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Innovations in Civil Legal Services  
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10:15 AM to 11:45 AM 
 

Agenda 
 

10:15 AM – 10:21 AM Introduction by Patricia Pap, Jan Allen May, & 
Monica Holman Evans 

 
10:21 AM – 10:35 AM Jan Allen May 
  Program Director 
  AARP Legal Counsel for the Elderly 
  601 E Street, NW 
  Washington, DC 20049 
  Phone: (202) 434-2164 
  Fax: (202) 434-6464 
  jmay@aarp.org  
 

Presentation: Legislation Reform via Legal 
Services Program Partnering with an AARP 
State Office and Private Law Firm 

 
10:35 AM – 10:49 AM Cheryl Nolan 
  Program Counsel 
  Legal Services Corporation 
  3333 K Street, NW 
  Washington, DC 20007 
  Phone: (202) 295-1561 
  Fax: (202) 2337-6813 
  nolanc@lsc.gov   
 
  Debra Hansen and Carl Salle 
  Legal Services of Alabama 
  207 Montgomery Street 
  Ste. 1200 Bell Building 
  Montgomery, AL 36104-3534 
  Phone: (334)264-1739 
  Fax: (334)264-1474 
  dhansen@alsp.org, csalle@alsp.org 
 

Presentation: Disaster Hotline Network 
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10:49 AM – 11:03 AM Sheila Neville 
  Staff Attorney 
  Legal Aid Foundation of Los Angeles 
  5228 East Whittier Blvd. 
  Los Angeles, CA 90022 
  Phone: (213) 640-3929 
  Fax: (213) 640-3911 
  sneville@lafla.org
 

Presentation: Assistance to Victims of Human 
Trafficking 

 
11:03 AM – 11:17 AM Sylvia B. Caley  

  Health Law Partnership 
  975 Johnson Ferry Road 
  Atlanta, GA 30342 
  Phone: (404) 785-3708 
  Fax: (404) 785-4762 
  sbcaley@atlantalegalaid.org or sbcaley@gsu.edu

  
  Presentation:  Health Law Partnership 
 
11:17 AM – 11:31 AM Robert Salzman 
  Executive Director 
  Legal Aid Society of Mid-NY, Inc. 
  255 Genesee Street, 2nd Floor 
  Utica, NY 13501 
  Phone: (315) 732-2134, ext. 240 
  Fax: (315) 732-3202 
  rsalzman@wnylc.com
 

Presentation: Fundraising for Central New York 
Justice Alliance Legal Help Line 

 
11:31 AM – 11:45 AM Patricia Kaplan 
  New Haven Legal Assistance Association, Inc. 
  426 State Street 
  New Haven, CT 06510 
  Phone: (203) 946-4811 
  Fax: (203) 498-9271 
  pkaplan@nhlegal.org
  
  Presentation: Training for Pro Bono Attorneys 
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Innovation Description 

 
Program Name:   AARP Legal Counsel for the Elderly   
 
Address:     601 E Street NW 
 
Phone:   202-434-2170 
 
Fax:    202-434-6464 
 
Email:    jmay@aarp.org 
 
Program Director:  Jan Allen May 
 
Contact Person:   same 
 
Subject Area:   Legislation/tax relief/older people 
 
Project Title:   Real Estate Tax Deferral Legislation  
 
 

A. Problem: Skyrocketing real estate assessments coupled with 
other problems concerning real property payments by older D.C. 
residents has been a problem that we have traditionally handled 
through individual casework. However, the problem is 
widespread and cries out for a systemic solution. 

 
 

B. Innovation: We developed the idea of tax deferral legislation 
whereby an older person could defer payment of real estate 
taxes up to 50% of the value of the home until the individual 
owner dies or sells her/his home. We developed the idea, 
marketed to a large law firm (Steptoe & Johnson) that did 
extensive research and drafting, and then worked with the AARP 
DC state office to shepherd through the District of Columbia 
Council. We conceived of the idea in the spring of 2004. It will 
become law in the spring of 2006.  

 
 

C. Result:  The law provides necessary relief for older people who 
have difficulty paying their real estate taxes. This law provides 
significant relief in that regard. It is an example of the synergy 
that can be created by combing the issue-spotting ability of legal 

 



 

services programs, the resources and expertise of a large law 
firm, and the legislative expertise of an AARP state office.  

 
 

D. Replication: This type of synergy and project could be 
replicated in many other settings around the country. The law 
firm does not have to be particularly large to engage in this type 
of pro bono activity.  

 
 

E. Materials Available: Article explaining our approach; article 
explaining the tax program.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



 

 
Innovation Description 

 
Program Name:   Legal Services of Alabama Disaster Hotline 

Network   
 
Address:  207 Montgomery Street, Suite 1200 Bell Bldg., 

Montgomery, AL  36104-3534 
 
Phone:   (334) 264-1739 
 
Fax:     (334) 264-1474 
 
Email:    dhansen@alsp.org 
 
Program Director:  Debra Hansen 
 
Contact Person:  Debra Hansen and Carl Salle 
 
Subject Area:  Statewide coordinated intake and hotline 

system 
 
Project Title:   Legal Services of Alabama Disaster Hotline 

Network 
 

A. Problem:  Hurricane Katrina created overwhelming need for 
disaster relief legal services.  Legal services program did not 
have a centralized intake system at the time of the disaster.  
LSA scheduled implementation of its statewide, centralized 
intake system to occur within 2 years.  However, LSA’s staff did 
not have experience with creating or operating telephone-based 
delivery systems.    

 
B. Innovation:  LSA’s desire to address the critical legal needs of 

clients affected by Katrina prompted the program to accelerate 
its timetable for centralization.  LSA decided to use the DHN as 
the first step to transition the entire program to a statewide, 
central intake and hotline configuration.  LSA prioritized disaster 
relief services and expedited implementation, focusing on using 
the disaster hotline to enhance existing services and increase 
efficiencies for applicants.  LSA designated key staff to move the 
project forward.  It obtained technical assistance from LSC and 
experienced legal services hotline programs.  Outside specialists 
acted as long distance project managers and mentors to LSA as 
it progressed through each step of creating the hotline.   

 



 

 
C. Result:   LSA successfully implemented its disaster hotline 

network in record time, reaching full implementation within 13 
weeks of Hurricane Katrina, to answer calls statewide Monday 
through Friday from 8:00 a.m. to 5:00 p.m.   It successfully 
integrated new telephone technology that managed calls via the 
internet.  It opened four new call centers staffed by 13 new 
hires, who received a comprehensive training of substantive and 
non-legal skills.   

 
D. Replication:  LSA created a project management timeline that 

demonstrates the steps taken and schedule followed to reach 
implementation.  This can help other programs struggling to 
move their plans forward and can be replicated without the 
disaster impetus. 

 
E. Materials Available: LSA DHN Timeline, DHN Objectives and 

Parameters. 
 
 
 
 
 
 
 
 

 



 

Staff Attorneys (Disaster Response Center) – 
Birmingham, Demopolis, Huntsville, Mobile & Montgomery, 

Alabama 
 

 
Legal Services Alabama has immediate openings for Staff Attorneys 
for its statewide disaster response call centers in Birmingham, 
Demopolis, Huntsville, Mobile & Montgomery. The Demopolis call 
center will be for a one year term only. Call center staff will provide 
direct services and referrals for people seeking legal assistance with 
problems that arise after a disaster.  
 
Qualifications: Admission to the Alabama State Bar is required. Must 
be computer literate and have good interpersonal skills. Must be 
willing to work flexible hours.  
 
Salary/Benefits: Salary $42,000. Benefits include medical insurance, 
paid leave and paid holidays.  
 
To Apply: Send letter of interest with resume, references, and a 
recent writing sample to:  
 
Alzora Jordan, Human Resources Assistant  
Legal Services Alabama  
207 Montgomery Street, Suite 1200  
Montgomery, AL 36104  
 
Application Deadline: October 21, 2005  
 
Legal Services Alabama, Inc. is an Equal Opportunity Program 
and Employer.  
 
(Posted October 6, 2005) 
 
 

 



 

Staff Attorney (Disaster Response Center – Spanish Speaking) - 
Birmingham, Alabama 

 
 

Legal Services Alabama has an immediate opening for a Staff 
Attorney (Spanish speaking) for its statewide disaster response call 
center in Birmingham. Call center staff will provide direct services and 
referrals for people seeking legal assistance with problems that arise 
after a disaster.  
 
Qualifications: Admission to the Alabama State Bar is required. Must 
be fluent in Spanish and English. Must be computer literate and have 
good interpersonal skills. Must be willing to work flexible hours.  
 
Salary/Benefits: Salary $42,000+ DOE. Benefits include medical 
insurance, paid leave and paid holidays.  
 
To Apply: Send letter of interest with resume, references, and a 
recent writing sample to:  
 
Alzora Jordan, Human Resources Assistant  
Legal Services Alabama  
207 Montgomery Street, Suite 1200  
Montgomery, AL 36104  
 
Application Deadline: October 21, 2005  
 
Legal Services Alabama, Inc. is an Equal Opportunity Program 
and Employer.  
 
(Posted October 6, 2005) 

 



 

Paralegals (Disaster Response Center) – 
Birmingham, Demopolis, Huntsville, Mobile & Montgomery, 

Alabama 
 

 
Legal Services Alabama has immediate openings for Paralegals for its 
statewide disaster response call centers in Birmingham, Demopolis, 
Huntsville, Mobile & Montgomery. The Demopolis call center will be for 
a one year term only. Call center staff will provide direct services and 
referrals for people seeking legal assistance with problems that arise 
after a disaster.  
 
Qualifications: Must be computer literate and have good 
interpersonal skills. Must be willing to work flexible hours.  
 
Salary/Benefits: Salary $28,000+ DOE. Benefits include medical 
insurance, paid leave and paid holidays.  
 
To Apply: Send letter of interest with resume and references to:  
 
Alzora Jordan, Human Resources Assistant  
Legal Services Alabama  
207 Montgomery Street, Suite 1200  
Montgomery, AL 36104  
 
Application Deadline: October 21, 2005  
 
Legal Services Alabama, Inc. is an Equal Opportunity Program 
and Employer.  
 
(Posted October 6, 2005) 

 



 

Intake Specialists (Disaster Response Center) - 
Birmingham, Demopolis, Huntsville, Mobile & Montgomery, 

Alabama 
 

 
Legal Services Alabama has immediate openings for Intake 
Specialists for its statewide disaster response call centers in 
Birmingham, Demopolis, Huntsville, Mobile & Montgomery. The 
Demopolis call center will be for a one year term only. Call center staff 
will provide direct services and referrals for people seeking legal 
assistance with problems that arise after a disaster.  
 
Qualifications: Must be computer literate and have good 
interpersonal skills. Must be willing to work flexible hours.  
 
Salary/Benefits: Salary $24,000+ DOE. Benefits include medical 
insurance, paid leave and paid holidays.  
 
To Apply: Send letter of interest with resume and references to:  
 
Alzora Jordan, Human Resources Assistant  
Legal Services Alabama  
207 Montgomery Street, Suite 1200  
Montgomery, AL 36104  
 
Application Deadline: October 21, 2005  
 
Legal Services Alabama, Inc. is an Equal Opportunity Program 
and Employer.  
 
(Posted October 6, 2005) 

 



 

LSA DISASTER HOTLINE NETWORK 
 NEW EMPLOYEE ORIENTATION 

November 7 -11, 2005 
 
November 7 – 8 Legal Files training at Troy State University Montgomery Campus 
   7:30 a.m. – 4:00 p.m. 
 
November 9 
 
7:15 – 7:30   Arrive, name tags, refreshment  

7:30 – 7:35   Welcome  (Debra) 

7:35 – 9:30   Operations  Orientation  (Eileen) 

9:30 – 9:45    Break 

9:45 -  10:15   Team Builder (Debra) 

10:15 – 10:45    Group Questions  

10:45 – 11:45  Overview of organization, mission statement and goals (Carl) 

11:45 – 12:30    Lunch 

12:30 – 1:15  Who are LSA’s clients?  LSC focus (Cheryl)   

   poverty 

   rural/urban dichotomy (map of Alabama with counties) 

   demographics 

Group discussion about experience with low income persons ie people receiving 
public assistance etc. 

1:15 – 1:45  Advocacy (Carl)  Core cases (Debra) 

1:45 – 2:00   Break 

2:00 – 3:00   Introduction of Hotline/Statistics/LSC perspective (Carl/Cheryl) 

3:00 – 3:15  Objectives and Parameters (Debra) 

3:15 – 3:30  AARP Video of Hotline 

3:30   Questions and Evaluation 

 
 
 
 
 
 
 
 
 

 



 

November 10, 2005 
 
7:45 – 8:00   Arrival, refreshments 

8:15 – 8:30   Brief discussion of video and Initial telephone script  

similarities and differences  

8:30 –  10:00 Typical Day in the call center ( include eligibility, protocol for referral,  

  explain VLP, PAI etc.)  

10:00 – 10:15  Break 

10:15 – 12:00  Continue Typical Day in the call center    

12:00 – 12:45  Lunch 

12:45  – 1:45  Role play (Cheryl) 

1:45 –  2:15    SJIS demonstration/LSA Portal (Debra) 

2:15 – 2:30   Break 

2:30 – 3:30  Disaster Resources Manual  

3:30   Questions and Evaluation12:30 – 1:00 Referrals to VLP, PAI and other 

LSA offices (Debra) 

1:00 – 1:30 Protocol  (Carl)  this may overlap 

1:30 – 1:45 Break 

1:45 – 3:00 Disaster Resources  

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

November 11,  Carl and Cheryl 
8:00 – 12:00  
 
Checklist and substantive law scripts and Screener script (need an example of what we 
want and how it will work)  review intake procedures at this point income eligibility, 
citizen, conflict check, Discuss issues that are not income determined such as seniors in 
certain counties, housing issues 
 
 
*** ABA standards of a hotline third party caller etc. and LSC Standard Program letter 
on hotlines ( Debra and Cheryl) 
******Technology and how we will use ie. Online time, schedules (Carl and Debra) 
*****  Daily Timesheets 
**** These are areas we had initially listed but I don’t see a time for.  We need to decide 
if we want to include somewhere and modify.   
 

 



 

 
EVALUATION FORM 
NOVEMBER 9, 2005 

LSA DISASTER HOTLINE NETWORK 
NEW EMPLOYEE ORIENTATION 

EVALUATION FORM 
NOVEMBER 9, 2005 

 

 
Category Rating  (1-10) 

10 = high 
Comments 

1. Operations Overview   

2. Organization Overview   

3. Understanding of LSA’s 
clients 

  

4. Advocacy   

5.  Introduction of Hotline   

6.  Hotline Video   

 
7. What issues would you like specifically addressed in the next training? 
 
 

 
8. Are there areas that were covered today that you feel need to be repeated or 

clarified?  If yes, please list.  
 

 
 
 

 

 



Legal Services Alabama, Inc. Disaster Hotline Network
Project Timeline
Dates subject to change Call Center Staffing pattern

Each office has one: Coordinating Attorney
DHN Teams Paralegal

DHN A: Case handling/call flow procedures Intake Screener
Carl Salle and Cheryl Nolan

DHN B: Written materials/legal information
Larry Gardella
Debra Hansen Director - Disaster Hotline Network

Due Date Sub-dates Resp. Hours NOTES
Project Planning

Project Implementation Timeline 9/27/05
Draft initial timeline 9/26/95 CS/CN
Circulate to MP for review 9/26/05 CS
Approve timeline and add any edits 9/26/05 CS
Revise and send to Cheryl 9/26/05 CS

Define DHN Parameters and Objectives 10/4/05
Obtain copy of Bay Area CIU objectives from CN 10/4/05
Draft Parameters and Objectives 10/4/05 CS/CN
Send CRT mission and core values to CS and DH 10/7/05 CN
Review and Approval by MP 10/4/05 CS

LSA Disaster Hotline Network Intake Volume Report 10/3/05
Email local offices to send tallies of disaster relief calls 9/26/05 CS
Send tallies to CN in compilation by email 9/29/05 CS
Evaluate tallies, compare with project plan 10/4/05 CN
Telephone call to review tallies 10/4/05 MP/CS/CN
Schedule periodic review of call volume 11/1/05 CS/DH

Case Handling Procedures 12/5/05 LG
Contact advocacy directors and share sample form 9/28/05 LG
Advocacy Dirs. draft sections and submit to LG 10/5/05 LG
LG reviews and submits draft sections 10/7/05 LG/CS

Last updated:12/1/2005, 2:15 PM, Page # 1



Due Date Sub-dates Resp. Hours NOTES
Meet with supervising attorneys on case handling protocols 11/2/05 CS/DH
Review case handling  procedures with LG 11/30/05 CS/DH/LG
Review draft procedures /protocols and revise by telephone 12/5/05 CS/CN

Staff Scheduling 10/10/05
Email sample phone schedules 9/28/05 CN
Draft hours of operation and coverage slots 10/18/05 DH
Review draft phone schedule 11/9/05 CN/DH
Review with MP 11/11/05 CS/DH

Resource Development for Call Center CJ (grants administrator)
Mtg to discuss financial requirements for call center project 10/5/05

Disaster Relief funding

Statewide Call Center funding

Technology/Phone System
Office/Room Sites

Survey Cumberland offices and coordinate w/tech plan (below) 10/4/05 CS/WG
Review MOU with Cumberland School of Law 11/11/05 CS/WG
Confirm dates for completing retrofitting of office sites 10/21/05 WG/CS
Contact Carolyn Gaines-Varner for office site 9/30/05 CS
Visit/Survey Huntsville and Mobile sites 10/19/05 CS/WG

Telephones 10/19/05
Contact Bell South to request their timeline 9/27/05 WG
Obtain Bell South timeline for telephone installation 10/28/05 WG/CS
Provide list of comp equip necessary for 2 locations 10/5/05 WG/CS
Review and approval with MP 10/6/05 CS/MP/WG
Order equipment and phone lines 10/7/05 WG
Installation (completed at all sites) 11/9/05 WG
Visit Asterisk website and review product features 10/14/05 DH/CS/CN
Visit call billing manager URL for report features 10/14/05 DH/CS/CN

Last updated:12/1/2005, 2:15 PM, Page # 2



Due Date Sub-dates Resp. Hours NOTES

Call Centers (4) Activated 11/14/05
Huntsville, Birmingham (Cumberland), Montgomery, Mobile

Legal Files Case Management Database 11/10/05
Train management - updating and reporting 11/9/05
Train advocates ( 2 day trg in 2 sessions) 11/7-8&10-11/05 CS & DH
Incorporate scripts, checklists TBD

Staffing
Hiring Preparations
Finalize initial staffing needs (4 offices) 9/28/05 CS/MP
Develop and Approve Statewide Director Job Description 9/26/05 CS/MP
Develop/Approve Call Center Supervising Attorney Job Description 10/4/05 CS/MP
Develop/Approve Call Center Paralegal Job Description 10/4/05 CS/MP
Develop/Approve Call Center Admin Assistant Job Description 10/4/05 CS/MP statewide dependant
Send job descriptions for publication 10/4/05 CS
Emergency appointment of statewide director 10/10/05 CS/MP
Update timeline for hiring 10/3/05 CS/EH
Draft interview questions for call center staff 10/21/05 CN/DH/CS
Interview applicants 10/27 to 10/28/05 DH/CS
Make offers to applicants 10/31/05 DH/CS

Final Staffing
Finalize hiring-applicants accept offers 10/31/05 CS/DH/MP
Review additional staff needs (admin, case closer) 10/31/05 CS/DH/MP

Staff Orientation
Develop agenda and organize materials for staff orientation 10/21/05 CN/DH/CS
Incorporate telephone training materials 10/25/05 WG/DH/CS
Staff orientation 11/9 to 11/11/05 DH/CJ/CS

Written Materials
Checklists

Gather existing materials (internal and ext.) 10/26/05 CS/CN

Last updated:12/1/2005, 2:15 PM, Page # 3



 

can provide a more holistic set of services to address the 
multiple determinants of children’s health.  HeLP has developed 
four components: 

 
(1)  Legal Services:  Poverty and illness are intertwined 
and both serve to diminish children’s opportunities to 
maximize their potential.  A child’s hospitalization or clinic 
visit provides an opportunity to change the course.  HeLP 
has on-site legal services offices at Children’s hospitals 
(both Children’s at Egleston and Children’s at Scottish Rite) 
to address the civil legal needs affecting children’s health 
and well-being.   
Types of Cases: 

• Income support, access to health care, other public 
benefits issues 

• Private health insurance issues 
• Family law 
• Juvenile law 
• Permanency planning 
• Housing 
• Education 
• Employment 
• Consumer 

 
(2)  Educational Programs:  HeLP’s educational component 
serves to strengthen the long-term effectiveness of the 
legal services component by training law and health care 
professionals to understand and address the social needs 
and legal rights of low-income children and their families.  
The goals of the educational component of HeLP are two-
fold:  (1) to increase knowledge about the legal, ethical 
and policy issues that affect low-income children and their 
families at Children’s, thereby improving the ability of legal 
and health care professionals to provide appropriate 
services, and (2) to foster respect, understanding, and a 
cooperative spirit among the health care and legal 
professions.  HeLP’s education component has two tracks:  
in-service education for practicing professionals and a legal 
clinic for students.   
 
In-service Education: 
HeLP is developing an interdisciplinary in-service 
educational program about the legal, ethical, and policy 
issues that affect children’s health and well-being.  This 
program includes in-service training and education for 

 



 

health care professionals at Children’s, Children’s social 
work staff, volunteer attorneys who work with HeLP, and 
medical residents and students in training at Children’s.  In 
order to increase awareness of HeLP’s presence and 
services at Children’s, presentations are made at both 
Egleston and Scottish Rite during grand rounds, at 
pediatric roundtables, during social work and nursing staff 
meetings, and with school nurse liaisons and hospital 
school teachers.  HeLP will provide at least 24 in-service 
educational programs per year, covering topics such as, 
family law, housing, public benefits, and special education.   
 
HeLP’s educational component has an informal aspect as 
well.  Physicians and social workers call HeLP regularly for 
immediate answers to questions on issues such as the 
eviction process in Georgia, divorce matters, guardianship, 
and denials of Medicaid applications.   
 
Student Legal Clinic: 
HeLP is developing a law clinic program in conjunction with 
the College of Law to provide substantive education in 
areas of the law affecting Children’s low-income patients 
and their families, lawyer skills training and direct client 
representation.  This program will provide additional case-
handling personnel to HeLP’s staff by using law students 
who will work under close attorney supervision.  The 
clinic’s participants (law and health care graduate 
students) will gain an understanding of the multiple 
determinants of children’s health, experience in 
interdisciplinary approaches to problem-solving, and 
specific preparation for dealing with the health issues of 
low-income families they will encounter when they begin 
their professional practice.   The goal is to transform 
Georgia State Law’s clinical education program from an 
externship program (scheduled to have an enrollment of 3 
law students for the Spring 2006 semester) to a full 
student legal clinic.  The legal clinic will involve a greater 
number of students in a more intense educational 
experience by providing more direct involvement with 
clients under the close supervision of law school clinical 
faculty.  A clinic requires graded performance, a weekly 
class presentation, and skills training.    
 
(3)  Advocacy:    Through the advocacy component, HeLP 
strives to improve low-income children’s access to health 

 



 

care and the conditions that affect their health and well-
being.  Federal regulations require that staff employed by 
federally funded legal services programs, such as the 
Atlanta Legal Aid Society, be invited by a legislator before 
engaging in legislative advocacy or by government agency 
personnel before advocating for certain types of regulation 
and policy reform.  Following receipt of an appropriate 
invitation, advocacy efforts focus on work at the 
legislative, policy-making, and government agency levels 
on issues such as Medicaid, Georgia’s S-CHIP program 
(PeachCare for Kids), health insurance coverage issues, 
and other changes in law and regulations designed to 
improve the overall health and well-being of children. 
 
(4)  Evaluation:  The research and evaluation component 
of HeLP exists to evaluate the quality and effectiveness of 
the legal service and education components.  Research 
data that indicate the efficacy of the legal and educational 
services will assist with internal quality assurance and 
management, fundraising efforts necessary to support 
HeLP financially, stimulating participation in educational 
programs, promoting volunteer efforts among 
professionals in the community to support HeLP, and 
encouraging the referral of patients and their families to 
HeLP.  Analysis of research data will guide future 
modifications and expansions.  This data also will be used 
for external publication of program quality, efficacy, and 
outcomes in order to encourage the development of 
programs similar to HeLP in other locations throughout the 
State of Georgia or nationally.  Institutional Review Board 
approval for the evaluation component of HeLP has been 
obtained from Georgia State University and Children’s 
Healthcare of Atlanta. 
 
Brief Description of the Partners: 
Children’s Healthcare of Atlanta – is one of the leading 
pediatric health care systems in the country.  Children’s 
was formed in 1998 with the merger of Egleston Children’s 
Health Care System and Scottish Rite Children’s Medical 
Center.  Currently, Children’s has 430 licensed beds in two 
hospitals and more than 450,000 annual patient visits.  
Medicaid and indigent/charity care/self-pay patients 
comprise nearly 48% of the total patient population.  
Children’s provided $73 million in unreimbursed care in 
2004. 

 



 

 
Georgia State University College of Law – was 
established in 1982 to provide publicly funded legal 
education in both part-time and full-time programs, is 
accredited by the American Bar Association, and is a 
member of the Association of American Law Schools.  The 
College of Law houses the Center for Law, Health & Society 
which oversees the law school’s involvement with the HeLP 
collaboration.  The Center provides national leadership in 
the integration of law and ethics into health policy, 
research, and community service.  The Center promotes 
interdisciplinary collaboration at Georgia State University 
and within the regional, national, and international 
communities.  It is a forum for addressing pressing societal 
problems involving health justice and the health and 
welfare of individuals, families, and communities. 
  
Atlanta Legal Aid Society, Inc. – was founded in 1924 
by seventeen lawyers.  Atlanta Legal Aid (ALAS) began 
with one lawyer providing services to the poor in Atlanta 
from a room in the courthouse.  Today, Atlanta Legal Aid 
serves the five-county metropolitan Atlanta area with five 
fully staffed offices and one satellite office and over 64 
lawyers.  In 2004, ALAS handled over 22,000 cases on 
issues such as, domestic violence, child support, housing 
issues, public benefits issues, and protection from abusive 
loans and fraudulent sales practices.  ALAS also has special 
programs to meet the needs of particularly vulnerable 
groups, such as Spanish-speaking immigrants, persons 
with disabilities, persons with AIDS and cancer, and the 
elderly. 
 

 
C. Result:    HeLP really began over twelve years ago with 

conversations among Charity Scott (Professor of Law and 
Director of the Center for Law Health & Society at Georgia State 
University’s College of Law), Sylvia Caley, and Steve Gottlieb 
(Executive Director of the Atlanta Legal Aid Society).  Together, 
Scott and Caley conceived the proposal for a Health Law 
Partnership in Atlanta.  HeLP formally was created by the written 
agreement of the partners—Children’s, Atlanta Legal Aid Society, 
and Georgia State University College of Law—in July 2004.  From 
inception, the partners believed that HeLP needed a critical mass 
of three lawyers and one paralegal.  Beginning in August 2004, 
the College of Law supplied the funding to employ the 

 



 

director/lead attorney part time.  Children’s has provided office 
space at both hospitals, phone and network services, utilities, 
furniture, free parking, and photocopying services.  Fundraising 
staff employed by the individual partners collaborated to 
developed a detailed fundraising plan necessary to provide 
ongoing support for HeLP.  In April 2005, HeLP received a grant 
sufficient to hire a paralegal/office manager and a staff attorney.  
These positions were filled in May 2005 and September 2005 
respectively.   In July 2005, three-year funding for the director 
was secured through the College of Law.   In September 2005, 
additional funds were awarded to hire a second staff attorney.  
This new hire will begin work in January 2006.  In November 
2005 a large grant was awarded that, among other things, will 
sustain the two staff attorney and office manager positions for 
two years beginning July 2006.  All components of HeLP became 
fully operational in September 2005.  Between September 2004 
and October 31, 2005, HeLP handled 233 cases.  Since January 
2005, HeLP has provided 21 formal educational presentations.  
To date, the substantive legal issues covered include 
guardianships, relative adoption, the Katie Beckett Deeming 
Waiver, Asthma and the Law, Medicaid Update, 2005 Legislative 
Issues Affecting Children, and family violence.   

 
HeLP is becoming part of the fabric of Children’s Healthcare of 
Atlanta.  Social workers readily recognized HeLP as a resource.  
Physicians, nurses, hospital-employed school teachers, and other 
professionals regularly refer cases to HeLP.   
 
 

D. Replication: The collaboration among health care 
professionals and attorneys on behalf of low-income children and 
families is one of only a few such community partnerships in the 
nation, and the first one to be developed in the South.  HeLP will 
serve as a model for developing similar partnerships in Georgia 
and the region at other hospitals and community health centers 
serving low-income patients and their families. 

 
 

 



 

 
Innovation Description 

 
Program Name:     Legal Aid Society of Mid-New York, Inc.  
   
Address:     255 Genesee Street, 2nd Floor, Utica, New York 

13501     
 
Phone:      (315) 732-2134 extension 240 
 
Fax:      (315) 732-3202  
 
E-mail:       rsalzman@wnylc.com
 
Program Director:     Robert Salzman, Esq., Executive Director 
 
Contact Person:     Robert Salzman, Esq., Executive Director 

or Cindy Domingue-Hendrickson, Managing 
Attorney 

 
Subject Area:      Fundraising for Central Point of Intake 

Telephone System 
 
Project Title:     Fundraising for Central New York Justice 

Alliance Legal HelpLine Telephone System 
 
 

A. Problem: How to increase services to clients in a reconfigured 
13 county service   area in New York State through a central 
point of intake for two civil legal services programs, one LSC 
funded program and one non-LSC funded program, forming a 
Justice Alliance. 

 
B. Innovation:  Fundraising for technology to establish a central 

point of intake and Legal HelpLine     
 

C. Result:  Raised $220,762 for technology to create single-point-
of entry providing advice and counsel and brief service for two 
legal services programs, one LSC funded and one non-LSC 
funded.  

 
D. Replication:    Yes, can be done. 

 
E. Materials Available:  

 

 

mailto:rsalzman@wnylc.com


 

a. Brochure:  Justice Alliance of Central New York Legal 
HelpLine 

 
b. Grant application to local foundations 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



 

Innovation Description 
 

Program Name:   New Haven Legal Assistance Association, Inc. 
  
 
Address:    426 State Street New Haven CT 06510 
 
Phone:   (203) 946-4811 
 
Fax:    (203) 498-9271 
 
Email:    pkaplan@nhlegal.org 
 
Program Director:   Patricia Kaplan 
 
Contact Person:  same 
 
Subject Area:   Training and/or Pro bono 
 
 Project Title:    Training for Pro Bono Attorneys 
 
 

A. Problem:  How to prepare pro bono attorneys for the 
representation of low-income clients. 

 
 

B. Innovation:  This training is designed to educate pro bono 
attorneys, not on substantive areas of the law, but on who our 
clients are, how to work with them in the most productive way 
and what community resources are available to help them. 

 
 

C. Result:  Not known as yet because the training is on November 
8th. 

 
 

D. Replication:  Can easily be done anywhere. 
 
 

E. Materials Available:  The training outline and information from 
the local Info Line. 

 
 

 



 

CT Pro Bono Network Training – November 8, 2005 
 
The Pro Bono Client: 
 
Mom, victim of domestic violence, two children, boy friend moves out; her income is 
$387 a week, $1,676 a month.  She has to pay rent, utilities, food, clothing, and 
expenses for transportation.  What if she has preschool children, then also has to pay for 
child care and school expenses?  What if she has no medical insurance, then also has 
to pay for doctors and medications? 
  
Poor/low-income  
Illiterate 
Mentally/physically disabled 
Undiagnosed and, therefore, untreated, learning disability 
Attitude issues – too much or too little 
Racial/ethnic/cultural issues 
Unsophisticated but street wise 
Vulnerable and/or frail 
Elderly 
Victim of abuse, past and/or present 
Substance abuse – past and/or present 
 
Outside Environment: 
 
Inadequate educational system 
State agencies 
Laws/regulations/unsympathetic legislators 
Convictions 
Immigration issues 
Lack of jobs, lack of full time hours, lack of living wage, inadequate or unaffordable or 
inaccessible child care, lack of transportation 
Substandard housing 
Poor nutrition 
Limited or no access to health care 
 
Legal Issue Identification: 
 
Private lawyers get clients who come in with clear idea:  a will, a closing, a divorce, a 
contract, a trust 
 
Pro Bono clients have out of control lives, chaotic, crisis oriented 
 
Examples:  Consumer case – elderly client in debt - using credit cards to buy meds 

and now harassed by creditors 
Housing case – tenant being evicted for nuisance – police activity – teen 
son selling drugs or police called because she is being abused by 
boyfriend 
Housing case – tenant being evicted for having someone living there not 
on lease – father of child; caretaker for elderly tenant 

  14 year old arrested for delinquency – undiagnosed ADD 

 



 

 
Questions: 
 
Single legal issue or holistic approach 
 
How much time to spend on a case 
 
How to control phone calls without charging 
 
How to communicate with clients who do not have stable or consistent phone availability 
 
How to get client to make decisions that are appropriate – range from wanting too much 
from lawyer who is not being paid to wanting lawyer to decide what right decision is 
 
How to say no to a client about scope of representation or strategy of case  
 
How to address inappropriate behavior or dress 
 
Can you refuse to represent a client after meeting with him/her and on what grounds 
 
How do you draw the boundaries 
 
How to end the representation 
 
 
Resources and Help:  legal services attorneys in your area and segue to presenter 
from InfoLine 
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