Team Expectations
MUTUAL SUPPORT
Attorneys are expected to: 
Rely on and assist each other; 
Leave egos at home; 
Trust themselves; 
Ask questions with abandon; 
Freely share knowledge and skills; 
Work as efficiently as possible; 
Remember that we really are in this together, and that our best success comes from working as a team! 
CALLS
Attorneys are expected to: 
Be at work, logged into Pika and Altigen, and ready to take calls BEFORE the phones go on each day; 
Leave personal life for personal time (personal calls, emails, etc should be kept to an absolute minimum during work hours); 
At the end of the day, stay and answer calls until the queue is empty; 
Prioritize call answering over non-urgent tickle and projects; 
Monitor the queue by opening AltiAgent, clicking “Expand,” and clicking the Queue tab; 
Handle an average of 3 calls or 2 new cases per hour, with an absolute minimum of 9 new cases per 6 hour shift. The average new case should take 30 minutes, including data collection, advice, brief service and follow up; 
Use the Wiki's Substantive Law Manual section for every call in the first 3-6 months, and thereafter as appropriate; 
Email the case reviewers immediately after completing – or reopening – an application with a pending court date or deadline, or where the client is in immediate danger; 
Draft, post and email “good story” paragraphs when we help a client and achieve a positive, tangible result; 
Take collective responsibility for making callbacks from the master list, kept by Anjanette; 
Post for coverage and cover for others, such that there are sufficient people here to take calls each day. 
TICKLE
Attorneys are expected to: 
Review their tickle list every working day; 
Enter case notes in each tickle file at least once per week; 
Endeavor to keep their tickle list to less than 10 cases; 
Review their open case list at least once/month, and alert a case reviewer to any issues. 
Cases should not remain in Hold for more than 10 days without explicit supervisor approval. 
TRAINING AND COMMUNICATION
Attorneys are expected to: 
Read the Substantive Manual, in its entirety, before taking a call; 
Use the Wiki, every day; 
Monitor the Pika message board for announcements; 
Monitor email for case-related messages, substantive updates, etc; 
Attend the 3rd Friday Trainings; 
Attend other trainings, such as quarterly task forces and the Substantive Roadshow, where possible and as appropriate. 
Select a substantive area in which to be/become our “go to” person – stay on top of the developing law (via e-Journal, MPLP task force participation, etc), draft relevant materials for the Wiki and form letter bank, and provide the staff with substantive updates via email and/or 3rd Friday Training; 
MISCELLANEOUS
Attorneys are expected to: 
Pitch in as needed – water the plants, take out the garbage, and do whatever else needs to be done; 
Take good care of themselves – take breaks, ask for help, and be up front about needs and wants; and 
Remember that Life is Good!
