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https://www.hopelink.org 

Website Redesign Request for Proposal 
(RFP) 

1. Background 
Hopelink’s mission is to promote self-sufficiency for all members of our community, and 
to help people make lasting change in their lives. Our vision is a community free of 
poverty. 
 
Every year, Hopelink serves about 50,000 people in King and Snohomish Counties, 
providing services that are designed to help individuals and families find stability in crisis 
by meeting basic needs for food, shelter, heat and transportation. In addition, Hopelink 
supports people working hard to build a path out of poverty, through adult education, 
financial capabilities classes, help finding a job and family development support through 
comprehensive case management. 
 
Now in its 51st year of serving the local community, Hopelink has a proven track record 
of changing lives: ensuring that children have enough to eat and the tools to succeed in 
school; that young families have a stable place to live and a plan of action for getting 
back on their feet; that retired individuals have food and heat to help them stay safe and 
healthy in their homes. 
 
During the past two years, as a global pandemic turned lives and livelihoods upside 
down, Hopelink continued to serve a community in crisis; transitioning programs and 
adapting as necessary to ensure the health and safety of those in need of support, as 
well as staff and volunteers. In 2021, Hopelink not only continued to provide all services, 
but distributed 6.4 million pounds of food. 
 
Hopelink’s vision of a community free of poverty requires that as an organization, we 
must disrupt racism and other forms of bias. Hopelink is committed to building equitable 
and welcoming systems so that people from all cultures and backgrounds are 
empowered to gain the skills and knowledge they need to exit poverty. The organization 
advocates for new practices that promote the building of generational wealth for 
communities of color and address historical discrimination in housing, lending, 
employment and financial services.  
 
Hopelink has been a leader in addressing the needs of individuals experiencing poverty 
since the agency was created in 1971, rising out of the economic crisis in the late 1960s 
and early 1970s. Today, Hopelink is a Community Action Agency with a 50-year history 
of providing community services in north and east King County. Hopelink also provides 

https://www.hopelink.org/
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transportation throughout King County through our DART program, and Non-
Emergency Medical Transportation for medical services covered by Medicaid in King 
and Snohomish Counties.  
 
Hopelink’s community services programs are designed to help individuals and 
households reach stability as well as build the skills and tools needed to equip them to 
exit poverty permanently. Community services programs include food assistance, 
energy and water assistance, financial assistance, financial capabilities, employment 
services, adult education, housing and family development.  
 
With an annual budget of over $70 million, Hopelink operates five service centers with 
program representatives and food markets in Remond, Bellevue, Kirkland, Shoreline 
and Carnation in King County, WA. Hopelink also maintains five additional emergency 
shelters and long-term housing complexes with a total of 113 units and a transportation 
brokerage in Kent, WA. The 501(c)3 organization employs more than 350 people. 
 
1.1 Client Demographics 
 
In 2021, 60% of community services clients were female, 22% were disabled. Based on 
data collected in 2020, 21% had limited English proficiency, 66% were unemployed and 
36% were refugees.  
 
In 2021, demographic information for clients who received Hopelink services (based on 
information provided by clients and not including transportation or food program clients) 
indicated the following: 

Client Services 
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Transportation 

In 2021, 51% of transportation clients were female and 10% were non-English 
speakers.  

In 2021, demographic information for clients who received Hopelink transportation 
services (based on information provided by the Healthcare Authority) indicated the 
following: 

 

 
 
 

2. Project Goal and Deliverables 
The overall goal of the website redesign is to ensure that Hopelink’s key audiences of 
community services clients, transportation clients, donors, volunteers, community 
partners and potential employees can readily find the information they need to: 

• Easily access each service provided by Hopelink 
• Easily access multiple relevant services based on need 
• Find a service center and relevant program information in an easy, one-

click process from the homepage 
• Learn about and sign up for transportation services 
• Easily contribute to the organization financially or by volunteering 
• Learn about our community partners and find information on partnering 

with Hopelink 
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• Access information easily if English is not their primary language or they 
are experiencing disability 

 
For the full list of project goals and deliverables by category, please refer to the Website 
Feature Categories spreadsheet in the Appendix.  
 
The current Hopelink website was built in 2016 and no longer meets the audience and 
functional needs of the organization. Accessibility features, including features that 
enable individuals with disabilities and non-native English speakers to easily access 
relevant information, are a priority for inclusion in the redesign of Hopelink’s website. 
Another primary goal is to make it easier for clients to access multiple services. Given 
the amount of information available through the organization, we aim to address 
usability, specifically the ability of our various audiences to find information relevant to 
their individual needs. In addition, Drupal 7, our current content management system 
will reach its end-of-life in November 2023. 

Foundational Goals: 
• Clients can easily access each service provided by Hopelink 
• Clients can easily access multiple relevant services based on need 
• Finding a service center and relevant program information is an easy, one-click 

process from the homepage 
• Information on service centers and relevant program information is easy to 

access from any page within the site 
• Federal aid documents are within two clicks of the homepage 
• The website is accessible to users with disabilities 
• The website includes an easy-to-use, automated translation function capable of 

serving information in multiple languages 
• The website includes a findable and easy-to-use function for text enlargement 

and increased contrast 
• Site security adheres to Open Web Application Security Project (OWASP) 

standards 
• The website is designed through a lens of equity, diversity and inclusion 
• The website is designed through a trauma-informed lens 
• User experience is emphasized in all stages of the redesign 
• The site architecture appropriately balances the needs of our client, volunteer, 

donor and community partner audiences 
• Users can easily locate fundraising options and community events 
• Hopelink’s work is contextualized through stories (written, video, testimonials, 

etc.) 
• The website is visually appealing and on-brand 
• The website is designed to be responsive based on the needs of users and the 

device 
• Version control is provided including development, staging and production sites 
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• The site is designed on a commonly used content management system. 
WordPress is highly preferred. Content management systems with low market 
share will not be considered. 

• All design features and functionality can be edited easily 
• To ensure that we can customize content without restriction, website components 

must be editable using HTML5, CSS3, JavaScript 
• Google Analytics & Tag Manager or similar analytics tools are included 
• Search engine optimization (SEO) is included 
• Promotion plan for the new website though Hopelink’s digital channels is 

included 
• Hosting recommendation and setup is included. It is preferred that hosting not be 

provided by the website vendor or content management system.  
 

3. Content Needs 
 
The Website Redesign Committee consisting of representatives of each department 
within Hopelink will help coordinate information gathering with the website vendor for 
each program. They will assist in the recruitment of users for information gathering and 
user testing.  
 
Final website content will be created in collaboration with the Hopelink Communications 
Team to keep content messaging and design consistent with Hopelink brand standards, 
tone and style with input from the Website Redesign Committee and Hopelink 
stakeholders.  

The website vendor will determine site architecture and high-level page content based 
on information gathered during user-testing and discussion with the Website Redesign 
Committee. Draft content will be provided by Hopelink Communications and adjusted 
with page goals and usability in mind by the website vendor.  

The website vendor will be involved in all aspects of content creation and will be relied 
upon for functionality and user-experience considerations that may inform content 
design. When content or design provided by any contributor may hinder website 
objectives and/or usability, the website vendor will be responsible for drawing attention 
to potential issues and proposing solutions.  

The Communications Team consists of the VP of EDI/Strategic Communications, the 
Communications Manager, the Visual/Brand Specialist and the Digital Communications 
Specialist.  

3.1 Section for each Hopelink program: 
A. Transportation 

Hopelink Transportation includes three programs, DART, Non-emergency medical 
transportation and Mobility Management. Transportation services account for nearly half 
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of Hopelink’s overall client services. Unlike most other Hopelink Programs which serve 
north and east King County, transportation serves all of King and Snohomish Counties. 

DART Transit 

DART Transit is provided by Hopelink through a contract with King County Metro. The 
program offers bus routes in some neighborhoods using minibuses that can go off 
regular routes to pick up and drop off passengers. Buses run on a fixed schedule, but 
one that has more flexibility than regular Metro Transit buses. Scheduling a DART ride 
can be done by submitting a request through a DART request Drupal form or by phone 
at 866.261.DART during specified hours. 

Medicaid Transportation 

Non-Emergency Medical Transportation (NEMT) operates in King and Snohomish 
Counties, providing rides to medical services covered by Medicaid. Rides are scheduled 
by phone or fax. Clients may check the status of a ride, cancel a trip and provide 
feedback at www.myrideonline.com. Gas cards for trips and bus fares can also be 
provided to clients. NEMT uses a secure document upload embedded in the current 
website. 

Mobility Management 

Mobility Management provides travel education and resources, coordinates special 
needs transportation through cross-sector collaborations and gathers data to 
recommend and implement improved services. Mobility Management provides trip 
planning tools such as findaride.org and the future One-call-one-click and runs the 
Community Van Program.   

B. Food Assistance 

Hopelink Markets located at each of the five service centers distribute food by 
appointment and during walk-in hours. Clients can select groceries and household 
supplies from shelves, coolers and produce bins in each market. Hopelink’s Mobile 
Market makes routine stops within Hopelink’s service area. The Hopelink Harvest 
program distributes fresh produce to Hopelink Markets through partnerships with local 
farms, farmers markets, community gardens and individual growers. Additionally, 
Hopelink organizes gleanings and healthy cooking demonstrations through the program.  

C. Energy and Water Assistance 

Energy and Water Assistance is available by making an appointment online, by phone, 
or by dropping off a completed packet at a Hopelink Service Center. 

D. Financial Assistance 

Hopelink provides Financial Assistance based on the availability of funds to help 
individuals and families avoid eviction, pay first month’s rent and on a case-by-case 
basis to help cover expenses incurred due to special circumstances and emergencies. 
Appointments are made with the Hopelink Service Center serving the client’s area.  

E. Financial Capabilities 

https://www.myrideonline.org/
https://www.findaride.org/
https://www.kcmobility.org/ococ
https://www.hopelink.org/community-van
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Hopelink provides individualized financial coaching and education through in-person or 
virtual appointments. For appointments, clients call 425.250.3003 or email 
FinancialCoaching@hopelink.org.  

F. Employment Services 

Ongoing job coaching and one-time employment consultations are available based on 
job-search related topics such as resumes, interviews and job applications. Clients 
email HEP@hopelink.org or call 425.250.3030.  

G. Adult Education 

Hopelink Adult Education offers two kinds of classes: GED/High School+ and English 
for Work. Clients enroll in the GED program by emailing DMargolis@hopelink.org or 
calling 425.457.9685. For English for Work, clients enroll by emailing 
englishforwork@hopelink.org, calling 425-250-3007 or by filling out the online MS Office 
form. 

H. Housing  

Hopelink's transitional, emergency shelter and long-term housing programs in Bellevue, 
Bothell, Duvall, Kenmore and Redmond include comprehensive support to help families 
move from crisis to stability. Housing units are filled through King County’s Coordinated 
Entry for All system. 

I. Family Development 

Hopelink’s Family Development Program is a one-on-one case management program 
for families who live, work or go to school/have children enrolled in school in Hopelink’s 
service area. Families set their own goals and can rely on their case managers for 
resources and referrals, advocacy, navigation and support. Families enroll by 
completing a phone screening that can be scheduled by calling 425-883-4755 or filling 
out an online Drupal form. 

3.2 Development/Fundraising Section 
Individuals and groups donate to Hopelink in a variety of ways including through direct 
donation, donations in tribute, stock transfer, recurring gifts, peer-to-peer fundraising, 
drives to raise funds and collect food, sponsorships and business partnerships. Donors 
take part in major fundraising events such as the Reaching Out Luncheon, Turkey Trot 
5K and Farm Fresh Feast. Major fundraising drives throughout the year include Lend a 
Hoping Hand, Giving Tuesday, GiveBIG, End Summer Hunger and Kids Need School 
Supplies. 

One of our goals for the new website is to balance the client-facing and philanthropic 
sides of Hopelink. To this end, we would like the website vendor to propose a solution 
that will enable us to present information to donors without detracting from content 
aimed at clients. One proposed solution is a subdomain for development pages that 
outlines the various ways to give to Hopelink, highlights our events, campaigns and 
stories and provides a space to recognize our donors, business partners and grantors. 

mailto:FinancialCoaching@hopelink.org
mailto:HEP@hopelink.org
mailto:DMargolis@hopelink.org
mailto:englishforwork@hopelink.org
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The main credit card donation form would need to continue to be accessible from 
anywhere on the Hopelink website.  

The Hopelink Development Team uses the Fenly platform to organize drives and peer-
to-peer giving as well as Raiser’s Edge software to generate donation and event 
registration forms. These two technologies must be considered when designing content 
for development.  

Development content must include:  

• A credit card donate button that is accessible from any page on the site 
• Ways to make monetary contributions by: credit card (one time or recurring), in-

tribute, stock transfer, by mail or phone or via PayPal 
• Highly visible call-to-action to make a credit card donation 
• How to donate goods 
• How to start a fundraising drive 
• A section for information on volunteering (this information should also be placed 

prominently on the main hopelink.org domain as outlined in 3.3) 
• Space to highlight event and campaign sponsors 
• ‘Who’s Helping Hopelink’ space to highlight donor and community partner stories 
• Campaign and event highlights (either pages or blocks that can be added or 

removed as needed) 
• ‘Most urgent needs’ space 
• Page for 990s, annual reports, impact reports, strategic plan and form sign-up for 

donor-facing email newsletter 
• Events calendar 

 
3.3 Section for Volunteers 
Hundreds of Hopelink volunteers ensure that Hopelink’s services run smoothly each 
year. Volunteers register to volunteer through our volunteer management software, 
VolunteerHub. After completing a volunteer orientation, they may sign up for available 
spots through the system. 

Volunteer content must include information on: 

• Individual volunteering 
• Group volunteering 
• Volunteering requirements 
• Ongoing volunteer opportunities 
• Highlights for most urgent needs 

 
3.4 Sections for the public and community partners 
 
About Us section 
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• A section that describes the mission, vision and work of Hopelink. This area 
includes Board of Director bios and Hopelink’s Leadership. 

• An area that highlights Hopelink’s publications such as the annual Impact Report, 
Reaching Out Magazine and Connections 

• A blog aimed at donors and community partners 
 
3.5 Careers page for candidates for employment 
 
A findable careers page with information about employment opportunities at Hopelink. 
The careers page should be designed in a way that fosters a positive candidate 
experience.  
 

4. Functionality Needs 
For the full list of project goals and deliverables by category, please refer to the Website 
Feature Categories spreadsheet in the Appendix.  
 
4.1 High Priority Functionality Needs 

• Alert section that appears at the top of the homepage and can be customized 
and added per page. Commonly used alerts are for: transportation notices, 
closure notices, limited operations 

• Centralized calendar 
• Zip code filter function 
• Blog aimed at donors and community partners 
• A footer containing: 

o Privacy policy 
o Terms of use 
o Sitemap 
o Information 
o Copyright 
o Contact 
o Social icons 

• Contact forms for each program with: 
o A high level of security 
o Consistent, quality user interface 
o Easy flow of data to our O365 environment 
o Automated routing to appropriate agency recipient 
o Ability to note need for translator 
o Ability to note additional service needs 

• Intake forms for Community Services programs such as Energy and English for 
Work 
o High level of security 
o Consistent, quality user interface 
o Easy flow of data to our O365 environment 
o Automated routing to appropriate agency recipient 
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o Ability to note need for translator 
o Ability to note additional service needs 

• Appointment scheduling function 
o Clients can schedule appointments 
o Employees can set appointment availability  
o Zoom or MS Teams links provided 

• Attention to tracking submissions made through third-party applications such as 
Raiser’s Edge products and Fenly 

• URL redirects within the site must be edited easily 
• We use many third-party embeds so we need to retain the ability to add and 

remove these easily 
• Well-placed newsletter sign-ups for each of Hopelink’s newsletters 

 
4.2 Medium Priority Functionality Needs 

• Hopelink market hub  
o An interactive area dedicated to Hopelink markets that enables clients to 

select their market, see special programs that apply, see alerts and view 
distribution wait times. 

o Includes information for volunteers serving at each market 
• Search function 
• Chat function 
• Limited administrative privileges for program managers 
• Resource libraries 
• Campaign and program announcement blocks that can be used on multiple 

pages 
• Client FAQs 

 
4.3 Features for Future Phases 

• Food distribution wait times 
• “Meet the teams” sections 
• Interactive features like quizzes and a poverty simulation 
• Client portal 

o Client login 
o Clients can check on enrollment 
o Clients can chat with program representatives 
o Clients can update information 
o Clients can receive reminders about documents needed 
o Clients can access resources for programs they are enrolled in 
o Portal provides a seamless scheduling function with O365 

 
Eventually, Hopelink would like to offer a client portal that integrates with some of the 
technologies Hopelink uses to communicate internally to store and manage client data. 
Possible integrations include Hopelink Microsoft Dynamics customer service portal 
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(CSP), CASS, UniteUS, the Food App, Saferide NEMT reservation portal, 
MyRideOnline, One call, One-click and Passio.  
 
Many of the technologies listed above are in the early stages of development and rollout 
so we do not anticipate considering a portal solution for at least a year. However, we 
would like the website vendor to consider the future phase in order to build a website 
with architecture that will not hinder our ability to build a client portal. The website 
vendor is invited to propose future work toward this goal. 
 

5. Audiences 
5.1 Community Services Clients 
Demographics:  

• Gender: All. Slightly more women than men 
• Age: All ages. The most represented age group is 24-44 years old 
• Language: 20% have limited English proficiency 
• Most common education level: high school graduate or some college 

Psychographics: 

• Medium to elevated levels of stress 
• Focused on the problem 
• Unsure of how Hopelink programs serve their situation 
• Feeling frustrated 
• In a hurry 
• Want to feel welcome/encouraged 

Goals: To overcome the most pressing obstacle quickly and set up for future success 

Technology: Smartphone, desktop/laptop (may use older versions) 

User example 

Our client K lost her job due to COVID-19 and started to fall behind in rent. She had 
applied for unemployment benefits, but months later had still not heard anything. This 
caused her to fall further and further behind. K found information on financial assistance 
on the Hopelink website and contacted her local service center. K was able to receive 
$2,000 in Hopelink funds and $1,000 in Low Income Home Energy Assistance Program 
(LIHEAP) funds as well as Eviction Prevention funds to pay off a sizable portion of her 
$4,582.22 rent balance. During the financial assistance process K mentioned she was 
actively seeking employment and was referred to our Employment Program in which 
she is now currently enrolled. 

User example 

S came to the Employment program after losing his job in the restaurant industry due to 
COVID-19. Wanting to change occupations and industries, S talked with friends to get 
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advice and researched which opportunities might be available but was not making any 
progress. S found Hopelink while researching options. He emailed the program and was 
enrolled in the career coaching program. S told the Employment Specialist (ES) about 
his plans and the research that he had been doing. He was very determined to move 
into a new occupation without having to obtain any education or training, although he 
had no previous experience. In supporting the customer, the ES assisted him in 
preparing for his job search and interviews. Although he was not getting any responses 
to direct applications, he was called for an interview through his networking activity and 
made it to a third round of interviews but was not hired for the position. After this, S re-
evaluated his plans and talked about pursuing education opportunities. The ES assisted 
him in looking at funding programs and researching education programs at local 
colleges. After talking to a couple of school advisors, he decided to pursue a business 
transfer program that will enable him to transfer into a bachelor’s degree program. He 
also spoke to an advisor about funding that would enable him to continue to collect 
unemployment benefits while attending school. At this time, it looks like S will start 
classes at Shoreline College Spring quarter. 

User Actions and Information Needs 

• Find relevant program information 
• Find hours of operation 
• Find eligibility information 
• If enrolled in an existing program, learn about which other programs they are 

eligible for 
• Schedule appointment 
• Sign up for services 
• Find their service center 
• Find other local services 
• Find their community action partner if out of our service area 
• Find relevant contact information 
• Gathering information about seasonal programs such as Kids Need School 

Supplies and End Summer Hunger 

5.2 Transportation Clients 
Demographics: 

Age: 49% of transportation clients are under 18 or over 65 

Many have disabilities or are experiencing a medical condition 

User example 

Maria is a 24-year-old wheelchair user; for most travel, she uses Metro Access. She has 
a dinner date with a friend and Access will not be an option because of operating hours. 
She wants to find out if there is another service that could get her there, or she may 
reschedule with her friend. Maria is feeling curious and pressed for time and wants 
something quick and easy. 
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User Actions and Information Needs 

• Schedule an NEMT Trip 
• Securely submit documents 
• Get reimbursed for an NEMT trip 
• Request a DART Trip 
• Sign up for a Community Van trip 
• Obtain a gas card or Orca card 
• Find transportation options serving their area 
• Find transportation options that meet their accessibility requirements 
• Understanding their eligibility 
• Check which program they’re already enrolled in 
• Current transportation clients can find out what added transportation or client 

services options may be available 
• After learning about the closest center, get directions or options for how to get 

there 
• Accessing MyRideOnline, FindARide or One-Call/One-click 
• Get information on the status of their pending application 

5.3 Donors 
Demographics:  

Age: 25 – 70,  

Income: $75k+ yearly income 

Gender: Mostly women 

Psychographics 

• Socially minded 
• Interest in community involvement 
• Motivated 
• Want to know that their contributions will make a difference 

User Actions and Information Needs 

• Make a one-time or recurring credit card donation 
• Donate by PayPal, email, phone or check,  
• Make a donation in tribute 
• Find matching gift info 
• Transfer stocks 
• Find tax info 
• Find out how to become a sponsor 
• Sign up for Hopelink events for donors 
• Find information on current giving campaigns 



14 
 

• Find out how to become a corporate partner 
• Start a peer-to-peer fundraiser 
• Start a food or fund drive 
• See donor recognition information and stories 
• Find out what Hopelink does with philanthropy in mind  
• Find out ways in which community partners can get more involved  
• Find information on Hopelink’s fiscal responsibility 
• See examples of the impact Hopelink makes in the community 
• Find out who we serve 
• Find Hopelink greatest needs 
• See information on Hopelink’s partnerships 
• A clear donate call-to-action listed prominently 
• A trackable donation page providing multiple options for giving 
• Feature spaces for current campaigns and events that are easy to add and 

remove 
• Easy access to donor outreach materials 
• A compelling “About Us” page 
• “Who’s Helping Hopelink” donor recognition space 
• Events calendar 
• Information on how to register for upcoming events or donate to current 

campaigns 

5.4 Volunteers 
Demographics:  

• Gender: About ¾ of applicants are women 
• Age: Volunteers must be over 16. Fifty-two percent of applicants are over 55.  
• Immigrant/Refugee status: 15% of applicants are immigrants or refugees 

Psychographics 

• Community minded 
• Involved in their community in several ways 
• Looking for a way to have fun or stay active 

User Example: 

Darol and Sandra spent their recent 51st wedding anniversary the same way they have 
spent many days together over the past decade: volunteering at Hopelink’s Shoreline 
food bank. It wasn’t just force of habit; the couple will tell you that “working together on 
something that is meaningful and useful” is one of the secrets to their successful 
marriage. In more than five decades together, the couple who are both retired teachers 
have found meaning in helping others in a number of settings – including the Nature 
Conservancy, schools and their church – but it is their work at Hopelink that never 
seems to take a break. 
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User Actions and Information Needs: 

• Find information about group, business and individual volunteering 
• View volunteering requirements 
• Volunteer sign-up 
• See volunteer recognition 
• Find information on the process of becoming a volunteer 
• Find out what kind of opportunities are available 
• Learn about the timeline for becoming a volunteer 
• Find other information about getting involved such as peer-to-peer giving or food 

drives 

5.5 Community Partners 
User example: 

The Muckleshoot Indian Tribe has long understood the importance of being proactive in 
meeting the needs of the community and has prioritized grants to organizations 
throughout the region that address unique local and regional issues. In the face of the 
coronavirus pandemic, Hopelink applied for a general operating grant from The 
Muckleshoot Charitable Fund to assist with the increasing demand for services. Not 
only was the request approved, but the award was for more dollars than had been 
asked for. 

User Actions and Information Needs: 

• An “About Us” page with current publications and organizational data 
• A blog that illustrates Hopelink’s work in the community 
• Information about Hopelink’s board and leadership 
• Contact information 
• An easy to find Careers page 
• Information about sponsorship and partnership opportunities 

5.6 Candidates for Employment 
User Actions and Information Needs: 

• An easy-to-find Careers page that fosters a positive candidate experience.  

6. Stakeholders and Stakeholder Engagement: 
The website redesign project will be an iterative process involving a variety of internal 
and external stakeholders. The website vendor will work in partnership with the internal 
stakeholder groups listed below to conduct user testing as well as to plan site 
architecture, integrations, site content, design and branding as well as promotion 
planning based on the roles outlined below. As part of the vendor response, the vendor 
is asked to submit a stakeholder engagement and project plan outlining collaboration 
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with the internal teams below as well as a user research plan outlining their approach to 
working with our user groups.  

6.1 Project Sponsor (PS) 
The VP of EDI and Strategic Communications is the sponsor of the website redesign 
project and provides direction, guidance, resources and support for the project. The PS 
handles authorization, funding and approval of all deliverables within the project scope. 
The website vendor will communicate progress on a regular basis with the PS and PM. 
Regular, virtual project status meetings will be held with the vendor, PS and PM in 
attendance based on a stakeholder project plan submitted by vendor and finalized in 
partnership between the vendor, PS and PM. 

6.2 Project Manager (PM) 
The Digital Communications Specialist is the PM for the website redesign project and 
will be the main point of contact for the vendor. The PM will conduct resource planning, 
coordinate stakeholder engagement as well as monitor and report on progress at 
regular intervals.  

6.3 Hopelink Stakeholder Group 
The Hopelink Stakeholder group consists of Hopelink leadership and staff who must be 
informed of website redevelopment progress and consulted on major decisions. The 
group is informed of progress via email at the end of each month. The vendor may 
request to meet with the Hopelink Stakeholder group by notifying the PM who will 
coordinate. The Stakeholder Group may request updates or information from the vendor 
concerning the project by notifying the PS who will coordinate.  

6.4 Website Redesign Committee 
The Website Redesign Committee is a group of 21 representatives from all departments 
within Hopelink who work closely with Hopelink’s main audiences. The group holds 
monthly meetings via Microsoft Teams which the vendor is asked to attend. Monthly 
meetings currently take place on the third Thursday of each month from 2-3pm PST. 
The committee will inform the deliverables of the project as well as act as resources for 
program information and user recruitment for testing. The group will be regularly 
consulted on the website redesign project, especially concerning their specific program 
areas.  

6.5 Communications Team 
Hopelink Communications will be regularly consulted on the redesign, especially 
concerning branding, content and design as well as the site promotion plan. The vendor 
will meet with the communications team at least once a month at points determined in 
the vendor’s project plan. 

6.6 User Groups 
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The website redesign committee will recruit clients and individuals representative of 
Hopelink’s key audiences for information gathering and user testing based on the 
vendor’s approved project plan to be conducted in-person or virtually by the vendor with 
at least one program staff member and one communications staff member present. A 
user testing plan must be provided as part of the vendor RFP response subject to 
revision and approval by the PS and PM. User groups will be comprised of three to five 
users representing each client services, transportation, donors and community 
members. User interviews will be scheduled by Hopelink based on vendor user testing 
plan and vendor availability. Additional user input may be collected via survey, if 
necessary. The vendor will work with the PM, PS and Website Redesign Committee to 
design questions to be used during user-testing which must be finalized and approved 
at least two weeks before user testing begins.  

7. Vendor Requirements 
Minimum 4 years of experience in the following areas: 

• Web design and development 
• User research 
• User experience design 
• Content strategy 
• Web user interface and user interaction design 
• Agile and test-driven development best practices 
• Minimum 2 years experience developing WCAG compliant sites and making 

applications accessible to users with a range of disabilities as well as non-
English speakers 

• Excellent organization and project management skills 

Preferred: 

• Familiarity in working with nonprofit and social service organizations 
• On-staff web developer rather than use of subcontractor 

POC-owned, women-owned, disability-owned, LGBTQIA-owned and veteran-owned 
businesses are strongly encouraged to apply. Small businesses are also strongly 
encouraged to apply. 

8. Submission Schedule and Instructions 
8.1 Project Timeline 
Our primary goal is to develop a website that meets the organization’s needs. The 
tentative goal is to launch the website in January 2023. The timeline may be extended 
based on deliverables and scope agreed upon by Hopelink and the website vendor. 

8.2 Vendor Selection Timeline: 
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Dates are subject to change 

• Vendor proposals due: June 6 
• Interviews: June 20 – July 30 
• Candidate selected and notified: July 1 
• Vendor sends statement of work (SOW) and contract: July 6 
• Contract and SOW revised if necessary: July 8 
• Contract Signed: July 11 

8.3 Required Proposal Elements: 
Company background 

• Company overview and years of experience 
• Three case studies or work examples 
• One case study or work sample that demonstrates how the company has 

successfully created a site focused on user accessibility 
• Background of team members 
• Years of relevant experience of team members 
• Three references from former clients 

 
Approach 

• Address Hopelink’s foundational, content and functionality needs  
• Demonstrate an understanding of the organization, audiences and project 
• Address approach to future phases 
• Platform recommendation 
• Hosting recommendation 

 
Project plan including: 

• Project timeline including all points below 
• User research approach 
• Plan for engagement with Hopelink stakeholder groups outlined in Section 6 
• Content strategy approach 
• Content creation brand strategy and design approach 
• Site development 
• Testing 
• Revision 
• Soft launch 
• Launch  
• Digital site promotion strategy 
• Ongoing support 

 
Cost breakdown including payment schedule 
 
8.4 Evaluation Criteria 
Submissions will be evaluated based on: 
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• Quality of portfolio (examples and case studies) 
• Alignment of approach with Hopelink’s expressed project needs 
• Quality of references 
• Alignment of project plan with Hopelink’s expressed project needs 
• Demonstrated understanding of Hopelink and what the organization’s website 

needs to accomplish 
• Demonstrated understanding of Hopelink’s audiences 
• The timeline is in line with Hopelink’s needs and internal schedule 
• The platform and hosting recommendations meet Hopelink’s requirements 
• Experience and technical capability  
• The project cost is in line with Hopelink’s budget 

8.5 Budget and Payment Timeline 
Project Budget: $100,000 

Proposed payment schedule: 

Hopelink proposes a cost-plus fixed fee reimbursement contract for this project with 20 
percent of the vendor’s fees withheld until project completion. Payment would be made 
in accordance with the following proposed milestones: 

1. Contract signed: 30% 

2. User research, content and wireframe completed: 20% 

3. Soft launch of final product and testing completed: 30% 

4. Final product launch and training period completed: 20% 
8.6 Contacts: 
Project Sponsor: Teresa Poole, V.P. EDI/Strategic Communications  

tpoole@hopelink.org 

Project Manager: Angie Lyons, Digital Communications Specialist 

Alyons@hopelink.org 

Submit proposals in PDF format to alyons@hopelink.org by June 6, 2022. Questions 
may be sent to alyons@hopelink.org. 

  

mailto:tpoole@hopelink.org
mailto:Alyons@hopelink.org
mailto:alyons@hopelink.org
mailto:alyons@hopelink.org
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Appendix 
 

Website Feature Categories (Excel Spreadsheet) 

https://www.hopelink.org/sites/default/files/WebsiteFeatureCategoriesVendorResponsefinal.xlsx
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