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Accessing Legal Server

1. Use Mozilla for internet access.

2. Go to http://acme.atlantalegalaid.org.  Do not type “www” before the address.

3. Enter your user name and password.

4. The computer opens onto your Home page.  The Home page lists your open cases.  

5. The two tabs at the top of the screen you use most often on are “Home,” which takes you to your Home page and “Cases,” which takes you to the Call Back list.

6. Also on the Home page, look at the right of the screen and see the orange words “Options” and “Messages.”  You will also use these functions often.

Adding a Call Back
1.  Start on the Home Page.  In the “Options” menu on upper right side of screen and click “Prescreen.”  The  “Appointment Application” screen will open.

2.  Enter the caller’s information in the “Appointment Application” screen. 

· All boxes with a red “*” must be completed to complete the callback EXCEPT for the “Adverse Party.”  You can leave the adverse party blank.  

· The Hotline’s “prescreen office” is “downtown,” which should be set as a default.

· The Hotline’s “prescreen program” is “Georgia Senior Legal Hotline,” which should be set as a default.

· You must enter a first and last name. If you cannot understand the caller’s name, enter “Unknown.”  Do not enter “?”

· You must enter a “County” and “Problem code.”  Usually, callers do not leave this information on our voicemail.   If you do not know either, enter “Clayton” for the county and “99.4” (which is “other miscellaneous”) for the problem code.  When an attorney calls the caller back and opens a file, the attorney can change the information.  

· “Assign call back to” field.  If the call is for a particular attorney, use the drop down list to enter attorney’s name in “assign callback to” field.  Otherwise, leave this field blank.  On-duty attorneys call back the callers with a blank attorney assignment field.

· Make notes if any in the “Application Notes” section.  For example, if the caller leaves a message stating that she is calling on behalf of a parent, you would type in “calling on behalf of parent.”

· Designate that caller needs to be called back.   Scroll to the bottom.  The last section on the screen is called “Moving On.”  For “screening status” choose “Pending: callback (in current office).”  

· When you have finished entering data, click “Continue.”  You will have completed the call back entry.  The computer will take you back to the “Call Backs” tab.  You can then click “prescreen” to continuing entering callbacks.  

Changing or Adding Call Back Information

Sometimes you will need to make change to an already-entered call back.  For example, you place a call and discover that the caller has an open case with another HL attorney and you want to assign the call back to that attorney.  

To make change or add callback information, click on the ID number.  This takes you to the “Appointment Application.”   Click on “show steps” (in the upper right box).  Click on “Initial Information.”  You can then make changes.  Click on “continue” to save the changes and return the call to the callback list.
Returning a Call Back and Opening a File  

1. Go to and click “Cases” tab.

2. Go to and click “Callbacks” tab.

3. If you are calling a new caller, start with those entries with “0” number of tries.  Click on the blue “ID” number; this takes you to the Appointment Application screen.  Scroll down to read notes, if any, entered by pre-screener.  Then scroll to the bottom and click on “call now.” You will be routed to “Callback Attempts” screen.

4. Immediately type in the time you are calling in the "Notes" field.  It is very important that you enter the time you placed the call back so that other attorneys know the last time a call has been attempted.  

· If the phone is busy or no one answers after 10 rings, type in the time of your call and either “busy” or “no answer after 10 rings.”  Click ”no” callback successful. Then click “continue.”

· If you reach an answering machine and this is the first HL call to the client, leave the following message (speak very slowly and clearly):

Hello. I am with the Georgia Senior Legal Hotline.  I am returning the call you left (yesterday, today, last week).   I am sorry we missed your call.   We will call you again later today or tomorrow.  There is no need to call us back at this time.   Thank you.

Then, enter the time of your call, a short note that you left a message letting the caller know we would try back today (tomorrow, etc). Click ”no” callback successful. Then click “continue.”

If your attempt is the 2nd HL call and message, leave the following message:

Hello. I am with the Georgia Senior Legal Hotline.  I am sorry we missed you again.  Please call us back at (404) 657-9915 or (888) 257-9519.  Please leave your name and telephone number and a good time of day that we can usually reach you.  
Then, click ”yes” callback successful. Then click “continue.”  

On the next screen, click “reject application,” which is on the right side of the screen.  

On the next screen, reject the callback by completing the “Rejection Reason” and the LSC Matters Referral Reporting Code.”  The correct reason and code are “other.”  Use this same method if you call a client for whom you already have an open file (type “see client file” in the notes section).  

In the notes field, type “two callbacks attempted; LM asking caller to CB.”
· If you reach the caller and want to open a file, click ”yes” callback successful. Then click “continue.”  The computer will then take you back to the “Appointment Application.”  Scroll to the bottom of the page to the “screening status” box and choose “Begin full intake.”   Then click “continue.”  The computer will take you to the Intake screen.  See next section for the Intake Process.

Intake Process

Intake is somewhat of an art form.  You want to establish a relationship with the caller (who may be stressed out), but you also need to collect enough information as early in the conversation as possible to allow you to run a conflicts check.  

The intake process is divided into two phases.  Phase I includes citizenship, adverse party and conflicts checks, and income and assets.  Phase II includes demographics and case notes.  The first phase of the intake process contains 8 screens.  The names of the 8 screens are listed in the upper right portion of the screen.    All boxes with a red “*” must be completed before you can move to a new screen.  You can jump back and forth between only those screens that you have successfully completed.  Information is not saved until you click “Continue.”

Phase I
First screen:  Initial Information
· Intake Office is “downtown.” (should be set as a default)

· Intake Program is “Georgia Senior Legal Hotline.” (should be set as a default)

· Intake Type is usually “telephone.” (should be set as a default)

· Group is usually “no” because most of our clients are individuals.

· Check correct spelling of name.

· Date of Birth:  Type in, for example, 3/10/30.  You must type in the slash mark (“/”).  The computer will then put the date in the correct format.  If the caller does not know the exact birth date, you must enter an “estimated” date.  Be sure to click “yes” to indicate that birth date entered is the approximate date of birth.

· Social Security Number:  The SSN does not have a red “*” which means you can move to the next screen without the SSN.  It is alright to ask for the SSN later in the intake process, after you have established a level of trust between you and the client.  You may also reassure the caller/client that this information is strictly used for the determination of conflicts only, and will not be shared or given to any third party under any circumstances.  If someone is calling with a simple question and there is no AP, you do not need to ask for a SSN.

· Zip Code and County:   Ask for the Zip Code first.  Once you type in the zip code, the computer will display the city and county in blue.  You can click on the blue type and the data will be entered.  However, if the county is out of the ALAS service area, you have to affirmatively locate the county on the drop down list and click on it to input it.  

· Problem code:  You can fill in the correct problem code after completing the intake.  It is essential that you enter the correct problem code. This data is critical to future funding and attorney training.   

· Special Problem Code:  Ignore this field.

Click on “continue” to get to the next screen.

Second Screen:  Applicant Conflicts Results

· This screen helps you determine if the caller has been either an Adverse Party in any previous ALAS case or a repeat customer.   Always check with the Hotline manager if you are unsure whether a conflict exists.

· You must use the drop lists to affirmatively indicate “no conflict” and “not duplicate.”

· If a caller appears as an Adverse Party in another Hotline/downtown case, we cannot provide the Client with legal assistance.  You must indicate “conflict” and the click “reject application” under the options listed on the right of the screen.

· If the Client appears as an Adverse Party in an ALAS case that was not handled by the Hotline/downtown (in other words, the client was an AP in a case handled by Cobb, Southside, Gwinnett, or Decatur) we may, under the Georgia Bar rules, provide legal assistance to the client.  Although we may represent the caller, ALAS has decided not to represent both sides of a case.  Check with the Hotline manger if you speak to a client in this “conflict” situation.

· If the Client appears as a previous client within the same calendar year and simply has a questions about the same issue, then mark as “duplicate,” reject the case, and add notes to the old case.   Do NOT re-open the old case unless you are going to provide significant brief service.

Click on “continue” to get to the next screen.

Third Screen: Adverse Party (AP) Information

· Type in the adverse party information and click “continue” to run the conflicts check and to get to the fourth screen, which shows the results of the conflicts check.  Note that there are four "types" of adverse parties.  The Hotline uses three of the four categories: individual, organization, and no adverse party.  DO not use the “common” category.

Click on “continue” to get to the next screen.

Fourth Screen:  Adverse Party (AP) Conflict Results

· If Adverse Party has never been a client, use drop down list to choose “no conflict.”  Then click continue

· If AP has been a client of the Hotline/downtown, then we cannot help the Caller; use drop down list to choose “conflict” and then click “reject application.”  If the AP was a client in ALAS case that was not handled by the Hotline/downtown (in other words, the AP was a client in a case handled by Cobb, Southside, Gwinnett, or Decatur) we may, under the Georgia Bar rules, provide legal assistance to the client.  Check with the Hotline manger if you speak to a client in this “conflict” situation.

· You can add additional adverse party names by clicking on the blue link in the bottom left corner of the results box. 

Click on “continue” to get to the next screen.

Fifth Screen: Citizenship

· Use drop down list to choose citizenship status.  Click “continue.”

· Note that the computer takes you to the seventh screen, skipping the sixth screen which is “family information.”  

Sixth screen:  Family Information

· As noted above, when you click “continue” on the Citizenship screen, the computer skips the sixth screen, which is family information.  The family information screen is important to Hotline attorneys because this is the screen on which you can enter names of third party contacts with whom the Client has authorized you to speak.  Two other times you need to use this screen:  when it is important to know exactly which household member contributes a source of income (ex. husband and wife each work and husband gets served with a garnishment).  

· To get to this screen, simply click “”Family Information” under the “primary intake” box on the right of the screen.

Seventh Screen:  Financial Information

· Enter household size.  Be sure to ask if caller cares for a child under the age of 18; if caller does care for child under the age of 18, you must designate the case as a Kinship Care case.  You can change the designation after completing the intake.  See the last page of this memo for instructions.

· Use the drop down lists to answer the financial information questions.  

· If the client has no income, you must affirmatively choose “none.”

· If the client has no assets, you must affirmatively choose “none” AND enter a zero ("0") in the value field.

Eighth Screen:  Eligibility summary

· This screen summarizes all the intake information and tells you whether the Client is ALAS eligible.   Note that even if client is above income, if client has medical expenses that bring her income below the ALAS level, she can still qualify. 

· You do not need to change or add to this screen, just click “continue.” 

Phase II 

First Screen: General Client Information
· Enter the demographic information at the bottom of the screen

Second Screen:  Case Questions

· Enter all case notes here.
Third Screen:  Case Disposition

· For case status, choose “investigating facts.” 

· For case disposition, choose, “open.”

Fourth Screen:  Accept Case

· Choose a caseworker using the drop down screen.  

· Click “continue” and the computer will officially create the client’s file.

Working with the File

1.  Your open cases will show up on your Home page.  To open a file, click on the client’s name (in blue).  All the intake information and all your case notes are listed on this screen.  On the right of the screen, you will see a long menu of actions and things you can do.  Most of the time, you will be choosing “Add Case Note” under the Action tab.  Remember to click “continue” after adding a case note.  

2.  To search for a client’s case, use the "Client Search" link (it's in red text at the upper right of the page) - just enter the client's name (first and last name).

Closing the File and Entering Outcomes 

1.  Go to the Actions tab and click on “Close file.” 

2.  Reason Closed.  Use the drop down function to see your options.  Legal Services Corporation has defined each of the “reasons.”  Most common closing reasons are “A” and “B.”  

3.  Outcomes Information.    Outcomes include the number of people helped and the financial benefit to the client of our work.  Recording outcome data is critical to retaining funding and securing new funding.  It is also great to see how much we have helped folks.  Please see the managing attorney if you need help.

Special Cases

· QIT referrals to Troutman Sanders      After you refer the case to Troutman Sanders, leave the case open.  Be sure the program designation is “Qualified Income Trust.”   The Hotline manager will close the case after  Troutman Sanders sends written confirmation that the QIT was executed.  Troutman sends this confirmation at the end of each month so the case may stay open for a few weeks.  

· Kinship Care      If your client cares for a child 18 years of age or younger, you must designate the case as a Kinship Care case.  To do this, click on “View Assignment History.”  Click on “assign or transfer case.”  Click on “transfer case.”  Leave the office the same (“downtown”) but change the program, using the drop down list, to “Kinship Care.”  Finally, name yourself the caseworker.  Then click “continue” to save.
