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    Chart 7: Percentage of Clients and 60+ population 150% of FPG or less.  

   
  

 
 
While the senior helplines usually have no income ceiling qualification, Chart 7 demonstrates that they are very successful at 
targeting services to low income clients. While the average percent of seniors with incomes of less than 150% of the Federal 
Poverty Guidelines in the nine helpline states using 150% or l25% as the definition of low income is 21%, the percentage of 
low income clients (150% or less than FPG) is 63%. When data from all fourteen reporting helplines is included, with low 
income definitions from 125%-300% of FPG, the percentage of helpline clients defined as low income remains 63%, as 
compared to the low income over-60 population (20%) in those fourteen states.   
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     Table 4: Age Groups and Population 
 

      2008 Clients by Age Group (13 helplines reporting) 
Calendar 
year 2008 Totals CA CT* FL* IA* KS ME MI* ND* NE OH PA* TX WV 

Number of 
clients by age 
group:  

35,118 5,205 1,302 1,857 2,982 683 2,556 5,682 1,737 1,179 5,693 1,560 2,598 725 

% of clients 60-
69; total 14,341 42% 46% 38% 43% 41% 46% 42% 48% 39% 55% 31% 44% 44% 46%

Percentage of 
60+ population 
that is 60 to 69   46% 47% 46% 43% 43% 45% 48% 47% 42% 44% 46% 44% 50% 47%

% of clients 70-
79;  total 11,692 35% 33% 39% 35% 33% 33% 36% 30% 33% 31% 41% 35% 35% 33%

Percentage of 
60+ population 
that is 70 to79  

    32% 32% 30% 33% 32% 32% 32% 32% 33% 32% 32% 33% 32% 32%

% of clients 80-
89; total 6,648 19% 18% 22% 20% 22% 19% 19% 18% 24% 12% 23% 20% 18% 17%

% of clients 
90+; total 1,068 3% 3% 1% 2% 4% 3% 3% 3% 4% 2% 4% 1% 3% 4%

% of clients 
80+; total 7,716 22% 21% 23% 22% 26% 22% 22% 21% 28% 20% 27% 24% 21% 21%

Percentage of 
60+ population 
that is 80+ for 
each state 

     22% 21% 24% 23% 25% 24% 20% 21% 26% 24% 22% 24% 19% 21%
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 Chart 8: Client Age Groups and Over-60 Population 

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The age range of clients served by the helplines is parallel to the percentage of the over 60 population for those groups.  It is clear 
from the data that the younger senior groups are not over-using the Helplines as might be feared. Nineteen percent of Helpline 
clients were between 80-89 years old and 3% were over the age of 90. The census does not break down the older age groups in the 
same segments as the helplines were asked to provide data so the best comparison we can make between clients served and 
census data is for the group of seniors 80 years and older.
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 Table 5:  Expenditures per Call/Case 

 
 
      
 
 
 
 

2008 Totals CA CT FL IA ID KS KY MD 
Total  
cost of 
running 
helpline 
(16 
reporting) 

$4,436,371 
 
Average: 
$277,273 

$750,000 $565,243 $282,360 $309,453 $165,542 

$4,000  
(not 
included in 
totals/avera
ges) 

$91,139 $312,602 

Average 
cost per 
case (16) 

$96.76 $119 $314 $152 $93 $93 $6* $79 $96 

Average 
cost per 
call (16 ) 

$47.87 $46 $200 $76 $29 $80 $3 $40 $48 

2008 ME MI ND NE NV OH PA TX WV 
Total  
cost of 
running 
helpline 
(16 
helplines) 

$191,000 $332,181 $170,600 $157,750 $100,000 $206,650 $200,000 $460,043 $141,808 

Average 
cost per 
case (16) 

$82 $39 $98 $140 $195 $33 $120 $106 $210 

Average 
cost per 
call (16) 

$41 $30 $49 $64 $97 $22 $83 $36 $105 
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Chart 9: Average Operating Expenditures for Statewide 
Senior Legal Helpline 2001- 08     
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Table 6: Operating Budgets and Funding Sources                                                                                                                                      

2008 Totals AL CA CT FL IA ID KS 

Cost of 
running 
your 
helpline 

$4,477,371  
not 
included 
in total 
and % 

$750,000 $565,243 $282,360 $309,453 $165,542 $4,000 

Administra
tion on 
Aging Title 
IV 

$1,248,592  $80,000 76,000 137,285 133,000 62,904 112,777  

% Title IV 28%  10% 24% 47% 20% 68%  
% Title 
IIIB 6%  12%     13% 

% State 11%  17%  40%    

% AAA 3%  6%   33%   

% IO(L)TA 24%   62%  25%   
% State 
Bar 1%    13%    

% United 
Way 2%   1%  5%   

% 
Foundatio
ns 

3%  17%     25% 

% Fees 0.3%        

% 
Donations 3%  14% 3%     

% LSC 3%      32% 63% 
% 
Pension 5%  21%      

% Health 0.8%        

% Other 11%  3% 9%  16%   
 Volunteer 
hours 
non-Atty 
volunteer 

   4,490   62.5   

Volunteer 
attorney 

  
 2,795 742  9.0  

$25,690 
in hours 
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  Table 6: Operating Budgets and Funding Sources 
 

2008 KY MD ME MI ND NE 

Cost of running 
your helpline 91,139 $312,602 $191,000 $332,181 $170,600 $157,750

Administration on 
Aging Title IV 88,639 95,000  122,337 95,600  

% Title IV 97%   37% 56%  
% Title IIIB   12%  23%  
% State   7% 6%   
% AAA       
% IO(L)TA  48% 7% 26%   
% State Bar       

% United Way  .02% 5% 13%   

% Foundations    3%   

% Fees    2%   
% Donations  2%     
% LSC  19%     
% Pension 3%      
% Other   70%  21% 100% 
 Volunteer hours 
by non-licensed 
volunteer 

   1,226   

Volunteer hours 
by licensed 
attorney           106     
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   Table 6 – Operating Budgets and Funding Sources 
 
 

2008 NV OH PA TX WV 
Cost of 
running your 
helpline 

$100,000 $206,650 $200,000 $460,043 $141,808 

Administration 
on Aging Title 
IV 

100,000  145,000   

% Title IV 100%  73%   
% Title IIIB  13%   53% 
% State    42% 20% 
% AAA      
% IO(L)TA  44% 18% 57% 19% 
% State Bar     4% 
% United Way  6%    
% 
Foundations  6% 5%   
% Fees  2%  .7%  
% Donations  3% 5%  2% 
% LSC      
% Pension  32%    
% Other     20% 
 Volunteer 
hours by non-
licensed 
volunteer 

 8    160  512 

Volunteer 
hours by 
licensed 
attorney 

 305   100  256 
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Chart 10:  Major Helpline Funding Sources 
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Table 7: Ten helplines reported case types and 
problem codes. Of those ten, seven reported  
problem codes within each category. The other three 
reported the general categories only. The totals for 
each of the categories include the data submitted by 
all ten of the reporting helplines; the figures for each 
problem code within a category contain the data 
from the seven programs reporting problem codes.                 
                                                                                                                                                                  
 
       CASETYPES  SUMMARY FOR 
          ALL REPORTING STATES  
                        N =  29,181           Totals 
Consumer    

25.6% 
01 - Bankruptcy/Debtor Relief 3%
02 - Collection (Repo/Def/Garnish) 11%
03 - Contracts/Warranties 5%
04 - Collection Practices/Harassment 1%
05 - Predatory Lending (Not mortgages) 
06 - Loans/Installment Purchases 
07- Public Utilities 1%
08 - Unfair and Deceptive Sales Pract. 1%
09 - Other Consumer Finance 3% 
  
Education .1%
14 -  Access to Education  
16 -  Student Financial Aid  
19 – Other Education  
  

Employment 2.6%
21-  Job Discrimination  
22 - Wage Claims  

24 –Taxes 2% 
25 – Employee Rights  
29 Other Employment & CETA  
  
Family 7.3%
30 -  Adoption  
31 - Custody, Visitation 1% 
32 - Divorce/Sep. Annul. 2% 
33 - Adult Guardianship/ Conserv. 2% 
34  - Name Change  
35 - Parental Rights Termination  
36 - Paternity/Grandparents Rights  
37 -  Domestic Abuse  
38 – Support 1% 
39 - Other Family 1% 

Juvenile .7% 
41 – Delinquent  
42 - Neglected/Abused/Depend. 
43 – Emancipation 
44 – Minor Guardianship/Conservator. .7% 
49 - Other Juvenile 

 
Health 10.8%
51 -  Medicaid 7% 
52 -  Medicare 1% 
54 – Home and Community Based Care 1% 
55 - Private Health Insurance  
56 – Long Term Health Care Facilities 1% 
57 – State and Local Healh  
58 – Other Heath 1% 

 
Housing 17.4%
61 Fed. Subsidized Housing 1% 
62 Homeownership/Real Prop. 6% 
63 Private Landlord/Tenant  6% 
64  Public Housing  
65 Mobile Homes  
66 Housing Discrimination  
67 Mortgage Foreclosure (Not predatory  
Lending) 

2% 

68 – Mortgage Predatory Lending 1% 
69 – Other Housing 1% 
 
Income Maintenance 5.5%
71 -  TANF  
72 - Social Security (Not SSDI) 1% 
73 – Food Stamps/Commodities 1% 
74 - Social Security –SSDI 1% 
75  - SSI 1% 
76 - Unemployment Compensation  
77 - Veterans Benefits  
78 – State and Local Income Maintenance  
79 Other Income Maintenance 2% 

 
Individual Rights 1.8%
81 - Immigration/Naturalization  
82  - Mental Health  
83 - Prisoner’s Rights  
84 - Physically Disabled Rights   
85 -  Civil Rights 
89 -  Other Individual Rights 1% 
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Miscellaneous 28.2%
91 -  Legal Assistance to Non-Profit Org.  
93 – Licenses (Drivers, Occupations and 
others) 

 

94 – Torts 3% 
95 - Wills and Estates 12% 
96 – Advance Directives/Powers of Atty 9% 
97 – Municipal Legal Needs  
99 – Other Miscellaneous 3%
Total All Categories/Problem Codes 100%
 

 
 

 
 
 
 
 
 
 

(No casetypes were collected in 2006; prior to 2008 the 
Advance Directives did not have a separate code; cases 
were usually reported in combination with Wills/Estates.) 
 
 
 
Chart  11 Case Type Categories 2008 
 

 

 
 
 
 
Summary of most popular 
problems: 

•  Consumer Issues: 25.6% 
• All Debt Related Problems: 

18% - includes  consumer 
debt problems - 15% - and  
mortgage problems - 3%; 

• All housing issues (including 
foreclosure): 17.4%; 

• Wills and Estates: 12%; 
• Advance Directives/Powers 

of Attorney: 9%.  
 
 
 
 
 
 

26%

15%

12%

11%

9%

Consumer

Housing

Wills/Estates

Health

Adv.Dir.

Category 2005 2007 2008 
Consumer 23% 27% 26% 
Housing 15% 13% 17% 
Wills/Estates/ 12% 21% 12% 
Adv. Directives   9% 
Health 13% 11% 11% 

    Table 8: Comparisons 2005, 2007, 2008 
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Category definitions 2008 
 
Clients served  
Definition: Individuals who have received assistance from a helpline are counted only once 
during the year--no matter how many times the individual calls for assistance on the same issue 
or other issues. The individual should only be counted if he or she is helped by a helpline 
advocate (not a screener/receptionist), is an individual that was eligible for your services and 
who actually received legal advice or legal information from a helpline advocate.  A case is 
usually opened for one client -- the caller himself or someone calling on behalf of another. A few 
helplines may open a case for more than one client on very limited occasions. This usually 
involves a husband and wife. For instance, if both husband and wife are on the phone receiving 
advice about estate planning or eviction from their home, a helpline might open a single case for 
both of them.  
 
The number of clients served counts the number of unduplicated people helped by the helpline. 
Some clients may have more than one case but they are counted only once for this field.  In two 
states, the helpline was not able to count clients. In those cases, the numbers are an estimate 
based on ratios related to the number of cases closed.  The number of clients served was 
calculated at 1.12 of cases closed.  This ratio was derived from averages calculated for the 20 
helplines that were able to provide data on all clients served and cases closed.    
 
Cases opened by the helpline 
As calls come into the helplines, staff open cases for eligible clients, analyze the clients’ facts for 
legal and other issues, determine the type of service needed and provide legal advice. They may 
provide additional services such as writing a letter, researching an issue or filling out forms.  
They may also perform some more in-depth services such as preparing legal documents, 
negotiating on behalf of a client or attending phone administrative hearings.  They may refer the 
client to other programs. Most of the helplines close all the cases they open. But where the 
helpline is the intake and advice unit of a full-service program, the helpline may open the case 
and transfer it to a brief-service or full-service unit, where it is closed when service is completed.  
The numbers of cases opened and closed by the helplines are similar.  However, some cases that 
were opened in late 2008 may not be closed until 2009, so the numbers of opened and closed 
cases do not exactly match. 
 
Cases closed 
This count indicates the number of cases closed in 2008, with any closing code. Most helplines 
use the LSC closing codes or a similar system. For most helplines, this number will be very close 
to the total number opened; but there will be cases that open at the end of the year and not closed 
until the next year, or that were closed by another unit of  the same program.  
 
Service closing codes 
Counsel and advice: This code is similar to LSC closing code A: The advocate ascertained 
relevant facts, exercised judgment in interpreting the facts, applied the relevant law to the facts 
and counseled the client concerning the legal problem or question presented. Starting in 2008, 
for most programs, this category includes cases referred to another agency after analysis.  
*Since LSC no longer has a "referral" code to close cases, most of the cases should be reported 
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in the first three categories. If the program DOES use a "referral" code to close a case, that is 
reflected in the subsequent numbers.   
 
Limited action: This code is similar to LSC code B: Non-complex action taken to address a 
client's legal problem, including communications by letter, phone or other means to another 
party, preparation of a simple legal document such as a routine will or power of attorney, or 
assistance to a pro se client with preparation of court of other legal documents. 
 
Extended service: This code aggregates cases closed by the helpline with any higher level of 
services such as those described by LSC closing codes F or G (negotiated settlements); 
H (administrative decisions); I (court decision); or L (extended services). 
 
Referrals: If a program closed any cases with a "referral" code, rather than advice, limited 
action, or extended service, it should be counted as closed with “referral.” 
 
Closed by another program: In some instances, the helpline opens cases for a full service 
program that are ultimately closed by another unit of the program. This entry seeks to track the 
number closed in that manner.   
 
Cases in which clients received follow-up materials 
Definition: Follow-up materials are defined as legal information related to subject matter of the 
case such as a landlord/tenant brochure, a legal form such as a living will or an advice letter 
explaining the client's rights and options. It does not refer to satisfaction surveys, program 
newsletters or requests for donations. 
 
Full-time equivalents:  
Definition: Full-time equivalents are calculated as between 35 and 40 hours per week with four 
weeks off (48 weeks). Only those advocates (not screeners/receptionists) who are assigned to 
work on helpline cases, whether doing telephone advice, follow up, brief services or other duties 
related to working on the helpline, including meetings, etc. are included in the FTE count. 
 
If there is a staff member, such as the manager, who typically staffs the helpline one half of his 
time and works on managerial matters the other half, he is counted as ½ FTE. An advocate who 
works 20 hours a week on helpline calls and who has no other duties but spends some of that 
time at meetings or training is still counted as ½ FTE. 
 
Kansas FTE of 0.10 was not included in the Cases per FTE ratio because cases at the Kansas 
helpline are closed by volunteer attorneys for the most part, not the paid staff attorney. 
 
Volunteers   
Definition: Those cases in which the volunteers worked on the case. It doesn’t matter whether 
they opened it, closed it or worked on it during the course of the case 
 
Referred for free legal services  
Definition: This number includes those clients whom the helpline determined were eligible and 
within the priorities of a particular legal services program. A referral is counted whether the 
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helpline simply gives the client the number to call or arranges the referral formally. The referral 
numbers we are counting assumes that the referral is a good match and the client has a good 
chance of getting served by that program. 
 
Calls handled 
Definition: The number of telephone contacts between the helpline advocate (or someone 
working on the case – not just the screener/receptionist) and the client, other parties or agencies 
on a given case. 

Example: A client calls and talks with the advocate and a case is opened on a landlord/tenant 
matter. That equals one case opened and one call. Then the client calls back and talks to the 
advocate about some new developments in the L/T matter. (Another call). Then the advocate 
calls the landlord to try to work out some more time for the client. (Another call). Then the 
advocate calls the senior housing agency to facilitate alternative housing. (Another call). Then 
the advocate calls the client to convey the final results of the case. (Another call). For this one 
case you would count five calls. 
 
Suggestions for counting calls: A few helplines have software enabling the advocate to count 
each call on a case. If the software cannot count calls, here are a couple of suggestions for 
handling this count:  

• Take a random sample of 100 cases and look at the case notes for each case. Count the number 
of advocate/client or other party communications for each case and then calculate a ratio. So if in 
those 100 cases there were a total of 200 calls involved, your case/call ratio would be 1:2. If you 
closed 1,000 cases in 2008, you would report 2,000 calls. Please note in the report whether you 
are reporting actual calls counted or a ratio developed based on a sample. Once you have 
developed a ratio for your helpline, you can keep it year to year unless your operation or types of 
calls have changed substantially. Generally, if your helpline does almost all telephone advice 
cases, your ratio will be under 1:2. If your helpline does a large amount of brief services, your 
ratio will be higher.  
• Instead of a random sample, you could review each case for one or several months, and 
develop your ratio from that sample.  
•  Or you can have your advocates hand tally their calls for a typical month and compare that 
number to the number of cases opened that month to establish a ratio.  
 
Eleven helplines were able to report the number of calls handled, whether through a software or 
sample count. Based on the data from these helplines, we determined a ratio of two calls for 
every case. We used the 2:1 ratio to estimate calls for the remaining 11 Helplines that were able 
to report cases closed but not calls handled. 
 
Expenses: 
Definition: The item seeks the total of your budget items attributable to running the helpline. So 
if there is a rental charge for the whole program but the helpline takes up 1/5 of the space, 1/5 of 
the rent would be reflected here. Calculate grant or other funding sources for the calendar year 
2008, so for a one-year grant that began in October 2008, only one fourth (three months’ worth) 
of that grant would be reported for 2008. 
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In-kind expenses: This would include items such as the fair market value of free rental space, 
free equipment that was donated in 2008 and used to carry out the functions of the helpline, the 
value of postage covered by another organization for a helpline mailing, etc. In essence, the 
value of items or services that the helpline used but were paid for or donated by another 
organization and were not charged to the helpline should be included as in-kind expenses. Cash 
donations are not counted here. 
 
Volunteer hours contributed:   
The helplines were requested to calculate volunteer hours as follows: 
•  Non-licensed volunteer. Include in this number the hours contributed by any law students, 
interns, community volunteers, etc. who provided assistance either to clients or to the operations 
of your helpline.  
•  Licensed attorney volunteer. This would include volunteer attorneys that worked directly on 
your helpline or the number of hours that a private attorney contributed pro bono to a case you 
referred.  
 
Target Populations 
Minorities 
Seventeen helplines reported the number of women served and 15 helplines reported the number 
of minorities served. The totals from reporting helplines only were used to calculate percentages. 
Note: This should be unduplicated count; a multi-race person should not be counted in more than 
one category.  
*Hispanic: Under AoA's current standards, Hispanic is an ethnicity and not a race. However, if 
the program still collects Hispanic as a race and a client self identifies his or her race as 
Hispanic, it would be reported in the first category “Hispanic” under race.   
 
Under this standard, in place during 2008, if the client considers his or her race white or black, 
but his or her ethnicity/origin Hispanic, that person would be counted in the appropriate race and 
again in the ethnicity category. All programs reported their Hispanic clients under the Hispanic 
(1st category) except for California, which reported it in the ethnicity (all races) category. For 
purposes of the calculation in this report, the California Hispanic number was included in the 
same category as the other programs, resulting in only one “Hispanic” category. 
 
Consistent with OMB requirements, the following are the race and ethnicity categories to be 
used for information collection purposes:  
Ethnicity:  
• Hispanic or Latino  
• Not Hispanic or Latino  
Race: 
• American Indian or Alaskan Native  
• Asian  
• Black or African American  
• Native Hawaiian or Other Pacific Islander  
• White  
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• American Indian or Alaskan Native -- A person having origins in any of the original peoples of 
North America (including Central America), and who maintains tribal affiliation or community 
attachment.  

• Asian – A person having origins in any of the original peoples of the Far East, Southeast Asia 
or the Indian subcontinent including, for example, Cambodia, China, India, Japan, Korea, 
Malaysia, Pakistan, the Philippine Islands, Thailand, and Vietnam  

• Black or African American—A person having origins in any of the black racial groups of 
Africa.  

• Hispanic or Latino -- A person of Cuban, Mexican, Puerto Rican, South or Central American, 
or other Spanish culture or origin, regardless of race.  

• Native Hawaiian or Other Pacific Islander -- A person having origins in any of the original 
peoples of Hawaii, Guam, Samoa or other Pacific Islands.  

• White – A person having origins in any of the peoples of Europe, the Middle East or North 
Africa.  

• “(Alone)” – When appended to a racial category (e.g., “White (Alone)” means that the 
individual designated only one race category 
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State Specific Notes 
AL 2008:     

1. Thirteen of the cases open were referred to the Volunteer Lawyer's Program. 
2. One hundred sixty-one of the cases open were referred to a LSA local office and closed 

by them. The Elder Law Helpline answered 2,222 calls that were referred to local Title 
IIIB private attorney providers. Under an agreement between the Helpline and providers, 
no cases were open for these calls. Even though they came in to the Helpline, they were 
referred without a case being opened for the Elder Law Helpline. This was done to avoid 
a written consent process for referral that delayed time for the referral. Most of these 
cases involved wills and POAs. 

 
Funding: 
Some LSC funds are used in addition to the AoA Title IV Model Approaches funds. 
 
CA 2008   

1. Clients not included in the age figures are mostly caregivers of minors from 55 to 59, 
eligible for service under the OAA. A few are younger pension counseling clients. 

2. The “low income” figure is interpolated from a percentage of cases to a percentage of 
clients during the year, since the check off is on the data table with cases.  

3. The low income number is likely understated, as advocates don't always remember to 
obtain the needed information or to mark the field. 

4. Number of calls was determined to average 2.13 per case from a sample many years ago. 
I have arbitrarily (and quite conservatively, I think) raised that to 2.6 for 2008 based on 
the fact that the proportion of cases with limited action and extended service has risen 
considerably since the sample was done 

5. Case time total does not include 180 hours spent by advocates in other agency offices on 
cases handled jointly with the helpline. 

Funding: 
Other sources: Local Community Services Block Grants and Dispute Resolution Program, HUD 
counseling grants, food stamp outreach funds. 
Expenses are estimated based on a federal FY statement. Most revenue numbers are rounded, as 
different sources are actually expensed unevenly at different times, and are annualized for the 
nearest applicable year -- except the state funding figure, which is half the total received for July 
2007-June 2008. 
 
CT 2008       
Calls: Actual number based on phone system or case management system. 
Funding: 
Donations = in kind services of volunteer attorney. The hourly rate for volunteer attorneys that 
CT used for this project was $25.35. 
State Department on Aging money is from an AoA Model Approaches grant. 
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DC 2008    
1. Clients served: 2,883 - May be some duplicates, probably no more than 5%, as no way to 

determine. This number represents initial contacts with clients by helpline attorneys, and 
husband and wife are counted separately. 

2. Clients who are women: 70.5% of cases closed by helpline – recorded in stats as a 
number.  

3. Methodology for reporting calls received - Used a random sample which resulted in 1.37 
ratio multiplied by cases opened. 

4. Advocate hours: Helpline attorneys are dedicated to this work only, but reductions are 
made for meetings, training, leave, etc. Time is sum of time spent by all attorneys on 
helpline work. 

 
GA 2008 
Calls: ratio based on sampling. 
 
FL 2008   
The number reported for Total Clients served has been adjusted to account for individuals who 
called for advice on multiple legal issues. All other numbers reported are based on the number of 
cases opened in 2008 and do not reflect an adjustment for individuals who received advice on 
multiple legal problems. 

 
Other funding: The funding we receive from the State Department of Aging (FL Department of 
Elder Affairs-DOEA) includes an allocation from the DOEA's Administration on Aging Model 
Approaches award and State funds.  
 
IA 2008     
Funding -other  
The AoA funding is a Model Approaches grant that comes through the State Department on 
Aging. The other funding of $50,887 is from a State of Iowa appropriation to Iowa Legal Aid. 
 
ID 2008   

1. Women - Calculated based on percentage of women reported. 
2. Methodology for reporting calls received -  Total calls plus recorded call backs on closed cases 

(we do not record # of contacts on open cases) 
3. Advocate Hours: Total hours spent on helpline cases and other matters for the helpline (outreach 

and education, recording time, preparing written legal materials, etc.) = 1899.5. Helpline 
advocate spent an additional 77 hours in training, community outreach, consultations, and 
other matters related to providing legal services but not related directly to the helpline. 

 
KS 2008    

1. Clients/Cases We had 721 intake records for client, but 38 are duplicate clients.  So that means 
683 unduplicated client count.  But 721 potential cases in the system. Because our program is not 
staff driven, but volunteer driven, we don't end up with a new intake if another separate issue 
comes up.  That is why we don't have multiple intakes for one caller.  We do have separate 
intakes for husband and wife calls.  The issue that makes our statistics under-reported  is the calls 
that go to private attorneys, and we can't always get the private attorney to report back on the call 
and the advice provided to the caller.  So, we can't "open" or "close" the case, even though we 
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know the call went to a volunteer and can assume service was provided, since we connected the 
client and the attorney directly.  We had a few of those situations, bringing the 721 potential case 
number down to a total of 683. In other words, 42 cases we got no reply back from the private 
attorney, so we can't count them as "cases".  

2. KS  reported  .10 FTE Staff.  This figure was not included in the cases per FTE calculation since 
the cases, for the most part, were handled by the volunteer attorneys and could not be attributed to 
the .10 paid staff. 

 
ME 2008    
Funding – the hotline receives $119,065 from state funds directed to legal services and $15,000 
for housing services. 
 
Health Insurance Counseling funding is for the SHIP program; SHIP services are provided by the 
Legal Services for the Elderly intake paralegal. 
 
MI 2008           

1. Advocate hours: Estimated  
2. Free Legal Services Referrals: Referrals to free legal services was down due to issues 

with the Detroit legal services program no longer assisting seniors because they lost the 
IIIB contract. 

 
ND 2008 
Number of called is based on a ratio developed from sampling cases. 
 
Costs: Other funding: State surcharge on civil filing fees 
 
NE 2008 
 
All funding for the Nebraska ElderAccessLine came from the Nebraska Commission on Public 
Advocacy. 
 
NV 2008 
Every case closed receives at least a written advice letter. Often the letter is accompanied by 
brochures or pleadings that we have drafted on their behalf. 
 
Funding is from AoA Title IV Model Approaches Program which comes through the State 
Department on Aging. 
 
OH 2008:  

1. Calls handled - Based on actual count.   
2. Client fees and referral fees represents both registration fees and fee sharing for Helpline 

Attorney Referral Program (Lawyer Referral Service) 
 

3. Cases closed: All cases start with the helpline, so all 6471 cases began in the helpline.  
252 clients (cases) were advised by the helpline who then referred the case for in-house 
representation. We use Pika as our Case Management System, and in Pika the helpline 
case is not technically closed, rather it is re-assigned to in-house legal counsel, who will 
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close the case when done. The 252 were included in the 6471, which is a mistake if you 
truly meant "closed by the helpline".  However I was thinking that "closed" meant the 
helpline gave their advice to the client just as they did with the other 3156 advice cases 
and just b/c our software does not "close" the helpline case and open a new one for the in-
house representation, but rather re-assigned the case, I would not want the helpline to not 
get credit for the advice they did give the client. So all 6471 were given legal advice by 
the helpline.  After the advice, 535 were given additional action, 163 were given 
extended services, 2365 were referred elsewhere, and 252 were referred in-house for 
extended services. 

  
PA 2008 

1. Number of calls handled is an estimate. 
2. FTE – 1.6 – This represents one full-time helpline manager/director, who spends .6 of her 

time on calls and one full-time Legal Advocate who handles all of the screening and 
scheduling and provides some information and referrals to callers. 

 
Funding – Title IV funding  - this is mostly  Model Approaches funding which comes through 
the State Unit on Aging to SeniorLAW Center and includes state matching funds. 
  
TX 2008 
Cases referred only includes clients who were eligible for helpline services and who were 
referred to other free services after receiving advice. 
 
WV 2008 
The 67 cases referred for free legal services includes 63 cases referred to pro bono attorneys and 
four cases referred and accepted by the LSC program. 
 
Funding: “Other” includes money from a partnership we maintain with the LTC Ombudsman for 
space-sharing and a joint newsletter, and sundry other stuff including honoraria, sublet rent, 
public interest fellowship stipend, etc. We had a budget surplus this year, so our revenue 
exceeded our costs. 
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California       
A huge growth spurt came early in the year after first-time state funding finally kicked in, following 
severe cutbacks on 1/1/07 after the loss of AoA funds. Staff more than doubled. 
 
At the same time, the hotline had taken on numerous special projects when funding was obtained for 
them, all consistent enough with the core mission to make them worthwhile as insurance against the 
possibility of greater cutbacks, but demanding huge investments of time for grant proposal writing, 
systems and data management, reporting, etc. Nearly every staff member has some responsibility for 
one or more of these projects, meaning that average time per person devoted to core helpline work is 
notably reduced from the past. 
 
At the same time, significantly more cases than in the past are involving much more time than 
traditionally on the helpline. This is partly due to the many inexperienced staff (and more volunteers 
than ever before), but also the increased project-oriented work, greater responsibilities as the provider 
of local services through the AAA (OAA III-B) -- and the perceived reality that cases are tending to be 
more difficult and complex. That could be a reflection of the hard times -- adverse parties, from 
financial abusers to businesses to government benefit programs -- all seem to be more aggressive in 
pushing back at or down on seniors. We also surmise that it is a product of the fact that it is harder than 
ever to get through to us, so the most needy are also the most persistent. 
 
Average hours per case figures demonstrate the dramatic change: from less than 1.0 in 2005 to nearly 
2.0 in 2008. 
 
Senior citizens in the state of California have been especially hard hit by the nationwide housing crisis. 
During this unprecedented collapse, they constitute one of the most vulnerable classes of citizens in 
most need of protection, as they have been the chief targets of predatory lending and mortgage rescue 
scams designed to steal the equity that has accumulated in their properties over decades. At the same 
time, they are typically less able than younger homeowners to develop additional income, while 
expenses for needed health care, in-home help, repairs on older homes, etc., compound the problem. 
 
In the first few months of 2008, the California Senior Legal Hotline has handled 272 foreclosure-
related cases. The demand for housing counseling among senior citizens in our state far exceeds 
capacity, however, and the examples below illustrate the degree to which foreclosure counseling at the 
Senior Legal Helpline can make a difference in the lives of those most susceptible to abuse by 
unscrupulous mortgage brokers. In just a dozen typical cases, foreclosure counselors at the helpline 
were able to reduce principal balances by $214,440 and monthly payments by $4,298. 
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Federal funding for this has been forthcoming, in part dictating the attention, but it is also clearly 
among the most important and valuable areas in these times.  
 
Three typical SLH foreclosure cases are excerpted below: 
Client Stories 
 Los Molinos: 
After working with clients for nearly a year and a half on trying to make their mortgage more 
affordable, the Chico Office of Legal Services of Northern California contacted the California Senior 
Legal Helpline for assistance. Clients are disabled and have substantial medical bills. A foreclosure 
counselor at the helpline negotiated a loan modification whereby the lender reduced the monthly 
interest rate from a variable 8% down to 5.585% fixed for the life of the loan. This reduced clients’ 
monthly payment from $1,566 to $1,233, enabling them to afford their mortgage while paying medical 
bills and other expenses. 
 
Carmichael: 
Client (71 years old) met with a foreclosure counselor at the California Senior Legal Helpline at a 
workshop held in West Sacramento. She explained that she suffered from diabetes, rheumatoid arthritis 
and emphysema, which caused her to be hospitalized several times and placed on an oxygen machine, 
leading to higher medical expenses. As a result, she could no longer afford her monthly mortgage 
payment of $2,262. The foreclosure counselor negotiated a loan modification whereby the lender 
offered a fixed rate of 5% for the life of the loan, reducing the monthly payment from $2,262 to 
$1,782. 
 
Lancaster: 
Client (62 years old) contacted the California Senior Legal Helpline two weeks prior to the scheduled 
foreclosure sale of her property. A foreclosure counselor at the helpline was able to negotiate a special 
forbearance for client while he attempted to reach a satisfactory resolution to address client’s mortgage 
delinquency – and until the client reached aged 62 the eligibility limit for reverse mortgages. The 
lender postponed the foreclosure and eventually accepted a short payoff of the loan through a reverse 
mortgage of $79,000, reducing the amount owed by $61,000 and enabling client to live securely in her 
home the rest of her life. 
 
-------------------------------------------------------------------------------------------------------------------------- 
 
Recent state budget cuts completely eliminated the entire state allotment for the California Senior 
Legal Helpline at this crucial time when the program is a necessity for seniors across the state. 
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Connecticut                  

                                                                                 
During this reporting period, 57% of all callers into the helpline required extended services beyond 
“advice only.” Significant developments included: 
• Cooperative agreement with SUA to reach underserved seniors: the cooperative agreement with the 
State Unit on Aging and direct assistance from the Legal Services Developer offers the CLPE 
expanded opportunities to reach underserved seniors with consumer problems. Plans have begun for 
utilizing the SUA Medicare RxXpress bus for onsite CLPE intakes. The CLPE Project Manager 
trained Medicare RxXpress staff to identify consumer problems through an intake and referral tool 
which will become a part of their screening process. Seniors identified as having a consumer problem 
will, with their permission, have their intake form faxed directly to the CLPE helpline. Intake staff will 
include Spanish speaking individuals.  
• Services to Homebound Seniors: The CLPE has reached out to homebound seniors with serious 
consumer law problems by training homecare case-managers/social workers to identify consumer law 
problems through the use of a screening and referral form. A completed form is faxed directly to the 
CLPE helpline. CLPE intake staff contact the senior to complete the intake, then assign the matter to a 
CLPE advocate. 
• Meals on Wheels: Through GIS Mapping, the CLPE identified the greater Waterbury and Torrington, 
Connecticut areas as having large minority populations that were underserved by the CLPE. To 
address this, the CLPE worked with the North Central Area Agency on Aging to arrange for 1,200 
“consumer questionnaires” to be placed on the trays of recipients of Meals on Wheels. Seniors with 
consumer problems were told to complete the questionnaire and place it back on their tray. The 
questionnaires were returned to the NCAAA then ! faxed directly to CLPE support staff who assigned 
the senior to a CLPE advocate for assistance. 
• CLPE attorneys presented testimony before the legislature on several consumer bills that would affect 
Connecticut’s seniors.  
• Defending Debt Collection Suits: The CLPE implemented its plans for CLS CLPE/ Elder Law 
attorneys to defend a limited number of debt collection law suits filed against senior consumers who 
have a defense. Initially, priority cases are limited to 3 geographic areas (New London, Bridgeport and 
Waterbury Connecticut). Members of the Connecticut Bar Association Consumer law section are 
providing guidance and support. The CLPE Project Manager has created a pleading bank for the legal 
services intranet regarding these types of cases and will continue to add pleadings that will be helpful 
in future cases. This litigation will not be paid for by Model Approaches (AoA) funds. 
• Paperless files: CLPE Project Manager Cheryl Feuerman revamped the CLPE system for opening 
files, making the system almost completely paperless. The new system is more efficient, saving intake 
staff and advocate time, and it saves trees. 
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• Client Satisfaction Surveys: The CLPE has changed the process used for sending out CLPE client 
satisfaction surveys and recording results. Whit Freer, the Technology Administrator assigned to this 
grant (working with the CLPE Project Manager), created a computer report program that generates 
cover letters, satisfaction surveys and address labels. Beginning December 2008, this new report will 
be used to generate the mailing of Client Satisfaction Surveys to callers/clients on a monthly basis and 
will save significant staff time. 
 
Client Stories 
Mr. R. (a Spanish speaking man) called because a lien had been placed on his home and he had no idea 
why. He also learned that the IRS had a claim against him for unpaid income tax. After several 
conversations using a translator, it became apparent Mr. R. was being pursued as a result of his identity 
being appropriated by his son. The son, who had the same name as his father, had died several years 
ago. The CLPE advocate assisted Mr. R. with filing identity theft reports with the police, IRS, FTC, 
credit reporting agencies and debt collectors. As a result of the CLPE’s advocacy, the lien was 
removed from Mr. R.’s home, the IRS corrected their records to reflect that Mr. R. did not owe any 
back taxes, and the credit reporting agencies corrected Mr. R.’s credit reports 

 
Mr. L., an 84 yr old World War II veteran who is legally blind, lives alone in the house that he and his 
wife bought 55 years ago when they married. Immediately prior to his wife’s recent death, Mr. L. was 
diagnosed with colon cancer. He underwent surgery and inpatient rehabilitation before returning to his 
home in early March. When he returned home, he had no one to care for him. He began to receive bills 
for his operation and care but did not know what to do about them. When he contacted the CLPE to 
discuss his bills, he was shivering with cold and began to cry as he explained that he had run out of 
fuel oil and did not have the resources to purchase more. The CLPE advocate referred Mr. L. to 
CHOICES (CT’s SHIP program) and the Veterans Administration for help with sorting out his bills. In 
addition, he was able to secure 200 gallons of heating oil from an emergency fuel bank and the 
Western Area Agency on Aging. Mr. L. was so happy that he cried with joy 
 
Ms. J. hired a contractor to do some work in her home. The contractor completed most of the work and 
said he would return to finish. Despite numerous calls, however, the contractor did not return to finish. 
Ms. J. contacted the CLPE almost a year later. The CLPE advocate contacted the contractor and 
worked out a plan for completion of the remaining repairs 
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Florida                                                                             
• Senior Legal Helpline staff participated in the FL Department of Elder Affairs (DOEA) 

Communities for a Lifetime forums held at various locations around the state. They are 
informational fairs for SENIORS and service providers. Communities for a Lifetime is an 
initiative by the DOEA to foster development of communities that integrate the needs and 
resources of all generations to create a strong sense of community and an appreciation for 
the contributions of each group. (February - April 2008); 

 
•  Participation by the Managing Attorney in the televised Town Hall Meeting sponsored by 

the local public television channel on caregiver issues (May 2008); 
 

 
•  Participation by the Project Director on a panel at the National Aging & Law Conference 

in Washington, D.C., to share the success we have achieved to date with regard to our 
collaboration under AoA’s Model Approaches grant. Other panelists included the Legal 
Services Developer for Florida's DOEA; the director of one of Florida's Area Agencies on 
Aging (Maureen Kelly); and the managing attorney for one of the IIIB legal services 
providers (Carol Moody). Each panelist gave a PowerPoint summary of how their program 
contributed to the collaborative delivery of services to Florida’s Seniors; 

 
•  Participation by the Managing Attorney and Project Director in the Model Approaches 

Statewide meetings coordinated and organized last April by the DOEA. One half-day for 
AAA directors; one half-day for IIIB directors/managers. Sarah Halsell, Director, DOEA 
Elder Rights Unit, has described the outcome of those meetings as having 'identified 
strengths and weaknesses of current delivery/referral system, along with opportunities for 
improvement. 

 
Client Stories 
The Helpline resolved a Medicaid re-certification problem for a senior when the Helpline advocate 
intervened by making several calls, finding out what documentation was needed and advising the client 
how to provide it to the appropriate agency. The advocate received a follow up letter from the client to 
thank her and advised that the matter had been satisfactorily been resolved. 
 
A Landlord/Tenant matter was resolved and a security deposit was returned with advice from the 
Helpline where a Senior was able to respond to and refute the Landlord's demands on making a claim 
for retaining the security deposit by correctly asserting her rights, when the Landlord has failed to 
utilize the appropriate legal remedy to keep the security deposit. Prior to getting advice and counsel, 
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the Senior was not aware of her rights. We became aware of this outcome when the Senior contacted 
the advocate by letter that the matter had been satisfactorily resolved. 

Georgia            
Client Stories 
Mrs. Smith contacted the Helpline in tears. Her roommate passed away suddenly, leaving the woman, 
whose monthly income is $1,287, unable to pay all her bills, including her monthly condominium fee 
($270). Mrs. Smith called the Condominium Association, explained her situation, and promised to save 
money each month and pay a double fee in May. Mrs. Smith paid made timely payments for the next 
four months and in May paid a double fee. The Condominium Association then slapped her with a 
$1000 penalty and the threat of a lien. The Helpline reviewed condominium covenants and by-laws 
and found no authority for a $1000 penalty. The Helpline contacted the Condominium Association’s 
attorney and demanded that the penalty be dropped. The Condominium Association dropped the $1000 
penalty. 
 

Iowa         
The Hotline continued to implement the Model Approaches grant. Four additional legal education 
seminars were broadcast to more than twenty-five sites in Iowa. Numerous focus groups were held 
throughout the state to determine the legal needs of elderly Iowans. 
 
Client Stories 
The daughter of an 85-year-old woman from western Iowa called the Hotline because the elderly 
woman was finding it financially impossible to stay at her home where both she and her children 
wanted her to stay. The client’s only income was $1,200 in Social Security, but her Medicare 
Supplement policy that paid for most of her prescriptions cost her $700 per month, leaving her with 
only $500 per month to pay other expenses. The Hotline told the daughter that the elderly woman 
qualified for a Medicare Part D prescription drug plan and the Extra Help plan which would pay 
almost all of her prescription bills except for a small co-payment of $3.00-5.00 per month per 
prescription. By enrolling in the Part D and Extra Help plans, the client could then switch to a lower 
cost Medicare supplement plan. The Hotline also informed the daughter that the elderly woman was 
eligible for Iowa’s Low-Income Home Energy Assistance Program to help her pay her heating bills, a 
Medicare savings plan which would pay her monthly Medicare premium of $96.40, and Iowa’s Elderly 
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Waiver program if she would need some in-home services in the future. As a result of contacting the 
Helpline, the elderly woman was able to remain in her home. 
 
An 85-year-old woman from eastern Iowa moved to a nursing home and did not have any savings with 
which to pay the nursing home bills. The Department of Human Services informed her that because 
her income consisted of both Social Security and veterans’ benefits which together exceeded the 
normal income eligibility limits for Medicaid, that she would need a Miller Trust to be eligible. The 
client’s daughter contacted the Helpline to inquire about establishing a Miller Trust. The Hotline 
prepared the Miller Trust and instructed the daughter about how the trust would operate. The client 
now qualifies for Medicaid and is getting her nursing home bills appropriately paid. 
 
A southeast Iowa couple in their eighties were sued in December 2007 for a delinquent credit card debt 
of $1,300. The couple rented their home, owned one vehicle, lived on a minimal amount of Social 
Security income, and were completely collection proof. At that time, the Helpline prepared an affidavit 
of exempt property that was sent to the client for filing with the clerk of court and for mailing to the 
creditor’s attorney. The couple was advised that by filing the affidavit, their checking account, which 
contained only their Social Security proceeds, would not be subject to garnishment. The client called 
again in June 2008 after they had gone to the grocery store and found out that their bank account had 
been frozen by a garnishment by the creditor’s attorney. The Hotline contacted the creditor’s attorney 
to see if they had received a copy of the affidavit of exempt property and was informed that a mistake 
had been made since they did have a copy of the affidavit on file. The garnishment was immediately 
released and the couple were able to pay their bills again. 
  
    

Idaho                                                          
Trends: Increase in calls requesting assistance with advanced directives, increase in calls regarding 
debt collection, and increase in calls regarding foreclosures. Our most common calls are regarding 
Medicaid, advanced directives and wills, and debt collection. As for staffing changes, we switched 
from one full time attorney to having two attorneys share the helpline so that we have an experienced 
person available to cover when the regular helpline attorney is out of the office. 
 
Client Stories 
We helped a grandmother and grandfather who were re-settled refugees from the Congo obtain 
guardianship over their grandson. Guardianships for grandparents and guardianships for incapacitated 
adults are common cases for us to take for extended representation.  
 



 

SENIOR LEGAL HELPLINES 

Significant Events and Client Stories 
 Calendar Year 2008 
 

Prepared for 2008 Senior Legal Helplines Annual Report  
 

48

We drafted a Miller Trust for a senior needing nursing home care, thus enabling him to qualify for 
Medicaid. We do approximately 1-5 Miller Trusts for senior clients each month. We also assist seniors 
with Marriage Settlement Agreements and other assistance obtaining Medicaid. 
 
We educated a senior about his options regarding credit card debt, including entering into a repayment 
plan, bankruptcy, and being judgment proof. Discussed the senior's rights under Idaho's exemption 
laws and the Fair Debt Collection Practices Act. Debt collection calls are one of our most common 
calls on the helpline; most of the callers are judgment proof but were not aware of that. 
 

Kansas           
Efforts by the Kansas Bar Association have increased the number and availability of pro bono 
volunteers for the Helpline significantly in 2008. 
 
Client Stories 
A volunteer attorney assisted a caller in understanding how to document some issues regarding a 
Federal Income Tax lien on his property. This lien pre-dated a flood that prompted some disaster 
assistance. However, the status of the lien was limiting the caller's participation in this Federal 
program. The caller had legal representation before the IRS on the lien. The legal advice helped him 
determine what he needed from his IRS legal counsel to resolve his disaster assistance claim. 
 
A volunteer attorney arranged for a phone conversation between a caller and the City Attorney in her 
community. Caller faced a misdemeanor charge. When she was able to talk with the City Attorney and 
explain her situation, the charges were dismissed. 
  
A caller had purchased a car and believed that false claims were made during the sale. The volunteer 
Helpline attorney negotiated on her behalf with the dealership to resolve the issues and resolve the 
problems that could be resolved under the warranty.  
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Maryland                                                
• The Maryland Senior Hotline completed a 37-page draft of the Maryland “Planning for 

Incapacity” book that AARP's National Legal Training Project began before NLTP ended 
operations last year. The book was also coordinated with the Maryland Attorney General's 
office, and is expected to be published this year; 

• The Hotline hired another staff member, a paralegal student, in 2008. Our new staff member 
has greatly assisted our efforts to redesign our centralized intake software so that we can 
convert our leased system to our own later this year. Over 100 recorded scripts were modified 
and updated in English and Spanish to guide callers through the system; 

 
Client Stories 
The Hotline was contacted by an Iranian Jewish senior who was ostracized by her family and the local 
Jewish community. She had so antagonized one of her sons that he resorted to violence and beat her 
severely. The lady was living in a shelter on donations from charities and a few out-of-state family 
members. The Hotline assisted the senior by connecting her with a victim rights attorney who 
represented her at her son's assault trial. The attorney was instrumental in the son receiving a sentence 
that restricted his contact with her and also with her husband, who was recognized as a family leader 
that influenced the attack on her. Last year the Hotline helped her obtain U.S. citizenship and public 
benefits. She now lives safely alone in the family house. 
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Maine      
LSE reallocated resources from the area offices to the Hotine in the fall of 2008 to deal with high case 
volumes and long wait times. 
 
 

Michigan                                                           
• In August of 2008, The Legal Hotline for Michigan Seniors was selected by the State Bar of 

Michigan as the recipient of a grant for a technology upgrade to include enhancements for 
hardware and software. The hardware improvement provides each attorney workstation with a 
second monitor allowing our attorneys to effortlessly perform more than one task for the client 
at about the same time, e.g. searching out helpful information and services for a client while 
having access to their client data. The software part of the grant is allowing us to develop a 
wiki which is an interactive database of resources we can easily draw upon and update quickly 
to efficiently serve clients with information and referrals; 

 
• On May 7, 2008, the Legal Hotline convened an Elder Rights Summit to explain connections, 

facilitate coordination and strengthen collaboration between aging services, elder rights 
organizations, community-based organizations and legal services programs. An emphasis was 
placed on educating participants to more effectively engage various minority, ethnic, cultural, 
racial and gender expression groups and serve them with sensitivity and respect. With a goal of 
supplying service providers and policy makers with the information to make decisions on 
service priorities and funding, the Summit organizers published A Survey of Older Adults in 
Michigan, a Report of the Findings, a bold, new effort to gauge the issues and understanding of 
older adults in Michigan about their understanding of legal rights, current issues in their lives, 
incapacity and decision making and knowledge of services available.  

 
 
Client Stories 
A 74 year old man from Saginaw called the Hotline for help in renewing his Michigan driver’s license. 
When he went to the Secretary of State office for his routine renewal he was told he could not renew 
because of a notification from the state of Illinois where he lived about 30 years ago---that he had not 
cleared up a matter involving a motor vehicle accident. When he called the Helpline he was at a loss of 
what to do next and was in dire need of his license. Our attorney, with the assistance of a volunteer law 
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student, jumped onto the problem, first calling the Illinois motor vehicle office to find out what they 
needed to clear up the matter. Arrangements were made to send the client the documents that he would 
need to fill out which would be necessary for the clearance. When our volunteer next contacted the 
Michigan Secretary of State to inform of the client’s progress, she was told there was nothing 
preventing the client from renewing his license; the matter in Illinois could be taken care of later. The 
client was immediately directed back to the Michigan office, where he was able to obtain the renewed 
license the next day. Quick action by the Hotline cut through an apparent bureaucratic snafu and the 
client was driving again within three days. 
 
An interesting Legal Hotline success story and impact case involved an 86 year old gentleman from 
Grand Blanc. He was having dinner with his wife at a local restaurant. After biting into a hamburger, 
he crunched on something hard and then noticed a crown on one of his teeth was missing. He 
immediately spoke to the management who directed him to the corporate headquarters. In the 
meantime he visited his dentist who confirmed the broken crown and agreed the break was consistent 
with client’s version of what had occurred at the restaurant. The cost would be approximately $1,200 
for the repair. He called the corporate office next and was referred to their insurance carrier where a 
representative gathered some basic information from the client and then told him there was nothing 
they could do for him as there was no proof the injury was the fault of their insured. 
The client called the Hotline and wondered if there was any way we could help. Our attorney advised 
the client that the damages were probably too small to warrant the involvement of an attorney to file a 
lawsuit for damages based on negligence. But our attorney was sympathetic to the client’s story and 
his out of pocket expenses, while recognizing this as the kind of case that cannot easily be resolved 
given the limits or our legal system. It was suggested to the client that he write a letter to the corporate 
office, stressing his long history of loyalty to the restaurant, his out of pocket expenses, and his firm 
conviction that he could prove the restaurant was at fault if the matter had to proceed to the courts. 
Further, that he felt the most reasonable way to resolve the problem for both parties was for the 
restaurant to simply cover the cost of the repair of the broken crown. Our attorney carefully counseled 
the client on specific language to use in a letter that was calculated to prompt a settlement of the 
matter. It did. The client called back to report that within a week after sending the letter the restaurant 
sent him a check for $1,300. He offered his sincere gratitude and stated his desire to make a 
contribution to our organization.  
 
Bill collectors, bill collectors. Calls to the Hotline seeking advice about collection agents and creditors 
continue to increase. In some cases, unscrupulous bill collectors purposely misrepresent the law and 
attempt to collect outdated obligations. Such was the case with a 72 year old woman and her husband 
who called us in 2008 after receiving numerous telephone calls from a collection agency claiming to be 
on the trail of the clients’ alleged debt to Sears for about $3,000. The rub was that the last activity on 
the debt went back to 1993 and the clients claimed they had never done business with Sears. We 
advised these folks of the importance of denying the debt in writing including a brief explanation for 
the denial and the assertion that any such debt would be barred by the statute of limitations. Other 
significant information to be stated in the letter would be a demand to cease further contact and the 
promise that if the collection agency fails to comply, the clients would report the matter to state and 
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federal oversight agencies. The clients’ rights to review and correct their credit report were also 
covered. We subsequently learned the clients never heard from the collector again. 
 

North Dakota       
We are still here. 

• For seniors the number one request for help is with advanced directives. Typically a call will 
come in with questions regarding a power of attorney or living will etc. The advocate will 
explain the legal instruments available and answer any questions. If the caller wants help in 
completing the documents the advocate forwards the case to the appropriate office; 

 
• Debt collection requests are a close second: Seniors being sued for medical debts that were not 

covered by Medicare; collectors attempting to levy or garnish bank accounts. As brief service 
an advocate will assist the senior in filling out a claim of exemptions and fax or email to all of 
the parties involved and the senior will shortly have access to their funds again; 

 
• The third most popular request we receive for help has to do with Social Security or Medicare 

including Medicare Part D especially for seniors between the ages of 60-65. The mistake that 
too many seniors make is taking early retirement and not having health care coverage. There 
are many different issues we see in this area from overpayments to disability denials. 
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Nebraska              
We are seeing more foreclosures and we have a steady stream of collection consumer calls. 
 
 
 

 
 
Ohio               

• A new volunteer attorney joined the Hotline in September 2008. She did an excellent job and 
became a part-time paid Helpline attorney in January 2009; 

 
• A significant amount of Hotline time was invested in research and education about Economic 

Stimulus Payments for Social Security beneficiaries. After a local news segment aired 
involving a Pro Seniors client, our reception line was overwhelmed with hundreds of calls in 
one day. Our pamphlet on Economic Stimulus Payments was immensely popular and was one 
of our most frequently requested publications last year. 

 
• In 2008, Pro Seniors again operated the Extra Help Project during November and December. 

We assisted Medicare beneficiaries in choosing or changing prescription drug plans and in 
enrolling in the Extra Help Program for assistance in paying for prescription drug coverage 
premiums. 

 
Client Stories 
The Hotline caller was concerned that her Social Security benefit seemed to low. The Helpline attorney 
recognized that even though the caller was receiving a government pension, even after imposition of 
government pension offset the client should have received significantly more money as a widow than 
the retirement benefits she was receiving. After numerous calls to the Social Security office, the client 
was issued a past-due benefits check of over $31,000.  
  
An attorney called Pro Seniors because his client (who was applying for Institutional Medicaid) was 
being advised that the deed to client's homestead had to be deeded back into the client's name. The 
client had deeded the homestead to a child several years earlier pursuant to the caretaker rule (which 
allows real estate to be transferred to a child who has cared for a parent for over two years). Pro 
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Seniors educated the attorney on the qualifications for the caretaker rule, and was provided with the 
necessary forms to document that the transfer of the real estate was allowed under the Medicaid rules.  
 
 

Pennsylvania       
• Consumer cases increased from around one-quarter to one-third of total cases; 
• We published quarterly issues of our electronic newsletter; 
• We instituted a paralegal volunteer program (in the fall); paralegal volunteers helped with 78 cases; 
• We testified before the PA House Committee on Aging and Older Adult Services, and met with 

several state and federal legislators to educate them about the importance of our service; 
• We conducted in-person outreach in Western Pennsylvania, meeting with immigrant services 

providers, staff from the Aging & Disability Resource Center, and of course the aging services 
network; 

• We conducted a webinar with senior housing counselors statewide; 
• We began (but have not quite finished) our statewide senior legal needs assessment, surveying 

seniors, legal services advocates, elder law attorneys, and immigrant services providers, and we 
participated in a panel on senior legal needs assessments at NALC; 

• Our Helpline director was elected vice chair of NASLH. 
 
Client Stories 
Mrs. S, a 74-year-old woman in Western Pennsylvania, called the Helpline because she wanted to 
transfer title to her house to her adult children. The Helpline attorney explained several negative 
consequences of doing so: the children could evict Mrs. S from the home; she would no longer be 
eligible for a variety of benefits and programs available to senior homeowners; and she might become 
ineligible for Medical Assistance if she required nursing home care. The Helpline attorney also 
explained that Mrs. S could leave her house to her children in a will. Mrs. S told the attorney, “You are 
a wealth of information, and you have been very kind.” 
 
Mr. J, a 71-year-old man in rural Central Pennsylvania, was receiving threatening calls from a 
collection agency trying to collect a credit card debt. The debt belonged to Mr. J's son, Mr. J Jr., but the 
creditor simply would not stop bothering Mr. J. The Helpline attorney explained how to write both a 
cease-and-desist letter and a letter disputing the validity of the debt. A few months later, Mr. J reported 
that the harassing phone calls had stopped completely and he had not heard anything further from the 
collection agency. He added, “You are really helping people, because there's such limited access to 
legal information.” 
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Mrs. B, a 68-year-old grandmother, lived with her daughter and her young grandson. Mrs. B's daughter 
was addicted to drugs and was supposed to enter a mother-baby rehab program. Mrs. B was worried 
that if her daughter did not enter the program, the local Children and Youth Services (CYS) would take 
the baby and put him in foster care, even though Mrs. B was willing to care for the child. The Helpline 
attorney explained that CYS is directed to look first for a kinship placement, and that Mrs. B should 
advocate for temporary custody of her grandson. A few weeks later, Mrs. B called to say that CYS did, 
in fact, place the baby with her. She said, 'You were a big help. I was scared to death. You reassured 
me a lot.' 
 

Texas                                                        
• Change in Managing Attorney, November 2008. 
• Helpline mobilized after Hurricane Ike, sought and received additional 'IOLTA funding, and 

trained staff to provide services to disaster victims. 
  
Client Stories 
84 year old Ms. W lost everything in Hurricane Ike including her washing machine. She was paying a 
$250 yearly maintenance contract on the machine that she had been unsuccessful in canceling before 
the yearly payment was deducted from her bank account. An LHT attorney arranged a conference call 
with the caller and Sears and was able to get the contract cancellation and a refund for the caller. 
  
Mrs. E is elderly, severely disabled, and lives with her daughter. Her daughter was hospitalized leaving 
no one to assist Mrs. E with activities of daily life such as paying her bills. Mrs. E was threatened with 
utility shut off. An LHT attorney assisted Mrs. E in obtaining an emergency deferment of their bills. 
  
Mr. M was threatened with eviction from his nursing home for non-payment although he had insurance 
that should have been paying. An LHT attorney called the nursing home's legal counsel and all insurers 
and negotiated payment so that Mr. M could receive continuing care. 
 
\ 
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West Virginia     
Client Stories 
87 year old woman living on less than $1000/momth Soc. Sec. called to get help deeding her home to 
her son. I asked why we wanted to do that, and she said she wasn't exactly sure why, but her son said it 
was so a nursing home wouldn't get it. We suggested that there are several reasons why deeding her 
home away could cause her trouble. First, we talked to her in detail about how transferring her home 
away could actually result in a penalty period if she needed long-term care Medicaid for nursing home 
care or in-home care within 3 to 5 years of the transfer. We explained that if she needed NH care paid  
by Medicaid that the nursing home would not actually take the home, but the Medicaid program could 
put a lien against it after her death for the cost of her care. We also explained that if she chose to deed 
the home away she must at least reserve a life estate to keep her legal right to live there. Also we 
discussed that even if she kept a life estate she would no longer have access to her equity, which she 
might need to make substantial home repairs. The client asked us to call her daughter to explain all this 
to her, as well, which we did. The daughter asked for specifics about how the uncompensated transfer 
of assets penalty for LTC Medicaid was calculated and applied, which we explained. We also told her 
that there were some more sophisticated legal planning techniques possible to try to avoid or minimize 
the impacts of Medicaid estate recovery, and those would require hiring a private attorney for a fee of 
at least a few thousand dollars to accomplish. We explained that if the client's son had disabilities and 
lived in the client's home there are special federal protections that could enable him to continue to live 
there and delay estate recovery. 
 
65 year old man living on $1300/mo SS called after getting a judgment against him for a credit card 
debt, wondering about getting his income garnished. We explained that his SS income could be 
protected entirely from this judgment and gave him instructions on how to file an exemption form with 
the court clerk to accomplish this. We also discussed the important of keeping his SS income totally 
segregated so the judgment creditor could not freeze his checking account to try to get non-SS income. 
 
65 year old woman got notice she owed a $5,000 overpayment to Social Security. Her case was 
complicated because she had first received disability benefits on her own record, then had gotten some 
temporary employment, then began receiving widow's benefits on her deceased husband's record. We 
worked with the SHIP counselor at her local senior center to have all her correspondence from SSA 
faxed to us for review. We then set up an appointment to have client and SHIP counselor on speaker 
phone at the senior center where we discussed the procedure for filing for appeal as well as hardship 
waiver of the overpayment, and we emailed the form to the SHIP counselor. The SHIP counselor 
helped the client complete and file the form and request for appeal, and the overpayment was waived. 
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Elder Law Helpline      
Legal Services Alabama 
207 Montgomery Street, Suite 1100 
Montgomery, AL 36104  Tel: 866-456-3959 
 
 
Senior Legal Helpline 
Legal Services of Northern California 
444 North 3rd Street, Suite 312 Sacramento,  
CA 95811  Tel: 800-222-1753 
 
Consumer Law Project for Elders 
Connecticut Legal Services, Inc. 
872 Main Street 
Willimantic, CT 06226 Tel: 800-296-1467 
 
Legal Helpline for the Elderly 
Legal Counsel for the Elderly 
601 E Street NW 
Washington, DC  20049 Tel: 202-434-2170 
 
Florida Senior Legal Helpline 
Bay Area Legal Services, Inc. 
829 W. Dr. Martin Luther King Jr. Blvd., 2nd FL 
Tampa, FL 33603   Tel:  888-895-7873 
 
Georgia Senior Legal Helpline 
Atlanta Legal Aid Society 
2 Peachtree Street Suite 9-398 
Atlanta, GA  30303  Tel: 888-257-9519 
 
Legal Helpline for Older Iowans 
Iowa Legal Aid 
1111 9th Street     Suite 230 
Des Moines, IA  50314  Tel: 800-992-8161 
 
Idaho Senior Legal Helpline 
Idaho Legal Aid Services 
310 North Fifth Street 
Boise, Idaho 83701   Tel: 866-345-0106 
 
Elder Law Helpline 
Kansas Legal Services 
200 N. Broadway, Suite 500 
Wichita, KS  67202    Tel: 888-353-5337 
 
Legal Helpline for Older Kentuckians 
Access to Justice Foundation 
535 West Second St. #101 
Lexington, KY  40508   Tel: 800-200-3633 
 
Maryland Senior Legal Helpline 
Legal Aid Bureau, Inc. 
500 East Lexington Street 
Baltimore, MD 21202  Tel: 800999-8904 X.7750                                                      

 
Legal Services for the Elderly 
5 Wabon Street 
Augusta, ME  04330  Tel: 800-750-5353 
 
Legal Helpline for Michigan Seniors 
Elder Law Of Michigan, Inc. 
3815 W. St. Joseph Suite C 200 
Lansing, MI  48917  Tel: 800-347-5297 
 
Senior Legal Helpline 
Legal Services of North Dakota 
20 – 1st St SW #201 
P.O. Box 1666 
Minot, ND 58702-1666  Tel: 866-621-9886 
 
ElderAccessLine 
Legal Aid of Nebraska 
1904 Farnam St, Suite 200. 
Omaha, NE 68102    Tel: 800-527-7249 
 
Senior Citizens Law Project Advice Line 
New Hampshire Legal Assistance 
1361 Elm Street 
Manchester, NH 03101  Tel: 888-353-9944 
 
Lawyer Referral for the Elderly Program 
New Mexico State Bar Foundation, Inc. 
P.O. Box 92860 
Albuquerque, NM  87199  Tel: 800-876-6657 
 
Senior Legal Helpline 
Nevada Legal Services 
530 South 6th Street 
Las Vegas, NV 89101  Tel: 877-693-2163 
 
Pro Seniors' Legal Helpline 
7162 Reading Road 
Suite 1150 
Cincinnati, OH  45237  800-488-6070 
 
SeniorLAW Helpline 
100 S. Broad Street Suite 1810 
Philadelphia, PA 19110  Tel: 877-727-7529 
 
Legal Helpline for Texans 
Texas Legal Services Center 
815 Brazos 
Suite 1100 
Austin, TX  78701   Tel: 800-622-2520 
 
Senior Legal Helpline 
West Virginia Senior Legal Aid Inc.  
235 High Street Rm 519 
Morgantown, WV  26505  800-229-5068  




