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Law Help Ontario

|. Executive Summary

In December200Rr o Bono Law Ontario (APBLEwHelph miwoc hed
yea pilot projectlocatedat 393 University Avenui Toronto andunded byThe Law Foundation of

Ontario. The underlying philosophy of the project is that seffresented litigants have a fundamental

right to access the justice system even if they caatfifiatd toretain a lawyer for fultepresentation
privately,or qualify forpro bono or Legal Aid. As such, this project striveaddress selfepresented

|l itigantsd procedur al sorthey canbétterinavigateithe gistigetanm. r i er s
Specifically, Law Helgorovidesa continuum of brief servicdmsed on a triage system that assesses

litigant need and allocates resources based on those needs

Law Help is a unique program in North America because it blends the bestloélpetfodels with the

best of duty counsel servigesd because it leverages the skills of the private bar to deliver services on
a pro bono basisThis way Law Help creates meagfal opportunities for lawyersprimarily junior
associatesto enhance access justice and to gain valuableandson, civil litigation experience.The
project alsdacilitates the administration of justice from the standpoint of judgestersand court

staff.

In June 2008, PBLO completed its first progress repoitdoar Helpin orderto set benchmarks to
assess its performanckhis reportat the one yeastage, aims to provide a statistipabfile on the
service delivery componentss well as talescribe program growth since the first progress report to
June 30, 2008.

As a pilot projectLaw Helpi s constantly evolving. Tfhistygar wa s e
which focused on volunteer recruitment,a@xe development, relationshkyoilding with the ourt, the

creation of best practice protocols and admiaiste structures (such as conflict screening protocols and
client feedback tools) and, most importantly, developing service delivery mechanisms that can meet the

needs of the wide range of litigants walking through the door. Ultimately, the staff amteerk at
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Law Helpare working to maké a project that addresses the unmet legal needs ahlumme

unrepresented litigants in a cligioicused, flexible and holistic fashion.

Of course, the core serviaeLaw Help continues to bénhe provision of stsnmary legal servicesn apro
bonobasis especially procedural information, summary legal advice and form completion assistance. In
addition, litigants can access referrals to the Lawyer Referral Service, Legal Aid @nfatioA, O 0 )
alternative dispute smlution servicesand a range of nelegal socal services.On-site services are

complemented by the r o j websie @tsvww.lawhelpontario.orgwhich offers an evegrowing

number of procedural and substaatiaformation kits, educational vide@nd links to additional

resources that can be accessed free of charge.

Most, if not all, unrepresented litigants find the civil justice process extremely complicated, inaccessible,
and intimidating. In this context,aw Help plays a critical role in demystifying the system. Judges,

masters, and court staff, accustomed to dealing with lawyers familiar with the process, benefit greatly
from the availability of a service that provides litigants with the tools to navtbatsystem. The

volunteer lawyers provide direct, praeti legal assistance, tailoreid the extent possibl¢ol 1 t i gant s
individual capacitiesnd abilities. Most litigants atederstandably anxious about the conflicts and

stresses associated lwlitigation, yet gain comprehension and a corresponding confidence in the

conduct of their cases. Moreover, many are greatly reassured by the fact that they cém lcaturn

Help as many times as they wish to receive ongoing guidance, assistance@ortl sup

Pro Bono Law Ontario n
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LAW HELPBASIC STATISTICS

January 12008 ¢ December 31, 2008

Visits to the Centre 2,914
Individual litigants served 1,069
Services rendered 6,104
Law firms participating in the project 56
Lawyers providing pro bono legal services 165
Pro bono hours donated by lawyers 1,247
Estimated value of pro bono services (based maway. hourly rate of $356) $443,932

Page views dtawHelpQad 6S0aA (ST 666 Pt | 6 KSE LI 49,203
Resourceslownloaded from website (proceduré substantive inbrmation kits) 8,603

Court forms completed vianline automated document assembly prografA2) 3,032

Along with service delivery, evaluation acdntinuous improvemerire ongoing activities of this

project. The following report describes the firstryeblaw Help from January 1 to December 31,

2008. It focuses on developing a better understanding of the litigants assisted, the services provided and
the ways that those services may be improved. In addRBRO is also in the process of undergoing

an independent evaluation to further infduaw Helpd activities, outcomes, and overall impact on the

civil justice system.

This oneyear interim report is divided into eight sections: Section | provides a brief overvieawof
Help andSection Il provigsa profile of the litigants-primarily in terms of theipersonal

characterists. Sectiors Ill, IV, andV describe the service overview, descriptiand delivery. As noted
above the key services &taw Help are the provision of procedural informatiGmmary legal advice

and assistance with form completion. Section VI details supplementary, albeit no less important,

! This statistic captures every person who accedbedctentre for basic information, referrals, intensive assistance or pro
bono legal assistance.

% This statistic, a subset of the number of visits to the centre, captures the number of individual litigants for whom an
application was completed and a figpened. This means those people who received intensive procedural assistance and/or
met with a pro bono lawyer.
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services such as the development of publiallegormation materials and esite public legal seminars.
Section VII provides a summaof feedbaclgatheredrom both the volunteer lawyers and the litigants.
Finally, Section VIII provides a summary conclusion of the impattaoy Help at the one year mark.

An unrepresented litigant signsinattaw Helpb s r eception/ triage desk
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Il. About Law Help Ontario

ThelLaw Help Ontariavalk-in centre is located on the main floor of 393 University AveiBuiete 110

inTorontoit he buil ding that houses Tor onThelbwsomai n

operation are Monday to Friday frd@i30 a.m. to 4:00 p.nT.he centre is staffed by at least one intake
coordinatorevery daytwo volunteer lawyers (different each day) and pro bono law studeatsHelp
operates as a walk centre, on a firstome, firstserved basis. Everyoiidancluding those whamnly
want to pick up grocedural information guides asked to sigim. Litigants who request or require
more than 15 minutes of assistance from the intake coordinator or pro bono laregsised to

complete a detailed intake form.

In order to qualify forpro bonoassistance dtaw Help, litigants must meet financial eligibility criteria.
Litigants must present with a civil (ndamily) issueand may onlyact asndividuals. Comparies,
corporations and busgsses do not qualify feervices. In limited circumstances, business owners are
assisted, on a cady-case basis, if they meeaw Helpd financial eligibility criteria. Litigants must

also clear a conflict of interest check with the lawyer/law firm designated to assigthtitesy.

S

A litigant isfinanciallye | i gi bl e f or s e mprmarg sourde bf intomeis fromoneerh o | d

more government support prograrasthetotal gross household income falls beldw program's

financial cutoffs as belowwhichare seat 2000 f t he Co urduidelnefee Wai ver

Number in Family Annual Household Income

1 $36,000 / year
2 $54,000 / year
3 $61,992 / year
4 $73,992 / year

AAAAAAA

|lncomecu2 T¥a TFI NI SEOSSR [S3If !'AR hyidlINAR2Qa TFTAYFYOAFf St A3IA
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The volunteer lawyers arichw Help staff deliver a full range dfrief legal services to assist

unrepresented litigants and address the key challenges thap fdigation. Services include:
T Information on rules and procedures

Help filling out court forms

Summary égal advice

Legal representation

Referral services

Computer kiosks

Resource ntarials and

=A =/ =4 =4 -4 -4 -

Legal seminars

Litigants at work table and computer kiosks
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lll. Litigant Profile

Litigantsmust compete an application form arpiovide detailed information about their level of
income, geographical rem, languageage and educatiofhe information collected provides valuable
insights into the nature of theverage selfepresented litigant appearing before the Superior Court of

Justice

A. AREA OF RESIDENCE

As indicated in Figure 1 below, the great majority_afv Help clients reside in the 416 and 647 area
codeswhichcanbeexpece d gi ven that the projete@urtal363c at i o

University Avenuédn Toronta

Interestingly, a growing percentage of clients reside beyond these area Apdesximatelyl in 5

litigants (21%) residein the 905 areaa slght increase of 3% from thex monthreport In addition
litigantshavecome from agar as OttawaWindsor, Woodstock, Waterlo&eswick, Picton, Niagara

Falls, Elliot Lake, andhe province oQuebec Thisindicates thatpublic awarenessf LawHelpis
expanding beyond the City of Toronto boundary. This may be, in part, the result of several outreach
efforts,includingnewsarticles in various print mediaveblinks on the Law Society of Upper Canada
Legal Aid Ontaricand Ontario legal clinisvebstes anda presentatiogivenby PBLO at an Ontario

legal clinictrainingconferencen April 2008

Arguably, the fact that some litigants are traveling a fair distance further underscores the need to

develop more resources to address the neadsrepesenteditigants in other parts of the province.

Pro Bono Law Ontario l!!l
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Area of Residence by Area Coc

1% 39419

m416/647

m 905
613

m 705

m519

Figure 1

B. SUITABILITY FOR SERS

Law Helpis primarily designed to servenrepresentelitigants that have the capaciénd abilityto

(@}

represent themselves with the assistaof brief servicesLawHelpst af f | mpl ement a
weighing various factors to assess litigants appropriateness for sefvamors such as English
proficiency, literacy, mental health, incidence of domestic violesnog case completyi areconsidered

by bah intake staff and pro bonoAgerswhen assessing litigant cagity.* The overwhelming majority

of litigantspossesshis self-help capacity with 92% of litigants (see Figure 2 below) being an
appropriate fit fol.aw Help services.” This statistic is particularly compelling given the high incidence
of poverty among.awHelpd s cl i ents, which is often understo
for unrepresented litiganfsA very small proportion ofitigants have legal, leguage or psychsocial

needs thatiemand more intensive intervention thaaw Help can provide. Thedé@igantsareusually

referredto other programs or resources and, in some cases, efforts are made to match the litigant with a

pro bondawyer to provile the level of assistance required.

“ See the Law Help Ontarfperations Manuaflor further detaik on this triage process.

® The suitability of the litigants is assessed during each \igigantsare deemed inappropriate if the lawyer felt the
litigant may not have the ability to effectively represent themselves.

® Client income is discussed mdtdly in Section F.
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Percentage of clients deemed appropriate sélélp
candidates

m Suitable Unsuitable

Figure 2

C LANGUAGE

As Figure 3 below demonstrat&siglish is the first language of alm@8 of litigants 62%) andwith
slightly overl/3 of litigants(38%) spealng a first language other than Englisimterestngly, this
representsfrom the6-month progress repefabout a 10% increase in litigants seeking assistance

whose first language is not English.

Unfortunately,Law Help does not currently have the resources to provide interpretation sewiteh
cancreate obstacles for some litigants. As sacly, future iterations of this project should likely budget
for interpretation services for both summary legal information and gdsogell aghe translation of
LawHelpbs publ i c | egallnpartcular,adsistance infreenel be reqliredvhen

theLaw Help service delivery model is to be expanded to other areas in the province, such as Ottawa.

In many cased,aw Help staff will advise that a relative or friend attend in order to glewssistance.
At times, creative solutions are able to be offered. In one case, an elderly woman with language and
cognitive barriers was provided with an interpreter over the piwoevas able to understand her

concerns and assist in the interview @rfdrmation process.

"The interpreter was a staff lawyer with Legal Aid Ontario’s Clinic Resource Office.
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Figure 3

Language

m English as a First Langua

English as a Second Langue

D. EDUCATION

With respect to educational levetgproximatelyonethird (33%) of litigants have a university degree
or college diplomand just under hal44%) of litigants have aeast some university or college
educaton and a high school educatioim contrastonly 1 out of 20 litigants (5%) have jusgrade
school educationThis data suggesthat most litiganthave an educational background suitable to
effectively use the type of services (such as the A2J dextuassembly program) thaaw Help

provides.

Education

u Grade School

m Some High Schoc

m High School

m Some University/College

m University/College Graduats

m Post Graduate

Figure 4
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Figure Sbelowdemonstrates that most litiganisiting the centrare at least 35 years of a@#%o) and

just over5 out of 10 (50%itigants are at least 45 years of ade.contrast, very fewitigants are under

25 years of age (just 4%) and only 16% are under 35 years of age. With approximately 14% of clients
over the age of 65, this demographi &ofciizensery cl

over the age of 65.
Figure 5

Age

4%

m 1824
m 2534
m 3544
m 4554
m 5564
H 65+

F. INCOME

AtLawHelp, i ncome amounts are tracked according to
persons per household. As Figures 6A, 6B, 6C, 6D, and 6E show, the majority of litigants across all
household sizes were not high earners. Iritherson per household category, 86% earned $27,000

gross per year or less and 71% earned $18,000 gross per year or less. In the 5 or merpgrerso

household group, about ®earned less than $27,000 gross per year.

The data also demonstrates thatdhmller the household, the more likely that the household's source of
income was social assistance. In 1 person households, 53% of liteeeitedsocial assistance but in

5 or more person households only 16% werivedsocial assistance. In cordgtathe larger the

household, the more likely there was to be a higher household income. For instance, in 5 or more person
households, 7% earned at least $85,980 per year.

8 Source: Statistics Canada, CANSIMO06

Pro Bono Law Ontario l!.



Law Help Ontario Year One Report 2C

N

Figure 6A

0% 1%
1% 1%

3%

1 Person per Householc
m Social Assistanct
m $18,000 per year
m $18,000 and $27,000 per yee
m $27,000 and $30,984 per ye:
m $30,984 and $36,000 per yes
m $36,000 and $42,984 per yee
$42,984 and $54,000 per yect
m $54,000 and $61,992 per yes
$61,992 and $72,244 per yes
1 $74,244 and $85,980 per yes
= over $85,980 per yeal
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1% 0% oy Figure 6B

3%

2 Persons per Householc
m Social Assistanct

m $18,000 per year
m $18,000 and $27,000 per yee
m $27,000 and $30,984 per ye:
m $30,984 and $36,000 per yes
m $36,000 and $42,984 per ye:
$42,984 and $54,000 per ye:
1 $54,000 and $61,992 per yes
$61,992 and $72,244 per yes
m $74,244 and $85,980 per ye:
m over $85,980 per yeal

0% 0%1% Figure 6C

3%

3 Persons per Householc

m Social Assistanct

m $18,000 per year

m $18,000 and $27,000 per ye:

m $27,000 and $30,984 per ye:

m $30,984 and $36,000 per ye:

m $36,000 and $42,984 per ye:
$42,984 and $54,000 per ye:

m $54,000 and $61,992 per ye:
$61,992 and $72,244 per ye:

1 $74,244 and $85,980 per ye:

1 over $85,980 per yeal
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1% 0% Figure 6D

4 Persons in the Househol
m Social Assistanct

m $18,000 per year
 $18,000 and $27,000 per ye
m $27,000 and $30,984 per ye:
m $30,984 and $36,000 per yes
m $36,000 and $42,984 per ye:
$42,984 and $54,000 per yest
= $54,000 and $61,992 per yes
$61,992 and $72,244 per ye:
$74,244 and $85,980 per ye:
m over $85,980 per yeal

Figure 6E

5 Persons + in the Househol
m Social Assistanct

m $18,000 per year
m $18,000 and $27,000 per yet
m $27,000 and $30,984 per ye:
m $30,984 and $36,000 per ye:
m $36,000 and $42,984 per yes
$42,984 and $54,000 per yes:
1 $54,000 and $61,992 per yes
$61,992 and $72,244 per yet
$74,244 and $85,980 per ye:
1 over $85,980 per yeal

Pro Bono Law Ontario lﬂ



