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INTRODUCTION
In December 2005 the Gambling Community Benefit Fund approved a grant of $22554 for an Information Technology and Organisational Development Project. 
The project has been conducted in accordance with the grant approval and the Project Plan and Timeline submitted with the Application for Funding.

In the course of the project QPILCH has developed training and development frameworks and associated documents together with a web-based system for the management, storage and retrieval of documents and legal materials that enhance the quality of services provided under the QPILCH umbrella.

Significant observable benefits have accrued from the project along with the anticipated increased awareness and identification of opportunities which flow from a project of this nature.

This report summarises the benefits from the project including:

· Benefits of the literature review into
· Clinical Legal Education Programs

· Learning needs of pro bono and volunteer lawyers and law students

· Website development

· Benefits of best practice review

· Benefits of Interviews with stakeholders

· Benefits of review of clinical legal education programs

· Benefits of review of legal education programs

· Benefits of revamp of QPILCH website

· Benefits of reconstructing file management database

· Benefits of Intranet development

· Benefits of improved information management practices

· Project outcomes.
BENEFITS OF LITERATURE REVIEW
Clinical Legal Education Programs

The literature reviewed as part of the project reinforced the directions which QPILCH is taking with its clinical legal education programmes and pointed to possibilities for further development.

The report of the National Pro Bono Resource Centre of August 2004 reviewing all pro bono clinical legal education programs in Australian Law schools acknowledged that PILCH’s (including QPILCH) “have created and negotiated an innovative range of programs with law schools and students which support both clinical and pro bono activity”.

The report acknowledges that a successful program demands adequate staffing, adequate supervision and evaluation, all of which are inherent in the QPILCH clinics.

The report also reinforces QPILCH clinic structures confirming that clinical programs which also impart a pro bono ethos need:-

· real clients

· a focus on ethics, professionalism and lawyer’s social responsibility

· an emphasis on community service to people with a legal need

· supervision by a lawyer/teacher

· an opportunity for student reflection and discussion.

Papers delivered at the “Flowers in the Desert: Clinical Legal Education, Ethical Awareness and Community Service”, Melbourne 13-15 July 2005 provided useful and current information on the topic. These papers reinforce the approach that QPILCH takes to student clinics. Lessons to be taken from the papers include the benefits of structuring into the programs opportunities for reflection and review by activities such as the keeping of journals and discussion and the benefits that a computer-based system would have on management and assessment in student clinics. Such a system would be invaluable for both supervisors and students.
An article in Fordham Law Review, Vol 73 at pps 997-1011 by Stephen Wizner and Jane Aiken entitled “Teaching and doing: The Role of Law School Clinics in Enhancing Access to Justice” provides a useful yardstick in examining the balance between learning and doing in clinical legal education programs. It is relevant to QPILCH which is centrally a referral service for pro bono public interest legal services. As such, its primary function is not the actual delivery of legal services, but the brokering of such delivery and the tension between doing and teaching is not so obvious. The article examines the Harvard clinic as a legal services program with supervision performed by staff attorneys and law students doing much of the work. It discusses the problem of clinics driven as much by faculty interests as by community need and questions whether clinics need to refocus on the provision of legal services. 
It concludes that perhaps the best contribution of law school clinics is to balance teaching with doing. It emphasises the need to help students reflect on the broader issues, to create opportunities for students to learn and appreciate their role in challenging social injustice and reforming the legal system. “In order to increase the number of law school graduates who embrace a professional responsibility to assure access to justice for the poor, clinicians must strive to inculcate [those lessons] in their students”(p1011).This is a function which QPILCH is well-placed to perform and is performing well.
Learning needs of pro bono and volunteer lawyers and law students

An internet search reveals the diverse range of responses to providing pro bono legal services and meeting the learning needs of pro bono and volunteer lawyers.

Suggested strategies include:
· Undergraduate subject offerings such as Public Interest Advocacy and Doing Well and Doing Good: Enhancing Pro Bono at Major Law Firms as offered at Georgetown University

· On-line seminars such as “Representing Children in Civil Cases Involving Domestic Violence” provided free by the ABA to pro bono providers and giving Mandatory Continuing Legal Education credit

· National Legal Aid Defender Association seeking organisations interested in partnering in providing high quality training to the legal aid community

· Women’s Bar Association of Massachusetts, in seeking volunteers for pro bono projects offers training and the assignment of a mentor
· Legal Services for Children has a pro bono guardianship panel of 100 solicitors working on cases conducts induction/refresher training every 3/4 months and volunteers accept 1 new case at training and commit to 2/3 cases each year.

· Most Bar Associations provide pro bono training for free eg DC Bar

· Illinois State Bar Association provides on-line training and support for pro bono lawyers together with sample pleadings, research etc.

· New York Legal Aid Society provides training and mentoring programs, partnering with the private bar.
· University of Denver and University of Colorado Law Schools provide research assistance for attorneys who take on larger pro bono cases.

· La Trobe University is offering, in 2006, a postgraduate subject, Issues in Public Interest Law. “A theoretical framework for analysis of public interest law practice is developed. Practical and ethical issues are addressed. The range of skills required in public interest lawyering and policy development is examined.” The program has been developed by the Law School, in collaboration with PILCH Victoria and Consumer Law Centre, Victoria.
QPILCH is already performing a number of these functions. It has well-structured training programmes for volunteer lawyers operating the Homeless Persons Legal Clinics and forming panels to provide advice in discrimination and guardianship matters. The new website contains forms and precedents and research to assist pro bono lawyers and lawyers in community legal centres. Further strategies can be explored, particularly partnering with universities in public interest subject offerings and expanding placements and functions of volunteer students. 

Website development
A paper delivered at the Outreach to the Private Bar TIG conference Jan 26 2005 by Becky Levine, Marc O’Brien, and David Raikow examines the benefits a statewide website can bring to a pro bono community, including the hurdles and possible solutions.

It indicates that a website acts as a medium, an economical way of reaching the audience and provides on-going support for pro bono attorneys by providing a library of resources available 24/7 in addition to more pedestrian training & events notices. It also provides a means of giving recognition to contributors.
It highlights the hurdles that may be faced in providing a website as:
· Generating and maintaining content 

· Outreach/marketing/awareness

· Conflicts of interest
· Lack of time & resources to make it happen

· Income decreases if you post training materials you usually sell

· Security questions.
BENEFITS OF BEST PRACTICE REVIEW
This segment of the project enabled QPILCH to investigate useful strategies employed by other Public Interest Clearing Houses and Legal Aid agencies. 
They include:
VicPILCH

· looking at forecasting training needs

· Seminars, Precedents and Opinions on website are password protected

· offers volunteer placements for those Law Schools which are members.
PILCH NSW &PIAC

· It is a registered training organisation and to this end provides accredited public courses which articulate into Community Service certificates. They will also tailor these courses to specific organisations and their training coordinator delivers these courses nationally. They charge $150 per day for public courses.
· Public interest courses are run for law students, during summer and winter semester breaks, comprising 3days training and 2 days placement; forming part of a degree subject where all assessment is done at the University. For these courses they use members’ premises and have access to a wide variety of volunteer trainers.

· All publications are on the website but because they charge for training, training materials do not go on website.
· Their legal resources are not relevant for Community Legal Centres.

Legal Aid WA
· Developing an online Knowledge Management system which will be open to all service partners (CLC’s, Courts and Tribunals) and contains templates, legal precedents, training materials etc.

· Legal material is password protected and is available on signing an undertaking that access will be supervised by lawyer

· Brochure-type information is available to all

· Family Law precedents are linked to Empower software and contain letters, consent orders, applications etc.

· They offer a paralegal training course online, nationally accredited through TAFE. In return, Legal Aid and CLC staff have the course free and only pay for assessment

· All CLC’s and Not For Profit organisations have access to their training materials without charge
· They have developed a template for use by their service partners which allows them to convert resources from a broad range of participants and update with a content change management system.

The Legal Services Commission of South Australia, in September 2001 expressed its view of best practice in Community Legal Education as follows:
· The importance of needs analysis in planning a CLE activity

· The importance of consulting with the target group in defining the problem, designing and delivering a program and in its evaluation
· Defining outcomes for CLE

· Designing CLE programs which are appropriate, efficient and effective, within budget and involve participatory learning methods 

· Programs should be evaluated by using performance indicators to measure progress against goals

Significantly, best practice can often be sourced from diverse contexts and adapted appropriately. Some significant models in law department learning have been created or adapted by management consultants with a legal services focus. In a presentation by Joel Henning entitled “Are you unleashing your Law Department’s Potential” are models for law department learning and building knowledge capital which are as useful for QPILCH as for any other legal services environment. 
A number of concepts from the “best practice” review have been incorporated into the current project or are under consideration for further development. They include:
· Quarantining legal information for appropriate users
· Valuing generated resources and developing mutually advantageous partnerships

· Developing further student programmes and articulating them into degree subjects

· Developing community education programmes

· Systematisation of knowledge management 

· Ensuring education programmes adhere to the principles of education theory.

Benefits of Interviews with Stakeholders
Interviews with a selection of lawyers at Community Legal Centres (CLC) provided the following information:
· The QPILCH website should provide policy and law reform material,  particularly all public interest publications and submissions
· Precedents on the website would be useful
· They need QPILCH to fulfil a clearing house function for education & training material
· They require a summary of Continuing Professional Development(CPD) requirements
· A register of continuing legal education and training sessions and publications of all CLC’s would be useful
· Meeting CPD targets is a concern for many CLC lawyers, given their limited budget for professional development
· They would like some training in Managing Difficult Clients
· They would like assistance in standardising their policies & procedures
As a result of this data, and as part of the redevelopment of the QPILCH website, a CLC section has been created which captures CLC publications, training, policies and procedures and acts as a clearing house for essential CLC information. 
BENEFITS OF REVIEW OF CLINICAL LEGAL EDUCATION PROGRAMS
A survey of former students of QPILCH clinical legal education programs was conducted. As a result of the data obtained from the survey, a number of improvements and additions have been made to aspects of the clinics, in particular:
· Simple instruction sheets have been created to assist students in developing lawyering skills of Interviewing, Fact Gathering, File Opening; 
· Skills training sessions developed, eg in telephone interviewing; 
· Ethics and Professional responsibility segments of clinic given more emphasis by developing seminar topics, and developing more expansive guidelines for seminars;
· Core competencies were developed for clinics;

· To facilitate student reflection and learning, a Matter Review Checklist was developed.
Feedback is being obtained at the conclusion of each student clinic and suggestions routinely considered for continuous program improvement.
BENEFITS OF REVIEW OF LEGAL EDUCATION PROGRAMS
QPILCH organises continuing professional development activities to support its clinics and communities of interest/panels (groups of firms with interest and expertise in specific areas of law such as guardianship and administration and anti-discrimination law).

There is a continuing and successful training program for volunteers who donate their expertise to the Homeless Persons’ Legal Clinics. A survey was conducted in February 2006 to assess the efficacy of the training. Improvements were made to the training program as a result of the data collected.
An Induction program for HPLC lawyers has been developed and is offered 6-monthly. Monthly Continuing Legal Education (CLE) sessions are held at member firms to assist volunteers develop expertise in areas of law relevant to the Clinics. 

In addition, the creation of a bank of precedents, opinions and advices on areas of law of particular relevance to the homeless will assist volunteer lawyers to develop their expertise in areas of law which are often outside their usual practice. These precedents have been made available on the new QPILCH website and will be added to as they are developed. They are systematically being reviewed for currency.

Familiarisation sessions for new panels have taken the form of introductory sessions and workshops conducted in the areas of Discrimination and Guardianship. A series of pro forma documents has been developed to assist facilitators and organisers. Feedback from sessions is routinely obtained and programs continuously improved in response to the feedback.
QPILCH has CPD Quality Assurance as an external course provider from the Queensland Law Society. A series of documents has been developed as part of the project, to ensure compliance with accreditation.
BENEFITS OF REVAMP OF QPILCH WEBSITE
The original QPILCH website had been built in 2003 with the assistance of a member firm and was outdated. In addition to having been built at a time when different accessing protocols were fashionable, the website had become dense and unwieldy. As part of the project:
· Specifications were created for the new website 

· Quotations were sought from web-builders

· Toadshow was chosen to complete the project under the direction of QPILCH staff

· Various skeleton sites were trialled by QPILCH staff until a suitable form was agreed upon and building begun

· The site was then tested and feedback received from a range of potential users. 

· Suggestions were summarised and action taken as a result of that feedback.
· The website was launched on 3 April 2006.

· Evaluation of the new website is ongoing. Users are invited to comment on the website by email.
· Website has been reviewed by the specialist sections of a number of member firms and action taken to improve the website based on those reviews. 

·  We have received informal positive comments regarding the appearance and useability of the new website. 

· The website is frequently updated with announcements of QPILCH events, publications and projects.

BENEFITS OF RECONSTRUCTING FILE MANAGEMENT DATABASE
It was determined that the file management database which was originally used from 2002, was failing to meet the needs of QPILCH and that the database required revamping to address the following shortcomings:
· Unfriendly user interface;

· Inconsistent entering of data due to unintuitive interface implementation;

· Redundant recording of information due to complex underlying database structure;

· Inability to produce automatic reporting and statistics;

· Frequent system failures due to ad hoc and untested implementation.

Specifications for a new database were drawn and quotations sought and independent software engineer James Crawford was engaged to update the database and address the perceived inadequacies.

The new draft was tested for a week from 31 May and appropriate changes made. 

Evaluation of the new database was conducted between 7 June and 13 June by QPILCH staff and the system went live on 14 June. Evaluation continues by QPILCH users and any bugs are fixed without further charge.
BENEFITS OF INTRANET DEVELOPMENT
Consequent upon development of the QPILCH website, an Intranet has also been developed which will greatly improve information management within the various clinics and activities of QPILCH. Initial steps taken in building the Intranet have seen it develop as the best way to manage and access the large volume of information such as procedures, office administration, referral resources manual and website manual as well as being a platform for easy access to all other resources needed by staff and volunteers. For example, the new intranet:
· Provides “1 click access” to frequently used information

· Saves QPILCH staff time in training new volunteers and staff members

· Provides a notice board facility to enhance communication between QPILCH staff and volunteers

· Saves paper and printing costs (for example, there is no longer a need for all volunteers to have a hard copy of procedure manuals)

· Enables better access to information through advanced keyword and field searching across information available on the intranet;

· Enhances QPILCH services by ensuring telephone reception has access to the most accurate and up to date information on QPILCH practice and procedure

· Allows the recording of historical information at a centralised and accessible source, eg, the names of student volunteers and their attendance at QPILCH

· Allows password-protected external access to QPILCH information 

· Reduces information loss and duplication of effort.
The Intranet will also greatly facilitate information currency within QPILCH and can develop as an information management resource for QPILCH membership, clinics and community legal centres. 

With the assistance of major law firm Allens Arthur Robinson, we are reviewing all materials that we are loading onto the Intranet (and not so far considered as part of this project) to ensure that we operate at the highest level of operational efficiency and best practice.
BENEFITS OF IMPROVED INFORMATION MANAGEMENT PRACTICES
Consequent upon discussions with each clinic coordinator, it was obvious that QPILCH would benefit from the implementation of a knowledge and information management system. We implemented a standard system for developing and capturing forms and precedents. It was considered that, not only would this improve efficiency and effectiveness of clinics, it would also provide an invaluable resource to CLC’s. 

A protocol was established for developing forms and precedents from documents created by QPILCH employees or volunteers. In accordance with those protocols, documents were sanitised and keyworded and uploaded onto the website for the use of our service partners. Protocols were also developed for correction of errors and keeping documents current. 
PROJECT OUTCOMES
The project outcomes include:
· Summary of papers delivered at the “Flowers in the Desert: Clinical Legal Education, Ethical Awareness and Community Service”, Melbourne 13-15 July 2005.
· Models for law department learning and building knowledge capital contained in a presentation by Joel Henning entitled “Are you unleashing your Law Department’s Potential”.
· A survey for students of QPILCH clinical legal education programs.
· Data obtained from survey of student clinics.
· Instruction sheets to assist students in developing lawyering skills of Interviewing, Fact Gathering, Letter Writing and File Opening
· Instruction sheet in delegation, supervision and feedback
· Session outline in telephone interviewing as prototype
· Ethics and Professional responsibility seminar topics and guidelines for student seminars.
· Core competencies for clinical legal education programs. 

· A Matter Review Checklist to facilitate student reflection and learning.

· Induction checklist

· Risk management checklist

· Interview summaries of stakeholder interviews, focus groups and best practice review

· Section of survey instrument for HPLC volunteers relating to training and development and information management and relevant results of the survey.
· HPLC lawyer induction program
· HPLC CLE calendar for 2006 of monthly Continuing Legal Education (CLE) sessions held at member firms to assist volunteers develop expertise in areas of law relevant to the Clinics.
· Programs for introductory sessions and workshops conducted in the areas of Discrimination and Guardianship.
· Pro forma documents developed to assist facilitators and organisers of training sessions. 
· Feedback summary from training sessions.
· QPILCH has CPD Quality Assurance as an external course provider from the Queensland Law Society. Associated documents for compliance with QLS requirements.
· New QPILCH website 
· Website feedback from a range of potential users. 
· Website tester suggestions and the action taken as a result of that feedback.
· Website reviews from member firms
·  New database for matter management
· Protocol for developing forms and precedents from documents created by QPILCH employees or volunteers including procedures for correction of errors and keeping documents current.

· A precedent bank containing documents, sanitised and keyworded and uploaded onto the website accessible by QPILCH employees, clinic 
· volunteers and students and community legal centres.
SUMMARY
Significant benefits have accrued from the funding and the project and processes have been put in place to ensure that the benefits continue to flow to QPILCH stakeholders and the recipients of QPILCH services.
Once all these new systems have been fully tested and settled, we intend to hold a formal launch in mid-September for the benefit of other CLCs and stakeholders so that they can see what we consider to be best practice in resource management and access. We will invite representatives of the GCBF to this event.
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