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Summary

The number of statewide senior legal hotlines in operation during 2005 remained unchanged from 2003 and 2004 at twenty-four programs. Four newly funded Title IV Legal Assistance Grantees opened hotline-related projects in 2006. For this report, twenty-one of the statewide senior legal hotlines provided productivity data to the AARP Foundation Technical Assistance Project. The programs have different case management software and a variety of systems for capturing and reporting their data. The task of responding to the request for data from the Project in a format that allows meaningful comparisons is extremely difficult. The Project gratefully acknowledges the important and generous contribution of the hotlines who submitted their data for this Report.

The objectives of this extensive collection and analysis effort are twofold:
(1) Creation of benchmarks and parameters for legal hotline planners.

The data published in this report is intended to help planners determine how much money to allocate to running the hotline and how many cases they can expect to handle with the resources allotted. 

(2) Creation of self-evaluation measures for existing senior legal helplines.

By comparing productivity and cost to other hotlines doing similar work, the data can assist hotline managers to determine whether their efficiency falls within the benchmarks, pursuant to their program objectives. 
DATA SUMMARY

HOTLINE PRODUCTIVITY

Total Cases Closed 2005:
64,176
Average Cases closed per hotline:
3,056
Total Calls Handled 2005:
96,005

Average Calls per Hotline:
4,572
Average Number of Cases per FTE 2005:
1,519
The productivity of the senior legal hotlines increased in 2005:

· In 2004, the 23 reporting hotlines handled 66,782 cases - an average of 2,903 cases per hotline. In 2005, the 21 reporting hotlines handled 64,176 cases - an average of 3,056 cases per hotline;

· The average number of calls per hotline rose from  4,372  in 2004 when 23 hotlines reported handling 100,558 calls, to 4,571 per hotline in 2005, when 21 hotlines handled 96,005 calls;

· A full-time senior hotline advocate handled an average of 1,327 cases in 2004 and 1,519 cases 2005.

Level of Service

The percentage of cases where the legal hotline provided a higher level of service than telephone advice only has increased from 11% in 2004 to 17% 2005.
Of the total 64,176 cases closed by the hotline:

· 47,410 (74% of total) were closed with telephone information or advice;

· 11,859 (18%) of total) were closed with a brief service (letter, phone call to a third party, legal research, review of documents, help filling out forms);  

· 8,393 (13%) were referred for extended assistance either to in-house full service units or to other suitable legal programs.

Reporting the levels of service highlights one of the challenges to collecting this data. The hotlines use different methods of coding case closures and referrals. In reference to the detailed productivity Tables pp.5-6, eleven hotlines (AZ, CA, GA, HI, IA, ID, KY, MD, OH, PA, TX, and WV) reported their cases closed with one of two codes: (1) info/advice  or  (2) brief services. The totals for both those services closely approximates 100% of their cases (There might be a small number of cases that were rejected after the telephone interview or closed in some way other than under the three  services types used in this report). The number of cases referred was also reported but these were additional services for the same cases closed with advice or brief services.

Ten hotlines (CT, DC, ME, MI, ND, NH, NM, SC and WA) reported cases closed with one of the three codes: (1) info/advice, (2) brief services, or (3) referral, so that a case receiving advice and referral was closed with the referral code rather than the advice code. In these cases, the three categories approximate 100% of the total cases. 

NH and ME had a substantial number of cases closed with different codes in addition to the three listed above. These included “client withdrew”, “insufficient merit to proceed”, “court decision” “administrative decision” and others. Hence the numbers of cases closed with the three standard codes equals somewhat less than 100% of cases in these two states. These additional categories are not routinely used by the other hotlines and are not included in this report.   

Impact of Level of Service on Productivity
It is apparent from the increase in the number of cases closed with a brief service that the senior hotlines are putting additional effort into providing help beyond telephone advice. The impact of brief services on the number of cases a full-time hotline advocate can handle is an emergent issue in legal services delivery as programs plan where this type of service can most efficiently be provided within the continuum of legal assistance.

Our analysis shows that average number of cases closed per each Full Time Equivalent decreases substantially when hotline attorneys spend 25% or more time performing brief services in addition to telephone advice.
· 1,519 per FTE for all reporting hotlines;

· 1,566 per FTE at hotlines that spent 10% or less of their time doing brief services;

· 1,221 per FTE for hotlines that did between 10-25% brief services;

· 1,025 per FTE for hotlines that did equal to or more than 25% brief services.

Casetypes:
Twenty hotlines reported case types for the 2005 report. As in 2004, Consumer issues continued to comprise the largest proportion of cases handled by the hotlines.

The most frequent case types were:

· Consumer Matters including Bankruptcy: 13,481 or 24% of cases;

· Wills/Estates/Advance Directives: 8,595 or 16% of cases;

· Health related matters including Medicaid: 6,583 or 12% ; 

· Housing: 8,895 or 16%.

Outreach:

Fourteen senior legal hotlines reported that they reached a total of 43,605 seniors through outreach efforts. This is an increase from the 32,759 reported last year by an equal number of hotlines. Most of the hotlines only reported those seniors reached who attended topical presentations or who received counseling at fairs and outreach events. However, a couple of hotlines included seniors reached through mass mailings, distribution of materials with Meals on Wheels, and publications distributed to legislators.  

A few hotlines noted that they participated in various presentations on Medicare Part D in 2005 and counted the number of seniors participating. The Project is in the process of working with the hotlines to refine the definitions so that they will report more comparable data next year.
Cost Efficiency
Nineteen of the hotlines provided the costs of operating the service:

· Average annual cost of operation for a statewide senior legal hotline was $213,365, with a range of $46,670- $427,864.  The low cost of the Hawaii Senior Legal Hotline is due to the fact that the senior hotline shares the infrastructure of the statewide low-income legal hotline and just requires one additional FTE. The California Senior Legal Hotline now serves the entire state. With almost 5 million residents over age 60 it has a far greater population to serve than any other state and requires substantially more resources to operate.
· Average cost per case was $72.43 with a range of $26.68-$304.32.
The variances in costs per case reflect the volume of cases handled by a particular program as well as the amount of time devoted to brief services and other activities which lower the number of cases a hotline is able to handle.

· Average cost per call was $47.12 with a range of $19.99-$276.02.
· Costs increased slightly from 2004 when the average cost per case was $67.03 and the average cost per call was $41.64.
Major funding sources for the operation of the statewide hotlines include:

· AoA Title IV  (24%);

· AoA Title IIIB (14%);

· IOLTA (11%);

· State Department on Aging (10%);

· Foundations (9%);

· Legal Services Corporation (4%).

AARP Foundation continued to provide technical assistance to legal hotlines with a grant from the Administration on Aging.  The Technical Assistance Project provided on-call technical assistance to the senior legal hotlines, legal aid hotlines and programs planning hotlines.  The Project publishes the Legal Hotline Quarterly and produces and collects hotline related documents for posting at the Legal Hotline Support Library.  The searchable Legal Hotline Directory and all legal hotline documents can be found at www.legalhotlines.org. 

The Project Director is a member of the workshop planning team for the ABA/NLADA Equal Justice Conference and produced a track of hotline-legal services innovations workshop for the conference held in March 2006.  

The Project also manages two interactive Technical Support email groups at legalhotlines@lists.povertylaw.org and seniorhotlines@lists.povertylaw.org.  Technical assistance queries posted there are answered by Project Staff as well as by other experienced legal hotline managers.  The Project can be reached at 954-472-0997 or sehrlich@aarp.org . 
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*(AZ ElderLaw Hotline resumed statewide operation in October 1999 after a hiatus of 3 years.)

*(FL, TN, IN, MS no longer offer statewide senior hotline services)
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	12 Month Productivity, part 1

	(See related notes on page 9)

	FY 2005
	Totals
	 
	AZ
	CA
	CT
	DC
	GA
	HI
	IA
	ID
	KY

	HOUSEHOLDS, CASES, CALLS

	Total Households Served
	53,200
	 total 
	2,612
	8,065
	   943
	1,834
	3,260
	1,452
	2,027
	1,699
	1,853

	Total Cases Closed
	64,176
	 total 
	3,147
	9,886
	1,092
	*2,210
	3,708
	1,749
	2,239
	2,047
	2,232

	Total Cases Closed with Advice or Info
	47,410
	74%
	2,071 (66%)
	8,890 (90%)
	   526 (48%)
	   642 (29%)
	2,314 (64%)
	   922 (53%)
	1,998 (89%)
	1,877

(92%)
	1,790 (80%)

	Total of Cases Closed with Brief Services
	11,859
	18%
	1,025 (33%)
	   996 (10%)
	   530 (49%)
	1,363 (62%)
	1,184 (32%)
	   828 (47%)
	   241 (11%)
	   133 

(7%)
	   442 (20%)

	Total of Cases Referred
	  8,393
	13%
	 
	 
	     36 
  (3%)
	   205 
  (9%)
	   136 

 (4%)
	   828  

(47%)
	     76 
  (3%)
	   134 

  (7%)
	 

	# cases receiving follow-up materials
	15,427
	24%
	 
	4,900 (50%)
	   604 (55%)
	   101 
  (5%)
	   455 (12%)
	 
	 
	   740 
(36%)
	 

	Total of Calls Handled
	96,005
	 total 
	4,752
	21,057
	1,159
	2,508
	7,045
	3,500
	3,381
	2,220
	3,172

	OUTREACH

	# Seniors Reached
	43,605
	 est.
	 
	 
	21,065
	 
	125
	1,300
	224
	233
	3,493

	ADVOCATES

	# Hotline Hours Worked for year (19 hotlines)
	67,621 (tot) 
	3,559 (avg)
	 
	 6,458
	2,088
	1,726
	6,600
	1,650
	 
	1,786
	3,200

	# FTE Paid Advocates
	42.25 (tot) 
	2.01 (avg)
	0.7
	6.65
	2.5
	1.3
	3
	1
	1.8
	1
	1.75

	Avg # cases handled per paid FTE per year        1,465

	% of full-time spent on Handling calls
	67%
	avg
	100%
	35%
	40%
	92%
	60%
	100%
	71%
	75%
	50%

	Outreach
	5%
	avg
	
	5%
	13%
	
	2%
	
	1%
	5%
	15%

	Preparing materials
	4%
	avg
	
	5%
	2%
	2%
	1%
	
	2%
	5%
	10%

	Brief Services
	13%
	avg
	
	16%
	40%
	3%
	35%
	
	10%
	10%
	20%

	Trainings
	3%
	avg
	
	5%
	2%
	3%
	1%
	
	1%
	4%
	5%

	Other
	6%
	avg
	
	34%
	3%
	
	1%
	
	15%
	1%
	

	Total Hours Worked/Volunteer Advocates (11 hotlines)
	3,694.55 (tot) 
	335.9 (avg)
	
	2,068
	
	
	220
	
	82.55
	250
	

	Total Cases Closed by Volunteers (7 hotlines)
	3,055 (tot)
	436 (avg)
	
	2,128
	
	
	136
	
	175
	
	

	TOTAL COST $4,053,877    Average of 19 hotlines who reported cost: $213,365

	Total Cost of Hotline
	$4,053,877 
	 total 
	$95,000 
	$437,864 
	$319,911 
	 
	$181,616 
	$46,670 
	$150,695 
	$150,000 
	$220,420 

	Average Cost per Case
	 $          72.43
	avg
	$30.19 
	$44.29 
	$292.96 
	 
	$48.98 
	$26.68 
	$67.30 
	$73.28 
	$98.75 

	Average Cost per Call
	 $          47.12
	avg
	$19.99 
	$20.79 
	$276.02 
	 
	$25.78 
	$13.33 
	$44.57 
	$67.57 
	$69.49 


	12 Month Productivity, part 2

	(See related notes on page 9)

	FY 2005
	MD
	ME
	MI
	ND
	NH
	NM
	OH
	PA
	SC
	TX
	WA
	WV

	HOUSEHOLDS, CASES, CALLS

	Total Households Served
	2,457
	2,911
	4,295
	1,463
	   914
	4,151
	4,723
	   717
	   544
	4,596
	2,059
	   625

	Total Cases Closed
	2,186
	2,500
	5,191
	1,763
	*1,101
	6,925
	5,412
	   757
	   655
	6,533
	2,048
	   795

	Total Cases Closed with Advice or Info
	1,955 (89%)
	1,366 (55%)
	4,218 (81%)
	   657 (37%)
	   627 (57%)
	4,335 (63%)
	4,872 (90%)
	   681 (90%)
	   133 (20%)
	5,997 (92%)
	1,328 (65%)
	   211 (27%)

	Total of Cases Closed with Brief Services
	   231 (11%)
	   410 (16%)
	   771 (15%)
	   955 (54%)
	   136 (12%)
	1,179 (17%)
	   540 (10%)
	     76 (10%)
	 
	   424   (6%)
	   134 
  (7%)
	   261 (33%)

	Total of Cases Referred
	1,240 (57%)
	   307 (12%)
	   202
(4%)
	   151 (9%)
	   116 (11%)
	1,411 (20%)
	   580 (11%)
	   167 (22%)
	   522 (80%)
	1,535

(24%)
	   468 (23%)
	   279 (35%)

	# cases receiving follow-up materials
	   196 
(9%)
	 
	1,893 (36%)
	1,763 (100%)
	 
	 
	1,624 (30%)
	     12 
(2%)
	 
	2,091 (32%)
	2,048 (100%)
	 

	Total of Calls Handled
	2,457
	5,372
	6,541
	1,914
	1,155
	10,457
	5,845
	   724
	   990
	7,463
	3,093
	1,200

	OUTREACH

	# Seniors Reached
	1,000
	 
	5,210
	2,346
	 
	700
	5,030
	100
	2,009
	 
	 
	   770

	ADVOCATES

	# Hotline Hours Worked for year
	3,379
	5,127
	5,957
	2,080
	1,104
	9,857
	4,601
	1,200
	1,950
	4,815
	2,548
	1,495

	# FTE Paid Advocates
	2.2
	2.3
	3.5
	1
	0.6
	2.4
	2.2
	1
	1
	2.3
	2.8
	1.25

	% of full-time spent on
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Handling calls
	70%
	100%
	80%
	75%
	36%
	50%
	87%
	75%
	65%
	75%
	50%
	25%

	Outreach
	10%
	
	11%
	2%
	
	25%
	1%
	2%
	10%
	
	
	

	Preparing materials
	3%
	
	1%
	3%
	
	5%
	1%
	12%
	15%
	
	
	15%

	Brief Services
	10%
	
	4%
	10%
	44%
	10%
	10%
	6%
	
	
	
	50%

	Trainings
	5%
	
	2%
	5%
	
	5%
	1%
	1%
	10%
	
	
	10%

	Other
	3%
	
	2%
	5%
	
	5%
	
	4%
	
	
	50%
	

	Total Hours Worked/ Volunteer Advocates
	21
	
	75
	
	
	412
	320
	150
	
	16
	80
	

	Total Cases Closed by Volunteers
	10
	
	143
	
	
	
	437
	0
	
	31
	
	

	TOTAL COST

	Total Cost of Hotline
	$275,502 
	$214,551 
	$307,500 
	$57,800 
	$335,060 
	$304,150 
	$265,792 
	$90,000 
	$123,439 
	 
	$265,000 
	$189,523 

	Average Cost per Case
	$126.03 
	$85.82 
	$59.24 
	$32.79 
	$304.32 
	$43.92 
	$49.11 
	$118.89 
	$188.46 
	 
	$129.39 
	$238.39 

	Average Cost per Call
	$112.13 
	$39.94 
	$47.01 
	$30.20 
	$290.10 
	$29.09 
	$45.47 
	$124.31 
	$124.69 
	 
	$85.68 
	$157.94 
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Some of the numbers have been estimated based on the total number of cases closed; these figures are in italics.  The number of households served was calculated at 0.83 of Cases Closed; the number of Calls handled was calculated at 1.51 percent of Cases Closed. These ratios were derived from averages calculated from those hotlines which were able to provide data on all three categories: households, calls, and cases.

All cases closed by hotlines received AT LEAST LEGAL ADVICE and/or INFORMATION.  The case total for "brief services" indicates those cases where the callers additionally received a higher level of service such as a letter or phone call to a third party, legal research, document review, help filling out forms, or negotiation on his behalf.  In AZ, CT, GA, IA, ID, KY, MD, OH, PA, TX and WV cases receiving information or advice were closed with the INFO/ADV service code even if they were referred for additional help to a full service legal unit or another agency.  Hence the advice and brief services cases for those hotlines add up to approximately 100% of cases closed.

In CT, DC, ME, MI, ND, NH, NM, SC and WA, cases receiving a referral were closed with that code, even if they also received advice as part of the service.  Hence, the advice, brief service, and referral cases for those hotlines add up to approximately 100% of cases closed.

The collection of this data was an attempt to determine what percentage of hotline callers were receiving more than legal advice and how many clients were being referred for further legal representation.

CA: 

· Another breakdown worth noting (in addition to contrasting numbers of cases closed with Advice vs Brief Service) is the differential in hours spent per case: 0.68 for “counsel and advice” cases, 2.67 for those with higher levels of service. The overall average was 0.88 hours.

· Virtually all clients receive a standard mailed package: Survey, donation appeal, Senior Legal Checkup, flier on discounts and tax breaks. The number under “follow-up materials” represents those who received something extra, directly connected with their issue.

· Total calls handled is based on a count made for one month several years ago that established an average number of calls per case

· We don’t tally outreach numbers, so we can only guess at number of seniors reached through workshops, outreach activities, presentations, etc.  In-person presentations reached perhaps 1,000 or so; counting seniors who receive our written material through various channels or visit our web site for information, the number would be well into the tens of thousands, perhaps higher. (Web site distinct visits are now running around 5,000 a month; total hits around 100,000 a month.)

· “Hotline Hours” includes staff (6,458 hours) and volunteers (2,068 hours): This figure represents all time coded “case service.”  It includes not only time spent taking hotline calls, but also time spent on additional direct services for clients and time spent writing up hotline cases.  It does not include time spent by staff attorneys consulting on cases being handled by paralegals, volunteers advocates or other attorneys, or time spent by attorneys reviewing other advocates’ cases.  Nor does it include time spent by advocates (mostly volunteers) conducting mediation for hotline clients.

· “Full-time Paid Equivalent Advocates” includes and counts as 1.0 each paid staff member who does some hotline work but has other major responsibilities, such as the program manager and mediation project coordinator. Leave time is not included.)

· The “total cost of hotline” reported, $437,864, includes all operating expenses for SLH. Since more of California’s hotline staff time is spent on other activities than typical, the actual cost per case and cost per call are really lower than reported. 
CT:
· Number of Seniors Reached:  2,838 in person; 18,227 brochures & posters distributed.

MD:

· Maryland Senior Hotline staff development — From the time that the Senior Hotline took its first calls almost six years ago, Legal Aid has continued to leverage the number of staff available to serve older Marylanders by maintaining the integration of the Hotline in its general telephone intake operations. The integration of the Senior Hotline with Legal Aid’s general telephone intake means that seniors have the additional opportunity to receive services from sources that are not primarily directed to serving seniors. Because the published phone number for services is answered: “Legal Aid Bureau and Senior Hotline,” the Hotline remains a distinct and identifiable service.

· The number of full-time equivalent (FTE) attorneys available on the Hotline in the last semiannual period was 7.0 — more than triple the 2.2 FTE’s funded by the current AoA grant. In the current period, we reduced the hours of a full-time attorney, increased the hours of a part-time attorney, and hired a full-time attorney who is fluent in Spanish. As a result, we have now increased our composition to 8.0 FTE attorneys available for the telephone intake system overall.  As noted above, this increase provides more resources for all Legal Aid clients, including seniors.

· The Hotline’s administrative assistant continues to provide clerical support and is still the primary contact person for “Sixty Plus” callers who seek reduced-fee services (i.e., wills, living wills, powers of attorney, deed changes, and small estate administration) from our special panel of private attorneys. Four additional Legal Aid paralegals in the same building are now assisting with screening callers four days per week. The five of them give referrals to callers or process them to receive legal advice or further assistance/representation by Legal Aid’s specialty law units. Their assistance has allowed the Hotline to serve more callers, including seniors.

ME:
· Cases closed - in addition to what is listed, the Helpline handled 1,745 cases in its capacity as a member of Maine’s State Health Insurance Counseling Program. 
· FTE: 2.4 plus a full time intake paralegal.

· Average brief services and percentages of brief services are a bit misleading because ME did not gather data regarding the reporting period regarding the specific amount of time spent providing brief services (though we do now). This resulted in all cases being reported in a single category, and an inability to compute an average.

PA: 
· Volunteer hours were donated by student interns while creating a statewide Resource Directory for the HelpLine.

TX: 
· Hotline Hours: 3,611.25 hrs - Without management, volunteers, or paralegal, this number is exact.  Adding those other categories gives us an estimate of 4,825 hours and 2.3 FTE with approximately 75% of the time spent on handling calls – including handling brief services or higher.
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Premise:  The more Brief Services you do, the lower the number of cases closed per FTE paid staff.
	FY 2005


	Totals
	AZ
	CA
	CT
	DC
	GA
	HI

	Total Cases Closed
	55,597
	3,147
	9,886
	1,092
	2,210
	3,708
	1,749

	Total Cases Closed by Volunteers
	3,029
	
	2,128
	
	
	136
	

	Total Cases Closed by

Paid Staff
	52,568
	3,147
	7,758
	1,092
	2,210
	3,572
	1,749

	# FTE Paid Advocates
	39.95
	0.7
	6.65
	2.50
	1.30
	3.00
	1.00



	Total # Cases closed per 

FTE Paid Staff
	1,392
	2,623
	1,167
	437
	1,700
	1,191
	1,749

	Avg % of Time Spent on Brief Services (from pgs 6-7)

	13.58%
	0%
	16%
	40%
	3%
	35%
	0%

	Brief Services – Time Spent

10% or less 

(14 programs Avg)
	1,566
	2,623
	
	
	1,700
	
	1,749

	Brief Services – Time Spent

Between 10% and 25% 

(2 programs)
	1,221
	
	1,167
	
	
	
	

	Brief Services – Time Spent

Equal to or More than 25% 

(4 programs Avg)
	1,025
	
	
	437
	
	1,191
	


	FY 2005


	IA
	ID
	KY
	MD
	ME
	MI
	ND

	Total Cases Closed
	2,239
	2,047
	2,232
	2,186
	2,686
	5,191
	1,763

	Total Cases Closed by Volunteers
	175
	
	
	10
	
	143
	

	Total Cases Closed by 

Paid Staff
	2,064
	2,047
	2,232
	2,176
	2,686
	5,048
	1,763

	# FTE Paid Advocates
	1.80
	1.00
	1.75
	2.20
	2.30
	3.50
	1.00

	Total # Cases closed per 

FTE Paid Staff
	1,147
	2,047
	1,275
	989
	1168
	1,442
	1,763

	Avg % of Time Spent on Brief Services (from pgs 6-7)


	10%
	10%
	20%
	10%
	0%
	4%
	10%

	Brief Services – Time Spent

10% or less 

(14 programs)
	1,147
	2,047
	
	989
	1,168
	1,442
	1,763

	Brief Services – Time Spent

Between 10% and 25% 

(2 programs)
	
	
	1,275
	
	
	
	

	Brief Services  – Time Spent

Equal to or More than 25% 

(4 programs)
	
	
	
	
	
	
	


ME: Our average brief services and percentages of brief services are a bit misleading because we did not gather data regarding the reporting period regarding the specific amount of time spent providing brief services (though we do now).  This resulted in all our cases being reported in a single category, and an inability to compute an average.
	FY 2005


	NH
	NM
	OH
	PA
	SC
	WA
	WV

	Total Cases Closed
	1,101
	6,925
	5,412
	757
	655
	2,048
	795

	Total Cases Closed by Volunteers
	
	
	437
	
	
	
	

	Total Cases Closed by Paid Staff
	1,101
	6,925
	4,975
	757
	655
	2,048
	795

	# FTE Paid Advocates
	0.6

	2.40
	2.20
	1.00
	1.00
	2.80
	1.25

	Total # Cases closed per FTE Paid Staff
	1,835
	2,885
	2,261
	757
	655
	731
	636

	Avg % of Time Spent on Brief Services (from pgs 6-7)


	44%
	10%
	10%
	6%


	0%
	0%
	50%

	Brief Services – Time Spent

10% or less 

(14 programs)
	
	2,885
	2,261
	757
	655
	731
	

	Brief Services – Time Spent

Between 10% and 25% 

(2 programs)
	
	
	
	
	
	
	

	Brief Services – Time Spent

Equal to or More than 25% 

(4 programs)
	1,835
	
	
	
	
	
	636


	CASETYPES

SUMMARY FOR ALL STATES REPORTING

*Subtotals" include figures from hotlines which submitted undiferentiated subheadings.*

	Consumer
	

	1 Bankruptcy/Debtor Relief
	2,081

	2 Collect/Repo/Def/Garnish
	4,757

	3 Contracts/Warranties
	2,194

	4 Credit Access
	233

	5 Energy not Public Utilities.
	24

	6 Loans/Installment purchase
	297

	7 Public Utilities
	305

	8 Unfair Sales Practice
	420

	9 Other Consumer/Finance.
	1,587

	Subtotal Consumer*
	14,555 

	
	

	Education
	

	11 Education
	7 

	14 School Enrollment
	1 

	Subtotal Education*
	19 

	
	

	Employment
	

	21 Job Discrimination
	239 

	22 Wage Claims
	40 

	23 Employment Benefits/Taxes
	83 

	25 Employment Discharge
	52 

	29 Other Employment & CETA
	448 

	Subtotal Employment*
	940 

	
	

	Family
	

	30 Adoption
	64 

	31 Custody, Visitation
	565 

	32 Divorce/Sep. Annul.
	1,338 

	33 Guardianship/ Conserv.
	2,246 

	34 Name Change
	72 

	35 Parental Rights Termination
	10 

	36 Paternity/Grandparents Rights
	34 

	37 Spouse Abuse/ Abuse
	432 

	38 Support
	256 

	39 Other Family
	 413 

	Subtotal Family*
	6,327 


	
	

	Juvenile
	

	41 Delinquent
	4 

	42 Neglected/Abused/Depend.
	563 

	49 Other Juvenile
	47 

	Subtotal Juvenile*
	625 

	
	

	Health
	

	51 Medicaid
	3,850 

	52 Medicare
	965 

	53 Nursing Home Medicaid
	60 

	54 Long Term Health Care 
(Home, AL)
	248 

	55 Private Health Insurance
	60 

	56 Nursing Homes
	108

	57 Health Care Power of Atty, Living Wills
	102

	59 Other Health
	1,809 

	Subtotal Health*
	7,591 

	
	

	Housing
	

	61 Fed. Subsidized Housing
	748 

	62 Homeownership/Real Prop.
	3,075 

	63 Landlord/Tenant not Pub. Housing
	2,398 

	64 Other Public Housing
	154 

	65 Project Based Subsidized
	5 

	66 Mobile Home
	2 

	68 Housing Preservation
	66 

	69 Other Housing
	685 

	Subtotal Housing*
	9,383 

	
	

	Income Maintenance
	

	71 AFDC / Other Welfare
	69 

	72 Black Lung
	56 

	73 Food Stamps/Commodities
	98 

	74 Social Security
	815 

	75 SSI
	633 

	76 Unemployment Compensation
	87 

	77 Veterans Benefits
	230 

	78 Worker's Compensation
	103 

	79 Other Income Maintenance
	329

	Subtotal Income Maintenance*
	2,790


	
	

	Individual Rights
	

	81 Immigration/Natural.
	30 

	82 Mental Health
	96 

	83 Prisoner’s Rights
	7 

	84 Physically Disabled Rights (ADA)
	69 

	85 Nursing Home Rights
	25 

	89 Other Individual Rights
	1,261 

	Subtotal Individual Rights*
	1,561 

	
	

	Other/Multiple
	

	90 Taxes
	126 

	91 Incorporation/Diss.
	68 

	
	


	
	

	
	

	92 Indian/Tribal Law/Financial Exploitation
	19 

	93 Licenses (Auto and Other)
	519 

	94 Torts
	1,731 

	96 Advance Directives
	61 

	97 Other Problems (non-legal)/Insurance
	96 

	98 Criminal Referrals
	196 

	99 Other Miscellaneous
	3,597 

	Subtotal Other/Multiple*
	7,693 

	
	

	95 Wills and Estates
	8,834 

	
	

	GRAND TOTALS
	65,991 
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	FINANCIAL COMPARISONS 

 2001, 2002, 2003, 2004 AND 2005 
	

	
	
	
	
	
	
	
	
	

	YEAR
	AZ
	CA
	CT
	GA
	HI
	IA
	ID
	KS

	01
	 $ 95,000 
	 $336,869 
	
	 $152,000 
	 $46,670 
	 new 
	
	 $45,125 

	02
	
	 $368,325 
	 new 
	 $271,350 
	 $46,670 
	 $188,822 
	 new 
	 $52,897 

	03
	
	 $383,025 
	 $282,302 
	 $254,160 
	 $46,670 
	 $189,967 
	 $172,350 
	

	04
	$100,000 
	 $396,654 
	 $309,679 
	 $174,669 
	 $46,670 
	 $169,108 
	 $196,073 
	

	05
	$  95,000 
	 $437,864 
	319,911
	 $181,000 
	 $46,670 
	 $150,695 
	$150,000
	

	
	
	
	
	
	
	
	
	

	YEAR
	KY
	MD
	ME
	MI
	MS
	ND
	NH
	NM

	01
	$100,000 
	 $165,901 
	 $269,742 
	 $266,500 
	
	
	 $166,306 
	 $233,500 

	02
	$110,000 
	 $289,639 
	 $248,422 
	 $190,971 
	 $161,350 
	
	 $238,743 
	 $242,852 

	03
	$135,000 
	 $331,984 
	 $202,080 
	 $252,501 
	 closed 
	 new 
	 $235,438 
	 $265,804 

	04
	$145,000 
	 $310,835 
	 $296,056 
	 $324,711 
	
	 $  54,600 
	 $360,705
	 $245,980 

	05
	$220,420 
	 $275,502 
	$214,551
	 $331,500 
	
	 $  57,800 
	 $335,060 
	 $304,150 



	
	
	
	
	
	
	
	
	

	YEAR
	OH
	PA
	SC
	TX
	WA
	WV
	WY
	

	01
	$199,285 
	$  56,513 
	
	
	 $151,000 
	 $210,000 
	
	

	02
	$ 53,627 
	
	 new 
	 $203,723 
	 $173,114 
	 $ 25,000 
	
	

	03
	$229,572 
	
	 $254,064 
	
	 $200,000 
	 $199,000 
	$  42,000 
	

	04
	$220,382 
	 $100,659 
	 $117,047 
	
	 $185,445 
	 $184,185 
	
	

	05
	$265,792
	 $  90,000 
	 $123,439 
	
	 $265,000 
	 $189,523 
	
	

	
	
	
	
	
	
	
	
	

	
	
	Year
	Total Cost
	# Hotlines Reporting
	Average Cost

 per Hotline
	

	
	
	01
	 $2,494,411 
	15 
	 $166,294 
	

	
	
	02
	 $2,865,505 
	16 
	 $179,094 
	

	
	
	03
	 $3,675,917 
	17 
	$216,230 
	

	
	
	04

05
	 $3,938,458 

 $4,053,877 
	19 
19 
	 $207,287 

$213,362 

	


ARIZONA 2005

TOTAL COST 
$  95,000

FUNDING SOURCES

Arizona Supreme Court
$  95,000

CALIFORNIA-2005

TOTAL COST 
$ 437,864

FUNDING SOURCES

Administration on Aging Title IV
$135,000

AoA Title IIIB funds
$  47,912

AAA Title IIIE funds
$  51,952

IOLTA (and other unrestricted sources 

     through parent agency)
$  30,000

Other Foundations
$135,000

Donations
$  18,000

(SETA) – CSBG funds
$  20,000

In-kind support from LSNC (parent agency)

In-kind Support from

 Volunteers

(Plus $17,836 in one-time only Title IIIB funds 

for equipment and an outreach project-not included in total cost)

CONNECTICUT 2005

TOTAL COST 
$319,911

FUNDING SOURCES:

Administration on Aging Title IV
$125,000

IOLTA
$101,552

The State of CT - Social Services 

     Block Grant
$  48,069

United Way
$  39,612

In-kind Support from State Department

     on Aging (Mimi Peck-Llewellyn 

     – Consultant)
$   5,678


GEORGIA 2005

TOTAL COST 
$181,000

FUNDING SOURCES

State Department on Aging
$139,669

Atlanta Legal Aid Society
$  41,331

In-kind Support from Div. on Aging

HAWAII 2005

TOTAL COST 
$  46,670

FUNDING SOURCES

Legal Services Corporation
$  46,670

IDAHO 2005

TOTAL COST
$150,000

FUNDING SOURCES

Administration on Aging
$110,000

Legal Services Corporation
$40,000

IOWA 2005

TOTAL COST
$150,695

FUNDING SOURCES

AoA Title IIIB Funds
$  44,180

IO(L)TA
$  10,650

Other Foundations
$  11,087

Donations
$         20

Legal Services Corporation
$  53,564

Senior Living Trust
$  20,859

Executive Council
$  10,070

Training
$       150

Misc.
$       115

KENTUCKY 2005

TOTAL COST 
$220,420

FUNDING SOURCES

Administration on Aging Title IV
$100,000

Area Agency on Aging
$    5,000

Rite Aid
$  20,000

CMS – Medicare Outreach
$  30,000

In-kind Support from Access to Justice 

     Foundation
$  65,420

MARYLAND 2005

TOTAL COST 
$275,502

FUNDING SOURCES

Administration on Aging Title IV
$125,000

Maryland Legal Assistance Network –

      matching funds
$  24,100

Legal Aid Bureau
$126,402

MAINE 2005

TOTAL COST 
$214,551

FUNDING SOURCES

Administration on Aging Title IV
$   82,903

AoA Title IIIB Funds
$  22,465

IOLTA
$  11,423

United Way
$  10,171

Health Insurance Counseling
$  19,144

Maine Civil Legal Services Fund
$  48,906

State Appropriation
$  19,539




MICHIGAN 2005

TOTAL COST 
$331,500

FUNDING SOURCES

Administration on Aging Title IV 
$150,000

State Department on Aging
$  20,000

IOLTA
$  50,000

State Bar
$  19,500

United Way
$    5,000

Other Foundations
$  19,000

Client Fees or Referral Fees 
$    1,000

Donations
$  35,000

Pension Counseling
$    5,000

Local Bar and Contracts
$    6,000

In-kind Support from Volunteer 

      Hours
$  21,000

NEW HAMPSHIRE 2005

TOTAL COST 
$335,060

Includes Senior Citizens Law Project, 

Consumer Law Project for Seniors 

and Advice Line

FUNDING SOURCES

AoA Title IIIB Funds
$238,630

IOLTA
$  21,265

United Way
$  75,065

Legal Services Corporation
$       100

NEW MEXICO 2005

TOTAL COST 
$304,150

FUNDING SOURCES

State Department on Aging
$198,326

State Bar of New Mexico:
$  78,324

Donations
$       500

Legal Services Corporation
$  27,000

NORTH DAKOTA 2005

TOTAL COST 
$  57,800

FUNDING SOURCES

AoA Title IIIB Funds
$  57,800

OHIO 2005

TOTAL COST 
$265,792

FUNDING SOURCES

AoA Title IIIB Funds
$  79,391

IO(L)TA
$131,822

United Way
$  47,591

Cuyahoga County Kinship Care 

Program – Client Legal Advisor
$    6,988

PENNSYLVANIA 2005

TOTAL COST 
$90,000

FUNDING SOURCES

IOLTA
$  60,000

Other Foundations
$  25,000

Donations
$   5,000




SOUTH CAROLINA 2005

TOTAL COST 
$123,439

FUNDING SOURCES

Administration on Aging Title IV
$  92,586

SC State Filing Fee Additions
$  30,853

WASHINGTON 2005

TOTAL COST 
$265,000

FUNDING SOURCES

Administration on Aging Title IV
$100,000

Area Agency on Aging
$100,000

In-kind Support from State of 

     Washington (OCLA)
$  65,000

WEST VIRGINIA 2005

TOTAL COST
$189,523

FUNDING SOURCES

Administration on Aging Title IIIB
$  76,703

State Department on Aging
$  28,261

IO(L)TA
$  13,050

Donations
$    4,940

Ombuds Partnership
$20,000

Legislative Award
$3,075

Law Intern Program
$3,400

Honoraria and Speaking Fees
$1,410

Interest
$1,087

Refunds
$200

Rainy Day Fund
$37,397
FUNDING SOURCES

$4,053,877 TOTAL REPORTED FOR 19 HOTLINES
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	Funding Sources
	Total

	Administration on Aging Title IV
	$1,020,489 

	AoA Title IIIB Funds
	$   567,081 

	IO(L)TA
	$   429,762 

	State Department on Aging
	$   386,256 

	In-kind Support
	$   357,992 

	Other
	$   345,988 

	Other Foundations
	$   210,087 

	United Way
	$   177,439 

	Funding Sources
	Total

	Legal Services Corporation
	$   167,334 

	Area Agency on Aging
	$   156,952 

	State Bar
	$   145,893 

	Donations
	$     63,460 

	Health Insurance Counseling
	$     19,144 

	Pension Counseling
	$       5,000 

	Client Fees or Referral Fees
	$       1,000 

	TOTAL
	$4,053,877 


CALIFORNIA - 2005
· A medium-sized foundation grant enabled the hiring of 1+ additional advocates, including a law graduate fluent in Spanish, and led to a significant increase in case numbers over the year.  Most of the growth came from clients in Southern California, where we are still a minor presence compared to the north.  Renewal of that grant, another new, smaller one and some project-specific funding will give at least a little added boost to capacity – pending the renewal of other grants for local services that are expiring soon.  We continue to seek other funding for core services to supplement the small amount from AOA.

· After a long, drawn-out search process and several sets of negotiations, we finally moved to new, larger quarters in June 2005. Leaving the agency-owned building means much higher rent costs, and we selected a location that will allow for further growth, upping the ante of the gamble.  The additional space – and greater comfort -- plus much easier parking makes the new office a lot more volunteer-friendly.  We’ve had a lot more law students lately and will conduct a major recruiting drive among older attorneys in January.

· The long-awaited new, high-tech phone system was also finally installed at the new office – sort of.  There are still lots of bugs to be worked out and functionality to be added.  But it is already making for much smoother call flow.  Staff now almost exclusively take calls as they come, as opposed to call-back appointments; and more volunteers are coming on board with the true hotline method as well.

· Our phone mediation program got off to a great start, beginning to take cases in February. The new attorney who got it started as part of a one-year fellowship is staying for a second year thanks to two grants specifically for the project, one of which is likely to be multiyear. 

· The hotline has been approved as a host agency for Americorps*VISTA.  Recruiting is about to begin, and we expect two full-time participants to join us for a wide range of capacity building functions for the next three years, starting in January 2006.

· New outreach has focused especially on reaching non-English speakers and seniors who can most easily be found through religious congregations.  This will continue as we turn our focus to Southern California in a big way in the coming year.

· We have continued to produce new client educational materials and self-help packets, steadily enlarging our supply.

CONNECTICUT - 2005
· The number of our case openings involving extended services continue to increase —currently over 48% of our calls require extended services—and we continue to spend more time per average call than the 30 minutes we originally projected.

· We began litigating consumer cases over this past year and have earned attorney fees from cases brought on behalf of CLPE clients. 

· In March one of our bilingual support staff resigned unexpectedly.  We were able to replace her in April with a highly qualified person, also bilingual, who immediately took on all the duties and responsibilities that the position requires.

· We continue our efforts to reach out to seniors, particularly those in minority communities.  Through a grant from the Aging Division of Connecticut’s Department of Social Services we were able to hire a public relations firm to design and print colorful posters and rack cards in both English and Spanish.  These were distributed in minority communities through out the state.  In addition, the firm designed English and Spanish ads that were placed in the interiors of inner-city buses in some Connecticut cities specifically targeting minority communities. 

· During the past year the CLPE team included a Title V Senior Aide who was responsible for distributing CLPE posters and rack cards  through-out the state including senior centers, meals on wheels programs, aging network providers, medical offices and minority community centers. 

· In April, the CLPE began participating in the Senior Hotline Technical Assistant Project Outcomes Study Phase II to evaluate the follow-through and satisfaction of “self-help” clients.

DISTRICT OF COLUMBIA - 2005
· In our last report we indicated that intake hours were extended to full office hours, and intake remains open regardless of the presence of attorneys.  Further improvements were instituted a few months ago to assure that callers are not lost as a result of voice mail responses or waiting times.  Assuring that callers speak to a live person resulted in intake increasing by almost 20% for the last five months over the first four months of 2005.  Special attention continues to be paid to making sure callers get through during periods when temporary employees or substitutes are at reception.  Hotline attorneys act as a backup for intake personnel when calls are heavy or intake personnel are absent for some reason.  

· As a result of the increase in calls, we have used our contract attorney more frequently, particularly where hotline attorneys are on leave or ill.  This has proved to be an excellent backup to assure prompt responses to callers.  

· Internal reports show that more than 95% of intakes are called back within 24 hours, although not necessarily reached.  Under normal working conditions, only those callers that were unavailable, or those requesting return calls at a later date are on the list of callers not reached at the end of a day.  

GEORGIA – 2005
· The Georgia Senior Legal Hotline initiated two new projects this past year:  

· 1: A QIT Pro Bono Partnership with a private firm, and 2. A Kinship Care Project.  

· We were able to partner with one of the larger law firms in Atlanta, Troutman Sanders, to set up a referral mechanism for Qualified Income Trust cases as well as train interested attorneys and develop training materials.  Through the partnership we have ensured that many vulnerable nursing home residents have secured Medicaid. 

· Secondly, we have received a small grant from Georgia’s Division of Aging to provide legal services to grandparents and relatives raising children.  While the project requires that Hotline attorneys develop significant expertise in areas normally outside of our practice, we are able to address some of the legal needs of this growing segment of Georgia’s seniors.

HAWAII - 2005
· We continued our Senior Legal Hotline activities without AOA funding for another year.  Staffing has always been a mix of contract attorneys and paralegals, AmeriCorps staff members and volunteers.  This past year, we relied much more heavily on the AmeriCorps staff to man the Hotline. 

· Several years ago, we initiated a policy that we would send a representative to any group that invited us to talk about the Legal Aid Society of Hawaii or any legal topic.  We have continued this policy and find that more and more senior organizations want presentations about identity theft and fraud.  In addition to counsel and advice about how to avoid identity theft and fraud, we have been able to offer the brief service of looking up their credit report on the internet and helping them understand the entries and writing dispute and cease contact letters where required.

IDAHO - 2005
· Idaho Legal Aid Senior Legal Hotline operations for fiscal year 2005 have met or exceeded our expectations.  We opened over 2000 cases on the Senior Legal Hotline in 2005.  The nature and composition of these cases has not differed substantially from prior years.  However, as we gain additional experience in handling hotline cases our ability to immediately address more complicated legal problems on the hotline has grown.  The hotline attorneys have improved their understanding of complex public entitlements such as Medicaid and Social Security.  Simply encountering a great variety of cases over time has allowed our attorneys to create additional form letters, pamphlets and other materials to more effectively serve hotline clients.  The end result is a continual improvement in hotline services.

· Fortunately, there were no staff changes on the Senior Legal Hotline in fiscal year 2005.  Kelly Miller remains as Project Director.  Rod Gere continues as Senior Legal Hotline Managing Attorney with oversight of operations and quality control.  Staff attorney James Cook provides direct services to the majority of hotline clients.  Bilingual staff attorney Erik Johnson fields calls from Spanish speaking seniors.  Our dedicated support staff continues to process a heavy call volume.  With the exception of minor modifications based on experience, hotline policies and procedures have remained largely unchanged.  

· Calls on the hotline have highlighted the unfortunate prevalence of financial abuse of seniors through high pressure sales tactics to outright fraud, especially by “financial consultants.”  The lack of an institutional ability to rectify these problems (law enforcement, consumer protection) after the fact is also unfortunate.  It demonstrates the need for intensified preventive efforts, including the availability of the advice line.

· It is our earnest hope that we will be able to find additional funding to continue providing this valuable service to the seniors of the state of Idaho.

IOWA – 2005
· The Hotline funding continues to decrease, resulting in services being reduced by approximately on-third from the prior year.  

· Main issues continue to be in the areas of health care, consumer and public benefit issues, especially debt and Medicaid issues.  Medicare Part D will be a major issue in the coming year.

KENTUCKY - 2005
· The introduction of the Medicare Prescription Drug benefit dominated the work of the HelpLine for the last year.  Over 430 clients contacted the HelpLine for assistance with understanding and enrolling in these important programs. Additional funding for outreach was also obtained from CMS and the Rite Aid Foundation to provide outreach and enrollment assistance on the Medicare Prescription Drug Discount Cards.  

· In the first quarter of 2005 the HelpLine hired two part time attorneys to help with direct client services.  Darlene Ramsey has an extensive background in elder law. Jackie Duncan has many years experience in complex litigation.  Both of them have a strong desire to help older clients.  Jackie and Darlene work a flexible schedule and can be as much as a 1.37 full time equivalent.

· Community outreach and continuing professional education continue to be a very important part of the services of the HelpLine.  Nearly 3500 people attended programs presented by the HelpLine during the reporting period.  The first quarter of the 2005-06 fiscal year is booked very heavily with community outreach events.  

· The Administration on Aging grant that has made the HelpLine possible expired at the end of the last fiscal year.  New funding is being aggressively sought.  Fortunately other resources make it possible for the HelpLine to continue in operation until mid 2006, allowing us time to seek alternate funding.  

MARYLAND – 2005
· Integrated Centralized Intake System (CIS) pilot – The second partner agency, the House of Ruth Domestic Violence Clinic, was integrated into the system in November 2004. The final partner agency, the Maryland Volunteer Lawyers Service, began taking the conflicts calls for the system in January 2005 via a contract attorney. 

· Integrated CIS pilot – The Maryland Legal Assistance Network (MLAN) undertook, with Legal Aid staff, a major upgrade and expansion of the Legal Aid entries in the cross-organizational, online intake database which will, in turn, significantly increase the utility of the database for Hotline attorneys. We expanded the profiles of Legal Aid intake from six (6) to fifty-three (53).

· Public Benefits and Prescription Drugs – We updated key areas of the PLL (PLL), the public access website for the state, with changes important to seniors in the areas of public benefit and prescription drugs.

· New PLL Section on Health Care Powers of Attorneys – We began development of a new section on health care powers of attorneys on the PLL.   

· New PLL Section On Kinship Care and Update/Expansion of PLL’s Multilingual Gateway – We began work on two areas of the PLL: (1) the creation of a new section on kinship care (a topic of great interest to senior caretakers), and (2) an update and expansion of the PLL Multilingual Gateway’s materials.

· The PLL won a major national award – The American Association of Law Libraries recognized the PLL as the 2005 recipient of the Public Access to Government Information award. PLL joins the Library of Congress and the Government Printing Office in this recognition. 

· The PLL’s national award will help to reach out to seniors – On behalf of PLL, the MLAN Director traveled to San Diego to accept the Public Access to Government Information award from the American Association of Law Libraries. We then developed an expansive publicity plan to leverage the award publicity to better reach seniors and their families and caregivers with the message about the legal resources available on PLL. 

· PLL – We updated key areas of the public access website for the state with changes important to seniors in the areas of prescription drugs and bankruptcy.

· PLL – Representatives from MLAN and the Senior Legal Hotline participated in an invitation-only forum sponsored by the ABA Commission on Law and Aging and the Maryland Attorneys General’s office to critique and plan for outreach of a new guide to assist proxies in their vital role implementing health care powers of attorney. The new guide will be distributed via the statewide, public access website – the PLL. 

· PLL – We continued work on two areas of the public access website – the creation of a new section on kinship care (a topic of great interest to senior caretakers) and we completed the first information gathering phase of work on the multilingual materials (an update and expansion of the PLL Multilingual Gateway).

· Support for Advocates – We completed the development of the on-line Custody/Visitation, Bankruptcy, and Name Change Law Outlines designed to support the hotline attorneys. 

· Support for Advocates – MLAN completed phase 1 of a major enhancement of the legal information and intake policy resources on the internal intranet used by Hotline attorneys to guide their screening of seniors and other callers seeking legal assistance. We expanded the legal resources available to Legal Aid staff by the “click of a mouse” in over 30 different legal areas covered by the Intranet. 

MAINE - 2005
· The greatest number of calls received by LSE’s Hotline in 2005 related to consumer debt, housing and health.  Many of the consumer debt calls related to the recent reformation of the Bankruptcy Code.   

· The Medicare Part D program currently is being implemented and benefits will begin January 2006.  Since late summer, the Hotline has been receiving 35-50 more calls daily than in early 2005, from elderly clients seeking assistance with Part D enrollment and inquiring about the appeal process.  More than 240,000 Mainers qualify for Part D coverage, and many of them do not have family members or neighbors to help them enroll.  LSE anticipates processing several thousand Part D appeals between January 1 and June 30, 2006 because it is the only legal resource in Maine representing Part D appellants.  LSE’s Hotline paralegal receives all Part D intakes, creates files for them in LSE’s case system, and then refers the cases to area office staff attorneys who provide extended representation.

· LSE recently received notice from the Administration on Agency that the Hotline grant which ended September 30 would not be renewed.  Because the grant provided $110,000 of the Hotline’s $289,000 annual budget, staffing cuts were required.  Two positions were eliminated, however, all front-line staff, consisting of attorneys and one paralegal, remained in place.  The Hotline Managing Attorney position was eliminated, and her duties were assumed by LSE’s Director of Litigation and Training.  

· Also, the Legal Access Project (LAP) Director position was eliminated, and the LSE attorneys who staff the area offices throughout the State are now responsible for conducting the legal clinics in their respective counties with the continuing assistance of our volunteer retired attorneys.  Since the Hotline grant ended, area office staff have conducted three LAP clinics and three more clinics are scheduled for 2005.  

MICHIGAN - 2005
· In FY2005, the Legal Hotline for Michigan Seniors was very active on increasing client outreach, recruiting more volunteers, and completing our AoA grant requirements.  During this time period, we added an attorney to focus part of his time on doing community presentations and working with other human service agencies to build coalitions to better serve seniors.  We made presentations to legislative staff on problems facing seniors and even coordinated our first Senior Citizen Elder Law Academy to educate seniors and their caregivers on senior exploitation and prevention.  

· We also did an outreach to attorneys in the area with the help of the state and local bar and recruited 5 new volunteer attorneys to help on our hotline.  We are currently working to train them on substantive law and processes to make them more efficient.  Also during this time, we put a focus on recruiting pro bono attorneys that are willing to accept full service cases.  While we have not been able to recruit throughout the entire state, we have made progress towards that goal regionally.

· During this year, we set up a new website, www.legalhotlineonline.org .  It is designed to be a resource for seniors and their caregivers by providing general legal advice and links to appropriate resources.  We plan to continue expanding this through the coming year.

· Also during this year, we modified our administrative staff structure to allow us to use Senior Aides (paid for through the Capital Area Michigan Works) and work study students (completely paid for through a local business college).  This has helped us continue to use humans to answer our phones without increasing our costs.

· We continue to see a growing trend of seniors and debt/bankruptcy.  It is becoming a growing concern with us as more seniors struggle to make ends meet.  Another trend that spiked this year was concern over advanced directives, mostly due to the press coverage of this issue.

NEW HAMPSHIRE - 2005
· During this reporting period the SCLP experienced some significant staffing changes.  Attorney Cheryl Driscoll, a dedicated and valued staff member and managing attorney of the Senior Advice Line phased out her work with the SCLP.  Cheryl is now managing a new project at NHLA, the Children’s Medical collaborative.  SCLP will continue to benefit from Cheryl’s ongoing statewide work with Medicare advocates and her expertise in Medicare Part D.  Attorney Judith Jones is now managing the Advice Line.

NORTH DAKOTA - 2005
· No staff changes, trends spotted or projects accomplished this year.

NEW MEXICO - 2005
· LREP published its New Mexico Senior Legal Handbook.  1500 copes of the Handbook were distributed at the NM Conference on Aging in August.  The Handbook is also available on LREP’s website in PDF format. http://www.nmbar.org/Content/NavigationMenu/Public_Services_Resources/Senior_Legal_Handbook/LREPFinalHandbook.pdf
· LREP is currently collaborating with the Project Change Fair Lending Center to help educate seniors about predatory lending especially equity flipping loans and payday lenders.  

OHIO - 2005

· New for FY 2005 was a contract with Cleveland Area Cuyahoga County Department of Senior and Adult Services to provide Legal Services to clients of its Grandparent / Kinship Care Program.  This is primarily a telephone delivered Legal Hotline service. The clients are referred to us via fax by the Department and Pro Seniors calls the client to arrange a convenient telephone appointment with an attorney to discuss their legal problem.  Brief services are also offered, such as contact with a third party via telephone or letter, simple wills, financial powers of attorney, advance directives, legal research, document review, etc.  Should the client need extended legal services for a more complicated problem, such as complex documents or court representation, they are referred to a local attorney in their area who has agreed to accept such client referrals.

· Ohio Senior Hotline staff remained status quo except for one part-time hotline attorney who was able to increase her weekly hotline hours from 3 to 6 after quitting her other part-time employment with a local law firm.  

· Ohio Senior Hotline FY 2005 cases were up 2% over FY 2004 and 9% over FY 2003.  Bankruptcy and credit / collection issues remained a major problem among callers.  Pro Seniors created two new Medicaid Estate Recovery pamphlets due to a revision of Ohio Medicaid Law effective July 1, 2005.  We also began working on several Medicare Part D pamphlets:  A General Part D Overview, An Explanation of the Extra Help Program and How to Select Part D Plan.

PENNSYLVANIA - 2005
· In 2005 SeniorLAW Center was awarded one of 7 Title IV grants to significantly expand its Pennsylvania SeniorLAW HelpLine for older Pennsylvanians, with emphasis on improving access to legal services for seniors of color, language and cultural minorities, the homebound and disabled, and rural and low-income populations.  Activities will include:  directing an enhanced, accessible multilingual Pennsylvania SeniorLAW Helpline; conducting extensive outreach and education in multiple languages to diverse communities across the state; launching an interactive website and e-newsletter; developing a Consumer Law Pro Bono Attorney Panel; training other Pennsylvania legal services attorneys on the needs of seniors; and creating a Legal Resources Directory for Older Pennsylvanians.  Our partners include faith-based organizations, immigrant and cultural groups and providers, and legal and aging service colleagues and coalitions.

· SeniorLAW Center was invited to speak to the Pennsylvania IOLTA Board at its quarterly meeting in Fall 2005, presenting on the achievements and success of the Pennsylvania HelpLine, its impact on older Pennsylvanians, and the demonstrated need for its services.  We have received requests from and served seniors in 65 of Pennsylvania's 67 counties in the first two years of operation, spanning metropolitan and vast rural areas. 

· SeniorLAW Center presented with AARP Foundation and AoA at the 2005 American Society on Aging Conference on the HelpLine model.

SOUTH CAROLINA – 2005
· The hotline staff has developed a statistics report by county, categories of the cases handled, and the type of action used to resolve the case.  Compared to the number of cases handled by the SOS Hotline in the first grant year, the statistical information shows a significant increase in the number of cases handled by the SOS attorney.  Additionally there was a significant increase in the number of cases referred to the South Carolina Centers for Equal Justice and the private Bar.

· Fifty-five (55) presentations were conducted at senior group sites, in twenty-eight (28) different counties throughout South Carolina, informing seniors of the existence of the SOS Hotline and the assistance they would receive by calling the Hotline.   The presentations yielded a total attendance of 2,009 seniors. 

· The SOS staff, with assistance with the SCCEJ and the AoA grant partnering agencies celebrated “Older Americans Month” in May of 2005.  Four (4) presentations were held in Celebration of “Older Americans Month”.

· A partnering agency evaluation of SOS Hotline was carried out via phone contact.  All forty-one (41) partnering agencies yielded positive responses and concluded that the services provided by the hotline were greatly needed especially in the rural areas of South Carolina.  All partnering agencies sent in a letter of recommendation for continued Administration on Aging funding.

· The current SOS brochure were distributed to all partnering agencies and to senior citizens at the SOS outreach clinics.

· Four (4) quarterly SOS staff meetings were held for the purpose of reviewing progress of the Hotline operations and examining methods that would provide an even more efficient Hotline for our seniors.

· To establish best practices, the SOS Managing Attorney, SOS Hotline Attorney, and, SOS Hotline Coordinator met to discuss how they can further enhance the performance of the Hotline.

· The SOS Attorney, the SOS Coordinator, and the managing attorney of the SOS staff are members of the Elder Law Committee of South Carolina Bar in the effort to foster a partnership with the South Carolina Bar and to promote the services of the SOS Hotline.  The SOS Attorney was named the Chair of the Education Subcommittee of the Elder Law Committee of the South Carolina Bar.

TEXAS – 2005
· 10/1/04 – began a new pension counseling grant through the U.S. Administration on Aging.

· 3/1/05 – became a statewide lawyer referral service under the Texas Occupations Code.

· 8/05 – received a Basic Civil Legal Services grant through the Texas Equal Access to Justice Foundation (TEAJF) to provide legal services low-income callers of any age with health law questions.

· 8/29/05 – received a grant from the Office of Attorney General of Texas to provide direct legal services to residents of facilities described in Texas Health & Safety Code Section 250.001(3) of any income who are victims of violent crime.

· 9/05 – received disaster assistance funding through AARP and also through TEAJF to provide disaster assistance to victims of Hurricanes Katrina and Rita.

· As a result of all the expansion, additional office space was leased, computers and equipment were purchased, the custom CSR computer software was modified, and new personnel were hired.

WASHINGTON - 2005
· During this period CLEAR*Sr continued efforts to reach the project goal of increasing favorable outcomes for hotline clients by 20% in targeted legal areas including housing, income and benefits preservation, safety and consumer protection.

· Our work during this October 1, 2004 – September 30, 2005 period included following up with advice and brief service clients, conducting client outcome surveys, refining our tracking systems in order to help us measure our success in determining outcomes and results, and meeting regularly to monitor our progress on the project objectives. During this period CLEAR*Sr made significant headway in community outreach, including corresponding with and making visits to several senior service providers, organizing and planning for our second Community Advisory Committee meeting, and hosting our second and third Seniors Task Force meetings. CLEAR*Sr attorneys also worked on increasing brief services, especially within our targeted areas.

· CLEAR conducted a study to determine the efficacy of using screeners vs. advocates to answer the phones.

· Calls to CLEAR and CLEAR*Sr were previously answered directly by a legal advocate (attorney or paralegal). Currently, all calls to CLEAR and CLEAR*Sr are answered by specially trained intake screeners. The intake screeners answer calls in the order they are received, screen the calls and pass the calls to a legal advocate. The screening program is a pilot project that will end on July 31, 2005. At that time, NJP will determine whether the use of screeners is a more efficient and effective way to initially handle calls.

WEST VIRGINIA - 2005
· Personnel:  Our staff attorney Jeannie has a year of experience under her belt now, so she’s really settling in and doing well both with her advocacy skills and substantive Elder Law knowledge.  Shirley, our intake worker and Title V program participant, retired at the end of the fiscal year. She was our only staff senior, and had been with us for several years, so we are missing her.  We had a number of work study, law intern, and volunteer students this year, all trained on intake and some doing other things, and we’ve had mixed results with them.  

· New offices:  We looked for new office space for over 3 years and finally found something acceptable and affordable.  In May we moved to the 5th floor of a 100 year old office building next to the courthouse in downtown Morgantown.  It’s a smaller space, but laid out better for us, and now we have a conference room.  We miss having our own parking lot and being in a residential neighborhood, but we are getting settled and enjoying being downtown again (just up the street from where we were 10 years ago).

· Fiscal:  We spent over half of our rainy day fund this year, and will spend the rest of it this year unless we find some new sources of funding.  We are still committed to avoiding non-renewable demonstration moneys, but sadly we may have to try for Title IV again in the spring if nothing else pans out.

· Outreach:  Good year for us on service distribution, we served clients in each of WV’s 55 counties, and increased our numbers of clients in our targeted areas.  We have successfully gotten most of our outreach trips funded by offering training for professionals on elderlaw topics in our target counties.  Topics included Proactive Legal Planning, Medicaid estate recovery, Medicare and Part D, Domestic Violence in Later Life, Dealing with Debt, Mental Capacity and Legal Decisionmaking, Avoiding Consumer Fraud and ID Theft, and Due Process and Disability Issues.

· Technology:  Great year for us successfully maximizing our use of technology.  We started a wiki for staff which includes a wide variety of stuff from building hours and parking pass rules to substantive legal outlines.  Our blawg grew to a very regularly-updated WV elderlaw news source, as well as a place our partners and seniors can read about our work in Jeannie’s Case of the Week posts.  We continued to enhance our ability to serve clients from places other than the office. 
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