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Brief Description: Intake and service delivery systems focusing on a customer-
centered approach using new tools and collaborations to increase access to legal 
information and assistance.  
 

 
Topical Outline: 
 

I. Introduction and Framework 
a. The Challenge -What does the data tell us? 
 

II. What Customers/Clients Need and Where They Start 
a. Libraries 
b. Social Workers 
c. Clerks of Courts and the Role of Mediators 
d. Internet 
 

III. Creating New and Different Access Points 
a. LSC Website Grants 
b. Statewide Legal Aid Websites 
c. Court Websites 
d. Library Websites 
 

IV. New Tools and Techniques 
a. Hotlines 
b. Online Applications for Legal Aid Programs 
c. A2J Interviews 
d. LiveHelp 
e. Video Conferencing 
 

V. Communication and Collaboration – One Good Idea Leads to Others 
a. LiveHelp-Cross Jurisdictional Use and Replication 

i. Cross State Assistance 
b. A2J Everywhere 
c. Courts and Legal Aid Programs 

 
VI. Results   

a. Tackling the Challenges of Serving Diverse Urban and Rural 
Communities 

b. Overcoming geographic, language, cultural & literacy barriers 
 

 
 

Notes: 
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