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About this report

Courthouse Libraries BC prepared this report on the Just a Click Away Conference. On February 23 & 24,
2011, a national audience of those who provide and support public legal education and information met

in Vancouver, British Columbia to focus on how technology can be used to deliver PLEI.

This report is available online at www.justaclickaway.ca.
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Introduction

Public legal education and information (PLEI) educates the public about the law and provides practical
resources for individuals to solve legal problems. The Just a Click Away Conference aimed to identify
effective practices in using technology to provide PLEI, and to recommend strategies on how these
practices could be further developed and supported.

Building on sessions at public legal education conferences hosted by Educaloi in Montreal in October 2010,
and further developed by a series of pre-conference webinars, the Just a Click Away initiative featured a
national conference in Vancouver, British Columbia on February 23 & 24, 2011.

The conference featured speakers and panelists from a range of backgrounds: public legal education, legal
aid, community agencies, libraries, web development, social media, government, courts, and evaluation
experts.

There were over 100 conference participants, including PLEI practitioners from across Canada, lawyers,
librarians, community workers & advocates, government & court staff, and Law Foundation staff and other
funders.

This report on the conference features three sections:

e A description of promising practices in using technology to provide public legal education and information.

e Arecap of the conference sessions.

e Adiscussion of next steps for the PLEI community in continuing the momentum from the conference in
furthering sharing and learning around effective use of technology for PLEI.
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Promising Practices

“Technology holds great promise in expanding the reach of affordable legal information,
advice and representation. ”

“As providers, platforms and services increase
emerging. Any strategy of enhancing access to justice through computer and Internet-
based initiatives will have to operate in a collaborative fashiontobe ef f ect i v e.

These quotes from the May 2010 report Listening to Ontarians: Report of the Ontario Civil Legal Needs
Project(http://www.Isuc.on.ca/media/may3110 oclnreport final.pdf) highlight the potential that
technology offers to enhance access to justice, as well as the challenges in using technology effectively. A
significant amount of innovative work is being done in pockets across Canada with technology and public
legal information, but:

e technology continues to evolve at a breathtaking pace

e geographic distances and variations in law and context across the country make sharing challenging

e legal services are evolving rapidly, increasing the complexity of the broader landscape of which public
legal education forms a part

Sharing of effective approaches has the potential to maximize the impact technology can have in enhancing
access to justice, and can help minimize any duplication of efforts.

At the Just a Click Away Conference, presenters and participants shared their successes and experiences in
using technology to provide public legal education and information. This section highlights promising
practices for effectively using technology in PLEI.

Always start with audience needs, not the technology

A key to developing effective public legal education and information is identifying the audience and their
needs. Before considering the technology, be clear about who is the target audience and understand their
needs. It is then possible to consider how technology can be used effectively and efficiently to reach the
audience.

In defining the target audience, be as specific as possible: for example, is it new immigrants or the frontline
workers who work with them?

To connect with the target audience, work with agencies who are members of the target audience or
engage with frontline workers who work with the audience. Go with frontline workers to their communities
to find out directly about the needs of the community.

To learn the needs of the target audience, ask the audience what they need to know and what they need to
be able to do. The key question is whether what is being offered is going to be useful to them.

In determining needs, make use of information available from other sources; for example, census data or
recent reports about the audience.


http://www.lsuc.on.ca/media/may3110_oclnreport_final.pdf

Cooperation and collaboration: use the model that works best for the context

Cooperation is a much easier thing for people and organizations to do than collaboration. Collaboration is
a more formal arrangement —it involves participants coming together and significantly adapting their
approaches to a goal to allow for the sharing of resources and responsibilities. That takes time. Cooperation
is an informal arrangement in which participants maintain more independent mandates and
responsibilities, but do some work together to meet a common goal.

An example of where cooperation has been successful is the open data movement, where people
cooperate to share data widely and freely, in formats that others can use and transform into yet more
useful information.

There are times when collaboration is necessary and effective. Where the goals of participants are closely
aligned, a specific collaborative initiative can be very effective. For example, Clicklaw and CLEONet are two
public legal education portal websites that feature many agencies successfully collaborating on maintaining
a single entry point into their diverse information sources.

Share lessonslearned, and adapt/ build on what others have done already

Buildont he wor k ot her sinvenatheevheeliofn ey o D o th &Far éxdmpllyiav e t o
considering when to translate materials, look to demographic information from Statistics Canada and
information from settlement agencies on client case loads, together with your own research into

community needs.

Adapting to changing audience needs requires trying new things, experimenting, and taking risks. Share the
lessons learned from risks taken, and learn from what others have tried.

Maximiz e the use offree technologies and tools, focus investment on people

There are so many free technologies available that the starting point should be to look at using free tools if
they are appropriate. Maximizing the use of free technologies encourages a focus on investing in people,
content, and service. For example, Access Pro Bono sought a way to deliver legal advice clinics to people in
rural and remote communities in BC. By using Skype, a free software that allows voice and video calls over
the Internet, they could connect clients in remote areas with lawyers in larger centres.

User-centered design : Keep it simple

Keep the users at the centre of the design process. Understand their goals and what they need to get done.
Engage them through a variety of methods, including surveys, interviews, and observational research.

Engaging your wusers doesn’ tUsilngaapeedrawviogs dfveeb dagesgam t e ¢ h
be very effective in testing scenarios with users of new ideas or improvements.

Be aware that what users say and what they do are different. In interviewing users about their needs, be
cautious about asking someone what they want; a better approach is to work to understand what they do.
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Evaluation: Set goals, measure performance

It is important to track and understand who is coming to a website, as part of knowing whether the site is a
success. Google Analytics is a free service that generates detailed statistics about a site. There are four
main areas to track: (1) How many people are coming? (2) Where are they coming from? (3) What do you
want them to do? (4) What are they actually doing?

Even more critical is establishing goals for the site and measuring performance against those goals. To

measure performance, setting key performance indicators (KPIs) can be very useful. KPls can serve multiple

pur poses: to evaluat e, promot e, celebrate, |l ear n,
measured gets done."”

With social media, be conversational, experiment, and keep it manageable

Social media can be trivial but it can also make profound connections. It can reach across gulfs of class and
prominence and political power.

Social media is conversational, accessible, and sociable, which makes it different from broadcast media,
where an expert pushes out the message. Social media encourages conversations and collaboration. It
facilitates multiple voices, rather than just one.

Come in to social media with a sense of intention. Identify the audience to reach, the goal to be achieved,
and how to measure success.

Keep participation manageable. Try short term experiments with a limited number of social media
platforms to see what works. Put constraints on the time spent until the benefit is established.

Converse with the audience, share stories, be open. Use a personal voice. Honesty and transparency work.

Make it easier to share your information with others

Take steps to make it easier for others to use your information. Syndicate content using RSS (RSS is a
standardized format for web content that makes it easy to share updates). Strive to use Creative Commons
licensing on materials to enable wider use. Enable users, where appropriate, to repurpose and extend the
content. For example, InMylLanguage.org enables users to customize information sheets by adding their

own logo, contact information and local information.

Strive for continuous improvement, but remember the mostyouc andois
the best you can do

When building a website, reserve a percentage of the budget for upgrades. Make changes in small gradual
steps and test them. Strive to improve on a continuous basis.
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Leading the Charge

Keynote Address: Open Source Justice?Using Technology to Advance
Access to Justice

David Eaves opened the conference with a keynote to inspire those in the public legal

information community to take up the next challenge of innovation within their roles as

members of the legal community.Oneof Nort h America’s most ex
entrepreneurs and open government activists, Eaves argued that open source

technologies, cooperation models, and transparent information have the potential to

transform public access to justice. For more visuals, see E a v gides on Slideshare.

The emerging experience in the open data space offers lessons for the legal community. In fact, the
experience in the open data movement has the potential to be adapted to the legal realm to enable
citizens to better access justice, as well as to produce a long term change in public policy.

What is the open data movement?

Three key elements make up the open data movement:

e Open and accessible data is data that is shared
widely and freely, in formats that are malleable and
useful. It is data that users can play with, map, and
make into tools that benefit others.

e Open standards for this data that respect privacy.

e Open source software is used so that others can
benefit from and extend innovations - for example,
when one city has developed an open data tool and

releases it as open source, other cities can use the

tool using local data for its citizens. David Eaves

An example of innovation that the open data movement
can foster is Emitter (www.emitter.ca). The site tracks pollution in neighbourhoods across Canada, mapping
air quality data from an Environment Canada database that is available in an open and accessible format.

Community members, activists, or health workers can interact with the data in ways that are more relevant
to them, seeing a map with pollution readings for nearby plants, as well as the contact information
(including the email address) for the plants and the local Member of Parliament.

The result is not just an additional interactive tool, but one that plays a role towards increasing government
transparency and shaping public policy. Open data allows citizens to not only read information, but to grab
the aggregate data and build with it.

Governments must present data in downloadable, workable formats for these innovations to happen.
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Lessons for the legal community

There are important benefits to opening up access to data. The first is a collapse in transaction costs —the
costs that are involved when citizens or interested users must ask to have that data released to them, and
potentially have different users on different occasions ask again for data that was already released to
another user. In addition, having the data released in a format that is increasingly barrier-free, in a format
that is more playable and pliable (a spreadsheet versus PDF, for example) reduces the resources (skills,
time, technology) required to work towards a goal or tool.

A second benefit to opening up access to data is that it can lead to innovations in accessing the law.

Where, Eaves asked, wouldyoup| ace yourself on the foll owing cont
ofissues a citizen with a computer can be as effectiyv
solve problems on their own, Eaves suggested, it is potentially the case that the law is impenetrable. If a

citizen with a computer cannot replace a lawyer for the most basic transactions, we are never going to

solve our accessibility problem, since there will never be enough lawyers.

Cooperation is easier than collaboration

Open data enables cooperation, which is a much easier thing for people and organizations to do than

collaboration. Collaboration is hard to do —it is high touch and very expensive. We should be doing it only

when it makes sense. Open data is based on the mo
need your permission; we can use the data to do what we want and you can use it to do what you want.

Not every legal problem can be articulated as a problem that cooperation can solve. There are times when
we need the high touch. (There should be no worry about there being a shortage of legal problems for
lawyers to address.) But we should be exploring how we can use cooperation to address legal problems.

The innovation challenge: Reducing the need for a lawyer for every transaction

Finally, Eaves established what hesawasthe“ | nno v at i oimthe tedalaeblrh: onrgstethe value
out of the low end of the law. Eaves argued that legal issues that are common could be distilled to concepts
that we collectively agree upon. That has already been done in the

copyright realm. The Creative Commons symbol has become a creative
standard by which a creator can select a more flexible use of their commons

work thanthe “a | | rights reserved” paradigm of traditiona
People increasingly recognize the icons that communicate the six major licenses available, and understand
the bundle of rights that go with those licenses.

In a similar way, a logo or brand could be used to signify a validated, standard form or contract for some of

the most common disputes, such as wills or rental agreements.

The result would be that everyone involved in the transaction knows what they are agreeing to. Such a
product could become the go-to standard that could save legal fees and conflict. When you have that kind
of standard product, then lawyers can be involved in a more cost-effective way for the public.

Using open source technologies, multi-channel cooperation (with small pieces, loosely joined) and
transparent information, we can transform public access to justice.
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Using Technology to Enhance Access: Real Woilld Examples

Following on the heels of the keynote was a conversation about examples and strategies
for using technology within the justice system to improve public access. Moderated by
Mark Forsythe of CBC Radio, the panel featured Mark Benton of Legal Services Society of
BC, Julie Mathews of Community Legal Education Ontario (CLEO), the Hon. Associate Chief
Judge Gurmail Gill of the Provincial Court of BC, Johanne Blenkin of Courthouse Libraries
BC, and Allan Seckel, QC, Deputy Minister to the Premier.

Opening remarks

Mark Benton, QC, Executive Director of the Legal Services Society of BC, described how LSS is exploring
how to build on local community services through active partnerships. Strategies around technology
include using social media, videoconferencing and phone line services, combined with mobile services in
remote communities.

These technology-based access
strategies would be used alongside
partnering with other services such as
public health, and building a visible
community presence through existing
agencies.

For Julie Mathews, Executive Director
of Community Legal Education Ontario
(CLEO), one way to provide access is
through organizational websites and
portals, and through working with

- g .

community organizations across the .
Mark Forsythe, Allan Seckel QC, and Johanne Blenkin

province.

CLEO works with community organizations,

providing platforms and technology for community workers and frontline people. For example, CLEO
provides the platform for webinars aimed at community workers, and partners with subject matter experts
to provide the content. CLEO focuses on low-tech methods because many community workers don’t have
access to high tech. CLEO also has a presence in social media, through Twitter and Facebook.

The Hon. Associate Chief Judge Gurmail Gill of the Provincial Court of BC explained that Canadian
jurisprudence supports the principle of the open court for reasons that include confidence in the system
and accountability. The new technology is pushing us on this front. The goal is to use the technology to
promote these underlying values. It is a work in progress.

Just a Click Away Conference Report p. 10



The BC Provincial Court site has a variety of information, including a database of judgments. The court is
looking at an RSS feed, and a Twitter feed notifying that a judgment has been made. Other courts have
similar initiatives. The California Court of Appeal, for example, has a Facebook page.

Johanne Blenkin, Executive Director of Courthouse Libraries BC, highlighted that what we have is the
perfect storm: changes in the justice system which mean that people are doing a lot more for themselves,
and technological changes that present a whole range of new opportunities to meet people’s needs.

We have a lot of information in our libraries — but people have to come into the library to use it because it
is sold by multinationals and they put restrictions on its use. The challenge is to get the information to the
people. Coming into the library to use a computer is ironic in this age.

Allan Seckel, QC, Deputy Minister to the Premier of British Columbia, described how the BC government is
promoting a citizen-centred approach. The public service is poised to open public data sites. Staff are
allowed to use social media where appropriate. Government has done some consulting about legislation
using social media tools. Government websites are moving to a focus on helping people to find services and
access them.

In terms of crushing the value of the justice system, this is not a probability. The justice system is difficult to
reform —it is designed to be a
one-off, “bespoke” system. But so
many times people don’t need
that system.

What are the risks of
providing PLEI via
technology?

It's not an either/or. People say
they like legal aid to be delivered
in person. But they also like to
control their research so they can
own the solution.

There are some major challenges

—such as literacy, and challenges
& & Allan Seckel QC, Johanne Blenkin, Hon. Associate Chief Judge

in meeting the needs of the Gurmail Gill, Julie Mathews, Mark Benton QC, Mark Forsythe

disadvantaged—don’ t put al | our
eggs in the technology basket.

CLEO presents information in the context of community support —the technology is not a stand-alone tool,
but is given in the context of community connections.

Privacy concerns

There are privacy issues concerning the use of technology, and in particular there are issues around
litigation. There is a difference between data and information. In the justice sector, we would not put out
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information about a particular case (this would be a privacy concern) . Rather, we are putting out lots of
anonymized data about trends and how systems operate.

Complex nature of legal information

An important question around Creative Commons is, how do we open up our information? What kind of
controls do we put in place with having legal information customized? We have already provided materials
for free. How do we enable that use with legal information? There are issues of legal accuracy.

The problem with online legal information is that there is no quality control, and no central credible place.
But we do it rather than not do it. Clicklaw and CLEO provide some quality control —that’s why they are so
important.

Are outcomes commensurate with activities?

This is an area of research where a lot more needs to be done — comparing outcomes with different forms
of legal delivery —this is apart from the fact that the person is happy with it.

We rely on anecdotes as if they were data. What is effective? How early do they get a stable resolution to

their legal problem?

Legal information, legal advice

The aim is to make sure more people know about both the legal information and the supports available.
We need to make sure community providers have legal information.

People won't get into the complexities. (They don’t want to.) This is a huge challenge. Data is great for
community engagement, but in delivery of legal information, we are dealing with complex problems. How
do we layer responsibly?

Let’s |l ook at relaxing the control over who gives
be having to look over your shoulder to make sure you are not giving advice.

We should not worry so much about the advice/information line. People don’t understand it and why are
we taking people to the precipice and leaving them there?
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What °' s your strategy? Do you buil d-tpine big
websites? Questions about how to improve your website strategy were raised by Phillip

Djwa of Agentic Communications (the team that built CLEONet and Multilingolegal), who

coined the phr ase-h“twh evedi guiitsalt oaco lexgye T i en
digital footprint online. With Phillip was a panel featuring Rick Craig of Justice Education

Society of BC, Hubert David of Educaloi, and Diane Rhyason of the Legal Resource Centre
of Alberta. For more visuals,see P h i | | | PowefPqinwstdes $PDF, 2.1MB)

Phillip Djwa framed the challenges of website strategy by outlining changes in the way we use the web.
Ten years ago, most organizations didn’t even have a single website, and struggled to create them. But now
many organizations have shifted to having multiple websites. You may have the organization’s main
website, then specific websites for various campaigns. Your online presence may also include Facebook, a
Twitter feed, webinars, podcasts etc.

ly 2NBFIYATFGA2yQa RAIAGHE SO02t238

Digital ecology must be part of any strategic approach to your organization’s digital thinking. The interplay
and interconnections between websites — for messaging, branding, technology, and coordination —
becomes important when there’s more than one site.

A digital ecology is the way that web visitors experience an organization’s digital footprint online. We need
to think about and understand the people we are trying to serve, bearing in mind that more people now go
to Facebook and YouTube than Google.

Issues that organizations face within their digital ecology include:

e Maintaining consistent messaging across their sites.
e Managing technology and hosting.
e Having a clear voice for the organization.

e Obtaining funding and managing resources. Digital ecology is the complex

e Being able to integrate data. interplay between all the pieces

e Addressing multilingual issues. of an organizat
Issues that are important to the audience include: footprint as well as audience

e Canltrust you? expectations and interests.

e Can|find content easily?

e Can | find this organization?

e Do | know how this organization positions itself?

e When | need to use information, do | get a clear idea about what I'm supposed to do?
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Panelists

Hubert David explained that Educaloi uses one website.
All new content goes onto the existing site. Advantages
include:

e Easier for users to find information. Everything is

thereinone pl ace, it slinkedear

e Easier to market. Having the one brand makes it

easier to communicate with the public that when they

have a legal information question, think Educaloi.
Over 3,000 sites now refer to Educaloi. That helps
with search engine optimization.

e Easier to make legal updates. It is easier to update the

site with legal changes because all the content is in
one place.

Rick Craig explained that the Justice Education Society of

BC has multiple websites — 30 sites. Justice Education
organizes their online presence in terms of four areas:

e Things people need to know about the society and
how to access its services.

e Self-help, for people who are engaging relating to
their legal issue.

e Education for the general public, teachers and students.

«

«

Great model for structuring public legal

Tweets for this session

education information @Educaloi:
infosheets, quiz, step by step, training,
glossary. #justaclick

When JES creates an online resource,
the desire is to partner with an
organization that takes ownership of
the resource #justaclick

Alta Legal Resource Ctr shares their
experience with team blogging at
#justaclick conf: multiple voices
spreads workload & increases engagmt

e Toolkits that other service providers can use with their clients. One example is a toolkit that (a) victims

services can use; and (b) victims can use. These toolkit sites may have general information plus internal

password protected pages.

Diane Rhyason outlined the approach taken by the Legal Resource Centre of Alberta:

e The Legal Resource Centre has a corporate site and 19 specialized sites. They decided to use a

specialized site based on the breath and complexity of the topic and size and nature of the audience.

One example of a specialized site is Charity Central.

e Their digital ecology also includes the blog Blogosaurus Lex and a Facebook page. Legal Resource

Centre staff blog as a team, with the occasional guest blogger.

How do users find these sites?

e We promote each of our sections separately —they have their own marketing strategy. We also adapt

the way we present information, section by section. —Hubert David
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How do you balance multiple points of access with the need for a clear pathway?

e We aim to maintain a similar voice across sites —mostly we work in a story format and we have
considered the pedagogy for each site. — Diane Rhyason

o Different audiences have different expectations. For example, our site for youth at risk is all animation.
The audience shapes how the content is organized — not just the imagery. — Rick Craig

Shared views

e The goal is to maximize common entry points, and work with partners in the justice system in order to
serve the client. As portals like Clicklaw and CLEONet and content-rich sites like Educaloi evolve, the
ideas about how to link to materials are going to change.

e Keeping information up to date is a massive task for all of us.
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Big Picture Issues

Social Media Essentials

In this session, Rob Cottingham of Social Signal explored what social media is, how it differs
from other communications channels, and keys to success and best practices in using
social media. For more examples and visuals, see Rob’s presentation (PDF, 2MB).

Today we can start a blog that is instantly accessible to a huge audience. We can haul out a Smartphone
and upload a video to YouTube from anywhere.

There is still a digital divide but that gap
has narrowed dramatically. Social media
can be trivial but it can also make a
connection; it can reach across gulfs of
class and prominence and political power.
Messages in social media can challenge
the dominant narrative in the media. They
can provide a tipping point and bring
millions into the streets.

Social media is conversational, accessible,
and sociable. Ideas can spread very

quickly and widely. Social media is like a ] o
Rob Cottingham, Social Signal

cocktail party —people talking to people.
The fact that social media is conversational makes it different from broadcast media, when an expert
pushes out the message. In social media, you have multiple authors, not just the one. People can have the
conversation in the time and place of their choosing; they can connect, converse, and collaborate.

What works in social media?

Honesty works. Transparency works. Be open about motives and use a personal voice.

Social media is person to person —you want people to see not just the logo but the person behind it. Social
media can represent value in terms of outcome: knowledge, entertainment and emotional connection. Or
it can be negative, for example, online bullying.

If you offer something of value, people will engage. In social media, you have to be willing to learn by
listening.

Social media has a range of modes: the conversation on a blog is different from comments on YouTube.
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Key discussion points
e Finding the time:

0 Figure out how you are realizing benefit. Put constraints on your use of resources and time until
you see where you are getting a benefit. You may choose to start with just a Twitter feed and a
blog to share resources relevant to a particular event.

0 Look at ways to reduce risk. Look for third party tools you can use, e.g. Facebook. Do a pilot that is

«

not going to expose you too much.
0 Use this as an opportunity to learn. Figure
out what it is you want to achieve and how

you are going to measure it (using Google TWEEtS fOf thiS session
Analytics, surveys, etc). t
e How to engage: With soci al medi a,
0 Share your story: share stories about what trying to achieve and decide what you
you are doing. want to measure @robcottingham
0 Use pictures. #justaclick

0 Ask your users questions.

Social media is people talking to
people. It isn’t
#Hjustaclick

e Finding your voice:

0 Thereis an intersection between individual
voices and the voice of the organization.
Find ways for individuals to have a voice.

0 As an organization, find a way to speak
passionately, professionally, and with candour, and concentrate on that image.
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Providing Legal | nformation and Assistance Services with Technology

This session featured a panel discussion about services delivered through technology,
including the use of Skype, online chat, fillable forms, and remote telephone services.
Moderated by Jamie MacLaren of Access Pro Bono, this session included panelists Ralph
Stahlberg of LA Law Library, Claudia Johnson of Pro Bono Net, Sunni Nishimura of
AskAway, and Linda Thiessen of Legal Services Society of BC. For more details, see the
presentations by Stahlberg (PPT, 1MB), Johnson (PPT, 2MB), and Nishimura.

Access Pro Bono

Access Pro Bono uses Skype to deliver legal advice clinics to people in rural and remote BC communities.
Skype is free software that allows users to make voice and video calls and chats over the Internet. Access
Pr o B o0 n alinis onl$ tequige ehat a client have Internet access in order to link by video to a pro

bono lawyer providing legal

advice from his or her faraway
office. The clinics also provide
private and accessible means of
connecting clients with
particular legal, language or
cultural issues to remote pro
bono lawyers trained to serve
their sensitive needs. A woman
dealing with a violent domestic
situation in a small northern
town, for example, can now
connect to a pro bono lawyer
associated with Battered

Women'’s Support Services in Jamie McLaren, Access Pro Bono, Claudia Johnson,
Pro Bono Net, and Sunni Nishimura, AskAway

Vancouver.

Access Pro Bono also provides some legal advice services over the phone. Of the 95 clinics provided
throughout BC by Access Pro bono, 15 are provided by Skype.

LA Law Library

Ask a Law Librarian is a chat legal reference service provided by California County Law Librarians. On the
Internet (at http://www.247ref.org/portal/access law3.cfm), members of the public can ask a question by

typing it into a chat window, and a law librarian will respond via text chat.

The | ibrarians ai metnteseewha|cgnfind to help yoereseamhdthataral find an “
answeat'her than, “that’s | egal advice; I can’'t hel
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Keys to patron satisfaction:

e Ensure service is staffed during posted hours, participant list.
e Respond to follow-up.
e Review survey results to identify issues.

They use surveys to measure patron satisfaction (currently 48% give the service an excellent rating and 60%
would likely use it again), and also to identify trends and areas where they can produce scripted responses.

They are experiencing changing patron
populations, with more self-represented
litigants.

The biggest challenge is adequate funding.
Another problem is the lack of
comprehensive legal materials online.

For more details, see the article
“California’"s AskNow La
Service” by Ralph Stahl
Pinard, in Reference Renaissance Current

A and Future Trendedited by Marie L.

Sunni Nishimura, AskAway and Radford and R. David Lankes, Neal-
Ralph Stahlberg, LA Law Library Schuman Publishers, 2010.

Pro Bono Net

Pro Bono Net is a US national non-profit that manages LawHelp Interactive
(https://lawhelpinteractive.org/). LawHelp Interactive produces self-help friendly online forms. Self-
represented litigants (SRLs) answer questions during a guided interview, and the document assembly

program generates the documents for them.
LawHelp Interactive creates over ten thousand forms a year.

Self-represented litigants create and email their assembled documents from public libraries, law libraries,
self-help centres like the one in Ontario, in court filing rooms, at kiosks and from home or work.

Some states are using LiveHelp to help web page visitors find the forms.

AskAway

AskAway is a chat reference servicein B C’ s -segmdanytlibraries, funded on a cost-sharing model based
on the number of students at each institution. Chat reference is a core service, along with phone, email and
in-person reference. Librarians can chat with multiple patrons in real-time and can push webpages to the
patron’s Sscreens.
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Patrons can ask their questions anonymously, which some find helpful because they can ask without feeling
embarrassed. At the end of each chat session, patrons are given the opportunity to receive a print copy of
the chat session, and to complete a survey.

AskAway has a widget interface, a mobile interface, and a full screen interface.

Collaboration on the project worked through centralized coordination, so that all public libraries and post
secondary libraries could easily participate. Benefits of a collaborative model include:

e Tremendous cost reductions and efficiencies in software, training, marketing and coordination.
e Service continuity.
e Encouraging innovation.

Legal Services Society of BC

The Family LawLINE from Legal Services Society of BC provides brief next step advice by phone to callers
who do not qualify for other legal aid services. Two lawyers (from a roster of six) log on remotely each day
for three hours. Callers are pre-screened for eligibility. The individual lawyers keep their own conflict
records.

The challenges include lack of continuity of advice, and the lack of a common data base. Clients need to be
literate and self-directed.

Between November 1, 2010 and February 2011, the Family LawLINE received 710 calls, with 517 answered
for an average of 24 minutes.
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Current Research on PLEI

Does PLEI make a real difference? Do people use it and what benefit does it have?
Presenters for this session were Janet Currie of Focus Consultants, Martin Jones of the
Public Legal Education Network (Plenet), and Diane Rhyason of the Legal Resource Centre
of Alberta. For more details, see the presentations by Janet Currie (PPT, 3.3MB) and Martin
Jones (PDF, 280KB).

wSaSINOK 2y d.dAtRAY3I | /aS F2NJ t[ 9L¢E

Focus Consultants is carryingoutr e sear ch for Justice Canada on “Buil
research is to identify the state of PLEI research in Canada, and in particular how outcomes, impacts and

benefits are being measured. The research aims to identify gaps and limitations, and to explore best

practices.

Early observations include:

e Most PLEI research has concentrated on short-term evaluation of projects and programs.
e Mostly the evaluations focus on measuring access/volume/distribution/quality and satisfaction.
e Thereis less research on long-term outcomes.

Outcomes and impacts evolve over time and include a whole trajectory of elements:

e Increased knowledge — exercising of rights.

e Early prevention of legal problems.

e More realistic use of and involvement with the justice system.

e Increased confidence/security.

e Resolution of legal problems.

e Prevention of other problems (e.g., family breakdown, homelessness, poverty).

We need more effort/funding/capacity to assess outcomes over the long term. We would benefit from
benchmarks for web-based data, greater expertise in questionnaire design, and an ability to explore end
user outcomes by doing a thematic analysis of qualitative data.

Public Legal Education Network (Plenet)

The Public Legal Education Network (Plenet) in the UK is developing Plenet coined the term legal
an evaluation framework for public legal education based on the capability to cover the

concept of legal capability. combination of knowledge,

Plenet evaluation begins with the questions: What are we trying to skills and confidence people
achieve? How do we know we’'re
business case for PLE? A lot of PLEI tends to focus on knowledge, but

need in order to deal with pw ¢

. . ) , o . law-related issues.
there is also the issue of managing emotions, communication skills,

and attitudes. Plenet coined the term legal capability to cover the
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combination of knowledge, skills and confidence people - e
need in order to deal with law-related issues. L

Plenet developed the notion of legal capability by drawing
heavily on work done by the Financial Services Authority in
theUKonpeopl e’ s f i nPlenetborowed Cc a
from t ha tconcegtumlenadel,avhich iglentified
that capability is made up of more than knowledge; skills

and attitudes are also critically important. (* Me as ur i
Financi al Capabi | iistawitableAtn E
http://www.fsa.gov.uk/pubs/consumer-

research/crpr37.pdf).

Here are three examples of work based on the concept of
legal capability.

e Flat Broke features a theatre group performing a
scenario of a young man who gets into difficulty as a

Martin Jones, Plenet

tenant after falling behind in his rent. A video of a
performance can be seen at http://vimeo.com/19566186. After the performance an audience of young
people critiques where the young man went wrong. The work reveals that legal capability includes skills

and attitudes in addition to knowledge; the audience invariably highlights the critical importance of
communication and problem-solving skills.

e aSlIadz2NAy3a | 2dzy3 t S PledetSo@issign& I |- Mossusha young peshlos
research into youhyghepeseach,l e’ Me d seu legal capabillty
Young People’'s Legal Capability e at

http://www.plenet.org.uk/data/files/measuring-young-peoples-legal-
capability-2009-117.pdf), explored capability through the three elements
of knowledge, skills and attitudes. It revealed major gaps in capability,
including in knowledge (the participants had little or no knowledge of
most basic rights and entitlements; in particular they seemed unaware of

Research report uly 2009

any system of civil law to which they had recourse) and in skills (many of

the participants lacked sound verbal communication skills, which would “plenet =

greatly affect their ability to resolve law-related problems).
e Seven Steps to SolvingaProblemi s an example of a PLEI resource I
research (see http://www.advicenow.org.uk/how-to/seven-steps-to-solving-a-problem/).

The legal capability approach has a number of strengths:

e It focuses attention firmly on individuals and communities and asks what they need to know and be
able to do in order to achieve well-being.

e |tis anintrinsically empowering approach.

e It reaches beyond knowledge and understanding of the law to include the skills needed to deal with
issues and less tangible factors like confidence, determination and attitudes.

Just a Click Away Conference Report p. 22


http://www.fsa.gov.uk/pubs/consumer-research/crpr37.pdf
http://www.fsa.gov.uk/pubs/consumer-research/crpr37.pdf
http://vimeo.com/19566186
http://www.plenet.org.uk/data/files/measuring-young-peoples-legal-capability-2009-117.pdf
http://www.plenet.org.uk/data/files/measuring-young-peoples-legal-capability-2009-117.pdf
http://www.advicenow.org.uk/how-to/seven-steps-to-solving-a-problem/

e Alegal capability framework provides much needed rigor and precision in developing and evaluating
PLE projects.

Plenet has commissioned Bristol University to develop the legal capability concept into an evaluation

framework by the summer of 2011. The aim of the evaluation framework is to set out the capabilities

people need in a structured framework to provide the basis of evaluation and design of PLE projects. It is

|l i kely that the main “domains” of the framework w

e Recognize and frame the issue.

e Manage and resolve the issue.

e Getinformation and help.

e Engage in the democratic process and law reform.

The evaluation framework will be published on the Plenet website and will be free to use. Plenet is
encouraging everyone to test this first version and to get involved in improving and refining it.

Plenet (martinjones@advicenow.org.uk) is happy to work with any group interested in their framework.
Public Legal Education Association of Canada (PLEAC)

The Public Legal Education Association of Canada (PLEAC) is developing a proposal to engage PLEAC

organizations in discussions about their role in increasing access to family/civil justice matters.[ Edi t or ' s
note: Subsequent to the Just a Click Away Conference, PLEAC continues to develop this proposal, and will

be discussing it further at the annual PLEAC Conference in December 2011.]
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Portals and Other Models for Online Public Legal Education : What Are the
Next Seps?

A set of pre-conference webinars explored public legal education portal websites, as well
as other models for providing rich public legal education content and a consistent user
experience. What are the next steps? Should an existing site or platform be extended to
other provinces? Are there other strategies to consider? Moderated by Patricia Byrne of
Justice Education Society of BC, this session featured a roundtable discussion with Drew
Jackson of Courthouse Libraries BC, Fiona McCool of CLEO, Kirsten Wurmann of the Legal
Resource Centre of Alberta, Penny Goldsmith of PovNet, Liz Keith of Pro Bono Net, Hubert
David of Educaloi, and Deborah Doherty of PLEIS New Brunswick. For more detail, see the
video recap of the pre-conference webinars (Vimeo, 16:30min).

What is a portal?

A portal is a website that functions as a point of access to information on the Internet. A portal presents
information from diverse sources in an organized way. A portal can focus on a particular information space
(e.g., law) and a particular audience (e.g., the public, community workers, teachers, etc.).

Clicklaw (www.clicklaw.bc.ca), the public legal

Laer, Cases B Futes | Bog | apeutus | contact | Contrbutors  Taxtsme 4 A A

education portal website for British Columbia,

. .. Clicklaw Az% VE PROSLENS. FND HELP,  Cicklawin: 5 () | % R | ot | 901 | gun i | mae
was developed collaboratively by agencies in BC.
Even as PLEI became increasingly available on - HelpMap

Welcome to Clicklaw

his s des legal information, education and help with lagal problems

the Internet, it remained difficult for members

of the public to find it. The information was on
many different websites, all designed
differently, and in many different formats (PDFs,
web pages, videos, etc.). As well, terminology

varied widely, making searching for legal
information difficult.

A portal can provide a single entry point and

knit diverse information sources together for :
theuser.Cl i ckl aw’ s gael WwWeieo——~ov—p+vv+o- } Clicklaw }—
public in BC with an entry point for equitable access to quality legal information on a

wide range of websites, with 30 organizations formally participating.

A portal like Clicklaw can help make the user experience feel more consistent as a user is navigating

between resources from different sites. And it can guide users to helping services as well as to

informational resources:Cl i ckl aw’ s map of services, the Hel pMap
the user can also start tapping into services that can help with the legal problem.
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When does a portal make sense?

CLEONet (www.cleonet.ca) is the portal website

in Ontario aimed at community workers and
developed by Community Legal Education
Ontario. In addition to the many resources
developed by CLEO, there were hundreds of
other Ontario PLEI materials, but no tightly knit
association of PLEI providers. Bringing those
resources together in one place allowed more
people to access them.

CLEONet was designed for community workers
who work with low income and disadvantaged
communities —but is also open to the public.

< CLEONet |

Home Resolirces News & Events Webinars Services Maj

Welcome to CLEONet

Latest News ,._1 B —

Y NN

efugee bill deplored by

visi Resources
CLEONET
FOR

RESOURCES BY LEGAL TOPIC

Legal subtopics A-Z

= Abuse and Family Violence = Family Law

= Aboriginal Law = Health and Disability

= Consumer Law = Housing Law

Funde:

.
cLEo ]| mvrmtnraen

dby

Help

Stay informed and up to date:

Email Bulletin
Stay connected and follow us:
Bl

Find key legal and community
services in Ontario:

© services Map

“* Legal Rights Guides

Watch and listen...

= Criminal Law = Human Rights ‘

CLEONet

| L

(CLEONet has found that users are about 50-50 split between the public and service providers, and they are

now building a new information site specifically for the public.)

CLEONet offers the latest PLEI resources from over 250 organizations and also provides news and

information about changes in the law as well as webinars for community workers.

Challenges in maintaining a portal include keeping participating organizations engaged, managing growth,

and having a consistent taxonomy (the terminology used on the portal to organize the information).

LawNet, the new portal site from the Legal Resource Centre of Alberta, was introduced at the end of 2010.

The goal of LawNet is to have a well organized starting point to reliable sources of information about the

law.

LawNet has three portals: LawNet Alberta is a completely new site aimed at Albertans, while LawNet

Canada and LawNet Francais are aimed at the public across Canada, in English and French respectively.

LawNet was developed using a template approach, which could be adapted to develop a LawNet portal for

another province.

Is a portal necessarily specific to a jurisdiction?

PovNet is a good example of a portal that is not focused on a jurisdiction but rather a specific issue:

information around anti-poverty.

The PovNet website (www.povnet.org) is a clearinghouse for information about anti-poverty issues, and is

aimed primarily at advocates and community workers. On national topics —e.g., employment insurance (El)

and Canada Pension Plan (CPP) —advocates share information across Canada. Advocates regularly share

guestions and responses with each other on email lists. PovNet is also used by the public, and has some

areas specifically

designed

for t he

publ i c,

such

PovNetU offers online training programs for advocates and community workers. The programs last several

weeks, feature online discussions and learning modules, and are facilitated by experts. Learners include

advocates from all over the country; the facilitators are advocates themselves.
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PovNet has always been a home base for people [B)rome fasoutus [P]rere [ contact us
doing anti-poverty work and people looking for :
information around poverty issues —that is why it

works.

Search PovNet PovNet News Regional

Can a portal developed in one jurisdiction e o vy [@)] e

iada. territory.
» Browse site map » News, blogs and more » By topic and by type of resource

be extended to another jurisdiction? Finding Help T p—

retire when our

) Events Calendar phones i
Pro Bono Net developed the LawHelp portal in the [] dob Postings el
[#] community Listings el

United States (www.lawhelp.org) initially in New
York in 2000. LawHelp has since been adopted in
28 US states, using a syndication model. @;

Need to increase text size?

New on PovNet

Disability recipients denied volunteer
supplement

In B

Pro Bono Net does not develop or maintain the

content —for each state, they partner with local : : -
. ) i melessne: » Find an Advocate TYE: A 1 PovNet

agencies. Typically one agency in each state plays \

the “host” role and has a designated website

coordinator who coordinates the participation of other agencies in that state. Pro Bono Net provides the

Issues

ut...[... READ]

LawHelp portal technology platform and support. The state portals are channels to groupings of locally
developed and relevant resources. There are two audiences: people in need and the advocates who serve
them.

LawHel p’s | essons | earned include:

e |tis key to have a recognized host and appropriate staffing levels.

e Stakeholder bodies are crucial to get buy-in, and to producing information attuned to community
needs.

e Detailed referral information on sites is labour intensive but necessary.

e The technology should be invisible and secondary to larger collaborative and access to justice efforts by
the community as a whole.

e Thereis areal value in national networking and support on technical and strategic issues.

What other models exist for delivering PLEI on a province-wide basis?

Educaloi (www.educaloi.qc.ca) is a content-rich website. As Educaloi is the only sole-purpose PLEI provider

in Quebec, and they have focused on the Internet as their primary delivery channel, their site is extremely
deep in content. It has three major sections:

e la Loi Vos Droits: There are over 250 information sheets featuring questions and answers about legal
rights and obligations, in everyday language.

e (Cotécour, the Court System: This highly interactive section describes the levels of court, the steps in a
court case, and courtroom procedure.

e Jeunepourjeunes, the youth zone: Legal info sheets, quizzes, school activities, and contests aimed at
youth.
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Educaloi emphasizes dialogue, engaging audiences
through EducaloiTV, Facebook and Twitter, speaking
to users and getting their responses.

Among the advantages of a content-rich site are that
the user experience is very consistent across the site,
the cross-linkages between areas and topics can be
very rich, and there are great efficiencies in
marketing and branding the site.

With such a large amount of content, updating the
site is a challenge, particularly as they are working in
two languages. Educaloi uses Copernic Tracker
(http://www.copernic.com/en/products/tracker/) to
track changes to key web pages for Canadian law,

with the changes highlighted.

Key discussion points

@ educaloigeca (

Meed advice? | Frangais

CHECK OUT OUR “CHARITIES” SECTION!  'S51%.,
y

EDUCALOLTV @

£

€l
E—

#06 - Registered Charities -
Rules on Business Activities

V.

Watch the other videos )

PUBLIC FORUM #

Feature Story

January 2011

“I'm leaving, and 'm taking the kids
with me!"

"fou are? And what ifthe Kis wantto
stay with me instead " "They're coming
with e and that's the end of it

Read more @

Have Your Say

An Emplayee’s Duty of Lovally

e What are the key ingredients of a successful portal or website?

Be relevant and trustworthy.

Share content. Educaloi’ s

O O O 0O 0O O o0 o

Development is a continuous process.

e Should we have a national portal?

0 We need to acknowledge the importance to users of a home base.
w bea t

o0 We don’t know yet

Provide additional referral points to help and advice.

t he

right

LECAL INFORMATION 6

DIRECTORY

Wart ta learn mare abolt yaur rights and
abligations?
Take & look atthe following topics:

» CHARITIES

+ CONSUMER RIGHTS AHD PERSOHAL
FINANCE

+ CRIMINAL AHD PENAL LAW
+ FAMILIES AD COUPLES
+ HEALTH AHD LOSS OF INDEPEHDENCE

+ HOUSING

Test Your Knowledge ”, . 'WERHMENTS
Educaloi

such as the federal and provincial statutes. This software automatically looks for new content on web
pages, and when a change is detected, notifies you by sending an email, including a copy of the web page

Develop a relationship with your partners and communicate your vision.
Make it a focal point for innovation that the community can benefit from.

Cc ayndicaionis an exciting example.
Portals not only need robust technology but broad community support.
Identify at the outset how you are going to measure success.

s ol

uti on

0 Thereis a trend to going more local, which is enabled by strong local contacts in the community.
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Building Our Skills: Using the Technology Tools

Tools and Rules for Building Better Websites

Phillip Djwa of Agentic Communications presented an overview of the basic tools and

ground rules for building a website to meet your audience’s needs. In this session he

focused on three questions to consider: What is your purpose for going online? What are

the tools you can use? How do you measure whether it'sworking? For det ai | s,
presentation, in three parts: Part 1 (PDF, 5MB), Part 2 (PDF, 7MB), Part 3 (5.7MB).

What is your purpose for going online?

The first thing to consider when building a website is what your purpose is for going online. Possible
purposes might include to:

e increase your audience (expand your sphere of influence)
e engage your audience into taking specific action

(mobilize) The main purpose of having a
e organize (volunteers, movement) website is to talk with
e inform your audience about an issue (education) people online. A website

* develop campaigns should talk, listen, interact

The main purpose of having a website is to talk with people (respond) and then measure.
online. A website should talk, listen, interact (respond) and
then measure.

functional model

AGENTIC
[ o | \
* Educate * Media * Donations = Volunteer
* Blogs * Blogs + Ecommerce mgmt
= Email blasts * Social * Forums * Donor
= Syndicate networks » Community mgmt
content * Mefrics

Collaborate
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What are the tools you can use?

There are thousands of excellent tools for building websites, many of them free. Leverage what already
exists. For example, if you want to make a webinar recording available on your site, use a tool that allows
you to embed a webinar on your website.

Choose a content management system (CMS). A CMS simplifies the publication of content to your website,
allowing staff to create and manage content without requiring technical knowledge. You may choose a
specific vendor or use open source software (software whose source code is available free of charge to the
public to use, modify, or distribute). One advantage of open source software is that you are not locked in to
a specific vendor and the way their product evolves.

Open source CMS options include:

e Drupal: Excellent if your organization has a lot of chapters or subdivisions. Has over 7,000 modules.
Good for managing workflow. But it is very complex.
e Wordpress: Great first step, especially if your budget is under $10,000.

Set up your website to allow for RSS feeds. RSS stands for Really Simple Syndication, and is a standardized
format for web content that makes it easy to access and share updates to content. RSS feeds are machine
read and picked up all over the world, so even if people are not reading your RSS feeds, you are improving
your search ranking by enabling RSS feeds.

Email is still very valuable. Because emails with a large number of recipients are often blocked by spam
filters, consider using a newsletter service (e.g., MailChimp).

Additional tips:

e  When building a website, 70% of your budget should go to
the build and 30% should be reserved for upgrades. When building a website, 70%

e Control your own hosting. If someone else is hosting your
y 8 gy of your budget should go to

hard to extract yourself. the build and 30% should be

e When embracing social media, plan to spend (as a rough reserved for upgrades.
guide) 2 to 5 hours a week per channel. A channel is one

website, a breakdown in relationship could make it very

social media tool, such as Twitter or Facebook.

How do you know your website is working?

Among the tools you can use to measure whether your website is working:

e Google Analytics: Google Analytics
your site and the number of times those keywords were used.

Keywords r erg

e Facebook Advertising: Offers great specificity and detail about the users that have visited your
Facebook page. You must be an advertiser to use this function.

e Constituent Relationship Management (CRM):CRM i s a strategy for managi n
with customers, clients and sales prospects.
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Building a Better Website: User -Centred Design

Good desi gn does n >younusayngestand younr usets, theiagoals,u m

and what they need to get done when dealing with your organization. In this session,

Selma Zafar of OpenRoad Communications covered what “user-centered design” is and

how it can i mprove your website, and how t
“information architecture”. For det aiUdersCentres Resign FowelPoira ' S
presentation (PPT, 9.9 MB).

Usercentred design is about ke e phéecangreofybuedesigrepoogeds.e y o u
Know your users and understand their goals and what they need to get done.

Techniques to understand user needs

To find out about your users’ goals and needs, use interviews, surveys, observational research, and diaries.

With interviews, be aware that what users say and what they do are different. Understand what canbe
legitimately answered via interviews:

e What users thought of the site AFTER use.
e Explore general attitudes.
e Understand how they think about a problem.

And what car@be answered via interviews:

e Specific design questions,suchas“s houl d t he *“ fi nd’' "d'usitbettentoHave2 r ed o |
or 3 levels of navigation?”

e Predicting use —“would you use feature X?” or “how useful is feature Y?”. Users can’t predict
something they haven't seen.

Two recommended books on conducting interviews: The Long Interviely Grant McCracken and Mental
Modek by Indi Young.

Surveys are an easy, accessible way to gather data. Understand the processes involved in survey design:

e Social processes: Collaboration among stakeholders.
e Persuasive processes: Getting respondents to answer the questions.
e Business processes: Do | have the questions and response categories that will yield data to help us
answer our business questions?
e Cognitive processes:Under st andi ng about how memory and cont ¢
e Analytical processes: How do | analyze and present the data?
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Use good survey approaches:

Keep it short, avoid emb i tions, SRRERN TOP 8 ANSWERS ON THE BOARD. (28
e Keepits or avoid em arrass‘,lng ques‘ ions AN e 1E<s el Tk o
ask the minimum of personal information, : SORN FIGHT MINUTE SURVEY it

make questions relevant, allow users to

»
»
»
»
.

tLcct
SRR
£ L L L}
o ot 4%
« .
e

.
S
-

change answers easily online.

e Don’'t ask peopl e wha
might use. But you can ask people to
prioritize issues or
see or use.

With observational research, the goal is to watch

people and understand how they complete tasks.
Things to pay attention to:

e Language: Whatareuserscaling it ems? Your organization’s name f
helpful to users.

e Problem solving: How do people work around issues? Do they look for a person? Pick up the phone?
Look for a help button?

e Interaction with others: When and why do they talk to others? Knowing this gives you an opportunity
to create that experience online.

e Tasks: How are they completing tasks? In what order?

In a diary study, participants keep a diary of their interactions with a system. They record date and time of
event, location, any significant events or problems, and ratings of how they feel. The advantage is you get
i nformation about the users’ experiencaeeportddhe di sa

Many of us jump from observation to design solution. We need to insert the step of drawing conclusions
about what the data tells us.

Observation A Conclusion A Design implication

Developing your information architecture

Information architecture (lA) is the art and science of organizing and labeling a website to support
findability and usability. Findability involves making it easy to find information on the site, and usability
features making the website easy to use.

In developing your information architecture, ask the question: how do you connect people to your
content? Consider organization and hierarchy. Organize first, then layer on functionality.

Card sorting can help you see how users would organize your information. Card sorting involves putting
different content names on index cards and having people group the cards and then name the groupings.

Do:

e Use 30-100 cards.
e Select content that can be grouped.
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e Select terms and concepts that mean by sorting out things like this:

something to users. {g . é %
Don’ t: :

o MIERARCHY GG " WAYFINOING =
e Use more than 100 cards.
e Mix functionality & content. I N.Ep R MATI 0 N ARC H ITECTU R E
e Include both detailed & broad content. connects .
Two methods: PEOPLE to the CONTENT — | E== r
they’re looking for ]l [

e Open sort: Good for getting ideas on =] B=s=====

groups of content = Q D
e Closed sort: Useful to see where people C— ﬁ

would put the content. ‘ ” 0] S
Optimal Workshop has a free online card B

sorting tool.

vV e creat
based on your card sort and other data, you will want to test it out. Task testing focuses purely on design. It

Another technique to develop your information architecture is task testing. Once you

is good for improving your site organization, navigation and terminology.
To do task testing:

e Define your testing goals, what you want to evaluate, and why.
e Decide who you are testing.
e Use general tasks applicable to all users; use 10 tasks maximum.
e Make the tasks real-world and simple.
e Toreveal all usability issues, test with 30 people minimum. (Note that there is a lively debate about the
number of testers needed for usability testing. Some argue that 85% of usability issues can be revealed
by testing with just 5 Maewpipd eNumteer “5A iBrilda Hiilsit
widely agreed that it is better to test with 6-8 people, revealing the major problems with a website,
than to do no testing at all. See the section on usability testing on Usability.gov.)

In developing the tasks for the testing:

e Use real scenarios to make the task believable.

e Don't use the name of the |l ocation of the inforr
e Keepitsimpleandtothepoint—don’t embellish with a whole story
e Read the task out loud to someone first! If theydon’ t under stand it, then rewr
Each task must be specific, concise, clearly word
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Google Analytics 101

Many organizations have Google Analytics set on their websites. But how do you read the
reports? Led by “Ninja Web Consultant” Mosa, who works with such agencies as PovNet
and Courthouse Libraries BC, this session introduced Google Analytics and took
participants through simple and effective ways to assess and improve your website. For all
the graphic details, don’t miss Mosa’s Google Analytics 101 PowerPoint (PDF, 1.4MB).

Google Analytics (http://www.google.com/analytics) is a free service offered by Google that generates

detailed statistics about your website. Google Analytics allows you to track information about:

e Your visitors: How many visitors

are accessing your site, how long Your Visitors Keep track of your visitor’s trends!

4 Dashbeasd

they spend on your site, how

Capan v | cacnm | 5 oo Dwstmo
i Intelligenee “

many pages they look at, how Map Overlay — A fancy heat map M Visitors Overview
. allowing you to view your site’s
many return to your Slte, the popularity based on location.  Nara ] s iy 21, 201 -Fotrucey 0, 21
geOgraphlc location of your Absolute Unique Visitors — how -\__,/ \.\_,_/
visitors, even information about many individual people are visiting
your site? = 1

the devices they’re using when 16,858 people visited this site
, . Time on Site, Length of Visit and
they re on your site. Depth of Visit —all measures of

visitor engagement!

SOV 19,407 Visits
Broviows 1

e Your traffic sources: Information T 1685 0

VDT 54,470 Page

Previoes: 44,132

Bounce rate — How many visitors
only stayed to see one page? Why?

on how visitors get to your site.

There are three ways visitors can
get to your site: by typing in the
URL directly (“direct traffic”), by
linking to your site from another
site (a “referring site”), or by doing keyword searches on a search engine like Google or Yahoo.

e Your content: You can see which pages on your site are most popular, which files are downloaded, the
top pages visitors land on and leave your site from, and how people use the search on your own site (if
applicable).

Setting up Google Analytics

Google Analytics is easy to set up. Google has wide-ranging, in-depth help documents that can help you set
up, understand and customize Google Analytics for your particular needs. Based on the data that Google
Analytics gathers over time, you can generate many different types of reports on your site traffic and use.

Planning your analytics reports
Before creating your masterpiece Google Analytics reports:

e Spend some time exploring, filtering, slicing and dicing your analytics data. Get some baseline data to
compare to.
e Make a list of the goals you have for your website.
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e Think of some questions you have about your website that will help you understand if you are meeting
those goals. Some examples: What was last month like compared to this month? Is your new site
navigation effective? How much interest is your featured campaign generating?

Overall, there are four main questions to ask:

1. How many people are coming? How many visitors come to your site? How long do they stay? Do they
come back?

2. Where are they coming from? What sites link to yours? What keywords are used to find your site?
Where are visitors from? Are you reaching your target audience?

3. What do you want them to do? Is your design clear for your visitors? Are they finding your main
features? Are you meeting your goals —e.g., membership, donations?

4. What are they actually doing? How many pages do your visitors view? Are they finding what they are
looking for? What content do they spend the most time on?

The usual suspects

Among the data and reports in Google Analytics that are the most commonly used are:

e \Visitors
0 Absolute unique visitors: The number of individual visitors.
0 New vs. returning / visitor loyalty: Learn how many visitors come back for more!
0 Pageviews / average pageviews: See how many pages people visited on average.
0 Time on site: You can drill down to find out which content was most captivating.

e Traffic sources
0 Direct traffic: How many people know your URL off by heart?
0 Referring sites: Facebook, blogs, feeds and all other links.
0 Search engines / keywords: Learn which keyword searches lead visitors to your site.

e Content
0 Top content: Learn what content is at the top of the charts on your site.
0 Top landing pages: What pages do people enter the site through?
0 Navigation summaries: Learn exactly how visitors ended up on a certain page.

Tips & tricks
There are many ways to improve your site through understanding Google Analytics reports.

An example: Google Analytics reports on your site’s bounce rate. The bounce rate is the number of people
who have viewed one page on your site and left. It can be a good indicator of whether you are getting the
right visitors. Google Analytics expert Avinash Kaushik has stated: My own personal observation is that it is

really hard to get a bounce rate under 20%, anything over 35% is cause for concern, 50% (above) is
worrying.” (A caveat: a bounce rate over 50% is not always worrying. Bounce rates will vary depending on a
site’s purpose. On some sites, an objective can be met without viewing more than one page. An example is
a portal website that aims to guide visitors to content on other sites.)
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One way to use the bounce rate report in
Google Analytics to gain insight into your site is
to look at what search engine keywords are
generating in the way of bounce rates as
compared to your site averages. Go to the
Traffic Sources area of your dashboard, click
on the Keywords report, select the
“Comparison” view, and then beside
“Individual Keyword” filter by bounce rate.
This technique can give an indication of what
people are looking for, and whether they're
finding it.

Some tips on improving your site’s

. “ _/\/

Bounce Rate

The Bounce Rate is the number of people who have viewed one page and
left. It is a good indicator of if you are getting the right visitors.

 om parison

Fez

A Look at the Bounce Rate in Action:

1. lwant to find out what search engine

. . o Tmwan s W owts S e
keywords are mast useful in connecting ~ gp.02:22 82.81% A4.60%
my visitors with the content they are T ————
E Vk f V [t = | @ rebadsibingemord [Bauec | =] 00w oo woope
ooking for. & o st o -
. “ " = i | -
2. lvisit my “Keywords” Report, and sort r

my keywords by number of visits, with -
the most visits at the top. o o —

3. Ichoose the “Comparison” View. s

I filter by the “Bounce Rate”.

"
" n s —
“

performance, and particularly on improving your site’s ranking in Internet search engine results:

e Are your links active? Use a link checker to find out.

e Do you feature many outgoing links pointing to informative and relevant information?

e Are the links referring traffic to your website also quality links?

e Do your navigation, page titles, meta descriptions and overall content reflecty 0 u r  w subjstimbteer? s

e Isyourinformation clear and organized?
e |syour design clean and attractive?

A great way to learn more about Google Analytics: watch the video “A Primer for Non-profits: Using Google

Analytics” at http://analytics.wikispaces.com.
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Evaluation: How to Tell Whether Your Website is a Success (or Not)

Building off the Google Analytics 101 session, this session extended the discussion of how
to tell whether your website is a success (or not). Bryan Robertson of OpenRoad
Communications led a dynamic session, featuring how to develop key performance
indicators for your website, how to establish a performance baseline for your site, and
what free analytic tools you can utilize. For more details, see Bryan’s slides on website

evaluation.

One tool to assess the impact of a
particular project or activity is a key
performance indicator (KPI). A KPI can be
numeric in nature (“improve sales by
20%”"), or it can qualitative (“improve staff
satisfaction”). In either case, metrics are
developed to provide clear and tangible
goals for a project and criteria for project
success. KPIs and metrics can be very
useful in establishing whether your
website is a success. Sample KPIs for a
website may include:

e Percent of visits that are new visitors
e Percent of visits that sign up for a
newsletter

e Percent of content rated 3 stars or

|Bryan Robertson, OpenRoad Communications

higher
KPIs can serve multiple purposes: to evaluate, promote, celebrate, learn, improve. Most importantly, to
spark action: “what gets measured gets done.”
Developing key performance indicators

The first step in developing key performance indicators is to define what success looks like. Some examples
of what success might look like for a website:

e Attitudinal: visitors express satisfaction with the site

e Experiential: time required to submit a request is reduced

e Technical: web pages will load more quickly than on the old content management system
e Financial: spend less money on printing brochures

Stacey Barr gives some good templates for KPls on her website at http://www.staceybarr.com/. Have your

team brainstorm what success looks like for you, and based on those examples, brainstorm some KPIs from
your own work.
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Once you have developed the KPI, the next step is to develop the metric, which is the way you are going to
measure performance.

Visitor satisfaction with site Average monthly visitor satisfaction rating (survey)

Time required to submit a request reduced | Average monthly time to submit request

Faster web page load Weekly average page load time

Spend less money on printing brochures Monthly brochure spend per client

Finally, review how your KPIs and metrics fit using SMART goals, which are Specific, Measureable,
Achievable, Relevant and Time-bound.
KPIs for non-profits

One challenge with KPIs is that most users of KPIs are corporate, so the terminology does not quite fit (e.g.,

“return on investment”, “conversion rate”).

Recommendation: Choose metrics that are relevant to your organization. Take what is useful in the
literature and leave the rest.

A related challenge is that KPIs traditionally focus heavily on setting monetary targets. For example, Google
Analytics uses money in their goals section.

Recommendation: You can rate your goals using money as a metaphor, giving a monetary value to each
goal based on its importance to the team.
How to establish a performance baseline for your website

A baseline is an initial known value that is used for comparison with later data. This is not benchmarking
(comparing your business to another business). Make sure to have sound implementation. Know what data
you are collecting.

Have a system for measurement. Enough data is needed to see if there is a trend or seasonal pattern.

e You need at least 24 months of data before deciding whether to redesign.
e Ensure your reporting is easy to read and communicated. Stephen Few’s Information Dashboard Design
is a useful guide. Make a targeted recipient list for the report.

Analytic tools you might want to use

e An alternative to Google Analytics: Piwik (http://piwik.org/) is an open source web analytics tool that

provides detailed reports on your website visitors.
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e Heat map tools: crazyegg (http://www.crazyegg.com/) and clickdensity (http://www.clickdensity.com/)
generate “heat maps” of where visitors are clicking on your site which allow you to visually understand

visitor behaviour.
e Understanding your site’s usability: mixpanel (http://mixpanel.com/) allows you to track what actions

visitors are doing on your site, and userfly (http://userfly.com/) allows you to record visitor sessions to

better understand how usable your site is.

e Survey tools: 4Q (www.4gsurvey.com/) and Kiss Insights (http://www.kissinsights.com/) are simple and
effective web survey tools.
e Traffic log aggregator: Alexa (http://www.alexa.com/) provides traffic totals for millions of websites,

including yours.

Continuously improve

Turn evaluation into action on a continuous basis. Begin with measurement. Hypothesize what will improve
the metric, then test the hypothesis. Find out what works the best and make it permanent, then continue
to monitor how it works and improve it. Recommended reading: Web Analytics: An Hour a Diay Avinash
Kaushik.

Use more than one tool to get a “360 degree” view.

Make the changes in small gradual steps and test them as you go. Don’t spend all your money at once.

Just a Click Away Conference Report p. 38


http://www.crazyegg.com/
http://www.clickdensity.com/
http://mixpanel.com/
http://userfly.com/
http://www.4qsurvey.com/
http://www.kissinsights.com/
http://www.alexa.com/
http://www.webanalyticshour.com/

Sharing What We Know

Delivering Public Legal Education through Social Media

As a powerful tool for promoting issue awareness and engaging in large-scale

conversation, social media offers a new medium for delivering, enhancing, and expanding
public legal education & information. This session featured a structured brainstorm to

identify opportunities for engaging in PLEI online through platforms like blogging, Twitter,
Facebook and YouTube. Led by Alexandra Samuel of Social Signal, this session also

featured the sharing of success stories with social media by Sam Bradd of the BC Coalition

of People with Disabilities, Fiona MacCool of Community Legal Education Ontario, Kara
Sievewright of PovNet, and Kirsten Wurmann of Legal Resource Centre (LRC) of Alberta.

For detail s, S e e -p#l pesenaatiod: Paat 1 (BPA, MAMSB)larid Bart2 W O
(PPT, 7.1MB).

Why is social media important?

Social media can create awareness, promote understanding, lead to mobilization, facilitate peer support,
and provide inspiration.

In engaging in social media, there is a process of taking your audience on a journey through your site.
Create a ladder of engagement. On that ladder you need to offer, know, care, and lead. A ladder of
engagement begins with your target audience finding your organization or site, and then moves them to a
higher level of interest until they are ready to act.

Brainstorming opportunities for using social media for PLEI

To reveal opportunities for engaging in PLEI through social media, participants brainstormed goals,
audiences and strengths.

Goals for delivering PLEI through social media:

e Branding and marketing

e Becoming better known by funders, clients
e Getting volunteers

e Getting feedback on where to focus

e Access to justice — help mobilize people

e Building confidence & trust
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Audiences for PLEI via social media:

Advocates & service providers
Librarians

Young people with legal needs
Welfare benefits recipients
Newcomers & immigrants
Self-representing litigants
Teachers

Legal clinic staff

Other PLEI agencies
Volunteers

Strengths of PLEI via social media:

Clear/plain language
Strong public interest
Transparency

Field testing

Access to content expertise
Relationships

Culture of collaborating

Tweets for this session t
«L

@CLEONet shares their experience with
social media: joy in seeing word spread
quickly and stuff shared in new ways.

@BCCPD sharing their experience with
Twitter at #justaclick conference: we
share useful resources from others, not
just our own

@awsamuel’' s advi
constituents along ladder of
engagement. Small ways they can
participate to gradually build more

engagement. #justaclick

What social media strategies are PLEI organizations using?

PovNet has a presence on Twitter (@povnet), Facebook, Vimeo and Slideshare, among other social media

platforms. Strategies include:

e Visioning sessions with board members and
clients to identify opportunities.

Listening and sharing resources.

as the graphic stor
Task” , \neesandSliHeshare.
Identifying the organizational voice vs. the

personal voice.

Having email lists for advocates.

Knowing who we are engaging.

Using widgets, which embed for example the
PovNet Twitter feed into the main page of the
PovNet website.

Using storytelling, animations and videos, such
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Highwoy. Lazaya Press, 1396
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The BC Coalition for People with Disabilities (BCCPD) has developed a dynamic presence on Twitter
(@BCCPD and @BCCPDHealth) and Facebook, and has done projects using YouTube. Key learning points
include:

e Automate: broaden the net, be efficient.

e Personalize: deepen connection, create lasting neat
community. #w , ,
e Innovate: keep up with a changing Mol Paceack

(widget) 9
becpd.be.ca

environment.
e Be credible: this builds trust, and we become a

tool of influence.

Spproschacie ) helpful information:
Their goals for Facebook are to be: 2 & stayin touch
) 0 e —
o Rel.evant.. sourc.e of daily dlsabl|lty. news, o222 o
articles, intermittent self- promotion. repost esources and news facebook users
e Approachable: photos, tone. It'sthese networks that personalize Facebook.

Sam 83, BCCPD

e Helpful: PLEI resources, program updates.

e Connect: commenting, email.

Strategies include using automated Twitter introductions, Hootsuite for scheduling updates on Twitter, and
Social Oomph. BCCPD does not always promote their own material; they try to also share useful resources
developed by others. They make use of link shorteners like TinyURL.com and bitly, as well as the AddThis
toolbar, a free widget that you can add to your website to make it easy for visitors to share an item via
social media platforms. They include a Facebook widget on the homepage of their website.

The Legal Resource Centre (LRC) of Alberta has a dynamic team blog Blogosaurus Lex, a presence on

Twitter (@LRCAlberta) and Facebook. LRC staff commit to doing one blog post once a week. They may blog
about an FAQ, about training and publications, and about what other organizations are doing. They may
take an issue from the newspaper, for example the regulations around the G20, and write about it with the
goal of educating readers.

CLEONet has a dynamic presence on Twitter (@CLEONet), Facebook, and LinkedIn. Strategies include:
e Using tools like TweetDeck to manage postings to the various social media platforms.

e Maintaining an organizational voice.

e Promoting their social media platforms through their website and educational webinars.

CLEO also uses social media to obtain resources and news updates.

Key discussion points

What is the driver for using a particular strategy and how do you choose? Responses included:

e Focus on audience.

e Use short-term experiments to see if a strategy works for your organization.

e Listen before you start.

e Make use of open source and free tools, such as the Drupal content management system or the
“ S h ar sodiahshagng widget on content posts.
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Social Media for Collaboration in Public Legal Education

Adopting social media within a sector or organization can provide enormous benefits,
often with lower risk or cost than public-facing engagement. In this session, Alexandra
Samuel of Social Signal led a discussion of opportunities and tools for collaboration within
organizations and within the PLEI sector as a whole. For details, see Alexandra’s
presentation “ Opportuni bhi ebef PLEBPERINBgNiI t vy~

The “holy grail of soci al media tools is coll abo

Employees must be free and trusted to respond to social media conversations. You cannot engage with
social media effectively if you need to get permission from seven different superiors first.

Tools to try

e LinkedIn: A free tool that works like an online resume and rolodex — or, Facebook for the professional
world. It’s best for connecting with individuals you already know. LinkedIn facilitates one-to-one
connections, and serves as a written record of the professional connections between people. The PLEI
community should consider creating a group on LinkedIn.

e Meetup: A free tool for organizing informal social groups in-person. One could envision “kitchen table
divorce groups” for community members working through common legal issues.

e Delicious: A free bookmarking tool. Instead of saving bookmarks to your web browser, you can save
and organize them in Delicious, so you can access them from anywhere. You can also share bookmarks,
making it easy to share resources.

e Collaborative authoring tools: Tools include wikis, mindmaps for brainstorming, and Google Docs, the
free, collaborative word processor from Google. These tools enable a geographically dispersed group of
people (who are usually already known to each other) to work on a document together. They can
replace the “track changes” function in Word.

e Collaborative knowledge management: Individuals within an organization can use wikis to streamline
knowledge management processes.

e Better workflow: Project management tools such as Basecamp (a commercial software) or BuddyPress
(a free open source tool), and the free meeting scheduling tool, Doodle. These tools help streamline
workflow.

e Collaborating with the public : Examples of social media tools developed for the public include
KaBOOM! (http://kaboom.org/), a site that rates playgrounds,and TD Canada Tr ust
roommates split bills.

S ap|

Goals for social media use

Participants brainstormed goals for the use of social media for internal and external collaboration:
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e Saves time, reduces duplication

e Breaks down barriers, combats silo-ing . . t
e Finding information Tweets for this session

e  Skill building and expertise sharing *’

e  Success sharing and strategies How to serve vulnerable communities

with social media needing privacy,

Key discussion points trust could be conf session in itself

Evaluating tools: Participants considered the goals for @awsamuel session #justaclick

social media use and discussed how to evaluate their

usefulness. Alexandra encouraged evaluators to test the @awsamuel workshop on social media
tools for themselves — use meeting software to call a for social causes, at public legal info

meeting, or collaborative authoring tools to create . . .
& 8 conference #justaclick: widgets are a

evaluation documents. T
great mobilization tool

Sharing works in process: Participants discussed the

value of sharing current projects with social networks.

This provoked some trepidation in the audience — people were afraid to admit publicly to any confusion in
case funders reacted negatively.

Privacy: There were also privacy concerns —many tools use servers in the US and are subject to the Patriot
Act Alexandra pointed out that many other fields with the same privacy concerns (e.g., healthcare) use
social media.

Cross language communities: Participants discussed if/how social media tools could be used in cross-
language communities. Alexandra spoke well of Google Translate; some audience members objected,
noting that language used in law requires very precise translation. A participant mentioned Termium, the
Canadian government’'s free translation tool

Next steps: Alexandra encouraged participants to start a PLEI wiki that shares plans, resources, and/or best
practices. She also encouraged us to created a PLEI Delicious group and Twitter group (using the hashtag
#PLEI) to group our contributions.
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Reaching New Immigrants: Lessons from the Field

Featured in this roundtable session were recent public legal education projects serving
new immigrants, and the role technology plays in providing access to justice for these
communities. Moderated by Lisa Nakamura of the BC Attorney General’s Ministry, the
roundtable included Saleem Spindari of MOSAIC, Sandra Wilking and Dave Nolette of the
Immigrant PLEI Consortium Project, and Marco Campana of Maytree. For more, see the
session recording and presentations by Nolette (3.1MB) and Campana (PPT, 1.8MB).

MOSAIC

MOSAIC's Multilingolegal.ca provides access to legal information
resources in languages other than English, residing on many
websites, primarily in British Columbia.

The site was created in consultation with frontline workers from
different agencies. The languages for the website were chosen
by analyzing information obtained from a combination of focus
groups, demographic statistics, and needs assessments.

Immigrant PLEI Consortium Project

The goal of the Immigrant PLEI Consortium Project is to improve
the delivery of PLEI to immigrants in Vancouver to help them
better address their legal needs and have a better awareness of

Saleem Spindari, MOSAIC

core values of the Canadian legal system.

Immigrantlegalcawasn’'t part of the initia
developed in an organic way. The website was first conceived to
reach settl ement workers mndgo coul
sessions, as well as new settlement workers coming into the field

after the project completed. It started with the idea of a secure,
password protected site to support settlement workers in their
internal communication. From there the site evolved, as needs
emerged for settlement workers — particularly their need to be
able to access information quickly to support their interactions
with clients.

The end user of ImmigrantLegal.ca was identified as the settlement
worker. The worker has to get answers fast; they can only spend
20-30 minutes with their client. The site had to be simple and quick
Sandra Wilking, to navigate. The worker would potentially want to show the
Immigrant PLEI Consortium content to the client on the computer or print it off to hand to the
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client. The language on the site had to be clear, and in large type.

The settlement worker audience would know legal topics well, so it was decided to organize the site by
topic first (e.g., Family Law, Residential Tenancy, Employment Law, etc.), and then by language. The topics
needed large icons so they could be easily identified.

Maytree

Newcomers are heavy users of the Internet and many use social media effectively. Statistics Canada data
from 2007 reveal that: “Among people born in Canada, 75% use the Internet, compared with 66% of those
born elsewhere. However, the rate was 78% among immigrants who arrived in Canada during the

last 10 years. Most of these recent immigrants live in urban areas.”

Among the major trends relating to new immigrants:

e Family and friends have continued to be a major source of
employment and settlement information for immigrants.

e The Internet is evolving as a key source.

e In-language media is a priority channel.

e Traditional advertising is still very effective.

e Lack of translated materials.

e Cultural demographics matter regarding media access.

Marco Campana, Maytree

In developing online services, Maytree sees technology as another

channel, not the only channel. A key principle is that there is no loss of human service interaction with
clients.

Don’t think developing online services will be low cost because the technology might be low cost. It is
essential to do quality work on needs assessments and content development, and these steps are costly.

Maytree encourages groups to collaborate with others and partner with the experts (frontline workers).
Once you develop the materials, get the frontline workers to take the materials to their community. Go to
where the audience is and talk to them.

In deciding what languages to translate information into, Maytree recommends using Statistics Canada
data, other statistics, settlement agency information, and community needs data. Weighing the criteria for
languages is complex.
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Key discussion points

On audience:

Technology is good for people who can help
that technology can be effectively used is to help the intermediaries access the information.

The user is not interested in who made the information, but the information itself.

Don’t think, “build it and they will come.” Recognize who the user is (for example, frontline workers)
and support them.

On translation:

Smaller provinces that have a small proportion of immigrants may not be able to justify the expense of
translation. As well, there is the concern that immigrants may not be aware that information from
another province may not apply.

The panel agreed that funding for translation is always difficult. It was suggested that workers could
use a tool such as PovNet for information sharing. It was noted that in Alberta, volunteers provide
translation, much of it oral, as well as creating awareness of issues and local resources.

In BC, PLEI language programs have evolved over time. Smaller areas could make jumps in this
“evolution” process by taking from other provinces.

There are basic legal terms that everyone needs to know in English (for example, child custody, child
support, etc.). The Vancouver Community College has a multilingual legal glossary at
http://legalglossary.ca/dictionary/ that can help with this.

Quality control is an important issue in translation.

On content development and management:

Make sure to choose knowledgeable developers for the content.
Managing content on a site is a challenge. Getting feedback from users is one way to try to keep
content relevant and up to date.

t hems
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Leveraging Others 6Genius: Adapting Content from Other Jurisdictions

This session highlighted innovative online programs that could be shared or adapted for
use in other jurisdictions. Led by moderator Carol McEown, panelists Sarah McCoubrey of
Ontario Justice Education Network (OJEN), Dave Nolette of the Justice Education Society of
BC, Deborah Doherty of Public Legal Education and Information Services of New
Brunswick, and Janet Freeman of Courthouse Libraries BC discussed what factors make
programs good candidates for others to adapt, borrow, copy, and use.

When deciding whether to adapt content from another jurisdiction, here are key questions to ask:

e What makes a product unique?

e  Willit help me do my job?

e How can the product be tailored to make it work for me?
e |flcan’tuseit, who can?

Ontario Justice Education Network

An example of an Ontario Justice Education
Network (OJEN) product that could be used
in other jurisdictions and with other topics
is the Charter Challenge project

model/methodology and materials. This
proven schools-based project meets
teachers’ needs, engages students, and
makes effective use of legal expertise to
create a challenging and lively learning
experience. It takes advantage of discussion
boards and video conferencing to reach
students throughout the province. The

project makes extensive use of volunteer

legal expertise. Sarah McCoubrey, OJEN, and Deborah Doherty, PLEIS of NB

Justice Education Society of BC

Three website products developed by Justice Education Society of BC could be leveraged for use in other
jurisdictions: Families Change, LegalRights4U, and Explore the YCJA.

Families Change: This Flash-based animation site has modules for children, teens and parents on dealing
with a family breakup. The focus is primarily skills-based, not legislation-specific, which lends the site to
being adaptable to other jurisdictions. If the site is adapted for another jurisdiction, a section on local

resources would be required.
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Legal Rights 4U: This Flash-based animation site is aimed at teachers and students and contains a teacher
guide and handouts. The site uses common scenarios affecting youth to educate about legal rights and
responsibilities, including your rights in a car, on the street, at a party, at the border, etc.

Explore the YCJA: This site on the Youth Criminal Justice Act contains a teachers’ site and a youth site. As
the Act is federal legislation, the site can be used in other jurisdictions. The site is interactive: teachers can

do online tests that measure their content knowledge. BC teachers receive CPE credits for doing the
website course.

Public Legal Education and Information Service of New Brunswick

A teaching resource for Aboriginal communities in New Brunswick is a good candidate to be adapted for
use elsewhere: Family Violence Prevention in Aboriginal Communities.

Funded by federal grants, the project was developed in partnership with the New Brunswick Aboriginal
Women’' s Tr an s with andborigilabstakel®ldess' radVisory committee.

This resource could be customized working with local Aboriginal communities. The project would like PLEI
providers to promote the website with local Aboriginal communities and invite them to help the website
build links and local resources.

Courthouse Libraries BC

A Courthouse Library BC initiative, LawMatters at Your Local Public Library, could serve as a model for other

jurisdictions. LawMatters provides support for public libraries throughout British Columbia to enhance their
legal information collections, and training and resources for public librarians on responding to legal
guestions. The LawMatters program provides:

e Alist of recommended law books and PLEI materials for public libraries.

e In-person and webinar training on responding to legal questions (35,000 legal questions per year get
asked in public libraries in BC).

e Legal information forums in communities across the province, to help public libraries engage with other
local agencies that provide legal information and assistance.

Key discussion points
Participants identified examples of their organizations’ resources that could be used in other jurisdictions:

e Martin Jones of Plenet explained his organization’s focus on the problem-solving process required to
answer legal problems. Illustrated in Seven Steps to Solving Any Problem, the process does not include

any law, which makes it an excellent instructional resource for any jurisdiction.

e Hubert David noted that Educaloi shares its content through syndication.

e |InMylanguage.org enables organizations to reuse its materials through a Creative Commons
“Attribution-Non-commercial-Share Alike 3.0"license. Organizations may add their logo and other local
information to a document from InMyLanguage.org before printing the document, thus customizing it
for their own use.
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Innovation Gallery

The Innovation Gallery featured six innovative programs and projects in a highly interactive
format. Dozens of conference participants moved in small groups from one presentation
station to the next for 15 minute sessions that included demos on large screen TVs and
qguestion and answer periods.

PovNet (http://www.povnet.org/), a leader in the anti-poverty movement by having built a nationwide,

online community focused on poverty issues, shared information about development and use of their

online classes they offer advocates free of charge: http://www.slideshare.net/povnet/povnetu. Their

course on Seniors Residential Care Advocacy gathers advocates, care professionals, and family members in

the same online “room” to see the issue from many

Hubert David explained how Educaloi (http://www.educaloi.qc.ca/)
works with other organizations to disseminate legal information by
using a content management system to push information to partner

websites, in short, manageable packages. This web service enables
the content of the partner websites to be updated as content on the
Educaloi site is updated. By doing so they are defying the traditional
point of view that an organization should primarily find ways to drive
users to their own site. That being said, they have found that the
number of referrals to their site is growing.

Martha Rans, Legal Director of the Artists Legal Outreach
(http://www.artistslegaloutreach.ca/), spoke about the work being

done to help non-profit organizations with their legal issues and her

hope for further collaboration for public legal information for non-
profits across the country. The
also hosts a variety of resources on issues such as copyright and

trademark resources, in addition to an online database.

Michele Leering, Executive Director of the Community Advocacy
and Legal Centre (http://www.communitylegalcentre.ca/) in
Ontario, described the many interesting ways they are using
social media to improve communication surrounding their

community legal clinics and community development. They
started with a general website, and then moved on to a blog
about employment rights, to twittering to Facebook, to provide
legal news and information, as well as webinars through
collaboration with CLEONet. Michelle aims to convince that if
they can do it, so can your organization.

Michele Leering, Community
Advocacy and Legal Centre
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David Nolette presented Changeville
(http://www.kidsbc.ca/), a site by the
Justice Education Society of BC
(http://www.justiceeducation.ca/), to help
kids aged 6-12 years old through their
parents’ di vorce a
is highly animated and interactive, can be
used by a child on their own or with a

parent, and although produced in British
Columbia can be used by children across
Canada. Agencies can adapt it for their

provinces too, by

page.

Deborah Doherty from Public Legal
Education and Information Service of New
Brunswick (http://www.legal-info-legale.nb.ca/) introduced participants to how they are using social media
in their work, which includes Twitter as well as Vimeo for the videos they produce. Key services include
providing the most needed forms and how-to guides online, especially for family law
(http://www.familylawnb.ca/), to help people avoid the most common errors.

Dave Nolette, Justice Education Society of BC
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Next Steps

An intended outcome of Just a Click Away was to identify strategies to develop and support effective
practices in using technology for public legal education. There is a great need to continue to share best
practices and approaches —to maximize the impact technology can have on public legal education and
enhancing access to justice, and to minimize duplication of efforts.

Public Legal Education Portals
One area where there is a keen appetite for sharing relates to public legal education portals.

A portal is a website that functions as a point of access to information on the Internet. A portal presents
information from diverse sources in an organized way. A portal can focus on a particular information space
(e.g., law) and a particular audience (e.g., the public, community workers, teachers, etc.).

There are successful public legal education portal websites in several provinces in Canada:

e CLEONet, aimed at community workers in Ontario

e Clicklaw, aimed at the public in British Columbia

e lLawNet Alberta, aimed at the public in Alberta (and the companion portals LawNet Canada and LawNet
Francais aimed at the public across Canada)

e PovNet, focused on anti-poverty issues, aimed at community workers and advocates as well as the
general public

When the Just a Click Away initiative was first conceived, a starting point was whether one of the public
legal education portals could be effectively shared with or extendedtopr ovi nces t hat don’t
a portal.

One of the key success factors for an effective portal website is that the target audience is engaged. This
engagement is twofold — the portal itself needs to speak to the audience, and the content linked to also
needs to meet t hgonatbingiokavectheitesl portagferd stechnitakperspective,
but it won’'t be effective if the actual content b

The Just a Click Away initiative reflected this broader context. It considered how technology could be used
to improve access to public legal education and information. The learning at the conference can be applied
to all areas of providing and supporting PLEI. That said, much was shared specifically about portals. Portals
were the focus of a series of three pre-conference webinars, a panel session at the conference, and in-
depth discussion by the Just a Click Away Advisory Committee. These sessions and discussions explored
such questions as when a portal makes sense, what makes a successful portal, and whether a portal
developed in one jurisdiction can be effectively extended to another.

When a portal website may make sense

There are provinces in Canada where there is not currently a public legal education portal. The question
arises: would a portal website make sense to develop in any of those provinces?
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Several elements contribute to making a portal website an effective approach:

e There is a substantial body of good quality, reliable public legal education and information resources
that meet audience needs.

e Thereis an identified need that audiences are having challenges in finding online PLEI, and
confirmation that the main reason why is because the resources are spread out across multiple PLEI
p r o v iwdbsitesSBy contrast, if there are only 2 to 3 primary PLEI providers, then perhaps a portal
website isn’t tchnenuniatienand linkageslbétvpeen ohe 2ta3 sites would
potentially be a more effective and efficient approach. That is, a portal website may be overkill.) In
assessing this aspect, identify who the audience is, and ask what they need and what the challenges are
of finding what they need.

e There is willingness from stakeholders and PLEI providers to work together to:

0 Develop a common taxonomy that users can understand (a taxonomy is the terminology used to
describe resources so that people can effectively find them).

0 Identify and fill gaps in PLEI resources.

0 Promote use of the portal website within their own organizations and through outreach.

0 Regularly engage in sharing information about their resources.

e There is a commitment to provide ongoing resources and support to maintaintheportal( a por t al
finished atwill ®ediregular®ongding daré aind attention), and keep stakeholders and
audiences engaged.

Key factors to the ongoing success of a portal
There are sever al factors that contribute to a

e The target audience is engaged. The resources that the portal knits together meet the needs of the
target audience, and the audience is engaged in improving the site through usability testing, training
and promotion.

e Stakeholders are engaged. Content providers and other stakeholders participating are engaged in
developing the site, the common terminology, adding their resources to the site, and in using the site
to provide clients with information and referrals to services.

e Contentis updated. There are sufficient resources to keep the information on the portal and the
resources themselves up-to-date and relevant to the audience.

e Common terminology is used. Those collaborating on the portal work with and use the common
terminology (the taxonomy).

e Gaps are filled. There are sufficient resources to grow the site and work with content providers to fill
gaps.

e There is a culture of sharing. The portal supports a culture of sharing and repurposing of content,
through features such as sharing buttons, RSS feeds, and widgets (a way to embed content drawn from
one website on another website).

po
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Should a portal be extended to other jurisdictions?

One of the questions explored at the Just a Click Away Conference and considered by the Advisory
Committee was whether one of the existing public legal education portals could be extended to a province
that does not currently have a portal website.

Among the possible approaches to extending a portal platform are:

e Adding to an existing portal platform. A section could be added to an existing portal platform for
another province to use. The technology would be centrally managed, and the content could be
managed centrally or locally.

e Syndicating an existing portal platform (which is the model used by LawHelp.org). The portal
technologycouldbeadapt ed to become software that a
install on their own local computers. Updates to the technology would be managed centrally, but on a
day-to-day basis the technology and content would be managed locally.

host

e Adapting an existing portal into a national portal, with the technology and content being managed
centrally.

The Just a Click Away Advisory Committee raised the following concerns with extending an existing portal
platform:

e In some provinces (for example, New Brunswick, Manitoba, and Quebec), there is not the range of PLEI
providers to warrant the effort of developing a portal site for that province.

e Itisimportant for people to feel they have a home base that they own. Supporting local portals (as
compared to investing in a national portal) and issue-specific portals such as PovNet provides more
people with a community they connect with.

e Government and community have different voices; a multi-topic, multi-audience portal risks being so
diluted that it becomes a dead voice.

e If there is a national portal, what will that do to provincial/territorial sites in terms of funding?

e Atrendis not to go bigger, but to become more locally focused.

e Getting the funding out to people is more effective than getting the funding out to technology.

If the approach taken to extending a portal platform is to pursue a syndication model (like LawHelp), there
are major implications. For example, if Clicklaw or CLEONet were to be redeveloped to allow the platform
to be syndicated to other provinces:

e It would mean Clicklaw or CLEONet would shift from being a PLEI access point to information into being

a software provider. This is not a core skill for a library (Clicklaw is operated by Courthouse Libraries BC)

or a community service agency (such as CLEO).
e It would be beyond the jurisdictional scope of Courthouse Libraries BC (British Columbia) or CLEO (Ontario).
e Syndication is an expensive model to develop. There would be a significant initial cost in adapting one

of the existing portals into a software that could be extended to other provinces. Many other

opportunities are low cost in terms of the technology costs, such as engaging in social media.

The Advisory Committee did not support the extension of a portal platform to another province at this
time.
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If Not Portals, Are There Other Opportunities?

While the Just a Click Away Advisory Committee did not recommend extending an existing portal platform,
it was highly enthusiastic about supporting other ways of sharing relating to technology and PLEI. In fact,
conference participants and the Advisory Committee expressed keen interest in keeping the momentum
generated by the conference going, and to continue conversations and experiments exploring the most
effective ways to share and coordinate activities.

The Advisory Committee identified concrete examples of how sharing relating to technology and PLEI could
result in more efficient use of resources, so that organizations are putting less effort into developing
solutions from scratch. Examples where sharing has been very successful to date include:

e Taxonomy development: A taxonomy is the terminology used to describe resources so that people can
effectively find them. Clicklaw and CLEONet developed and refined their taxonomies by sharing them
with each other and more broadly.

e Webinar platforms: Short for web-based seminar, a webinar is a learning event delivered over the web,
combined with a telephone conference call for the audio of the event. CLEO, Courthouse Libraries, and
Educaloi are among several organizations that have shared with each other their experience with
webinar platforms. The information sharing has helped each organization find the best technology fit
for their needs in delivering webinars. A longer term possibility exists to team up to share licensing and
usage fees for a particular webinar platform, distributing the costs among several organizations.

e Project management platform: For the Just a Click Away initiative, CLEO volunteered the use of their
project management platform, BaseCamp. The platform proved to be a very valuable collaboration
environment for the Advisory Committee, and several organizations are considering using it for their
own projects.

Examples of where sharing relating to technology and PLEI has great potential:

e Common evaluation frameworks: There are many tools to evaluate the success of websites and other
technology offerings, including analytic tools such as Google Analytics and web survey tools. However,
there are no clear guidelines on what measures to focus on. Developing best practices around what
usage measures and impact measures to highlight would assist organizations and funders in
understanding the success of technology initiatives.

e Cooperating and sharing content: The use of Creative Commons licenses for PLEI content has
significant potential to encourage increased sharing of content and cooperating around
standardization.

e Social media strategies with specific audiences: As the impact of social media grows, there is great
potential for organizations to learn from the experience of others what strategies work best with
particular audiences, such as youth or aboriginal communities.

Supporting Sharing and Developing Best Pra ctices

The Advisory Committee identified a need for a second phase of Just a Click Away, to continue frank
conversations in safe environments, and to share experiences and learning in more public spaces. The
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second phase would provide the tools, time and resources to continue sharing and learning, and to create a
stronger online PLEI community.

A second phase would focus on supporting organizations from across Canada to share technical knowledge
and tools online on an ongoing basi$ostering a culture of sharing. This increased sharing at the
practitioner and community level will build increased capacity in the PLEI community for cooperation and
collaboration on technology-related initiatives.

This phase two of Just a Click Away would feature such elements as:

e A series of webinar broadcasts. Building off the success of the pre-conference webinars, these
broadcast webinars would be aimed at PLEI practitioners, managers, and funders from across Canada
to learn about key topics relating to technology and PLEI.

e Aseries of hands-on web labs. These interactive workshops over the web would be aimed at PLEI
practitioners who work directly with online technologies.

¢ An online community of practice. A private online space would enable PLEI practitioners to have frank
conversations and share experiences and learning about technology and PLEI on an ongoing basis.

e Documentation of best practices. Online PLEI best practices guides would be developed from the webinar
broadcasts and hands-on web labs, as well as the exchanges in the community of practice space.
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About this report

Courthouse Libraries BC prepared this report on the Just a Click Away Conference. On February 23 & 24,
2011, a national audience of those who provide and support public legal education and information met
in Vancouver, British Columbia to focus on how technology can be used to deliver PLEI.

This report is available online at www.justaclickaway.ca.

At Courthouse Libraries BC, we coordinate Clicklaw (clicklaw.bc.ca), COURTHOTj.SE
an online portal for public legal education and information. LIBRARIES | BC
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