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Communication
We will listen and respond promptly.
I will respond to non-emergency calls and emails within
24 hours, and I will provide proactive status updates.

Adaptive
We will change to get better.
I will be flexible to accommodate my customers’ needs 
and commit to continuous improvement.

Reliable
We will be dependable and act with integrity.
I will do what I say I’m going to do, and if I have to say “no,”
I will explain why and try to find the “next best” solution.

Expert
We will know all services available.
I will learn as much as I can to find solutions.

Solution-Driven
We will provide innovative solutions.
I will provide more than one option and ensure a seamless
customer experience.

Adequate appreciation does not exist 
for the great things OA team members 
are doing. Each member of our team 

is stepping up and acting with the utmost 
professionalism and courtesy for our sister 
agencies. 

Every day, agencies are telling me how 
much OA is appreciated, and some are even 
sending notes of appreciation. We wanted to 
share some of those notes with you here. You 
are finding solutions by living our OA CARES 
values and you are making things happen! 
Thank you so much and keep up the good 
work!!

- Sarah

 
This is a special publication of the OA CARES Committee. 
Featured within are good-news stories highlighting our 
teammates’ great work exemplifying the OA CARES Core Values: 
Communication, Adaptive, Reliable, Expert and Solution-Driven.  
 
Visit the OA CARES Website at: https://oacares.mo.gov/

OA Commissioner 
Sarah Steelman 

https://oacares.mo.gov/
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Our need for assistance 
began when we heard 
the downtown Kansas 

City post office was closed and 
we could not get any mail from 
the facility.  Dan Mustoe was 
responsible for ensuring we had 
a daily window of time to pick up 
our mail from the facility by the 
end of the day. 

Thanks so much to Dan for 
working with the Department 
of Social Services (DSS) and 
troubleshooting so we could 
receive our mail. 

- Jennifer Tidball, DSS Director

DAN MUSTOE -  
General Services State Printing

PAUL HARRELL -  
St. Louis Veterans Home

I am a consulting dietitian for 
the St. Louis Missouri Veterans 
Home.  Due to COVID-19, I had 

to telework and needed my laptop 
connected to Global  Protect to 
work securely from my home.  
Paul assisted me in this effort. 
What should have taken minutes 
to achieve took three hours due 
to difficulties in connecting with 
each other. 

Paul was very professional, 
kind, and patient.  Without his 
expertise and assistance I would 
not be able to complete my work 
from home. 

- Martha Lammert RD, LD  
  Missouri Veterans Home
  (St. Louis)

Communication
We will listen and respond promptly.
I will respond to non-emergency calls and emails within
24 hours, and I will provide proactive status updates.

Adaptive
We will change to get better.
I will be flexible to accommodate my customers’ needs 
and commit to continuous improvement.

Reliable
We will be dependable and act with integrity.
I will do what I say I’m going to do, and if I have to say “no,”
I will explain why and try to find the “next best” solution.

Expert
We will know all services available.
I will learn as much as I can to find solutions.

Solution-Driven
We will provide innovative solutions.
I will provide more than one option and ensure a seamless
customer experience.
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CIO Jeffrey Wann gave the direction, with ITSD security 
concurrence, to change the Windows password reset 
from 60 to 90 days for most staff, enterprise wide.  

This should ease the burden on staff, especially those on 
administrative leave. 

Thank you, CIO Wann! This is possibly one of the most 
helpful things you could have done for me and my team 
during this process.  I sincerely appreciate it. 
 
- Tisha McGowan, DSS

Wade has been extremely helpful to Governor’s Council on 
Disability staff — from helping Laura Mueth find a power cord 

for her laptop so she could work remotely, providing a loaner laptop 
to Jessica Zimmer, to assisting me with Outlook and internet issues 
while working from home. He is always friendly, promptly responds 
to emails, and always resolves issues quickly.  We would not have 
been able to get our office up and running for remote work had it not 
been for him.  Wade is a stellar employee!  

- Claudia Browner, Governor’s Council on Disability
  Executive Director

WADE LOAR -  
ITSD

JEFF WANN -  
ITSD CIO



S P E C I A L - E D I T I O N  NEWSLETTER

At the Missouri Department of Labor and Industrial 
Relations (DOLIR) our ITSD-DOLIR staff was faced 
with two big challenges due to COVID-19. DOLIR 

handles Unemployment Claims and Workers’ Compensation 
Claims and both have required modifications and significant 
infrastructure changes for our unemployment system. The 
Websphere Team has been incredible, but Tony Giboney and 
Garry Farris have been instrumental.  Also, the database 
team assisted with last-minute deploys as instructions from 
the U.S. Department of Labor (USDOL) came flooding in. 

The next hurdle was getting as many essential staff teleworking 
as possible.  Of the nearly 700 employees, only a few have 
ever worked from home.  These employees also answer a 
call center line.  Our staff has been working with the Unified 
Communications (UC) Team, the Virtual Desktop (VDI) Team 
and Client Engagement Services (CES).  Specifically, Bob 
Simms, Angie Craig, Kristie Bailey, Darcy Woerner and  Sean 
Northweather assisted with softphone advice and installations.  
They worked after hours so the call center would not have 
services interrupted.  

Bryan Johnson, Jennifer Zimmerman and Cory Anderson 
assisted with VDI/RDP set up and groups, then verified 
information as we worked through lists of people.  The Help 
Desk has been answering calls for all of these staff members 
and returning calls that get dropped (thank you, Lora Dicus).  
Some returned calls occurred way past normal business hours 
to assist customers who have never worked with any of the 
technology they are being asked to use. 

                                                       Continued on next page.

TONY GIBONEY, GARRY FARRIS, BOB SIMMS, ANGIE CRAIG, 
KRISTIE BAILEY, DARCY WOERNER, SEAN NORTHWEATHER, 
BRYAN JOHNSON, JENNIFER ZIMMERMAN, CORY ANDERSON, 
LORA DICUS,  BRIAN SNELLEN AND CHRISTIE MALONE -  
ITSD-DOLIR Team
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Lastly, the ITSD-DOLIR team has been working around the 
clock, watching logs, responding to users, and helping 

customers get set up.  The Operations Team, Database Team, 
Developers and vendors have all been doing whatever it takes to 
keep the systems running and provide the needed information.  An 
especially big shout-out to Brian Snellen and Christie Malone who 
have taken on extra roles since the crisis began. They continue to 
do an excellent job at their everyday job. 

For the week ending March 21, 2020, the DOLIR Division of 
Employment Security (DES) processed 42,207 individual initial 
claims, which is more than 10 times the initial 3,976 claims processed 
during the week ending March 14, 2020. For perspective, in just 
one week, the DES processed nearly a quarter of the total number 
of individual claims it processed in all of 2019! 

-  Angela Anderson, Application Support Manager, OA ITSD-DOLIR

TONY GIBONEY, GARRY FARRIS, BOB SIMMS, ANGIE CRAIG, 
KRISTIE BAILEY, DARCY WOERNER, SEAN NORTHWEATHER, 
BRYAN JOHNSON, JENNIFER ZIMMERMAN, CORY ANDERSON, 
LORA DICUS,  BRIAN SNELLEN AND CHRISTIE MALONE -  
ITSD-DOLIR Team
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Read more OA CARES success stories at: https://oacares.mo.gov/stories/index.html
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