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I.  Project Goals and Objectives  
 
The goal of this project was to increase awareness of and access to legal aid online resources and 
services for Spanish-speaking Limited English Proficient (LEP) clients nationally and in New 
York State by developing and implementing a Spanish portal with targeted legal information 
resources on the national LawHelp.org homepage and expanding LiveHelp assistance for LEP 
clients. In order to accomplish these goals, project partners identified three primary objectives:  
 

1. Develop LawHelp.org/espanol, a Spanish-language portal for the LawHelp.org national 
homepage and gateway to all 50 statewide websites that increases LEP clients’ access to 
legal information. 

2. Develop and publish a series of 10 online guides in English and Spanish on essential 
topics that enable clients, especially those with limited English proficiency, to better 
understand their language access rights and the legal system. 

3. Expand LiveHelp assistance for Spanish-speaking LawHelp.org/NY users and pilot the 
provision of LiveHelp assistance on the national LawHelp.org/espanol portal using 
bilingual law students and other non-attorney volunteers     

 
The Legal Aid Society of Northeastern New York’s partners in this initiative included the 
LawHelp New York Consortium, Legal Assistance of Western New York (LAWNY) and Pro 
Bono Net. No significant changes were made to the project’s goals or objectives over the course 
of TIG #11065. 
 
II. Evaluation Data and Methodologies 
 
As laid out in the evaluation plan, several methods and data sets were used to assess the project’s 
accomplishments, including:   
 

�x Description and links for major new functionality developed 
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�x Results of LawHelp.org/espanol and LiveHelp quality assurance and user testing 
�x Inventory and descriptions of new content developed 
�x Results of assessment to identify existing Spanish content on statewide websites 
�x Feedback from legal aid and language access practitioners about new content priorities  
�x Website usage data  
�x Data about referral traffic generated to Spanish content on statewide websites 
�x LiveHelp usage data and exist surveys 
�x Data about LiveHelp volunteer recruitment strategies and profiles of participating 

volunteers 
�x Feedback from LiveHelp volunteers about their experience  
�x Administrative and anecdotal data, including project documentation, work group meeting 

notes and ad hoc feedback from community stakeholders.  
 

III. Summary of Major Accomplishments, Recommendations and Future Steps 
 
Major Accomplishments  
 
This project has succeeded in developing and launching a Spanish language gateway to the LSC-
funded statewide website network; developed a set of 10 plain language legal education guides in 
English and Spanish on essential legal topics; piloted the first national LiveHelp service in the 
legal aid community; and expanded LiveHelp assistance available to Spanish-speaking users of 
LawHelp.org/NY. A summary of key accomplishments follows:  
 

�x Project partners successfully developed and launched LawHelp.org/espanol, a national 
Spanish-language gateway to the LSC-funded statewide website network. 
LawHelp.org/espanol features information about the statewide website network; links to 
Spanish mirror sites and Spanish language resources, where available, in all 50 states; 10 
plain language guides tailored to the needs of the Spanish-speaking community; and 
LiveHelp assistance. Between January 1, 2013 and September 20, 2013, 
LawHelp.org/espanol had 3,035 visits, 2,392 visitors and nearly 7,000 page views. 
During this time, LawHelp.org/espanol referred more than 1,000 visits to Spanish 
language content on statewide websites.  

�x Project partners developed and launched a series of 10 online guides in English and 
Spanish on common legal issues facing low-income communities, particularly non-
English speakers. The guides were designed specifically for low-income and recent 
immigrants to address issues that impact their ability to access legal aid, the courts and 
interpretation services.  

�x  The guides have been published on LawHelp.org/espanol and LawHelp.org/NY made 
available to the legal aid community nationally to adapt for their own program needs. 
Between January 1, 2013 and September 20, 2013, the Spanish versions of the Guides 
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were viewed 2,131 times from LawHelp.org/espanol. The English versions were accessed 
21,200 times from LawHelp.org. During this time period, the Spanish language guides 
were accessed 421 times on LawHelpNY.org, and the English language guides were 
accessed 5,279 times. Through an in-kind contribution of translation services to this 
grant, the Guides were also translated into Chinese, Vietnamese and Tagalog. These 
versions have been published to LawHelp.org/NY and made available to the legal 
services community nationally for use on their own websites. 

�x Project partners developed and launched a Spanish-language LiveHelp service for 
LawHelp.org/espanol and expanded Spanish-language LiveHelp assistance available to 
LawHelpNY.org users. Six Spanish-speaking volunteer navigators were recruited and 
trained to participate in the program, which served more than 100 users between January 
and September 2013.   
 

Recommendations: 
 

Recommendations for further development include potentially highlighting other nationally-
relevant statewide website content on LawHelp.org/espanol, for example key resources during 
tax season or in a regional disaster response scenario; continuing to promote the plain language 
guides to the statewide websites with little or no Spanish content to adapt for their own sites; and 
continuing to explore cross-jurisdictional approaches to recruiting and managing LiveHelp 
volunteers, for example national-state partnerships, or state-to-state partnerships. These and other 
recommendations are discussed in more detail in Section VI.      

 
IV. In-Depth Analysis of Accomplishments 
 
The goal of this project was to increase awareness of and access to legal aid online resources and 
services for Spanish-speaking Limited English Proficient (LEP) clients nationally and in New 
York State by developing and implementing a Spanish portal with targeted legal information 
resources on the national LawHelp.org homepage and expanding LiveHelp assistance for LEP 
clients. In order to accomplish these goals, project partners identified three primary objectives.  
Accomplishments for each of these objectives are discussed in detail below. 
 
Objective 1: Develop LawHelp.org/español, a Spanish-language portal for the LawHelp.org 
national homepage and gateway to all 50 statewide websites that increases LEP clients’ 
access to legal information. 
 
Development accomplishments  
 
LawHelp.org/espanol was launched on December 21, 2012. The site is visible at 
www.lawhelp.org/espanol and www.espanol.lawhelp.org.  The site is the first Spanish-language 
gateway to the entire statewide website network. It includes English and Spanish versions of the 
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to two other expansion possibilities in the future: a search engine feature, and a topic-based 
navigation option for the plain language guides.      

 
Objective 2: Develop and publish a series of 10 online guides in English and Spanish on 
essential topics that enable clients, especially those with limited English proficiency, to 
better understand their language access rights and the legal system. 
 
Guide topics  
 
The 10 online guides were developed and launched in English and Spanish on 
LawHelp.org/espanol in December 2012 and on LawHelp.org/NY in February 2012. The Guides 
can be found at the following URLs:  
 

�x http://www.lawhelp.org/featured-resources (LawHelp.org English site)  
 

�x http://espanol.lawhelp.org/recursos-destacados/  (LawHelp.org Spanish site) 
�x http://www.lawhelpny.org/issues/legal-education-guides (LawHelpNY.org English 

site) 
�x http://www.lawhelpny.org/es/issues/legal-education-guides (LawHelpNY.org Spanish 

site)  
 
  
Topics covered include:  
 

�x The difference between federal, state and local laws 
�x Basic information about federal language access rights 
�x Working with an interpreter in a legal setting 
�x Court feeds and the possibility of getting them waived 
�x Getting legal assistance in your language 
�x The difference between civil and criminal courts 
�x An overview of legal aid and other low cost legal help 
�x Preparing to go to court 
�x Finding immigration help   
�x An overview of the statewide website network (content available, subjects covered) 

 
In addition to the print versions, video versions of the “Overview of the Statewide Website 
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http://espanol.lawhelp.org/resource/overview-of-legal-services-statewide-websites?lang=EN 
 
The topics were determined based on feedback from the national language access community 
(via the N-LAAN listserv), statewide website coordinators and other advocate feedback. A NYC 
Civic Corps AmeriCorps volunteer based at PBN also researched existing models and reference 
materials for the PAI contractor who drafted the guides.     
 
Usage metrics 
 
The Guides have received significant usage on LawHelp.org, LawHelp.org/espanol and 
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Court fees and getting court fees 
waived 592 863 1,455 

The differences between 
criminal and civil court 602 421 1,023 

Preparing for court 23 780 803 
Overview of the statewide 
website network 364 73 437 

Finding immigration help 132 255 387 
Getting assistance in your 
language 54 38 92 

Working with an interpreter in a 
legal setting 50 28 78 

Your right to assistance in your 
local language 23 22 45 

Total 21,267 5,279 26,546 
 
 
After their launch on LawHelp.org and LawHelpNY.org, the Guides were promoted to the legal 
services community at large to use on their own statewide or program websites. The Guides were 
highlighted through the N-LAAN, LawHelp.org, and LSTech listservs, as well as at the 2013 
TIG conference and through LSC’s LRI resource center (http://lri.lsc.gov/). Through an in-kind 
contribution of translation services secured by PBN, the Guides were also translated into 
Chinese, Tagalog and Vietnamese. Editable versions of all of guides were posted to PBN’s 
Statewide Website Support site library (http://probono.net/statewebsites). As of August 30, 2013, 
the Guides had been downloaded 58 times from the SWEB library.   
 
To assess adoption of the plain language guides by the community at large, a survey was 
distributed to state website administrators. Twenty two administrators responded.  Although 
most respondents indicated that they were planning to post at least one of the guides in at least 
one language on their site, as of the time they responded none have done so.  The most common 
reason was that they had not had time to post the guides, and that it was not currently a top 
priority on their content development.  Seven were waiting on other individuals in their 
organizations to provide the final okay to post the guides.  The guides with the most interest were 
those pertaining to language access rights in the legal aid and court settings.  Of the three admins 
who responded that they were not planning on using the guides, most reported having their own 
factsheets with state-specific information already available on their site.  However, two of these 
respondents indicated they were interested in posting the alternative language versions of the 
guides to the sites. Outreach efforts will continue to encourage the adaptation of these guides, 
and doing one on one work with administrators may help in their adoption across the sites.   
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Objective 3: Expand LiveHelp assistance for Spanish-speaking LawHelp.org/NY users and 
piloting the provision of LiveHelp assistance on the national LawHelp.org/español portal 
using bilingual law students and other non-attorney volunteers     
 
Development and launch steps  
 
The LiveHelp component of this project had three major phases: 1.) integration of LiveHelp with 
LawHelp.org/espanol, 2.) development of LiveHelp system content and referral messages for the 
services on LawHelp.org/espanol, and 3.) recruitment of bilingual volunteer navigators to staff 
the service on both LawHelp.org/espanol and AyudaLegalNY.org, the Spanish mirror site for 
LawHelpNY.org.  
 
The technical integration of LiveHelp with LawHelp.org/espanol was completed in December 
2012. In order to develop the necessary system content and canned chats, project partners 
assessed all 50 statewide websites to get information on:  

a. Whether they had a Spanish mirror site or Spanish resources.  
b. How to access the Spanish mirror site or content? Some use Google Translate, for others 

you have to search for “Spanish” resources.  
c. Whether there were any available legal hotlines for Spanish speakers.  
d. What legal aid programs in the state provide immigration assistance?  
e. If the area had any state or city language access laws, which supplemented Title IV.   

The assessment of the LawHelp.org network showed that 10 out of 25 sites had Spanish mirror 
sites; 11 had Spanish content; and 4 did not have any Spanish content.  One of the states without 
Spanish content has since published its first set of Spanish resources.  

To determine the level of Spanish content in the DLAW sites (statewide websites built on the 
Drupal platform), project partners developed a short survey which was circulated by Steven 
Rapp, the coordinator of all DLAW sites.  Ten out of fourteen coordinators completed the 
survey.  Four of these programs reported having either a Spanish mirror site or Spanish 
content.  however, only three of these DLAW sites (Maine, Connecticut and Nebraska) had full 
Spanish mirror sites.  One DLAW website reported to be currently working on a Spanish mirror 
site and a second program noted that they use the Google Translate feature to provide Spanish 
content to visitors.   

This research was used to create more than 100 canned LiveHelp messages to support referrals to 
state sites, hotlines and language access information. This research also helped to shape 
protocols for bilingual volunteers to follow when assisting users on the LawHelp.org/espanol 
portal page.     

Volunteer recruitment and training 
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Bilingual LiveHelp volunteer recruitment was done through a variety of channels, including 
Idealist.org, postings on paralegal and librarian listservs, and flyers at national Latino networking 
events including Metro LALSA, Cafecitos, Hispanic National Bar Association. LawHelp/NY’s 
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highest possible rating (9). 80% of respondents said LiveHelp increased the speed at which they 
were able to find the information they were looking for on the website.  
 
The LiveHelp volunteer experience  
 
As part of the National LiveHelp navigator program, volunteers were asked to complete a survey 
about their experiences. Although the respondents agreed that the quality of their experience was 
hampered by the low volume of chats, they all responded positively to the amount of training, as 
well as the support they r
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A second challenge was driving LiveHelp adoption, notably on LawHelp.org/espanol. While 
feedback from LiveHelp users was very positive and exit surveys underscored the benefits of the 
service, national usage was lower than anticipated based on overall traffic to 
LawHelp.org/espanol. Evaluation data points to two possible factors. The user feedback on 
LawHelp.org/espanol and web analytics suggests that users are able to find their statewide 
website and related resources on the site with relative ease, which likely lessened the need for 
navigation assistance. In addition, the chat volume may have been influenced by the hours of the 
service (approximately 11am to 3pm ET). Data about clicks on the LiveHelp button in its offline 
state suggests that another 30 users sought the service after hours. As a future extension of this 
project, volunteers could be engaged to staff the live service as well as respond to offline email 
requests for assistance. In addition, collaborative and cross-state approaches to staffing Spanish-
language LiveHelp may be a particularly effective way of making the most of a limited but 
enthusiastic volunteer pool. The LiveHelp software allows navigators to be assigned to take chats 
on more than one website at once. This capability was used under this project to allow volunteers 
to take chats from LawHelp.org/espanol and AyudaLegalNY.org concurrently, and could be 
expanded to include other sites/states in the future.     
 
Project partners are in the process of implementing a new LiveHelp button design that stands out 
more relative to the overall design, and more clearly indicates when LiveHelp is in its offline 
state. In addition, PBN plans to allocate part of its Google Ad Words grant to market 
LawHelp.org/espanol through Spanish-language key word ads, and continue to integrate 
marketing of the site with its overall national marketing strategy for LawHelp.org.  
 
VI. Major Lessons and Recommendations 
 
Several important lessons were learned through TIG #11065:  

 
�x Usage of LawHelp.org/espanol and the plain language guides point to the value of basic 

legal education resources online, particularly in languages other than English. Basic 
information about what legal aid is and the kind of assistance provided is especially 
important for both Spanish and English users.  

�x While most of the traffic to the guides on LawHelp.org/espanol went to the Spanish 
versions of the guide, some LawHelp.org/espanol users accessed the English versions, 
and vice versa for users of the Guides on LawHelp.org. This reinforces the idea that 
language versions of resources should be accessible side-by-side to support a variety of 
use cases and language preferences and proficiency. for example monolingual English 
speakers helping an LEP user find Spanish language information on the site.    

�x The statewide website network is growing in the extent to which Spanish language 
content is available, but some states have yet to publish any Spanish resources. The 10 




