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Commonalities

Sense of urgency
Pulse of demand-awareness

Focus on access/keeping the doors open not 
stopping at the end of the list

Using technology to overcome barriers language, 
distance, process/complexity of legal process



Commonalities

Set up of document assembly projects very similar:
Triage

Space to work on documents

Space to review one on one documents

Terminals that SRLs can use

Use of statewide website for referrals info both at hotline and SHCs



Hotline: Alaska

100% hotline self help center 
No office/location to visit, all contact is on the phone
Comprehensive website with forms and information
Serves statewide population 
Facilitators (non-attorneys) provide detailed
information about family law procedure & options for 

forms 
Attorney Director stays in touch with local court 

practices by court visits, email and phone
All courts refer self represented persons to the hotline



Alaska: Unique characteristics

Population is spread out across an enormous geographic area, 
most without road access

2/3 population served by the self-help center is at or below the 
poverty level

85% have internet access and email addresses
Serve 7,000+ callers per year on helpline
Website gets over 70,000 hits a year
Do statewide outreach to different providers who have contact with 

self-represented litigants (tribal offices, public libraries, social 
workers, drug and alcohol treatment providers, public health 
nurses, psychologists, PDs, DAs, AGs, administrative agencies) 



Referrals

Facilitators may set up additional phone appointments 
to provide follow up assistance

Facilitators provide legal and non-legal referrals as 
appropriate

If possible, co-browse the website with the caller to 
show how to navigate and find resources

Facilitators send follow up emails after the call setting 
out in writing what was discussed with the forms 
attached and links to other resources 



Alaska: Level of service

Higher level of service per caller than if they had one or two offices across the state, 
also serve more people

Keeps phone system simple

Judges are supportive of hotline services

Litigants appreciate convenience and being able to be anonymous
if they want

Helps staff avoid burnout by having physical distance from litigant

Phone equalizes public’s ability to access the services – can call from anywhere in 
the state, country or world 

No complaints filed 



Protocols

No individual records kept
Hours are 7:30-6 pm, M-Th
Facilitators rotate shifts, with 2 facilitators per shift at 

minimum, supervised by Attorney Director
Disclaimer always provided upfront
Email sent after the call w/discussed links to websites 

and forms which are drafted in Word (can be 
changed by litigant to suit their situation)

Staff does not fill out forms or review paperwork





Document Assembly

NPADO is used by many courts, including 
• Idaho
• California
• New York
• Montana
• Minnesota

Courts use NPADO to support website visitors and self-
help centers customers. 



How Do Courts Use Document Assembly?

Available Online 
& In Self-Help 
Centers

Available Online 
& At Court KiosksLess 

Staff Support
More 

Staff Support

Used in Self-Help 
Workshops and Clinics

Available 
Online Only



The Introduction of Automated Forms Programs in Court-Based, Court 
Operated Self Help Centers
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Law Help Ontario, Pro Bono Law Ontario (Canada)
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Center for Self Represented Litigants, Los Angeles 

Superior Court



Law Help Ontario
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Intake
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Work Area
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Project Structure

2-year pilot project launched by Pro Bono Law Ontario 
(a charitable organization)

Located in downtown Toronto Superior Court of Justice
Staff include:

2 Coordinators (1 full-time, 1 part-time)
1 Managing Lawyer (part-time)
Summer law student
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Services

General information on rules and procedures of Superior Court 
Help filling out court forms 
Summary legal advice (30-minute sessions) 
Legal representation at a trial or motion 
Referral services 
Computer kiosks 
Resource materials 
Workshops and instructional videos 
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2008 Service Statistics

2,900 people visited
1,100 of those met with a pro bono lawyer and/or 

received one-on-one procedural support from staff
56 law firms participated
165 lawyers provided service
3,000 court forms assembled through NPADO
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lawhelpontario.org
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Guidebooks & Tip Sheets
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Document Assembly
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Computer Terminals
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A2J/HD Document Assembly
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Meeting With A Pro Bono Lawyer
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Volunteer scheduling using mybookingcalendar.com
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Volunteer Intake using Survey Monkey
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Los Angeles Superior Court’s Resource Center for Self Represented Litigants

All Employees are Court Staff
JusticeCorps Program
Service Delivery Model: Workshops
12 HotDocs Programs
All stages of Dissolution & Paternity



(Pre-HotDocs) Dissolution Workshop Approach

Divorce Workshop Series
Classroom style setting, 10-12 litigants

Litigants provided blank court forms. 
Instructor leads litigants through each form, item by item, teaching 

necessary concepts of California law.
Litigants hand write all forms.

After classroom-style session, litigants work one-on-one with JusticeCorps
volunteers to complete their forms.

Litigant given “ticket” to next workshop.



Problems with the Pre-HotDocs Workshop 
Approach

Length of Time of Workshop
Litigant Fatigue
Quality of Education
Legibility & Accuracy of Handwritten Forms
Clerical Errors Causing Rejections



Why Turn to Automated Forms?

Decrease the amount of writing for the litigant.
Decrease the length of time of the workshop.
Increase the time available for litigants to focus on key 

concepts and make informed decisions.
Improve the legibility & accuracy of forms.
Resources came available.



A Solution: HotDocs

HotDocs Programs designed to be used before the start of each 
workshop.

The programs ask questions that the litigants can answer without
any legal knowledge. 

Volunteer opens HotDocs program, completes the interview with 
the litigant and the program generates partially completed PDF 
court forms.

During live presentation, the instructor teaches the legal concepts, 
and the litigant completes the forms, focusing on key legal 
issues.



Key Features of the HotDocs Program

Litigants are only asked a question once.
The programs fill in simple information (e.g. names in captions), but 

also do more complex work (checking boxes if certain facts are 
present).

The program uses information from earlier workshops to fill in 
information at later workshops.

For most litigants, the programs complete one-half of the 
information necessary on the forms.



Core Idea & Benefits of this Approach

Benefits:
Legible, complete documents
Speed Up Time for Completion of 
Forms
More Time for teaching legal 
concepts
More Time for SRL to focus on key 
issues
Case management focus for SRL
Info stored for next step

Core Idea:
Let the computer do what it does 
best: remember information, apply 
rules consistently and put 
information in the right place on the 
forms.
Let people do what they do best: 
understand what the litigant is 
trying to say and explain complex 
ideas.



HotDocs Template Development Process

Study of the current process.
Template Developer and Subject Matter Expert.
Programs designed to fit into the process with the fewest changes.
Review of programs by Court’s Attorney Manager.
Testing of programs with actual program users.
On-going support and updates.



Challenges Overcome

Time 
Money 
Buy In 
Training
Expansion 



Collaborations with Legal Services

Collaboration between Los Angeles Superior Court, CA 
AOC and Legal Service Providers.

Guardianship Clinic: Public Counsel
Self Help Domestic Violence Clinics: Neighborhood 

Legal Services of Los Angeles



Guardianship HotDocs Program 

Pre-HotDocs Model: 
1:1 pleadings prep (up to 4 hours).
With HotDocs forms completed in 45 mins.
Expansion: Use at other self help centers with on site 

attorney review.
Remote Review: HotDocs PDFs and Word Declarations 

may be e-mailed to off site reviewing attorneys.



Court User Completing an A2J Interview

New York City Civil Court 
Landlord-Tenant Interview



E-mail Answer Files With NPADO

LASC is experimenting with emailing pdf files to pro 
bono lawyers outside the court, for review before filing.

Server allows for emails to someone else, other than 
the person doing the interview.



Questions?
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