
A Consumer Run Approach to 
Navigating Integrated Services



Introduction to HOPE, Inc.

HOPE, Inc. is a consumer-operated agency in 
the Southern Arizona providing specialty 
services to adult members of the community. 
Our focus is on empowering individuals to 
achieve their recovery goals. HOPE maintains an 
outpatient license and provides services which 
include therapy, peer support, living skills, 
health promotion and more.



HOPE's Mission is to deliver recovery-
based community services using 

empathy from our own experience to 
ensure every individual achieves the 

most fulfilling life possible.



HOPE’s vision is to create an environment that 
empowers Members to make their own choices 

about their recovery journey. To achieve this Vision, 
the creation of HOPE's dynamic environment is 

based on the following: 

Peer and Family Member Feedback
Member resiliency
Trauma-Informed Care
Health and wellness initiatives that integrate 
physical and mental health.



Outpatient Services

• Recovery Programming: Structured groups on skills training, 
stress and anger management, health and wellness, crisis 
planning and 1:1 peer support.

• Individual and group therapy: Therapy focuses on depression, 
anxiety, trauma, crisis prevention planning, and substance 
abuse. 

As a specialty provider, the focus is on strengthening the 
members confidence and knowledge to access services, as well 
as coordinating care with the designated Health Home.



Community Programs

Warm Line

The Warm Line provides 1:1 peer support and case management 
services over the phone to anyone living in Southern Arizona. This 
confidential, non-emergency line allows individuals to call and receive 
support in their recovery. We believe in meeting the person where 
they are and staff are trained and certified Peer Support Specialists. 
The Warm Line maintains a working relationship with the Community-
Wide Crisis Line and transfers calls when needed. 
- Available 8am-10pm, 365 days per year.

(520) 770-9909 (Pima County)
(844) 733-9912 (All other Southern Arizona Counties)



Community Programs

Community Re-entry and Transition Team (CRTT)

Peer Support Specialists with their own criminal justice history, work in 
the Pima County Adult Detention Complex to provide peer support to 
individuals who have recently been arrested and awaiting their initial 
appearance. The team attends court in the jail morning and evening 
and conducts AHCCCS applications for individuals who qualify. 

Contact CRTT:
diversionservicesstaff@hopetucson.org
520.979.6810 or 520.770.1197

mailto:diversionservicesstaff@hopetucson.org


Community Programs

Peer After-Care Team (PACT)

• Second-responder peer support team 
• Works with Members in the community to help stabilize them 

following a crisis episode. 
• Bridge gaps and facilitate effective transitions; working with all 

involved community agencies on the Member’s behalf for a period 
of up to 45 days, post-referral. 

• At the end of 45 days, the Member is successfully linked with 
available support and has obtained additional fundamental coping 
skills to strengthen their recovery.

Contact PACT:
peercrisisteam@hopetucson.org
520.990.4537

mailto:peercrisisteam@hopetucson.org


How Does It Work?

Referrals:

• The Crisis Response Center in Pima County accounts for over 
80% of referrals. Staff are co-located at the Crisis Response 
Center (CRC )to engage individuals post discharge. 

• PACT has also developed relationships with community 
partners such as O’ Reilly Behavioral Health and health homes 
like CODAC and Community Health Associates (CHA). 



Success!

Member “A”
• Member A was referred to PACT through the CRC. Member 

presented with substance abuse diagnosis. HOPE provided 
services for 45 days including home visits, peer support, and 
transportation. PACT assisted member in establishing a 
relapse prevention plan and engage in additional services such 
as therapy through the assigned Health Home.



Success!

Member “B”
• Member “B” was referred to PACT through the Health Home 

after a visit to the CRC. Member presented with behavioral 
health diagnosis and related medical issues. HOPE provided 
services for 45 days including home visits, peer support, 
transportation to pharmacy and doctor’s appointments, and 
pre-employment training. PACT assisted member in 
developing social skills, engaging in groups, and self-advocacy 
within the system. Upon graduation from PACT program, 
member was beginning to search for employment. 



Success!



Overcoming Barriers

The greatest barrier has been directly linked to the shortage in 
housing support services in the community. Homeless individuals 
with no contact information are more likely to recidivate into the 
crisis system. PACT is able to assist members in engaging with 
their Health Home to apply for housing but the wait can 
sometimes take several weeks, making it difficult to maintain 
contact with the member or work on any other recovery goals 
until the housing is approved. 

Other barriers are related to turnover within the system. Staff 
turnover creates lost knowledge and makes it difficult to 
establish relationships resulting in a strong referral process.



A Vision For Change

HOPE’s success stems from our ability to identify gaps in services 
and build bridges between the member and the services they 
need. The PACT program is an example of how peer support can 
strengthen clinical services, foster communication, and create 
buy-in from the member in moving their recovery forward in 
partnership with their Health Home. 

PACT and other peer support services are a cost effective 
resource for reducing crisis and emergency room utilization in the 
community. Strong partnerships and mutual understanding are 
crucial to effectively helping members achieve their recovery 
goals and living healthier, more productive lives. 
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