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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?



THE PROJECT
1. Grant from LSC to LSNYC and probono.net 

following Hurricane Sandy.

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

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

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



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.



WHAT SALESFORCE DOES 
FOR LSNYC

1. Online application for volunteers.
2. Automatic messaging to volts and staff.
3. Dashboard of applicants for vetting/tracking.
4. Tracks activity on individual volunteers—

prospective, current, and former.
5. Mass emailing possible.
6. Scheduling—for clinics, phone banks, etc.
7. Collaboration: auto enrolls in PBN.



ONLINE APPLICATION - 1



ONLINE APPLICATION - 2



DASHBOARD



DASHBOARD / VIEWS



INDIVIDUAL APPLICANTS - 1 



INDIVIDUAL APPLICANTS - 2 



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?



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



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.



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



Index of forms and pleadings



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



Example of annotated answer



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



Volunteers can review the guidelines on confidentiality,  and conflicts



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



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.



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.



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



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.



MEMORANDUM OF LAW OPPOSING 
SUMMARY JUDGMENT 
This is one of the more complicated documents we automatically assemble.



SELECTION OF SECTIONS TO INCLUDE
Volunteers can select sections to include in the documents.



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



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. 



FRUGAL TECHNOLOGY FOR
PRO BONO PROGRAMS

Volunteer Legal Services Project
One West  Main St reet ,  5 th f loor  •  Rochester ,  New York 14614 •  585-232-3051 •  www.v lsprochester .org
BRYAN BABCOCK



Help Center Intake Form



Data manipulation, reporting, and sharing



Case listings for Pro Bono attorneys



Free Tools

+Add Ons



Remote Help Center



NEW YORK CITY
BANKRUPTCY 

ASSISTANCE PROJECT

TECHNOLOGIES THAT SUPPORT PRO BONO & REMOTE DELIVERY



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

• 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

• 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



NYC-BAP FUTURE ENHANCEMENTS

• Two-step online intake in LegalServer –
• Conduct preliminary screening 
• Extensive follow-up intake & document gathering 

• Integrate LegalServer with DMS & move to a 
web-based bankruptcy document assembly
• Eliminate Remote Desktop Services
• Simplify & speed up process/Reduce training & support

• 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.g. Matrimony 

• Enhance/extend for greater remote work 
• e.g. desktop video conferencing, VoIP calls, 

webinars
• Negotiate better terms/Enhance products



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	is	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. 





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)

2. “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)

3. “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)





LiveHelp	Mobile
• Offer real time chat assistance through a mobile device
• Issues

• 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

• Chats from mobile site = 999
• 226 Spanish chats; 85 via mobile
• 1,674 chat users seeking assistance for a court case
• 1,625+ from outside NYC
• 36% visiting with a Family issue
• 20% visiting with a Housing issue
• 10% visiting with a Consumer /debt issue
• 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



VIDEOCONFERENCING 
FAMILY LAW CLINIC



Onondaga County
Family Court

New York City
Family Court

Initiate video conference 

OnVLP conducts 
intake with client Intake form and 

court orders are 
scanned and 

printed to NYC

NYC attorney 
reviews forms and 

prepares for 
consultation

NYC attorney 
counsels clientOnondaga County 

mentor attorney 
available if 

needed



Benefits Challenges
• Already trained in 

Family Law 
• More volunteers = 

more clients served

• Internet connectivity 
• Learning curve on 

Technology
• Training attorneys on 

local practice
• Establishing trust with 

local mentor attorneys

Suggestions for Future
• Use internet hot spot
• Have attorney be 

located at their firm for 
tech support

• Conduct in-person training to 
establish trust, train on local 
practice, and prepare 
attorneys to assist with 
petitions




