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l. Project Goals and Objectives

The Northwest Justice Project (NJP) was awardedyear grant in January of 2010. The
primary goal of the grant was to “Increase applisasccess to services, the number of clients
served on high-priority issues and NJP’s operatieffeciency by developing and implementing
a new on-line intake system.”

This goal was successfully achieved by:

» Developing and implementing an on-line intake systéth an A2J interface and triage
tool that enhances clients’ access to servicesrameases the assistance NJP provides
clients on high priority eviction and benefits cas@d

* Developing an e-transfer module that electronictipsfers information from the on-
line interview into Legal Server, the case managersgstem, thereby increasing the
efficiency of NJP’s client intake process.

NJP researched what other states had accomplistiedegard to online intake, specifically
Ohio and Utah Legal Services, and set about sizatggand developing our own online
interview-triage tool to successfully provide tlodldwing:

* Enable applicants to easily enter necessary infooman-line into the application for
NJP services

* Provide preliminary eligibility determination witiegards to financial and legal problem
category

* Provide applicants with appropriate resources afatmation based on preliminary
eligibility determination

» Trigger follow-up by NJP staff to applicants witlgh priority housing and benefits-
related legal problems

* Develop and implement communication and logic protdetween the A2J interview and
Legal Server, NJP’s case management system thialesrniatake screeners to seamlessly
e-transfer completed on-line application informatinto the Legal Server Case
Management System (CMS) database

NJP has been operating a toll-free intake andnadfhotline called CLEAR (Coordinated Legal
Education Advice and Referral) since 1996 and hesdiore than 20,000 calls per year. CLEAR
serves as the statewide, centralized point of adoedVashington State’s low income
population seeking free legal help.

CLEAR*Online went “live” on February 14, 2012 as aaditional point of access for potential
clients. After just 2 months, the number of cliewith high priority denial of government
benefits and eviction issues entering NJP’s intajgtem has already increased by 23% thus
showing how this alternative to telephonic applmafor legal help with high priority problems
was greatly needed.



I Evaluation Data and Methodologies

NJP is using several forms of qualitative and qiteinte data to measure the usefulness of the
online intake system including low income useritgstsurveys, and Legal Server statistics.

User testing: The project team tested the intake system witketfow income individuals, on

site, at our Seattle office on February 15, 2012.phbvided each person with two scenarios and
asked them to create a third one by themselvesngios attached) Three NJP staff stood in
back of the testers and answered any questionshtegfter each intake was completed. This
was very helpful. They had some excellent commantssuggestions many of which have been
implemented. A list is attached siting the impressiand suggestions. Overall, the testers
thought the system was very easy to use and terviewv questions easy to understand.

Surveys:

» NJP Staff survey: All screeners and CLEAR advocata® surveyed to inquire as to the
online intake system’s effectiveness and efficiefstyvey attached- 20 completed).

» User Survey: We have developed a User Survey ¢& thee usability of the system and
suggested improvements. The link is presented cwothJP’s website page where the
online system link is located and at the end ofajglication. To date, over 185 users
have commented. Survey and comments attached.

Statistics and Reports:
* Number of people using on-line application
» Times of day on-line applications are submitted

* Number of people who complete the on-line applaratis original application vs.
attempting to call first

* Number of users sent to each triage branch

» Percentage of clients with high priority housingl d&renefit problems served before and
after implementation of on-line system

» Call back response times



[ll.  Summary of Major Accomplishments, Recommendations and
Future Steps

The primary goal of this grant was to provide adigonal means of entry into the CLEAR
intake system for those people experiencing derfibenefits or eviction problems. We consider
these high priority cases and wanted to try arel/alte the frustration of low income people
with these serious problems getting busy signalsndalling the toll free number and giving up.
With the introduction of CLEAR*Online, our primagnd secondary goals have been
successfully accomplished as evidenced by:

* A 23% increase in the numbers of benefits and ievictases handled since
CLEAR*Online launched.

* Reduction in the numbers of ineligible applicardlieg, by allowing people to undergo
a preliminary screening to determine whether théhikely qualify for our services

* 86% of the screeners report faster intake scresrangieved by transferring answers
from the online intake interview into Legal Serveuny case management system;

» All online applicants, whether they qualify or nate provided with other sources of
legal information, including publications, web rastes, and outside organizations based
on the information they provided.

*  63% of the 1570 applications that passed the predirg eligibility check and were
available for e-transfer were completed outsid€EIOEAR’s normal hours of operation.
(310 have spoken with a CLEAR screener or advamadehave been imported into
NJP’s Legal Server database)

* 100% of the clients with high priority cases whal maquested a callback and whom we
reached were called within 48 hours.

The number of cases that we handle is limited byntihmber of staff. This system was not
developed to increase our overall case number®laitempt to get the right and most critical
cases to the CLEAR advocates so their time campéet snost efficiently. The online system was
primarily developed by an NJP team including theeBtior of CLEAR who is a national hotline
expert, a CLEAR advocate (lawyer), a CLEAR scre€nen-layer), our IT Systems
Administrator, and the Director of AdministratioFhis diverse group contained expertise on
technology, NJP’s intake system, alternative legaburces, and Legal Server, all of which were
critical to the success of the project. What cama aurprise was how long and complicated it
was to create the logic for the system that wesoned. Major accomplishments in designing
the logic included the following:

» Extensive branching for our priority areas (housang government benefits) to
determine if the applicant’s specific legal problems a high enough priority to warrant
CLEAR calling the applicant back (thus allowingrhéo skip the CLEAR phone queue
entirely)

* Determining which government benefit problem araabled us to reasonably assume
that the applicant would financially qualify, eniglgl us to skip the financial screening
within the online application (CLEAR screeners wbstill as the standard financial
guestions as part of the phone interview);



» Determining the appropriate legal resources (pabbas, WashingtonLawHelp pages,
other websites, outside organizations, etc.) wppeapriate to offer the applicant at the
end of the interview for each step along the way.

This extensive branching logic was created usidggraming tool which was easy to follow
visually and can be used as a template for fudkegelopment by other LSC programs
considering online intake as well as by NJP ifaahs point in the future we decide to target
additional high priority areas.



IV. In-Depth Analysis of Accomplishments
The goal of this project was to:

“Increase applicants’ access to services, the nuofdients served on high-priority issues and
NJP’s operational efficiency by developing and iempénting a new on-line intake system.”

The objectives employed to achieve this goal were:

* Develop and implement an on-line intake system waitbA2J interface and triage tool
that enhances clients’ access to services andasesehe assistance NJP provides clients
on high priority eviction and benefits cases and

» Develop an e-transfer module that electronicalipsfers information from the on-line
interview into Legal Server, the case managemesiery, thereby increasing the
efficiency of NJP’s client intake process.

This was a two-year project, with development Igrgecurring in the first 20 months followed
by testing and fine-tuning. PSTI, NJP’s partnettus project, handled both the A2J
programming and code development to import data fitee A2J interview into Legal Server’'s
already existing electronic case transfer moddlkig e-transfer functionality was previously
developed for NJP to enable us to transfer castet® other referral agencies in the state.)

A. Developing CLEAR*Online:

NJP developed our online intake and triage systgsubcessfully accomplishing the tasks
below:

» Build the application by developing logic branchingerview questions, help screens
and the resources and web links relating to eaebifsplegal problem codes or
category. See attached documents:

0 Legal Problem Triage diagram
o Financial eligibility diagram

o Overview Flowchart diagram
0 Questions.xls spreadsheet

» Develop and test the code for transferring infdramainto Legal Server

* Create an internal procedure to process onlinecgtjgns for service

» Test the triage tool

» Build a function to push pro se information andimhation about alternative legal
resources.

* Test, Test, Test

0 See Test plan.xls

* Advertise and Evaluate

Northwest Justice Project (NJP) designed and ssftdscreated the on-line application and
triage tool, called CLEAR*Online:



The system fully integrates with the Legal Senasecmanagement system used by over
40 LSC programs nationwide.

CLEAR*Online will accept applications for servigeerform a financial eligibility check
and determine, depending on the type of legal prabivhether the CLEAR hotline staff
will call the applicant or if the user will need¢all CLEAR.

No matter what the outcome, the system will providermation and/or links that will
help the user address his or her general lega.issu

NJP now offers an alternative to calling the ovedeened toll free number for legal help
with high priority problems.

By informing the applicant that we do not handleithype of case or that they are over-
income, it also helps with the overwhelming voluamel random nature of telephonic
intake.

To date after 10 weeks on line:

Over 2200 people have completed the online appmicadf those, 1570 have passed
the preliminary eligibility check

310 have reached the CLEAR screeners and talkedhtmnan being regarding their
eligibility for NJP services and/or were assignean attorney.

23% more clients with NJP’s targeted high prioatgas surrounding denial of
government benefits and eviction ha entering thekensystem

Call back response times: We attempt to callbalckmdlicants the next business day.
Of 134 callbacks where we reached the applicanty&¥@ the same day, 93 were
within 1 day, and 115 were within 2 days. The langeriods are likely due to
weekends and missed calls.

Online Intake applicationsin Legal Server: 2/14/2012-
4/22/2012
Case
Disposition
These clients received services from ar
Closed 143 attorney and their case is now closed.
Incomplete
Intake 2 Calls still in callback queue
Open 42 Assigned to an attorney
Applicant did not qualify (see chart
Rejected 123 below)
Grand Total 310




Applications Rejected by CL EAR Screeners- Reason

Rejected Abandoned or Incomplete/No Show 14
CLEAR Internal Transfers Pilot No Answer 1
Conflict 11
Duplicate Case 3
Financially Ineligible (the online system is set
at 300% of poverty) 31
Ineligible Alien 1
Legal Information Only or No Advice Given 5
Out of State Legal Issue 4
Outside Priorities 42

Total 123

CLEAR*Online was designed to allow the user to ctatgthe initial intake process and be
directed to self-help legal information pending @t with an attorney. For example, a person
who returns home at the end of the day on Friddintban eviction notice posted on the door
could use a computer at home or a local librargutomit an intake application on Friday
evening. The on-line intake system would accepag@ication and immediately provide links
to relevant legal information that might help tkadnt preserve legal rights, information that
otherwise might have been unavailable to the clietit Monday. On-line intake and triage tools
designed to interface with the Legal Server caseagement system had not previously been
developed.

NJP adapted the A2J interviews created by Legakfssxe of Western Ohio and Utah Legal
Services to create our own friendly, visually apimepuser interface. The interview “sits” on top
of a free-standing instance of Legal Server (sépdram NJP’s instance of the Case
Management System), which temporarily stores bdagicmation about the applicant. At each
step of the online application process, the systequentially assesses and verifies whether
individuals should proceed further based on thedhimg logic that we developed. For instance,
the system will determine that the user’s problenmithe State of Washington and that it is a
“qualifying” legal issue before obtaining other ¢jfyang information such as financial

eligibility.

If the applicant fails to qualify under any of N§Rasic eligibility requirements (e.g., out of
state, income over 300% of the federal povertyl)etiee system will, as appropriate, provide
relevant information and/or redirect the user teraktive resources such as a lawyer referral
program and/or link to other relevant on-line reses such as WashingtonLawHelp or
government agency websites. People with eligildallproblems that do not fall within our
targeted high priority area, are encouraged tahusenline system but are informed that they
will still need to call CLEAR. “Should | apply ome or call your phone number?” appears on
the NJP websitesww.nwjustice.org/get-legal-helpthe entry point for online intake, just above
the CLEAR*Online link to start the interview. Althgh we continue to clarify the information,
we have found as a result of the user survey tlaatyrapplicants are still not clear as to who will
call who after completion of the online applicateamd mistakenly wait for a call from CLEAR




or are surprised to discover that they still needail CLEAR. In order to make this and other
important information easier to understand, we laeated a short 2 minute animated video to
provide the information in a more popular mediu8cr(pt attached) The video link is located
just above the “Go to CLEAR*Online” link.

0 Get Legal Help | NW Justice - Mozilla Firefox =] 7“ & | &3 |

~4iGoogle % Get Legal Help | NW Justice ~ x

€ > |88 | % nwjusticeorg/get-le
@ Alaska =~ NJP: Home :

c | |2~ Google Pl

EN ESPANOL SUPPORT NJP CONTACT US INTRANET HOME

Get Legal Help

Do you need written legal information or self-help packets? Information about your legal rights and self-help

» About Us legal packets including court forms can be found online at www.WashingtonLawhelp.org.

» Services Do you need to speak to an attorney? CLEAR is Washington'’s centralized intake, advice and referral service for
» Get Legal Hel, low-income people seeking free legal assistance with civil legal problems. You can begin the screening process
» What We Do by calling our toll-free phone number or through CLEAR*Online.

¥

Our Priorities

¥

Client Complaint
Procedure

¥

Community Outreach

¥

Employment

¥

Volunteer

¥

Law Students

» News

13

Alliance for Equal Justice
Support NJP

Special Bulletins

Apply Online for Legal
Assistance with CLEAR*Online

¥

Should I apply online or call your phone number?

Government benefits or loss of housing (most problems in these categories): If you complete an online
application and appear to be eligible for our services, we will offer to call you between 8:15 AM and 4:00 PM,
Monday through Friday.

Check out the new NJP
YouTube Channel featuring
foreclosure mediation videos!
More videos are in the works so
subscribe to receive updates.

Other legal problems, including family law: We will not call you; you must call CLEAR. However,
completing the online application provides some benefits:

Our phone lines are open for limited hours and are very busy. The online application will help you

New Foreclosure Law - If you
s e o determine if you qualify for our services and whether you should call CLEAR.



B. Callbacks - Who Calls Who?

Clients Who Spoke with a Screener

1%

m 01-09 Consumer

M 10-19 Education

m 20-29 Employment
H 30-39 Family

B 50-59 Health

m 60-69 Housing

70-79 Income
2% Maintenance

As seen from the chart above, approximately 51%ade clients who completed the online
application did not have targeted high prioritylgens. They were instructed to call CLEAR,
successfully braved the CLEAR busy signals, arleethto an NJP screener to complete their
eligibility interview.

Applicants with targeted high priority problems {4Phave a different experience. Those with
most types of government benefits problems whaeeassumed, since they are receiving
government benefits such as TANF, that they wtmcially qualify, go through what we have
coined a “quick app”. Our primary goal is to ge¢se clients into the NJP system as fast as
possible and eliminate the possibility of losingrthduring the online financial interview
process. Once we have verified that they live endtate of Washington and they have a benefits
problem, they are presented with a screen inforrtheg that this is a problem that we generally
handle and that we will call them back. They aregia choice of three time periods to receive
the call and asked for the best phone number wthegecan be reached. These applicants are
referred to as “callbacks”. Applicants with houspr@blems such as eviction, which is also a
targeted priority, still must proceed and go thiotige financial screening phase before a call
back can be offered. In addition to the time shadices, applicants who qualify for a callback are
also given the choice to call CLEAR themselvesaiHlback is not convenient. This however
makes counting callbacks slightly difficult as tregypear as “Client Calls CLEAR” in the
database.

Callbacks are performed by a CLEAR non-attornegeeer. A crucial part of this project was
the development of the screener procedure for CLEXMRne. The callback process is briefly
explained below: (The full Screener Procedureteched.)



1) The screener calls the applicant during the applisgreferred callback time.

2) If the screener is unable to reach the applicaet aépeated attempts, the transfer is
rejected, which removes the applicant’s recordrelytirom Legal Server so they will not
show up in conflict checks.

3) If the screener reaches the applicant, the scremgepts the transfer into NJP’s instance
of Legal Server and then begins the standard intadeess. The screener verifies all
information entered by the applicant on-line anchptetes all vacant fields.

a. Financial eligibility including income and asser$tese fields will generally be
filled in from the online intake, in which case yhenly need to be verified.
However, in some circumstances, the online appinagkips financial questions
(as in a quick app), in which case the screenet owmplete these fields
manually.

b. Citizenship/Immigration: This question is not ing&d in our online application,
and must be completed manually by NJP staff. Whaerapplicant is a non-
citizen, the immigration eligibility status is det@ned by an advocate, not a
screener. Citizenship and immigration status anedatory fields in LS, and the
intake cannot be completed if they are not filled i

c. Conflict Check: This will be done pursuant to earmal intake protocol.

4) If the applicant is eligible (or immigration eliglity status must be determined by an
advocate) and has a problem within NJP’s priorities

a. Ifthe CLEAR line is open, the screener queuestileat high priority to speak
with an advocate ;If the CLEAR line is closed, soeeener arranges for the
applicant to speak with an advocate either thraugbheduled phone
appointment or through priority queuing when tmelis open

5) If the applicant is not eligible or has a probleutsade of NJP’s priorities:

a. The intake is rejected and if appropriate, theiappt is referred to another
provider of legal assistance or WashingtonLawHelp

Equally important was getting screener input whgeeloping the interview questions in A2J.

As part of this grant, NJP hired an additional pianer screener to handle the callbacks to clients
with targeted high priority cases. Two months ptwlaunch, NJP increased one of the veteran
part-time screeners to full time and added hinhéodevelopment team. As a screener, he spends
all of his time talking to clients and knows whitake question areas cause confusion and what
“wording’ is best to use in the online interviewalbeviate these problem areas. This information
was invaluable. In addition, the screener was adaodae testing team so he would be intimately
familiar with how the logic was structured to mdke system work.

C. Legal Server Integration and e-Transfer

The second objective in developing the online sysias to “Develop an e-transfer module that
electronically transfers information from the ondiinterview into Legal Server, the case
management system, thereby increasing the effigiehblJP’s client intake process.”
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All of Washington’s civil legal said providers haleen using Legal Server as their case
management system since June 2008. CLEAR is aatigstt intake system and has been
e-transferring information from NJP’s instance eblal Server to the other providers when we
refer them a case for the past four years. PSTdesstully created an API so that A2J and Legal
server could exchange information and then useddhee e-transfer functionality that we use
today to transfer information from the online inddkstance of Legal Server to NJP’s Legal
Server database. Applications completed throughAR*#Online appear under the “electronic
transfer tab” on the “Cases” page of Legal Sersee pelow). This list is accessible to all NJP
staff. Most of the applicant’s information remainghe other instance of Legal Server and is not
brought into the NJP database until a screenerritsfioe case to do a callback or the applicant
comes through on the CLEAR line. Both screeners@GeAR attorneys inquire of all callers if
they completed the application online and if sedé and seamlessly imports the information
into NJP’s version of Legal Server. The screenets@GLEAR attorneys were trained on this
process.

The diagram below shows the “Cases” page in Legale3 and displays the information seen
under the electronic transfers tab. The “Origimptigency” is Washington Online Intake and
“A2J Application type” shows if the applicant wdhkll CLEAR or if a CLEAR screener will call
them as &allback. (Callbacks, for targeted high priority cases sasfTANF, are in red so the
screener can find them easily. The time slot seteby the applicant tells the screener when to
call.)

@ NJP: Cases - Mozilla Firefox

File Edit View History Bookmarks Tools Help

*JiGoogle => NJP: Cases
€ 88 | = legalserver.org hitt legalserver.org
& Alaska =~ NJP: Home | WATCH - Washington ... i i ARC D craigslist [2) Most Visited €' (36 unread) Yahoo! Mail @ Expec

Northwest Justice Project (Live Site)

fOHome Cases Calendar Timekeeping Contacts Organizations Other Matters Help Admin
Home » Cases

Testy Testerson (10-0609169) - 01 Bankruptcy/ r Relief
asdfas - Options
Test 01YakVAS (10-0624393) - 01 Bankruptcy/ Relief
Deadline: test deadline - Options
. &8 "8 | L |
View all 1064. Reset Show Filters E
Identification Cmr CO:.I,;I(Y Legal Problem Special Legal o:—;g-::tmg Date of ~ ﬁ:;tion
Number - Code Problem Code e/ request PP
Dispute name Type
- between
12-0002640 Test DoNotcall y 71 TANF 710 TANF  Washington — 04/13/2012 at g, o0 ong
Online Intake  4:52 PM
9:00am
;. Washington 04/13/2012 at .
12-0002641 Test DoNotCall2 Online Intake  4:56 PM Client Calls
Jump to Page: 123456 « Previo

The client with the high priority TANF problem iha above example will be called back
between 8:15am and 9:00am within 3 business d#ysuglh most callbacks take place the
following day.
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We are going to call you

Someone from Northwest Justice Project's CLEAR hotline will call you soon to discuss your

| application. Please see the sections below for additional links and documents you may find |
‘ helpful. If we haven't spoken with you within 3 business days, and you still need assistance,

please call CLEAR at 1-888-201-1014 Monday - Friday between the hours of 9:10 AM and
12:25 PM.

Internet Resources
Here are some other internet resources, which you may find helpful to visit.
Resource name Description

Washington LawHelp -
TANF

CLEAR*Online Survey :lle::; help us improve our application by taking this brief

The second example listed under the electronicsteas tab was a family law case. This is not a
targeted high priority case for the online intajgetem. The applicant went through the entire
application, was found to financially qualify antstructed to call CLEAR. (“Client Calls”) The
applicant received the following information shesh resources after being presented with a

message screen informing them that we would notleain but, if they call CLEAR, we may be
able to help them with their legal problem

Call the Northwest Justice Project's CLEAR hotline at 1-888-201-1014 Monday - Friday
between the hours of 9:10 AM and 12:25 PM to find out what legal help is available to you.
‘ One of the resources below may answer your questions or help you resolve your problem.

Internet Resources
Here are some other internet resources, which you may find helpful to visit.

Washington LawHelp -
Family
CLEAR*Ontine Survey :Ll;vaes; help us improve our application by taking this brief

CLEAR*Online is proudly sponsored and supported by:

S N
THE ALLIANCE Tl.l.- LSC NJ LEGALSERVER

o

@ PS Technnlnoies Inc Al richts reserved
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D. Surveys and Input

Online User Survey:

NJP’s success in this project cannot be measurathligtics alone but must take into
consideration user opinion and feedback. In thet #8r5 months, 177 users have completed the
short CLEAR*Online user survey. The survey can tmeased from the NJP website and the
resource information sheet that is provided toaglicant at the end of the interview.

Internet Resources

Please help us improve our application by taking this brief

_— T - survey

The survey results give us continuing and vitabinfation leading to improvements to the
online system. A summary of the results to datebatew:

24% of the applicants found the CLEAR*Online link the NJP website23%
WashingtonLawHelp, 11% search engine like Google

36% called CLEAR first before completing the apation, 64% did not call first
84% of the applicants thougthte online application was easy to use

82% of the applicants would recommend the systefmeinds and family

Applicants had the following legal problems: Fanbli%o, Consumer 16%, Housing
11%, Benefits (5%) etc.

2/3 of the applicants found the resources and webpresented at the end of the
application to be useful

Open ended: While most of the 90 applicants subrgitomments suggested no
improvements were necessary, a small number of @nssuggested that there was
confusion surrounding callbacks to the applicawiP created the video described
previously to present this information in a differevay.

Staff Survey:

After the online intake system had been functioriorg2 months, the screeners and CLEAR
attorneys were asked to complete a short survdgtiermine the efficiency of the system and if
any changes needed to be made. The results wgr@ostive with regards to the effectiveness
and improved efficiency of CLEAR intake and enc@ea@ us to continue to offer this additional
channel of access for clients. A summary of theeyresults is below: (full survey attached)

* 86% agreed that he screening was fastesn screening a client for eligibility
who has already completed the online applica#owery important comment
came from the screener supervisor who confirmecethaency of the system

13



| do not personally take calls, but | supervise our nine screeners. We have
discussed how on-line call-taking is working in screener staff meetings. All the
screeners agreed that it works more quickly when an application has been started
on-line, due to things like the difficulty spelling names and addresses. Some of the
applicants express their distress that they were not called back by NJP.

* 71% agreed that upon review, the information sutehiby the applicant, is
generally accurate

Some of the reported errors in Income, Assets Famlily Size are likely due to certain complex
family situations where we found it very difficuti program the system and realized that in
these complicated scenarios, the screener woullitoemake these determinations. In order to
avoid making an incorrect financial assessment@sé scenarios, we perform a preliminary
financial screening, but dwt pass the information through to Legal Server. Tiglps prompt
the screeners to ask these questions from scrattier than merely confirm the answers.

Although the online intake system has only beertioning for 2.5 months, it has already
shown to be successful with regards to:

* More targeted high priority cases getting into N> system
» Triage tool is providing resources for applicamgardless of their eligibility.
* Intake interviews are faster for those who applynen

E. Test, Test, Test!

Testing cannot be undervalued especially in a cexmgystem such as CLEAR*Online. The first
steps involve checking all of the logic branchemtike sure the applicant:

* proceeds down the correct path and receives amateaeligibility determination,

* receives the correct messages throughout theviewer

* receives the correct directions regarding the stefis (who calls who);

* receives the correct resources, website links efetral information for their specific
legal problem area; (This is especially importambae question may have 4 answers
with each answer going down a different logic paulting in a different outcome and
different resources. For instance, an eviction maglve Section 8, a private landlord, a
mobile home or farmworker housing, all of whichahxe different outcomes and
resources.)

« All information has transferred correctly into Lé&aerver.
In order to achieve this level of testing, NJP deped and followed a test plan (attached) made
up of 150 separate applicant scenarios. All testesglts were immediately reported to the

developers (PSTI) for correction in either A2J eghl Server. Although time consuming, a
proper testing plan will assure a successful prodsave experienced with CLEAR*Online.

14



F. Notifying the community

On-line intake was launched at 5:00pm on Mondal, & 2012. As CLEAR does the
screening for almost all of the civil legal aid pigers in Washington, an email was sent to all
NJP staff as well as the ATJ Leadership listsericivis comprised of the Access to Justice
Board members, Washington State Bar Associationleeshpersonnel active in ATJ issues, all
of the Volunteer Lawyer Program coordinators andaors and all of the partners comprising
the Washington State Alliance for Justice. All brikad to the CLEAR*Online page of NJP’s
public website \fww.nwijustice.org) where the instructions, disclaimers, and “start
CLEAR*Online Application” button are located. (Ensattached)

Other publication activities included:

1. Changed the CLEAR “closed” phone message to retthectvailability of the
CLEAR*Online intake application 24/7

2. Adding the CLEAR*Online link to the WashingtonLawigéFind a Lawyer”
channel and posting a “special bulletin” on the kqrage

3. Adding a “special announcement” to the “Get Legaldi area on the
nwjustice.org home page

4, CLEAR*Online announcement featured on the frontgpagEJC (Equal Justice
Coalition) newsletter (attached)

5. CLEAR*Online email from the Legal Foundation of Wiasyton
(IOLTA/LawFund) sent to all IOLTA grantees (attadhe

Email announcement sent on LsTech.

Special email sent to states who are interesteepiicating this grant — lllinois,
Idaho and New Hampshire

8. CLEAR*Online will be included on the backside oéw WashingtonLawHelp
bookmarks soon to be distributed to publicize tee hawHelp template and the
online system. These bookmarks are given out aradlentations, community
meetings and legal education trainings.

9. Notice will be sent to the Department of Human &y (WA State) to add this
online link to all of their information that theyeapresently giving to low income
persons on benefit programs especially on notiegarding the denial or
interruption of benefits. Sadly, we missed the 28é&adline for their agency
guide but will be included in the 2013 edition.

10.  Special Announcement: What's New on WashingtonLalwldent to over 2200
email addresses

11.  Sister agencies have been advised to ad this iatowmto their websites
wherever the CLEAR information is presented (seaiBm

12. CLEAR*Online information will be added to all pred material such as CLEAR
cards and brochures as well as NJP office brochurresto next printing
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V. Factors affecting project accomplishments

The most important consideration in developing alme intake system is the time commitment.
NJP decided to keep the development in house wighra of NJP staff and not hire an outside
consultant. We had already developed the CLEARensystem and Legal Server (in
conjunction with PSTI) and were intimately familiaith both systems in a way that a consultant
would not be. The team consisted of our networkiathtnator, the Director of Administration,
the Director of CLEAR, a CLEAR lawyer and at thelea screener all of whom had their “real”
jobs.

NJP was the first program to design the Legal Sentegration so we hope it will be easier and
less time consuming for those who replicate oung&e attempted to replicate as closely as
possible our standard intake procedure, includmegfihancial screening with all of its various
rules and scenarios, which contributed greatiyhéodomplexity of the logic. Creating a simpler
online intake system certainly would have been tiese consuming, but we believe that the time
and effort expended at the outset has contribatéldet success of the project and resulted in time
savings for screeners, staff, and clients in ting an.

A2J has some limitations that we were not compfedelare of which necessitated our change in
plans on certain questions and paths althoughltarnative decisions have been successful. NJP
would preferred the entire system be programmegcgal Server so NJP would have been able
to fix some of the problems on our own insteadebfing on the A2J programmer, however at

the time of our development, this was not an option

NJP specifically wrote a grant to develop a targstestem that we could handle with our current
staff configuration and one that could become phour already successful centralized intake
hotline without being overwhelmed by hundreds gile@ation requiring a reply.

CLEAR*Online is a successful project and can beaexied to other targeted priority areas in the
future if funding for additional staff is available
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VI. Strategies to address major challenges

Developing this system took far more time than etg@ The best piece of advice we can offer
other programs wishing to replicate our systeno isudget much more staff time to
development and testing than you think you willcdhaethe outset. We are however, extremely
proud in what we designed, and in the user revige/bave received so far. After reviewing the
survey comments, although applicants agree thatAXR*PEnline is easy to use, it is obvious that
many applicants, who do not have high priority peafs, are disappointed that they still have to
call CLEAR. We hope that the short instructive wdell help make this message more clear.

Future steps will definitely be directed toward lexating the usefulness of encouraging users
with problems other than benefits and evictiondibrer legal problem areas we are targeting) to
complete the application online.

Assuming the system works as well as it is pregent see the two most important upcoming
challenges in sustaining the system will be:

1. Keeping the publications and website links thatmesented to the applicants at
the end of the interview up to date. The NJP webendms been trained on
adding publications to Legal Server and will deesgh time she adds a new or
updated publication to WashingtonLawHelp. Additibpnashe will schedule an
annual check to make sure the website links dieastive and correct.

2. Keeping the branch logic in line with the changiagy and with our priorities if,
for example, if one of the benefits programs |dsesling.
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VIl. Major Lessons and Recommendations

Developing an online intake and triage systemhsg@e project and takes a huge amount of time.
The logic branching for legal problem area andrwial eligibility can be very complex.

* Once the technical areas were diagrammed, we wttdeeted the amount of time
needed to draft the best “wording” for the intewiguestions and Help screens
especially with regards to the financial screening.

» Testing- have a good plan and follow it. No shoitisc
» Schedule meetings for the year or two in advanogmaaan make sure to meet.
» Continue to check your User Survey for improvemenis suggestions.

* Get your case management vendor involved from ¢ginining- they can be a wealth of
good ideas!

NJP is very proud of our accomplishment and beliggdhave produced a solid system. We have
the ability to add new targeted high priority areathe future by following the branching
template we developed for this project. We haveagsheets and diagrams documenting all of
the development and Legal Server integration fialdeh will be invaluable to programs who
wish to enter into the world of online intake. We &appy to spend time with any program
wanting help or information.

We would like to thank the Legal Service Corponatamd the TIG staff for awarding NJP the
funds to develop this system which affords low meopeople of Washington a new and
different way to access our services.
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