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Vision

Mission
Hopelink’s mission is to promote self-sufficiency for all members 
of our community; we help people make lasting change.

A community free of poverty 



PAGE 3

Hopelink has confronted the issue of poverty in our community 
since 1971, providing a strong network of services that is 
twofold: ensuring stability for those in crisis, and helping those 
who have stability to acquire the skills and knowledge they 
require on their journey to exit poverty. 

The agency began when a group of neighbors got together to 
help each other find jobs. Over time—and with the support 
of community members and government partners who share 
our vision of a healthy and thriving community—other critical 
services were added. 

Over time, we realized our greatest impact on the lives of those who struggle with 
poverty came from addressing multiple needs facing individuals and families.

The result is a dynamic, responsive organization that is able to provide for not only the 
essential needs of food, shelter, heat and access to healthcare, but also the next steps 
on the journey from poverty: adult education, help finding a job, transportation, family 
development and financial literacy.

For more than four decades, our network of programs and services has been making 
a difference in countless lives; one person, one need, one result at a time. This report 
summarizes our impact over all of our program areas in 2015. 

Going forward, this data will guide our work as we further expand our reach, broaden 
our impact and continue to build a community free from poverty.

Lauren Thomas, Hopelink CEO

Introduction



PAGE 4

“If Hopelink’s programs weren’t there, I literally don’t know where we would be 
today ... I really have no idea. We would be sleeping in our car, and I don’t know 
where we would have gone after that. The experience changed me. It changed my 
life. I’ve never been around so many people who truly wanted to help.”  
— MARIA SKENANDORE
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Hopelink’s Area of Impact

Hopelink Housing

Duvall Place: Duvall 8 units 

Avondale Park: Redmond 61 units 

Hopelink Place: Bellevue 20 units 

Kenmore Place: Kenmore 9 units

Heritage Park: Bothell 15 units 

Clients Served by Service Center

Shoreline:  3,094

Kirkland/Northshore:  7,874

Bellevue:  5,940

Redmond:  4,000

Sno-Valley:  1,747

DART Transit
969,792 rides

Medicaid Transportation
44,173 riders  

Mobility Management
3,554 clients

Transportation Services

SNOHOMISH COUNTY

KING COUNTY

64,400 
unduplicated people served

Hopelink Transportation 
Services cover all of King 
and Snohomish counties.

Seattle
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Hopelink Client Demographics   

POPULATION 
BY AGE

100%

80%

60%

40%

20%

0

33%
19-44 yo

18%
65+ yo

29%
45-64 yo

20%
< 18 yo

POPULATION BY RACE/
ETHNICITY

2% American Indian or Alaska Native

7% Unknown

18% Other/Multi-Racial/Hispanic

47% White

2% Native Hawaiian or other 
Pacific Islander

17%  Black or African American

7% Asian
100%

80%

60%

40%

20%

0

Hopelink’s clients live in a diverse community and share the challenges of poverty. 
For some, the challenge is situational, brought on by a significant life event, such as a 
medical emergency, divorce, loss of a job or refugee status. For others, their poverty is 
long term, or generational. 

The following illustrations provide a broad overview of the people that Hopelink serves.
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POPULATION BY ENGLISH 
PROFICIENCY

82%
Communicate  

in English

18%
Limited  
English

POPULATION BY 
GENDER

57%
Female

43%
Male

The level of income required for a family to be economically self-sufficient in Snohomish County is $65,000. It 
is $74,000 in King County. More than 95 percent of families served by Hopelink have an income of less than 
$33,000. This gap demonstrates Hopelink’s commitment to serving those most in need in our community.  It also 
demonstrates the extent of the challenge faced by low-income households who are working towards self-sufficiency. 

FAMILY INCOME

95%
 of families served earn

less than $33,000

5%
 of families served earn

more than $33,000



PAGE 8

Hopelink’s Theory of Change Model
Healthy Individuals and Families

Theory of Change 

First, Hopelink services help clients achieve 
stability through the provision of basic needs, such as 
shelter, food and transportation. By achieving stability, 
the harmful effects of poverty are eased for all family 
members. Without the stresses of homelessness or lack 
of nutrition, family members are more able to focus on 
the next phase of their journey out of poverty. 

Clients become equipped to exit poverty by 
acquiring the skills and knowledge that can permanently 
change their lives. Clients come to Hopelink earning 
far from what is considered to be a living wage – the 
amount of income it takes to live without any financial 
assistance. Hopelink works with clients through various 
programs to: increase access to transportation, increase 
their income, improve their employment potential, and 
advance their education.

Food & Nutrition

STABLE
Basic Needs Secure

EQUIPPED TO EXIT POVERTY
Resilient     |     Employable     |     Resource Adequate           

Housing

Warmth  
(heat & clothing)

Educated & 
Literate

Mobility   
(transportation)

Basic Financial 
Resources

Health, Safety & 
Well-being

Job & 
Life Skilled

Social Capital 
& Connections

Legal Problems 
Mitigated

Debt & Credit 
Management

Children Safe & 
Thriving

DIRECT SERVICES & CONNECTIONS TO RESOURCES

The Hopelink Theory of Change is a visualization of the agency’s goals and objectives. 
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Hopelink Service Programs 

• Emergency Financial Assistance  
 Financial assistance for eviction  
 prevention, prescriptions, utilities  
 and other critical needs. 

• Energy Assistance 
 Programs offer assistance with  
 heat and other utilities, and   
 advice on how to save money   
 through energy conservation. 

• Food Assistance  
 Programs provide food for clients in  
 need through emergency food bags,  
 food bank assistance and programs  
 that support the nutritional needs  
 of children.

• Housing     
 Programs provide emergency   
 shelter and services to mitigate  
 crisis and help homeless families  
 achieve permanent housing.

Programs that help clients achieve stability:

Programs that help clients become equipped to exit poverty:

• Adult Education  
 Work-focused English language   
 programs and GED classes help  
 adults transition to post-secondary   
 education and/or obtain living  
 wage employment.

• Employment Services    
 Hopelink offers job placement    
 services to clients seeking to    
 acquire skills, knowledge and    
 resources to obtain employment  
 and plan long-term career goals. 

• Family Development   
 Case managers work with low-   
 income families in our community   
 and in our housing programs. They   
 identify strengths, set goals, and  
 help clients achieve success in areas   
 such as education, employment,  
 financial management, health,  
 housing and parenting.

• Financial Literacy  
 Financial coaching fosters financial   
 stability for individuals, families and   
 entire communities.

• Transportation 
 Transportation is essential both to achieving stability and becoming   
 equipped to exit poverty.
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2015 Results: Housing
Services that help clients achieve stability

HOUSING 
In the past year, 598 clients (171 families*) were served through all  
of Hopelink’s housing programs.

156
clients (47 families) 

 received emergency shelter

56%
of families who exited  

achieved greater housing stability

EMERGENCY FAMILY SHELTER 
Hopelink’s emergency shelter program provides month-by-month shelter 
to ensure families have the stability needed to obtain permanent housing. 
Hopelink helped 156 clients (47 families) with emergency shelter. These 
families had been on the streets, in their car or in a place not meant for 
human habitation. Of the families that exited our shelters, 56 percent 
achieved greater housing stability. 

*Some families utilize more than one housing program

Hopelink’s housing programs help homeless families end their crisis, gain stability and 
obtain permanent housing. Having a roof over their heads provides a family with the 
stability to focus on gaining the skills and knowledge needed to exit poverty. These are 
acquired through case management and other essential services such as employment 
assistance and financial coaching. 

598
clients (171 families)  

received housing services
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392
clients (106 families)  

received transitional housing

54%
families achieved  

permanent housing

113%
average family income 

increase from entry to exit

TRANSITIONAL HOUSING
Hopelink’s transitional housing focuses on families gaining employment, 
increasing their income and obtaining permanent housing. Hopelink housed 
392 clients (106 families) in transitional housing. Of those who exited the 
program, 54 percent achieved permanent housing, and monthly family 
incomes increased by 113 percent on average from entry to exit. 

12
families obtained permanent 
housing outside of Hopelink

65
clients (22 families)  

received permanent housing 

PERMANENT HOUSING 
Hopelink’s permanent housing at Duvall Place has a graduated rent 
structure where scheduled rent increases occur every 12 months. In 
addition to case management designed to help families achieve their 
goals, families are given access to the services needed to help them gain 
employment and continue to increase their household income. The intent of 
the graduated rent structure is to keep a focus on income escalation with a 
goal of the family ultimately achieving private-market permanent housing.In 
the past year Hopelink housed 65 clients (22 families) in permanent housing. 
Of these,12 families obtained permanent housing outside of Hopelink.
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EMERGENCY FINANCIAL ASSISTANCE
Hopelink’s financial assistance for eviction prevention provides one 
month’s rent so that a family is able to stay in their home. This one simple 
act prevents the family from falling through the cracks into perpetual 
homelessness; unable to pay for first and last month’s rent and the security 
deposit required to start over in a new place.

Eviction prevention assistance protects the family’s rental history, keeps 
them from incurring the costs of eviction and, most importantly, averts  
the trauma of not knowing where they will live for all family members. 

In addition to eviction prevention, Hopelink provides limited financial support 
for such things as prescriptions and utility bills not covered by traditional 
heating assistance programs. In the past year Hopelink helped 1,864 clients 
through emergency financial assistance and $444,549 was distributed to 
mitigate crisis and prevent eviction.

ENERGY ASSISTANCE  
Hopelink administers two important programs that assist low-income 
renters and homeowners with their winter heating and energy bills. These 
are the federally funded Low Income Home Energy Assistance Program 
(LIHEAP), and the Puget Sound Energy (PSE) HELP Program, funded by 
Puget Sound Energy. Hopelink helped 11,315 clients and distributed 
$3,081,274 in heating assistance. 

This critical support assures a warm home for seniors, individuals with 
disabilities, families and anyone in significant poverty.  

2015 Results: Client Services
Services that help clients achieve stability

$444,549
distributed for emergency  

financial assistance

1,864
clients received emergency 

financial assistance

$3,081,274
distributed in  

energy assistance

11,315 
clients received

heat and energy assistance

Hopelink’s five centers in Bellevue, Kirkland, Redmond, Shoreline and Carnation serve 
as community resource centers, providing emergency financial assistance, energy 
assistance, food assistance as well as community connections to Hopelink’s programs 
and those of our partners. 
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FOOD ASSISTANCE
In Washington, 14.6 percent of households experience food insecurity, 
with 6.1 percent of households falling within the “very low food security” 
category. Food insecurity is associated with poor dietary intake among 
seniors and younger adults, and has a variety of negative impacts, 
particularly related to health.  Hopelink’s food assistance programs provide 
emergency and supplemental food to help end food insecurity for thousands 
in our community.

Hopelink provided a total of 2,253,633 meals, with 14,754 clients receiving 
food assistance.

HOPELINK HARVEST 
Hopelink Harvest increases clients’ access to fresh, healthy food. Through 
partnerships with local farms, farmers markets, community gardens and 
individual growers, the Hopelink Harvest program collects donations of 
surplus produce for distribution at Hopelink’s food banks.

2,253,633 
meals provided in food  
assistance programs

14,754 
clients received  
food assistance

775,206 
pounds of fresh produce 
collected for distribution  

at food banks
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Hopelink’s transportation services are a critical tool in providing stability to clients 
and continuous support to help them exit poverty. The three programs of Hopelink’s 
transportation services (DART Transit, Medicaid Transportation and Mobility 
Management) connect clients to basic life necessities, such as education, employment 
and medical care.

People with chronic illnesses or those with a disability can struggle with public 
transportation, and many households do not have their own vehicles. Research shows 
that up to one-third of low-income clients find it difficult to get to their healthcare 
provider, resulting in sub-standard management of illnesses, even when care is readily 
available. Without access to healthcare, preventable or chronic conditions cannot be 
addressed. This can leave individuals struggling to retain stability and to find or maintain 
employment. 

Transportation allows Hopelink’s clients to access everyday life functions such as 
employment, banking, education, or even grocery shopping. Without reliable and 
affordable transportation, clients struggle to find and maintain stability and are not  
able to access the services and support they need to exit poverty.

Hopelink Transportation
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Getting around in the community often becomes an even greater concern for seniors 
who live independently. Ilse no longer owns a car, so without Hopelink transportation, 
her only alternative is to walk everywhere – even during the winter months. She is 
thankful she is able to rely on DART buses to get around. 

“I’m 83 and I can’t drive anymore, so I used to walk to the grocery store to buy food 
—and sometimes it was really cold and wet and I didn’t feel safe. Now, because of 
Hopelink, I can count on getting to the grocery store whenever I need to, and I know  
I will be taken care of.” 

Ilse is just one of many Hopelink customers who count on DART buses to stay 
connected to vital community services. For each of them, the mobility provided by 
Hopelink transportation is essential to continued stability.

Transportation Supports Independent Living
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DART TRANSIT (DEMAND AREA RESPONSE TRANSIT) 
Hopelink is contracted with King County Metro to offer public transit to the 
general public. DART provides bus routes in some neighborhoods within 
King County using mini buses that can go off regular routes to pick up and 
drop off passengers in service areas defined by Metro. DART operates on a 
fixed schedule, but one that has more flexibility than regular Metro Transit 
buses. Standard public transit fare applies to this service.

2015 Results: Transportation

MOBILITY MANAGEMENT  
The Hopelink mobility management team provides education and resources 
through three travel training programs in King County. These programs help 
people to navigate transportation programs in our region. Groups include 
low-income clients who speak little English, veterans, students, and people 
with disabilities. 

In addition, the mobility management team manages Vets-Go.com and 
FindARide.org—websites that connect veterans and other clients to 
transportation resources—and supports the King County Mobility Coalition 
in multi-agency coordination projects to improve mobility for all.

3,554 
total clients served

Services that help clients achieve stability and exit poverty

1,143,374
miles traveled 

969,792 
total rides

16 
routes
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Hopelink’s Medicaid Transportation team works 
closely with various medical facilities to assist with 
transportation for their specific customer base. Hopelink 
has transportation specialists located in the lobbies 
of Harborview Medical Center and Seattle Children’s 
Hospital. The specialists work closely with hospital staff 
to ensure timely transportation services to Medicaid or 
hospital-pay patients as needs arise. Specialists ensure 
successful contacts between drivers and patients 
in busy hospital lobbies, receive feedback regarding 
transportation services, and educate clients about 
transportation options.

Medical Facility Partnerships

MEDICAID TRANSPORTATION 
Hopelink is contracted with the state of Washington to provide  
Non-Emergency Medical Transportation (NEMT) in King and Snohomish 
counties for medical services covered by Medicaid. Transportation services 
include, but are not limited to, gas reimbursement, bus fare, cars and lift-
equipped vans for wheelchair mobility. The reasons for travel in the last year 
included 27,000 trips for cancer care and 161,000 for dialysis. There were 
more than 3,000 trips that assisted people with disabilities. Trip counts for 
Hopelink’s Medicaid Transportation program increased approximately 13 
percent from the previous year. A similar rate of growth is anticipated for 
the coming year.

44,173 
total riders

1,565,955 
total trips and other services

545,000
of those trips were on 
public transportation
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For a lot of older members of our community, stability is about staying healthy and 
it requires that they stay connected to specialized medical care. When Ed – now 
in his 70s – was no longer able to drive, he began to struggle to get to doctor’s 
appointments. For him, Hopelink transportation is a vital lifeline. 

“You have no idea how much I appreciate this service; I pray it stays. Before Hopelink 
transportation, I had to walk many blocks to a transit center and then catch a bus to see 
my doctor at Highline Medical Center. I am so grateful for Hopelink.” 

For Ed, knowing he can count on a safe, reliable ride to the doctor’s office brings peace 
of mind and ensures he will be able to safely remain on his own and continue to live 
independently. He is not alone; many Hopelink clients rely on transportation services in 
order to maintain stability and ensure they will not fall through the cracks into crisis.

Access to Healthcare Brings Peace of Mind
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For many Hopelink clients, the transition from crisis to stability and ultimately self-
sufficiency is built on a network of programs and services. As Darlene was searching 
for work, she was appreciative of the additional support she received through Hopelink. 

“My Hopelink Employment Specialist helped me find a job, and I am able to visit 
the food bank every two weeks and also receive energy assistance. And I count on 
Hopelink transportation in order to get to medical appointments—I don’t know what I 
would do otherwise. I wouldn’t be able to get to the doctor without Hopelink.”

Darlene worked hard to get back on her feet. Ensuring that she was able to rely on 
Hopelink transportation to get to the doctor gave her one less thing to worry about as she 
made the transition out of poverty toward stability and ultimately exiting poverty for good.

Continued Stability is Essential for Exiting Poverty
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117
students enrolled in 

 GED program

7
students earned their GED

GENERAL EDUCATION DEVELOPMENT (GED)
Earning a GED – the equivalent of a high school diploma – provides an 
essential step toward exiting poverty for those who dropped out of school 
in the United States or who moved here without a high school credential.

In January 2014, a new standard for GED testing was launched nationally. 
This made the test much more difficult to pass and resulted in a 90 percent 
reduction in testing nationwide. 

Hopelink’s GED program has evolved to provide not only unduplicated 
education services to help students achieve their GED, but also critical 
navigation services to help students identify and enroll in the best possible 
education path to help them progress toward living wage employment and 
out of poverty.

A total of 117 students enrolled in Hopelink’s GED program, with seven  
of them earning their GED.

ENGLISH FOR WORK 
Hopelink’s English as a Second Language program focuses on helping non-
native English speakers gain and keep employment. In total, 249 students 
enrolled in this program. Of those who completed the course, 63 percent 
had significant gains in their English language skills, and 13 percent improved 
their employment status. Of all employed clients who completed the course, 
their average wage when exiting the course was $12.80 an hour. 

Services that Equip Clients to Exit Poverty

2015 Results: Adult Education

The Hopelink programs that provide stability continue to support clients as they focus 
on acquiring the skills and knowledge needed to exit poverty.

63%
completing the course had 

significant gains in  
English language skills

$12.80  per hour 
average wage upon completion 

249 
clients enrolled in English  

for Work program
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EMPLOYMENT SERVICES 
Hopelink’s employment specialists provide several key services to low-
income adults seeking employment in our area. First, they provide the 
preparation needed to seek a job: resume assistance, interview skills 
and practice, consultation on attire and, most importantly, coaching on 
the critical skills needed to get and keep a job. For those with negative 
employment histories, such preparation skills are essential. Next, the 
employment specialists connect with employers to identify opportunities 
for Hopelink clients. They host job fairs of various sizes. They take clients 
to other community events where employers are seeking applicants. 
Employment specialists guide clients through the process until they  
achieve employment. Finally, they provide post-employment support.  
The employment specialist helps ensure success for both the client  
and the employer. 

Hopelink served 315 clients through its employment services with 41 
percent exiting the program with an improved employment status. The 
average wage of those exiting the program was $13.90 per hour.

FAMILY DEVELOPMENT 
The Family Development program helps stabilize low-income families who 
are living in poverty. It then helps them set and achieve the goals needed 
to become equipped to exit poverty. Case managers help families identify 
where they want to go and how to get there. They provide guidance and 
accountability along with connections to critical resources within Hopelink 
and the community. As in our housing program, this program has seen 
a significant shift in the population served over the past 18 months. The 
families are significantly lower income, with most well below 30 percent 
of the area’s median income. Those in the program are now more likely to 
have a disability or be experiencing homelessness. The Family Development 
program is one of the key resources available to families who are homeless 
but no longer qualify for the family homelessness system because they may 
be staying very temporarily with a friend or family member.

Hopelink provided family development services to 509 clients (146 
families). Of the families who exited the program: 72 percent of families 
achieved and/or maintained stable housing; 30 percent of adults improved 
their employment status; 32 percent of families increased their family 
income by at least 30 percent. 

2015 Results: Employment and Family Development
Services that Equip Clients to Exit Poverty

72%
of families established or 
maintained stable housing

30%
of adults obtained or 

 increased employment

32%
increased family income 
 by at least 30 percent

509
clients (146 families) received 
family development services

41%
exited with improved 
employment status

$13.90 per hour
average wage of those  

exiting the program. 

315
clients served through  
employment programs
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32 
percent of adults 
completed an 
educational goal or 
were pursuing an 
educational goal 
upon completion of a 
Hopelink program

EDUCATION

43
percent of adults 
were employed 
upon completion of a 
Hopelink program 

EMPLOYMENT

71 
percent of households 
who completed a 
Hopelink program 
established or 
maintained housing 
stability

HOUSING

37 
percent of households 
increased their monthly 
income

INCOME

What does it mean to be equipped to exit poverty? Hopelink defines this as achieving 
significant progress toward four key indicators: education, employment, housing stability 
and income progression. We measure these outcomes for clients in our programs that 
equip them to exit poverty, and we look at trends across multiple programs.*

Measuring Outcomes

*The measurements of success focused on 639 households and 722 adults who completed/exited a Hopelink program 
in 2015. The programs chosen for review were: Family Development, Housing, Employment, GED and English for Work.
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Conclusion
Hopelink’s Theory of Change is the framework through which the agency is building  
a stronger, more vital community. By mitigating crises, ensuring a foundation of 
lasting stability, and providing an opportunity to gain the skills and knowledge needed 
to exit poverty, Hopelink empowers clients to create a better future for themselves 
and their families.

Over the past year, the agency has seen growth across all of its services. This increase 
has had a measurable impact on the community, and Hopelink is committed to further 
expanding its programs and services in the coming years.

As an adaptive, agile and data-driven agency we are perfectly positioned to meet the 
changing needs of our diverse community with an eye toward—and a plan for—
measurable success.

1,728 
clients served in 2015 

EQUIPPED TO  
EXIT POVERTY

21,630  
clients served in 2015 

ACCESS TO 
STABILITY

44,173 
clients served by Medicaid 

transportation in 2015 

ACCESS TO 
HEALTHCARE
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Hopelink
10675 Willows Road Northeast
Suite 275
Redmond, WA 98052
425-869-6000

hope-link.org

Hopelink is a registered 501 (c)(3) organization.


