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The Resource Exchange Case Management Agency (CMA)  
Community Advisory Committee (CAC) Meeting Minutes 

10/24/2025 
0900-1000 

The purpose the Community Advisory Committee Meeting is to provide an opportunity for local and 
regional input regarding CMA operations, which helps us build a stronger case management system 
in our region. 

Committee Members  
 

Name Lived 
Experience Agency and Affiliation Attendance  

(in person/virtual/absent) 
Christina Butero ☐ The ARC Virtual 
Tracy Hiester  ☐ Independence Center  Virtual  
Jennifer Thornton ☒ Parent-Receiving HCBS Absent 
Stephanie Garcia  ☐ The ARC Pueblo Virtual  
Jenna Wolfe  ☐ Provider Agency  Virtual  
Jennifer Risdall ☐ Provider Agency  Virtual  
Jim Ruwwe ☒ Parent-Receiving HCBS Virtual 
Pattie Ruwwe ☒ Parent-Receiving HCBS Absent 
David Pump ☐ Provider Agency-Pueblo Virtual  
Bonnie Kniffin ☒ Parent-Receiving HCBS  Absent  

1. Welcome and Overview of Agenda [0900] 
2. CMA Operations updates/Input About CMA Operations [0900-0915] 
Kyle (TRE-manager) presented the following Q1 information to the CAC team- 
Topics Covered: 

a) Q1 Volume Snapshot 
o Overview of TRE’s referral and service volume for Q1. 

b) Initial Referral & LOC Timeframes 
o Data and trends related to the timing of initial referrals. 
o Timeframes for Level of Care (LOC) determinations. 

c) CSR Timeframes & Process 
o Breakdown of CSR processing times. 
o Overview of the CSR workflow and any identified bottlenecks or improvements. 

d) Complaints & Escalations 
o Summary of complaints received in Q1. 
o Escalation trends and resolution pathways. 
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3. Open Forum - Questions or Concerns [0915-1010] 
 

  Staffing & Demand Awareness 
• Discussion Points: 

o Concern that the TRE board of directors may not fully understand current demand and 
staffing challenges TRE is experiencing, and their impact to members  

o Need to highlight areas where staffing is most strained. 
o Need to align staffing initiatives around hiring case managers/retention  

• Action Items: Recommendations  
o Prepare a staffing impact report summary within CAC quarterly report to BOD 
o Present findings to the board with recommendations for resource allocation. 

 
 Policy & Process Review-Backdating/Member Discussion 

• Discussion Points: 
o Backdating issues: TRE is recommending providers backdate work, maybe collecting 

service plan signatures prematurely prior to hours agreement 
o Family caregiver policies are unclear and require full review-members/providers/CMA do 

not align on family caregiver processes  
o Families are struggling to navigate agency processes. 

• Action Items: Recommendations 
o During next CAC meeting, review of TRE’s procedures around signature collection and 

member back dating discussions 
o Review of TRE’s policies/ and procedure discussions with members around family 

caregiver, CFC eligibility, etc. for next CAC meeting.  
 

Community Support & Resources 
o Discussion Points: 

o Concern that food assistance resources will be cut in the short term due to recent 
government shutdown, and long term future cut uncertainties.  

o Need to collaborate with food banks, Catholic Charities. 
o Clarify eligibility: SNAP is general; WICK is for mothers and children (milk and cereal). 

o Action Items: Recommendations- 
o Share updated WICK/SNAP eligibility info with families and agencies, TRE staff  
o Strengthen partnerships with local support organizations. 
o Create a resource guide for families navigating food assistance programs. 

 
Guardianship training at TRE is a large community concern 
 

o Widespread community concern regarding TRE case manager’s collaboration with 
guardians, knowledge of guardianship in CO, partnership with guardians, authorized reps, 
and family members helping individuals through the process.   

o Case managers providing virtual case management remains an ongoing concern-many 
important care takers are left out of meetings  

o TRE’s training seems general, leading to a general knowledge in the community, many 
guardians being left out of key decisions and meetings.  
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o Action Items: Recommendations- 
o CAC Review of TRE’s guardianship training/partnership with TRE’s training team 
o It was recommended that TRE seek outside expert level guardianship training, the 

concern was identified that TRE’s training has moved internally, leading to 
generalizations and lack of case manager awareness on details.  

o Christina/Stephanie agreed to work with Kyle (TRE) to schedule some time to review 
guardianship training with TRE and conduct detailed guardianship training for TRE so 
case managers are informed/knowledgeable.  

o Kyle to meet with Stephanie to discuss detailed/additional concerns outside of CAC 
meeting 

o Team will review item again, once action items have taken place.  
 

o Discussion of TRE Q1 complaint log [10:10 AM] 
 

o Team will document comments in TRE’s complaint log-shared via SharePoint, so TRE can 
organize feedback and discussion with Leadership.  

 
o Several complaints were individually discussed in meeting 

 
o It was noted that several resolutions, complaint descriptions were left incomplete.  

 
o The CAC concludes that TRE’s staff/supervisors are still not fully descripting the 

complaints, understanding what the core issue is, and providing full resolutions. Further 
training on complaints/resolutions is recommended by supervisor and staff.  

 
o The CAC team recommends TRE shift to ensure TRE supervisors and staff are equipped to 

handle most complaints/escalations; as the team still thinks TRE’s managers/directors are 
too heavily involved in day to day complaints-leading to timing issues.  

 
o Discussion of Trends in Complaints [10:30 AM] 

o Team recommends TRE further break down metrics to be able to show CAC team/TRE 
board of directors where most complaints are occurring. This way the board can see if 
issues are within intake/enrollments or case management, aligning resources and 
training as appropriate.  

 
o  
o Wrap Up/Next Steps 1045 
• Team will meet again on 10/31/2025 to discuss preparing quarterly board report, due on 

11/19/2025 
• Team to work on and prepare report 
• Team to finish commenting/advising on TRE’s complaint log as appropriate 
• Next Meeting Date and Time-Kyle to schedule and send invite.  
• Kyle to prepare policy review/potential training review for next meeting  
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