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Executive Summary 

 

During the year, the Working Group on Technology (“Working Group”) continued to advance 

programs and initiatives that leverage technology to improve the quality and efficiency of legal 

services and help close the justice gap.  The Working Group conducted a technology survey of 

all Judiciary Civil Legal Services (“JCLS”)- and IOLA-funded providers, similar to one it 

conducted in 2013. The survey asked questions related to spending and staffing, policies, 

training, infrastructure, and public facing tools.  It also asked about current technology projects, 

challenges and dreams.  The emerging themes related to improving case management systems 

and training, increasing collaboration and integration, and building online referral and intake 

systems. The greatest challenges relate to change management and funding.  

 

The Working Group’s Pro Bono Law Firm IT Initiative, led by Michael Donnelly, Chief 

Information Officer at Simpson Thacher & Bartlett LLP, launched a series of educational 

webinars that are expanding the reach of pro bono.  The Working Group observed the steady 

progress of the two consumer help finder projects that are creating online screening and intake 

systems for low-income New Yorkers in western New York and in New York City with 

consumer credit issues.  

 

The New York State Permanent Commission on Access to Justice (“Permanent Commission”), 

along with NYSTech,1 sponsored its fourth annual Statewide Technology Conference which was 

held at Cornell Tech. The event brought together directors and technology staff from civil legal 

aid providers, law firms, law schools, legal funders and technology service providers to share 

innovative ideas that can improve the delivery of civil legal services and the efficiency of 

provider operations.  Finally, the Working Group continued to recognize that effective 

technology initiatives require dedicated funding to enable civil legal aid providers to integrate 

those systems into their operations and client service delivery. 

 

As a result of these efforts, the Working Group offers the following recommendations to 

the Permanent Commission: 

 

• Technology Surveys:  The Working Group recommends that additional technology 

evaluations be periodically conducted of the New York civil legal aid community, which 

may include surveys, focus groups and other appropriate tools.  The results should be 

analyzed and disseminated to educate stakeholders and support continued improvements 

of the civil legal aid delivery system.     

 

                                                 
1
 NYSTech is a voluntary collaboration of legal services providers from across New York that convenes technology 

leaders regularly for information sharing and training. 
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• Pro Bono Law Firm IT Initiative:  The Working Group recommends that this sub-

committee continue to develop the new cybersecurity initiative and continue to find ways 

to support the technology needs of the New York civil legal aid community.  Any 

additional pro bono projects should plan for appropriate evaluation by the participants to 

gauge quality and impact.  

 

• Online Screening and Intake Projects:  The Working Group recommends that the 

developers of the current online triage and intake projects consult with each other 

regarding their respective projects with the goal of making their systems, where 

technically feasible, compatible with each other.   

 

The Permanent Commission should support the continued efforts of these projects, along 

with an eventual statewide screening, referral, and intake system, by encouraging the 

development, with all appropriate stakeholders, of a shared governance model to address 

such issues as funding, decision-making, data ownership, and system maintenance.   

 

• Technology Conference:  The Permanent Commission should continue to convene an 

annual statewide technology conference, with the goal of encouraging the civil legal aid 

community to engage in sustained collaboration, best practices development, improved 

security measures, training, critical analysis and revolutionary thinking around the 

improved use of technology to increase access to effective legal assistance by low-

income New Yorkers. Stakeholder participation in the conference should be expanded to 

include additional representatives from technology companies. 

 

The Working Group further recommends convening a webinar of stakeholders to discuss 

initiatives they have worked on or adopted in connection with the goals and challenges 

articulated at the annual technology conference. 

 

The Working Group further recommends that the Permanent Commission specifically use 

the 2019 Technology Conference as a tool for advancing the technology aspects of the 

Strategic Action Plan. 

 

• Funding:  The Permanent Commission should continue to support civil legal services 

providers in their efforts to identify dedicated funding streams that will support 

technology expansion and innovation to improve delivery of civil legal services. 
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2018 Technology Survey 

 

Overview 

 

The survey was sent to all JCLS- and IOLA-funded providers (approximately 90 providers).  

Ultimately, 78 providers responded, with operating budgets ranging from about $70,000 to 

$100,000,000 and working in communities throughout New York State.2  The providers were 

classified into sizes based on their operating budgets:  eight small providers (under $500,000); 25 

medium providers ($500,000 to $2 million); 36 large providers ($2 to $10 million) and nine very 

large providers (over $10 million).  These are the same definitions, with approximately the same 

distribution, as in the 2013 survey. 

 

 

 
 

 

The 2018 survey included 35 questions, roughly broken down into six categories: spending and 

staffing; policies; training; infrastructure; and public facing tools.3  It also sought information 

about current tech projects, challenges and dreams.  The emerging themes related to improving 

case management systems and training; increasing collaboration and integration; and building 

online referral and intake systems.  Aside from the need for more technology staff, the primary 

challenge seems to be change management and, of course, funding.   

 

                                                 
2 Forty-one providers serve New York City; 32 serve upstate New York and Long Island; and five provide services 

across all of New York State. 

 
3 The survey questions are attached as Exhibit A to this Report. 
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Issue 1:   Spending & Staffing:   Spending is unchanged & below national average. 

 

Findings: Median spending on technology is about $67,000 per year and accounts for about 

2.25% of operating budgets.  This is a slight decrease from the 2013 median of $72,000 and 

2.76% of operating budgets.  However, excluding the “extra large” providers (those with 

operating budgets over $10 million), the median spending increased from $53,000 to $60,000, 

representing an increase of 2.75% to 3.27% of operating budgets.   

 

 

 2013 (n=52) 2018 (n=74) 

Median Spending (% of budget) 2.76% 2.25% 

Median Spending (dollars) $74,393 $67,000 

 

 

To put these results in perspective, a May 2017 study published by NTEN, surveyed the national 

non-profit sector and found that organizations spend an average of 5.7% of their operating 

budgets on technology.  The average spent on technology as a percent of operating budget varied 

widely by the size of the organization.  The chart below compares these national averages with 

comparable data from the 2018 survey of New York civil legal aid providers: 

 

Average Spending on Technology as a Percent of Operating Budget 

Operating Budget 
2013 NYS Civil 

Legal Aid Survey 

2018 NYS Civil 

Legal Aid Survey 

2017 National 

NTEN Survey 

Under $1 million 4.27% 4.86% 13.2% 

$1 million - $5 million 3.24% 3.44% 4.8% 

$5 million - $10 million  2.78% 2.13% 2.8% 

Over $10 million  3.48% 1.77% 1.5% 

Overall Average 3.39% 3.26% 5.7% 

 

 

Because the NTEN study involved all non-profit sectors, there are good reasons to believe that 

the knowledge-based, collaborative nature of legal work would tend to push the technology 

needs and associated budgets of civil legal aid providers to the higher end of the need and budget 

ranges compared to non-profit community as a whole.  The 2018 New York survey showed that 

all but the largest civil legal aid providers were below the national average with the smallest 

providers registering significantly below average.  
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One positive indicator among New York civil legal aid providers is an increase in spending on 

technology staffing.  The 2013 survey looked at the providers with less than one FTE staff 

person assigned to technology and noted that the median spending on all staffing (employees and 

consultants) was only $15,000.   This number increased significantly in the 2018 survey to nearly 

$25,000, which represents a 66% increase over the last five years. 

 

 

 
 

 

Regardless of this improvement since 2013, most organizations are still not devoting sufficient 

resources to technology, especially as compared to non-profits nationally.  

 

Recommendation: Providers should integrate technology planning as an integral part of 

all program planning and operations.  Providers should also cultivate support for 

technology with their staffs, boards, funders and partners.    

 

Issue 2:   Technology Policies: More providers have adopted relevant policies. 

 

Findings: The types of written policies that a provider has is an indicator for how 

technology change is being managed within an organization, with one of the biggest challenges 

being guiding staff to mitigate risky behavior. Since 2013, many providers have adopted 

strategic technology plans so that now almost half have a strategic plan. 



6 

 

 
 

 

In addition to a strategic technology plan, the 2018 survey also asked whether providers had the 

following eight technology policies in place:  work equipment for personal use; personal 

equipment for work; cell phone usage; sync capability of personal devices with work equip; 

protection of electronic client data; electronic record retention policy; active data and network 

security practices; and backup and disaster recovery.   
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Many more providers have adopted or revised relevant technology policies in the last five years, 

an indication of increased awareness.  There has been a significant increase in the number of 

providers with security related policies (i.e., protection of electronic client data, electronic record 

retention policy, active data and network security practices, and backup and disaster recovery).  

Clearly, the provider community recognizes security threats.  At the same, it is surprising that 

about 25% of providers lack relevant security policies (e.g., 14 have no back-up or disaster 

recovery policy, and 18 have no policy for protecting their clients’ electronic records).   

 

Recommendation: It is essential for all providers to have appropriate written technology 

policies to ensure that their own systems, which contain sensitive client information, are as 

secure as possible.  The efficacy of such policies will depend on how well the policies are 

implemented, maintained and enforced, as well as how thoroughly staff are trained. 

 

Issue 3:   Training:  Training continues to be a low priority for many providers.   

 

Findings: Most providers offer a few hours of training: about half offer less than five hours 

per year.  Nearly 40% provide no training or simply do not track such training, an indication that 

it is a low priority. These results do represent a large increase in training as compared with 

2013.4 

 

                                                 
4
 The 2013 survey asked about training, offering answers of over 5 hours, less than 5 hours and “none.” In 2018, the 

third option was changed to “unknown.” Any future surveys should be consistent with the answer options. 
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The 2018 survey asked about training methods used by providers, including as part of new-

employee orientation, community supported webinars or other online trainings, customized 

trainings, informal trainings, off-site generic trainings on common applications, online learning 

management systems, and online subscription training services.  Providers could select multiple 

methods.  About one third of providers reported using customized training and about one third 

leave staff to obtain training on their own.  A small number of providers reported using the cost-

effective web-based tools that our law firm partners recommended and negotiated lower prices to 

use (e.g., online learning management systems and online subscription training services). 
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Recommendation: Providers should assess the skill requirements and the skill gaps 

among their staff, specifically in the areas of security and core competencies.  Providers 

should increase the regular technology training for their staffs to ensure that best practices 

are being followed and to ease the implementation of technology changes. 

 

Issue 4:   Infrastructure:  Providers heavily utilize cloud-based tools.  

 

Findings: The 2018 survey inquired about a few aspects of technology infrastructure:  the 

use of cloud-based systems; video conferencing; and case management tools.   

 

Cloud-based services, which can offer cost savings and convenience for a mobile workforce, are 

prevalent. A majority of providers have moved certain core systems, including case management 

and telephone systems, to the cloud.  Most providers continue to keep their financial systems on 

site.   
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Security, such as spam filtering and back-up tools are overwhelmingly cloud based.  Of course, 

using any cloud-based services will require providers to ensure proper security and backup. 

Likewise, communication tools such as document drafting and sharing, as well as scheduling 

tools. are also overwhelmingly cloud based.   

 

 

 
 



11 

 

 
 

 

An important piece of technology infrastructure is video conferencing and 80% of providers 

have secured this capability, which facilitates efficient communications and reduces costly 

travel. Thirty providers are using video conferencing for both their internal staff needs, such as 

training, meetings and hiring, as well as for connecting externally, such as with clients. 
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An arguably larger piece of technology infrastructure is the case management system.  Below are 

the case management systems or databases currently in use by all providers responding to the 

survey.  Notably, three to four TIME users reported plans to shift to LegalServer over the next 

year.  Groups with LegalServer can electronically send and receive case referral data, and a few 

are now using these functions.  That functionality, which exists in Salesforce and other case 

management systems as well, will be critical to growing online triage, referral and intake 

systems.  
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Among IOLA grantees reporting on individual case work, seventeen primarily use LegalServer 

and account for nearly 40% of the 317,000 cases closed statewide in the fiscal year ending 

March 31, 2018.  LegalServer is likely to reach 50% of all closed cases next year.  Among this 

same group of IOLA grantees, ten primarily rely on Microsoft tools (e.g., Excel) and do not use a 

true case management system. 

 

 
 

 

Recommendation: Providers should continue to explore cloud-based technologies, with 

appropriate oversight and security, to improve their operating efficiency.  All providers 

should consider utilizing true case management systems with the capability of transferring 

data within the emerging online triage, referral and intake systems.   

 

Issue 5:   Online Interfaces: Too many English-only websites, online intake emerging. 

 

Findings: The most common public-facing technology is a website.  Twenty-two providers 

offer two languages and nine providers offer two or more languages on their websites.  However, 

60% of providers reported English-only websites, which presents substantial obstacles to limited 

English proficiency (LEP) communities.  Internal staff and professional translators (paid or pro 

bono) do the overwhelming majority of translation work, but twenty-one organizations rely 

solely on machine translation, which is not a best practice. 
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Many providers recognize that people look for answers on the Internet and want to open another 

door for intake beyond telephone and in-person interviews.  Twenty-four providers (about 1/3 of 

all respondents) reported utilizing static forms or email links on their websites to collect 

information that then allow their staff to follow up with an intake. Static forms are not the most 

efficient way to do intake because the collected information is not tied to a case management 

system and will need to be re-keyed when a staff member calls the person back. 
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Six providers have gone beyond static forms and are developing active online triage and intake 

projects. These online systems vary in their goals and how they operate but can be generally 

characterized as having the ability to gather eligibility information and electronically transfer 

information into their case management systems without requiring manual reentry. This early  

data collection enables the person to be handed off directly to an appropriate provider and allows 

the provider to more quickly determine eligibility. 
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For the first time, in 2018, IOLA asked its grantees to classify how intake was done:  in person, 

over the telephone or via an online system.  Online intake is currently a tiny fraction of all 

intakes, amounting to only 0.5%.   

 

Recommendation: Providers should recognize the need to make resources available to 

clients online.  Providers should improve the language accessibility of their websites with 

human translation as much as possible.  Providers should consider developing online triage 

and intake projects that are compatible with emerging systems.   

 

 

 

 

 

 

 

  

 

  

 

 

  

 

  

 

  

 

 

 

 

Online Screening & Intake Projects

Findings

As a follow up to the 2018 Technology Survey, the Technology Working Group identified 
organizations with active online screening and intake systems, described below.

NYC Consumer Help Finder

The NYC Consumer Help Finder is an online system for low-income New York City residents 
seeking help with consumer law issues. The project is a collaboration of six civil legal aid 
providers. Led by the City Bar Justice Center, the other partners are CAMBA, Mobilization for 
Justice, Urban Justice Center and the Feerick Center for Social Justice. Designing the system 
required significant effort to map which organizations provide which services. The partners 
continue to meet quarterly to maintain this.

The applicant has two options: (1) to seek basic information and self-help materials, which 
requires limited information input (zip code and responses to questions to identify the general 
problem); or (2) to seek a referral to a civil legal aid provider by completing a partial intake.  The 
language-level used for the system is set at or below a fourth-grade reading level, with the total 
time necessary to complete a full referral at under eight minutes.  If an applicant seeks a referral, 
the data is automatically routed to the appropriate provider. Participating providers reported 
appreciating the ability to set and adjust their preferences for case types, including capacity and 
priority.  Providers noted that the system offers an additional intake method and is not 
supplanting traditional telephone and in-person intake.

From the soft launch in October 2017 through July 2018, approximately 50 applications were 
routed through the system.  While bugs continue to be addressed, the organizers plan to increase 
publicity of the system through CLARO and Office of Court Administration (“OCA”) programs 
based in the New York City Civil Court.  If additional volume results, the partners intend to 
identify and add other providers. Plans also include providing the system in Spanish and

Chinese languages. 
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Legal Services of the Hudson Valley 

Legal Services of the Hudson Valley (“LSHV”) has two online options for the community to 

access their services: (1) an abbreviated pre-screen intake for any legal problem; and (2) a full 

intake for non-payment eviction matters. 

 

The abbreviated pre-screen intake was developed several years ago to provide a simple method 

for applicants to submit basic information (name, contact information, income, citizenship) and 

identify their legal problem through a series of simple questions.  This system results in 

approximately 100 requests for assistance per month, which LSHV staff follow up on by 

telephone.  One drawback is that this system is not connected to LSHV’s case management 

system. 

 

The full intake for non-payment eviction matters is a more recently developed system that is 

connected to LSHV’s case management system. This system offers an in-depth intake, with 

many specific questions that an intake worker reviews and confirms before a case is accepted.  

Currently, LSHV receives approximately 20 requests per month for services through this system.   

 

The goals of both systems are to reduce traffic on LSHV’s telephone intake system (out of 1,600 

calls per month, an average of 100 calls are dropped due to high volume), reduce staff time in 

completing an intake (an average of approximately 15 minutes per intake is saved with the pre-

screen system) and to provide the community with multiple options for seeking assistance.   

 

LSHV continues to develop their systems and, ideally, would like to merge the two systems so 

that information about all case types can be gathered in one system and transferred to the case 

management system. 

 

Volunteer Lawyer Services Project of Monroe County 

Volunteer Lawyer Services Project of Monroe County (“VLSP”) has developed an online intake 

tool, which has been live on its website home page since its soft launch in May 2018.  First, 

applicants for services answer brief questions about financial eligibility and the type of legal 

problem, limited to the legal problems that VLSP handles. VLSP’s system has the capability to 

provide legal information or self-help tools for ineligible people, but that functionality has not 

yet been implemented.  VLSP is building an API which would allow applications received via its 

online intake to be referred directly to LawNY and other partner agencies for legal problems that 

VLSP does not handle.  Currently, each intake that is received is routed to the applicable VLSP 

department (e.g., housing, family, etc.) for follow up via telephone within 24 hours.  A 

dashboard system developed over the last two years includes the number of pending online 

intakes, the prominence of which has sped VLSP’s response rate for intakes.  Callers to VLSP 

are offered the option to use the online intake system, either on their own or with the receptionist 

entering their information into the system.  Anecdotally, VLSP reports that applicants seem more 

comfortable sharing their personal and financial information via the online intake system versus 

discussing this with the receptionist.  The goal of VSLP online intake is to expand its intake 
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capacity and increase its internal efficiency, which early experience seems to support.  In the few 

months since it went live, the system has processed over 400 online applications for assistance.  

Approximately half of these intakes came in during nights, weekends, and other times when 

walk-in and telephone reception are unavailable.  VLSP shares a building and receptionist with 

several other civil legal aid providers and is planning to offer the use of its online intake system 

to its partner agencies once APIs have been completed to permit secure transfer of data between 

the different content management systems. 

 

Western New York Consumer Help Finder  

The Western New York Consumer Help Finder (“Help Finder”) is led by Legal Assistance of 

Western New York (LawNY), in partnership with the Legal Aid Society of Mid-New York and 

Neighborhood Legal Services.  Any person who goes through the Help Finder’s online interview 

will receive applicable pro se resources, including pleadings, other documents and a referral to 

LawNY's Consumer Hotline.  The Help Finder is live and can currently be found on both 

LawHelpNY and the LawNY website, under Consumer Information.  To date, the system has 

been used by approximately 100 people, with two referrals to LawNY’s Consumer Hotline.  

There is high demand for legal assistance with consumer issues in Western New York, but the 

providers in the region are understaffed. As a result, the Help Finder currently is not being 

actively promoted.  The grant period for the initial funding has expired but LawNY reported an 

interest in continuing to expand this project.   

 

Volunteer Law Project of Onondaga County 

Volunteer Law Project of Onondaga (“VLP”) recently conducted a community legal needs 

survey, which found that 58% of people were unaware of the availability of free civil legal aid.  

Of those who were aware of these services, less than 10% contacted a civil legal aid provider.  

As a result, VLP is developing an online triage system that it intends to market aggressively 

throughout the community and with its community partners (e.g., soup kitchens, churches, etc.).  

The triage system is informed by the most common legal needs identified in the community legal 

needs survey and will result in directing users to the most appropriate provider in the region.  If 

VLP is the referral provider, the person will be led through an online intake and provided with 

legal information, the content of which is drawn from VLP, the New York State courts, and 

LawHelpNY.   The online intake, connected to VLP’s case management system, asks limited 

eligibility questions to prevent drop offs from the system.  VLP expects to launch its system by 

the end of 2018. 

 

Recommendations: 

The Working Group recommends that the developers of the current online triage and intake 

projects consult with each other regarding their respective projects with the goal of making their 

systems, where technically feasible, compatible with each other.   
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The Permanent Commission should support the continued efforts of these projects, along with an 

eventual statewide screening, referral, and intake system, by encouraging the development, with 

all appropriate stakeholders, of a shared governance model to address such issues as funding, 

decision-making, data ownership, and system maintenance.   

 

 

Pro Bono Law Firm IT Initiative 

 

Sub-Committee Members:  The sub-committee consists of Chief Information Officers (CIOs) 

and IT Directors of major law firms: Michael Donnelly, Simpson Thacher & Bartlett LLP 

(Program Coordinator); Tara Cook, Proskauer Rose LLP; Jeff Franchetti, Cravath, Swaine & 

Moore LLP; Peter Lesser, Skadden, Arps, Slate Meagher & Flom LLP; and Sean Sullivan, 

Wachtell, Lipton, Rosen & Katz.  Additional members are: Christine Fecko, IOLA Fund of the 

State of New York; Michael Hernandez, Just-Tech; John Greiner, Just-Tech; and Deborah 

Wright, Association of Legal Aid Attorneys.  

 

Findings 

This group of pro bono Information Technology (“IT”) coordinators from private law firms and 

other senior IT leaders continued to work this year to provide IT support to nonprofit civil legal 

aid providers throughout New York State.   

 

Technology Assessment Webinar Series 

Following up on the demand generated by the 2015 pilot project that provided individualized 

evaluations and tailored recommendations for technology infrastructure improvements for five 

Judiciary Civil Legal Services-funded providers, this sub-committee continued to provide 

webinar trainings through its Technology Assistance Project.  This Project provided educational 

webinars, developed by IT professionals from leading New York City law firms, to civil legal 

aid providers throughout the state on a range of technology assessment and training topics.  The 

series included the following: 

 

• Infrastructure and Office Hardware (2017)  

• Information Security (2017) 

• Communications (2017) 

• User Support and Help Desk (2017) 

• Data and Document Management (2018) 

• Setting Priorities and Managing Implementations (2018) 

 

Interested civil legal aid providers participated in the Project by completing a comprehensive 

survey of their technology infrastructure; in turn, the pro bono IT teams reviewed the surveys 

and developed written presentations. The webinars presented a blend of general training, best 

practices and recommendations that emerged from the provider surveys.   

 



20 

 

The User Support and Help Desk webinar took place on October 25, 2017 and was presented by 

Kermit Wallace from Stroock & Stroock & Lavan.  The Data and Document Management 

webinar, presented by Michael Donnelly, from Simpson Thacher and John Greiner from Just-

Tech, occurred on April 11, 2018.  The Priority Setting and Project Management was led by 

Heidi Golabek from Proskauer on May 9, 2018.  Approximately 25 providers attended each 

webinar; participants reported that the content was helpful, the presenters were knowledgeable, 

and that they were satisfied with the webinar series overall.  Anecdotally, the webinar series 

motivated providers to implement improvements to their technology environments.  

 

Cybersecurity Project 

In response to keen interest in security improvements, the CIO group has begun work on a new 

pro bono initiative that would enable providers to craft and effectively implement individually 

tailored cybersecurity policies and practices with the assistance of pro bono IT professionals 

from leading law and technology firms in New York.  Legal and IT experts at Kirkland & Ellis, 

LLP are preparing a security workbook that provides an overview of cybersecurity risks and 

responsibilities, including legal risk management, key policies and practices, and priority-setting.  

At this point, the CIO group envisions that the workbook would be presented in a webinar 

format, followed by matching individual providers with pro bono IT volunteers to develop 

tailored policies and practices to improve security needs. In the coming year, this initiative is 

expected to be piloted with a few providers.   

 

Recommendations 

The Working Group recommends that this sub-committee continue to develop the new 

cybersecurity initiative and to find ways to support the technology needs of the New York civil 

legal aid community.  Any additional pro bono projects should plan for appropriate evaluation by 

the participants to gauge quality and impact.  

 

 

Statewide Civil Legal Aid Technology Conference 

 

Planning Committee Members: Deborah Wright, Association of Legal Aid Attorneys 

(Coordinator); Quisquella Addison, LawHelpNY; Matthew D’Amore, Cornell Tech; Anne 

Erickson, Empire Justice Center; Christine M. Fecko, IOLA Fund of the State of New York; 

John Greiner, Just Tech, LLC; Jeff Hogue, LegalServer; Lauren Kanfer, Office of Court 

Administration; Lillian Moy, Legal Aid Society of Northeastern New York; Barbara Mulé, 

Office of Court Administration; Mark O’Brien, Pro Bono Net; Christopher Schwartz, City Bar 

Justice Center; and Anna Steele, Just Tech, LLC. 

 

Overview  

The Permanent Commission convened the Fourth Statewide Civil Legal Aid Technology 

Conference on June 19, 2018 to educate stakeholders and promote collaborative and sustainable 

use and support of technology among civil legal services providers. The Conference, which took 
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place at Cornell Tech, was planned by the Permanent Commission’s Working Group on 

Technology, with assistance from NYSTech and other justice community partners.  Our goal  

was to bring together stakeholders to learn about the latest technological initiatives, share 
opportunities to collaborate on technology projects currently underway, and foster planning for 
coordinated service delivery methods that leverage technology.

The Conference was attended by 165 stakeholders, including executive directors, technology 
managers and other leaders representing dozens of civil legal aid providers from around the

State, technology directors and staff from law firms, technology leaders from law schools, 
administrators from the New York State Unified Court System, major funders and technology 
service providers.  Chief Administrative Judge Lawrence Marks opened the conference by 
recognizing the challenges that legal aid clients face and praising the conference’s focus on 
working together, as providers, to leverage technology to increase access to justice. The program 
boasted three plenary panels, facilitated small group discussions on eleven topics, six rapid-fire 
technology presentations and seven topical panels divided among break-out sessions.5

Morning Plenary

The morning began with an update for all attendees on the Strategic Action Plan as it relates to 
technology strategies and initiatives. The Permanent Commission developed the plan after a

year-long planning process, with the goal to provide effective legal assistance to 100% of low- 
income New Yorkers in need. “Effective assistance” encompasses a full range of services, from 
information about legal rights and responsibilities to referral to appropriate services to brief 
advice on a particular issue to full representation by an attorney trained in a particular area of

law. Technology should be developed for each of the services and include statewide and regional 
efforts that can coordinate and integrate them.

Next, the plenary turned to this year’s theme: developing a delivery ecosystem that supports 
100% access to meaningful assistance. Presenters suggested some common vocabulary,

including what is meant by meaningful assistance.  Leadership, adaptive mindset and tools like 
data standards are part of the solution.  Presenters highlighted that efforts at creating systems that 
are more seamless and present fewer barriers to end users require cooperative gardening of the 
ecosystem we build.

The final part of the morning plenary focused on privacy.  In creating cooperative and public- 
facing technology systems, information is required to direct users to appropriate services. This 
session, presented by Helen Nissenbaum, Professor of Information Science at Cornell Tech, 
proposed a very different way of thinking about the user’s privacy interest in that data.  Professor 
Nissenbaum challenged participants to re-consider the common approach, which uses consent 
notices, which in many ways are a fiction, and think about community rules that fit the context in 
which the data is being used. 

 

                                                 
5 The Conference program, including a list of participants, is attached as Exhibit B to this Report. 
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Morning Breakout Sessions 

 

• Integrating Systems – Manager-Focused Conversation 

The manager-focused session involved New York’s civil legal aid leadership and focused 

on the management considerations surrounding integrating service delivery among 

programs using technology.  Leaders who have steered major tech initiatives shared their 

experiences.  A common conclusion was that, although leaders need not understand all of 

the minutia of technology tools, they can insist that new tools are built for coordination 

with an overall ecosystem.  Further, they should maintain frequent contact with their 

technology leaders and empower them with a mission of increased internal efficiency and 

access to services. 

 

• Integrating Systems – Technologist-Focused Conversation 

In a technologist-focused session, hard questions were asked about how to integrate the 

many tools that have been adopted in New York to encourage interoperability.  The 

shared goal is to share information to refer clients seamlessly between regions and 

platforms, and integrate the best tools for each advocacy function.  Presenters provided 

examples of tools that include integration projects including a case management system 

that works with a nationwide document assembly platform.  A strong theme that emerged 

was the need to increase the use of APIs by various platforms and then work together on 

the difficult issue of creating data standards so various systems can talk to each other.  

Finally, user privacy was discussed, specifically how to track users in an integrated 

system and evaluate means to better address privacy issues. 

 

• Current Tech Integration Initiatives 

This session focused on existing integration initiatives.  Participants learned about 

existing integration efforts related to the Universal Access to Legal Services law, the 

Victim Services portal and the Consumer Help Finder portal projects.  Panelists discussed 

the need for process analysis, for instance, to account for the varying existing methods 

used for screening and referring users.  There is a risk, as building tech tools leaves the 

hands of specialized developers, that limited resources will be spent on redundant efforts 

in various silos. Coordination takes time but should result in more sustainable systems.  

Early coordination can eliminate fragmentation, and the human coordination about 

system design and integration is a time-consuming but key component. 
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Rapid Fire Presentations 

Six very short presentations helped provide introductory glimpses of additional innovations and 

areas of interest: 

 

• Plans for coordinated legal access portals 

• Strategies for handling change management  

• The importance of open access to legal information 

• Artificial intelligence in the context of our overall goals 

• Examples of technology-based tools, including a voice-enabled application that provides 

insights into user preferences for interaction with future technology platforms and a 

lawyer referral application that seeks to simplify the process sharing user information 

across systems. 

 

Peer-to-Peer Discussions 

Small-group conversations were facilitated by experts on a range of topics, including those 

presented in the Rapid Fire Talks, to allow deeper understanding of the technology and related 

issues. Participants attend two conversations of their choice which included: 

 

• Change Management 

• Project Management 

• Online Systems for Client Access 

• Security Policies and Practices 

• Technology Training 

• Legal Access Portals 

• Lawyer Referral Platform 

• Open Access to Information 

• Artificial Intelligence 

• Law School Engagement 

• Legal Hackathons 

 

Afternoon Breakout Sessions – Strengthening Internal Technology 

 

• Security and Business Continuity 

Industry experts joined program technologists to share best practices and policies that are 

important to safeguarding the information entrusted to civil legal aid programs.  Model 

policies exist that can be a time-saving starting point for smart policies.  Every user is a 

potential target, so frequent tips and understandable advice to staff members can prevent 

breaches.  The panel shared advice on specific security issues ranging from firewalls to 

passwords and physical security of hardware. 
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• Advanced Reporting: Data Visualization and Dashboards 

Civil legal aid programs collect a great deal of data about the cases they handle.  A data 

scientist and panelists working on the ground with tech projects shared methods for 

analyzing data and making it accessible for better service delivery and visibility.  

Agencies are encouraged to think about measurable goals when negotiating reporting 

requirements with funders, ideally based on information they likely already collect, and 

to look for indicators that help answer a broad variety of questions across an array of 

services. 

 

• IT Management: Leading Tech Change Among Your Staff 

Panelists from the private law firm, consulting, and non-profit realm discussed the similar 

challenges faced when technology initiatives are implemented in their organizations.  

Technology change involves process changes, and successful implementation of those 

changes requires planning, encouragement and a focus on the mission.  

 

• Identifying, Sharing and Retaining Knowledge 

This session focused on the importance of knowledge management systems. The hands-

on experience of advocates working to help vulnerable populations results in practical 

knowledge that should not just be stored in the memories of senior staff.  The aim is to 

have knowledge management systems that produce more, high-quality services for more 

people.  These efforts insure against lost knowledge when staff or leadership turnover 

occurs. Recognition is needed of the significant time investment required before 

launching a knowledge management project and incentivizing staff to invest in helping to 

build the knowledge management store.   

 

Closing Plenary - Reflections on Integration and Collaboration:  Next Steps and Vision for 

the Future 

The closing plenary focused on the need for a shared vision of a highly functioning, tech-friendly 

organization with interconnected networks.  Technology can help the civil legal aid community 

to achieve 100% meaningful access, but it must be built thoughtfully.  Participants were 

challenged to create or expand initiatives from a menu of options: 

 

• Adopt or update technology policies 

• Provide technology training for all staff  

• Provide human directed translation of your online materials 

• Perform a business process assessment of a function that can be automated 

• Evaluate an upgrade to static forms used for intake 

• Create an internal technology committee comprised of technology and program staff 

• Partner with an existing technology project 

• Expand involvement in technology networking (NYSTech, LSNTAP, etc.) 

• Learn more about technology projects in other states 
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Recommendations 

The Permanent Commission should continue to convene an annual statewide technology 

conference, with the goal of encouraging the civil legal aid community to engage in sustained 

collaboration, best practices development, improved security measures, training, critical analysis 

and revolutionary thinking around the improved use of technology to increase access to effective 

legal assistance by low-income New Yorkers. Stakeholder participation in the conference should 

continue to be expanded, particularly to include additional representatives from technology 

companies. 

 

The Working Group further recommends convening a webinar for stakeholders to discuss 

initiatives they have worked on or adopted based on the goals and challenges articulated at the 

annual statewide technology conference. 

 

The Working Group further recommends that the Permanent Commission specifically use the 

2019 Technology Conference as a tool for advancing the technology aspects of the Strategic 

Action Plan, including discussions on statewide and regional planning for large-scale innovative 

technology that can integrate programs and services.  

 

 

Expanding Technology Funding 

 

The Commission’s research, as well as its experience in seeking to implement its technology 

recommendations, has demonstrated the need for dedicated, stable funding for technology 

expansion and innovation. 

  

In its 2015 Report, the Permanent Commission recommended that the Oversight Board to 

Distribute Judiciary Civil Legal Services Funds in New York consider innovative technology 

projects in its funding decisions for Judiciary Civil Legal Services Awards (“JCLSA”).  This 

recommendation was implemented in the 2016 Judiciary Civil Legal Services Request for 

Proposals through expansion of the selection criteria for services that enhance access to justice   

beyond the provision of direct services and the awarding of higher points for demonstration of 

effective and innovative use of technology.    

 

Recommendations 

The Permanent Commission should continue to support civil legal services providers in their 

efforts to identify dedicated funding streams that will support technology expansion and 

innovation to improve the delivery of civil legal services. 
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NYS Civil Legal Aid Technology Survey (2018)
This survey seeks (1) to explore how NYS civil legal aid providers are optimizing their client services 
through technology and (2) update some baseline information gathered in a 2013 survey.  One response 
per organization, please.

* Required

1. 1. Provider Name *

2. 2. Contact Person's Name *

3. 3. Contact Person's Email *

4. 4. Contact Person's Phone Number *

Basic Technology Finance, Staffing & Systems

5. 5. For the fiscal year ending March 31, 2018,
what was your total operating budget? *
Organizations whose sole mission is the delivery
of civil legal services should report their entire
expenses. Organizations with multiple missions
(e.g., criminal legal services or shelter services)
should report only those expenses properly
attributable to their civil legal services program.

6. 6. For the fiscal year ending March 31, 2018,
approximately how much did your organization
spend on personnel cost or routine consulting
cost for technology? *
Include employee and outside consultant costs
only. Do not include special project consulting
costs here. Include special project consulting costs
below.



7. 7. For the fiscal year ending March 31, 2018,
report the total number of full-time equivalent
(FTE) paid technology employees. *
This question is trying to understand your human
capital for supporting technology. If the
organization uses consultants, please describe
their role. If no employees or consultants are
regularly allocated to technology, indicate N/A.

8. 8. For the fiscal year ending March 31, 2018,
approximately how much did your organization
spend on non-personnel/non-routine
consultant costs for technology? *
Include cost of hardware, software, licensing,
special project consultant costs.

9. 9. In the last year, how did you provide technology training to staff? (Check all that apply) *
Check all that apply.

 Customized trainings developed for your program (e.g. Word skills relevant to your program not
generic Word training)

 Off-site generic trainings on common applications (word, excel, accounting)

 Periodic, informal trainings (e.g., monthly lunch and learn)

 Community supported webinars/online trainings (e.g. LSNTAP, NTEN, NPowerNY, or via a bar
association)

 Part of new-employee orientation or on-boarding

 Learning Management System (e.g., Traveling Coaches)

 Web-base subscription training services (e.g., Lynda.com)

 The organization doesn't offer or pay for formal technology trainings, but permits or encourages
staff to seek training on an ad hoc basis.

 None of the above.

 Other: 

10. 10. What is the average number of hours that a typical, non-IT staff member spends annually
on formal technology training? *
Mark only one oval.

 Less than 5 hours

 More than 5 hours

 Unknown. The organization doesn't track this information.



11. 11. What written technology policies does your organization currently have? *
Mark only one oval per row.

Policy in Place -
Revised since

2013

Policy in Place -
Last Updated Before

2013

Developing
the Policy

Now

Interested
in

Developing

No
Policy in

Place

Strategic
Technology Plan
Policy on using
office equipment
for personal use
(e.g., Internet
use, streaming
media)
Policy on using
personally-
owned
equipment for
work
Policy on cell
phone usage
(personal for
work and vice
versa)
Policy on
syncing personal
devices with
agency-owned
equipment
Policy on the
protection of
electronically
stored client data
Electronic record
retention policy
Active
Data/Network
Security
Practices
(including
software
patching/update)
Backup/Disaster
Recovery



12. 12. Please indicate which case management system your organization currently uses. *
Check all that apply.

 Casemap

 ClientTrack

 Filemaker (custom)

 JusticeServer

 Kemps

 Legal Files

 LegalServer

 Microsoft Access Database (custom)

 Microsoft Excel or other spreadsheets

 PDCMS

 PIKA

 Practice Manager

 Salesforce (Custom)

 TIME from WNYLC

 Other: 

13. 13. Does your organization use video conferencing for any of the following purposes? *
Check all that apply.

 Client triage/Intake

 Client advocacy

 Judicial/administrative proceedings

 Internal communication

 Internal Training

 External Training

 Pro Bono Program

 The organization does not have video conferencing.

 Other: 



14. 14. Which of the following services your organization uses are cloud-based? *
Mark only one oval per row.

Cloud-based,
moved there

sometime since
2013.

Cloud-based, not
sure when it was

put there.

Service used,
but unsure if it's

cloud-based.

On-site
(not in

the
Cloud).

Service
not

used.

Case
Management
System (e.g.,
Salesforce,
LegalServer)
Financial data
(e.g., Quickbooks
Online)
Document
drafting (e.g.,
Office 365,
Google Apps)
Online document
sharing (eg.,
Dropbox,
OneDrive)
Scheduling (e.g.,
Doodle)
Spam/Virus
Filtering (e.g.,
Barracuda, ESET,
MailFoundry)
Backups/Archives
(Mozy,
Crashplan,
Amazon, etc.)
Telephone/VoIP
(Google Voice,
8x8, ShoreTel,
RingCentral)

Language Access

15. 15. In how many languages are your organization's public-facing tools (website, online intake,
chatboxes) presented? *
Having instant machine translation available on your English language website does NOT count as
having a two language website.
Mark only one oval.

 One Language

 Two Languages

 More than Two Languages

 Other: 



16. 16. How do you create translations of electronic and printed information? (check all that
apply) *
Check all that apply.

 Internal staff

 Google Translate or other automated translation service

 Professional Translators (paid or pro bono)

 Machine Translation with Human Review

 Other: 

Online Service Delivery
This section is asking about online triage, intake, referral, self-help, assisted help, consultations, and other 
service delivery.

17. 17. Which online consultation tools do you use? (check all that apply) *
Check all that apply.

 Closing the Gap

 Citizenshipworks

 Upsolve

 DaisyDebt

 JustFix.nyc

 None

 Other: 

18. 18. Are you using any kind of public-facing online intake, triage, or referral system? *
This question is asking about web-based systems that collect basic client information for possible
program eligibility, priority assessment, referral destination assessment and intake.
Mark only one oval.

 Yes Skip to question 19.

 No Skip to question 31.

 Not really, but we have a link or a form on our website that generates a staff email that leads
to an intake. Skip to question 31.

Details about Online Referral, Triage, Intake

19. 19. What kind of online intake, triage, or referral system(s) are you using? (Check all that
apply.) *
Check all that apply.

 Static form (e.g. Google Form, fillable PDF)

 Our case management system's public facing tools (e.g., LegalServer)

 Expert system (e.g., A2J Author, Neota Logic, Drupal)

 Interactive system (e.g., LiveChat)

 Other: 



20. 20. What practice areas are covered by your online system? Check all that apply. *
Answers correspond to IOLA Legal Benefit categories.
Check all that apply.

 All subject matters

 Consumer/Finance inquiries

 Education inquiries

 Employment inquiries

 Family inquires

 Juvenile inquiries

 Health inquiries

 Housing inquiries

 Income Maintenance inquiries

 Individual Rights inquiries

 Immigration inquiries

 Miscellaneous Benefits inquiries

 Other: 

21. 21. Does your system collect legal problem information? *
Mark only one oval.

 Yes, broad categories (e.g., housing, family)

 Yes, detailed legal problem codes (e.g., eviction, housing repair, order of protection, custody)

 Yes, detailed information beyond legal problem codes (e.g., nonpayment eviction)

 No

 Other: 

22. 22. Does your system collect adverse party names from users? *
Mark only one oval.

 Yes

 No

23. 23. Does your system collect information about income eligibility? *
Mark only one oval.

 Yes, broad information about total household income

 Yes, detailed information for all household members, including income types, frequencies, and
exclusions

 No

24. 24. Does your system allow clients to electronically upload relevant documents? *
Mark only one oval.

 Yes

 No



25. 25. Are you able to electronically transfer client information to the destination referral
organization so that the information doesn't have to be re-entered? *
Mark only one oval.

 Yes

 No

26. 26. Does your online system provide any legal information and self-help tools that are based
on the user's input? *
Mark only one oval.

 Yes

 No

27. 27. If Yes to Question 26, which information and self-help tools does the system provide?
(check all that apply)
Check all that apply.

 Information Drafted By Our Staff Members

 LawHelp Interactive Online Forms

 LawHelpNY Information

 NYS CourtHelp (including DIY Forms)

 Information or Tools Authored/Hosted on Other Websites

 Other: 

28. 28. Was your online system developed or is it operated in collaboration with other legal
service providers or legal tech vendors (e.g., JustFix.nyc)? *
Mark only one oval.

 Yes

 No

29. 29. If Yes to Question 28, identify the collaborators that you've worked with on your online
system.
 

 

 

 

 

30. 30. Would you be interested in collaborating with additional civil legal aid providers with your
online system?
Mark only one oval.

 Yes

 No

 Maybe



Powered by

Narrative Questions (optional)

31. 31. Describe any significant technology projects undertaken by your organization during the
fiscal year ending March 31, 2018.
 

 

 

 

 

32. 32. Aside from financial, describe any major technology challenges or limitations that your
organization faces.
 

 

 

 

 

33. 33. Describe any successes or challenges you face in technology-related collaborations with
community stakeholders (e.g., libraries, social service providers, 2-1-1, faith leaders). This
includes the collection and integration of local data, trends, outcomes, emerging needs, etc.
 

 

 

 

 

34. 34. Describe any “tech dreams” for your organization or the legal service community as a
whole (e.g., collaborations, trainings, group purchasing, vendor and product reviews).
 

 

 

 

 

https://www.google.com/forms/about/?utm_source=product&utm_medium=forms_logo&utm_campaign=forms
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THE ROLE OF TECHNOLOGY  
IN PROMOTING ACCESS TO JUSTICE

2018 STATEWIDE CIVIL LEGAL AID 

TECHNOLOGY
CONFERENCE

Convened by the New York State 
Permanent Commission on Access to Justice

Cornell Tech, June 19, 2018



 8:00 - 8:45 am  Registration and Light Refreshments  Lobby

 8:45 - 9:15 am  Welcome and Introductions Auditorium 

 Helaine M. Barnett, Chair, New York State Permanent Commission on Access to Justice

Daniel P. Huttenlocher, Jack and Rilla Neafsey Dean and Vice Provost, Cornell Tech

  Opening Remarks

Hon. Janet DiFiore, Chief Judge of the State of New York

 9:15 - 9:30 am  Update on Strategic Action Plan Auditorium

 Helaine M. Barnett, Chair, New York State Permanent Commission on Access to Justice 
 Anne Erickson, CEO, Empire Justice Center 
 Neil Steinkamp, Managing Director, Stout Risius Ross

The Permanent Commission on Access to Justice has developed a Strategic Action Plan 
(SAP) to help close the justice gap by ensuring effective assistance to all New Yorkers 
confronting legal challenges impacting the essentials of life. This presentation will provide 
a brief overview of the SAP, particularly the elements of the plan that pertain to technology 
strategies and initiatives and their implementation.

 9:30 - 10:15 am Developing the Ecosystem to Support 100% Access  Auditorium

 Christine Fecko, General Counsel, IOLA Fund of the State of New York 
John Greiner, President, Just-Tech 
Christopher Schwartz, Deputy Director, Legal Hotline, City Bar Justice Center

To develop an enduring technology ecosystem that supports 100% access to effective 
assistance, we need to create a common vocabulary, identify the range of how civil 
legal aid providers are using technology, and talk about the best ways to expand and 
integrate our tech projects. This session will begin a discussion that is anticipated to guide 
technology efforts in the future.

 10:15 - 10:45 am A Contextual Approach to Privacy  Auditorium

Helen Nissenbaum, Professor, Cornell Tech 

According to the theory of contextual integrity, consent is not a necessary or sufficient 
condition to protect an individual’s privacy. Instead, contextual integrity demands 
appropriateness of information flow. Professor Nissenbaum will discuss the usefulness and 
challenges of adhering to contextual integrity as compared to other approaches.

 10:45 - 11:00 am Break 
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 11:00 - 12:10 pm   Morning Breakout Sessions – Workshops on Collaboration and Integration 

These breakout sessions will allow continued conversations about advancing the 
integration of technology tools used by the civil legal aid community.

  1A: Integrating Systems – Manager-Focused Conversation  Auditorium

   Facilitator:

Lillian Moy, Executive Director, The Legal Aid Society of Northeastern New York

  Speakers:   

Adriene Holder, Attorney-in-Charge, Civil Practice, The Legal Aid Society 
Ken Perri, Executive Director, Legal Assistance of Western New York 
James Sandman, President, Legal Services Corporation

This session will provide an opportunity for non-technologist leadership to discuss how 
to manage existing technology and use technology to facilitate client services and 100% 
access, program integration and the growth of interconnected networks. 

  1B: Integrating Systems – Technologist-Focused Conversation Room 061

Doug Carlson, Chief Technology Officer, Pro Bono Net 
 Matthew D’Amore, Professor, Cornell Tech 
Jeff Hogue, Director of Operations, LegalServer

Building a flexible ecosystem of interchangeable tech services will help ensure 100% access 
by leveraging what current and future platforms do best. Together we can ensure that 
providers are technologically equipped to implement multi-provider and multi-platform 
projects. We will explore existing technologies that facilitate integration including data 
standards, platform Interoperability, APIs and seamless user referral methods.

  1C: Current Tech Integration Initiatives Room 161/165

Christopher Schwartz, Deputy Director, Legal Hotline, City Bar Justice Center 
Anna Steele, Director of Consulting, Just-Tech

Initiatives around the State are using technology to better integrate services including 
implementation of the Universal Access to Legal Services law, the Victim Services portal 
and the Consumer Help Finder portals. This session will examine the various aspects of 
designing technology systems including successes and challenges, and the key role of 
cooperation and partnerships, as well as explore how further integration across provider 
networks can occur.

 12:10 - 12:55 pm  Lunch  Lobby

32018 STATEWIDE CIVIL LEGAL AID TECHNOLOGY CONFERENCE

PROGRAM



 1:00 - 1:35 pm Rapid Fire Auditorium

A series of brief presentations will highlight technologies currently in use or available to 
integrate into the New York civil legal aid community.

  Facilitator: Anna Steele, Director of Consulting, Just-Tech

• Legal Access Portals  
James Sandman, President, Legal Services Corporation

• Easter Eggs and Change Management  
Mary O’Shaughnessy, Director, Information Services, Her Justice

• Lawyer Referral Platform 
Scott Kelly, President, Community.lawyer, P.B.C.

• Open Access to Information 
Sara Frug, Associate Director, Legal Information Institute, Cornell Law School

• Artificial Intelligence in Action 
IV Ashton, President & Founder, LegalServer/Houston.ai

• Voice-Enabled Technology 
Zeke Hughes and Maximilian Paterson, Co-Founders, RightsNow

 1:35 - 1:45 pm  Break 

 1:45 - 2:45 pm Peer-to-Peer Discussions  Rooms 161/165, 061

Attendees will have the opportunity to attend two of the 30-minute targeted conversations 
identified below. Each facilitated conversation will max out at about ten people to allow for 
a one-on-one exchange of information and experience. See handout for descriptions of the 
conversations and room numbers.

• Change Management 

• Project Management 

• Online Systems for Client Access

• Tech Training

• Legal Access Portals

• Law School Engagement

• Lawyer Referral Platform

• Security Policies and Practices

• Open Access to Information

• Artificial Intelligence 

• Legal Hackathons

 2:45 - 2:55 pm Break 
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 2:55 - 3:55 pm  Afternoon Breakout Sessions – Strengthening Your Internal Technology

These sessions will emphasize the importance of evaluating and continuing to improve your 
existing technology and processes.

  2A: Security and Business Continuity Room 071

 Michael Donnelly, CIO, Simpson Thacher & Bartlett, LLP 
Jon Miller, Regional Technology Coodinator, Legal Assistance of Western New York 
Nancy Lundergan, IT Oversight Manager, Skadden Arps

This session will discuss security systems, best practices and essential policies for all 
organizations. 

  2B: Advanced Reporting: Data Visualization and Dashboards Auditorium

 Simon Rah, Senior Technical Project Manager, Pro Bono Net 
Rebecca Widom, Chief Data Scientist, The Bronx Defenders 
Anna Steele, Director of Consulting, Just-Tech

Civil legal services programs collect significant amounts of data. This session will explore 
how technology can be used to increase the data’s accessibility.

  2C: IT Management: Leading Tech Change Among Your Staff Room 161/165

 Heidi Golabek, Director of Program Management, Proskauer Rose LLP 
Michael Hernandez, Director of Client Services, Just-Tech 
Mary O’Shaughnessy, Director, Information Services, Her Justice

How do you keep your staff engaged, learning and using technology?  
Join your colleagues to share ideas on how to implement change management. 

  2D: Identifying, Sharing and Retaining Knowledge Room 061

Quisquella Addison, Program Director, LawHelpNY, Pro Bono Net 
Anne Erickson, CEO, Empire Justice Center 
John Greiner, President, Just-Tech 
Christopher Schwartz, Deputy Director, Legal Hotline, City Bar Justice Center

Knowledge retention is essential to the operations of civil legal services providers. 
Come learn from your colleagues about the challenges of knowledge retention and the 
importance of confronting these challenges with viable solutions.

 3:55 - 4:05 pm Break 
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 4:05 - 5:00 pm   Reflections on Integration and Collaboration:  Auditorium 
Next Steps and Vision for the Future

 Christine Fecko, General Counsel, IOLA Fund of the State of New York 
Christopher Schwartz, Deputy Director, Legal Hotline, City Bar Justice Center

Facilitators will report out the key points from their sessions. This will be followed by 
a discussion of a shared vision for a highly functioning, tech-friendly organization with 
interconnected networks, and action items that can be undertaken in the coming year to 
move toward that vision. 

  Closing Remarks  

Helaine M. Barnett, Chair, New York State Permanent Commission on Access to Justice

6 JUNE 19, 2018 • CORNELL TECH • HTTPS://NYSTECH2018.SCHED.COM

2018 STATEWIDE

CIVIL LEGAL AID TECHNLOGY CONFERENCE



Quisquella Addison
Program Director, LawHelpNY 
Pro Bono Net

Samantha Aguam
Staff Attorney
Volunteer Lawyers Project of Onondaga County

Jasmine Amor
Coordinator of Digital Initiatives
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Student
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Edward Braunstein
CIO
The Legal Aid Society
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Professor of Law
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Director
Legal Information Institute, Cornell Law School
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Pro Bono Manager
Brooklyn Volunteer Lawyers Project
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Marketing Project Manager
New York City Bar Legal Referral Service
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Staff Attorney
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Paulette Campbell
Managing Attorney, CLARO Buffalo
Western New York Law Center

Juan Canales
Data Manager
Catholic Charities Community Services

Doug Carlson
Chief Technology Officer
Pro Bono Net

Kathy Chae
Grants Manager
Brooklyn Defender Services

Shelly Chakraborty
IT Manager
Legal Services NYC

Toe-Fun Chia
Network Manager
The Legal Aid Society

Steven Clark
Chief Clerk VII/Special Projects Coordinator
Office for Justice Initiatives, OCA

June Clarke
Director of IT
Make the Road NY

Georges Clement
Co-Founder
JustFix.nyc

Alex Collins
Grant Coordinator
The Legal Aid Society

David Colodny
Director of Legal Services
Catholic Migration Services

Diana Colon
Assistant Deputy Counsel
Division of Court and Professional Services, OCA

Tracy Colvard-Pellerin
Fiscal Director
Rural Law Center of New York

Mallory Curran
Attorney & Consultant
Mallory Curran Consulting

Payal Dalal
Director of HR & Operations
Center for Family Representation

Matthew D'Amore
Professor
Cornell Tech

Natalie Deduke
Application Development Manager
The Legal Aid Society

Heidi Dennis
Executive Director
Rural Law Center of New York

Thomas Dewar
Executive Director of Information Technology
Lutheran Social Services of New York

Marylee Raymond Diamond
Controller
New York Lawyers for the Public Interest

Marika Dias
Director, Tenant Rights Coalition
Legal Services NYC

Samantha DiDomenico
Associate
Stout Risius Ross

Cynthia Domingo-Foraste
Executive Director
Court Square Law Project

Michael Donnelly
CIO
Simpson Thacher & Bartlett, LLP

Shatorah Donovan
Director of Development and Communications
Center for Elder Law & Justice

Maria Dosso
Director of Communications and Volunteer 
Services
Nassau Suffolk Law Services

Cecilia Dougherty
Supervisor of Client Data Systems
Sanctuary for Families

Jordan Dressler
Civil Justice Coordinator
NYC Office of Civil Justice

Anne Erickson
CEO
Empire Justice Center
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Executive Summary 

 

During the year, the Working Group on Technology (“Working Group”) continued to advance 

programs and initiatives that leverage technology to improve the quality and efficiency of legal 

services and help close the justice gap.  The Working Group conducted a technology survey of 

all Judiciary Civil Legal Services (“JCLS”)- and IOLA-funded providers, similar to one it 

conducted in 2013. The survey asked questions related to spending and staffing, policies, 

training, infrastructure, and public facing tools.  It also asked about current technology projects, 

challenges and dreams.  The emerging themes related to improving case management systems 

and training, increasing collaboration and integration, and building online referral and intake 

systems. The greatest challenges relate to change management and funding.  

 

The Working Group’s Pro Bono Law Firm IT Initiative, led by Michael Donnelly, Chief 

Information Officer at Simpson Thacher & Bartlett LLP, launched a series of educational 

webinars that are expanding the reach of pro bono.  The Working Group observed the steady 

progress of the two consumer help finder projects that are creating online screening and intake 

systems for low-income New Yorkers in western New York and in New York City with 

consumer credit issues.  

 

The New York State Permanent Commission on Access to Justice (“Permanent Commission”), 

along with NYSTech,1 sponsored its fourth annual Statewide Technology Conference which was 

held at Cornell Tech. The event brought together directors and technology staff from civil legal 

aid providers, law firms, law schools, legal funders and technology service providers to share 

innovative ideas that can improve the delivery of civil legal services and the efficiency of 

provider operations.  Finally, the Working Group continued to recognize that effective 

technology initiatives require dedicated funding to enable civil legal aid providers to integrate 

those systems into their operations and client service delivery. 

 

As a result of these efforts, the Working Group offers the following recommendations to 

the Permanent Commission: 

 

• Technology Surveys:  The Working Group recommends that additional technology 

evaluations be periodically conducted of the New York civil legal aid community, which 

may include surveys, focus groups and other appropriate tools.  The results should be 

analyzed and disseminated to educate stakeholders and support continued improvements 

of the civil legal aid delivery system.     

 

                                                 
1
 NYSTech is a voluntary collaboration of legal services providers from across New York that convenes technology 

leaders regularly for information sharing and training. 
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• Pro Bono Law Firm IT Initiative:  The Working Group recommends that this sub-

committee continue to develop the new cybersecurity initiative and continue to find ways 

to support the technology needs of the New York civil legal aid community.  Any 

additional pro bono projects should plan for appropriate evaluation by the participants to 

gauge quality and impact.  

 

• Online Screening and Intake Projects:  The Working Group recommends that the 

developers of the current online triage and intake projects consult with each other 

regarding their respective projects with the goal of making their systems, where 

technically feasible, compatible with each other.   

 

The Permanent Commission should support the continued efforts of these projects, along 

with an eventual statewide screening, referral, and intake system, by encouraging the 

development, with all appropriate stakeholders, of a shared governance model to address 

such issues as funding, decision-making, data ownership, and system maintenance.   

 

• Technology Conference:  The Permanent Commission should continue to convene an 

annual statewide technology conference, with the goal of encouraging the civil legal aid 

community to engage in sustained collaboration, best practices development, improved 

security measures, training, critical analysis and revolutionary thinking around the 

improved use of technology to increase access to effective legal assistance by low-

income New Yorkers. Stakeholder participation in the conference should be expanded to 

include additional representatives from technology companies. 

 

The Working Group further recommends convening a webinar of stakeholders to discuss 

initiatives they have worked on or adopted in connection with the goals and challenges 

articulated at the annual technology conference. 

 

The Working Group further recommends that the Permanent Commission specifically use 

the 2019 Technology Conference as a tool for advancing the technology aspects of the 

Strategic Action Plan. 

 

• Funding:  The Permanent Commission should continue to support civil legal services 

providers in their efforts to identify dedicated funding streams that will support 

technology expansion and innovation to improve delivery of civil legal services. 
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2018 Technology Survey 

 

Overview 

 

The survey was sent to all JCLS- and IOLA-funded providers (approximately 90 providers).  

Ultimately, 78 providers responded, with operating budgets ranging from about $70,000 to 

$100,000,000 and working in communities throughout New York State.2  The providers were 

classified into sizes based on their operating budgets:  eight small providers (under $500,000); 25 

medium providers ($500,000 to $2 million); 36 large providers ($2 to $10 million) and nine very 

large providers (over $10 million).  These are the same definitions, with approximately the same 

distribution, as in the 2013 survey. 

 

 

 
 

 

The 2018 survey included 35 questions, roughly broken down into six categories: spending and 

staffing; policies; training; infrastructure; and public facing tools.3  It also sought information 

about current tech projects, challenges and dreams.  The emerging themes related to improving 

case management systems and training; increasing collaboration and integration; and building 

online referral and intake systems.  Aside from the need for more technology staff, the primary 

challenge seems to be change management and, of course, funding.   

 

                                                 
2 Forty-one providers serve New York City; 32 serve upstate New York and Long Island; and five provide services 

across all of New York State. 

 
3 The survey questions are attached as Exhibit A to this Report. 
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Issue 1:   Spending & Staffing:   Spending is unchanged & below national average. 

 

Findings: Median spending on technology is about $67,000 per year and accounts for about 

2.25% of operating budgets.  This is a slight decrease from the 2013 median of $72,000 and 

2.76% of operating budgets.  However, excluding the “extra large” providers (those with 

operating budgets over $10 million), the median spending increased from $53,000 to $60,000, 

representing an increase of 2.75% to 3.27% of operating budgets.   

 

 

 2013 (n=52) 2018 (n=74) 

Median Spending (% of budget) 2.76% 2.25% 

Median Spending (dollars) $74,393 $67,000 

 

 

To put these results in perspective, a May 2017 study published by NTEN, surveyed the national 

non-profit sector and found that organizations spend an average of 5.7% of their operating 

budgets on technology.  The average spent on technology as a percent of operating budget varied 

widely by the size of the organization.  The chart below compares these national averages with 

comparable data from the 2018 survey of New York civil legal aid providers: 

 

Average Spending on Technology as a Percent of Operating Budget 

Operating Budget 
2013 NYS Civil 

Legal Aid Survey 

2018 NYS Civil 

Legal Aid Survey 

2017 National 

NTEN Survey 

Under $1 million 4.27% 4.86% 13.2% 

$1 million - $5 million 3.24% 3.44% 4.8% 

$5 million - $10 million  2.78% 2.13% 2.8% 

Over $10 million  3.48% 1.77% 1.5% 

Overall Average 3.39% 3.26% 5.7% 

 

 

Because the NTEN study involved all non-profit sectors, there are good reasons to believe that 

the knowledge-based, collaborative nature of legal work would tend to push the technology 

needs and associated budgets of civil legal aid providers to the higher end of the need and budget 

ranges compared to non-profit community as a whole.  The 2018 New York survey showed that 

all but the largest civil legal aid providers were below the national average with the smallest 

providers registering significantly below average.  
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One positive indicator among New York civil legal aid providers is an increase in spending on 

technology staffing.  The 2013 survey looked at the providers with less than one FTE staff 

person assigned to technology and noted that the median spending on all staffing (employees and 

consultants) was only $15,000.   This number increased significantly in the 2018 survey to nearly 

$25,000, which represents a 66% increase over the last five years. 

 

 

 
 

 

Regardless of this improvement since 2013, most organizations are still not devoting sufficient 

resources to technology, especially as compared to non-profits nationally.  

 

Recommendation: Providers should integrate technology planning as an integral part of 

all program planning and operations.  Providers should also cultivate support for 

technology with their staffs, boards, funders and partners.    

 

Issue 2:   Technology Policies: More providers have adopted relevant policies. 

 

Findings: The types of written policies that a provider has is an indicator for how 

technology change is being managed within an organization, with one of the biggest challenges 

being guiding staff to mitigate risky behavior. Since 2013, many providers have adopted 

strategic technology plans so that now almost half have a strategic plan. 
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In addition to a strategic technology plan, the 2018 survey also asked whether providers had the 

following eight technology policies in place:  work equipment for personal use; personal 

equipment for work; cell phone usage; sync capability of personal devices with work equip; 

protection of electronic client data; electronic record retention policy; active data and network 

security practices; and backup and disaster recovery.   
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Many more providers have adopted or revised relevant technology policies in the last five years, 

an indication of increased awareness.  There has been a significant increase in the number of 

providers with security related policies (i.e., protection of electronic client data, electronic record 

retention policy, active data and network security practices, and backup and disaster recovery).  

Clearly, the provider community recognizes security threats.  At the same, it is surprising that 

about 25% of providers lack relevant security policies (e.g., 14 have no back-up or disaster 

recovery policy, and 18 have no policy for protecting their clients’ electronic records).   

 

Recommendation: It is essential for all providers to have appropriate written technology 

policies to ensure that their own systems, which contain sensitive client information, are as 

secure as possible.  The efficacy of such policies will depend on how well the policies are 

implemented, maintained and enforced, as well as how thoroughly staff are trained. 

 

Issue 3:   Training:  Training continues to be a low priority for many providers.   

 

Findings: Most providers offer a few hours of training: about half offer less than five hours 

per year.  Nearly 40% provide no training or simply do not track such training, an indication that 

it is a low priority. These results do represent a large increase in training as compared with 

2013.4 

 

                                                 
4
 The 2013 survey asked about training, offering answers of over 5 hours, less than 5 hours and “none.” In 2018, the 

third option was changed to “unknown.” Any future surveys should be consistent with the answer options. 
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The 2018 survey asked about training methods used by providers, including as part of new-

employee orientation, community supported webinars or other online trainings, customized 

trainings, informal trainings, off-site generic trainings on common applications, online learning 

management systems, and online subscription training services.  Providers could select multiple 

methods.  About one third of providers reported using customized training and about one third 

leave staff to obtain training on their own.  A small number of providers reported using the cost-

effective web-based tools that our law firm partners recommended and negotiated lower prices to 

use (e.g., online learning management systems and online subscription training services). 
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Recommendation: Providers should assess the skill requirements and the skill gaps 

among their staff, specifically in the areas of security and core competencies.  Providers 

should increase the regular technology training for their staffs to ensure that best practices 

are being followed and to ease the implementation of technology changes. 

 

Issue 4:   Infrastructure:  Providers heavily utilize cloud-based tools.  

 

Findings: The 2018 survey inquired about a few aspects of technology infrastructure:  the 

use of cloud-based systems; video conferencing; and case management tools.   

 

Cloud-based services, which can offer cost savings and convenience for a mobile workforce, are 

prevalent. A majority of providers have moved certain core systems, including case management 

and telephone systems, to the cloud.  Most providers continue to keep their financial systems on 

site.   
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Security, such as spam filtering and back-up tools are overwhelmingly cloud based.  Of course, 

using any cloud-based services will require providers to ensure proper security and backup. 

Likewise, communication tools such as document drafting and sharing, as well as scheduling 

tools. are also overwhelmingly cloud based.   
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An important piece of technology infrastructure is video conferencing and 80% of providers 

have secured this capability, which facilitates efficient communications and reduces costly 

travel. Thirty providers are using video conferencing for both their internal staff needs, such as 

training, meetings and hiring, as well as for connecting externally, such as with clients. 
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An arguably larger piece of technology infrastructure is the case management system.  Below are 

the case management systems or databases currently in use by all providers responding to the 

survey.  Notably, three to four TIME users reported plans to shift to LegalServer over the next 

year.  Groups with LegalServer can electronically send and receive case referral data, and a few 

are now using these functions.  That functionality, which exists in Salesforce and other case 

management systems as well, will be critical to growing online triage, referral and intake 

systems.  
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Among IOLA grantees reporting on individual case work, seventeen primarily use LegalServer 

and account for nearly 40% of the 317,000 cases closed statewide in the fiscal year ending 

March 31, 2018.  LegalServer is likely to reach 50% of all closed cases next year.  Among this 

same group of IOLA grantees, ten primarily rely on Microsoft tools (e.g., Excel) and do not use a 

true case management system. 

 

 
 

 

Recommendation: Providers should continue to explore cloud-based technologies, with 

appropriate oversight and security, to improve their operating efficiency.  All providers 

should consider utilizing true case management systems with the capability of transferring 

data within the emerging online triage, referral and intake systems.   

 

Issue 5:   Online Interfaces: Too many English-only websites, online intake emerging. 

 

Findings: The most common public-facing technology is a website.  Twenty-two providers 

offer two languages and nine providers offer two or more languages on their websites.  However, 

60% of providers reported English-only websites, which presents substantial obstacles to limited 

English proficiency (LEP) communities.  Internal staff and professional translators (paid or pro 

bono) do the overwhelming majority of translation work, but twenty-one organizations rely 

solely on machine translation, which is not a best practice. 
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Many providers recognize that people look for answers on the Internet and want to open another 

door for intake beyond telephone and in-person interviews.  Twenty-four providers (about 1/3 of 

all respondents) reported utilizing static forms or email links on their websites to collect 

information that then allow their staff to follow up with an intake. Static forms are not the most 

efficient way to do intake because the collected information is not tied to a case management 

system and will need to be re-keyed when a staff member calls the person back. 
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Six providers have gone beyond static forms and are developing active online triage and intake 

projects. These online systems vary in their goals and how they operate but can be generally 

characterized as having the ability to gather eligibility information and electronically transfer 

information into their case management systems without requiring manual reentry. This early  

data collection enables the person to be handed off directly to an appropriate provider and allows 

the provider to more quickly determine eligibility. 
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For the first time, in 2018, IOLA asked its grantees to classify how intake was done:  in person, 

over the telephone or via an online system.  Online intake is currently a tiny fraction of all 

intakes, amounting to only 0.5%.   

 

Recommendation: Providers should recognize the need to make resources available to 

clients online.  Providers should improve the language accessibility of their websites with 

human translation as much as possible.  Providers should consider developing online triage 

and intake projects that are compatible with emerging systems.   

 

 

 

 

 

 

 

  

 

  

 

 

  

 

  

 

  

 

 

 

 

Online Screening & Intake Projects

Findings

As a follow up to the 2018 Technology Survey, the Technology Working Group identified 
organizations with active online screening and intake systems, described below.

NYC Consumer Help Finder

The NYC Consumer Help Finder is an online system for low-income New York City residents 
seeking help with consumer law issues. The project is a collaboration of six civil legal aid 
providers. Led by the City Bar Justice Center, the other partners are CAMBA, Mobilization for 
Justice, Urban Justice Center and the Feerick Center for Social Justice. Designing the system 
required significant effort to map which organizations provide which services. The partners 
continue to meet quarterly to maintain this.

The applicant has two options: (1) to seek basic information and self-help materials, which 
requires limited information input (zip code and responses to questions to identify the general 
problem); or (2) to seek a referral to a civil legal aid provider by completing a partial intake.  The 
language-level used for the system is set at or below a fourth-grade reading level, with the total 
time necessary to complete a full referral at under eight minutes.  If an applicant seeks a referral, 
the data is automatically routed to the appropriate provider. Participating providers reported 
appreciating the ability to set and adjust their preferences for case types, including capacity and 
priority.  Providers noted that the system offers an additional intake method and is not 
supplanting traditional telephone and in-person intake.

From the soft launch in October 2017 through July 2018, approximately 50 applications were 
routed through the system.  While bugs continue to be addressed, the organizers plan to increase 
publicity of the system through CLARO and Office of Court Administration (“OCA”) programs 
based in the New York City Civil Court.  If additional volume results, the partners intend to 
identify and add other providers. Plans also include providing the system in Spanish and

Chinese languages. 
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Legal Services of the Hudson Valley 

Legal Services of the Hudson Valley (“LSHV”) has two online options for the community to 

access their services: (1) an abbreviated pre-screen intake for any legal problem; and (2) a full 

intake for non-payment eviction matters. 

 

The abbreviated pre-screen intake was developed several years ago to provide a simple method 

for applicants to submit basic information (name, contact information, income, citizenship) and 

identify their legal problem through a series of simple questions.  This system results in 

approximately 100 requests for assistance per month, which LSHV staff follow up on by 

telephone.  One drawback is that this system is not connected to LSHV’s case management 

system. 

 

The full intake for non-payment eviction matters is a more recently developed system that is 

connected to LSHV’s case management system. This system offers an in-depth intake, with 

many specific questions that an intake worker reviews and confirms before a case is accepted.  

Currently, LSHV receives approximately 20 requests per month for services through this system.   

 

The goals of both systems are to reduce traffic on LSHV’s telephone intake system (out of 1,600 

calls per month, an average of 100 calls are dropped due to high volume), reduce staff time in 

completing an intake (an average of approximately 15 minutes per intake is saved with the pre-

screen system) and to provide the community with multiple options for seeking assistance.   

 

LSHV continues to develop their systems and, ideally, would like to merge the two systems so 

that information about all case types can be gathered in one system and transferred to the case 

management system. 

 

Volunteer Lawyer Services Project of Monroe County 

Volunteer Lawyer Services Project of Monroe County (“VLSP”) has developed an online intake 

tool, which has been live on its website home page since its soft launch in May 2018.  First, 

applicants for services answer brief questions about financial eligibility and the type of legal 

problem, limited to the legal problems that VLSP handles. VLSP’s system has the capability to 

provide legal information or self-help tools for ineligible people, but that functionality has not 

yet been implemented.  VLSP is building an API which would allow applications received via its 

online intake to be referred directly to LawNY and other partner agencies for legal problems that 

VLSP does not handle.  Currently, each intake that is received is routed to the applicable VLSP 

department (e.g., housing, family, etc.) for follow up via telephone within 24 hours.  A 

dashboard system developed over the last two years includes the number of pending online 

intakes, the prominence of which has sped VLSP’s response rate for intakes.  Callers to VLSP 

are offered the option to use the online intake system, either on their own or with the receptionist 

entering their information into the system.  Anecdotally, VLSP reports that applicants seem more 

comfortable sharing their personal and financial information via the online intake system versus 

discussing this with the receptionist.  The goal of VSLP online intake is to expand its intake 
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capacity and increase its internal efficiency, which early experience seems to support.  In the few 

months since it went live, the system has processed over 400 online applications for assistance.  

Approximately half of these intakes came in during nights, weekends, and other times when 

walk-in and telephone reception are unavailable.  VLSP shares a building and receptionist with 

several other civil legal aid providers and is planning to offer the use of its online intake system 

to its partner agencies once APIs have been completed to permit secure transfer of data between 

the different content management systems. 

 

Western New York Consumer Help Finder  

The Western New York Consumer Help Finder (“Help Finder”) is led by Legal Assistance of 

Western New York (LawNY), in partnership with the Legal Aid Society of Mid-New York and 

Neighborhood Legal Services.  Any person who goes through the Help Finder’s online interview 

will receive applicable pro se resources, including pleadings, other documents and a referral to 

LawNY's Consumer Hotline.  The Help Finder is live and can currently be found on both 

LawHelpNY and the LawNY website, under Consumer Information.  To date, the system has 

been used by approximately 100 people, with two referrals to LawNY’s Consumer Hotline.  

There is high demand for legal assistance with consumer issues in Western New York, but the 

providers in the region are understaffed. As a result, the Help Finder currently is not being 

actively promoted.  The grant period for the initial funding has expired but LawNY reported an 

interest in continuing to expand this project.   

 

Volunteer Law Project of Onondaga County 

Volunteer Law Project of Onondaga (“VLP”) recently conducted a community legal needs 

survey, which found that 58% of people were unaware of the availability of free civil legal aid.  

Of those who were aware of these services, less than 10% contacted a civil legal aid provider.  

As a result, VLP is developing an online triage system that it intends to market aggressively 

throughout the community and with its community partners (e.g., soup kitchens, churches, etc.).  

The triage system is informed by the most common legal needs identified in the community legal 

needs survey and will result in directing users to the most appropriate provider in the region.  If 

VLP is the referral provider, the person will be led through an online intake and provided with 

legal information, the content of which is drawn from VLP, the New York State courts, and 

LawHelpNY.   The online intake, connected to VLP’s case management system, asks limited 

eligibility questions to prevent drop offs from the system.  VLP expects to launch its system by 

the end of 2018. 

 

Recommendations: 

The Working Group recommends that the developers of the current online triage and intake 

projects consult with each other regarding their respective projects with the goal of making their 

systems, where technically feasible, compatible with each other.   
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The Permanent Commission should support the continued efforts of these projects, along with an 

eventual statewide screening, referral, and intake system, by encouraging the development, with 

all appropriate stakeholders, of a shared governance model to address such issues as funding, 

decision-making, data ownership, and system maintenance.   

 

 

Pro Bono Law Firm IT Initiative 

 

Sub-Committee Members:  The sub-committee consists of Chief Information Officers (CIOs) 

and IT Directors of major law firms: Michael Donnelly, Simpson Thacher & Bartlett LLP 

(Program Coordinator); Tara Cook, Proskauer Rose LLP; Jeff Franchetti, Cravath, Swaine & 

Moore LLP; Peter Lesser, Skadden, Arps, Slate Meagher & Flom LLP; and Sean Sullivan, 

Wachtell, Lipton, Rosen & Katz.  Additional members are: Christine Fecko, IOLA Fund of the 

State of New York; Michael Hernandez, Just-Tech; John Greiner, Just-Tech; and Deborah 

Wright, Association of Legal Aid Attorneys.  

 

Findings 

This group of pro bono Information Technology (“IT”) coordinators from private law firms and 

other senior IT leaders continued to work this year to provide IT support to nonprofit civil legal 

aid providers throughout New York State.   

 

Technology Assessment Webinar Series 

Following up on the demand generated by the 2015 pilot project that provided individualized 

evaluations and tailored recommendations for technology infrastructure improvements for five 

Judiciary Civil Legal Services-funded providers, this sub-committee continued to provide 

webinar trainings through its Technology Assistance Project.  This Project provided educational 

webinars, developed by IT professionals from leading New York City law firms, to civil legal 

aid providers throughout the state on a range of technology assessment and training topics.  The 

series included the following: 

 

• Infrastructure and Office Hardware (2017)  

• Information Security (2017) 

• Communications (2017) 

• User Support and Help Desk (2017) 

• Data and Document Management (2018) 

• Setting Priorities and Managing Implementations (2018) 

 

Interested civil legal aid providers participated in the Project by completing a comprehensive 

survey of their technology infrastructure; in turn, the pro bono IT teams reviewed the surveys 

and developed written presentations. The webinars presented a blend of general training, best 

practices and recommendations that emerged from the provider surveys.   
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The User Support and Help Desk webinar took place on October 25, 2017 and was presented by 

Kermit Wallace from Stroock & Stroock & Lavan.  The Data and Document Management 

webinar, presented by Michael Donnelly, from Simpson Thacher and John Greiner from Just-

Tech, occurred on April 11, 2018.  The Priority Setting and Project Management was led by 

Heidi Golabek from Proskauer on May 9, 2018.  Approximately 25 providers attended each 

webinar; participants reported that the content was helpful, the presenters were knowledgeable, 

and that they were satisfied with the webinar series overall.  Anecdotally, the webinar series 

motivated providers to implement improvements to their technology environments.  

 

Cybersecurity Project 

In response to keen interest in security improvements, the CIO group has begun work on a new 

pro bono initiative that would enable providers to craft and effectively implement individually 

tailored cybersecurity policies and practices with the assistance of pro bono IT professionals 

from leading law and technology firms in New York.  Legal and IT experts at Kirkland & Ellis, 

LLP are preparing a security workbook that provides an overview of cybersecurity risks and 

responsibilities, including legal risk management, key policies and practices, and priority-setting.  

At this point, the CIO group envisions that the workbook would be presented in a webinar 

format, followed by matching individual providers with pro bono IT volunteers to develop 

tailored policies and practices to improve security needs. In the coming year, this initiative is 

expected to be piloted with a few providers.   

 

Recommendations 

The Working Group recommends that this sub-committee continue to develop the new 

cybersecurity initiative and to find ways to support the technology needs of the New York civil 

legal aid community.  Any additional pro bono projects should plan for appropriate evaluation by 

the participants to gauge quality and impact.  

 

 

Statewide Civil Legal Aid Technology Conference 

 

Planning Committee Members: Deborah Wright, Association of Legal Aid Attorneys 

(Coordinator); Quisquella Addison, LawHelpNY; Matthew D’Amore, Cornell Tech; Anne 

Erickson, Empire Justice Center; Christine M. Fecko, IOLA Fund of the State of New York; 

John Greiner, Just Tech, LLC; Jeff Hogue, LegalServer; Lauren Kanfer, Office of Court 

Administration; Lillian Moy, Legal Aid Society of Northeastern New York; Barbara Mulé, 

Office of Court Administration; Mark O’Brien, Pro Bono Net; Christopher Schwartz, City Bar 

Justice Center; and Anna Steele, Just Tech, LLC. 

 

Overview  

The Permanent Commission convened the Fourth Statewide Civil Legal Aid Technology 

Conference on June 19, 2018 to educate stakeholders and promote collaborative and sustainable 

use and support of technology among civil legal services providers. The Conference, which took 
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place at Cornell Tech, was planned by the Permanent Commission’s Working Group on 

Technology, with assistance from NYSTech and other justice community partners.  Our goal  

was to bring together stakeholders to learn about the latest technological initiatives, share 
opportunities to collaborate on technology projects currently underway, and foster planning for 
coordinated service delivery methods that leverage technology.

The Conference was attended by 165 stakeholders, including executive directors, technology 
managers and other leaders representing dozens of civil legal aid providers from around the

State, technology directors and staff from law firms, technology leaders from law schools, 
administrators from the New York State Unified Court System, major funders and technology 
service providers.  Chief Administrative Judge Lawrence Marks opened the conference by 
recognizing the challenges that legal aid clients face and praising the conference’s focus on 
working together, as providers, to leverage technology to increase access to justice. The program 
boasted three plenary panels, facilitated small group discussions on eleven topics, six rapid-fire 
technology presentations and seven topical panels divided among break-out sessions.5

Morning Plenary

The morning began with an update for all attendees on the Strategic Action Plan as it relates to 
technology strategies and initiatives. The Permanent Commission developed the plan after a

year-long planning process, with the goal to provide effective legal assistance to 100% of low- 
income New Yorkers in need. “Effective assistance” encompasses a full range of services, from 
information about legal rights and responsibilities to referral to appropriate services to brief 
advice on a particular issue to full representation by an attorney trained in a particular area of

law. Technology should be developed for each of the services and include statewide and regional 
efforts that can coordinate and integrate them.

Next, the plenary turned to this year’s theme: developing a delivery ecosystem that supports 
100% access to meaningful assistance. Presenters suggested some common vocabulary,

including what is meant by meaningful assistance.  Leadership, adaptive mindset and tools like 
data standards are part of the solution.  Presenters highlighted that efforts at creating systems that 
are more seamless and present fewer barriers to end users require cooperative gardening of the 
ecosystem we build.

The final part of the morning plenary focused on privacy.  In creating cooperative and public- 
facing technology systems, information is required to direct users to appropriate services. This 
session, presented by Helen Nissenbaum, Professor of Information Science at Cornell Tech, 
proposed a very different way of thinking about the user’s privacy interest in that data.  Professor 
Nissenbaum challenged participants to re-consider the common approach, which uses consent 
notices, which in many ways are a fiction, and think about community rules that fit the context in 
which the data is being used. 

 

                                                 
5 The Conference program, including a list of participants, is attached as Exhibit B to this Report. 
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Morning Breakout Sessions 

 

• Integrating Systems – Manager-Focused Conversation 

The manager-focused session involved New York’s civil legal aid leadership and focused 

on the management considerations surrounding integrating service delivery among 

programs using technology.  Leaders who have steered major tech initiatives shared their 

experiences.  A common conclusion was that, although leaders need not understand all of 

the minutia of technology tools, they can insist that new tools are built for coordination 

with an overall ecosystem.  Further, they should maintain frequent contact with their 

technology leaders and empower them with a mission of increased internal efficiency and 

access to services. 

 

• Integrating Systems – Technologist-Focused Conversation 

In a technologist-focused session, hard questions were asked about how to integrate the 

many tools that have been adopted in New York to encourage interoperability.  The 

shared goal is to share information to refer clients seamlessly between regions and 

platforms, and integrate the best tools for each advocacy function.  Presenters provided 

examples of tools that include integration projects including a case management system 

that works with a nationwide document assembly platform.  A strong theme that emerged 

was the need to increase the use of APIs by various platforms and then work together on 

the difficult issue of creating data standards so various systems can talk to each other.  

Finally, user privacy was discussed, specifically how to track users in an integrated 

system and evaluate means to better address privacy issues. 

 

• Current Tech Integration Initiatives 

This session focused on existing integration initiatives.  Participants learned about 

existing integration efforts related to the Universal Access to Legal Services law, the 

Victim Services portal and the Consumer Help Finder portal projects.  Panelists discussed 

the need for process analysis, for instance, to account for the varying existing methods 

used for screening and referring users.  There is a risk, as building tech tools leaves the 

hands of specialized developers, that limited resources will be spent on redundant efforts 

in various silos. Coordination takes time but should result in more sustainable systems.  

Early coordination can eliminate fragmentation, and the human coordination about 

system design and integration is a time-consuming but key component. 
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Rapid Fire Presentations 

Six very short presentations helped provide introductory glimpses of additional innovations and 

areas of interest: 

 

• Plans for coordinated legal access portals 

• Strategies for handling change management  

• The importance of open access to legal information 

• Artificial intelligence in the context of our overall goals 

• Examples of technology-based tools, including a voice-enabled application that provides 

insights into user preferences for interaction with future technology platforms and a 

lawyer referral application that seeks to simplify the process sharing user information 

across systems. 

 

Peer-to-Peer Discussions 

Small-group conversations were facilitated by experts on a range of topics, including those 

presented in the Rapid Fire Talks, to allow deeper understanding of the technology and related 

issues. Participants attend two conversations of their choice which included: 

 

• Change Management 

• Project Management 

• Online Systems for Client Access 

• Security Policies and Practices 

• Technology Training 

• Legal Access Portals 

• Lawyer Referral Platform 

• Open Access to Information 

• Artificial Intelligence 

• Law School Engagement 

• Legal Hackathons 

 

Afternoon Breakout Sessions – Strengthening Internal Technology 

 

• Security and Business Continuity 

Industry experts joined program technologists to share best practices and policies that are 

important to safeguarding the information entrusted to civil legal aid programs.  Model 

policies exist that can be a time-saving starting point for smart policies.  Every user is a 

potential target, so frequent tips and understandable advice to staff members can prevent 

breaches.  The panel shared advice on specific security issues ranging from firewalls to 

passwords and physical security of hardware. 
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• Advanced Reporting: Data Visualization and Dashboards 

Civil legal aid programs collect a great deal of data about the cases they handle.  A data 

scientist and panelists working on the ground with tech projects shared methods for 

analyzing data and making it accessible for better service delivery and visibility.  

Agencies are encouraged to think about measurable goals when negotiating reporting 

requirements with funders, ideally based on information they likely already collect, and 

to look for indicators that help answer a broad variety of questions across an array of 

services. 

 

• IT Management: Leading Tech Change Among Your Staff 

Panelists from the private law firm, consulting, and non-profit realm discussed the similar 

challenges faced when technology initiatives are implemented in their organizations.  

Technology change involves process changes, and successful implementation of those 

changes requires planning, encouragement and a focus on the mission.  

 

• Identifying, Sharing and Retaining Knowledge 

This session focused on the importance of knowledge management systems. The hands-

on experience of advocates working to help vulnerable populations results in practical 

knowledge that should not just be stored in the memories of senior staff.  The aim is to 

have knowledge management systems that produce more, high-quality services for more 

people.  These efforts insure against lost knowledge when staff or leadership turnover 

occurs. Recognition is needed of the significant time investment required before 

launching a knowledge management project and incentivizing staff to invest in helping to 

build the knowledge management store.   

 

Closing Plenary - Reflections on Integration and Collaboration:  Next Steps and Vision for 

the Future 

The closing plenary focused on the need for a shared vision of a highly functioning, tech-friendly 

organization with interconnected networks.  Technology can help the civil legal aid community 

to achieve 100% meaningful access, but it must be built thoughtfully.  Participants were 

challenged to create or expand initiatives from a menu of options: 

 

• Adopt or update technology policies 

• Provide technology training for all staff  

• Provide human directed translation of your online materials 

• Perform a business process assessment of a function that can be automated 

• Evaluate an upgrade to static forms used for intake 

• Create an internal technology committee comprised of technology and program staff 

• Partner with an existing technology project 

• Expand involvement in technology networking (NYSTech, LSNTAP, etc.) 

• Learn more about technology projects in other states 
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Recommendations 

The Permanent Commission should continue to convene an annual statewide technology 

conference, with the goal of encouraging the civil legal aid community to engage in sustained 

collaboration, best practices development, improved security measures, training, critical analysis 

and revolutionary thinking around the improved use of technology to increase access to effective 

legal assistance by low-income New Yorkers. Stakeholder participation in the conference should 

continue to be expanded, particularly to include additional representatives from technology 

companies. 

 

The Working Group further recommends convening a webinar for stakeholders to discuss 

initiatives they have worked on or adopted based on the goals and challenges articulated at the 

annual statewide technology conference. 

 

The Working Group further recommends that the Permanent Commission specifically use the 

2019 Technology Conference as a tool for advancing the technology aspects of the Strategic 

Action Plan, including discussions on statewide and regional planning for large-scale innovative 

technology that can integrate programs and services.  

 

 

Expanding Technology Funding 

 

The Commission’s research, as well as its experience in seeking to implement its technology 

recommendations, has demonstrated the need for dedicated, stable funding for technology 

expansion and innovation. 

  

In its 2015 Report, the Permanent Commission recommended that the Oversight Board to 

Distribute Judiciary Civil Legal Services Funds in New York consider innovative technology 

projects in its funding decisions for Judiciary Civil Legal Services Awards (“JCLSA”).  This 

recommendation was implemented in the 2016 Judiciary Civil Legal Services Request for 

Proposals through expansion of the selection criteria for services that enhance access to justice   

beyond the provision of direct services and the awarding of higher points for demonstration of 

effective and innovative use of technology.    

 

Recommendations 

The Permanent Commission should continue to support civil legal services providers in their 

efforts to identify dedicated funding streams that will support technology expansion and 

innovation to improve the delivery of civil legal services. 

  



 

 

 

 

 

 

 

 

 

 

 

 

 

EXHIBIT A 
 

 

New York State Civil Legal Aid Technology Survey (2018) 

 

 

 

  



NYS Civil Legal Aid Technology Survey (2018)
This survey seeks (1) to explore how NYS civil legal aid providers are optimizing their client services 
through technology and (2) update some baseline information gathered in a 2013 survey.  One response 
per organization, please.

* Required

1. 1. Provider Name *

2. 2. Contact Person's Name *

3. 3. Contact Person's Email *

4. 4. Contact Person's Phone Number *

Basic Technology Finance, Staffing & Systems

5. 5. For the fiscal year ending March 31, 2018,
what was your total operating budget? *
Organizations whose sole mission is the delivery
of civil legal services should report their entire
expenses. Organizations with multiple missions
(e.g., criminal legal services or shelter services)
should report only those expenses properly
attributable to their civil legal services program.

6. 6. For the fiscal year ending March 31, 2018,
approximately how much did your organization
spend on personnel cost or routine consulting
cost for technology? *
Include employee and outside consultant costs
only. Do not include special project consulting
costs here. Include special project consulting costs
below.



7. 7. For the fiscal year ending March 31, 2018,
report the total number of full-time equivalent
(FTE) paid technology employees. *
This question is trying to understand your human
capital for supporting technology. If the
organization uses consultants, please describe
their role. If no employees or consultants are
regularly allocated to technology, indicate N/A.

8. 8. For the fiscal year ending March 31, 2018,
approximately how much did your organization
spend on non-personnel/non-routine
consultant costs for technology? *
Include cost of hardware, software, licensing,
special project consultant costs.

9. 9. In the last year, how did you provide technology training to staff? (Check all that apply) *
Check all that apply.

 Customized trainings developed for your program (e.g. Word skills relevant to your program not
generic Word training)

 Off-site generic trainings on common applications (word, excel, accounting)

 Periodic, informal trainings (e.g., monthly lunch and learn)

 Community supported webinars/online trainings (e.g. LSNTAP, NTEN, NPowerNY, or via a bar
association)

 Part of new-employee orientation or on-boarding

 Learning Management System (e.g., Traveling Coaches)

 Web-base subscription training services (e.g., Lynda.com)

 The organization doesn't offer or pay for formal technology trainings, but permits or encourages
staff to seek training on an ad hoc basis.

 None of the above.

 Other: 

10. 10. What is the average number of hours that a typical, non-IT staff member spends annually
on formal technology training? *
Mark only one oval.

 Less than 5 hours

 More than 5 hours

 Unknown. The organization doesn't track this information.



11. 11. What written technology policies does your organization currently have? *
Mark only one oval per row.

Policy in Place -
Revised since

2013

Policy in Place -
Last Updated Before

2013

Developing
the Policy

Now

Interested
in

Developing

No
Policy in

Place

Strategic
Technology Plan
Policy on using
office equipment
for personal use
(e.g., Internet
use, streaming
media)
Policy on using
personally-
owned
equipment for
work
Policy on cell
phone usage
(personal for
work and vice
versa)
Policy on
syncing personal
devices with
agency-owned
equipment
Policy on the
protection of
electronically
stored client data
Electronic record
retention policy
Active
Data/Network
Security
Practices
(including
software
patching/update)
Backup/Disaster
Recovery



12. 12. Please indicate which case management system your organization currently uses. *
Check all that apply.

 Casemap

 ClientTrack

 Filemaker (custom)

 JusticeServer

 Kemps

 Legal Files

 LegalServer

 Microsoft Access Database (custom)

 Microsoft Excel or other spreadsheets

 PDCMS

 PIKA

 Practice Manager

 Salesforce (Custom)

 TIME from WNYLC

 Other: 

13. 13. Does your organization use video conferencing for any of the following purposes? *
Check all that apply.

 Client triage/Intake

 Client advocacy

 Judicial/administrative proceedings

 Internal communication

 Internal Training

 External Training

 Pro Bono Program

 The organization does not have video conferencing.

 Other: 



14. 14. Which of the following services your organization uses are cloud-based? *
Mark only one oval per row.

Cloud-based,
moved there

sometime since
2013.

Cloud-based, not
sure when it was

put there.

Service used,
but unsure if it's

cloud-based.

On-site
(not in

the
Cloud).

Service
not

used.

Case
Management
System (e.g.,
Salesforce,
LegalServer)
Financial data
(e.g., Quickbooks
Online)
Document
drafting (e.g.,
Office 365,
Google Apps)
Online document
sharing (eg.,
Dropbox,
OneDrive)
Scheduling (e.g.,
Doodle)
Spam/Virus
Filtering (e.g.,
Barracuda, ESET,
MailFoundry)
Backups/Archives
(Mozy,
Crashplan,
Amazon, etc.)
Telephone/VoIP
(Google Voice,
8x8, ShoreTel,
RingCentral)

Language Access

15. 15. In how many languages are your organization's public-facing tools (website, online intake,
chatboxes) presented? *
Having instant machine translation available on your English language website does NOT count as
having a two language website.
Mark only one oval.

 One Language

 Two Languages

 More than Two Languages

 Other: 



16. 16. How do you create translations of electronic and printed information? (check all that
apply) *
Check all that apply.

 Internal staff

 Google Translate or other automated translation service

 Professional Translators (paid or pro bono)

 Machine Translation with Human Review

 Other: 

Online Service Delivery
This section is asking about online triage, intake, referral, self-help, assisted help, consultations, and other 
service delivery.

17. 17. Which online consultation tools do you use? (check all that apply) *
Check all that apply.

 Closing the Gap

 Citizenshipworks

 Upsolve

 DaisyDebt

 JustFix.nyc

 None

 Other: 

18. 18. Are you using any kind of public-facing online intake, triage, or referral system? *
This question is asking about web-based systems that collect basic client information for possible
program eligibility, priority assessment, referral destination assessment and intake.
Mark only one oval.

 Yes Skip to question 19.

 No Skip to question 31.

 Not really, but we have a link or a form on our website that generates a staff email that leads
to an intake. Skip to question 31.

Details about Online Referral, Triage, Intake

19. 19. What kind of online intake, triage, or referral system(s) are you using? (Check all that
apply.) *
Check all that apply.

 Static form (e.g. Google Form, fillable PDF)

 Our case management system's public facing tools (e.g., LegalServer)

 Expert system (e.g., A2J Author, Neota Logic, Drupal)

 Interactive system (e.g., LiveChat)

 Other: 



20. 20. What practice areas are covered by your online system? Check all that apply. *
Answers correspond to IOLA Legal Benefit categories.
Check all that apply.

 All subject matters

 Consumer/Finance inquiries

 Education inquiries

 Employment inquiries

 Family inquires

 Juvenile inquiries

 Health inquiries

 Housing inquiries

 Income Maintenance inquiries

 Individual Rights inquiries

 Immigration inquiries

 Miscellaneous Benefits inquiries

 Other: 

21. 21. Does your system collect legal problem information? *
Mark only one oval.

 Yes, broad categories (e.g., housing, family)

 Yes, detailed legal problem codes (e.g., eviction, housing repair, order of protection, custody)

 Yes, detailed information beyond legal problem codes (e.g., nonpayment eviction)

 No

 Other: 

22. 22. Does your system collect adverse party names from users? *
Mark only one oval.

 Yes

 No

23. 23. Does your system collect information about income eligibility? *
Mark only one oval.

 Yes, broad information about total household income

 Yes, detailed information for all household members, including income types, frequencies, and
exclusions

 No

24. 24. Does your system allow clients to electronically upload relevant documents? *
Mark only one oval.

 Yes

 No



25. 25. Are you able to electronically transfer client information to the destination referral
organization so that the information doesn't have to be re-entered? *
Mark only one oval.

 Yes

 No

26. 26. Does your online system provide any legal information and self-help tools that are based
on the user's input? *
Mark only one oval.

 Yes

 No

27. 27. If Yes to Question 26, which information and self-help tools does the system provide?
(check all that apply)
Check all that apply.

 Information Drafted By Our Staff Members

 LawHelp Interactive Online Forms

 LawHelpNY Information

 NYS CourtHelp (including DIY Forms)

 Information or Tools Authored/Hosted on Other Websites

 Other: 

28. 28. Was your online system developed or is it operated in collaboration with other legal
service providers or legal tech vendors (e.g., JustFix.nyc)? *
Mark only one oval.

 Yes

 No

29. 29. If Yes to Question 28, identify the collaborators that you've worked with on your online
system.
 

 

 

 

 

30. 30. Would you be interested in collaborating with additional civil legal aid providers with your
online system?
Mark only one oval.

 Yes

 No

 Maybe



Powered by

Narrative Questions (optional)

31. 31. Describe any significant technology projects undertaken by your organization during the
fiscal year ending March 31, 2018.
 

 

 

 

 

32. 32. Aside from financial, describe any major technology challenges or limitations that your
organization faces.
 

 

 

 

 

33. 33. Describe any successes or challenges you face in technology-related collaborations with
community stakeholders (e.g., libraries, social service providers, 2-1-1, faith leaders). This
includes the collection and integration of local data, trends, outcomes, emerging needs, etc.
 

 

 

 

 

34. 34. Describe any “tech dreams” for your organization or the legal service community as a
whole (e.g., collaborations, trainings, group purchasing, vendor and product reviews).
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THE ROLE OF TECHNOLOGY  
IN PROMOTING ACCESS TO JUSTICE

2018 STATEWIDE CIVIL LEGAL AID 

TECHNOLOGY
CONFERENCE

Convened by the New York State 
Permanent Commission on Access to Justice

Cornell Tech, June 19, 2018



 8:00 - 8:45 am  Registration and Light Refreshments  Lobby

 8:45 - 9:15 am  Welcome and Introductions Auditorium 

 Helaine M. Barnett, Chair, New York State Permanent Commission on Access to Justice

Daniel P. Huttenlocher, Jack and Rilla Neafsey Dean and Vice Provost, Cornell Tech

  Opening Remarks

Hon. Janet DiFiore, Chief Judge of the State of New York

 9:15 - 9:30 am  Update on Strategic Action Plan Auditorium

 Helaine M. Barnett, Chair, New York State Permanent Commission on Access to Justice 
 Anne Erickson, CEO, Empire Justice Center 
 Neil Steinkamp, Managing Director, Stout Risius Ross

The Permanent Commission on Access to Justice has developed a Strategic Action Plan 
(SAP) to help close the justice gap by ensuring effective assistance to all New Yorkers 
confronting legal challenges impacting the essentials of life. This presentation will provide 
a brief overview of the SAP, particularly the elements of the plan that pertain to technology 
strategies and initiatives and their implementation.

 9:30 - 10:15 am Developing the Ecosystem to Support 100% Access  Auditorium

 Christine Fecko, General Counsel, IOLA Fund of the State of New York 
John Greiner, President, Just-Tech 
Christopher Schwartz, Deputy Director, Legal Hotline, City Bar Justice Center

To develop an enduring technology ecosystem that supports 100% access to effective 
assistance, we need to create a common vocabulary, identify the range of how civil 
legal aid providers are using technology, and talk about the best ways to expand and 
integrate our tech projects. This session will begin a discussion that is anticipated to guide 
technology efforts in the future.

 10:15 - 10:45 am A Contextual Approach to Privacy  Auditorium

Helen Nissenbaum, Professor, Cornell Tech 

According to the theory of contextual integrity, consent is not a necessary or sufficient 
condition to protect an individual’s privacy. Instead, contextual integrity demands 
appropriateness of information flow. Professor Nissenbaum will discuss the usefulness and 
challenges of adhering to contextual integrity as compared to other approaches.

 10:45 - 11:00 am Break 
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 11:00 - 12:10 pm   Morning Breakout Sessions – Workshops on Collaboration and Integration 

These breakout sessions will allow continued conversations about advancing the 
integration of technology tools used by the civil legal aid community.

  1A: Integrating Systems – Manager-Focused Conversation  Auditorium

   Facilitator:

Lillian Moy, Executive Director, The Legal Aid Society of Northeastern New York

  Speakers:   

Adriene Holder, Attorney-in-Charge, Civil Practice, The Legal Aid Society 
Ken Perri, Executive Director, Legal Assistance of Western New York 
James Sandman, President, Legal Services Corporation

This session will provide an opportunity for non-technologist leadership to discuss how 
to manage existing technology and use technology to facilitate client services and 100% 
access, program integration and the growth of interconnected networks. 

  1B: Integrating Systems – Technologist-Focused Conversation Room 061

Doug Carlson, Chief Technology Officer, Pro Bono Net 
 Matthew D’Amore, Professor, Cornell Tech 
Jeff Hogue, Director of Operations, LegalServer

Building a flexible ecosystem of interchangeable tech services will help ensure 100% access 
by leveraging what current and future platforms do best. Together we can ensure that 
providers are technologically equipped to implement multi-provider and multi-platform 
projects. We will explore existing technologies that facilitate integration including data 
standards, platform Interoperability, APIs and seamless user referral methods.

  1C: Current Tech Integration Initiatives Room 161/165

Christopher Schwartz, Deputy Director, Legal Hotline, City Bar Justice Center 
Anna Steele, Director of Consulting, Just-Tech

Initiatives around the State are using technology to better integrate services including 
implementation of the Universal Access to Legal Services law, the Victim Services portal 
and the Consumer Help Finder portals. This session will examine the various aspects of 
designing technology systems including successes and challenges, and the key role of 
cooperation and partnerships, as well as explore how further integration across provider 
networks can occur.

 12:10 - 12:55 pm  Lunch  Lobby
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 1:00 - 1:35 pm Rapid Fire Auditorium

A series of brief presentations will highlight technologies currently in use or available to 
integrate into the New York civil legal aid community.

  Facilitator: Anna Steele, Director of Consulting, Just-Tech

• Legal Access Portals  
James Sandman, President, Legal Services Corporation

• Easter Eggs and Change Management  
Mary O’Shaughnessy, Director, Information Services, Her Justice

• Lawyer Referral Platform 
Scott Kelly, President, Community.lawyer, P.B.C.

• Open Access to Information 
Sara Frug, Associate Director, Legal Information Institute, Cornell Law School

• Artificial Intelligence in Action 
IV Ashton, President & Founder, LegalServer/Houston.ai

• Voice-Enabled Technology 
Zeke Hughes and Maximilian Paterson, Co-Founders, RightsNow

 1:35 - 1:45 pm  Break 

 1:45 - 2:45 pm Peer-to-Peer Discussions  Rooms 161/165, 061

Attendees will have the opportunity to attend two of the 30-minute targeted conversations 
identified below. Each facilitated conversation will max out at about ten people to allow for 
a one-on-one exchange of information and experience. See handout for descriptions of the 
conversations and room numbers.

• Change Management 

• Project Management 

• Online Systems for Client Access

• Tech Training

• Legal Access Portals

• Law School Engagement

• Lawyer Referral Platform

• Security Policies and Practices

• Open Access to Information

• Artificial Intelligence 

• Legal Hackathons

 2:45 - 2:55 pm Break 
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 2:55 - 3:55 pm  Afternoon Breakout Sessions – Strengthening Your Internal Technology

These sessions will emphasize the importance of evaluating and continuing to improve your 
existing technology and processes.

  2A: Security and Business Continuity Room 071

 Michael Donnelly, CIO, Simpson Thacher & Bartlett, LLP 
Jon Miller, Regional Technology Coodinator, Legal Assistance of Western New York 
Nancy Lundergan, IT Oversight Manager, Skadden Arps

This session will discuss security systems, best practices and essential policies for all 
organizations. 

  2B: Advanced Reporting: Data Visualization and Dashboards Auditorium

 Simon Rah, Senior Technical Project Manager, Pro Bono Net 
Rebecca Widom, Chief Data Scientist, The Bronx Defenders 
Anna Steele, Director of Consulting, Just-Tech

Civil legal services programs collect significant amounts of data. This session will explore 
how technology can be used to increase the data’s accessibility.

  2C: IT Management: Leading Tech Change Among Your Staff Room 161/165

 Heidi Golabek, Director of Program Management, Proskauer Rose LLP 
Michael Hernandez, Director of Client Services, Just-Tech 
Mary O’Shaughnessy, Director, Information Services, Her Justice

How do you keep your staff engaged, learning and using technology?  
Join your colleagues to share ideas on how to implement change management. 

  2D: Identifying, Sharing and Retaining Knowledge Room 061

Quisquella Addison, Program Director, LawHelpNY, Pro Bono Net 
Anne Erickson, CEO, Empire Justice Center 
John Greiner, President, Just-Tech 
Christopher Schwartz, Deputy Director, Legal Hotline, City Bar Justice Center

Knowledge retention is essential to the operations of civil legal services providers. 
Come learn from your colleagues about the challenges of knowledge retention and the 
importance of confronting these challenges with viable solutions.

 3:55 - 4:05 pm Break 
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 4:05 - 5:00 pm   Reflections on Integration and Collaboration:  Auditorium 
Next Steps and Vision for the Future

 Christine Fecko, General Counsel, IOLA Fund of the State of New York 
Christopher Schwartz, Deputy Director, Legal Hotline, City Bar Justice Center

Facilitators will report out the key points from their sessions. This will be followed by 
a discussion of a shared vision for a highly functioning, tech-friendly organization with 
interconnected networks, and action items that can be undertaken in the coming year to 
move toward that vision. 

  Closing Remarks  

Helaine M. Barnett, Chair, New York State Permanent Commission on Access to Justice
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Quisquella Addison
Program Director, LawHelpNY 
Pro Bono Net

Samantha Aguam
Staff Attorney
Volunteer Lawyers Project of Onondaga County

Jasmine Amor
Coordinator of Digital Initiatives
The Children's Law Center 

Grace Andriette
Deputy Director
Neighborhood Legal Services

IV Ashton
President & Founder
LegalServer/Houston.ai

Shtub Avraham
Professor
Technion

Bryan Babcock
IT Director
Volunteer Legal Services Project

Tim Baran
Program Manager, LawHelpNY 
Pro Bono Net

Helaine M. Barnett
Chair
New York State Permanent  
Commission on Access to Justice

Glenn Baum
Technology, Data and Training Manager
Legal Aid Bureau of Buffalo

Spriha Bhandari
Student
Cornell Tech

Laura Bligh
Director, Performance Management  
& Evaluation
Lenox Hill Neighborhood House

Jacob Bowden
IT Analyst
The Bronx Defenders

Edward Braunstein
CIO
The Legal Aid Society

Ray Brescia
Professor of Law
Albany Law School

Elise Brown
Director of Housing Litigation
Mobilization for Justice

Thomas Bruce
Director
Legal Information Institute, Cornell Law School

Sarah Burrows
Pro Bono Manager
Brooklyn Volunteer Lawyers Project

Amanda Busch
Marketing Project Manager
New York City Bar Legal Referral Service

Maeve Callagy
Staff Attorney
Part of the Solution

Paulette Campbell
Managing Attorney, CLARO Buffalo
Western New York Law Center

Juan Canales
Data Manager
Catholic Charities Community Services

Doug Carlson
Chief Technology Officer
Pro Bono Net

Kathy Chae
Grants Manager
Brooklyn Defender Services

Shelly Chakraborty
IT Manager
Legal Services NYC

Toe-Fun Chia
Network Manager
The Legal Aid Society

Steven Clark
Chief Clerk VII/Special Projects Coordinator
Office for Justice Initiatives, OCA

June Clarke
Director of IT
Make the Road NY

Georges Clement
Co-Founder
JustFix.nyc

Alex Collins
Grant Coordinator
The Legal Aid Society

David Colodny
Director of Legal Services
Catholic Migration Services

Diana Colon
Assistant Deputy Counsel
Division of Court and Professional Services, OCA

Tracy Colvard-Pellerin
Fiscal Director
Rural Law Center of New York

Mallory Curran
Attorney & Consultant
Mallory Curran Consulting

Payal Dalal
Director of HR & Operations
Center for Family Representation

Matthew D'Amore
Professor
Cornell Tech

Natalie Deduke
Application Development Manager
The Legal Aid Society

Heidi Dennis
Executive Director
Rural Law Center of New York

Thomas Dewar
Executive Director of Information Technology
Lutheran Social Services of New York

Marylee Raymond Diamond
Controller
New York Lawyers for the Public Interest

Marika Dias
Director, Tenant Rights Coalition
Legal Services NYC

Samantha DiDomenico
Associate
Stout Risius Ross

Cynthia Domingo-Foraste
Executive Director
Court Square Law Project

Michael Donnelly
CIO
Simpson Thacher & Bartlett, LLP

Shatorah Donovan
Director of Development and Communications
Center for Elder Law & Justice

Maria Dosso
Director of Communications and Volunteer 
Services
Nassau Suffolk Law Services

Cecilia Dougherty
Supervisor of Client Data Systems
Sanctuary for Families

Jordan Dressler
Civil Justice Coordinator
NYC Office of Civil Justice

Anne Erickson
CEO
Empire Justice Center
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Brian Escaravage
Telecom/AV Manager
The Legal Aid Society

Christine Fecko
General Counsel
IOLA Fund of the State of New York

Colleen Fehringer
Grant Manager
IOLA Fund of the State of New York

Elan Fields
Co-Founder & CEO
Gideon

Tina Foster
Executive Director
Volunteer Legal Services Project

Wayne Francis
Chief Operating Officer
Legal Services NYC

Sara Frug
Associate Director
Legal Information Institute, Cornell Law School

Dora Galacatos
Executive Director
Feerick Center for Social Justice 
Fordham University School of Law

Ryan Gallagher
Director of Legal Technology
Legal Information for Families Today 

John Gergely
Data Scientist
NYC Office of Civil Justice

Heidi Golabek
Director of Program Management
Proskauer Rose LLP

Gretchen Gonzalez
Staff Attorney/Marketing Committee Chair
Erie County Bar Association  
Volunteer Lawyers Project

Andres Gonzalez
ATJ Tech Fellow, LawHelpNY
Pro Bono Net

Lucia Goyen
Special Projects Manager
Catholic Charities Community Services  
of New York

Jack Graves
Professor & Director of Digital Legal Education
Touro Law Center

Nancy Melanson Green
Director of Office Administration and 
Information Technology
Nassau Suffolk Law Services

John Greiner
President 
Just-Tech

Elizabeth Grossman
Legal Advocacy Director
Lenox Hill Neighborhood House

Steven Guerra
IT Mobility and Print Services Manager
Simpson Thacher & Bartlett, LLP

Sergio Guerrero
Office Manager
New York Lawyers for the Public Interest

Jennifer Gundlach
Clinical Professor of Law
Maurice A. Deane School of Law  
at Hofstra University

Charbel Hajj
Clinic and Volunteer Coordinator
The LGBT Bar Association of Greater New York

Christine Halik
Office Manager 
Center for Elder Law & Justice 

Rachel Halperin
Chief Program Officer
Legal Services of the Hudson Valley

Melody Harkness
PAI Paralegal
Legal Aid Society of Northeastern New York

Alissa Harrison
Deputy Director of Grants and Contracts
The Legal Aid Society

Heidi Henderson
Executive Director, Volunteer Lawyers Project
Brooklyn Bar Association 

Michael Hernandez
Director of Client Services 
Just-Tech

Leah Hill
Associate Dean for Experiential Programs
Fordham University School of Law

Jeff Hogue
Director of Operations
LegalServer

Adriene Holder
Attorney-in-Charge, Civil Practice 
The Legal Aid Society

Paul Holzer
Manager IT & Infrastructure
Legal Services of the Hudson Valley

Amy Hozer
Senior Supervising Attorney & Project Director, 
Mobile Legal Help Center
New York Legal Assistance Group 

Zeke Hughes
Co-Founder
RightsNow

Ignacio Jaureguilorda
Director
Legal Hand

Randal Jeffrey
General Counsel
New York Legal Assistance Group 

Maryann Joyner
Program Director
Rural Law Center of New York

Lauren Kanfer
Staff Counsel
New York State Permanent  
Commission on Access to Justice

Dennis Kaufman
Executive Director
Legal Services of Central New York

Ambrosia Kaui
Monitoring & Evaluation Manager
Northern Manhattan Improvement Corporation

Joseph Kelemen
Executive Director
Western New York Law Center

Scott Kelly
President
Community.lawyer, P.B.C.

Alison King
Pro Bono Counsel
Arnold & Porter

Rochelle Klempner
Attorney
Division of Technology, OCA

Matt Knecht
Managing Director
Neighborhood Defender Services of Harlem

Ruby Krajick
Clerk of Court
U.S. District Court, Southern District  
of New York

John Krause
Project Engineer 
Just-Tech 

Dilip Kulkarni
CIO
Legal Services NYC
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Vichal Kumar
Managing Attorney
Neighborhood Defender Services of Harlem

Dale Kwasnaza
Associate Director, IT Projects and Planning
Simpson Thacher & Bartlett, LLP

Justin La Mort
Supervising Attorney
Mobilization for Justice

Aimee Latorre
LiveHelp Coordinator, LawHelpNY
Pro Bono Net

Darrin Lawson
IT Manager
Frank H. Hiscock Legal Aid Society

Jessica Lennon
Assistant Director 
The Legal Project

Peter Lesser
Director of Global Technology
Skadden Arps

Myra Loewenstein
CFO
Legal Services of the Hudson Valley

Nancy Lundergan
IT Oversight Manager 
Skadden Arps

Paul Lupia
Executive Director
Legal Aid Society of Mid-New York

Beth Lyon
Clinical Professor of Law
Cornell Law School

Camille Mackler
Director of Immigration Legal Policy 
New York Immigration Coalition 

Anne Malak
Managing Attorney
Legal Aid Society of Northeastern New York

Vitaliy Malyshev
IT Manager
Legal Services NYC

Rosemary Martinez-Borges
Counsel
Office for Justice Initiatives, OCA 

Celia Matos
Tech Specialist
Just-Tech

Caitlin McTiernan
Data Coordinator
New York Legal Assistance Group

Hon. Edwina Mendelson
Deputy Chief Administrative Judge  
for Justice Initiatives, OCA

Douglas Meredith
Grants & Contracts Specialist
Mobilization for Justice

Janet Miller
Senior Vice President
CAMBA Legal Services

Jon Miller
Regional Technology Coordinator
Legal Assistance of Western New York

Jean Miranda
Director of Civil Helplines
The Legal Aid Society

Mary Mone
Special Advisor
New York State Permanent  
Commission on Access to Justice

Lillian Moy
Executive Director
Legal Aid Society of Northeastern New York

Barbara Mulé
Staff Counsel
New York State Permanent  
Commission on Access to Justice

Helen Nissenbaum
Professor
Cornell Tech

Mark O'Brien
Executive Director
Pro Bono Net

Thomas Officer
Legal Tech Product Designer
Community.lawyer, P.B.C.

Anne O'Grady
Managing Attorney, Pro Bono Project
My Sisters' Place

Chris O'Malley
Executive Director
IOLA Fund of the State of New York

Thomas O'Neill
Law Clerk
Office for Justice Initiatives, OCA

Jeanne Ortiz
Disaster Response Legal Fellow 
Pro Bono Net

Mary O'Shaughnessy
Director, Information Services
Her Justice

Damaris Solis Padilla
Deputy Director
New York City Bar Legal Referral Service

Carla Palumbo
President & CEO
Legal Aid Society of Rochester

Girish Panchal
System Administrator
The Legal Aid Society

Norman Parrish
Desktop Support Manager
The Legal Aid Society

Maximilian Paterson
Co-Founder
RightsNow

Jessica Penkoff
Pro Bono & Strategic Initiatives Coordinator
Pro Bono Net

Joshua Perez
Desktop Support Manager
The Legal Aid Society

Ken Perri
Executive Director
Legal Assistance of Western New York

Seeta Persaud
Development & Communications Director
Legal Aid Bureau of Buffalo

Christopher Plumb
Social Media Coordinator/IT
Erie County Bar Association  
Volunteer Lawyers Project

Gail Pohl
Information Systems Analyst
Legal Aid Bureau of Buffalo

Simon Rah
Senior Technical Project Manager
Pro Bono Net

Ken Ramsey
Project Manager
Immigration Advocates Network

Raun Rasmussen
Executive Director
Legal Services NYC

Gabriella Richman
Associate Director, Legal Services
Her Justice

Lisa Rivera
Director of Strategic Initiatives 
New York Legal Assistance Group
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Director of Legal Services
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National Center for Access to Justice 
Fordham University School of Law School

Jorge Vasquez
Associate Counsel
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New York State Bar Association
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Director of Technology
Legal Services of Central New York
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Services
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Deputy Director
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Chief Data Scientist
The Bronx Defenders
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IT Specialist
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