundation. We are

grateful to all our partners and supporters for wrapping

their arms around the shelter and its residents during a

particularly difficult year.

Our 2020 Accomplishment

Our Goal for 2021
It is with great sadness that the Matt Urban Center had to

close our Hope House shelter. We will continue to serve the

homeless community through our Homeless Outreach, Rapid

Re-Housing, and Permanent Supportive Housing programs.

Our FundersOur Partners
The Buffalo Bills

Amazon

Erie County Department of

Social Services

HOPE HOUSE SHELTER



PERMANENT SUPPORTIVE
HOUSING

Our team serves the homeless population and provides

them with low demand case management. We provide

support with relationship building, social engagement,

financial literacy, asset development, and educational and

vocational counseling. We promote ongoing linkages to

medical and community supports. We evaluate independent

living skills and work with our clients to foster maximum self-

sufficiency. We complete, maintain and encourage

Independent Services Plans, tracking progress in working

towards client goals.

Our Mission

Our Work During COVID-19
The COVID-19 pandemic significantly impacted how we

served our clients at Hope Gardens, HELP Buffalo I&II, and

our scattered site apartments. We were forced to suspend

in person gatherings and congregate dining at Hope

Gardens and deliver meals to our residents. Our case

managers had to shift to serving clients via phone or

socially distanced outdoors. Despite these challenges, we

did our best to ensure our clients' needs were met.

104
Homeless individuals placed in

permanent supportive housing in

2020



We were able to maintain full occupancy at Hope Gardens

and managed to develop relationships with landlords to

find safe, affordable housing placements for our clients in

Housing First, despite a shortage of available units due to

the eviction moratorium. Our staff also found creative ways

to continue enrichment activities for the clients at Hope

Gardens, in order to maintain a sense of community despite

being more isolated from one another than we were used

to being. 

Our 2020 Accomplishment

Our Goal for 2021
We look forward to adding additional units of supportive

housing to our program with the opening of The Mill at

Crossroads on Doat Street. This 78-unit apartment complex

will include 21 permanent supportive housing units for

clients of the Matt Urban Center, as well as offices for our

PSH staff. We're excited to be expanding our reach in the

East Side and serving more clients in 2021. 

Our Funders
U.S. Dept. of Housing and Urban Development (HUD)

NYS Office of Temporary and Disability Assistance

PERMANENT SUPPORTIVE
HOUSING



The Rapid Re-Housing (RRH) team's mission is to empower

hope and restore hope among those experiencing

homelessness. Our program is designed to reduce the

length of homelessness and shelter time by helping clients

to secure housing as quickly as possible. Our goal is to

reduce return rates to homelessness by providing support

services that help to eliminate any barriers to maintain

housing; thus minimizing the traumatic effects of

homelessness on individuals and families.

COVID-19 dramatically changed what RRH stands for

(rapidly housing clients). The demand for suitable

affordable apartments decreased. Landlords could no

longer evict or show apartments to clients, which left the

housing market unstable. Tenants stopped paying rent,

causing landlords to raise rents in low-income

neighborhoods. RRH provided clients with 100% rental

services and also took the lead with apartment searches for

clients, completing all the leg work on their behalf.

RAPID RE-HOUSING

Our Mission

Our Work During COVID-19

50
Formerly homeless clients

maintained their housing in 2020

15
New clients were housed by Rapid

Re-Housing in 2020



The main accomplishment we're proud of in Rapid Re-

Housing is maintaining a case load of 30-50 clients with

little staff, while remaining in the top five Rapid Re-Housing

programs within the Continuum Of Care. 

Our 2020 Accomplishment

Our Goal for 2021
Rapid Re-Housing's goals are to hire a full-time employee

and to provide trainings to continue servicing our clients

with a better understanding of their mental conditions,

needs and rights.

Our FundersOur Partners
We partner with local landlords and

property managers to house our clients.

City of Buffalo Emergency Solutions Grant

(ESG)

RAPID RE-HOUSING



Our mission is to assist senior citizens, age 60+, with living

independently in their own homes and either prolonging or

negating the need to be placed in assisted living or nursing

facilities. We accomplish this by linking clients with services

such as home delivered meals, housekeeping, personal

care, social adult day care, or personal emergency

response systems. We also link with benefits/entitlements,

such as Social Security, Supplemental Security Income (SSI),

Medicaid, Supplemental Nutrition Assistance Program

(SNAP), HEAP, Medicare Savings Programs, phone

discounts, property tax rebates, property tax exemptions,

and the Elderly Pharmaceutical Insurance Coverage (EPIC),

to assist with fiscal stability.

COVID-19 minimally affected Senior Services, as we could

no longer make home visits to our clients. However, we

were still able to complete assessments and check up on

clients by telephone calls. At one point, Case Managers

were required to work from home, but clients were called,

and contacts continued on time.

SENIOR SERVICES

Our Mission

Our Work During COVID-19

923
Senior citizens given the

resources needed to stay in their

homes.



This year, we were particularly proud to take part in a

program with Erie County Department of Senior Services

that brought “companion pets” to 11 dementia or isolated

clients. These automated dogs and cats are designed to

act like real pets, with similar moves and sounds. We tried

working with a cat, and it purred when we pet it and it

rolled on its back to have its belly rubbed. So far, these

animals have been successful in providing companionship

to our most vulnerable population.

Our 2020 Accomplishment

Our Goal for 2021
The Erie County Department of Senior Services sets our

goals for the 2021-2022 fiscal year. We are set to serve

750 Case Management clients, 750 Information and

Assistance clients, and 52 Outreach clients. Outreach

clients are people who have never used any of the Erie

County Senior Services programs, and they are difficult to

come by. 

Our Funders
The New York State Office for the Aging

Erie County Department of Senior Services

City of Buffalo Community Development Block Grant

The United Way of Buffalo and Erie County

FJC Foundation of Philanthropic Funds

The Virginia Evans-Devereux Memorial Fund

SENIOR SERVICES



After a three month pause, the staff resumed providing

weatherization services to the community. We were already

familiar with wearing PPE and we increased our clean-up

protocols and established social distancing measures to

help both staff and clients feel safe.

WEATHERIZATION

The Weatherization program provides energy savings and

health and safety services to income eligible residents of

the East Side of Buffalo. Weatherization saves energy

dollars, increases comfort in a home and helps preserve

housing stock.

Our Mission

Our Work During COVID-19

51
Homes weatherized in 2020,

making them safer and more

energy efficient.



We completed weatherization services on a 10-unit

apartment building that is part of a larger complex where

we previously completed 2 other buildings. 

Our staff worked through COVID restrictions, and

persevered when all of our Weatherization vehicles were

rendered inoperable due to vandalism. Through these

challenges we still successfully completed our work!

Our 2020 Accomplishment

Our Goal for 2021
We hope to continue to provide service to our clients in

need. We also hope we continue to encourage staff to

advance their skills in their positions.

Our Funders
New York State Homes and Community Renewal 

US Department of Energy 

US Department of Health and Human Services

New York State Office of Temporary and Disability Assistance

WEATHERIZATION



YOUTH & COMMUNITY
SERVICES

Our mission is to enhance student’s academic achievement

and to foster lifelong interests in arts, recreation, and other

areas by providing high quality out-of-school opportunities

that keep children safe and help them become

academically successful. 

Our Mission

Our Work During COVID-19
Due to the pandemic, we were not able to reach our goal

of 750 students. When the world shut down, all

programming paused. Our team used that time to

reconfigure our program, develop lesson plans and

evaluate student & community needs. In May, youth

programming went virtual and we provided students with

academic assistance and enrichment activities with Buffalo

Animal Adventures and La Movement Fitness. Unfortunately,

some program participants did not have the ability to log

into the program, as many did not have access to

technology. In October, we hosted a Virtual Remote

Learning Center. For eight weeks, the in-person Hub

provided academic support, internet access, meals and

devices for students to attend their virtual classroom.

505
Youth served in  21st Century, Empire and

Virtual Remote Learning Centers.



The youth department was determined not to lose touch

with our students. We mailed and expressed how they

missed the students and could not wait to return. 

Coordinators continue to make virtual programming a

success by personally dropping off “learning kits” on a

weekly basis to program participants. 

Our 2020 Accomplishment

Our Goal for 2021
Our goal is to increase enrollment, secure more funding

sources, and assist students with learning loss by increasing

academics. We realize that a lot of students either are

further behind than they were because they never logged

into virtual class for various reasons.  

Our FundersOur Partners
La Movement Fitness

Buffalo Animal Adventures

21st Century 

City of Buffalo Community Development

Block Grant

Say Yes to Education

YOUTH & COMMUNITY
SERVICES

Students were given the opportunity to participate in after

school from 3:00pm-6:00pm. Parents and students were

happy to attend the Hub as this gave working parents

some relief from finding childcare and students got to

meet new peers. Staff was hyper-aware when following

COVID protocols and creating a safe environment allowing

us to have zero COVID related issues. 



FROM OUR
BOARD CHAIR

Dear Friends,

In 2020, the COVID-19 global pandemic was to be the

main challenge for most of the world. Matt Urban Center

(MUC) was no different, but we had additional challenges

to overcome. Through it all, our staff remained committed,

flexible and always looking for new ways to safely

continue services for our at-risk population. The board is

most grateful for their courageous efforts. 

One of MUC’s most historic challenges happened in May

of 2020 with the departure of our previous Executive

Director. The Board asked Alissa Venturini, Chief Program

Officer, to step up as Acting Executive Director. Alissa

bravely accepted the temporary position and worked

closely with “The Chiefs” to keep the agency on track. 

The Board then established an Executive Director Search

Committee and spent seven months working with top

professionals to achieve our goal. A shout-out to our

Board Vice Chair, Brandon Jones, who logged countless

hours leading the committee. Brandon, your leadership

was exceptional! The Board’s efforts paid off when

Benjamin Hilligas accepted the position of Executive

Director and stepped into this role on Jan. 4, 2021. Mr.

Hilligas comes to us from the Erie County Youth Bureau

and is off to an impressive start at MUC and within the

community. Alissa Venturini returned to her previous role as

CPO and is to be commended for her leadership during

the most trying of times.



2020 brought change to the MUC Board as well. We added

several new board members with expertise in community

activism, law, human resources, finance, and

communication. New committees were formed and board

members have been working with staff on initiatives like

updating policies and procedures, fund development,

rebranding and more. To say we have an active board

would be an understatement. Our 17 talented, hardworking,

passionate board members are to be commended for

making tough decisions and providing true leadership to an

agency that is so crucial to our community. 

I would like to express my deepest gratitude to staff and

board for bravely rising to the challenges of 2020 and

getting us through this difficult year. I would like to thank

our funders and partners for their continued support and

belief in this agency’s ability to “revitalize neighborhoods,

serve families and change lives”. 

As COVID-19 wraps up, we take off our masks and see the

faces of the heroes who have made a difference.

With gratitude and appreciation,

M A R C I A  P A C C I O T T I

Chair, MUC Board of Directors



Board of Directors

M a r c i a  P a c c i o t t i ,  C h a i r p e r s o n

B r a n d o n  J o n e s ,  V i c e  C h a i r p e r s o n

D o u g l a s  B u t l e r ,  T r e a s u r e r

J a n i c e  S w i n n i c h ,  S e c r e t a r y

R a y m o n d  B r i n s o n

C a r l  C a m p b e l l

I r e n e  C i e s l a k

C y n t h i a  E b e r l

J e a n i e  G u s t a f s o n

E m i l y  K a u f m a n n

D a v i d  P f a f f

N a d e e n  S i n g h

M a r v a  T h r e a t

D o n n a  L a t h a m - E d w a r d s

B r a d l e y  N a s c a

L a u r e n  N o s t r o

 

C o n t a c t  O u r  B o a r d :  b o d @ u r b a n c t r . o r g



M a i n  H e a d q u a r t e r s ,  1 0 8 1  B r o a d w a y

A d m i n i s t r a t i o n

( 7 1 6 )  8 9 3 - 7 2 2 2  x 3 2 5 ,  b h i l l i g a s @ u r b a n c t r . o r g

H o u s i n g  &  C o m m u n i t y  D e v e l o p m e n t

( 7 1 6 )  8 9 3 - 7 2 2 2  x 2 1 4 ,  h o u s i n g @ u r b a n c t r . o r g

S e n i o r  S e r v i c e s

( 7 1 6 )  8 9 3 - 7 2 2 2  x 2 0 7 ,  t m u t z @ u r b a n c t r . o r g

W e a t h e r i z a t i o n

( 7 1 6 )  8 9 3 - 7 2 2 2  x 2 1 8 ,  j p a r y l o @ u r b a n c t r . o r g

 

H o p e  C e n t e r ,  3 8 5  P a d e r e w s k i  D r i v e

( 7 1 6 )  8 9 3 - 7 2 2 2  x 3 0 6 ,  k g l o v e r @ u r b a n c t r . o r g

P e r m a n e n t  S u p p o r t i v e  H o u s i n g ,  5 8  O b e r l i n  A v e n u e

( 7 1 6 )  8 9 3 - 7 2 2 2  x 5 3 0 ,  a s w a i n @ u r b a n c t r . o r g

Y o u t h  &  C o m m u n i t y  S e r v i c e s ,  1 2 9  L e w i s  S t r e e t

( 7 1 6 )  8 9 3 - 7 2 2 2  x 4 0 3 ,  d s e a s e @ u r b a n c t r . o r g

Contact Us

Follow us @MattUrbanCenter

www.urbanctr.org




