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Senior Hotline Changesin Pennsylvania

From June 1999-December 2003, AARP con
tracted with Tele-Lawyer, Inc. to handle legal hotline calls
which were free to AARP members and $3.00 per minute
to norr members. In 2003, AARP Foundation decided that
providing direct financial support for any legal hotline
was outside its organizational objectives and determined
that the best interests of Pennsylvania seniors would be
served by finding a more traditional home for a statewide
senior lega hotline. The Philadelphia SeniorLAW Center
agreed to accept a one-time start up grant from AARP to
provide statewide legal hotline services for residents over
60 years of age. The SeniorLAW Center began taking
statewide calls under the name “ Pennsylvania SeniorLAW
Helpling” in January 2004. It will pursue other sources of
long-term funding to continue statewide services in the fu-
ture.

The SeniorLAW Center
History and Funding

The SeniorLAW Center provides free lega ser-
vices, community legal education, professional training,
advice, information and referral services, and advocacy
for Philadelphia seniors. It was founded in 1978 by mem
bers of the Philadelphia Bar Association under the name
“Senior Citizens Judicare Project” which worked with a
panel of volunteer attorneys who were paid small fees to
provide certain legal services in limited areas of the city.
Over the years, the program evolved into a mixed model
of lega services with its own legal staff and a pro bono
panel of volunteer attorneys, serving the entire city of
Philadelphia.. In 2002, the program changed its name to
SeniorLAW Center.
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Through the efforts of its legal staff and vol-
unteers from Philadelphia s legal community,
SeniorLAW Center serves thousands of elders each
year, including victims of elder éuse and financial
exploitation, elders facing housing crises and home-
lessness, and grandparents raising grandchildren.
SeniorLAW Center also provides legal assistance for
consumer matters and personal and end-of-life plan
ning needs. The Pennsylvania SeniorLAW Helpline
will be itsfirst statewide project.

Funding comes from diverse sources, includ-
ing the local area agency on aging, foundations,
IOLTA, annual fundraising appeals and specia
events, federa government grants such as Depart-
ment of Justice domestic violence grants and a Vic-
tims of Crime Act grant. Additional funding comes
from the state Department of Aging, the Philadelphia
Bar Foundation, and an endowment from a grateful
client who left his entire substantial estate to the pro-
gram.

In addition to telephone advice and full-
service representation for Philadelphia seniors, the
Center operates the following special projects:

THE HOMEBOUND ELDERLY LEGAL PRO-
JECT A grant from the Independence Founda-
tion funds this project addressing the legal needs
of homebound, disabled and chronicaly ill eld-
ers, staff make home vists, visits to nursing
homes and hospitals, and work collaboratively
with in-home medical, meal and other service
providers.

HOMEOWNERS ASSISTANCE PROGRAM
(“HAP’) A grant from the Pew Charitable Trusts
launched this project addressing the needs of
low-income elderly homeowners in  Philadel-
phia, enabling them to maintain their homes and
independence, remain in thelr communities and
expand their long-term care optiors.

PROJECT S.A.F.E. (“Stop Abuse and Financia
Exploitation”) works to end and prevent various
forms of elder abuse and financial exploitation of
the elderly through direct services, educational
workshops, and professional outreach.

KinC.A.N. (“Kinship Caregiver Assistance N&-
work”) addresses the needs of grandparents and
other elders raising young relative children, many
of whom have been abandoned, neglected or
abused by birth parents.

ASIAN ELDERLY LEGAL PROJECT In No-
vember 2000, SeniorLAW Center launched The
Asian Elderly Lega Project, a new program fo-
cusing on the legal needs of Asian elders, in part-
nership with the Asian community organizations
in Philadelphia, to provide bilingual, bicultural
community-based legal services, education, and
outreach.

LEGAL SERVICES FOR HISPANIC ELDERS
SeniorLAW Center also provides bilingual bicul-
tural services for Hispanic elders, holding work-
shops and community-based legal clinics each
month in Hispanic communities at senior centers
focusing on Spanishspeaking elders from Puerto
Rico, Mexico, Cuba, Colombia, Costa Rica, E-
uador, the Dominican Republic and other coun
tries.

COMMUNITY-BASED NEIGHBORHOOD
LEGAL SERVICES & COMMUNITY CLIN-
ICS SeniorLAW Center provides services
throughout the communities of Philadelphia,
through home visits, outreaches throughout the
city, special projects at community and senior
centers, and at six community-based legal clinics
located at senior centers and residential build-
ings.

PLANNING TO AGEWITHDIGNITY:

LEGAL PLANNING FOR INCAPACITY

A new program launched by SeniorLAW Center
and funded by the Independence Foundation to
provide persona planning services (springing
and durable powers of attorney, advance health
care directives, smple wills, specia needs trusts,
and standby guardianships) to Philadelphia sen
iors at risk for incapacity due to dementing ill-
ness. The program also strives to educate sen
iors -- as well as their families and professionals

(Continued on page 3)
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who work with seniors in the medical, mental
health and aging services communities -- about
the importance of using legal tools to promote
seniors dignity and autonomy.

The SeniorLAW Center also provides direct
representation to thousands of senior citizens using
its legal staff, paradegals and a panel of dedicated
volunteer attorneys from the private bar. The Center
focuses on a large range of problems affecting sen
iors lives including:

ADVANCE PERSONAL PLANNING:

simple will

powers of attorney

advance health care directives
administration of small estates
Medicaid estate recovery counseling

FAMILY ISSUES including:

custody and support for grandparents rais-
|ng grandchildren & other kinship caregivers

grandparent visitation

prevention of elder abuse

family violence

financia exploitation

defiant trespass

HOUSING including:

- landlord/tenant matters
evictions
mortgage foreclosures and problems
sheriff sales
clearing title to property
deed transfers
code enforcement
property taxes

CONSUMER PROTECTION including:
- consumer fraud

home repair contractor problems

unfair sales practices

collection and debt problems

property damage

utilities

warranties and contracts
All cllents eligible for representation must be over 60
years of age and be aresident of Philadelphia.

Client Access

Clients can access SeniorLAW Center
1) by telephone, 2) at its center city officesin-person
without an appointment, or 3) at one of its six com-
munity lega clinics, including two focusing on
Asian elders and two focusing on Hispanic elders.
SeniorLAW Center is accessible for telephone intake
on a specia intake line Monday through Friday from
9:00 am. to 1:00 p.m. SeniorLAW Center is open to
wak-in clients during regular business hours three
days a week, and to clients with emergencies Mon
day through Friday. Staff are also available during
normal business hours to address emergencies. Sen-
iorLAW Center has a telephone message in English,
Spanish, and Cantonese to assist clients who call out-
side normal business hours, and bilingual staff and
attorneys are available to aid non-English speaking
clients. In 2004, it will be launching use of Language
Line telephone interpretation services, funded
through a special capacity building grant.

Legd questions, problems or concerns can be
addressed over the phone or in-person. Most issues
can be handled at least initially by telephone.

TELEPHONE INTAKE for Philadelphia
SeniorLAW Center:
Monday - Friday
9:00 am. - 1:00 p.m.
(215) 988-1242

The Law Center also performs outreach and
intake at six locations in the community. However,
the program uses the offices of its community part-
ners for this purpose and doesn’t maintain any field
offices.

Outreach

The SeniorLAW Center has made extensive
efforts to find and assist seniors in Philadelphia n-
cluding recruiting bilingual-bicultural staff, launch-
ing community clinics in senior centers and resi-
dences, trandating legal information brochures into
10 languages, collaborating extensively with ethnic
minority, immigrant and LEP community groups and
making home visits to frail elders. The program
works with all local bar associations including the
Hispanic, Asian, and Africant American Bar Associa-
tions. An especialy sensitive and vital project, men-
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tioned above, is underway, working with the medical
and geriatric care professions to address the legal
needs of seniors with early-stage dementia.

The SeniorLAW Center’s offices are located
in downtown Philadelphia. The program offices ac-
cupies a significant portion of the 18th floor of a his-
toric building near City Hall. .

Karen Buck is the Executive Director of
SeniorLAW Center. The staff includes a Managing
Attorney and five staff attorneys and program direc-
tors. The attorneys have various areas of expertise
but the program is not divided into subject matter
units. The program also has three non-attorney legal
advocates, and attorneys that are bilingual in Spanish
and various Asian languages. There is adso a devel-
opment coordinator, intake staff, an administrative
assstant, and interns and externs from local law
schools. The law students are assisting the Helpline's
launch by locating resources and building up the
Center’s library of referral avenues throughout the
state. Senior citizen volunteers from the Mayor’'s
Commission on Aging and other volunteer programs
provide administrative and clerical assistance.

The Statewide SeniorLAW Helpline

The new Pennsylvania SeniorLAW Helpline
is housed in its own room at the SeniorLaw Center
offices. The helpline room contains the workstations
of both of the attorneys who handle the statewide
helpline calls. The Helpline is staffed with two attor-
neys who make up one Full-time Equivalent Attor-
ney. The attorneys, Sandra Chaff and Marta Brooks,
work 50% of their time on the hotline calls and 50%
on full-service cases for Philadel phia area clients.

At the present level of funding, the statewide
helpline services are limited to telephone advice, in
formation and referrals. However, the helpline attor-
neys will advise callers on any civil legal matter, to
the extent they are able. No brief services are per-
formed. Lega Helpline clients needing representa-
tion are referred to their local area lega services, Ti-
tle 111B project or the Bar.

The Helpline is open from 10-1 on Monday-
Friday. The Helpline attorneys pick up the phone if
they are not on another call. Callers may leave a
message during Helpline hours and the attorneys will
return the call usually the same day. Callers cannot
leave messages during Helpline down time—rather a
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message tells them to cal back during Helpline
hours. Since the Helpline only started taking calls in
January, the number of calsis till low but call vol-
ume has aready increased significantly in the first
two months with initial publicity efforts. Once the
full outreach effort has been accomplished, the staff
will revisit the manner in which call volume will be
managed.

Equipment

The office uses an Intertel phone system. The
Helpline attorneys use headphones. Call volume has
so far been low and the hotline has not needed auto-
mated call distribution. The program has been using
a Microsoft Access database but SeniorLAW Center
is in the process of reviewing case management soft-
ware which will be used by the entire program i+
cluding the helpline.

Helpline attorneys record demographic data
and whether the client’s income is above or below
the legal services financia eligibility guidelines as
well as casenotes related to the call.

Quality Control

The two Helpline attorneys corsult with each
other on calls at the end of each week; likewise they
can talk with their managing attorney and with ex-
perts on the Center pro bono panel for additiona
guidance as needed.

The Helpline attorneys have created a cross
referenced subject matter list which directs the
Helpline advocate to resource texts in the library,
files, websites, FAQs, etc., where information on the
caler's issue can be found. After each call, the
Helpline attorneys ask caller satisfaction questions
and record, on a special form, the client’s responses
to whether the advice was helpful and if they would
recommend the service to someone else.

At this early stage of the statewide Helpline
project, Sandra Chaff has not encountered any spe-
cia problems. She recommends that anyone planning
to start ahotline read Legal Hotlines: A How to
Manual, www.legal hotlines.org.

Karen Buck, Executive Director
SeniorLAW Center
100 S. Broad Street Suite 1810
Philadelphia, PA 19110
SeniorLAW Helpline Hour s 10-1
877-727-7529




Access North Dakota L egal Services 24/7
By Richard LeMay, Director of Litigation
Legal Assistance of North Dakota

Providing access to legal services is a chal-
lenge for every legal services program. The purpose
of this article is to share with you how North Dakota
has developed an unlimited avenue of access for cli-
ents.

North Dakota expands across 68,976 square
miles with an average of 9.3 people per square mile.
There are 373 cities in North Dakota. Less than five
percent of the cities have a population greater than
2,500. There are approximately 77,000 potential
low-income clients and 93,174 potential Title I11 cli-
ents served by 12 case handlers.

Legal Services of North Dakota, a state-wide
program, has four regional offices located in Bis-
marck, Fargo, Minot and New Town that each serve
approximately one-quarter of the State. Each re-
gional office provides services to smaller communi-
tiesin its service area. Most outreach sites are more
than two hours away from the regional office. Imag-
ine staff or clients traveling this distance in the win-
ter months with snow, ice, 40 mph winds and -40°
temperatures. You might agree that Legal Services
of North Dakota has some additional challenges to
access.
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While access to legal services has aways
been a primary concern, budget cuts provided the im-
petus to seek a more efficient method of providing
access to legal services. In June of 1998, Lega Ser-
vices of North Dakota launched its centralized intake
effort. All individuals wanting to apply for legal ser-
vices in the state of North Dakota are able to call one
toll-free telephone number and immediately speak
with an attorney or paralegal. In the beginning, cen
tral intake was housed jointly with a regional law of-
fice wherein staff wore two hats, that of an intake
worker and case worker. Each staff member would
balance a set time for taking applications in addition
to a client case load. On January 1, 2004 we recon
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figured the regiona office that housed central in
take. We now have a central intake office that does
both low-income and senior hotline intake.

We have four staff members in the central in-
take office. The joint regional office now truly oper-
ates as the other regional offices.

We dedicate two FTEs to intake each day,
low-income 9-3; seniors 8-5. Our lead intake work-
ers are paralega types. The supervising attorney is
myself and | also wear the hat of litigation direc-
tor. The fourth person in the group is our technology
coordinator who created our intake application.

The intake worker gives advice or makes a
referral if appropriate and closes the application. In
those situations where the intake worker is unsure or
if the question needs to be researched, the application
is discussed with me each day at 3 pm. Often acal is
returned that day with advice. If it is decided at the
daily staff discussion that more than advice is
needed, the application is forwarded to the appropri-
ate regiona office.

Legal Services of North Dakota currently
uses an AT&T phone system in conjunction with a
Perfect Voice auto-attendant and voice mail system.
Each of the four regional offices are connected using
VPN technology on a NT platform operating over
the Internet at DSL speeds. We use Kemp:s Case
Works case management software. Three of our four
offices access Clients 2000 through a terminal
server. In addition, we use firewall hardware and
VeriSign Certification software to provide security
and confidentiality for applicant records.

Since June 1998, LSND has taken approxi-
mately 6000 applications each year with 2 full time
equivalent staff members. Of the 6000 applications
that are made, just under half are rejected. Applica-
tions are most commonly rejected due to financial
ineligibility and applicants seeking help with prohib-
ited cases. Regardless of efforts to increase staff ef-
ficiency in processing applications using the tele-
phone, there is the never ending story of failed a-
cess.

&S

(Continued on page 6)
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On June 1, 2002, Legal Services of North Da-
kota launched their Internet on line application for
legal services. This should not be confused with
Web Based Applications discussed in Lega Hotline
Quarterly=s 2001 Summer Issue. Any person having
access to the Internet may go to www.legalassist.org
to obtain information and actually apply for legal
services.

The Internet application is based upon an ac-
cess database created to mirror Clients 2000. The
application form requires a person to provide specific
information to complete the application. After an
applicant provides the required information, they are
directed to click a submit button and their informa
tion becomes a record in a database. The record is
temporarily stored on our web server.

After the applicant has submitted their appli-
cation, an email is sent to the supervising attorney of
the central intake providing notification of the appli-
cation. This email notification is used to ensure that
al Internet applications submitted are timely proc-
essed. The application records are imported and ap-
pended to our Clients 2000 database on a daily basis
and then processed in a manner similar to those -
plications taken by telephone through centralized in-
take.

When the Internet applications are imported
and appended to the Clients 2000 database, they are
assigned a designated call back number using the
Clients 2000 staff number feature. The person proc-
essing the Internet applications can use this number
and easily search for the current days Internet appli-
cations. Next the application is opened and given a
case number. The application is then reviewed for
conflicts of interest, alien status, and financia digi-
bility. If the applicant does not meet all of the crite-
ria, a rejection letter is printed and mailed to the gp-
plicant with no further contact. All rejected appli-
cants are also provided with referral information re-
garding the state bar association. When an appli-
cant=s legal question or problem is clearly one that is
prohibited by Legal Services Corporation, the appli-
cant is sent a rejection letter with no further contact.
Again the applicant is also given the state bar aso-
ciation referral information.

If the applicant meets the eligibility criteria
the person processing the application reviews the

guestion or problem narrative provided by the appli-
cant. Applicant narratives have varied from a short
sentence, Al need a divorcel to a novel covering
every legal question or problem the applicant has
ever had.

If an applicant meets the eligibility criteria
and their application does not involve a prohibited
activity, their application is placed in a Acal back@
mode. Applications in Acall back@ mode are re-
viewed on a daily basis akin to a process of legd tri-
age. If the applicant:s narrative suggests the possibil-
ity of a deadline, the application is given the highest
priority. If the narrative refers to documents or ro-
tices, the applicant is sent a letter requesting copies
of the documents to be sent to central intake. If the
application is not urgent and the applicant has clearly
articulated hig’her legal question or problem and can
not be reached by telephone, a letter of advice may
be sent to the client. If the application requires more
than advice or brief counsdl, it is transferred to the
appropriate regional office for further investigation
and representation.

Most of 2002 was ent on working out the
Internet application glitches and the logistics of proc-
essing the Internet applications. However, there was
an immediate benefit of the Internet application, it
provided Lega Services staff a vehicle to enter go-
plications while doing outreach. Without any dedi-
cated promotion or advertisement, the Internet appli-
cation was used more than five-hundred times in
2003.

The initial idea behind creating the Internet
application was to use it as a screening tool which
would allow more €eligible people to access us by
telephone. In past years there has been a significant
percentage of ineligible applicants seeking free lega
services that may easily be screened and processed.
Of the 500 Internet applications completed in 2003,
259 were rejected. Of the 259 rejected applications,
158 were rejected for financia ineligibility. In addi-
tion there have aso been a considerable number of
applicants seeking help in cases that are prohibited
by the Lega Service Corporation such as criminal
and fee generating cases. These applications can be
easily screened and processed. Of the 259 rejected
applications, 42 were rejected because the subject
matter IS prohibited.

(Continued on page7)
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The Internet application has proven to be a useful
tool in screening and processing applicants for legal
Services.

Although initially viewed as a screening tool,
the Internet application has provided a greater bere-
fit. The people who have the greatest need for our
services likely have the greatest problems in access-
ing lega services, regardless of our accessibility.
However, the majority of these individuals are e-
ceiving services from some agency that would have
access to the Internet, and therefore the Internet go-
plication. Of the approximately 249 countable Inter-
net cases, 116 were referred by social service agen
cies, 52 were referred by family or friends and 25
were referred by a government office.  These num-
bers indicate that agency collaboration may be key in
reaching needy individuals through the Internet gp-
plication.

There is no greater means of providing
unlimited access to legal services than an Internet ap-
plication. Of course not everyone has access to the
Internet, but almost everyone knows someone that
does have Internet access. There are home com-
puters, Web TV, friends and family, libraries,
schools and agency providers; there simply will be
no an excuse for not being able to access lega ser-
vices.

Legal Assistance
of North Dakota
Richard LeMay
Directory of Litigation
877-838-5263 x.14
rlemay@legalassist.org
www.legalassist.org

Equal Justice Conference

A National Conference bringing
together those dedicated to Pro
Bono and Legal Assistance to
RENEW OUR COMMITMENT
TO JUSTICE
April 15-17,2004
at the
Hilton Atlanta Hotel

http://www.atlanta.hilton.com
Make your reservations online

Come to Atlanta to take
advantage of over 75 work-
shops, sessions, networking
opportunities and special
programs. Learn from those who
have taken programs where you
want yours to go, while you
share your insights with others.
Programs will address pro bono,
delivery innovations, manage-
ment, resource development and
technology.

Come to Atlanta to hear from
leaders with life-long service
dedicated to creating justice for
all. Keynote speakers include
ABA President Dennis W.
Archer.




Legal Hotlines -
TheView from the Far Side of the World
by Elizabeth Shearer*

i
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Last fal | journeyed far from home in Brisbane,
Audtralia to explore telephone legal advice services
in the USA. Thanks to a grant from the Winston
Churchill Memoria Trust and the support of my em-
ployer, Legal Aid Queensland, | spent time with five
services. Lega Aid Society of Hawaii, Legal Aid So-
ciety of Orange County, CLEAR at Northwest Jus-
tice Project, Legal Aid and Defender Association
Detroit and Legal Counsel for the Elderly at AARP
in DC.

Introduction

At Lega Aid Queensland (LAQ) we provide around
60,000 legal advices per year to people across a large
and decentralized state. At Legal Aid Queensand
(LAQ) our information and advice services are not
subject to any eligibility requirements. We provide
information and advice about most personal legal is-
sues. Just over 30% of our advice is by telephone.
Around half of al advices are family law, about a
third civil law and the balance are criminal law. Le-
gal Representation is subject to a means test and a
merit test and is provided for cases which come
within funding guidelines (generally serious criminal
matters, family disputes about children and some tar-
geted areas of civil law). The advice service pro-
vides minor assistance to clients who are not eligible
for funding for full representation. Further details of
our services canbe found at
www.legalaid.gld.gov.au

*Elizabeth isa Senior Legal Consultant for
Legal Aid of Queensland, Australia.

The hotline study and report were funded by the
Winston Churchill Memorial Trust.

The focus for my tour was:
1 Models of service delivery for telephone ai-
vice
2 The integration of telephone advice services
with other legal services
3 Lega Hotlines Outcomes Assessment Studly.

M odels of Service Delivery
Access to service
The services | visited generaly:

1 made use of sophisticated telephone systems
where clients responded to a range of options
for screening and call direction

2 favoured a system where the caller was con
nected directly with the person who would
provide the advice and that person conducted
screening and intake

3 favoured call queuing systems over call back
systems

Thisisin contrast to the LAQ system which:

1 does not require clients to select from options
in an automated phone system.

2 uses non lawyer staff to screen calls, provide
information as a first line service and do i+
take for clients who need legal advice

3 usesasame day or next day call back system.

While we may seem out of step, the differernces are

explained by distinction which LAQ draws between

Legal Information and Legal Advice services. This

distinction is defined as:

A legal information service provides information

which is of general application only. Information

may be made available to clients directly (published

either in paper or electronic format), or clients may

be assisted to access the information they require.

A legal advice service provides fact specific advice

where the advice provider:

- makes an assessment of the client’s individual
circumstances

exercises professional judgment in applying the

law to the client’ s circumstances

provides the client with a range of options about

how to proceed

analyses those options so asto assist the client to

make a decision about which option best meets

the client’s need

(Continued on page9)
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may include the provision of minor assistance.

At LAQ, trained client information officers working
in acall centre receive al incoming calls. They pro-
vide an information service and do screening and in-
take for the legal advice service. Around 40% of in
quiries are resolved with information, 50% are -
ferred to advice and the balance are referred for non
legal services. A call queuing system operates to ac-
cess the call centre, but then clients are listed for call
back by alawyer to provide the advice. In my view,
LAQ's use of call screeners and call back for advice
are appropriate to our context.

Human resource practices

The saffing mix in the services visited differed
widely. Some services have no staff other than the
manager who works full time while others have d-
most exclusively full time staff. Many services have
very experienced lawyers providing hotline advice
and actively foster a mix between experienced staff
and newly admitted lawyers who can be mentored by
the more experienced staff. Hotline services which
are part of afull servicelegal aid program are able to
offer lawyers opportunities in case work or duty law-
yer type programs from time to time so that lawyers
retain their casework skills.

It is clear that training and management is easier with
a predominantly full time work force. However
while there is no definitive data which can be comt
pared across programs, it seems that an exclusively
full time work force may be less productive than a
mix of part time and castel sessional staff. At the
other end of the scale a staff composed entirely of
part time and casua staff poses challenges in main-
taining quality and requires more active manage-
ment. It seems to me that the optimal staffing mix
for productivity and quality is amix of full time, part
time and casua or sessiona staff.

Quality

The most common quality control mechanism in
place is the review of notes of every advice by a 9+
pervising lawyer. Thisis used in al but one of the
servicesvisited. While thisis an effective method of
quality control it is aso high cost. The one service
which does not review every advice has similar qual-

ity mechanisms in place to LAQ including:
1 periodic reviews of advice notes,
2 peerreview
3 a comprehensive induction and training pro-
gram
4 comprehensive information resources to sup-
port the advice program, and
5 aculture of discussing cases and seeking the
opinions of others.
In this context, it is not considered necessary to e
view every advice.

Interestingly, programs share the common challenges
of ensuring consistency of service while alowing
lawyers to operate with their own “style” of advice
giving. Hotline managers observed a range of styles
from those who focussed quickly and directly on the
legal issue at the one end of the spectrum and at the
other end, those who adopted a more empathetic ap-
proach. Asat LAQ, managers endeavoured to mod-
erate both ends of the spectrum so that clients consis-
tently receilved an appropriate service which bal-
anced efficiency and empathy. This is an ongoing
challenge for services.

Integration of Telephone Advice Services with
other legal services

In all services visited, a key function of the hotline
was to provide intake for more extensive legal ser-
vices. All services offered some next step from ad-
vice but that next step varied considerably and d&-
pended on the capacity of the service and other ser-
vice providersin their network. Services have devel-
oped a range of options for clients to fill the gap be-
tween advice only and full representation.

There are key strategic issues to be considered (eg:
what is the appropriate level of resource to allocate
to cases which are not high enough priority to e
ceive funding for casework services) as well as &
sues of operational efficiency and effectiveness (eg:
which of the diverse range of options provides the
best outcomes for the dients). At LAQ we will be
reviewing our approach to unbundled services |look-
ing closely at the examples found in the USA.

(Continued on page 10)



(Continued from page9)
M easuring effectiveness—
the Legal Hotlines Outcomes Assessment Study

The Project for the Future of Equal Justice Legal
Hotlines Outcomes Assessment Study, www.nlada.
org, does not address the issue of whether a limited
type of legal service such as a telephone advice ser-
vice should be accountable for fina client outcome.
Rather it takes the approach that if a resource is be-
ing applied to telephone advice services, the services
should be able to demonstrate effectiveness.

The study makes interesting findings about factors
which help determine outcomes and a series of rec-
ommendations designed to improve outcomes for cli-
ents of telephone advice services. Many of these
recommendations relate to providing more than a
simple advice service to some clients.

Some services have redesigned their processes or are
planning to implement some aspects of the recom-
mendations. However services do not tend to have
the comprehensive data which would allow a cost
benefit assessment of changes made. Put simply, the
recommendations amount to doing more for some
clients. If the same resource is used, less will be
done for other clients or fewer clients overall will be
able to access the service.

While LAQ does not have client outcome data, we
do have measures in place for al other aspects of the
legal advice program. We are planning to obtain
data about client outcome, and then track the impact
of changes made to the advice service against a num-
ber of measures.

The measures we intend to use are those developed
by Wayne Moore of AARP as described in Making
Sdf- Evaluation Part of Program Management
(www.legal hotlines.org .) namely

Client Satisfaction

Quality

Client Outcomes

Productivity — Includes quantity, cost and
also efficiency

Reach —access to the service by target groups
Systemic Change

A WN P
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We propose to use this framework to develop a set of
baseline data for the legal advice program. Then we
will undertake projects to implement some of the
recommendations of the Outcomes Assessment
Study while tracking the impact of those projects on
the advice program overall.

While the Outcomes Assessment Study provides
some indicators of how to improve client outcomes,
changes need to be viewed in the context of their
overall impact on cost, productivity and accessibility.
The changes which we plan to test in this manner
are:

1 Flagged follow up — criteria are developed for
flagging certain clients for follow up after ad-
vice having regard to the critical nature of the
client’s legal issue and an assessment of the
barriers which the client faces © acting on
their own.

2 Different types of follow up — ranging from a
simple follow up call to provision of addi-
tional assistance could be tested with differ-
ent sample groups.

3 Sending written material — sample groups of
clients could be sent written material follow-
ing telephone advice.

4 Different types of written material to be
sent — ranging from a tailored advice letter to
standard information could be tested with dif-
ferent sample groups.

5 Use of adiagnostic tool for provision of m-
nor assistance/ brief services. This could be
used by some lawyers to see if it increased or
decreased the level of minor assistance cur-
rently provided based on solicitors discre-
tion.

6 Different models for the provision of minor
assistance/ brief services.

Ultimately the decisions to be made about how and
where to deploy resources when managing the ten
sion inherent in the advice program between the de-
mand for the service and the extent of service to be
provided to each client are difficult decisions and the
answer cannot be found simply in data. However we
hope to generate data which can inform the difficult
decisions.

(Continued on page 11)
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Conclusion

The tour confirmed for me that:

1 telephone legal advice is an effective strategy
to expand the access to legal advice by low in
come and disadvantaged people, and

2 Thekey challenge for services everywhere is to
find the right balance between the competing
tensions of providing:

access to legal advice to as many people as
possible and

enough advice and assistance to each
person to enable them to dea with their legal
Situation.

| know that as a result of my tour, | am better equipped
to meet this challenge.

During my travels in the USA | was the beneficiary of
boundless generosity as so many people spent time
with me sharing their experiences and insights.

| would particularly like to acknowledge the assistance
of the following people: Rob Palin, Bob Cohen, Bill
Tanner, Gabrielle Hammond, Joan Kleinberg, Sue
Encherman, Pat Mcintyre, Lynda Krupp, Julia
Gordon, Richard Zorza, Joan Zorza, Jan May, Wayne
Moore, Mike Genz, Glenn Rawdon, Cheryl Nolan,
Joyce Raby, and Don Saunders.

Elizabeth Shearer
Senior Legal Consultant
Civil Justice & Legal Advice
Legal Aid Queendand
Tel 61 7 3238 3308

AARP Foundation
Tech Support for
Legal Hotlines
The Technical Support for Legal
Hotlines Project provides
technical assistance to
managers of legal
hotlines and
organizations interested in
developing legal
hotlines. The Project is
sponsored by
AARP Foundation with a grant from
the
Administration on Aging.
To join the
Legal Hotlines egroup at
Istech.org, contact:
Shoshanna Ehrlich at
sehrlich@aarp.org
954-472-0997 (Eastern)
Site-Visits
Managers or planners can call

Jan May, Director,
at AARP
Legal Counsel
for the Elderly
Washington, D.C.
to arrange site-visits to inspect the
Legal Counsel for the Elderly Hot-
line.

Jan May, Esq.
Phone: (202) 434-2164
Fax: (202) 434-6464
e-mail: jmay@aarp.org
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Taking it to the Streets:

Georgia's P
Mobile Law Units e
By Ellie Crosby* 2 g

Because of recent advances in technology,
including improved availability of and connectivity
to the Internet, many law projects are boosting infor-
mation on their websites and exploring new ways to
use the Internet to better serve clients. Mobile Law
Units are one creative way to do it. This article de-
scribes the Mobile Law Units in operation in Geor-
gia, and discusses considerations programs should
address if implementing a Mobile Law project in
their community. In September of 2003, the Albany
Office of Georgia Lega Services Program and the
Atlanta Lega Aid Society’s Georgia Senior Lega
Hotline launched a new project - Mobile Law Units.
The Mobile Law Units, or “MLUS’, deploy legal ser-
vices and hotline program lawyers armed with lap-
tops to senior centers, senior high-rises, libraries and
other venues to provide basic legal information and
assistance to elderly and lowincome groups in the
Atlanta area and in other locations throughout Geor-
gia

The project is funded by a technology grant
from the Legal Services Corporation and is based on
a modification of the Self-Help Office model devel-
oped by AARP Lega Counsel for the Elderly in
Washington, D.C. The MLUs are designed to deliver
cost-effective, extensive legal information and inter-
active services in locations where low-income clients
who have difficulty accessing legal services might
congregate. Steve Gottlieb, Executive Director of At-
lanta Legal Aid Society, expressed his enthusiasm
for the project, “What's particularly exciting about
our new Mobile Law Units is that they increase ac-
cess to hard-to-reach clients through technology, but
they still provide clients with persona contact and
assistance.”

*Ellieis the former Managing Attorney of the
Georgia Senior Legal Hotline and currently serves
as a Consultant to the AARP Foundation Technical
Support for Legal Hotlines Project, among other ac-
tivities she performs to advance the legal rights of
seniors.
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In the Atlanta metropolitan area, the Mobile
Law Units focus their efforts to reach the elderly and
disabled in locations such as senior centers and high
rise apartment complexes. In greater Georgia, three
other MLUSs are operating on a regular basis at the
public libraries in Clay and Early Counties and at the
Department of Family and Children Services in
Seminole County. The Albany Office of Georgia Le-
ga Services Program will set up MLUS, as needed,
at disaster assistance centers in communities that
have suffered from flooding or other natural disas-
ters, partnering with the State Bar Disaster Legal
Assistance Committee. In addition, several Probate
Courts in the state have expressed an interest in host-
ing a Mobile Law Unit, if funding can be obtained.

Tracey Roberts, the State Technology Advo-
cate, is managing the project state-wide, with assis-
tance from Ellie Crosby and Monoka Venters, from
the Georgia Senior Legal Hotline, and Mark Redden
and Katherine Ingram from the Albany office of
Georgia Legal Services Program. The project is one
way to get back to the concept of community lawyer-
ing, and to expand the services provided by the
Georgia Senior Legal Hotline and Georgia Legal
Services.

The Mobile Law Units have enabled the pro-
grams to test new technology, increase services,
serve people they might not otherwise reach, and
have a greater presence in local communities. This
new technology has allowed the programs to deliver
information and services to clients where they live
and work. All that is needed is a phone, a secure
computer or laptop, printer and an internet connec-
tion.

In the Atlanta area, Atlanta Legal Aid’'s Sen
ior Legal Hotline partnered with Senior Connections,
one of the main providers of senior services in the
metro Atlanta area, to set up a Mobile Law Unit in
their main facility, which is accessible to a rapid

(Continued on page 13)
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transit station. After doing extensive advertising to
attract walk-in clients to the Mobile Law Unit sites,
lawyers with Atlanta Legal Aid and Georgia Legal
Services set up their laptops or use community-based
computers to access Georgia's statewide website lo-
cated at: http://LegalAid-GA.org/. The web site is the
central information source for the MLU staff when
they are onlocation at the libraries and senior cen
ters and MLU staff spent a considerable amount of
time adding resources to the website, and developing
material for use with Hotdocs, a computer-based
document assembly program.

The MLU staff works directly with clients to
help them find the web site, locate and print out the
legal information they need, use the online applica
tions, print court forms available from the web site,
and find social service agencies, courts and legal ser-
vice organizations. In the event that clients need ex-
tended services, the MLU staff member conducts in-
take onsite and refers the individual to an attorney at
the nearest Atlanta Legal Aid Society or Georgia Le-
ga Services Program office for additional help and
referrals.

While a formal evaluation of the project has
not been completed yet, the project has aready
yielded many positive results. The project has proven
to be a cost effective way to provide programs a
presence in local communities that have been under-
served. Because of its flexibility, the MLU has e+
abled the programs to reach client populations that
are not necessarily able to call or travel to alocal of-
fice. As an added benefit, since the start of the pro-
ject, Georgia Legal Services has experienced a noted
increased in their circuit-riding productivity. Atlanta
Legal Aid Society hes recently received a grant from
the American Bar Association’s Partnerships in Law
and Aging Program to try to use the Mobile Law
Units to perform outreach in Atlanta’'s Asian and Pa
cific American Communities. “We have plans to ex-
pand information for non English speaking popula
tions, and, in partnership with our local Asian and
Pacific Bar Association, take the MLU to into com-
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munity centers that serve these growing popula
tions.” Tracey Roberts, the project manager, ex-
plained.

Some of the early lessons we learned:

Expect technical problems. Have patience (and a
good back up plan) Face it, aproject that is trying
something new isn't going to go smoothly at first,
especially one that relies heavily on technology. We
initially encountered problems with the technology
required to operate the project. Keep in mind that it
takes practice for staff to feel comfortable setting up
and using the equipment. Plan for problems by de-
veloping a thorough manual for staff, and training
staff to set up and use the equipment. At times, the
internet connection may be slow or non-existent so it
Is important to have hard copies of client forms with
you. It is helpful to find the appropriate balance for
your program between ease of connectivity and as
surance that the equipment is secure from an outside
virus or a breach of information.

Choose your “host agency” affiliation carefully.
You want to find a site that is private and convenient
for people to visit. It helps to have good local support
for your project, from both your host agency and oth-
ers who work and live nearby. They can help publi-
cize your visits and provide other support to the pro-
ject. It is important to have someone who lives in the
community who can give you feedback on how the
project is going. We learred that the name “Mobile
Law Unit” conjured images of drug busts in some
low income communities, and have changed the
name in one location to address this problem, which
kept people from using the site. If you have time, use
focus groups of potential visitors to help you hone
your publicity materials. Be aware your location may
also have an impact on the types of questions e
ceived. For example, we brought the MLU to a sen-
ior high-rise, and later realized that some of the sen-

(Continued on page 14)
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iors might not be comfortable raising housing com-
plaints in that venue. Fortunately, the MLU was able
to provide information about many other topics on
site, and the staff person left information about the
Georgia Senior Legal Hotline, where callers can get
information and assistance in the privacy of their
home. A recent MLU visit was so well-publicized by
the host that an additional visit was scheduled to ac-
commodate al who were interested and had ques
tions.

Take time to choose and load resources. Two
benefits for this project are that it makes use of the
many resources available on our state website and it
is coordinated by the state technology advocate. Plan
and load simple documents you think will be of most
value to your target visitors and will expand services
to those who you might not otherwise reach. After
polling staff, the Georgia Lega Services Program pi-
loted a version of a petition to legitimate a child, and
the Senior Legal Hotline chose a living will. A num-
ber of consumer letters were adapted for early use by
the MLUs and website. Additional resources are be-
ing devel oped as the project progresses.

Don’t forget to think through the ethical issuesre-
lated to your approach.

We had a number of spirited discussions about
whether the MLU visitors are clients, and when an
informational interaction becomes an attorney-client
relationship. The Maobile Law Unit does not neces-
sarily treat its visitors as clients, though the visitor
may become a client when eligible and appropriate.
In order to determine eligibility for services as a cli-
ent, it helps to have the ability to check conflicts on
line. Otherwise, a call can be made to the office to
determine if a conflict exists.

Evaluate and learn from the experience. Though
the project is still in progress, we are evaluating the
project in a number of different ways. Clients com-
plete an ontsite evaluation, a student calls clients af-
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ter their encounter to obtain further information, staff
evaluate each visit, and host agencies are asked to
evaluate the project. Try to build on the most posi-
tive aspects and make changes to the parts that are
not working as well.

A Mobile Law Unit can have benefits beyond
the expanding the reach of your traditional legal ser-
vices office. The project manager, Tracey Roberts,
sees the project as potential model for mobilizing
private attorneys to provide pro bono assistance.
“We expect to learn a great deal about this delivery
model as the project develops and continues opera-
tion. Potentially, Georgia Legal Services, Atlanta Le-
ga Aid, Atlanta Volunteer Lawyers Foundation, or
any number of the state’s pro bono programs will be
able to take this program and modify it to enhance
the work they are aready doing or even set up simi-
lar programs using volunteer lawyers to provide ser-
vice.” Roberts explained. “The web-based informa-
tion, online applications and document generation
programs make it easier for attorneys who do not
usually practice in the area of poverty law to provide
pro bono assistance whenever they can fit it into their
schedule” Once the initial grant ends, the MLUs
may be converted to pro bono projects.

The project participants plan to produce a detailed
replication manual for other legal services offices
and pro bono programs interested in trying to imple-
ment this model. For more information about the
Mobile Law Units, please contact:

Tracey M. Roberts, ALAS/
GL SP Web Project Manager,
(404) 463-1657,
troberts@glsp.org
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From the Frontline;
By Johanna Klema*

O

As dl lawyers know, especidly those on legal hot-
lines, timing is a key to success— maybe not the key
to success, but clearly, a necessary key. Problem
resolution is a moving target. Many lawyers age
prematurely from trying to assist the client in hitting
that target. We can do ourselves the favor of educa-
ing the client on their timeline.

TIMING

There are the clients who call preemptively -- before
a problem is ripe. In some cases no one has done
anything wrong yet, but the caller anticipates the of-
fense and is asking you to step in and rescue them
from the coming problem. These clients need eno-
tional reassurance that they can handle what is cont
ing and, moreover, they need legal advice on where
the pitfalls are. It is not enough to tell a client who
is expecting a wrongful eviction that “The landlord
can't do that — it'sillegal.” So what if the landlord
doesit? Better to assess the facts of the case and as-
st the client in anticipating his or her strategic
weaknesses. Better not to dismiss too quickly the
client's assessment of the personalities involved.
Better to prepare them for the big picture without
giving speculative legal opinions that are unsyp-
ported by an actual fact pattern.

The next class of callers waits until the problem has
bl ossonmed into a full criss. One wonders
whether they saw the bright lights in their eyes and
the screeching of the crash as their legal interests
and the other person’s collided. For most of them,
our work is the work of planning their recovery from
this crash. Others however are time-barred: they
may have called after a deadline has passed or after
some other fatal proceeding in which they failed to
preserve their rights. They have been victimized as
much by failing to preserve their rights as by some-
one else’sviolating their rights. A few of those with
an unfavorable outcome will still be lucky enough to
be able to mitigate damages.

It is a professional duty to inform the caller if there
is a possibility of reducing damages and to assist a
caller with trying to mitigate damages or getting
them areferra to do so.

For example, a senior is caught shoplifting and a-
rested, but the no one has taken into account that the
senior suffers dementia.  There our work is not yet
done.

Then there are those callers who seem to call at the
right time and in true need. They have made calls to
exhaust the possibility that they can handle this
problem themselves. We wonder why other callers
don’'t have this great sense of timing. As interesting
an answer as it would be, |1 don’'t know why and it
doesn’'t matter. All we can do is assume the role of
educators and counselors to the faceless voices on
the telephone line. It gets back to whether the client
understands why he should do what he should do. If
he understands your line of reasoning, he is more
likely to remember it, more likely to follow it, and
more likely to get a good result. That’s where the “I
did a good job today” feeling can keep you smiling
on the way home.

Still, 1 won't forget the lady who called needing to
navigate a little bureaucracy. | spent 15 minutes
telling her exactly what to do, what was important,
what was not, etc. | poured my heart into it — | re-
member — | was exhaustive. Then just as she hung
up the phone | heard her say to someone in the
room, “That lady didn’'t tell me a damn thing.” Oh
well. So we can’'t win them al. That's just how it
iS.

Johanna is a hotline attorney at Legal Aid Bureau,
Baltimore, MD




