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End of an Era 
AARP Foundation has decided to discon-
tinue its sponsorship of the Legal Hotlines 
Technical Support Projects in light of new 
priority areas identified through its strate-
gic planning process. The Foundation will  
tighten its focus on core areas and ap-
proaches that most strongly support the 
Foundation’s strategic plan. While the 
Technical Assistance for Legal Hotlines 
program has had a successful history of 
assisting and strengthening hotlines, the 
Foundation has decided to  strategically 
focus on other activities. 
 
Project Staff expect to stay on for a couple 
of months to help the AoA National Legal 
Resource Center awardees, which should 
be announced by September 30, incorpo-
rate legal hotline technical support func-
tions. 
 
The National Legal Training Project will 
also be discontinued as a result of the 
Strategic Planning Process but AARP 
Foundation will continue to produce the  
National Aging and Law Conference. 
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Experienced HL Manager Dialogue: 
A Report from the Equal Justice Conference 
By Ellie Crosby Lanier 

 
Managing a legal hotline is one of the more chal-
lenging jobs in the legal services community. Over 
the years, experienced hotline managers have served 
as excellent resources and support for each other on 
a wide range of issues, such as recruiting and retain-
ing staff, deftly handling increasing numbers of calls, 
staff training and supervision and assuring high qual-
ity advice and assistance, among other things. 
  
In recognition of the benefits of learning from each 
other’s experiences, a session for experienced man-
agers was convened at the Equal Justice Conference 
in May. The half-day session was designed to be 
flexible and was intended to take advantage of the 
expertise and perspectives of experienced managers 
in attendance at EJC. The session was envisioned 
and led by Joan Kleinberg of the NW Justice Project, 
Kari Deming of MI CALL, and Cheryl Nolan of 
LSC. Ellie Lanier of the AARP Foundation Techni-
cal Support for Legal Hotlines Project served as 
scribe.  
 
In attendance were managers from hotlines all over 
the country, representing a variety of hotline models.  
Managers present represented both LSC and non-
LSC funded centers, state and regional hotlines, hot-
lines working with special populations or priority 
issue areas, and hotlines using different models of 
delivery, such as those that use screeners and those 
where the advocate answers the initial call. 
 
Joan opened the floor to generate a list of the most 
pressing topics for the managers in the room.  A long 
list was generated but it became clear that there is a 
universality of issues related to hotline management: 
Even in different hotline models, many of the chal-
lenges are similar; however, many of these issues are 
unique to hotlines and are not relevant to  other legal 
service delivery models. As the group began to dis-
cuss different topics of interest, we realized that most 
of the issues are intertwined rather than discrete is-
sues. The summary below of the discussion reflects 
this interconnection. 
 

Call Volume    
 
  
 
Virtually every hotline manager has grappled with 
volume problems and there was a spirited discussion 
of the different ways the high demand for service is 
experienced by callers. Despite the virtues of tele-
phone software and capabilities, clients may experi-
ence a relatively long wait time or get a busy signal.  
The increased use of cell phones by clients has had 
an impact on the process because many callers have 
to pay for the time they are waiting in line for assis-
tance. Also calls may be dropped or a cell battery 
may die during the wait time, which can be frustrat-
ing to both the caller and the hotline advocate.  
 
Some managers were happier than others with their 
phone system, but all agreed that high volume has a 
negative impact on callers, and hotlines should con-
tinually assess whether their current system is work-
ing for callers or applicants for service. One manager 
noted that older clients prefer to have a live person 
answer the call. All of the managers agreed that a 
system that minimizes call backs is critical to effi-
cient management.  
 
The group conceded that there never will be enough 
resources, so managers need to develop methods to 
triage to determine which callers should be served 
first. All agreed that these methods must be fair and 
not arbitrary. It was noted that call volume is a func-
tion of many factors, such as population size, the 
longevity of the hotline, and how the system is man-
aged. The group discussed whether there is a stan-
dard amount of wait time that is acceptable, or 
whether what is acceptable  varies depending on a 
number of different factors.  
 
Many hotlines try to make the most of wait time by 
enabling a caller to hear legal information, to partici-
pate in surveys, etc. during the wait. Managers noted 
that increasing hours for intake does not solve the 
problem. In many places, increasing hours simply 
results in increased demand. There may never be 
enough resources to meet the need, and while this is 
frustrating, it can be managed.  

(Continued on page 3) 
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Experienced managers rely on technology to help 
manage their system by keeping track of factors such 
as which callers get through and when, and who is 
likely to abandon the queue and when. Of particular 
concern are callers who wait in a queue only to learn 
that they cannot be helped by the hotline. To address 
those who get through by mistake, CALL in Michi-
gan implemented a menu system with lots of legal 
information that can be accessed while the caller is 
waiting. As a result many callers get the legal infor-
mation they need during the wait, and hang up before 
speaking with an advocate.  
 
As Kari described CALL’s menu 
system, the information scripts are 
four minutes or less- one page of in-
formation- and they have a couple of 
hundred information scripts broken 
down by subject matter. A caller opt-
ing to listen to legal information on their selected 
topic will not lose place in queue if they chose to 
wait. As a result, many inappropriate calls can be 
diverted successfully this way. It was noted that even 
hotlines without a comprehensive system could use 
hold time to direct callers to legal information on the 
web. If a caller just needs some simple information 
rather than tailored advice, this might work to divert 
calls and alleviate volume problems, enabling those 
who need to speak with an advocate to get served 
sooner.   
 
Other hotlines provide an option to leave a voice 
mail message immediately so there is no need to 
wait. While this can be a better option for callers, it 
can result in call back problems such as telephone 
tag and a large number of voice mails that must be 
returned. Most managers have a policy for call backs 
to address the number of times a call back will need 
to be made, safety issues for clients as to whether 
and when they may be called, and when a letter 
should be sent to confirm. There was interest in the 
group in sharing examples of call back policies. 
 

Brief Services 
 
Most managers of hotlines that 
provide brief services in addi-
tion to telephone advice strug-
gle with the best way to pro-
vide these services, and how to avoid a brief service 
case morphing into a case that cannot be efficiently 
handled by a hotline. One hotline successfully insti-
tuted a policy requiring supervisor approval if more 
than two hours will be spent on the problem. Issues 
related to client expectations and extrication from 
cases that evolve to need more help than a hotline 
can provide are a constant challenge for hotlines that 
offer more than legal advice. Some categories or 
types of cases lend themselves more to brief service, 
and managers can and should use data to identify 
cases (such as in the area of family law, for example) 
that tend not to lend themselves to effective brief ser-
vice. Developing standard client letters seemed to be 
an effective way to address brief service for many of 
the managers present.  
 
One program has developed an effective protocol, 
called a case service plan, that dictates who can be 
served by brief service and what they can get as brief 
service through the hotline. This protocol helps ad-
vocates figure out which cases to keep and which 
should be transferred to a full service unit. Under this 
model, the field office has to take the case if it fits 
the protocol. The protocol is set up by substantive 
area and dictates what the program can do under 
each case type. In some places, this system would be 
difficult to fully implement because hotlines are not 
sure whether (and cannot guarantee that) a case will 
be handled by the full-service unit. Sometimes, 
where there is no good referral, a hotline advocate 
may choose to try to do more.  
 
The managers in attendance agreed that the key is 
providing the right level of service for right caller- 
i.e. making sure that time spent on brief service is 
likely to result in a positive outcome for client. Lim-
iting the types of matters that are getting legal advice 
or brief service can act as a control because the 
screener then knows what will happen with each call. 
It was noted that if using an attorney model rather 

(Continued from page 2) 

(Continued on page 4) 
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than case screeners to pick up the call, this can be 
challenging because the attorney would rather give a 
little advice to the caller, even if it does not fit under 
the protocol. 
 
 
 
 
 
Participants agreed that if the legal hotline is the 
front door, then we want it to be as wide open as fea-
sible. We would rather do a little to help the caller, if 
possible, even if no additional assistance is available 
for full service referral. The philosophy is to try to 
do what we can to assist, rather than to screen people 
out. It was noted that managers can and should col-
lect information about those cases that cannot be 
placed, because it is an indicator of unmet legal 
need. These cases often help hotlines and their part-
ners identify emerging legal issues, as well.  
 
One manger noted that her call data indicates that 1/3 
of their calls are new people with new problems, 1/3 
of calls are repeat callers who get sent to a person 
who is working with them, and 1/3 of calls are inap-
propriate. This type of information can be extremely 
helpful in designing and modifying hotline systems.  
  
In sum, the group recognized that the volume issue 
has a number of different facets. In one hotline, the 
full service program takes less than 10 percent of 
cases referred by the hotline. Their new phone sys-
tem enables a screener to develop the case file and 
enter it into the system with a priority code. They 
utilize three categories of call priorities:  an urgent 
time sensitive call goes to next advocate, a call that 
is time sensitive but not an emergency will be called 
back later in the day at a scheduled appointment 
time, and a call that is not urgent or time sensitive 
will be scheduled for a call back within three days. 
 
Of course, different client populations prefer differ-
ent methods of access- a key is trying to match the 
need and your ability to make a positive difference 
with the right client and the right problem type. 
 
 

Staff Burnout  
Keeping staff energized and focused on 
delivering quality services while faced 
with  times of heavy demand is a chal-
lenge for all hotline managers, and the 

group represented at EJC was no exception. The 
most popular solutions to address staff stress in-
volved creating time and space for staff to breathe, 
talk about issues, and to learn new skills or sub-
stance. Below is a list of ideas currently employed by 
managers to deal with staff burnout: 
 
• One day each month we close the office and 

bring in trainers- everyone takes a breath; 
• On Friday staff get to leave at 1 pm; 
• We hold regular staff meetings and trainings and 

the line is not open then; 
• Limiting the hours open -  this tactic is used in 

many hotlines to keep staff sane;  
• Shortening the work day to close during times 

when call volume not heavy; 
• Having screeners and protocols helps attorneys – 

makes sure that attorney time is limited because 
the data is already in system; 

• Limit on maximum number of calls an advocate 
can take in a workday- minimum is not set but 
rather dependent on how many people call; 

• Sense of humor helps; 
• Highlighting good work;  
• Honor your staff- appreciation week- thank them 

for their work, recognize with awards, etc. 
 
Noise level solutions 
 
Many hotlines struggle with noise 
levels because a busy hotline tends to 
be noisy. Addressing high noise lev-
els, while maintaining an environment conducive to 
sharing and collaboration can be a challenge. Manag-
ers had a range of approaches, from providing pri-
vate offices to all hotline attorneys to keeping every-
one together in one room. There is no one ideal ap-
proach. Below are some of the ways that managers 
have tried to address noise level issues:  
 
• All attorneys have own offices; 
• Screeners are cubed but set up minimizes issues 

(Continued from page 3) 

(Continued on page 5) 
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• Plastic screens above cubicle; 
• Move off speaker phone- conference the two 

translators onto one line, use an office for that 
purpose; 

• Call in sound specialists; 
• Use noise canceling headsets; 
• Segregate louder folks into one area, according to 

style or compatibility, etc. 
• Use the noise as a clue to supervision. 
 
Cell phone solutions 
As mentioned above, the increasing 
use of cell phones has raised new 
problems for many hotlines. Waiting 
in queue burns client cell minutes and batteries, and 
batteries can die mid-call.  One hotline asks for a 
landline or alternate number immediately in case the 
client is cut off or in case of an emergency. It was 
noted that there are available services/soft and hard-
ware that can put a caller into the queue without re-
quiring them to hold- this may be expensive at pre-
sent, but it is available. Caller id is a great timesaver 
because the advocate can easily redial if the call 
drops.  
 
Some of the managers wanted to know more about 
VOIP systems and how they can be used to address 
some of the issues presented . It was explained that 
Voice Over IP takes components of phone lines and 
transfers them digitally through computer cable. Us-
ing VOIP gives a hotline flexibility to program the 
system to perform a lot of different functions such as 
call backs, forwarding, etc. However, voice data 
streams are big. Therefore data must be balanced so 
that the system can select priorities for use. Basically 
under VOIP the information passes through a com-
puter network line. A voice message can be saved to 
a computer file, which is a helpful feature for hot-
lines. Of course, it can be a big headache if the sys-
tem goes down. Participants thought that that it 
would be very helpful to have additional informa-
tion, resources, and product evaluations on VOIP 
since there seems to be limited use, but lots of inter-
est in our community. 
 
 
 

Volunteer Lawyer Issues and Solutions 
Many of the hotlines are integrating volunteer advo-
cates into their systems to increase capacity to pro-
vide services. Training and maintaining quality vol-
unteers can be a challenge, however. Below are some 
ideas that programs have used to increase and im-
prove the ability of volunteers to effectively function 
in the hotline environment. 
 
In one state, the Bar’s disciplinary board can 
“sentence” attorneys to community service with their 
helpline.  Another hotline has partnered with a large 
local law firm who provides a panel of attorneys who 
donate at least one evening per month to hotline 
work. The hotline can host the volunteers on site or 
send calls to a volunteer’s home or office and the 
manager provides legal supervision to the volunteers. 
This partner firm has a focus on transactional issues 
and consumer litigation. Matching a volunteer’s sub-
stantive legal expertise to the caller’s problem re-
mains a challenge for this hotline, and the manager 
has responded by developing training for volunteers 
on common hotline calls and trying to match calls 
with volunteer expertise, where possible. This model 
has worked well for volunteers because it affords 
flexibility to handle calls either from the hotline or 
from an off site location and provides flexibility as to 
volunteer scheduling. The manager notes that this 
model is a bit more labor intensive for the screener, 
who works hard to match the calls with appropriate 
volunteers. It has been important for the screener to 
develop information about each volunteer’s areas of 
expertise and the types of calls volunteers will han-
dle.  A CD with a resource directory and forms is 
provided to all volunteers in this model, enabling the 
volunteers to easily access training information and 
hotline referrals protocols. The CD has been a useful 
tool for volunteers in rural areas, but with the hot-
line’s small staff it has been hard because there is a 
lot of work involved. (See pages 9 and 10 on Pro 
Bono marketing). 

 
MI has an internet representation pro-
ject where clients fill out application 
on-line at website that is accessed 
through library or home computer- 
volunteers scan question list and e-

(Continued from page 4) 

(Continued on page 6) 
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mail reply directly. There is no identifying informa-
tion posted so no conflict check is needed- volun-
teers can control what questions they take or answer. 
The project supplies only limited assistance (since no 
in depth information about the question or problem is 
supplied) but it is a great volunteer opportunity and 
also provides some service to clients- It engages vol-
unteers who aren’t interested in handling full service 
cases or cases requiring ongoing assistance.  
 
Work stations at CLEAR in Washington State enable 
volunteers to log on and handle cases on regular ba-
sis. The volunteer advocates are supervised by staff 
who will follow up on the cases, where needed. 
 
Another program has trained volunteers to be call 
screeners. Volunteer attorneys agree to give two hour 
blocks of times. This program tries to engage gener-
alists and small practitioners, and it transfers calls 
directly from the VOIP system to the volunteer’s of-
fice via computer file. A system like this one can 
raise some issues related to a volunteer’s ability to 
access the case management system. A solution is to 
use a form that the volunteer fills out in lieu of direct 
access to client databases. This form can be elec-
tronic. 
 
There was a spirited discussion of what qualities 
make a strong volunteer. CLEAR  shared a lesson 
learned over many years of working with volunteers: 
don’t invest in volunteers who are between jobs be-
cause they may not stay after they find full-time em-
ployment. It was also suggested that programs re-
quire a minimum number of hours for volunteers. 
Joan finds emeritus attorneys to be a great source 
because there is no current client base to deal with 
regarding conflicts. Washington state has enacted 
Model Rule 6.5 which has helped tremendously, as 
well. 
 
Managers discussed how to find the 
balance between providing an ex-
perience that works for the volunteer 
so it increases access and develop-
ing policies and procedures that address adequate 
quality and supervision to avoid a system that is too 
labor intensive for the benefits. Most of the partici-

pants stated that they would like to use volunteers 
more if they could find the right balance. Also using 
students has been really effective for some programs, 
especially from a technology perspective- students 
and newer attorneys are extremely efficient and able 
to quickly adapt to new technology systems. 
 
The group discussed whether to hire from a volun-
teer pool. It was noted that moving a volunteer into a 
paying position can be tricky. One participant sug-
gested that volunteers be used for discrete project 
work like follow up surveys, updating the local rules 
sheet, SOLs, etc. rather than ongoing case work. 
 
Productivity Solutions 
Productivity in the face of rapidly 
expanding need for services is a 
challenge for all hotlines and the 
group spent time sharing solutions to 
this challenge. One manager shares a productivity 
report with staff monthly so that advocates can see 
how their productivity compares to that of other staff 
members. Everyone sees the information broken 
down by advocate and this serves as a discussion 
platform. It can be woven into staff evaluations, as 
well. 
 
One program sends a “Top 10 list” that includes pro-
ductivity numbers but not staff names. Managers 
noted that productivity can develop into a morale 
issue if staff members come to feel that colleagues 
are not handling their “fair share” of incoming calls. 
One program has a whiteboard that screeners use to 
keep track and make sure call distribution is fair- the 
attorney who is next in line gets the call so it stays 
equitable. Everyone recognized that all calls do not 
require the same level of advocacy, so looking sim-
ply at numbers of calls does not provide a true pic-
ture of an advocate’s work.  
 
Another manager noted that the ability to speed 
through calls is not always desirable, if the advice or 
service provided is superficial and not likely to pro-
duce a positive outcome for the client.  
 
Some programs don’t quantify productivity but 
rather have an ongoing conversation about client 

(Continued from page 5) 
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needs and how staff can work together to best ad-
dress client problems and concerns.  Programs find it 
is useful to have meetings with staff at least quar-
terly. These meetings help managers tailor measures 
and expectations for individual staff based on what 
other activities they have at the time (for example, 
writing manuals, participating in task forces or bar 
meetings, etc.) 
 
One program has a posted expectation as to advocate 
productivity. The example given was that for every 
six hour phone shift (or seven hour work day) there 
would be nine new cases entered into the system. 
Another program stated that for a six hour shift, staff  
would average 2-3 calls per hour. The manager runs 
numbers quarterly and gives each staff member his 
or her number against the office average. Managers 
discussed the importance of considering that some 
callers will require multiple contacts with the office 
and that this has an impact on number of new cases 
or calls that can be handled. 
 
Frequent Flier Solutions 
Any discussion of calls that require 
multiple contacts leads to a discussion 
of protocols and tools for dealing with 
frequent flyers and the managers rep-
resented had a lot of experiences to share in this area. 
One program uses a flagging system to identify call-
ers who may need additional management- they have 
developed a special script for addressing repeat call-
ers. Allan Parker has done extensive work in this 
area- at some point a caller might get on “banned” 
list where unless they are presenting a new problem 
or issue, they will not be able to receive further ser-
vice.  
 
The key is to determine whether the repeat call is 
productive for the client, or a waste of time. To in-
crease efficiency, programs should assure that if 
there are extensive case notes in the system, the re-
peat call will go to someone who is either already 
familiar with the client’s situation or who will take 
time to read the collected information rather than 
starting anew with a current or former client. The 
group discussed whether and when a case would re-
main open in this type of situation. Most programs 

try to close the case on the spot and reopen it if fur-
ther contact occurs. For serious repeat problems the 
manager does the callbacks.  Programs agreed that it 
is important to develop procedures or guidelines for 
repeat callers to assure consistency on when to pro-
ceed, or when to give case file back to the advocate 
who worked it earlier.  
 
An underlying goal is not to use up resources unnec-
essarily- to employ resources appropriately but effi-
ciently. The group recognized that sometimes a cer-
tain advocate is better or more successfully able to 
assist a certain caller. With part time staff, programs 
are not always able to link to prior advocates; they 
aren’t always on duty when the client calls. 
 
The group considered ways to assure screeners can 
identify whether a call is a new case or the continua-
tion of a previous issue. One suggestion was to direct 
these calls to supervisor who decides whether it 
should go back to previous advocate or be placed 
with a different staff member. Under most systems, 
screeners need to know when the advocates are 
scheduled next and also be able to assess whether 
caller can wait safely for assistance. 
 
Issues and solutions related to 
Brief Services 
Striking the appropriate balance 
between handling call volume 
while at the same time fulfilling 
the mission of providing quality 
service, (including brief services where this is likely 
to yield results) is a basic tension or contradiction 
faced by most hotline managers. This issue was dis-
cussed in depth earlier, and below are some of the 
solutions suggested by managers as part of this dis-
cussion: 
 
One program schedules mornings for new calls and 
afternoons for work on brief services or follow up  
for the morning’s calls. Heavy call volume makes 
providing more than the most basic service difficult, 
and getting to initial callers promptly is more diffi-
cult if additional services or follow up are required 
or offered.  
 

(Continued from page 6) 
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Since each program is so different, it is really diffi-
cult to compare how the balance works between pro-
grams- for example, a program using screeners will 
have a different experience and needs from one 
where the attorney gathers the initial information, 
and a unit handling general calls will have different 
tensions than one that provides services in a special-
ized area of law.  One method discussed is to try to 
add total hours per advocate divided by cases and 
look at it over a longer period of time (6 month 
stretches) so that it balances out and provides an ac-
curate picture of volume and case complexity. A sur-
vey of advocate productivity at 11 diverse hotlines 
can be found in the Legal Hotlines Self-Evaluation  
Project Report, 2003, www.legalhotlines.org. The 
group discussed using the numbers of call backs as a 
management tool to demonstrate a need for addi-
tional resources. 
 
Issues and Solutions to Supervision and Quality 
Control  
Striking the balance between speed, 
accuracy, and efficacy has an impact 
on supervision and quality control, as 
well.  The group agreed that it is the 
best practice for a manager to review 
each case note, but this can be extremely time-
consuming.  One program noted that is was very use-
ful to develop a standardized template for notes  - 
this template lists issues first, then facts, then the ad-
vice provided, then the result (IFAR)- Using the tem-
plate makes it much easier for a supervisor to review 
notes. With experienced attorneys, the supervisor can 
focus on the key areas of the case file quickly.  
 
One program restructured their management system 
so that staff attorneys share the responsibility of case 
review. This has fostered collegiality among advo-
cates. Peer supervision or mentoring is also helpful 
because it increases staff interaction and learning 
from each other, while at the same time taking some 
of the burden off of management. Also, reviewing 
others’ work can be a great way to learn additional 
approaches and strategies to use with cases. Most 
staff like the review because it is an extra set of eyes 
and people know that someone has their back.  
 
 

The group agreed that the best practice standard en-
tails a review within 24 hours of the case closing. 
An experienced manager noted that sometimes great 
hotline advocates take terrible notes and sometimes 
advocates take great notes but the work behind the 
case isn’t as thorough, so sometimes it is difficult to 
determine the quality of the legal work from reading 
the case notes. This is a training and development 
issue, and often it takes someone on-site to know if 
that disconnect is present in some way. For this rea-
son managers may choose to listen in on calls in ad-
dition to reviewing the notes.  
   
Out of state referrals pose a constant challenge for 
one of the hotlines. It is difficult to keep up with the 
priorities in different places and it can be frustrating 
to make referrals to programs in other states. The 
group discussed ways to avoid client bounce, and 
thought a uniform system for out of state referrals 
would be helpful. It is also difficult to help callers 
who live in one state but who have a legal problem 
or are trying to deal with an adverse party who is 
based in another state. One manager wished that 
someone who has a problem in another state could 
get help where the problem is, even though this is 
not necessarily where the caller lives. 
 
The managers thought that it would be helpful if the 
LSC website listed contact info for inter-program 
referrals, so each program making a referral could be 
sure to send someone where they are likely to get 
help. However there is no LSC requirement for a for-
mal referral process between grantees. Referral pro-
tocols tend to be program specific, so there is no way 
to impose uniformity. Also venue issues and resi-
dency issues can exist even within a state.  Programs 
need to develop protocols for referrals with partners 
in the areas most likely to arise for clients. Callers 
should know what to expect when a referral is made. 
Sometimes this is the best we can do.  
 
The dialogue will continue to develop as hotlines 
gain more experience. We all benefit from sharing 
our experiences and solutions to the ongoing chal-
lenges of providing the best legal assistance possible 
in a hotline format. If you have ideas for future dia-
logues or hotline related sessions at EJC, please con-
tact Cheryl Nolan at LSC, Joan Kleinberg at 
CLEAR, or Kari Deming at CALL. 

(Continued from page 7) 
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Profile of a Law School-based Senior Legal 
Helpline: South Dakota Senior Legal Helpline  
Professor Mike Myers of the University of South Da-
kota, School of Law, established the South Dakota 
Senior Legal Helpline six years ago after unsuccess-
fully applying for Administration on Aging helpline 
funding.1 
 
The hotline is an outgrowth of Pro-
fessor Myers’ outreach to rural sen-
iors through a weekly column called 
"The Elderlaw Forum," which is 
published in some 50 rural newspapers in several 
states. Professor Myers receives most of his calls on 
the helpline from seniors who have read his column 
and have questions about their rights. In addition, 
Myers uses his helpline calls as the basis for articles 
in his column. He also uses calls to identify issues to 
discuss in a weekly radio broadcast that airs over two 
large commercial stations, one on the eastern and 
one on the western side of the state.   
 
Professor Myers operates the North Dakota senior 
legal helpline as part of his service obligation as a 
member of the law school faculty. He also teaches 
elder law, health care law and policy, the business of 
law and alternative dispute resolution, and co-
manages the University of South Dakota Low In-
come Tax Clinic. Without any special funding, 
Myers manages to reach thousands of seniors in rural 
areas through his column and radio program, and 
helps others one on one pro bono through the 
helpline, which is reached through a state-wide toll 
free number. Calls are routed through one of the law 
school secretaries.  
 
Myers estimates that around ninety percent of his 
calls involve provision of simple legal advice to call-
ers. However, where necessary he makes appropriate 
referrals or provides more in depth service pro bono. 
Like most Senior Legal Hotline advocates, he thor-
oughly enjoys his work on the helpline. For more 
information about the South Dakota Senior Legal 
Helpline, please contact Professor Myers directly at 
Michael.myers@usd.edu.  
 
1. In 2006, the Administration on Aging ceased direct funding of senior 
helplines, and instead established the Model Approaches Project which pro-
vides funds for integrated legal assistance systems through cooperative agree-
ments with Legal Services Developers and State Units on Aging. For more 
information on the Model Approaches concept and/or current Model Ap-
proaches projects, please contact Omar Valverde at the Administration on Ag-
ing at Omar.Valverde@AoA.hhs.gov.  

 

How to Attract and Keep Volunteer Attorneys 
 and Law Students 
(Excerpted with permission of Professor Deborah 
Schmedemann) 
 
A recent study by Professor Deborah Schmedemann 
of  William Mitchell College of Law provides impor-
tant information about volunteer preferences for pro 
bono activities. Of note to the legal hotline commu-
nity, two-thirds of respondents indicated that provid-
ing legal advice to an individual was their preferred 
pro bono activity, which was the highest ranking pre-
ferred pro bono activity.  Respondents ranked litiga-
tion of a precedent setting case lowest of  all options 
(6%). These results indicate that volunteers should 
find hotline work to be extremely satisfying. 
 
Another notable result addressed needed support for 
volunteers. Respondents were asked to select two 
types of support for their volunteer work. The top 
two were sample documents (58%) and having an 
experienced mentor to assist (45%). Manuals and 
training on the pertinent law and procedures 
(methods commonly used by programs) ranked in the 
middle with 34% and 24% of respondents  
selecting them, respectively. 
 
The full results should be very helpful to programs 
that want to expand their use of attorney and law stu-
dent volunteers, and are summarized in the chart on 
page 10. For more information or for the full results,  
please contact the report’s author Deborah Schmede-
mann: deborah.schmedemann@wmitchell.edu. 

Hotlines and Self-Help 
Self help centers are a great complement to hotline 
advocacy. Many hotline callers can be referred to 
self-help programs for additional information and 
assistance to handle their case.  A useful website is 
www.selfhelpsupport.org. This site includes infor-
mation on self-help center best practices, includ-
ing a revised edition of “Best Practices in Court-
Based Programs for the Self-Represented: Con-
cepts, Attributes, Issues for Exploration, Exam-
ples, Contacts, and Resources.” The report, pre-
pared by the Self-Represented Litigation Network, 
includes examples, contact people,  and resources 
for all best practices.  
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