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Executive Summary

This paper presents an overview of the public legal education and information (PLEI)
resources currently available in British Columbia in order to identify and analyze gaps
and overlaps. The research was commissioned to serve as a planning tool for PLEI
providers in BC.

The Clicklaw project, which is funded by the Law Foundation of BC, is being led by
Courthouse Libraries BC. All members of the Public Legal Education and Information
Net wor k (0t he PL E licipatiegtinthe Clickia)v inigative . poaa list of
who is involved in the PLEI network, see Appendix A

The paper begins with a summary review of current research on how people seek to
solve their legal problems. It then presents an overview of PLEI resources identified for
inclusion on Clicklaw, a new website launched in April 2009 as a window into diverse
sources of legal information, education and help in British Columbia . Following that, it
compares the resources identified for Clicklaw with findings of relevant legal needs
studies. The paper goes on to examine BC PLEI resources in terms of format and
resource types as they appear on Clicklaw. The paper concludes by identifying where
the gaps exist in BC PLEI, and makes suggestions about the way forvard.

Overview of Clicklaw

Clicklaw content must relate to the legal rights of British Columbians, enhance public
understanding of the laws and legal system, or provide law -related assistance,
information, and/or education. Current content breaks down as follows: PLEI network
57%; other BC non profits 15%; other BC government 13%; other provinces and federal
sources: 15%.

The three major Clicklaw sections are: Solve Problem; Learn and Teach; and Reform
and Research. Solve Problems (79% of total) containbasic overview items and also
more detailed guides & manuals. Learn and Teach (5%) houses the items designed for
use by learners and teachers.Reform and Research (16%) houses items primarily
designed for those who have a particular interest in or involv ement with making the
justice system more accessible.
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Clicklaw uses a set of categor i eGlicklevad st ax onom
taxonomy includes categories for:

e Topic what the resource is about or a community to whom the resource is of interest
(Family law, Debt, Consumer, Seniors, etc.)

e Resource typeghe nature of the information: Basics 58%; Seklhelp & forms: 15%;
Reports & documents: 9%; Manuals & books: 7%; Gateways: 6%; Teaching materials:
3%; and Programs & courses: 2%.

o Media format: Web 45%; PDF 36%; Audio and podcasts: 16%; Video 2%; and
Multimedia: 1%.

e Languagethe language of the resource. Seventeen languages other than English are
represented. The leading ones are Chinese 50%; Punjabi 28%; and Spanish, 8%.

e Type of helpfor services only. This facet is part of phase 2 development which is
due to be completed by Fall 2009

How does Clicklavompare?

The comparison of Clicklaw with other sites and with research outcomes should be read
as broad-brush information and used as a base line or starting point for discussion and
further analysis.

Comparisons with other sites

PLEI sites reflect individual cultures, mandates, funding and regional priorities, as well
as different ways of categorizing information. Given these parame ters, comparison
with other sites reveals the following significant features:

¢ the strong emphasis on family law on Clicklaw

¢ the similar positioning with comparable sites of information on court procedures,
criminal law, housing, and employment

e CI| i c k telatmely sveak emphasis on civil areas such as consumer law and health
law

Comparisons with legal need surveys

The paper makes comparisons with the 2006 Department of Justice legal needs survey,

which is one of three such surveys. The surveys looked at legal issues in terms of

i nci dence, |l evel of disruption to peopleds |
resolving their legal issue. The comparison finds that while consumer and debt issues

are among top three problems reported in the 2006 Department of Justicelegal needs

survey, there are relatively few entries for them on Clicklaw, where they are ranked 8t

and 17 respectively.
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Analysis of Resource Types

Resources on Clicklaw are categori pewhashbein
get at the nature of the information.

Basics Thec at egory of oOBasics6é6 dominates at 58 %.
print and web items. Primary among them are what can be described as overviews.

These are short, summary introductions to the issue, typically ending with referrals to

additional information or in -person assistance. The brevity of overviews places major

constraints on how much information can be provided.

Self-help &forms :At 15% of Cl i c ledif-belp@udesrtypisatyumove e s

step-by-st ep, are in plain | anguage, and are orgar
In terms of forms, much is yet to be accomplished so that legal forms become intelligible

to lay people.

Reports & documents: At 9% of Clicklaw resources, this area could benefit from
discussion about how to tailor items so that they are appropriate for users who are not
legal professionals.

Manuals & books : At 7% of Clickl awds resources, this
products: (a) advanced information such as chapters o the LSLAP manual, written for
|l aw students; and (b) whadrecamdbienfdlesmat bed. @&

ground information can be defined as follows: a resource item of sufficient length to (a)

identify major user issues; (b) explain how those issues fit within a legal framework; (c)

provide options; (d) answer basic questions; and (e) provide referrals. Middle -ground

information can be web-based or print-based. In the area where there are gapsin BC

PLEI, there is typically a lack of middle -ground information. This area could benefit

from discussion about ways togmouredca&]!iermafrd rymaltii
from oadvancedo6 information.

Gateways: At 6% of Clickl awds resources, this typ
websites that lead to relevant information.

Teaching materials: At 3 % o fres@fces this tymewefess to materials
prepared for teachers and facilitators.

Programs & courses: At2% of Cl i c k| athidtgpe ideatsies the programs
and courses that may be relevant to Clicklaw users. Parenting After Separation courses
are a typical example.
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Analysis of Formats

While BC PLEI resources contain outstanding examples of innovative resource
development for online audiences, both in terms of specialized websites and in terms of
individual video and multimedia items, more remains to be done.

PDFs

¢ On Clicklaw, over a third of the online content is in PDF format. PDF is basically a
print format that has been posted online. Print and online experiences are different
and require different methods of presenting information.

Audio, video, multimeich

e Despite general agreement about their value, there is not a strong body of research
into the role of audio, video and multimedia PLEI online.

¢ Some of the BC PLEI networkgroups may be interested in expanding their PLEI in
terms of format types but lack the resources to do so. The way forward may be for
groups to develop a oO0circuit riderd model
groups to assist them with online issues.

Matrix of Gaps

The matrix is based on the 27 topics in the Clicklaw taxonomy. Gaps are identified as

being large, medium, or small. The rationale for identifying a PLEI resource gap as

0ol argedé is based primarily ecurrently selectedount of
Clicklaw. In some instances d Aboriginal, Court s & tribunals, and Legal help & lawyers

d there is an additional research-based editorial assertion that given the nature of user

need, more work needs to be done.

Some topicareasae i denti fied as having a o0small 6 or
has traditionally been well covered by BC PLEI. The matrix is not intended in any way

to obscure the need for ongoing updating and new work in these vital areas. The

following chart summar izes some of the larger gapsidentified in the matrix.

Aboriginal Aboriginal PLEI content needs to be developed and delivered by Aboriginal
people informed by Aboriginal communities. There are content items on
Clicklaw that meet this standard, but giveretacute legal needs within
Aboriginal communities, more work is needed.

Accidents & Clicklaw is relatively thin in this area and there is a lack of migdbeind
injuries information.
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Business & non-
profits

There are gaps in this topic. All of the Based PLEI items about business
within the Solve Problems section are Dalaw scripts, which are by necessi
brief.

One initial strategy would be to investigate the nature of other resources
available.

Consumer

The indicators from the research arnequivocal about the high incidence of
consumer issues in the general population, but Clicklaw does not adequate
reflect this. It may be timely to explore partnerships with commuitigsed
consumer groups that are currently outside the PLEI network.

Courts &
tribunals

This is an area in which PLEI is strong, with statéhe-art multimedia items
and a significant amount of information for people dealing with adjudicative
processes without legal representation. However, these effoded to
continue Users need all the assistance they can get.

Debt

The research points to this as a priority area. Again, the middle ground is n
covered.

Health

The health law resources on Clicklaw are slender. Therelssicoverview
items on mental health angh access to records and consent.

Despite (a) the prominence of holistic needs in the reform literature; (b) the
identification of the importance of mental health issues within the research;
(c) some service/program efforts, PLEI in this area hasireed static over the
last decade.

Housing,
tenancy &
neighbours

The gap in tenancy is small; in housing it is medium; and in neighbours it is

Residential tenancy issues are covered by PLEI network participants who a
experts in the field, as wedls by government. Housing issues such as
mortgages and foreclosures are | ec
condoandceop i ssues have only basic ov
emerges as a prominent issue in the research, it is calera focused way by
only one item, a Diak-Law overview.

Seniors

Within the topic of SeniorsBC PLEhas its greatest strengths in the areas of
abuse and benefitdNote:The current holdings do not reflect items from BC
CEAS as their website is siitl redevelopment.

Taxes & finances

There are only 23 items on this topic on Clicklaw to date, which is less than
of total. PLEI users may benefit from information about income tax, propert
tax, understanding bank loan documents, trusts, making glemm about a
financial institution, etc.

Overlaps

In terms of content, the paper finds only minor instances of overlap, and those have the
potential to be addressed, given that Clicklaw will allow PLEI developers to look across
sites and produce material within the entire context of what is available to users. Itis
worth noting that while the same area may be covered by both government and non -

profit community groups (e.g. residential tenancy), the materials are written from

different points of view. Users need both service provider and advocacy perspectives.

Page8 of 70




Clicklaw and Beyond: Public Legal Education and Information Materials in BC

Recommendations

In the future members of the PLEI network will need to work more closely together in
order to maximize scarce financial resources and present the best possible information
to users.

Recommendations are offered in the following action areas:
Develop a coordinated response to user needs

Promote skill-sharing among network members.

Focus on improving online formats .

Focus on resources tailored to current user needs

Focus on broadening understanding of user response to formats

Conduct usability testing into online experience .

N oo o M w0 NP

Share evaluation outcomes
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1 Introduction

1.1 Purpose

The purpose of this paper is to present an overview of the public legal education and
information (PLEI) materials currently available in British Columbia in order to identify
and analyze gaps and overlaps This overview and gap/overlap analysis is an initiative
of the Public Legal Education and Information (PLEI) Portal Project, which has
developed- Clicklaw, an online site launched in April 2009in its beta version. The site
aims to be a unified, trustworthy point of access on the internet to diverse sources of
legal information, education and help in British Columbia .

The Clicklaw project, which is funded by the Law Foundation of BC, is being led by
Courthouse Libraries BC. All members of the Public Legal Education and Information
Network ( othe PLEI network ¢) are participating in the Clicklaw initiative . The PLEI
network is an informal body of organizations in British Columbia that provide or
support public legal education and information . For a list of who is involved in the
PLEI network, see Appendix A

Overall, Clicklaw aims to provide a single entry point to the PLEI domain for British
Columbians, offering a route to the PLEI resources and providing current search
technology so that users can find what they are looking for quickly and effectively.
Users of the sitecan gain access to the diverse sources of legal information, education
and help now available in British Columbia . Members of the public in BC, as well as
legal service providers, information providers, educators, and students can search
across and link into legal information, education and law -related services that reside on
a range of websites

While the primary focus of this paper is on PLEI content identified for inclusion on
Clicklaw, this content is typically integrated with programs and services that exist to
assist people to obtain the legal help they need in order to understand the legal system,
participate effectively in the legal system, learn or teach, or participate in law reform .
People who come to Clicklaw will be looking for those programs and services to help
them. For this reason, Clicklaw will include a HelpMap section as one of its central
features. Providing access to services and programs is in itself an important function of
PLEI.
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1.2 Structure
This paper will accomplish the following:
e Provide an overview of PLEI resourcesidentified for inclusion on Clicklaw .

e PresentananalysisofC| i ¢ k| a w0 scompanmg iewithh cobtgnt on other
relevant sites.

e Examine Clicklawd s ¢ oimthedighttof outcomes from key legal needs
assessments

e Examine Clicklaw in terms of formats and resource types.

e |dentify by way of amatrix where gaps exist in BC PLEI, and what the nature of
overlap appears to be.

e Make recommendations about the way forward.

1.3 Approach

This paper takes the approachthat looking at legal issues from the point of view of the
people who experience them is the starting point for providing effective PLEI content .

PLEI has a long history in BC with the broad goal of improving access to justice. For
many groups, the goal of working towards equal access to justice is reflected in their
principles and in their programs, which include:

e Programs and services to help people understand and use the law for their own
benefit

e Focused programs to help people who are disadvantaged

o Law-related education programs supporting active citizenship and public
engagement in discussions about and support for our justice system and the rule
of law

¢ Community and institutional law reform programs fostering debate , change and
ownership of the law

While this paper is not concerned with an assessment of individual PLEI efforts, some
themes stand out. PLEI in BC has a history of focusing on the needs of people who are
disadvantaged, and of providing information about rights and protections. It also has a
history of developing first -class educational materials about the law. Today, the body
of BC PLEI is informed by state-of-the-art knowledge and techniques, from user-
focused plain language to multimedia . And to an increasing extent, PLEI is cognizant
of the results of needs assessments, both formal and informal
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All of this has been accompanied by questions about the effectiveness of PLEI efforts
There is a desire for more rigorous evaluation, for a deeper understanding of how PLEI
materials are actually used and what formats work best, and for some clear markers
about the way forward.

Current issues for BC PLEI

In recent years, the work of BC PLEI has become more complex, due to factors that
include: (a) the emergence of the internet as a common information source, with
sophisticated technologies and software; (b) increased numbers of people trying to deal
with their legal problem by themselves, including self-representing litigants ; (c) the
increasing complexity of laws and regulations; and (d) structural changes to in-person
services so that they are now profoundly different from the traditional model of
comprehensive representation.

In terms of education, PLEI clearly fits within the public school education al framework .
However, t he competition for dedicated space and time in the curriculum is fierce and
many courses have more learning objectives and content than can be covered in the
time allowed . Fostering support for legal literacy and law-related education in the
school system is an ongoing challenge! In the USA, the American Bar Association has
taken a leadership role in promoting active citizenship programs in the schools . In
Ontario, the Ontario Justice Education Network d modeled, to some extent, on the Law
Courts Education Society d is building an integrated network to improve law -related
education in Ontario .2 Materials need to be developed that not only fit the learning
outcomes and satisfy the teacher® requirements (and attract their attention) but also
engage the students3

In terms of community need, BC isfast becoming a province of minorities , and this is
creating new challenges and opportunities for PLEI providers . PLEI providers will

want to work with new partners, stay aware of cha nging demographics, and use
appropriate strategies and formats to reach the very diverse audiences that make up the
provi nceds . phe lativedy newaonsortium to deliver the PLEI for
Immigrants pilot project provide s PLEI providers with an opportunity to reach new
communities. As well, the PLEI providers may acquire fresh perspectives on strategies

1For current work in this area, see the BC Law and Citizenship Curriculum Assessment section of the
website of the Law Courts Education Society: www.lces.ca/bc_law_and_citizensh

2 Seethe Ontario Justice Education network at: www.ojen.ca.

3 A quick look at www.accesstomedia.org/ provides excellent examples of what youth are doing in this
area.
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that could be incorporated into mainstream justice services.

PLEI is a key component of many community development and law reform initiatives
Public discussion and debate are critical components of ownership of the law. The
internet provides a wealth of opportunities to spread the word, create public interest,
and build support and netwo rks. For many small organizations, taking advantage of
the internet will require them to acquire or find new sets of skills & especially in
communication .

Adults engage in formal and informal learning opportunities for many reasons :to know

more about the way things work, to ostay outoft r o u holtaé&e advantage of

opportunities, or to participate more effectively in their community . Classesboth in-

person and online, events, andreports and articles in community newspapers and on

community radio have all been used to reach potential learners PLEI providers need to

ensure thattheir products and servicescanbef ound wi t hin the I|l.earners

PLEI is also seen as a critical component of legal services, assisting people to identify,
avoid or resolve problems, and where necessary to obtain legal advce, assistance or
representation from lawyers or community advocates . Basically, the classic model has
been PLEI followed by legal advice, followed where appropriate by legal representation
(an example of this path is Dial-a-Law/ Lawyer Referral/ lawyer) . For the numerous
instances where this model does not apply (e.g legal aid unavailable; private bar does
not do poverty law), the BC model is often PLEl/community -based advocate In the
continuum of service model, PLEI has always been and remains an important pathway
to in-person service.

In the current environment, people are being asked or expected to resolve many more

legal problems using PLEI materials. The research indicatesthat many people with

legal issues do not follow the traditional model s of using legal information as a

pathway to legal assistance (see section 1.4 on context)If they do interact with the legal
system, they may for a range of reasons 0go i
the goodwill of family and friends . Somepeopl éabgned through choi ce
others, the decision is economic Further, with the rise of self-representing litigants,

adult PLEI users are being asked tocomplete complex legal procedures.

Many people who are dealing with a legal problem enter an environment they know

little about , have never visited before, andd o nwish to be in. For these people, the

phrase oOacci dent ad(Giddings,2008) ts ani apt orle @ne of tlze wate

challenges for PLEI is to understand whetherandtowh at ext ent PLEI <can 0
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gap. 60 There i s a n-kasedresearchintoioergeestieny Todvhah c e
extent are people using this legal information to deal with their legal problem?

BC PLEI has gathered and continues to gather evidence in tke form of needs
assessments, evaluations, and client service data Members of the PLEI network include
usability testing as part of their development of new materials, but there appears to be
minimal sharing of skills around testing or of test outcomes

The following discussion is offered in the knowledge that the PLEI groups make
decisions in accordance with their own mandates, approaches and resources But to be
truly effective in the current environment , the PLEI community needs to build a more
collaborative network, pooling skills in the effort to meet challenging PLEI needs.

14 Context

The Clicklaw project of the PLEI network is taking place in the context of a growing
body of evidence-basedPLEI research# This section provides a brief summary of m ajor
themes from the researchthat focuses on solving legal problems.

Note that the references are illustrative and in no way exhaustive ; all of the research is
cited in the section of this paper, References

e People may not know that there is a legal solution to their everyday problem .
This may lead to the problem escalating, thereby creating additional legal
problems. Without timely access to help at the front end of the problem, people
can be caught in a downward spiral . Unsolved legal problems hav e social costs
and consequences (Currie, Pleasance, Stratton & Anderson)

e Once people have identified a legal need, they frequently use non-legal
pathways to address the issue Friends, family, and non -legal professionals are
often the first ports of call (Currie, Clarke & Forell, Giddings & Pleasancg.

e People who experiencesocial disadvantage also experiencethe highest incidence
of legal issues that havethe most serious consequences, and face the greatest
barriers in accessing the traditional pathw ays to legal information, assistance and
advice (Pleasance Schetzer & Henderson).

e Those most likely to experience social disadvantage include Aboriginal peoples,
culturally and linguistically diverse communities, youth, older people, people in

40ne of Clicklawds goals is to provide easier access to
OPLEI across Canada is one area where quite extensive |
there is considerable fragmentation of both PLEI research and development within the justice

community. o
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rural and remote areas, people living in institutions, people with below -average
education, women, and people who are gay, lesbian, trans or bisexual Economic
disadvantage, which may be based on income dynamics, labour market
dynamics, or family dynamics , also presents a significant barrier (CS Resors;
Schetzer & Henderson).

e Tailoring legal information and education to address the unmet needs of
disadvantaged groups and individuals is an essential PLEI strategy (McEown,
Zalik, Coumarelos, Wei & Zhou).

¢ Both low and moderate income people have a range of unmet legal needs in the
area of civil law (Currie , Pleasancg. > Numerous civil legal needs studies across
many jurisdictions have come to consistent conclusions about priority areas to
address (see sectior.2 of this report).

e Inincreasing numbers, individuals are embarking on self -help in order to deal
with their legal issue . Self-helpers are diverse, but many have a relatively high
level of education (Currie, Malcolmson & Reid, Stratton) . This group includes
individuals who would identify themselves as being middle class, but for whom
costs have become a barrier It also includes those who choose to be self
sufficient problem solvers. (The self-help research to date hastended to focus on
litigants. PLEI information -seekers and problem-solvers, especially in online
terms, are amuch wider group.)

e Holistic responses are needed in order to address the root causes of legal
problems (Currie, Moorhead & Robinson, Pleasance) The overlap between legal
needs and aher basic human needs associated with physical and social wellF
being also means that some individuals with complex problems require not only
legal services but also nonlegal support services, such as housing, financial
counselling, social, welfare, family and health services (Coumarelos, Wei &
Zhou).

e PLEI usersmay seek access to specifiadvice as well as general PLEI content
They may need to apply the information to their individual situation (Giddings)
From this perspective, PLEI is often seen as keing necessary but not sufficient to
deal with the legal issue. In many instances, what makes the PLEI content
effective is the ability to complement the information with access to in -person
assistance and advice (Giddings, Scott)

e There are significant benefits to providing PLEI in multiple formats (Klinger).

5 The Ontario Civil Legal Needs Project is surveying households with up to $75,000 in household income.
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¢ Identifying a service or resource as Aboriginal is for many First Nations and
Métis people an essential prerequisite for its acceptance and usgWalkem).

¢ People who do not speak English are unlikely to be able to read or understand
public legal information unless it has been translated . Multilingual public legal
education and information materials are vital to those who need basic legal
information in their own language and for the legal and non-legal organizations
working with them (Zalik, Cohl & Thomson).

e Putting the information in the path of the user is a core PLEI strategy .
Information is more likely to be used if it is timely and relevant, is provided at
the point when a person is trying t o solve a particular problem, is specific to the
problem at hand, and is easy to find locally (McEown, Coumarelos, Wei &
Zhou).

Use of internet for information

The integration into peopleds |ives of intern
expanding. | nt ernet use is not confined to Gen X an
Generations Online in 2008&und:

Older generations use the internet less for socializing and entertainment and
more as a tool for information searches, emailing, and buying products. 6
Use o the internet for information -seekingis increasingly prevalent in the health sector.
In 2005, more than onethird of Canadian adults used the internet to search for health
information. 7 Recent research done by the Center for Studying Health System Chage
confirms that the internet is the most rapidly growing source of health information,
with the number of online health searches doubling between 2001 and 2007, with the
result that peopleds use of the interemet for
use of more traditional, longstanding sources of books, magazines and newspapers
(33%) and friends or relatives (31%)8

6 Pew Internet and American Life Project, 2009, Generations Online in 20090nline at:
http://pewresearch.org/pubs/1093/generations  -online

‘'Underhill & Mckeown, 0Getting a Second @©OHeathiRepn: Heal t h
vol 19(1), March 2008, p. 6569.

8Tu & Cohen, pStniKonguhheams Seeking Health Care | nfor ma
Health System Change, Tracking Report No. 20, August 2008. Online at:
http://www.hschange.org/CONTENT/1006/.
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Internet and PLEI delivery

The trend to internet information seeking can be seen in the legal sphereas well. A

survey commissioned by Thomson FindLaw of the legal needs of consumers in the

United States revealed that 84% of consumers with a legal need who did research used

the internet, far more than those who relied on friends and family, libraries, or local bar

associations. Interestingly, about half of the consumers who used the internet to access

information about their legal issue decided to contactalawyer. That di dndt mean,
however, that the searchers were frustrated by what they found online. The vast

majority (80%) of consumers who searched for legal information on the internet

responded that they would be likely to use the internet as a legal resource in the future?

In the PLEI community, a pplications of the internet were identified and embraced with
enthusiasm. In a 2002 paper entitled Applications of the Internet for Public Legal Education
Lois Gander observed:

Public legal education organizations have . . . only begun to scratch the surface
of what is possible even with the technology readily available today . . . the
capacity of the PLE sector falls well short of what is needed to make the most of
the vast potential of the Internet. . .10

Onlineresource-s hari ng amongst PLEI providers was &est
ACJNet and t he UPRublit leegal BducatighdNetwodk ¢plenet.org.uk)

being examples. Online networking among practitioners continues to grow in specific

areas, such as SelfHelpSupport.org for those who develop resources for sel

representing litigants. Recentinitiatives are provi ding online in-person advice to

indiv iduals who have a legal problem, such asPro Bono Net d.iseHelp chat lines in

Montana and lowa. 11 In addition, t here is somePLEI researchthat explores promising

%9 How Consumers Meet Their Legal Needs Online,é6 FindLaw
http://ww  w.lawyermarketing.com/cm/custom/how  -consumers-meet-their-legal-needs-online.asp.

10 L ois Gander (2000),Applications of the Internet for Public Legal Educationline at:

www.acjnet.org/docs/int -ple.doc. Also see Lois Gander (2003)rhe Changing Face ofiBlic Legal Education

in Canadgpages 49, where she comments: 0The I|Internet. . . offe
managing knowl edge. 0-fogorh/doos2008/newsviews0s penpdf c f ¢ j

11 The LiveHelp Pilot Project Final EvaluatioReport(2008) found that LiveHelp: (a) has high
satisfaction levels and usage of the service is growing steadily; (b)significantly increases the extent to
which users feel they had access to information needed to understand their legal rights, and (c)
appears to increase users' confidence in their ability to follow through and resolve their problems.
The report is online at: http://www.probono.net/nationalareasearch/item.179623 -
LiveHelp_Pilot_Project_Final_Evaluation_Report?tab=pane_searchresults-2
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practices in the area of providing legal education and information to adults. 12

In BC, PLEI providers are using the internet in various ways to serve their audiences.
Two examples are PovNet, with its information sharing among advocates, and the
upcoming VictimLINK website, which among other things will enabl e a victim to
receive communications from the victim support worker and Crown counsel .

Creating general information/education online is different from providing  individual
problem-solving content online. To date, the relevant research about using online PLEI
to addressindividual legal issues has tended to focusupon an iteration of barriers.
Most often cited are complexity of legal information, challenges with searching, lack of
online access, and preference for inperson help (Scott, Giddings). From this
perspective, a primary role of the internet is one of providing the pathway to in -person
assistance through services such as the Clcklaw HelpMap .

To what extent can PLEI make use of new technologies and software to address the
need for specific information about individual legal problems? Again, PLEI may look

to the health sector for some answers. As early as 2000 at least one major health study
suggested that the wide availability of general health information online resulted in
positive individ ual solutions (Fox & Rainie 2000)13 The rise of social networking may
be making it easier for people to find personalized health information and assistance
online, and this may have applicability for PLEI. 14

12 See for example, Designing Websites Effectively: Promising Practices for Providing Legal Information to the
Public, Legal Resource Centre Alberta, March 2007. Online at:
http://www.legalresourcecentre.ca/research.html

13 The Online Health Care Revolution: Hatve Web Helps Americans Take Better Care of Themsebkws
Internet & American Life Project, Washington DC, Nov . 26, 2000 Online at
http://www.pewinternet.org/report_display.asp?r=26

14 See, for example, the Wall Street Journal (2008Jhe Informed Pati@: The sociaknetworking revolution
is coming to health care, at the same time that newinternet technologies and software programs are
making it easier than ever for consumers to find timely, personalized health information online . Patients
who once connected mainly through email discussion groups and chat rooms are building more
sophisticated virtual communities that enable them to share information about treatment and coping and
build a personal network of friends. 6 http://online.wsj.com/article/SB116 717686202159961.html
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2. Overview

This overview focuses onwhat is contained on the PLEI resourcesidentified for
inclusion on the Clicklaw site, www.clicklaw.bc.ca . In order to understand what the
site contains, it is necessary to identify what kinds of resources are being included, who
might use Clicklaw, and how resour ces on Clicklaw are organized.

2.1 Clicklaw organization

What is included?

PLEI network members developed criteria for what to include on Clicklaw.

Clicklawds content is based on the principle
the law. Infact,itisi n everyoneds interest to know the |
knowledge :

e empowers individuals and communities to make informed decisions ;
¢ increases understanding of the justice system and

e enables active participation in a democratic society.

Content must help British Columbians resolve or avoid legal problems , or provide law -
related assistance, information, and/or education . Clicklaw may include resources
produced by organizations in other provinces if they are relevant in this province & for
example, items may provide information about federal laws .

Clicklaw give s priority to information that is accessible to the general public or specific
communities or target groups, in plain language, and available at nominal cost or for
free. The focus is on content that is produced by non-profit organizations, government,
or the legal profession.

PLEI network members will have relevant documents which have not yet been
included, and it is the goal of Clicklaw to have all of these materials identified. In some
casesthere may be opportunities for contributors to digitize materials; in other cases it
will be a matter of ensuring that uses have access to offlindPLEI information.

Cl i c k primanyd moint of entry is topic -based This reflects what the research tells us
about how people most commonly search for information. However, Clicklaw also has
the capacity to enable users or PLEI providers to approach information in a range of

ways. For example, users who are representing themselvescarmccess Cl i ckl

resourcesthrought he cat egtry pofanaséloff ms. O
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Figure 1: Criteria for inclusion of PLEI materials on Clicklaw

Clicklaw includes:

Content that helps British Columbians resolve their legal problems
We give priority to practical resources designed tasiess people tod

e understand their legal rights and responsibilities

e obtain or enforce their rights or benefits

e avoid or resolve specific legal problems

e e effective consumers of legal services when needed

Content that enhances public understanding of  the laws and the legal system
We alsoinclude resources designed &
e increase peopleds knowledge and under st

e promote analysis and reform of laws and the legal system

Services that provide law -related assistance, info rmation, and/or education

We alsoinclude services that provide lasglated assistance, information, and/or education to
British Columbians

Content that has a British Columbia focus or is relevant to a British Columbia
audience

We may include resourcegroduced by organizations in other provinces if they have information
about federal laws

Content that is accessible to specific communities or target groups

We alsoinclude resources that aré
e inclusiveor designed to meet the identified needs okthargeted audience
e concise, complete and presented in clear language

Content that is free or low/nominal cost
We give priority to resources and services that are free.

Content that is produced by non -profit organizations, government, and the legal
pro fession

We may give priority to content produced by neprofit organizations

Excluded content
We d o nidctude content if i
e is primarily intended for the legal profession
e is primarily intended to advance the agenda of a political party
e is defamatoy or discriminatory, or promogsillegal activities
e s intended to solicit business for a commercial law firm or legal service
e doesnd6ét have | egal content, e.g. an
general newsl etteractividlsout an organi
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Who will use Clicklaw?

One of the challenges faced by the Clicklaw team was to come to grips with how to
develop a site that might address the needs of a diverse user base (all British
Columbians). What would users want to access and how would they use the site?
Audience research was conducted that included interviews with several organizations
participating in the initiative, surveys on LawLINK and the Electronic Law Library , and
analysis of website traffic on those sites and the sites of several participating
organizations.

The Clicklaw team looked at patterns in users across several dimensions:

e age, gender, ethnicty, education, income, language, location
e technical experience/skills

e experience with legal system

e need for assistance

o frequency of and reason for use

Six personas were captured in brief descriptions that included a name, photo, goals,
needs,and behaviour patterns. For each, a scenario was developed involving a legal
circumstance, with the aim of understanding what approach they might take to using
the Clicklaw site. The personaswere: the help seeker, the independent problem-solver,
the information seeker, the helper, the educator, and the learner.

Who are the contributors?

As Figures 2 & 3on the following page illustrate, sources for Clicklaw come primarily

from the PLEI network (see Appendix A for a list of participants). In addition,

resources identified for Clicklaw come from non-profit community groups who are not

part of the network at this time but who provide legal information and assistance .

Examples include Battered WomenOdResd&meceitpnasr t Ser
are also draw from quasi-governmental bodies (entities that act under the authority of

government) such as the Office of the Public Guardian and Trustee and the BC Business
Practicesand Consumer Protection Authority (BPCPA).

In addition, resources identified for inclu sion on Clicklaw come from BC government

ministries that are not part of the network. Examples are the information about

residential tenancy from the Residential Tenancy Branch and the information about

income assistance from the BC Ministry of Housing and Social Development. Federal

government resources account for the majorityof it ems categori zed unde
provinces and federal government.o In addition, there are select items from PLEI

groups outside of BC, such as ACJNet inAlberta.
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Figure 2Clickaw sources, May 2009

Clicklaw sources

m PLEI Network: 57%
m Other BC nofprofits: 15%
1 Other BC government: 13¢

m Other provinces and
federal government: 15%

Figure 3Sources foPLEtontent

Members of theBC PLEI Networkwho ae participating in the
Clicklaw project(see Appendix A for detailsY his includes three
PLEI Network groups: members of the PLEI Working Group, the broagéiEl
network, and other groups formally participatingtire Clicklaw
initiative

BC community groups and negovernment authoritiesiot part

BC non-profits of the PLEI network

Other BC

government BC government ministriesot part of the PLEI network

Other provinces
and federal
government

Federal government, PLEI providers in other provinces, individ
private bar lawyers etc.

How are site sections organized?

Clicklaw is divided into four main sections that reflect what the users come to the site to
do: Solve Problems, Learnand Teach, Reformand Research, and use the HelpMap

Figure 4: Sections for PLEI content on Clicklaw

Solve Problems Understand your rights, solve legal problems

Resources that provide practical legal information designe
to assist people irunderstanding their legal rights &
responsibilities and/or avoid or resolve specific legal
problems

Learn and Teach Build awareness of laws and the legal system
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Resources that are primarily aimed at enhancing public
awareness of and codénce in laws and how the legal
system works

’ Reform and Research The public window to legal reform and innovations

Resources that primarily promote analysis or reform of law
and legal policy, or analysis of legal needs and innovative
solutions

‘ HelpM ap Find those who can help with legal problems

An organization or service that providésw-related
assistance, information or education to individuals with a
legal problenon a oneon-one basis

With approximately 1175 PLEI resourcescurrently identifie d for the Clicklaw site, Solve
Problems is the largest section containing approximately 79% of the content. (The
HelpMap is in development as phase 2 of the Clicklaw projectand will be completed by
late 2009)

The Solve Problems section contains basioverview items and also more detailed

guides and manuals that aim to help users interact in some way with the legal system,

or help others interact. The Learn and Teach section houses the items that are designed
for use by learners and teachers The items in Reform and Research are primarily
designed for use by those who have a particular interest in or involvement with making
the justice system more accessible

Figure 5: Clicklasections, May 2009

Clicklaw sections

u Solve Problems: 799
m Reform & Research: 16¢

Learn & Teach: 5%

What is the taxonomy?

A taxonomy is a set of categories used to organize resources.The PLEI taxonomy was
sponsored by the PLEI network to enable a coordinated, structured approach to
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describing public legal education and information resources from member
organizations and others. The PLEI taxonomy is based on user testing, analysis of
content, and feedback from organizations formally participating in  Clicklaw .

The PLEI taxonomy includes categories for:

e Topic: what the resource is about or a community to whom the resource is of interest
(Family law, Debt, Consumer, Seniors, etc.)

e Resource type: the nature of the information (basics, selthelp & forms, etc.)
¢ Media format: the format the resource is in (web, video, PDF, etc.)
e Language: the language of the resource (Chinese, Punjabi, Spanish, etc.)

e Type of help: for services only, the type of help offered (advice, advocacy,
information or self -help, etc.). This facet applies to HelpMap , part of phase 2
development.

22 Clicklaw components

Topics

Topics are grouped by user-centred categories:your family ; your money ; your safety;
your daily life ; your communities ; and your legal system. Figure 6 presents the
Clicklaw topics as they appear on the Clicklaw site, with the current numbers of
resourceslisted within each topic.

Note that individual resources may contain multiple components. For example, asingle
Dial-a-Law resource may include scripts in English, Chinese and Punjabi, plus audio
versions.

Also note that the resource baseis dynamic and changes frequently.

Figure6: Clicklawresourcesorganizedby categoresand topic, May 2009

LCLIFEENER Your daily life Your communities
\ Abuse & family violenc@7 \ Accidents & injuries27 \ Aboriginal 27
‘ Victims & crime 146 ‘ Business & noprofits: 26 ‘ Disabilities 38
‘ ‘ Consumer 80 ‘ Gays, lesbiansrans bisexuad: 16
‘ Your money ’ Employment126 ‘ Immigrants61
‘ Debt: 37 ‘ Environment31 ‘ Seniors24
‘ Pensions, benefits & welfatl2 ‘ Housing, tenancy & neighboufd5 ‘ Women: 22
‘ Taxes & finance23 ’ Media & internet19 ‘
‘ ’ Privacy & access to informah: 61 ‘
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‘ Your family Rights & citizenship: 92 ‘ Your legal system
‘ Family law: 229 ‘ Legal help & lawyers: 51
‘ Health: 33 ‘ Courts & tribunals: 219

‘ Children & teens: 56

‘ Introduction to legal syiem: 285:

186

|
|
|
‘ Wills, estates & life planning: 65 ‘ ‘ Alternatives to court: 45
|

‘ Legal needs & innovative solutions

Resource types

Resources on Clicklaw are categoripewwhashbein
get at the nature of the information . The resource types are Basics Manuals & books;

Gateways; Programs & courses, Reports & documents; Self-help & forms; and Teaching

materials.

The placement of resource types f oidhdlpp&8ws predi

for mso rtesectoreSdlnve Probl ems, while all imf the
the section,Learnand Teach 0 Re p &rdtox ument s 6 arthesection,st er ed i n
Reform and Research 0 Pr ogRkamsr seso0 are found in both So

Learn and Teach, as are Gateways

Figure 7 defines these types while Figure 8 on the following page shows their
proportional representation on the Clicklaw site. Note that in considering resource
types, a resource can only have one resource type (but can have up to four topics).

Figure7: Clicklaw resource types

‘ Basics | Basic practical legadformation

Websites or areas of websites that are entry points into a range of

Gateways information

Manuals & books Detailedor middle-ground information with gracticalfocus

Programs, classes, animated or interactive webdtéearning tools,

Programs & courses . . !
9 either online or offline

Reports &

documents Detailed analysis, evaluation and policy

Tools to help people get things done (e.qg., fillable forms,-biegtep

SRR & AT how-to, sample wording)

Teaching materials Guides, lesson plans, case studies aimed at those teaching or facilitati

15|n Learn and Teach only

16 |n Reform and Research only
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Figure8: Distribution of resource types in Clicklaway 2009

Clicklaw resource types

3% 2%

H Basics: 58%

m Selfhelp & forms: 15%

H Reports & documents: 99
B Manuals & books: 7%

m Gateways: 6%

m Teaching materials: 39

m Programs & courses: 2¢

Media format s

Figures 9 and 10 show the representation on Clicklaw of the following media formats:
audio/podcast; multi media; PDF; video; and web. The bulk of the audio/podcast
entries (over 90%) are Diala-Law audio scripts. There are additional categor ies, print
only, and not online (denotes in-person programs, workshops or classeg where the
numbers are so low as to ke statistically invisible .

Figure 9: Distribution of media formats in Clickl&dtgy 2009

Clicklaw formats

m Web: 45%
m PDF: 36%
= Audio/podcast: 16%
m Video: 2%

®m Multimedia: 1%
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FigurelO: Clicklaw media formats

Audio/podcast
Multimedia Animated or interactive website
PDF
Video
Web

Print only

Not online

A resource that is available only fmint
e.g in-person program or workshop

Languages

Approximately 27% of the content on Clicklaw is in languages other than English, with
17 languages being represented Clicklaw is supporting MOSAIC, a PLEI network
member, to ensure that MultiLingoLegal (the BC portal for PLEI materials in languages
other than English) is resourced so that it can continue as a complementary website to
Clicklaw . MultiLingoLegal describes resources in eight languages other than English,
allowing users to navig ate to resources in their preferred language. As well,
MultiLingoLegal carries items in languages other than English not only from the PLEI
network but also from across Canada.

Figures 11 and 12 show the numbers of resources in languages other than Englishthat
currently reside on Clicklaw . Figure 11 provides the total number of Clicklaw resources
in languages other than English. Figure 12 portrays the presence by percentageof the
top twelve languages (languages not listeddo not individually amountto 1 %). While
Chinese is presented a single item for these purposes, items on the site distinguish
between Simplified and Traditional versions.

Figure 1. Numbers of Clicklaw resources in languages other than English, May 2009

Arabic 6 Japanes® Russian5
Chinese 332 Korean 10 Spanishbb
Farsi (Persian)l6 Polish 1 Tagalogl7
French 47 Portuguese3 Tamit 1
German 1 Punjahil41 Viethamese29
Hindi: 4 Romanianl
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Figure 2: Presence of noiznglish languages on Clicklaway 2009

3%

Clicklaw languages

1%

m Arabic: 1%

B Chinese: 50%
m Farsi (Persian): 29
B French: 7%

m Hindi: 1%

m Japanese: 1%
m Korean: 1%
H Punjabi: 21%
1 Russian: 1%
m Spanish: 8%
m Tagalog: 3%

= Vietnamese: 4%
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3. Analysis of PLEI content

This section takes a closer lookat user access tdC PLEI online content by focusing on
an analysis of topicson Clicklaw . (Note: aresource may appearunder multiple topics.)

Figure B: Clicklawresourceentriesby topic,May 2009

Clicklaw topics

Family law
Courts & tribunals
Victims & crime
Pensions, benefits & welfart
Employment
Housing, tenancy & neighbour
Rights & citizenshig
Consumer
Abuse & family violence
Wills, estates & life planning
Immigrants
Privacy and access to informatic
Children & teens
Legal help & lawyers
Alternatives to court
Disabilities
Debt
Aboriginal
Health
Environment
Introduction to the legal systen
Accidents & injuries
Business & noiprofits
Seniors
Taxes & finances
Women
Media & internet
Legal needs & innovation
Gays, lesbians, trans & bisexug
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3.1 Comparison of Clicklaw with other websites

LIACz Legal Information Access Centre, NSW Australia

LI

AC is o0Oa free | egal

nf or mat

Find Legal Answers7is in many ways comparable with Clicklaw .

Figure 14: Legal Information Access Centre (New South Wales) topics

onosanMAC@&s f or

LIAC Topics

Crime and Offences

Human Rights

Courts and Tribunals

Legal system

Employment

Housing & Land

Family Law and Relationshig

Business

Government

Accidents & Compensatiol

Consumers

Debit and Credit

Wills and Estates

Pensions, Allowances and FarX

Aboriginal & Torres Strait Islande
Neighbours

Environment

Children & Young Peopl
Transport

Immigration & Citizenshig
Health

Motor Vehicles & Traffic Offence

Older Person Law

Media and Communication:

Intellectual Property

Taxation

Rural Law

113

100

150

17Find Legal Answers: http://www.legalanswers.sl.nsw.gov.au
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LIAC & Clicklaw : Points of comparison

e PLEI in BC has traditionally had a strong family law focus . On Clicklaw (Figure
13) oOoFamily | awdé ranks firstOmhetlACdSta ghest nun
(Figure14) , however, OFamily | agevemthd rel ationshi

e Thet opi ¢ 0 Cour t s radkedtvery high, with lsezand plase on both
sitess (LI AC shares this second Thdpacitg wi t h o Huma
placement reflects a shared view of the importance to users of this topic.

e On the LI AC site, 0Crimes and offencesodo has
On Clicklaw, oVict i ths highest number ohmesdurcésa s t he
(with more entries for offender issues th an for victim issues). In this respect,
again, the sites are similar.

e The topic of housing takes similar places on eachsite (sixth on both Clicklaw and
LIAC).Cl i ckddwdsi ng, tenanc)rowddashusefalifghbour so
extreme illustration of the fact that the truth lies in the details: the topic areais
strong on tenancy, has some useful housing information, but provides only one
item (Dial -a-Law script, Neighbour Law) entirely devoted to addressing
neighbour issues. LIAC, by contrast, has 28 enties for 0 Nighbours.0

e The placements f or 0 EaftpoughhendACtopiciear e si mi | ar ,
somewhat more prominent, at fourth place on the LIAC site (given the two equal
second placings), while it is ranked in fifth place on Clicklaw.

e LIAC recently add e d Ruor a | | aw, 6 which doeslLA®t appear
al so created a newediotp,icc ,t @ Dredbpltaa@aendt heir ol
fi nanemldedl et ed O0Cul ture and recreation. 0

Note that these comparisons provide broad-brush information at best; the categories

do not correspondent exactly. On Cl i ckl aw, human rights 1s co\V
and Citizenshipdéd while on LI ATBellACtopic tr eat ed
OHousi ng aimldded nzaterthiéabout land that is not covered within

Clickl awds OHousndngj ghéoansyo
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LawHelp Oregon

In the US, LawHelp.org, a national initiative sponsored by Pro Bono Net, helps low and
moderate income people find free legal aid programs in their communities, and
answers questions about their legal rights. LawHelp Oregon ,18 whose topics are
featured in Figure 15, provides a typical example of a LawHelp site . 19

Figure B: LawHelp Oregon topics, by percentage of entries

LawHelp Oregon

Entries as percentage of total, in descending orde

Government Benefits
Seniors
Housing
Farm Workers
Work
Protection from Abuse
Family
Consumer
Disability Resource!
Look up the Law

0% 2% 4% 6% 8% 10% 12% 14% 16%

percentage of total

LawHelp Oregon & Clicklaw : Points of comparison

e Consistent with its focus on low/moderate income, the topic on LawHelp Oregon
that lists the most resources iso0 ®vernment benefits. ®&nCl i ckl aw, O0OPensi
benefits and wel fareo i bytopio. t he top third

e (0Seniorsdis in second place on LawHelp Oregon. On the Clicklaw site,0 Seni or s o6
currently placed within the bottom third of offerings by topics .20 On LawHelp
Oregon, OHousi ng 6 ,whkhidsametwhatimord prgminent than o n
0 Housi ng,andneighbonrs,granked sixth on the Clicklaw site .

18 http:// www. oregonlawhelp .org

19 The content on state sites reflects the amount of funding the participating agencies receive as well as
their specific mandates.

20 This could be misleading, as network member BC Centre for Elder Support and Advocacy (BC CEAS)
has a website in redevelopment.
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e Whil e OFarm Workersdé i s f our tthistapicarealmees LawHel p
very few entries on Clicklaw, whereitis si t uat ed under OEmpl oyment

Again, thesecomparisons provide broad -brush information only, and it is important to
read them within the co ntext of differences in categorization. While all items in
LawHelp Oregon come under ten headings, Clicklaw 6 taxonomy has 27 topics.

CLEONet

CLEONet?1is a portal site developed by Community Legal Education Ontario . Unlike
the previous sites, CLEONet is designed for intermediaries: community workers and
advocates who work with low -income and disadvantaged communities.

Figure B: CleoNet topics bgercentageof entries

CLEONet topics by percentac

Family Law 261

Criminal Law 14.29
Social Assistance and Pensio
Human Rights and the Charte
Legal Systerr

Abuse and Family Violenc
Immigration and Refugee La\
Health and Disability
Employment and Work
Housing Law

Consumer Law

Aboriginal Law

Education Law

Wills and Estates

21 http://www.cleonet.ca
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CLEONet& Clicklaw : Points of comparison
e Li ke Clickl aw, CL EONfenttriegsis fdrfagilplavet number o

¢ Criminal law has the second highest number of entries on CLEONet, which is
comparable with Clicklaw , where oVictims and Crime 6 appears in third place.

¢ In contrast to Clicklaw, CLEONet places moreemphasison the topic of immigr ation
and refugee law. On CLEONet, this topic contains 8.21% of total entries, while on
Clicklaw, it constitutes 3.17% of total entries.

e CLEONet also places more emphasis on the topic of health, with 13 items on the
subject of long-term care, and 31 itemson the subject of patientsdrights. (Percentage
comparisons are difficult to make as CLEONet
single topic, while Clicklaw separates the two.)

e CLEONetds items under 0Soci al Assi stahnce and
entrieswhile CI| i c¢ k itemmswdder oPensions, benefits and welfared are 7.3®%6 of
total entries.

e Unli ke Clicklaw CLEONet i ncl ardacHowevdE,ducat i on
Clickl awds L esactiomaddresdesmimy asimilar issues.

Again, whil e making comparisons, it is important to note that CLEONet has 14 topics
while C1 i ¢ k faxamwoiyshas 27 topics.

Citizens Advice Bureau Adviceguide

In the United Kingdom, the Citizens Advice Bureau provides extensive information

services, including its Ad viceguide.22 Thi s i s an online guide with
up-to-date information on a wide range of topics, including benefits and housing,

empl oyment rights and discrimination, debt an
Figure 17 on the following page liststhe Advicegui dedés topics, al/l of w

multiple units of information within numerous subcategories, each with FAQs and fact
sheets. While the Adviceguide is a site in its own right and not a portal, it is relevant
here because it is aims to cover the gamutof everyday situations in which legal issues
may arise.

22 http:// www.adviceguide.org.uk
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Figure T: Citizens Advice Bureau Adviceguidpics, with entries by percentage of total
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Adviceguide & Clicklaw: Points of comparison
e On Adviceguide,ason Cl i ckl aw, OFami.ly | awdé tops the

e 0 Co n s waffagsois in third place on Adviceguide at 9.6% of total. This gives
much more prominen ce than it receives onClicklaw, where 6 C o n s uisir eighth
place and 4.15% of total.

e The Adviceguide gi ves more space to thal,campgedc, 0Taxao
with Clicklaw & space 0f1.19%.

¢ In general, Adviceguide information tends to be broader in scope than on other sites,

including Clicklaw . It also deals with issues at agranular level.

Summary

In summary , the comparison with other sites r evealsthe following key features about
Clicklawbds collection of PLEI resources:

e There isavery strong emphasis on family law resources

e Similar to other comparable sites the collection provides numerous resources about
court procedures, criminal law, h ousing, and employment.

e The collection is relatively weak in arangeofo | e g a | problems of ever)
including consumer law and health law .
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3.2 Comparison with legal needs surveys and assessments

In recent years much research has been completednto how people experience legal
problems.23 This section focuses on the major Canadian and British Columbia surveys
and studies.

In Canada, three major surveys were conducted by Dr. A Currie of the Department of

Justice in 2004, 2006 and 2008The surveys are useful for PLEI that focuses on solving

problems because they provide insight into how people respond to legal issues (which

includes taking no action, or taking action that does not bring them into contact with

legal service providers). The Department of Justice surveys provide information about

how often | egal probl ems occur in peopleds |
and how important it is to people to resolve their legal problems. Based on the survey

results, it is possible to look across three dimensions ofuser experience:incidence, level

of disruption, and importance to resolve.

Figure 18 on the following page presents select problem types from the 2006

Department of Justice legal needssurvey.24 In an effort to compare the survey findings

with Clicklawds holdings, matches wér e sought
making this comparison, the researchdrew upon the inventory prepared for Clicklaw

(February 2009. The inventory list s all items within an individual resource shown on

the Clicklaw site. T hi s 0 b @nforknationdydeld s a higher level of detail and thus

facilitates a more thorough exploration .

In the survey, ORelationship Breakdown 6 and 6Other Family 6 were separate categories

For the purposes of comparisontheyhave been combi ned otFmanmdtych C
| a vedtegory. Similarly, oDiscrimination 6 and oPolice Actioné have been put together

t o mat ch GRightgaknd ciizerdsisip 6 category. oHospital treatment and

released match most of the content in Clic k | aowm@akho section here they are treated

as comparable topics Ther e were no comparable topics in
topic of 0Threat of Legal Action 6 so it was omitted. 17 topics used in Clicklaw were

omitted for the same reason 25

23 Legal needs surveys have been conducted in jurisdictions within Canada, the US, UK, Europe,
Australia, and New Zealand, among others.

24 Data from the 2006 National Survey of The Civil Justice Problems Of Low And Moderate Income Canadians:
Incidence and Patterrsurvey has been adapted for the purposes of comparison with Clicklaw.

25 Clicklaw topics omitted are: Aboriginal, Abuse & family violence, Alternatives to court, Business &
non-profits, Children & teens, Courts & tribunals, Environment, GLTB, Introduction to the le gal system,
Legal help & lawyers, Legal needs & innovations, Media & internet, Privacy & access to information,
Seniors, Taxes & finances, Victims & crime, and Women
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Figure 18: Select problem types by incidence, disruptandimportance to resolve: ranked in descending order by

percentage
Incidence
of Import ance
Problem problem Problem Level of Problem to resolve
Category types by Category Disruption by |category by
percentag percentage percentage
e
Consumer 22.0 D'Sat.)'“ty 60.4 Immigration 92.80
pensions
. Family
Hospital
Debt 20.3 treatment or 55.4 breakdown And 88.40
other family
release
problems
Hospital
Employment 17.8 Personal injury | 53.1 treatment or 86
release
Gl E?erglliﬁwn and
powers of 5.2 . 44.48 Personal injury | 86.5
other family
attorney
problems
Familyd
breakdown Disabilt
and other 5.0 Social assistanc | 37.5 ity 83.3
family pensions
problems
Discrimination Wills & powers
and police 4.0 Immigration 35.3 P 81.9
. of attorney
action
Personal injury | 2.9 Employment 33.8 Housing 65.8
Discrimination
Housing 1.7 and police 32.94 Employment 63.9
action
Hospital
treatment or 16 Housing 31.2 Debt 554
release
Soc_lal 1.2 Wills & powers 28 Social assistanc | 62.5
assistance of attorney
il 1.0 Debt 18.7 Consumer 475
pensions
Discrimination
Immigration 0.6 Consumer 12.6 and police 43.57
action
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The three factorsd incidence, level of disruption, and importance to resolve & provide

insight into the con texts in which people experience legal problems. olmmigration 6
ranks | ast ilncidebch alunsnibut i Brst i terms of Importance to

Resolve. Similarly, 0Consumerér anks f i r st incidende tokimnshutrranksy 6 s
last in terms of level of disruption.

Figure 19 takes the categories thathe Clicklaw inventory shares with the legal needs

study and ranks them by their prevalence (percentage of the content sh