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probono.net

SALESFORCE &
VOLUNTEER MANAGEMENT




THE PROBLEM

1. Utilizing individual volunteers. Huge
administrative burden associated with screening
and placing individual volunteers.

2. Disaster response. Challenges utilizing a
massive volunteer influx during Hurricane
Sandy. What about next time?

Legal
Services NYC

probono.net



THE PROJECT

1. Grant from LSC to LSNYC and probono.net
following Hurricane Sandly.

2. LSNYC and PBN examined a number of potential
projects before settling on a tool to manage
iIndividual volunteers.

3. PBN explored several different tools before
settling on Salesforce.

4. LSNYC and PBN worked together to customize
the tool for LSNYC.

Legal

prob OnO . net Services NYC




WHAT IS SALESFORCE?

1. Customer relations/management platform.

2. Businesses track and communicate with
sales leads, donors, and others.

3. Volunteer module.
4. Endlessly—overwhelmingly!—customizable.

5. Ten user IDs free for non-profits—zero cost
for LSNYC going forward.

probono.net



WHAT SALESFORCE DOES
FOR LSNYC

AW N R

o Ol

Online application for volunteers.

. Automatic messaging to volts and staff.

Dashboard of applicants for vetting/tracking.

. Tracks activity on individual volunteers—

prospective, current, and former.

. Mass emailing possible.
. Scheduling—for clinics, phone banks, etc.
. Collaboration: auto enrolls in PBN.

probono.net



ONLINE APPLICATION -1

MANHATTAN

Legal . BRONX

Services NYC
expert legal assistance that jmproves the lives and communities of low-income New Yorkers

GET INVOLVED

Thank you for your interest in volunteering with Legal Services NYC (LSNYC)! Please complete the form on this page so that we can
determine if we have a suitable opportunity for you at this time. Sorry for all of the questions; because we are such a big organization
this information will enable us to determine where you might fit. We hope to have the chance to work together soon. Note that, because
of space constraints, we cannot accommodate every volunteer request.

LSNYC fights poverty and seeks justice for low-income New Yorkers. For more than 40 years, we have challenged systemic injustice
and helped clients meet basic needs for housing, access to high-quality education, health care, family stability, and income and
economic security. LSNYC is the largest civil legal services provider in the country, with deep roots in all of the communities we serve.
QOur neighborhood-based offices and outreach sites across all five boroughs help more than 70,000 New Yorkers annually. LSNYC
leverages its limited resources with a range of pro bono partnerships across all of our practice areas.

Note: To support your volunteer efforts, you can also use this form to create a free membership in Pro Bono Net's NYC Pro Bono
Center, if you're not already a member. If you don't wish to do this, please indicate below.

First Name* P
Last Name* F
Email* # Legal

Services NYC

probono.net



ONLINE APPLICATION - 2

How often would you Available ~ Chosen -
like to volunteer?* Full Time L >

Several Days/Week

1 Day/Week o

1 Day/Month - >
When are you interested Available ~ ")) Chosen -
in volunteering?* For a Month or Two

For a Summer

For a Semester - o v
Type of Volunteer -None-- v
Opportunity™
Do you want to -None-- v
volunteer on- or off-site®
Where would you like to Available R Chosen -
volunteer?” Manhattan

Brooklyn

The Bronx

Queens - o v

Special skills (e.g., T&E

law expertise) Vz
Are you fluent in any of Available - Chosen -
the following? Spanish o
French
Creole
Mandarin ~ o v Legal

Services NYC

prooono.net



DASHBOARD

“~

e 6. LSNYC Pro Bono - Current Volunteer

v | Edit] Delete | Create New View

New Contact | Add to Campaign

Action Name *

tl

Edit| Del | €)
Edit | Del | €)
Edit| Del | €3
Edit| Del | €3
Edit| Del | €)
Edit| Del | €)
Edit| Del | €)
Edit| Del | €
Edit| Del | €3
Edit| Del | €)
Edit| Del | €)
Edit | Del | €)
Edit| Del | €3
Edit| Del | €3
Edit| Del | €3
Edit| Del | €)

Your background
Law Student

Law Student
Attorney Admitted i...
Law Student

Law Student
Attorney Admitted i...
Law Student

Law Student

Law Student

Law Student

Law Student

Law Student

Law Student

Law Student

Law Student

Law Student

Where would you li...

Queens

Manhattan; Brookly...
Manhattan; Brookly...

Manhattan
Manhattan
Manhattan; Broo...
Staten Island
Brooklyn
Manhattan

Manhattan; Brookly...

Manhattan
Brooklyn

Manhattan
Manhattan
Manhattan

Queens

When are you inter...
Fora Summer
Fora Summer
Other

Fora Summer
Fora Summer
Ongoing

Fora Summer
Fora Summer

Fora Summer

Fora Month or Two...

For a Summer
Fora Summer
Fora Summer
Fora Summer
Fora Summer

Fora Summer

How often would y...

Full Time
Full Time
1 Day/Week
Full Time

Full Time

Several Days/Wee...

Full Time
Full Time
Full Time

Several Days/\Wee...

Full Time
Full Time
Full Time
Full Time
Full Time
Full Time

probono.net

A/B|C|D|E|F|G|H

Practice(s)/populat...
Housing
Anti-Discrimination;...
Bankruptcy; Consu...
Housing

Housing
Anti-Discrimination;...
Disaster Assistance
LGBT/HIV

Family

Bankruptcy; Consu... Russian
Immigration
Elder

Housing

Spanish

Housing
Anti-Discrimination;...

Other Russian

Legal

Services NYC

Are you flue



DASHBOARD / VIEWS

Volunteers for Salesforce

bty

Search

Home Volunteers Help  Find Volunteers Campaigns Reports Dashboards

2/ Home
iew: | 3. LSNYC Pro Bono - Active Consideration ¥ || Go! | Edit| Create New View
L e o 1. LSNYC Pro Bono - New Apps, Not Rev'd
+ 2. LSNYC Pro Bono - Good Prospects
s Rece 3. LSNYC Pro Bono - Active Consideration New
U - 4. LSNYC Pro Bono - Maybe Later
d - Name 2- LSNYC Pro Bono - Discard / Bad Fit one Mobile Email Mailing !
r - 6. LSNYC Pro Bono - Current Volunteer
NPT —— "1 7. LSNYC Pro Bono - Former Volunteer M
. | 8. LSNYC Pro Bono - All Applications ——— e ——
- .. | Goodinterview . -
52 TE—— New Last Week
d - New This Week
T 4 Recently Viewed Contacts —

—

. a—

cr—r——

probono.net

Legal
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INDIVIDUAL APPLICANTS - 1

Home Volunteers Help  Find Volunteers Campaigns Reports Dashboards + *

0
EUOD:

p— Customize Page | Edit Layout | Printable View | Help for this Page 0

§ o - Hide Feed = Cick to add topics %) Add Tags
o — @ Post & Quick Update ] Fil M
0s ¢ Quic ate ile ore ¥
R U W © Follow
/ -~ Followers
Y e e c—
—_— No followers
- Q | Show All Updates
x P —
b There are no updates
: « Back to List: Contacts
Notes & Attachments [0] | Activity History[1] | Open Activities [0}
u Recycle Bin
Contact Detail Edit | Delete
¥ System Information
Volunteer Status New sign up
Contact Owner (7] Volunteer Signup Form [Change
LawiFirm Corp?
Which firmicorp
Already an LSNYC volunteer?
¥ Contact Details
Name Your background  Other
Account Name . Retired Attomney (AKA “Emeritus”)  No
Current Employer or School, If Any Are you fluent in any of the
following?
Do you work at alarge  No Special skills (e.g., T&E law @ Chat
firmicorporation? expertise) N

probono.net




INDIVIDUAL APPLICANTS - 2

¥ Volunteer Information
Type of Volunteer Opportunity  Legal
When are you interested in volunteering?  For a Month or Two
Where would you like to volunteer? Manhattan
Do you want to volunteer on- or off-site  On-Site
How often would you like to volunteer?  Full Time

Practice(s)/population(s) of interest  Anti-Discrimination

Fellowship to support your volunteering? No
If yes or other, please explain
Volunteer in case of city-wide disaster?  Yes
Are you a member of probono.net (PBN)? Yes
If not, may we share your info with PBN?

How did you become interested in
LSNYC?

Anything else you'd like us to know?

Edit | Delete

Notes & Attachments

No records to display

New Note | Attach File

Activity History

Action Subject
Edit| Del Volunteer Signup Thank You Sent - Contact

Log a Call |  Mail Merge | Send an Email ' Request Update | View All

Related To Task Due Date
v 5/18/2015

Assigned To
Volunteer Signup Forr

probono.net




WHAT'S NEXT?

1. Sharing system with sister legal services
organizations in NYC.

2. Formed sub-committee of City Bar Committee
on Pro Bono & Legal Services to make this
happen.

3. Creating a “start-up kit” for non-profits to make
as easy as possible—this is a challenge!

4. Shared platform for future disasters?

Legal

prOb OnO, net Services NYC




ONLINE TRAINING &
SUPPORT OF PRO
BONO ATTORNEYS

JOSEPH KELEMEN - WESTERN NEW YORK
LAW CENTER



TRAINING PORTAL

The training portal for the Law Center's CLARO program was developed by
Columbia’s Lawyering in the Digital Age Clinic

ClorG

§ CLARO Buffalo
HOTLINE 716.828.8432

Home Training Forms Ethics & Compliance Statutes Interview Tips

RIntroduction

Thank you for taking the time to learn more about CLARO Buffalo!

CLARO Buffalo is an organization under the umbrella of the Western New York Law Center that aids
defendants in consumer debt litigation. CLARO aims to educate debtors and help them through the legal
process by running two weekly sessions to provide short-term legal services to defendants in consumer
debt litigation. The sessions run as walk-in clinics, with CLARO paralegals and student volunteers
conducting intake with the clients, while CLARO attorneys and volunteer attorneys work together to
prepare any necessary documents for the client and provide them with explanations about how the

litigation will work.



Volunteers are given an overview of the CLARO program, from meeting
with visitors, signing a limited scope retainer, to analyzing the problem and
drafting pleadings.

Clor

Home Training Forms Ethics & Compliance Statutes Interview Tips

@ CLARO Buffalo
HOTLINE 716.828.8432

Overview

= + AutomaticZoom *

CLARO volunteers and paralegals will meet with the visitors to start the intake process.

*  Ack Jledg and Und ding Form is explained to CLARO visitors and signed.
* CLARO Intake Form is filled out to collect visitor’s personal information and to identify
what brings CLARO visitor to session.
Intake * Collection of any documents CLARO visitor has brought with him.

* Paralegal will bring the intake form and any documents back to the conference room.
+ Attorneys will work with the visitors to determine what documents may be necessary.
* Based on Intake Form, documents, and interview, attorneys will work with experts to
draft an Answer, Order to Show Cause, Letters to Credit Reporting Agencies and/or
Conference Plaintiff as necessary.
*+ First time drafters can refer to Annotated Answer and Annotated Order to Show Cause.

* Attorney will present and explain documents and next steps to CLARO visitor.
* CLARO Visitor and y Next Steps Checklist is compiled as necessary.
CLARO Attorney Form is completed and filed.

Counseling



Video sections containing instructions on defending debt buyer
cases are made available to volunteers.

Home Training Forms Ethics & Compliance Statutes Interview Tips

TrTaining Videos

For an introduction to the CLARO session process, watch the video below:
Civil Legal Advice and Resource Office ‘
03:08
> nm 31 vimeo

CLARO Training from CLARO Buffalo on Vimeo
Refer to the Institutional Forms and Annotated Documents pages to see the documents referred to in the

For more detailed information about defending lawsuits brought by debt buyers, watch the following
video.

Password Required

If you've got it, enter it below




Index of forms and pleadings

B CLARO Buffalo
HOTLINE 716.828.8432

Institutional Forms

Included on this page are the following institutional forms:
Limited Scope Agreement, Intake form, Fillable Intake Form, Attorney Form, Next Steps Checklist, Answer
Template, and Order To Show Cause Template
Limited Scope agreement, and explanatory tool.
* w Expectations - Explaining Acknowledgment And Understanding Form (49.8 KiB)
Intake Form.
* & CLARO Intake Form (66.1 KiB)
Fillable Intake Form.
* & CLARO FILLABLE INTAKE FORM (163.0 KiB)
Attorney Form.
* & CLARO Attorney Form (133.0 KiB)
Next Steps Checklist.
* s Next Steps Checklist For Visitors And Attorneys (100.7 KiB)

Answer Template.



Annotated forms and pleadings drafted by students help orient volunteers to
some of the more common pleadings and issues

-CloMQ

B CLARO Buffalo
HOTLINE 716.828.8432

Home Training Forms Ethics & Compliance Statutes Interview Tips

Annotated Documents
Included on this page: An annotated Answer and an Answer template; An annotated Order to Show Cause
and an Order to Show Cause template.

Please reference these documents when helping clients fill out Answers or Order to show causes.

Annotated Answer: Use this for reference when filling out Answers.
* = Annotated Answer (44.1 KiB)

Annotated Order to Show Cause:Use this for reference when filling out an Order to Show Cause.
e & Annotated Order To Show Cause (69.5 KiB)

Order to Show Cause Template.

* m OTSC-to-Vacate (48.5 KiB)



Example of annotated answer

3. O Ireceived the Summons and Complaint, but service was not correct as required by
law.

Note: Service must be by someone over the age of 18 who is NOT a party to the
action. Service may not be made on a Sunday or Holiday.
Personal Service: Person being served received it in his/her hand.
Substitute Service: A copy was left with individual other than person being served at
the person’s residence or place of business. An additional copy must also be mailed.
Conspicuous Service: In cases where no service was possible after diligent effort, a
copy was affixed to door of residence or place of business and mailed.
For more information, refer to CPLR 308

DEFENSES

4. O Ido notowe this debt.
5. 0O |did notincur this debt. | ama victim of identity theft or mistaken identity.
Note:

Prepared with the assistance of Buffalo CLARO by:

Identify Theft: ex. someone stole the defendant’s name and personal information and
opened a credit card in the defendant’s name pretending to be him/her.
Mistaken Identity: ex. the defendant was sued for somebody else’s debts because of
similar names or identifying information.

O | have paid all or part of the alleged debt.

O |dispute the amount of the debt.
Note: Use this defense if the plaintiff sued for the wrong amount. All amounts must be
right. Ex. interest, collection costs, attorneys’ fees.



Form letters, many of them automated, are gathered in one
place and explained

ClorQ

Forms Ethics &

8 CLARO Buffalo
HOTLINE 716.828.8432

Institutional Forms

Annotated

Documents

Included on this page ari
Commonly Used

Letters
Letter to inform Credit R
* = Vacated Judgments - Letter To Credit Reporting Agenies-1 (25.0 KiB)
Letter to Credit Reporting Agencies to dispute items on credit report.
* & Inaccuracy Ltr To CRA And Dc (27.0 KiB)
Letter to Credit Reporting Agencies to dispute debt discharged in bankruptcy.
* & Dispute To CRA - Discharge In Bankruptcy (26.5 KiB)
Letter to debt collector to cease communication.
* & Letter Re Cease Communication (18.2 KiB)

For Debt Collectors.

* & Debt Validation Letter (17.1 KiB)



Volunteers can review the guidelines on confidentiality, and conflicts

@ CLARO Buffalo
HOTLINE 716.828.8432

Home Training Forms Ethics & Compliance z Interview Tips

Ethics & Compliance

Please see ethical guidelines and rules on confidentiality below.

Guiding Rules On Confidentiality.
* & Rules Of Professional Resposibility And Conduct - Rule 1.6 On Confidentiality (89.0 KiB)
* & NY State Bar Association Rule 6.1 And Rule (101.3 KiB)

Ethics Opinion 1012.

e w NY State Bar Association Ethics Opinion 1012 (199.2 KiB)



Not all volunteers need the “best practices” section, but they may be helpful
to recent graduates.

§ CLARO Buffalo

C‘Q(\ HOTLINE 716.828.8432

Training Forms Inte rviaw Tips

General

Best Practices

Intake & Interview

po!

Documents

« Be an Active Listener.
» Use Open-Ended Questions:
= These are especially useful in the beginning stages of the interview to get an idea of what the
problem is and what the client needs.
= Ask One Question at a Time: Resist the urge of compound questions.
* “Does the amount in question look reasonable or have you made any prior payment?”
« Paraphrase:
= Summarize in your own words what someone is saying or feeling about his/her experience. The
benefits of paraphrasing include:
* Paraphrasing prevents miscommunication, false assumptions, errors and misrepresentation.
« Paraphrasing helps you remember what was said.
« Paraphrasing encourages active listening. You will be less likely to compare, judge, advice, or
deviate your attention.
In a heated situation, paraphrasing can help stop escalation of anger.

Individuals appreciate the feeling of being hear and are more likely to open up if they feel
appreciated.

« Clarify.
= Ask questions to get a clearer picture or if you are confused about details or circumstances. This is
especially important when someone is speaking in generalities. You may need to prompt them into
going into more detail to make sure you understand the circumstances of their experiences.
* Use the Exact Words of the Client.
* Use the words of your client as basis for your questions. It helps you understand precisely what the

client means to convey rather than substituting your own meaning. This also signals to the client
that you are listening.

DON’T!



The training portal is a work in progress, but it allows volunteers to get a head start on
some of the issues they will see in the CLARO sessions. We are going to supplement the
existing materials with a series of short videos on discovery, auto repossessions, student
loans, etc.

C| : (\ O’l HOTLINE 716.828.8432

HO‘«II to Volunteer

CLARO Buffalo is an important part of the Buffalo community and works to alleviate and prevent hardships
caused by the unfair and illegal tactics of debt collection agencies. Twice weekly, our volunteers,
attorneys, and paralegals assist visitors with their debt collection problems. Search Q

By volunteering with our organization, you will help those who truly need it, be eligible for CLE credit, fulfill

pro bono hours, and learn about the litigation process from experts in the field. For more information

about CLARO Buffalo, watch the video below. If you are interested in volunteering, please fill out the form Categories
below and we will contact you.

News
Resources

Uncategorized

Archives

April 2014
March 2013

January 2013

o
CLARO-04-16-15 from CLARO Buffalo on Vimeo.

If you are interested in volunteering with CLARO Buffalo, please fill out the form below, and we will contact
you. Volunteers can be eligible for CLE credits or pro bono hours.

* indicates required field
Name:

Volunteer Type:*



DOCUMENT ASSEMBLY
CLARO CLINICS

We use document assembly in our CLARO consumer clinics
for three reasons.

1) Court documents are repetitive —the same caption, index
No. etc. goes on each

2) Volunteers need guidance in preparing documents in
areas of the law in which they do not regularly practice

3) The clinics are high volume and we have a limited
amount of time to serve a lot of people. We don’t want to
waste time typing repetitive answers.



QUESTIONNAIRES FOR
VOLUNTEERS

Questionnaires guide volunteers through the information gathering
process and ensure that answers are typed only once.

4

-----

General Questions

CATTY Name of CLARO Attorney? : Pamela Lanich, Esq.
TDate Today’s Date? 7/16/14

Pla Name of Plaintiff? Cavalry SPV |, LLC

Name of Plaintiff’s attorney?

Rubin & Rothman, LLC

Name of Defendant?

Mary Smith

week of December; oruse a specific date)...

De
DefSta Defendant’s streetaddress? 93 Main Street
DefCity City, town and zip of defendant Buffalo, NY 14222
nd Index No.? 8739405

) Date of entry of default judgment? 3/6/2014
Am Amount of Judgment? (Don’t use S symbol) 12,182.97

date | first learned about this judgment (in the last in June, 2015

| first learned about this judgmentwhen (1
received a notice that ...)or (was denied a loan)

| applied for a loan and found that this judgment
had been filed against me.

Why is Plaintiff suing?

a consumer debt that the plaintiff claims to have
bought from another company.

Will Marshals be served?

no

Will Sheriff be served?

yes

Section under which defendant was served?

CPLR 308(4) affixing to the door..

How was defendantserved (ex—tapingthe allegedly taping the summons and complaint to
summons and complaint to my door) the door

mproperSrv | If service was improper, it was improper because | 1did not live at the address where service was

attempted

Dis Are you asking for dismissal of the action? yes

Ans Will you serve a proposed answer? no
Are you addressing poundage? no
Are you addressing restitution? (Sheriff only) yes
What is the amount of the restitution, if any? 4200

For Poor Person Motion




CREATING AN ANSWER FILE

The answers are saved in a shared database so they can be imported into forms for
use with CLARO visitors.

Doxsera - Saving and Loading Answers ﬁ

Folder | Answers | % , X r.
I |\ —I _I_I_I_l Close il
File [ testfor task force L]C\|K| | 7| X @I

Label BB Answers in form I Answers in file
CATTY Steven Cho, Esq. a
TDate 7/16/14 1
Plaintiff Cavalry SPV I, LLC
PAttyList Rubin & Rothman, LLC
Defendant Mary Smith
| DefStadd 18 R, Avenue |.
DefCity Buffalo, NY 14222
IndexNo 8739405
DOE 3/6/2014
Amt] 12,182.97
Idate in June, 2015
Wjudg 1 applied for a loan and found that this judgment h3 s
Whysued a consumer debt that the plaintiff claims to have bg
MShals no
Sheriff yes @ -
HSvd CPLR 308(4) affixing to the door..
Hsrv1 allegedly taping the summons and complaint to the
ImproperSrv 1 did not live at the address where service was atte|
Dis yes
Ans no
Poundage no
Restitution yes
RestitAmt 4200
LYNS 14
BACCT 300
5015a4 yes )
() 2011-2015 Snapdone, Inc.
L fakong 16 Mar 2016
TR T TRdeX NG 8739405

DOE Date of entry of defaultjudgment? 3/6/2014

Amt) Amount of Judgment? (Don’t use $ symbol) 12,182.97

Idate I first learned about this judgment (in the last inJune, 2015

week of December; or use a specific date)...
Wjudg I first learned about this judgment when (| | applied for a loan and found that this judgment
received a notice that ...)or (was denied a loan) had been filed against me.
Whysued Why is Plaintiff suing? a consumer debt that the plaintiff claims to have
bought from another company.

MShals Will Marshals be served? no

Sheriff Will Sheriff be served? yes

UCied Cartinn indaruhich dAafandantusarc canind? NI 2ne[A\ affivinn ta tha danr




NOTICE OF HARD COPY SUBMISSION

This document is paired with several others, including the Opt-Out Notice for E Filing, and the
Redaction Notice that pro se litigants must file.

NOTICE OF HARD COPY SUBMISSION - - E-FILED CASE

I (This Form Must be Anncxed to Hard Copy Submissions in E-Filed Cases)

SUPREME COURT OF THE STATE OF NEW YORK
COUNTY OF Exie ] )
e ——————————————— s X

Plaintiff/Petitioner,
- against - Index No. 8739405

Defendant/Respondent.
-X

Parties submittin ents in e-filed cases mustindicate the r

the relevant box and sigr

Non-Participating Parties

E-FILED CASE

The attached is a court original unless and until uplosded to NYSCEF.

In a consens se, 1 2 rorized 10 and have served on all other parties a declination of consent to ¢

client, & party to the case, or, if self-representied, myself

e-file

datory cas. he require

am

am exempl from I have filed with the court the exemption form required

¢ Rules or the court has granted my application upon good cause shown

Participating

JMISSION

Submissions Requiring Subsequent E-Filing (parties responsible for uplosd to NYSCEF)

( As allowed by ¢ protoc r dure, | am su 1 d 3 se and supporting p
on Rule 20 demons

ercial Divis

preju s are served in hard copy only, 1

uthorized to submilting the explanatory

affidavit requ uments within 3 business days

zed to file this

uired by the R

lam

ause 0

1 shall, , e-file these documents within 3

siness

| ]1am submitting

nt lo slatule ese documents are served

in hard copy only, the E-Filing Rules, e-file these documents within 3 business days afler service

Special Applications/Documents (parties moy be responsible for upload ta NYSCEF)

E OF HARD COPY SUI

access to documenl(s)

plying for an order s¢

on in hard copy form, as

-
-



MEMORANDUM OF LAW OPPOSING
SUMMARY JUDGMENT

This is one of the more complicated documents we automatically assemble.

TABLE OF CONTENTS
#l Page
PRELIMINARY STATEMENT 1
STATEMENT OF FACTS 2
STANDARD ON THIS MOTION ....... 4
ARGUMENT 5

L PLAINTIFF'S MOTION MUST BE DENIED AS UNTIMELY UNDER
C.P.LR.3212(a) AND THE COURT'S SCHEDULING ORDER................................. 5

IL PLAINTIFF HAS NOT SUSTAINED ITS BURDEN TO SUBMIT
COMPETENT EVIDENCE SUPPORTING ITS MOTION FOR SUMMARY
JUDGMENT. 6

A Plaintiff Has Submitted No Evidence in Admissible Form at All Because
Its Fact Affidavit is Unswom and Inadmissible.. 6

B. Plaintiff’s Putative Records Custodian Affidavit Is of No Evidentiary
Value and Violates Both the Rule Against Hearsay and the “Best
Evidence” Rule. 9

C. Even Assuming Plaintiff’s Proffered Evidence Was Admissible, Plaintiff
Has Submitted No Evidence That the Terms of Any Putative Contract
Authorized It to Impose the Claimed Interest and Fees. 9

D. The Proffered Cardmember Agreement Contains No Price Term and so Is
Unenforceable as a Matter of Law. . 9

III. PLAINTIFF HAS NOT SUSTAINED ITS BURDEN UNDER THE FEDERAL
TRUTH IN LENDING ACT TO PROVE AUTHORIZED USE 9

Al The Truth in Lending Act Requires Affirmative Proof of Authorized Use
Beyond Mere Silence in the Face of Account Statements. .. 9

B. Plaintiff Cannot Assert That Because Defendant Did Not Invoke Rights
under the Fair Credit Billing Act, Plaintiff is Absolved from the




SELECTION OF SECTIONS TO INCLUDE

Volunteers can select sections to include in the documents.

Sections Sections to Include O PLAINTIFF'S MOTION MUST BE DENIED
AS UNTIMELY UNDER C.P.L.R. 3212(a) AND THE
COURT'S SCHEDULING ORDER
& . PLAINTIFF HAS NOT SUSTAINED ITS
BURDEN TO SUBMIT COMPETENT EVIDENCE
SUPPORTING ITS MOTION FOR SUMMARY
JUDGMENT
B A. Plaintiff Has Submitted No Evidence in
Admissible Form at All Because Its Fact Affidavit
is Unswom and Inadmissible
O B. Plaintiff’s Putative Records Custodian
ffidavit Is of No Evidentiary Value and Violates
Both the Rule Against Hearsay and the “Best
Evidence” Rule
O c. Even Assuming Plaintiff’s Proffered
Evidence Was Admissible, Plaintiff Has Submitted
No Evidence That the Terms of Any Putative
Contract Authorized It to Impose the Claimed
Interest and Fees
O D. The Proffered Cardmember Agreement
Contains No Price Term and so Is Unenforceable
as a Matter of Law
O 1. PLAINTIFF HAS NOT SUSTAINED ITS
BURDEN UNDER THE FEDERALTRUTH IN
LENDING ACTTO PROVE AUTHORIZED USE
O A. The Truth in Lending Act Requires
ffirmative Proof of Authorized Use Beyond
Mere Silence in the Face of Account Statements
O B. Plaintiff Cannot Assert That Because
Defendant Did Not Invoke Rights under the Fair




SYNCHED COMPUTERS

The answer files and documents are synced through SpiderOak, which provides more
privacy than Google, Dropbox or other large Cloud based providers.

sv'\“‘“-“‘

ces
R r
KDesktop-CLARO
AKMacbook BACK UP Activity: Upload complete as of Thu Jul 16 12:31:44 2015
Currently Uploading: 0items
KMacbook e Items Remaining: 0 items (0 bytes)
LARO_Black Backup Schedule: Frequency - 5 Minutes Ige ‘
LARO_Blue
LARO_Green SYNC Activity:  Syncs Complete
e # of Syncs: 2 _
o Sync Schedule: Frequency - On Backup Schedule ] ‘
iCSurface
LARO_Purpl
SHARE Activity: No Shares Setup
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COLUMBIA'S LAWYERING IN THE DIGITAL AGE
CLINIC DEVELOPED A WEB INTERFACE FOR THE
ONLINE RESOURCE CENTER TO ALLOW LAW
STUDENTS TO SATISFY THEIR PRO BONO
REQUIREMENTS REMOTELY.

FAIR HEARING BANK PRO BONO PROJECT

Empire Justice Center offers a great and convenient way to get your pro bono hours from
the comfort of your home.

Any person applying to the NYS Bar must perform at least 50 hours of pro bono related law work before being admitted. When

0 Bono Project, your job will be to create summaries of fair hearing decisions, which wil

participating in the Fair Hearing Bank Pro

be used by those who advocate on behalf of people who've had their public benefits reduced, denied or discontinued

New York’s neediest are eligible for a variety of public benefits, including cash public assistance, food stamps, Medicaid and child
care subsidies. These benefits help low income families keep food on the table and a roof over their heads. When an application
for public benefits is denied, or benefits are reduced or discontinued, the affected individual is entitied to have their case heard by
an Administrative Law Judge (ALJ) employed by the New York State Office of Temporary and Disability Assistance (OTDA) at a
ssued or reinstated. The ALJ

fair hearing. This hearing is an opportunity for the individual to show why their benefits should t
will then issue a written decision stating whether the local agency’s decision regarding the benefits was correct or incorrect

Quick Links:




FRUGAL TECHNOLOGY FOR
PRO BONO PROGRAMS

Volunteer Legal Services PrOJect

, 5th flo , New York 14614 + 585-232-3051 « www.vIs

BRYAN BABCOCK

Volunteer Legal Services Project
of Monroe County, In



Help Center Intake Form
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Data manipulation, reporting, and sharing
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Case listings for Pro Bono attorneys

VLsS®

Voluntser Legal Services Project




Free Tools
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Google Sheets  Google Docs

Write. Edit. Share. Write. Edit. Share.
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Google+ Hangouts

Remote Help Center
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NEW YORK CITY
BANKRUPTCY
ASSISTANCE PROJECT



NYC BANCRUPTCY ASSISTANCE PROJECT

 Under William Kransdorf’s leadership, since
2006, NYC BAP helps low-income clients with
crippling debt who need advice & bankruptcy

 Pro bono attorneys & students review the cases,
provide advice & draft bankruptcy petitions

e Much of the Pro Bono work is done remotely

 Clients are educated on the basics of the law as
well as court and creditor processes

 When petitions filed, clients proceed pro se with
the possibility of further assistance if needed



NYC-BAP TECH OVERVIEW

o Staff & law students leverage LegalServer for
applicant screening, scheduling and intake

 Training/orientation for volunteers &clients is
partially done with video playbacks

 Microsoft Remote Desktop Services is used to
by staff and volunteers to upload and manage all
documents on and off-site

« Best Case is used to run the credit checks,
prepare the petitions, and e-file the petitions

CASE MANAGEMENT SOFTWARE

 Best Case &= Windows Server




NYC-BAP FUTURE ENHANCEMENTS

« Two-step online intake in LegalServer —

e Conduct preliminary screening
e Extensive follow-up intake & document gathering

e Integrate LegalServer with DMS & move to a
web-based bankruptcy document assembly

* Eliminate Remote Desktop Services

o Simplify & speed up process/Reduce training & support
e With sufficient support, eliminate Best Case &

Integrate with LHI/A2J

* Build and maintain the interview and petition tools
 More seamless integration more
 Lower Cost and increase access



NYC-BAP REPLICATION/EXPANSION

« The model itself is replicable

* Processes, protocols, lessons learned

* The tech itself
 Translate the model for other practice areas

e e.g. Matrimony
« Enhance/extend for greater remote work
e e.g. desktop video conferencing, VolIP calls,
webinars
 Negotiate better terms/Enhance products
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LIVEHELP BY LAWHELP



LawHelpNY, technology-enabled legal help for low-income New Yorkers, is
no longer a strictly website project.
We have a range of different portals for different purposes.

Main websites www.LawHelpNY.org and www.Ayudalegal.org

LiveHelp

LawHelpNY mobile with LiveHelp (Eng. & Span.)

www.RealNY.org (English & Spanish Blog)

Social media portals, e.g. Facebook, Twitter, Flickr, Instagram, etc.
SMS pilot-targeting immigrant women victims of DV (now over)

SMS pilot targeting eviction prevention (now over)
Mini-portals—with its own url.



What s LiveHelp?

Using chat software, LiveHelp provides real-time on-line
chat assistance in English and Spanish for people who
need/want help understanding their legal problem and how

to advocate for themselves if they have to.

Staffed primarily by pro bono non-attorney operators (law
students) recruited, trained and supervised by a bilingual

staff attorney.



AILaWHeIpNY.org

/= Chat Window - Windows Internet Explorer
£  https

EEX “
4

liveperson.net

Live Chat by

To help us serve you better, please provide s
ome information before we begin your chat.
Required items indicated with *,

How may

|\‘r H N - ‘.- » . c .
é;h;:;h language dc you prefer? éCual idioma prefier I help
O English }’OU?

O Espancl

, W secure
Disaster Recove

Relief

Disaster |
Informatid

Start Chat =

Affordabl €D Internet + 100%

New York! — — - .

Exchange Immigration Food Stamps /Food
Cancer Permanent Residency Programs (WIC, etc.)
Health Care for (Green Card) Fair Hearinas

Legal information for New Yorkers who cannot afford an attorney
About Us | Site Help | Glossaries | Brochures & Handouts | Feedback

Get info about your legal problem Find legal aid in NYS

More Languages
Spanish / Espaiiol
Chinese / 3L
Russian / Pycckuii
Korean / 250

All Languages »

( + Set your location

click here to chat .~

Click here to learn more about LiveHelp

I

Sign up for email updates!

Take our survey

Hot Legal Topics!
NYC Housing Rights
Consumer Debt



Non-attorney Operators

Law Students
(April 2014 - March 2015)

«122 pro bono operators
* From 12 law schools
* Receive pro bono credit



Operators get a 2-3 hour training
plus one-on-one practice chat
All chats are reviewed by a
LawHelpNY attorney

Operator training:
LivePerson console
Canned chats (English & Spanish)

LawHelpNY & Court websites (CourtHelp) for Know Your Rights,
self-help resources and referrals

Issue spotting

Cultural competency



Chat Examples

1.

“I just left my abusive husband two months ago. Yesterday, he showed up at work and
threatened to kill me. I called the police and he left but said he'd report me to
immigration (he has a green card and I am undocumented). How can I stay in the

country?” (Erie)

“I live in a rent-stabilized apartment. I've had no heat or hot water for the last 3 months.
When I complained the landlord he didn't do anything. My daughter told me not to pay
my rent until the repairs were made. I sent them a letter saying I'd pay the rest when the
water is fixed. They only sent back a letter telling me to pay. When I got home, I found a

Marshall's notice telling me I was being evicted. What should I do?” (Brooklyn)

“I had to have surgery and I cannot work. I went to court to decrease my child support.
My request was denied. I now have arrears. I am thinking of filing for bankruptcy. This was

a life saving surgery. Can they do this to me?” (Niagara)



NewYorklLawHelp

HOME | INFO | FEEDBACK | FULLSITE

Find Legal Help

Afraid in your own home?

z Information and Resources

Live Help

ilable to helf

Looking for more information?

Give Us Feedback

powered by probono.net

5 Switch To Spanish




LiveHelp Mobile

 Offer real time chat assistance through a mobile device

e [ssues
» Disconnects may be problem

* Questions come up regarding data usage. But because
LiveHelp is text based, data cost to users is minimal

 If main site is accessed, some resources and legal services sites
may not be mobile optimized



LiveHelp Statistics
April 1, 2014 - March 31, 2014

Total Chats 5,404
Average chat time was 14 minutes

Longest = 1 hour Shortest = 2 minutes

e Chats from mobile site = 999

« 226 Spanish chats; 85 via mobile

» 1,674 chat users seeking assistance for a court case
e 1,625+ from outside NYC

e 36% visiting with a Family issue

» 20% visiting with a Housing issue

* 10% visiting with a Consumer /debt issue

e Other top topics: Immigration & Workers Rights

» 375 chat users self-identified as Veterans



April — June 2015

1,494 Chats

Of these, 34% (517) were people who asked for LiveHelp
assistance from their mobile phone.

There were more mobile Spanish chats (65) than computer-
based Spanish chats (49)

40 pro bono law student operators



New York State Chief Judge Goal:
Inculcate pro bono into every lawyers’ DNA

«2015 Bar Admission requirement: minimum 50

hours of pro bono service

* This year 4,769 hours of pro bono service
donated

« Total # of people served since we launched
LiveHelp = 33,875



“My time with LiveHelp was one of the most fulfilling experiences of my
legal career thus far. Being able to aid individuals in need of legal help truly
made me feel as though I was a beneficial part of society. Although I have
worked at many law firms, working in a pro-bono capacity gives us a totally

different level of gratification.

Without programs like LiveHelp, many New Yorkers would be unable to
find the legal assistance they need. I am grateful to LawHelp for the

opportunity and hope they continue to operate in this capacity. Thank you.”

-- Student, Benjamin N. Cardozo School of Law



OLUNTEER

LAWYERS PROJECT
OF ONONDAGA COUNTY, INC.
Providing Equal Access to Justice to Those in Need

VIDEOCONFERENCING
FAMILY LAW CLINIC



Onondaga County New York City
Family Court Family Court
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OnVLP conducts
Intake with client Intake form and

el court orders are
"=~ scanned and  -.__
printed to NYC

NYC attorney
reviews forms and
prepares for
consultation

NYC attorney  ---~~
Onondaga County counsels client
mentor attorney

available if
needed
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Benefits

« Already trained in
Family Law

e More volunteers =
more clients served

o

~

/

4 Challenges

 Internet connectivity

e Learning curve on
Technology

e Training attorneys on
local practice

« Establishing trust with

local mentor attorneys

~

/

~

« Use internet hot spot
 Have attorney be

tech support

\_

located at their firm for

Suggestions for Future

« Conduct in-person training to

establish trust, train on local
practice, and prepare
attorneys to assist with
petitions

\

_/






