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PUBLIC LEGAL EDUCATION AND INFORMATION (PLEI)
in British Columbia
Community Profile and Needs Assessment
Final Report

Executive Summary
Purpose of the Study

The Public Legal Education and Information (PLEI) Working Group was established in
British Columbiain 2003 with the intent of co-ordinating PLEI efforts throughout the
province. This PLEI Working Group currently consists of representatives from 10
organizations, including government and non-governmental bodies.* The PLEI Working
Group contracted with an independent research firm to undertake a province-wide
community profile and needs assessment of public legal education and information. The
Working Group also enlisted an external reviewer to consult with them and the team on
research methodology and related matters.

M ethodology

This initiative was undertaken in a staged approach. Phase 1 focused on interviewing
representatives from 20 core provincial PLEI services and resources, documenting their
delivery processes, identifying gaps in services and resources, and preparing to refine and
expand the research and analysis to awider target audience in Phase 2. The purpose of
Phase 2 was to selectively expand the coverage of needs assessment and gap analysis,
building on the work completed in the Phase 1 core servicesreview. The Phase 2
research was accomplished through focus groupsin 10 communities selected across the
province to represent different sizes and urban/rural features, and an online survey of
community-based service providers, advocacy groups and, in some instances, clients who
could speak to the needs in their own communities. For the 25 focus groups completed,
421 people were invited by phone, fax and/or email and 161 people attended. The on-
line survey yielded only 26 responses, but proved to be useful as a preliminary testing of
what could become a Needs Assessment Tool (NAT) for distribution across the province.
In addition, a separate online survey was set up for educators and school counsellors from
alist provided by the People’s Law School, Law Courts Education and Simon Fraser
University Centre for Education, Law and Society. Over 300 educators and school
counsellors were invited to participate with 38 completing the survey.

! These are: Legal Services Society, People' s Law School, Law Courts Education Society,
British Columbia Courthouse Library Society, Canadian Bar Association (BC Branch), Simon Fraser
University Centre for Education, Law and Society, UBC Law Students' Legal Advice Program, Law
Centre (University of Victoria), Law Foundation of BC, Ministry of Attorney General of BC and the
Ministry of Public Safety and Solicitor General.
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Phase 1 Findings

From the intensive interviews with the 20 core organizations, it was clear that they
generally concur that agreat deal of PLEI material exists, but it is not as widely
accessible as it should be, particularly to those most in need. The challenges faced in this
dissemination include a need for person-to-person contact, so that the “user” can have the
materials explained. This situation is complicated for users whose first language is not
English, who have low literacy levels, and who are under stress at the time of the need for
information. Overall budgetary restraints experienced by agencies providing PLEI across
the province have curtailed the availability of community-based PLEI and accessto
individuals who provide one-to-one support. The increasing transfer of PLEI to

€l ectroni c/web-based resources, while valuable to service providers and many clients, is
not readily accessible to some groups such as isolated seniors, Aborigina communities
and those with mental health issues.

The typ& of issues mentioned by all respondents included:
Lack of co-ordination and integration of PLEI resources and service providers.
Insufficient public awareness of PLEI.
Lack of accessto PLEI, and key barriersto ready accessto PLEI such as
geographic/locationa (not near PLEI services) and cultura (e.g. language).
The need for additional intermediaries to deliver PLEI.

Respondents repeatedly identified a number of target groups that require PLEI. These
include: immigrants, unemployed and the working poor, low literacy, people with
disabilities, seniors, Aboriginal communities, and youth.

Phase 2 Findings

The findings in Phase 2, with wider coverage of respondents across the province, were
very similar to those of the core organizations review in Phase 1. This served to reinforce
the validity of findings for each Phase. It isimportant to note that, outside of a separate
survey of educators, much of the research focused on service providers and individuals
who were in some way disadvantaged.

Most respondents cutting across all of the focus groups reported that a great deal of
public legal information is available, especially in the form of printed materials.
However, knowing where to obtain the information when needed remains a major
challenge. Many respondents acknowledged that there was a growing amount of legal
information available on the internet, but the view was widely held that not everyone has
access to computers nor knows how to use them to obtain the information required. This
istrue for many organizations and for individuals.

Respondents identified numerous sources for accessing PLEI, including websites,
libraries (public and courthouse), provincial organizations, government (Provincial and
Municipal), and local service providers. The most common resource referred to was
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POVNET?. Many respondents, even those not directly associated with poverty issues,
identified POVNET as essential for keeping up-to-date on PLEI issues. Native Court
Workers were mentioned by many respondents as being a good resource for the
Aboriginal communities.

Key issues identified by respondents in Phase 2 included:

The importance of improving access to PLEI and to ensure that services providers
and the public know what is available.

The need for co-ordination, including one point of contact in communities for
PLEI.

One-to-one support to help clients access and understand PLEI.

Training for key intermediaries and staff and volunteers of community agencies
involved in PLEI.

A focus on co-ordination of resources to improve the provision of PLEI
throughout the province.

Mechanismsfor Ongoing Needs I dentification

Respondents in Phase 2 were a so asked what mechanisms they believed would be most
effective in ongoing identification of PLEI needs. The key findings are that the
instrument itself must be easy to fill out and that there must be a“return” on the
organization’s investment in time and resourcesin filling out the form. The respondents
want the results to be communicated to them in atimely manner and they want to see that
actions are taken to address the needs they would be identifying over time.

Recommendationsfor Further Action by The PLEI Working Group

Thereis astrong base of PLEI materials, but there are substantial challenges in moving
this out into the communities and linking it to individuals most in need. The highest
priorities for meeting PLEI across the province appear to be improving coordination and
enhancing access to materials and related support services. Thisincludes implementing
critical coordination mechanisms such as the development of lead agencies at the
community level, a PLElI Working Group Communication Strategy, the creation of a
Web-based PLEI Clearinghouse, and the strengthening of partnerships between
provincial PLEI organizations and community intermediaries. This also means enhancing
access through increased use of the media, service-provider training, workshops and
technology. There are also needs for an increased range of content for some target groups
(e.g., seniors, youth and Aboriginal communities). Thereis a strong sense among
respondents that effective delivery calls for personal, individual interaction between the
PLEI provider and the user/client. Thisis seen asinherent to the nature of PLEI due to
the complexity of the legal system, the very-changing nature of policy and case law and
theintricacies of litigation.

2 POVNET isan internet site for advocates, people on welfare, and community groups and individuals
involved in anti-poverty work.
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In sum, the following actions are recommended:

Formalize a sustained role of the PLEI Working Group.

Identify alead PLEI organization(s) in each region of the province.

Develop a communication protocol.

Develop strategies for co-ordinating the development and distribution of PLEI
information.

|dentify strategies that will enhance accessto PLEI.

|dentify pilot initiatives to address priority gapsin PLEI.

Implement ongoing mechanisms for identifying PLEI needs.

Address options to facilitate funding stability and sustainability.

hpOODNPRE

N O
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PUBLIC LEGAL EDUCATION AND INFORMATION (PLEI)
in British Columbia
Community Profile and Needs Assessment
Final Report

l. Pur pose of the Study

The Public Legal Education and Information (PLEI) Working Group was formed
in British Columbiawith the intent of co-ordinating PLEI efforts throughout the
province. This PLEI Working Group currently consists of representatives from:

Lega Services Society

People’s Law School

Law Courts Education Society

British Columbia Courthouse Library Society

Canadian Bar Association, BC Branch

Simon Fraser University Centre for Education, Law and Society

UBC Law Students Lega Advice Program

Law Centre (University of Victoria)

Law Foundation of BC

Representatives from the Ministry of Attorney Genera and the Ministry of
Public Safety and the Solicitor General

The PLEI Working Group requested that a community profile and needs
assessment of public legal education and information in BC be undertaken. An
independent research firm was selected on a competitive basisto carry out the
project.

Public Legal Education and Information, as defined in thisreport, is
comprehensive and includes any activity which alows individuals or groups of
individuals to better understand and use the law. However, it does not include
legal advice, legal aid or training intended specifically for lawyers.

The main objectives of this project are to:

map what is currently being provided in BC in terms of PLEI

identify issues and gapsin PLEI services and products

develop a needs assessment measurement tool that can be used by funders,
service providers, and other stakeholders to assess needs and identify gaps
on an ongoing basis, to assist them with planning and appropriate resource
allocation.

The data collection and analysis for this project have been separated into two
distinct phases. Aswe will show below, the first phase, which was completed in
March 2004, involved interviewing awide range of provincial organizations
which play amajor role in the development and/or delivery of PLEI. The second
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phase, completed in September 2004, involved visits to a number of communities
throughout the province to conduct focus groups with PLEI service providers and
clients, aswell as discussion sessions with a number of target populations.
Because the number of communities which could be visited was limited by the
time frame and budget of the project, the consulting team also developed a short
online guestionnaire to provide other organizations and individuals with the
opportunity to present their views on the PLEI needs in their community.

This project was conducted during a time where many community social service
and justice community organizations were experiencing budget constraints that
affected PLEI servicesto clients. Many community-based Legal Services Society
offices were closed and many Women's Resource Centres were facing cutbacks
and/or closures. However, we are confident that the research strategy is sound
and that the findings are generalizeabl e across the province as awhole.

1.  Methodology

This initiative was undertaken in a staged approach. Phase 1 focused on
interviewing core provincial PLEI services and resources, documenting their
delivery processes, identifying gaps in services and resources, and refining and
expanding the research and analysis to awider target audience in Phase 2. The
purpose of Phase 2 was to selectively expand the coverage of needs assessment
and gap analysis building on the work completed in the Phase 1 core services
review. Thiswas accomplished through focus groups and an online survey of
community-based service providers, advocacy groups and, in some instances,
clients who could speak to the needs in their own communities.

In Phase 1, the consulting team concentrated on interviews with a core of 20
provincial organizations and areview of selected background documents. (See
Appendix 1 for Provincial organizations interviewed.) Results of these 20
interviews were analyzed, using a content analysis approach® which looks for
common themes and identifies divergent views. While a set series of questions
were used for interviews and focus group sessions, probes were used to obtain
clarification. The results of Phase 1 areincluded in Section |11 below. (See
Appendix 2 for Interview Schedule used with representatives from the 20
provincial PLEI organizations.)

In Phase 2, the consulting team and the PLEI Working Group identified
communities where focus groups would be held with representatives from service
providers and other interested parties.

3 “Content analysis enables researchers to sift through large volumes of datawith relative easein a
systematic fashion. It can be a useful technique for allowing usto discover and describe the focus of
individual, group, institutional, or social attention. It also allows inferences to be made which can then be
corroborated using other methods of data collection.” An Overview of Content Analysis, Steve Stemler
Yale University as posted on Practical, Assessment, Research and Evaluation — A Peer-Reviewed
Electronic Journal. http://pareonline.net/getvn.asp?v=7&n=17
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Figure 1: Location of Phase 2 Focus Groups

Campbell River

(2 Sessons)

Nanaimo (2 Sessons)

Victoria (3 Sessions)
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The eight focus groups held in the Lower Mainland were intended to solicit input
from various target populations (including Aboriginal, Multicultural, Seniors,

Y outh, and Poverty Groups). Aswell, to ensure a geographic distribution,
sessions were held in Richmond, Surrey, and the Tri-Cities. (See Appendix 4 for
Sample Focus Group Questions)

The team invited 421 people by phone, fax and/or email to attend the focus
groups. Of those, 161 people attended the total of 25 sessions. Separate focus
groups were held with services providers and clients. Service providers were
drawn from the health, social services, justice, training and education sectors,
from all levels of government, and included representatives from community
organizations such as: neighbourhood houses, advocacy groups, women’'s
resource centres/transition houses, family and children’ s services, multicultural
societies, refugee and immigrant associations, anti-poverty groups, youth services,
public libraries, organizations working with people with disabilities, and arange
of Aboriginal-serving agencies. Focus groups with clients (target populations with
apotential need for PLEI) included sessions with seniors, youth-at-risk, and
people with disabilities. (See Appendix 8 for lists of invitees to the focus group
Sessions.)

Overview of Those Invited:

OrganizationgIndividuals Contacted (or Attempted Contact) 421
Organizationg/Individuals Agreeing to Participate 181
Organizationg/Individuals Who Declined the Invitation But 61
Agreed to Fill Out the Online Survey

Organizationg/Individuals Who Did Not Respond to the 179
Invitations or the Consulting Team was Unable to Make Contact

*20 did not attend the meetings

Whenever possible, local representatives were asked to submit alist of names of
potential attendees. Thiswas supplemented by the Legal Services Society
database and submissions from other PLEI Working Group members to ensure
maximum coverage. All sessions were held during business hoursto try to ensure
maximum attendance.

Those who were unable to attend were asked if they would be willing to take the
time to complete an online questionnaire. (See Appendix 5 for Electronic Survey)
Aswell, anote was posted on POVNET inviting a broader audience, who did not
participate in focus groups, to complete the online questionnaire. Representatives
from 26 groups completed and returned the online form. This online process was
intended to serve two purposes. It alows for input from awider audience of
participants. Most importantly, the online survey also allows the consulting team
to test some of the questions that could be included in a Needs A ssessment Tool
(NAT) that could be used by the PLEI Working Group for on-going program
monitoring and long-range planning.
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A separate online survey was set up for educators and school counsellors from a
list provided by the People’s Law School, Law Courts Education and Simon
Fraser University Centre for Education, Law and Society. A total of 38 people
responded.

Challengesto the M ethodology:
The approach used in this study posed two fundamental challenges:

Thelogistics of arranging focus groups and contacting hundreds of
potential participants throughout the province.

The limited resources of many of these organizations, which sometimes
resulted in their not being able to free up staff to attend, or not having the
funds to support travel to other communities to participate.

We believe that it will be useful for planning future survey research projects such
asthis one for the reader to have a more detailed view of the challenges involved
in conducting this kind of research. We hope the following account of these
challenges will be of interest and of value for the future. For example:

To contact the 421 organizations and individuals* which ultimately
resulted in aturnout of 161 participants, the invitation process required
approximately 247 hours of staff time. Thistimeincluded initial contact,
finding/updating incorrect contact information, follow-up with those
organizations that did not respond, sending or phoning reminders prior to
the focus groups, and continuously updating the electronic database.

For up to one-quarter of the organizations to be contacted, the phone
numbers and email addresses of the organizations or individual
respondents had changed, requiring additional research to find new contact
information.> Every person who confirmed attendance at the session
required at least two contacts (an initial invitation and a reminder) while
more than half of the 421 contacts required at least three contacts (initial
invitation, one or two callbacks and one reminder). Thislevel of contact
isevidently essential to maximize attendance. Even with thislevel of
effort, there were more than 20 individuals who said they would attend,
but did not do so. Nor did they give advance notice of their inability to
attend. Others who found they could not attend and who informed us of

* Aswell, there were more than 40 organizationsin our initial database that had either discontinued service,
or closed entirely or for which up-to-date contact information was not available. These groups are not
included in the 421.

® This issue speaks to the importance of coordinating efforts needed to maintain regular contact with
stakeholders across the province in order to ensure an accurate and up-date list to facilitate efficient
communication.
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this, greatly aided our planning for the sessions. (Thisincluded planning
for nutritious snacks and beverages.)

During the course of setting up the focus groups, the consulting team contacted
organizations throughout the province that indicated that they would be unable to
attend sessions because of limited staff resources or the monetary cost of travel
and/or staff. For example, of the 421 organizations and individuals we spoke
with, 17 indicated that they did not have the resources (time or travel budget) to
send a staff person. Of those, six were in urban centres (with populations of
50,000 or more), while 11 werein rural areas. While these 17 did inform us of
thelir situation, there may well have been othersin asimilar situation that ssimply
did not provide this information.

Organizing the PLEI focus groups provided unique challenges because of the
broad cross-section of organizations involved in PLEI, the difficulty of securing
participation of individuals because PLEI is often asmall part of their duties
(“doing it off the side of their desk”), and, the burden on staff time since many of
the organizations were experiencing major cutbacks and found it difficult to
commit staff to afocus group. Organizing focus groups with clients or service
providers from specific target populations (such as youth-at-risk, seniors,
multicultural, poverty, people with disabilities, and aboriginal) was much easier to
organize where alead organization assisted in identifying potential participants.

However, even faced with these challenges, many of those attending the focus
groups indicated that preparing for it and attending the session provided them
with agreat opportunity to network and increase their knowledge of PLEI
products and services available in their community.

For future projectsit will be important to find ways to incorporate the views of
those organizations who find themselves unable to send individuals to
consultations. Asindicated earlier, those individuals who said that they would be
unable to attend a focus group were invited to complete the online survey. Other
methods may need to be considered in the future, including phone interviews,
identifying lead organizations in to assist with obtaining feedback from groups
within their community or target populations, or taking advantage of gathering
information at already scheduled meetings of the stakeholder groups.

[11.  PhaselFindings

The results outlined in this report of the Phase 1 research are based on review of
PLEI Working Group member publications and documents, focus group sessions
with the PLEI Working Group, and interviews with 20 key provincial
organizationsinvolved in PLEI.
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A. PLEI Provincial Organization Service Overview

Respondents were asked to describe the current PLEI services and products they
develop and/or provide. A wealth of information was collected on what is
currently being provided by the 20 organizations interviewed. (See Appendix 3 -
PLEI Provincial Organization Service Overview.) The content of the PLEI
information covers awide range of topics, including: Aboriginal,
automobile/personal injury, income benefits, child protection, consumer, criminal,
disability, education, employment, family, family violence, housing/tenancy,
human rights, immigration, the legal system, medical/health, seniors, volunteers,
welfare, willg/estates, and youth.

For the purposes of this study, the roles of the PLEI organizations interviewed can
be characterized in two ways. First, there are groups who are identified as
developers and providers of PLEI, in that they prepare information or develop
educational materials and play arole in distribution of information or provision of
workshops and training. Second, there are groups that are intermediaries.
Intermediaries are defined as individuals or groups that do not develop their own
PLEI, but play arolein distribution of information or in the organization of
educational workshops/seminars. They may also receive PLEI training in order
for their staff or volunteersto train others. Types of products and services are
also identified in terms of print, video, online, phone, audio, workshops and/or
training. Further description of current PLEI services and productsis part of the
Phase 2 findings in Section 1V below.

B. Strengthsof PLEI in theProvince

When respondents were asked to identify strengths of the current PLEI system
and its successes, many positive comments were provided. Respondents agreed
that:

Thereisagreat deal of knowledge and experience in the province with
regard to PLEI.

Thereisasolid history of provision of PLEI in B.C. and aclear
recognition of the value in PLEI.

There are many diverse PLEI programs and services covering important
areas of the law.

Many respondents indicated that there is agreat deal of information about
poverty law®, and that POVNET is akey resource for the poverty law area

There are awide range of different types of organizationsinvolved in
PLEI.

® Poverty Law isthe provision of legal assistance related to ensuring individuals have adequate access to
social assistance, housing, health and mental health services, etc.
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PLEI services are provided by committed, professional, and
compassionate people.

PLEI isavailablein many different forms, publications, audio, video,
phone, on-line, workshops and seminars.

Respondents believe that modern technol ogies increase the opportunities
for more effective and efficient delivery of PLEI. Respondents also see
the potential for enhanced partnerships and innovative responses to the
need for providing PLEI adequately. A specific example cited was the
diversity of visitors to the POVNET site and the willingness of people to
contribute their expertise whenever possible.

C. PLEI Gapgd/lssues

In addressing gaps and issues, it isimportant to note that a number of respondents
raised the concern that PLEI services areincreasingly being called upon in the
province as away to solve awider and more demanding range of legal problems.
They are being accessed as a substitute for legal advocacy and legal advice,
services which have been reduced or eliminated because of financial restraints.
They perceive this as creating an additional burden on PLEI.

Further, all respondents reported that gapsin PLEI are increasing because of
budget cutsto Lega Aid services and to awide range of advocacy organizations
across the province that have traditionally provided PLEI. Another phenomenon
that may have an impact on the demand for PLEI is*unbundling”. Traditionaly,
lawyers representing a client have provided a whole range of legal services. Since
some clients cannot afford legal representation they are left to find alternative
means to address the range of legal issuesthey may face. Thisis seen as creating
afurther demand for PLEI, arising from the need of individuals for more
information and education, in order to represent themselves, or at least be
sufficiently well-informed to decide their next steps when facing legal issues.

The types of content gaps or service issues mentioned by all respondents
included:

lack of co-ordination and integration of PLEI

insufficient public awareness of PLEI

lack of accessto PLEI

the need for additional intermediaries to deliver PLEI.
We will describe these findings in more detail below.

Co-ordination of PLEI

Lack of co-ordination of PLEI wasidentified by all respondents as a major issue
that requires attention. Coordination was used broadly by respondents to include
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difficultiesin co-ordination of planning, funding, service delivery, and the
development of PLEI. They indicated that:

Thereislack of communication among funders, between funders and
services providers, and among PLEI service providers.

Thereisalack of co-ordination in the development of PLEI, inits
distribution and maintenance. This applies to the range of PLEI products
and services including: publications, web-based information,
workshops/seminars, training, and outreach activities.

PLEI organizations, for the most part, have not co-ordinated their outreach
initiatives. Most outreach activities to community groups are done on an
ad hoc basis, if and when project funding is available.

There is no systematic analysis of needs for PLEI. Much of the
development of PLEI tends to be project-based, and as such is driven by
criteria established by the funder. The Law Foundation is one of the few
groups that continues to provide core funding to PLEI organizationsto
enable them to meet the needs of their communities.

Fairly typical responses from respondents on the lack of co-ordination of PLEI
include the following:”

Thereis alack of information sharing between organizations.
Agencies don’t work well together.

There is no common agreement about what each organization is doing.
Thereis no co-ordinated planning to use resources most efficiently.
There are no agreed upon standards for PLEI service providers.

Just putting information out there is not sufficient. 1t needs to be co-
ordinated and accompanied by workshops and training.

Better co-ordination is critical but thereisa cost for co-operation among
agencies. Be prepared to pay — it has value.

Fresh look is needed in how to get the information out there.

I nsufficient public awareness of PLEI

There is a perception among respondents that a great deal of PLEI information is
availablein print, and on the Internet on awide range of topics. However, they
strongly believe that both the general public and staff in community agencies do
not know whét is available or how to access PLEI. Several comments were
repeatedly mentioned:

People don’t always know where to |ook.
Thereis a definite gap in personal networks.

" Please note that while the research team took detailed notes throughout the group and individual
interviews, the italicized statements above may not be verbatim. However, we are confident that they fully
reflect the content and structure of the comments.
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Saff in community organizations do not know where to go or who to ask
for PLEI information.

Finding someone who can help and who inspirestrust is difficult.
Very difficult in large communities to know where to start looking.
People confuse groups providing PLEI with Legal Aid.

Referral services seem to have been broken down.
Our experience in the North is that people didn’t even know the
information was available.

Thislack of awarenessis compounded by a number of factors. For example,
there appear to be different perspectives on what is meant by PLEI and a
confusion of what PLEI includes. Legal advocacy (and legal aid) are often
identified as part of the PLEI services.®

Accessto PLEI

Accessto PLEI was identified as amajor concern. In particular, the following
issues were raised:

Lack of accessto PLEI outside the Lower Mainland.

- Wehavetravelled all over the province. Once you get out of
Vancouver, the existence of PLEI information is very limited®.

Reaching out to large and small communities outside of the Lower
Mainland is seen as a critical challenge from aresource and training
perspective. It isexpensive to provide workshops or training throughout
the province. It isalso expensive to bring people into the Lower Mainland
for training. Thisis compounded by the need to determine who should be
trained and what type of training is required for effective delivery of PLEI.

PLEI is often only available on certain topics, at certain times, and in
specific locations. The subject, timing, and location for accessing the
PLEI may not be right to meet the wide range of needs of diverse
audiences throughout the province.

Thereisacritical lack of accessto PLEI for Aboriginal people, those
living on or off reserves. Thisis compounded by the fact that many
Aboriginal communities are remote. Telephone use is modest and the
internet availability islimited. There are no libraries on many reserves.

8t should be noted that legal advocacy and legal aid do not fall under the definition of PLEI and, in fact,
during the focus groups they were specifically identified as not being part of PLEI by the consulting team.

® Before the recent fundi ng reductions to PLEI development and services (specifically to the Legal Services
Society) there were 45 LSS offices across the province and currently there are only 7 Regional Centres, 2
Satellite offices and 21 Local Agents, with additional services offered through BC Government Agents.

L SS added the LawL ine telephone service and LawLink website to try and address client concerns
regarding legal information and advice.
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Respondents indicated that while more and more information is available
on websites, many clients still do not have their own computers or access
to theinternet. There are insufficient internet access pointsin
communities for public/client use. Technology is not uniform throughout
the province and there are many areas that do not have high speed internet.
A lack of knowledge about the use of computers, modest English language
levels, and literacy limitations all create barriers. In addition, many clients
will not go to libraries or other centres to use computers, due to privacy
concerns. If the public is expected to fill out complicated forms on the
internet, this creates an added burden. Further, for those who are able to
access the internet, they still need to know how and where to access PLEI.

PLEI is not well-organized for an unsophisticated user of the web, and is
not user-friendly in many cases. In addition, printing out information
from the computer may be too costly for certain target groups.

Respondents al so expressed the concern that even with access to PLEI,
without training or proper assistance, clients may not know how to use the
information effectively.

- Itisnot just what you learn but how you learn it that isimportant.
For community service providers' views on technology see Phase 2 findings.

Intermediaries

By intermediaries, we mean those individuals or groups that do not
develop PLEI but play akey rolein distributing public legal education
information, facilitating provision of workshops/seminars, and/or who
may receive training so they can provide information or training to others.
While they do not develop their own public legal information, they may
adapt information for their clients. Respondents have indicated that many
groups who have traditionally carried out these roles, such as community
advocacy groups (e.g., Women'’s Centres, groups working with people
with disabilities), courthouse libraries in small communities, and other
non-profit agencies are no longer being funded or have experienced
budget cuts resulting in the need to streamline their operations, and may
no longer be providing PLEI or do not have up-to-date information.

Another significant phenomenon is the shift in demographics among PLEI
providers. Staff experienced in PLEI are ageing and retiring and thisis
leaving avoid of people with expertise.

There is aneed to strengthen existing intermediaries and to find new
intermediaries with wide networks and contacts in communities to
enhance the delivery of PLEI.

- There are few intermediaries in the community to help people use and
understand the law.

- Some of the networks we knew are no longer there.
- Hard to find advocates who can assist you.
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Gaps and Issues Relating to Content and Tar get Populations

Respondents were specifically asked to identify gaps in the content of PLEI and
to identify any target groups that are not being adequately served.

The major issue emphasized by respondents was the constant change in
legislation and legal decisions. The challenge is how to most effectively ensure
that these changes are communicated to the public and to PLEI providers. Many
respondents said that the government has a role and obligation to ensure that the
public isinformed and educated on changesin the law. They felt that posting
information on the government website is not sufficient for informing people
adequately about many issues of great importance to them. For example, there
have recently been significant changes in the Residential Tenancy Act and new
Federal privacy legisation has come into effect (the Personal Information
Protection and Privacy Act — Canada 2000 C5). Respondents said that
community organizations need assistance in accessing PLEI in these areasand in
communicating this information to the relevant target audiences.

The Public Legal Education and Information Resource Catalogue (BC) 2003/4
includestitles of workshops, courses, or print, online, and audio-visual materials
published, offered and/or distributed by eight PLEI organizations. Even though
thereisall thisdetail, a number of respondents felt that the catalogue is not
complete and should include information on a broader range of PLEI
organizations.

While a number of respondents believe there isagreat deal of information on
different aspects of the law, they pointed out that there is no formal course for the
public that provides a general overview of the law. These respondents stated that
there is aneed for more “proactive information” to build legal competency on an
ongoing basis, rather than relying on the current tendency to respond when there
is an emergent issue with clients.

From a content perspective, respondents indicated that information islacking in
the following areas. (Note: Thisisin alphabetical order, not in an order of

priority.)
Aboriginal law —laws that specifically relate to the Aboriginal community
(such as community justice training)

Administrative tribunals (such as appeal boards for various kinds of
benefit programs)

Contract law

Elder/senior law

Family law. While respondents indicated there isinformation available
about family law matters, thisis an areawhere there is no, or extremely
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limited, free legal advice™. This creates a high demand for effective
information and the need for guidance on how to use existing information
appropriately

Hunting and fishing (particularly in smaller communities)

Immigration law, including human rights and immigration issues, refugee
claimant issues

Labour law
Motor vehicle (including personal injury claims)

Self-representation information — more information is required for self-
representing litigants

Y outh sexual exploitation/abuse

Small claims (e.g., Changesin legislation being considered may result in
the threshol ds changing from a maximum of $10,000 to $50,000. This
may lead to more people requiring information regarding self-
representation in matters involving more money — and possibility more
complexity.)

Suits - information for people who sue or are being sued

Community volunteering (security, liability, role as board member, etc.)

In many instances, as we have learned throughout this project, the fact that a
group identifies a gap does not necessarily mean thereisone. Instead it may be
more reflective of alack of knowledge of what is actually available and how and
where this information can be accessed. However, it isimportant that the PLEI
Working Group be aware that these perceptions exist and thus, people may well
shape their own actions (or lack thereof) around these beliefs.

Target groups

Respondents repeatedly identified a number of target groups that require PLEI.
These include: immigrants, unemployed and the working poor, low literacy,
people with disabilities, seniors, Aboriginal communities, and youth.
There is aperception that PLEI is not effectively reaching with low
literacy levels.

PLEI specificaly related to Aborigina peopleislacking or not appropriate
to address differences in culture and values in the Aboriginal and non-
Aboriginal Communities. It was suggested that Aborigina communities
need to build their capacity to enable them to provide PLEI in their own
communities. This requires dedicated resources.

- We need people on the ground to work in these programs.

- We need to design PLEI programsthat are tied into the Aboriginal
culture.

19) egal aid coverage for Family law has been drastically reduced and the Law Student’s Legal Advice
Program no longer provides Family Law services.
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- We need to involve Elders and build traditional values into program
design.
Many respondents identified a need to reach youth in high schools and to
provide them with basic legal information about daily life activities that
they will encounter. Thisincludes laws relating to rental accommodation,
motor vehicle ownership and use, and financial matters. Further, thereisa
perception that high school students are receiving information about
human rights issues, but not on other issues such as freedom of speech,
due process of law, and privacy.

People with low literacy levels cannot use the system effectively.

D. Barriersto Accessto PLEI

The key barriers to ready access to PLEI that respondents identified are
geographic/locationa and cultural (e.g. language).

Geographic/Locational Barriers

Asindicated, providing PLEI outside of the Lower Mainland through “passive”
(dissemination of print or electronic information) and active (workshops, training)
means can be expensivein itself. There are insufficient funds dedicated to
outreach into communities throughout the province. While thereisan increasing
reliance on use of technology to distribute PLEI, this has significant challenges, as
has been noted above.

Workshops and training sessions in communities outside the Lower Mainland are
infrequent and they tend to be delivered on an ad hoc basis. Provincial
organizations have to seek specific funding for this type of PLEI and often thisis
on aone-time project basis. The organizations try to ensure that they visit as many
diverse communities (both geographical and demographic) as possible. In
addition, respondents noted that thereis alack of co-ordination among the key
PLEI organizations in terms of their outreach strategies.

Comments made about geographic access include:
It istoo costly to travel outside the Lower Mainland to provide PLEI.
Thereis a lack of funds to distribute material outside the Lower Mainland.

Thereis generally alack of PLEI outside the Lower Mainland and
Victoria.

Geographic barriers for people with disabilities are a big issue — even
short distances.
Distance poses problems for seniors since many lack transportation.

Only 2% of the populationisnot in a library region, but it is still a great
distance for some people to travel.
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You can be in a place where there is not phone service, let alone internet
access.

We only manage to deal with northern Aboriginal communities every 1.5
years.

In a perfect world, we would need a string of offices all over the province,
but thisis not practical.

Culture/Language

Providing PLEI in different languages and ensuring information is culturally
sensitive were identified by Provincial PLEI organizations as a continuing
challenge. While anumber of these organizations have translated specific PLEI
materials into other languages (specificaly French, Punjabi, Chinese, Farsi,
Spanish) , they indicated that there was still a demand for more materials to be
translated into the languages mentioned above as well as broadening the range of
languages into which PLEI materials are trandated, e.g., Eastern European
languages, African languages.

In addition, provincia PLEI organizations have limited funding, and this creates
difficulty in making choices about the languages into which materials can be
trandated. Evenif information is translated, respondents raised the concern of
how best to ensure that the information is culturally sensitive. Providing
workshops and training in different languages or using interpreters requires
additional resources specifically dedicated to this function. Resources to respond
to this demand have been limited and are most often project-based rather than
available on an on-going basis.

Other Barriers

Other barriers mentioned less frequently by respondents include:

Literacy issues, e.g. people who cannot read or do not understand what
they read.

Lack of information for the blind or visually impaired — although there are
anumber of telephone services (participants also indicated alack of
resources in large print format).

Lack of transportation to locations where people can access PLEI.

E. Mechanismsfor Ongoing Needs Assessment

A key objective of this study isto identify mechanisms to enable ongoing
assessment of needs and gaps to assist the PLEI Working Group in future
strategic planning.

Suggestions centre around two core strategies:

CSRESORS CONSULTING: PLEI Final Report, January 31, 2005 21



Development and implementation of a survey tool
Development and implementation of a co-ordinating mechanism

1. Development and Implementation of a Survey Tool

The organizations interviewed in Phase 1 would all be willing to complete a
simple survey either once or twice ayear. In addition, this survey could be
distributed to awide range of community organizationsinvolved in PLEI. The
respondents indicated that the following should be considered in such a process.

The value of completing a short survey should be clearly communicated to
all organizations. Some groups may be reluctant to participate because
they believe they will lose some of their autonomy or not be able to secure
the funding they require.

The survey must be very ssmple so that it does not create a burden for
groups to complete.

It is suggested that the information on the survey be limited to a select
number of questions. The first time an organization completes the form, it
would give avery brief description of what PLEI it currently provides.

Subsequent to that, each organization would provide an update that could
include answersto the following types of questions:

- What changes have occurred in terms of PLEI in the organization over
the last reporting period — what has been deleted or what new has been
added?

- What key changesin legidlation are impacting PLEI?

- What are the key PLEI gaps or issues that the organization and their
clients’community are currently facing?

- What type of support would help address these issues; including such
considerations as:

Potential partnerships with other PLEI providers?
Enhanced training of PLEI deliverers?
Access to specified materials or resources?

The database of survey distribution and results must be easy to maintain
with limited resources.

Some mechanism is required to ensure that survey information is shared.

An infrastructure should be established that includes: phone-based, paper-
based and computer-based mechanisms to transmit and share information.

It iscritical to develop an appropriate list of organizations that will be
involved in this process. Most of the 20 organizations interviewed have
their own distribution lists. A co-ordinated and shared data base of
organizations and key stakeholders should be considered.
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To enhance information on PLEI needs and content gaps, it is suggested
that a periodic survey also be conducted with such stakeholder groups as
lawyers, provincial court judges, and probation officers.

Further, to enhance information on the general public’s need for PLEI, a
periodic telephone survey could be conducted with a random sample of
the public.

2. Development of a Co-ordinating M echanism

All respondents recognized the need for co-ordination of development and
delivery of PLEI. They stated that decisions on how this is accomplished must be
made through an open and transparent process so that al relevant organizations
will see the benefits to them of increased co-ordination. A number of approaches
were suggested:

Build on the current PLEI Working Group and establish a PLEI network
which would be a provincial body that has representation from co-
ordinating groups in regions and communities throughout the province.
(Based on asimilar network in Alberta - the Public Legal Education
Network of Alberta)

|dentify alead agency (an existing organization) either on a geographical
basisin smaller communities or by subject areain larger communities that
could assist with:

- Organizing other PLEI groups or intermediaries into communities of
interest. Facilitating representation to a provincial PLEI network
body.

- ldentifying gaps and needs on an ongoing basis for strategic planning.

This lead agency could reach out to specific target groups in the community and
to the genera public to identify PLEI needs.

Maximize the use of technology to connect “communities of interest”
through interactive technology. While recognizing that smaller
organizations may not have access to the internet, they can be linked with
other organizations which have thistechnology. Intermediaries can have
real-time access to PLEI information and training that could benefit a
wider public audience. Asan example, Legal Services Society isworking
toward enhancing their existing Law LINK services. These currently
provide public access computers and legal information. Enhancements
would include touch screens, video cameras (to increase the personal
contact with clients, assuming confidentiality is not a concern), printers
and phone lines to provide clients and intermediaries with full service
access to legal advice and training

|dentify alead organization that could monitor |egislative changes that

may affect PLEI and co-ordinate appropriate strategies with relevant
groups to update PLEI, as required.
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IV. Phase2Findings

Phase 2 was designed to broaden the scope of the inquiry into the needs for PLEI
across the province, and to further assess the content and utility of administering a
Needs Assessment Tool (NAT) periodically. The results of Phase 2 research are
based on the focus groups held across the province with 161 participants. In
analyzing and synthesizing this qualitative data, we have identified the mgor
themes and issues that have cut across al the focus groups. Where an issue has
been identified frequently by most of the participants we use the term “most”;
where quite afew participants have provided the same or similar feedback, we use
the term “many”; and where an issue is raised less frequently by participants, we
use the term “some” respondents.

A. What isWorking Well

Most respondents indicated that a great deal of public legal information is
available, especially in the form of printed materials. However, knowing where
to obtain the information when needed remains a major challenge. Many
respondents acknowledged that there was a growing amount of legal information
available on the internet.

In terms of content, most respondents generally agreed that there was information
available (in print, online and/or through community service providers) in the
following areas:

Welfare rights—e.g., the recently revised Welfare Rights Handbook
Tenants' rights

Crimina Law

Family Law — e.g., Family Law Handbook

Victim Services

Poverty Law

Aswell, respondents identified numerous sources for accessing PLEI, including
websites, libraries (public and courthouse), provincial organizations, government
(Provincial and Municipal), and local service providers. The most common
resource referred to was POVNET. Many respondents, even those not directly
associated with poverty issues, identified POVNET as essential for keeping up-to-
date on PLEI issues. Native Court Workers were mentioned by many respondents
as being a good resource for the Aboriginal communities.

Other PLEI resources and activities that work well and that were identified by the
majority of respondents across all focus groups include:
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I nformation and Referral:

POVNET resources such as the plain language fact sheets, POVNET free
online courses for advocates, and issue-specific information.

Lawline and LawLINK — service providers noted that thisis a valuable
service for clients, but there are also complaints about the “hold-time” for
clients and the difficulty in having calls returned by lawyers.

Seniors’ groups, multicultural organizations, and organizations dealing
with people with disabilities play an important role in getting public legal
information out to their members. The better informed they are, the more
able they are to provide accurate and up-to-date information.

Outreach:
Media-related activities — some service providers use radio and
community television to provide information to clients. Community
television stations have provided assistance in creating educational videos.

Advocacy:

The work of local advocacy groups fills some of the gaps left when Legal
Services Offices closed.

Advocacy groups where they exist, work well, although participants felt
this resource was dwindling, e.g., cutbacks to Women’s Resources
Centres, closure of Residential Tenancy Offices and many Legal Services
Society Offices.

Education:
Education/courses provided by local schools and colleges. The only
problem is that inconsistent funding has led to an ad hoc provision of this
activity.
A number of community groups across the province hold workshops and
have speakers on various legal issues and respondents indicated that this
type of serviceisvery useful. However, these workshops are aso not
consistently available when required.

Pro-Bono and Legal Aid

Pro bono legal information clinics have been found to be extremely
useful.

Government Services:
Family Justice Centres work well, where they exist.

Respondents identified a number of coordinating mechanisms that worked
well and that could be applied PLEI.

CSYRESORS CONSULTING: PLEI Final Report, January 31, 2005 25



Certain coordinating Local “Interagency Committees’ are essential to the
sharing of public legal information among service providers. These
committees meet regularly and draw from a cross-section of community
agencies. Inlarger communities there may be a number of these
committees that focus on particular community issues (e.g., Drug and
Alcohol, Poverty, Mental Health, and so on).

Target groups already have coordinating agencies that take the lead on
certain issues (e.g., disability organizations) — the same could be donein
PLEI.

POVNET isavery good example of atool that is being used to coordinate
information and resources.

B. Key ThemesRegarding PLEI Issuesand Gaps

This section addresses the issues and gaps identified by respondents. Respondents
did not specifically identify overlaps. It is possible that this may have resulted
from the fact that many organizations have been affected by funding cuts and may
have felt reluctant to identify anything that could be perceived as an overlap™.

Common themes regarding gaps and issues, repeatedly mentioned in most of the
focus groups, are identified below. The quotes selected reflect typical comments
made by respondents. Where afinding reflects the view of a particular target
group or region of the province, these are identified. A number of priority issues
have been identified and these are discussed below. Respondents noted that it is
important to improve access and to ensure that service providers and the public
know what is available. There should be co-ordination so that there is one point
of contact in communities for PLEI, which includes personal contact with clients.
Training of intermediaries and a focus on co-ordination of funding were also
identified as critical needs for improving the provision of PLEI.

Access

Most respondents across the focus groups generally agreed there is a great
deal of information available, but both service providers and clients
indicated that they do not know where and how to accessit. Typica
comments are as follows:

- Thereisawealth of information, but how do you find what is relevant
to you?

- Knowing where to go to get the information is the big issue.

- How do we find out where to get the information we need?

1 \We observed that while organizations did not specifically identify overlaps, many communities tend to
develop their own strategies to address PLEI issues. This may result in aduplication of effort that enhanced
coordination province-wide could help address.
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Most service providers across the focus groups were concerned about how
current the printed and internet legal information is. They indicated that
there are numerous and frequent changes in legislation and policies which
are hard to track and as aresult it is difficult to ensure the legal
information is up-to-date. It also becomes very expensive to keep the
material updated.

Many respondents indicated that the phone systems used by governments
and large agencies are intimidating, especially when clients are under
stress and need legal information.

Technology was raised as an important factor to enhanced access. But
services providers and clients also raised a number of limitations to what
they perceived as an increased utilization of technology to access PLEI.
(See Technology section below.)

Most respondentsin rural and urban areas and across all the target groups
identified language as a huge barrier to accessing PLEI. A number of
different concerns were raised regarding language:

- Legal terminology is complex and many people have difficulty in
understanding the legal information.

- Therearevarying degrees and levels of literacy, and there is a need to
accommodate people who are functionally illiterate. With a greater
emphasis placed on printed and computer-based information, many of
the most disadvantaged clients are being excluded from accessing
PLEI.

- Further, where English is a second language, e.g., immigrants and
refugees, PLEI isdifficult to access. While some public legal
information has been trandlated, it is most often translated only into a
number of key languages (Chinese, Punjabi) and thereislittle or no
tranglation occurring into Eastern European languages.

Respondents indicated that reaching out to residents of isolated
communities remains amajor challenge. Peoplein isolated communities
do not have the same capacity to access PLEI. Transportation was a key
barrier identified in small communities and in the North. In certain
regions of the province one community houses most of the PLEI services
for surrounding aresas. (e.g., Nelson in the West Kootenays).

Respondentsin larger urban centres (Kelowna and Surrey) suggested the
need for a storefront service to enhance accessibility to PLEI.

Individual Client Assistance

One of the most frequently mentioned issues is the need for one-to-one
support to help people navigate through PLEI products and services; that
is, to assist with explaining and accessing required information. Thiswas
repeatedly mentioned by many target groups (seniors, Aboriginal,
immigrants, women at-risk, low income and service providers) in both
urban and rural areas. This gap was expressed in different ways:
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- Wetill need a person to talk to, if possible.

- No matter what the information, there must be a human being they will
eventually go to.

- We need someone to help us through the maze.

- Clients need someone to help them navigate the system; someone to
help them walk through the system.

- We need advocates. Too many people are falling between the cracks
or they are self-advocating and they do not have sufficient
information.

- Weneed trusted individuals to assist in explaining legal information.
Lack of co-ordination

A lack of co-ordination of PLEI services was identified by many
respondents across al target groups throughout the province as a key issue
to be addressed. The following are typical comments:

- Thereisaneed for a central referral network.

- Thereisaneed for a co-ordinator.

- Thereisaneed for a case management process.

- Thereisaneed for one clearing house in each community.

- Weneed a provincial data base of legal information. It would need to
include what is available provincially aswell asa list of resourcesin
each community.

- Weneed a directory of information and legal services that is kept up-
to-date.

Training

Most service providers across the province who participated in the focus
groups indicated that there is a substantial need for more
training/professional development of staff in community organizations and
government departments providing PLEI. It isdifficult to remain current
in the midst of constantly changing information.

In a number of focus groups, respondents suggested train-the-trainer
sessions as a means to reach a greater number of people in communities'.

Many service providersin rura and urban areas indicated that their
organization or group rely on volunteers to provide services. They
emphasized the need for training and co-ordination of volunteers. In small
communities, respondents were concerned about alack of volunteers.

12 Train-the-trainer programming is directed at providing individuals and organizations with the capacity to
delivery training programs to their own community without the expenses associated with bringing in
professional trainers.
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A service gap mentioned by respondents largely in rural areas and among
the Aborigina community is the need for front line staff and clients to
become more familiar with the court system. They indicated that it would
be useful to offer orientation sessions with judges, lawyers, and court staff
to increase the comfort and knowledge level of service staff.

Some respondents in both urban and rural areas and across the various
target groups indicated that the public should have more training on how
to access PLEI on their own. Typical comments include:

- We have had to give up teaching people the skills to deal with their
problems and take shortcuts. We just make the calls for them.

- We need to train people on how to use the computer to access PLEI.
Funding

Theissue of funding cuts was raised in all focus groups. Respondents
indicated that many organizations are working within tight budgets and
thereis constant competition for funds. Thisis seen by many to erode an
organization’s ability to provide quality accessto PLEI for their clients.
Typica concerns raised by most respondents in urban and rural areas and
across target groups include:

- Thereisalack of continuous funding. Funding is often project-based
and ad-hoc and PLEI activities are funded for short periods of time.
Thisresultsin fragmented service delivery.

- Thereislittle funding for small projects. Funding is either earmarked
for operational needs or for larger projects.

- Given that a considerable amount of PLEI material (forms, brochures,
etc.) is being distributed exclusively on the Internet, the cost of
printing these items from the Internet for clientsis pinching tight
service provider budgets even further.

- Thereislimited, if any, funding for technologica upgrades to
equipment (computers, etc.). Many respondents indicated that thisisa
huge cost for small service providers running on tight budgets.

Budget cuts have forced many agencies to lay off staff involved in PLEI.
A greater number of volunteers are being used to provide PLEI. While
thisis seen as a cost-cutting measure, it is also recognized that use of
volunteers takes time and resources to ensure adequate co-ordination and
training. Many respondents felt that use of volunteers may lead to greater
inconsistency in services and could contribute to government funders
concluding that thereisless need to provide funding for paid staff.

Uses of Technology
Focus groups with community service providers and clients aso confirmed the

growing importance of technology as atool for accessing PLEI products and
services. Service providers and clientsindicated that they are using technology
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more and more to access PLEI. A number of challenges regarding technology
were repeatedly mentioned, some of which apply to both service providers and
clients while others are specific to each group. These include:

Computers are not as accessible to certain client groups such as seniors,
the Aborigina community, immigrants, and low income groups.

- Not everyone has access to a computer or knows how to use one.

Even if computers are available, not everyone has access to the internet,
especialy high speed internet. This applies to both clients and some
smaller organizations that find it costly to have access to computers or the
internet.

Accessing legal information on-line requires knowledge of how to search
for relevant information. Computer literacy was identified in most of the
focus groups as avery real problem. A typical comment made was:

- Computers are only as good as the ability of the person accessing it.

Training is required for many service providers and clients to help find the
right information on the internet. There should be a pathfinder to PLEI
websites — a clearing house for information. Also, thereistheissue of
how best to interpret thisinformation. Note, for example, the following
typical service provider comment that reflects the complexity of accessing
certain legal information on the internet:

- Accessing online legidlation/statutes is a nightmare - even a librarian
with a master’s degree has a difficult time. It isunimaginable that a
novice would be ableto do it. And then there isthe problem of
under standing the statutes. Thereisa need for workshops to review
retrieval techniques of legal documents - a 1 day session for librarian
and key service providers.

Respondents in small towns expressed concern about client confidentiality
with regard to the LawLINK Kiosks, as they are often situated in public
places and lack privacy (e.g., LawLINK Kiosk isin city hall in Dawson
Creek and in the Library in Terrace). [Note: While the participants
commented positively about the accessibility of PLEI resources through
the Kiosk, one of the first things a participant noted was that the Kiosk
would not be used because it was in an open area and lacked privacy.]

C. Gapsin PLEI Content

Respondents were asked to identify gapsin content. Many of them were not clear
on what was actually available in their communities and therefore identified many
gaps in content when in fact the information may be available (in many respects
this may be a further reflection of gaps in access to information — even among
service providers). A number of content areas were repeatedly mentioned in most
of the focus groups and appear to reflect gaps province-wide:
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Mental Health

Human Rights, particularly as they apply to youth

Aboriginal Law issues

Civil law

Information that provides an overall understanding of the Justice system
Different aspects of family law were mentioned, but the ones most
frequently identified are child custody and property issues.

Respondents did not discuss specific details in each of these areas. A number of
specific gapsin content relevant to specific target populations are identified
below.

D. Issuesand Gapsldentified by Target Populations

The following outlines key issues and gaps identified by target populations such
as the multicultural community, Aboriginal community, seniors, and youth.

Multicultural Community Service Provider Focus Group in the L ower
Mainland

Respondents indicated that:

Newcomers are bombarded with a great deal of information and they do
not know how to sift through what is important or not.

Thereisalack of availability of key brochures; many are no longer being
reprinted or the supply is limited, and some brochures are out-of-date.

While respondents indicated that some PLEI products and services have
been tranglated into such languages as French, Punjabi, Chinese, Farsi, and
Spanish there are a growing number of immigrants whose languages are
not represented (e.g., Eastern European, African, and Southeast Asian). In
particular, multicultural workers indicated an increased need for the
availability of PLEI products and services related to immigration, family
and employment law in agreater variety of languages. Respondents also
indicated that even when trandated, it is often difficult to understand the
legal terminology. It isbeing translated in technical terms that are not
familiar to them. For example, immigration information could be
translated into many more languages, using simple terminology, so that it
is more readily understood.

Cultural factors are important to consider. The term “legal” has negative
connotations for some groups. It iscritically important to have someone
to explain the legal issuesto immigrants. They need an advocate and one-
to-one support.
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- Ifindividuals are confronted with legal issues they believe they are
having a bad day. They have difficulty understanding and can become
paralyzed. They need help on a one-to-one basis.

Aboriginal Community Service Provider Focus Group (held in the L ower
Mainland)

Respondents indicated that:

PLEI servicesin general to the Aboriginal community are inadequate.
Because Aboriginal people are over-represented in the justice system, in
the courts and in the prisons, extraordinary measures should be taken to
remedy this situation and special attention to the Aboriginal community is
required.

It is not sufficient to have brochures available. In many cases printed
material is not read because of ahigh level of illiteracy. Lega issuesare
tied to high emotions, and this makes it difficult to understand these issues
when people are under stress. What is required is one-to-one serviceto
assist people and to act as advocates, or just to be supportive companions.

Those in the prison system need information to prepare them for when
they are released.

Parents need information on their legal rights when their children are
apprehended. Parents are intimidated by the courts and therefore they
need simple information on the court process. Most significantly, they
need an advocate or companion who can support them.

Thereis aneed to clarify criminal and civil law asit pertainsto residential
school survivors.

Thereis aneed to clarify which federal and provincial laws apply to the
Aborigina community.

Seniors Focus Group (held in the Lower Mainland)

This focus group involved seniors who are providing information and referral
servicesto other seniors. Respondents indicated that:

Many seniors find PLEI information very confusing. Many of the seniors
who call theinformation and referral service for seniors do not have ready
access to or knowledge of how to use computers and are often confused by
the phone system.

Given the above, it is critical for seniors to have someone available to help
“walk them through the maze of information.”

Increasingly, volunteers are expected to provide information and support
to seniors. There are great expectations put on volunteers and they require
more training and support for their own efforts. Also, it should be
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recognized that thereisalimit on what volunteers can be expected to do
when it comesto PLEI.

A major gap in PLEI for seniorsrelatesto patients' rightsin care facilities
and more information on the rights of seniors with mental health
problems.

Y outh —Focus group of At-Risk Youth (held in the Lower Mainland)
Respondents indicated that:

They feel “the law is used against usinstead of for us.” Y outh who
participated in the focus group indicated that youth need to know how to
protect themselves through the law and how the law can help them.
Overall they want to know what their rights are as youth. More
specifically, they identified the following key gapsin PLEI relating to
youth:

- What rights do police have to search youth?

- What sexual activities are allowed and what is a crime?

- What isthe law regarding crossing the border if you have committed
an offence?

- What are the employment laws relating to youth?
- Simpleinformation on the Y oung offenders Act is required.

- Lega information relating to financial mattersis required such as:
accumulated debt and obligations to pay back; if you commit fraud,
how does that affect your ability to obtain credit?

- Information on hate crimesisimportant for youth.

- Information on the rights of Y outh in Care should be more widely
distributed.

Y outh can play an important role in reaching out and educating other

youth on legal issues.

The youth identified, through their experience, a number of effective ways
to reach youth:

- Disgtributing information through youth shelters and youth
organizations.

- Providing education in the schools but starting at an early agein
elementary schools and adding new information each year.

- Making greater use of posters

Pamphlets don’t really work for us— posters are effective — if they
are good, we look at them and remember them.

- Advertising on transit shelters, in washrooms of various facilities
where youth gather, and on the radio. Youth listen to certain radio
stations e.g., Z95; 101.1 Classic Rock.

- Developing videos for youth by the youth themselves.
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Poverty Service Providers— Focus group (held in the Lower Mainland)

Respondents suggested that with regard to poverty issues (as well as other
PLEI), it would be beneficial to have two sets of information — one for clients
that is very simple and directs them to where they can obtain assistance, and
one for service providers.

Outlined below are some of the PLEI needs of service providers:

Service providers need access to an up-to-date clearing house of
information so that they are aware of what information is available and
where to find it.

Front-line workers are being asked to absorb more and more information,
and thus find they are spreading themselves too thin. The client-baseis
increasing exponentially. They require sufficient knowledge of PLEI to
be able to make informed referrals.

Service providers are dealing with the most at-risk clients, who face health
problems, addiction, mental health issues, and homelessness and thereisa
need for PLEI knowledge specifically relevant to these groups.

There is an expectation that service providers are aware of and keep up on
changing legislation and how this affects their clients. Thereisared
problem of "quality control” with organizations of various capabilities
interpreting legislative changes.

Lack of resourcesisavery real concern for service providers. Providers
used to produce more materials and focus on specific issues. They would
create/customize their own documents that describe where to get help,
access to justice clinics, self-advocacy, courthouse access, etc. However,
this has been drastically reduced because of alack of funding.

Individual advocacy activities have also been downsized.

Lessand lesstimeis available to build client capacity and knowledge of
PLEI.

There is aneed for more information in plain language, not only for
service providers but for clients as more and more clients have to advocate
for themselves.

Service providers are filling the gaps with brochures or referring clients to
the internet instead of providing one-to-one support. People who used to
be there to help are not there anymore. Clients often have to go out to five
or six agencies before they find someone who can help.

E. Mechanismsfor Ongoing Needs | dentification
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Respondents in Phase 2 were also asked what mechanisms they felt would be
most effective in ongoing identification of PLEI needs. The following
summarizes the key feedback:

It would be important to work through a lead group/organization in the
community that could obtain input from others. Many respondents
indicated that unless an ongoing mechanism involves some consultation
with key groups once a year and is co-ordinated at local levels, it will not
provide effective results. Organizations are bombarded with emails and an
email survey alone will not be effective.

Organizations will need to clearly understand why they are being asked to
provide information, how the information will be used, and how it might
benefit their organizations and clients. A process of understanding and
buy-in takes time and should be co-ordinated.

Many respondents indicated that they would complete a survey, but they
emphasized that it must be very simple, with a clear explanation asto the
purpose of the survey. It should be administered only once ayear. In
addition, it should not be assumed that all service providers/organizations
have email capability and a mixed format should be used including email,
mail and fax.

The questions should not only be distributed on a geographical basis, but
should address target group populations including: youth, seniors,
multicultural community, Aboriginal community and poverty groups.

Bring together PLEI funders on aregular basis to identify what has been
funded and what requests have not been supported.

Some respondents expressed reluctance in identifying priorities because
they fear funding may get shifted from other areas and cause additional
gaps. They do not want to be put in a position where they would be asked
to choose one priority over another.

A number of respondents suggested that a survey tool could be
supplemented by a process of selected consultation sessions that address
particular issues identified through the survey process.

Most respondents emphasized the importance of being able to see the
results of the survey and they want to be informed about the actions which
have occurred based on their input. Typical comments include:

- I’d want to know something is coming of it. If nothing ever changes,
why would | do it over and over?

- But who will benefit fromthis? Will benefits come back to the
community?

- We need to see the results on a regional or local basis, so we can
collaborate more with each other.

- We need to collaborate and come together to address issues.
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F.  Electronic Survey Findings

The electronic survey, designed as a pilot version of the proposed NAT, was
distributed to individuals who were unable to attend focus groups sessions in the
communities we visited between July and October, 2004. Aswéll, it was
advertised to visitors to the POVNET site. The survey was to serve two purposes.
First, it would allow the team to expand the scope of the study to include those
who could not participate through the focus groups. Second, it would allow the
consultant team to test the viability of using this medium to survey service
providers throughout the province. Outlined below are the survey results as well
asthe respondents’ opinions on the instrument itself. Based on the latter, we have
revised the NAT and believe it is now ready for large-scale distribution. (See
Appendix 6 for Revised NAT.)

Note: During the course of the study it was determined, after significant
consultation with the Working Group, that there needed to be more focus placed
on school-based legal education. To address this a second survey was conducted
with school based educators, principals and counsellors (between November 26
and December 10, 2004) in order to add an additional dimension to the results.
Due to the modified survey tool (tailored to educators) we have decided to keep
the results separate. These results are documented beginning on page 42 of this
report.

Results from the Survey (Conducted July-October, 2004)

There were 61 email invitations sent out to those unable to participate in the focus
groups and who indicated they would be interested in completing a survey
online®®. Twenty-six of these surveys were completed. An overview of the
geographlc distribution of the survey respondents indicates that:

12 respondents were from the Lower Mainland

7 respondents from Vancouver Island

2 respondents from the Thompson-Okanagan

4 respondents from the Kootenays

1 respondent from the North

With this relatively low number of respondents, the survey cannot be assumed to
represent the “big picture” of the PLEI gaps and servicesin the province.
However, in that these findings echo those from the intensive qualitative survey
conducted through the individual interviews and focus groups, we believe the
electronic survey results are quite sound. (Results are outlined below.)

This survey form aso adds value to our findings on the types of datathat could be
collected and analyzed once the full NAT isimplemented. Some examples of
these data include:

3 Aninvitation was also sent out to POVNET list subscribers asking them to fill out the survey.
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Type of PLEI assistance required, cross-referenced by community

Type of PLEI services offered, cross-referenced by community

Number of organizations that develop their own material, cross-referenced
by type of PLEI offered

Below is abasic descriptive table drawn from the survey data collected for this
study. It identifies the number of organizations that indicated they provide some
level of servicein aparticular area of law as well as the number of organizations
that specifically indicated what those services entailed. Aswell, the table
indicates how a number of organizations develop their own materials in various
areas of PLEI. Again, thistype of information could be used quite effectively in
the future with a much greater sample size and a number of different cross-
tabulations and correlations could be provided: e.g., community comparisons,
target group comparisons, etc.
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Table 1: Number of Organizations Providing Servicesin Each Type of Law

Sample size = 26 organizations responded to the survey

Respondents

Typeof Law Tg\ig\f'ﬂde Handouts | Workshops | Training | Website | Referrals | Advocacy Asiigt)aice Sé‘fgfgt Di\ﬂlgt(gig\gn
thisArea

Aboriginal 5 3 0 1 0 2 0 0 0 0
Compensation/
Benefits 18 11 4 1 4 1 1 2 0 2
Consumer/Debt 8 7 0 2 2 2 1 0 0 0
Contract 0 0 0 0 0 0 0 0 0 0
Criminal 7 5 0 0 1 1 0 1 0 1
Disability 2 0 0 0 0 0 0 0 0 0
Employment 9 6 5 3 3 1 0 1 0 3
Family 12 10 4 1 2 2 1 1 1 6
L eshian/Gay/
Transgender ed* 1 0 0 0 0 0 0 0 0 0
Housing 11 9 5 3 4 1 2 1 0 6
Human Rights* 9 0 0 0 0 0 0 0 0 0
Immigration 4 2 3 0 0 0 0 0 0 2
Poverty* 1 0 0 0 0 0 0 0 0 0
Seniors 2 2 1 0 1 0 0 0 0 1
Welfare 12 11 5 2 3 1 2 4 0 7
Wills/Estates 1 1 0 0 1 0 0 0 0 0
Youth 3 3 3 2 0 1 0 2 0 1

*These types of law were added by survey participantsin the “other” column. They have been added into the final NAT to supplement theinitial list
developed by the PLEI Working Group and the team.
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Findings from the Survey (Conducted July-October, 2004)

In the following section we look at the other topics covered in the draft needs
assessment survey. These topicsinclude: status of services, partnerships, training,
technology, materials, other assistance, and respondents’ views on the survey
itself.

Service Status:

Only three agencies indicated that they had to discontinue services during the past
year. One agency had to discontinue al in-person client support (including: client
representation, drop-in services, free workshops, etc), one dropped its CPP
services because of lack of demand, and another stopped providing pamphlets on
Lesbian Gay Bisexual and Transgender rights because they did not have the
funding to reprint.

On the other hand, eleven agencies indicated that they had added services. These
servicesinclude:

Immigration sponsorship debt (mentioned twice) —* Government is now
collecting debt for sponsored immigrants who collected welfare while
their sponsorship period was still active.”

New website links

Student L oan issues

Y outh housing.

Aboriginal Poverty Workshop

Homel essness Protection Workers

Trandation of a Tenant Survival Guide

Residential Tenancy Act workshops throughout BC
Email-based program called “ Ask an advocate’

Province-wide employment workshops (for employers and service
providers)

The service or content gaps identified by survey participants do not differ greatly
from the themes mentioned by other participantsin Phase 1 and Phase 2 of this
project. Some major themesinclude:

Lack of information for clients and service providers about what PLEI is
available.

Structural barriers (including not enough service providers, lack of
transated material, lack of access to computers).

Clients having personal multiple barriers to service use (mental health
issues, addiction, unstable housing, etc.).
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Lack of resources (fewer advocates, lack of time, fewer services, fewer
service providers expanding their services to meet a need, increasing
caseload).

Situational barriersto service provision (including affordable office space,
poor equipment).

When asked about specific assistance that their organization may require,
participants had a number of interesting responses. We have included the direct
quotes, in italics, under a number of headings relating to assistance with
partnership development, training, technology usage, materials and other. These
responses reflect similar views participants had during the focus groups, but the
consulting team felt it was important to include all repliesin order to indicate the
level of detail that can be derived from the NAT.

Developing Partnershipswith Other PLEI Organizations:

Many of the workshops | delivered were brokered by the People's Law
School. This has saved me a lot of time and energy because all | had to do
was show up at the appointed time and place and deliver the workshop. |
under stand the People's Law School has lost some funding and no longer
has a co-ordinator who can do this valuable work.

Networking of groups/agencies around PLEI.

A database of material that could be shared. Partnershipsto plan and
hold larger workshops and share costs.

Additional funding for travel cost etc. to partner with organizationsin
different areasto provide PLEI for tenants.

Cost and resour ce sharing of workshops and promotional efforts.
Structured sessions with client groups, e.g., regular booking.

Training:

Training for staff (advocate) to understand how to communicate with
learning disabled and mentally challenged individuals; and trained to
navigate the law, in particular Administrative Law and Family Law.

Training for Family Justice Counsellors/Police/outreach and frontline
workers/social workers on the service needs of men and how to relate to
them.

Training in legal advocacy for volunteers who provide peer support in the
transgender community would be very helpful. Clients have, in the past,
attended wor kshops hosted by other organizations and have reported that
they are too general to address the specific issues of concern to the
transgender community. Staff would benefit from training on Aboriginal
law especially relating to health benefits and welfare.

Train staff in public legal research.
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Workshops for staff and clients to attend so that we are well-informed or |
can be more helpful to clients about what is out there and how to accessit.

Paralegal training.
Training opportunities that are local and affordable to non-profits.
Training in facilitation and workshop planning.

Training for existing and new staff related to Family Law, Benefits and
Housing rights. Workshops about rights and options for those individuals
seeking benefits from MHR.

Training of staff speaking other languages isimportant. However, itis
very difficult to find volunteers or settlement workersfor certain
languages.

Annual training of intake, referral staff so asto ensure they are aware of
different programs, services, etc. offered on province wide basis. Or
centralized listings of programs and services provided by region or
community.

Computer and Internet Usage:

Computers and internet access are required for staff; networking and
keeping updated with changes in legislation.

We have CAP (community access program) computers but the funding is
uncertain and equipment and programs gets outdated fast-- perhaps some
ways to support what we have (i.e., enhancement funds to assist in staffing
or upgrades, good web sites etc.)

Any funding support for internet access or technology would be
appreciated.

We definitely require new computers and we need high speed internet.
Right now we are running equivalent computers that are about 10 years
old or so and are on a dial up internet hook-up.

Technology is great, but many of my clients are not computer capable or
have literacy or learning disability issues that prevent them from
benefiting from technol ogy.

New computers, audio video equipment (i.e. power point projector).
New computers (including a laptop).

Materials;

People need material transated in the language they speak, read or write.

Perhaps some materials in the main languages spoken by newcomers:
Chinese, Korean, Vietnamese, Punjabi.

Family Law, Administrative Law updates, and easy access to case law.

We do have Legal Services Society and anti-poverty manuals, but with all
the changes that have taken place many of these are out of date. An online
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PLEI site with easily updated pages (rather than a new edition of a
printed manual) would be very helpful.

Like to have information to give out or read or interpret for clients.
We have accessed some material from other provinces on youth justice
(CLEO™ materials from Ontario are awesome) but it would be good to
have BC-specific resources.

Shared handouts etc.
Other Assistance To Enhance PLEI Provision:

Financial assistance so that we can continue to develop and distribute up-
to-date informational materials for LGTB communities, and offer legal
seminars on topical legal issues.

Support network, and stress management for staff.

Regular person to come and make sure our info is up to date provide
routine support not always as a special project- find ways to enhance the
local services so may need a case-by-case response not a cookie cutter
approach.

Funds for collections of materials.

Funding for our services.

It is also important that Boards of Societies take a more accountable role
and ensure that executive directors take into consideration not only the
multi-ethnic face of the Lower Mainland, but also seniors, people with
disabilities and so on when planning delivering and implementing
programs. | believe assessments of programs together with community
consultation are important because programs need to change accordingly.
Otherwise there is no way for an organization to know whether or not
their services are meeting their goals.

Money to hire advocates/support workers and supervisor.

Access to distribution channels for pamphlets, informational materials.

On-site interpreters.
Respondents Opinions of the Survey

Respondents were also asked at the conclusion of the survey to assess three things
about the NAT:

1. The perceived usefulness of the questionnaire,
2. If they found it smpleto fill out, and
3. Whether it is something they would complete on aregular basis.

14 Community Legal Education Ontario
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The intent was to determine the feasibility of using thisformat for ongoing needs
assessment. Aswell, these assessment gquestions (or ones similar to them) could
be used to provide ongoing evaluation of the NAT.

Of the 26 respondents, 18 felt that a survey of this type would be useful, five
believed it would not be useful, and three did not respond. Of those who did not
feel it would be useful, two believed that it may be useful if it was done every two
or three years, and one respondent indicated that the major gaps are known and
there really does not seem to be any reason to research them further. Of those 18
who felt atool of this nature would be useful, the associated comments indicated
that:

The research should be used to assist groups most in need.

It would help identify trends and needs from across different types of law
and throughout the province.

It may raise awareness of what is available and what is not, causing
funders to re-assess their plans.

It would help identify community-specific resources.
It will be valuable if the needs are responded to and changes made.

Of the 26 respondents, 22 felt that the survey was easy to complete, three felt it
was not, and one did not respond. Those respondents who indicated that the
survey was easy to fill out did, however, have useful elaborations on their
assessment of it. These included:

Including some “types of law” into the “other” category disturbed some
respondents.

Many believed it was easy to fill out, with clear questions which were
simple to read on the computer; however, one respondent indicated that it
did not fit on her screen.

Some clarification of specific terminology may be required (it may be
useful to include a glossary of terms — such as the definitions of the areas
of law).

Of those who did not think it was easy to complete, one did not understand that
they could indicate more than one type of law in Question 1 (our revised NAT
addresses thisissue); one indicated that their organization did not provide legal
education; and the other indicated that it was not clear who should fill out the
survey.

Of the 26 respondents, 17 felt that they would be likely to fill out a survey of this
nature annually, four did not, and three did not respond. Of those who did not
feel an annual survey was appropriate, one believed that yearly was too often, one
did not see the benefit in the survey, one did not think they could comment and
the other did not provide any input.
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The groups that did respond positively to an annual survey emphasized the
importance of having the results published and that funders should follow through
on the input they receive. Finaly, these respondents said that they find alot of
value in seeing what other groups are doing throughout the Province.

Results from Supplementary Survey (conducted Nov. 26 — Dec. 10, 2004)

In order to gain more information about PLEI work in the school system, a
supplementary survey was conducted by the consulting team between November
26 and December 10, 2004. Over 300 email invitations sent out to public school
educators asking if they would complete an online survey. Thirty-eight of these
surveys were completed. The responses came in from the following regions:

23 Lower Mainland

2 Vancouver Island

5 Thompson-Okanagan

1 Kootenays

7 Northern BC

The following table sets out the responses received from the schools that filled out
the online survey. It shows the areas of law they teach as well as the format used
to convey the information.
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Table 2. Number of Schools Providing Education in Each Type of Law
Supplementary Survey of PLEI in Public Schools (Conducted November 26 — December 10, 2004)

Sample size = 38 educators (teachers, principals, or counsellors) responded to the survey

Respondents
That Provide . Guest Court . Dial-a- | Develop Own
Type of Law Servicein Print Classroom Lecturers Theatre Visits Web Videos L aw MateFr)iaIs
thisArea
Aboriginal 9 7 8 7 1 1 0 0 0 0
Consumer/Debt 5 4 3 2 0 1 0 0 0 1
Contract 13 12 12 2 4 2 1 0 0 3
Criminal 19 13 12 12 12 12 1 1 1 13
Disability 0 0 0 0 0 0 0 0 0 0
Employment 5 5 5 2 0 0 0 0 0 3
Ethics* 2 0 0 0 0 0 0 0 0 0
Family 11 9 9 4 5 2 1 0 0 3
Housing 1 1 1 1 1 1 0 0 0 0
Human Rights* 9 0 0 0 0 0 0 0 0 0
Immigration 4 1 0 0 0 0 0 0 0 1
International Law 3 0 0 0 0 0 0 0 0 0
L egal System 29 25 23 14 20 12 1 2 1 13
Welfare 1 1 1 1 0 0 0 0 0 1
Wills/Estates 3 3 3 1 0 0 0 0 0 0
Youth 22 14 17 10 11 7 1 0 1 5

*These types of law were added by survey participantsin the “other” column. They have been added into the final NAT to supplement the initial list
developed by the PLEI Working Group and the team.
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Findings from the Supplementary Survey (Conducted November 26 —
December 10, 2004)

In the following section we look at the other topics covered in the draft needs
assessment survey. These topicsinclude: status of services, partnerships, training,
technology, materials, other assistance, and respondents’ views on the survey
itself.

Service Status:

Only two respondents indicated that their schools were discontinuing law
education in particular areas: one in family law and the other in court visits.

On the other hand, eight respondents noted that their schools were adding to their
law curriculum. These include:

Judicial Independence Lessons -- Judge visits to the classroom.
Shoplifting Prevention Program for women & youth.
Aboriginal Material, Treaties, Supreme Court of Canada Decisions.

Students use print-based materials to complete LAW 12 and receive
credits toward their graduation.

Additional Justice Theatre events to support Social Responsibility Goals.

Posters; guest speakers addressing issues such as aboriginal law, and
Judicial Independence.

Justice Theatre mock trial presentations.

School focus on social responsibility means increased education around
bullying, responsible actions, proactive teaching of coping strategies.
Have DARE program, Friends program, Roots of Empathy program.

The service or content gaps identified by survey participants do not differ greatly
from the themes mentioned by other participantsin Phase 1 and Phase 2 of this
project. Some major themes include:

Ability to continue to be updated on legal changes.
Pay, lunch, transportation costs, photocopying, etc.

Services to remote communities. We have limited access to guest speakers
- lawyers, legal aid workers, even RCMP officers. The students need to
hear the expertsin the field - it allows them an opportunity to have their
guestions heard.

Budgets have been severely cut. | have NO budget to purchase any new
material.

Language barriers.
Convenient access to courts.
Genera knowledge of the law.....plain language material.
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Up-to-date information on specific areas of the law: Civil & Tort law,
Contract / Consumer Debt, Employment law - Employment Standards Act
specifics, re: youth BC and Workers Compensation - related to youth BC.

Workshops on issues such as vandalism, driving under the influence,
possession of drugs, stealing cars, and gangs.

Asked about specific assistance that their organization may require, participants
had a number of interesting responses. We have included the direct quotes, in
italics, under a number of headings relating to assistance with partnership
development, training, technology usage, materials and other.

Developing Partnershipswith Other PLEI Organizations:

We already partner with Law courts Education and Legal Services but
would like to expand.

Require additional funding from Ministry of Education or other sources so
Law teachers can purchase badly needed resour ces.

More community education on family law, custody, access etc.
Workshops for Law 12 teachers offering current topics.

Some sort of a bulletin board service / consulting group on-line would be
useful.

Bulletin or fact sheet - easily read by students or a short video.

Mor e interactive sessions like the Justice Theatre. Students learn by being
involved so any programsin which they can be involved in using and
under standing the law making processin our country.

Lawyers establishing a presence within our community - as buddies.
Continuing liaisons with law enforcement officers.

More information required regarding PLEI (i.e., what are the
possibilities?)

Training:

Training to staff and volunteers on the Justice system Process.
Professional Development for Law 12 teachers.

A summer institute on law-related issues for teachers would be very
helpful. The training we received from the Law Courts Education Society
on the new Youth Justice Act was very helpful.

The Justice Theatre presentations have been fantastic...exactly what is
needed...great support material.

Work shops/ conferences for myself on the current issuesin most legal
areas. Things seem to be changing so quickly, it is hard to keep up.

Administration training to understand the Youth Offenders Act and
Canadian Constitution.
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Computer and Internet Usage:

Access to broadband with lab.
Use computer and internet to research.
New DVDs or videos on legal matters. Many of ours are dated.

The computersin my school often don't work. We have limited lab space
so it isdifficult to have a whole class access the internet at the same time.

Continue with internet access...web pages etc ...
New, updated videos on law topics, many videos are outdated.

Availability of on-line accessislimited. Thereisa central labin our
school, but it is often booked and individual computers are often
vandalized."

An interactive program that models the court system and encourages
students to make decisions in the context of creating public well-being.

Our lab has only 15 computers, so students have to share one for two
students. Thisinhibits ability to research anything.

Website with info for schools...Saff and students!
Materials:

Criminal Code of Canada Cases on DVD.

Continue developing resour ces that teachers can use in the classroom. But
keep in mind we are under severe budget restraints that have been
imposed on us by the present Liberal regimein Victoria.

More video topics.

Specific & up-to-date video resources are in short supply.
Sudent-friendly readings and activity sheets.

Ideas for field trips.

These need to be connected to the learning outcomes as outlined by the
Ministry of Education and then they need to be accessible to educators.

Other Assistance To Enhance PLEI Provision:

Visitsto local schools on Professional Development Days. In-service for
teachers.

Lobby the provincial government to increase funding so Law teachers can
purchase/ get access to required resources.
Up to date texts?

A British Columbia version of “ Law Now" including some sort of on-line
reference for looking up precedent setting cases.
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We occasionally provide legal information to our Parent Advisory
Committee, could be youth law, family law.

Respondents Opinions of the Survey

Respondents were also asked at the conclusion of the survey to assess three things
about the NAT:

The perceived usefulness of the questionnaire.
If they found it simpleto fill out.
Whether it is something they would complete on aregular basis.

Of the 38 respondents, 23 felt that a survey of this type would be useful, seven
believed it would not be useful, and eight did not respond. Of those who did not
feel it would be useful, one indicated that they prefer giving feedback directly to
Law Courts Education staff, one indicated that a survey every 3 to 5 years would
be more appropriate, and two indicated that the survey was not appropriate for
elementary schools. Three respondents did not provide specific comments. Of
those 23 who felt atool of this nature would be useful, the associated comments
indicated that:

The information needs to have a purpose.
The survey would alow information to be shared throughout the Province.

The survey results are important to keep the government aware of the
impacts of funding cuts.

It isimportant to keep educators aware of what is “out there”.
It may assist with curriculum decisions.
It could be useful if incorporated into year end reviews.

Of the 38 respondents, 22 felt that the survey was easy to complete, ten felt it was
not, and six did not respond. Those respondents who indicated that the survey
was not easy to fill indicated that:

They did not feel that the questions were necessarily appropriate to their
school setting.

Wording may need to be clarified.
Survey too long.
Not sure about what is being evaluated. Need to further explain purpose.

May not be geared towards “in-classroom” educators — maybe counsellors
or principals.

Of the 38 respondents, 22 stated that they would be prepared to fill out a survey of
this nature annually, 12 would not, and four did not respond. Of those who did
not feel an annual survey was appropriate, the most common response was that
they did not believe that curriculum would change annually.
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The inference here was that, different from the service providers, educators
believe that their input relates primarily to the delivery of Law-Related Education
(specifically school curriculum) and that there would not be a need for annual
input.

Conclusion:

Between the two surveys the consulting team received 64 responses. These
surveys provide two, quite different, perspectives on the issue of the provision of
PLEI:

The views from front-line workers dealing with the public on adaily basis
reflect that fact that they are often forced to react immediately to the legal
concernstheir clientele.

The views of school educators whose efforts are generally more “pro-
active” in nature.

But, interestingly, there were many common themes such as:

Many respondents to both surveys recognize that the cuts to LSS have had
an impact on communities — especially rural communities.

Many respondents acknowledged the assistance of PLEI resources such as
LSS, People’s Law School, Law Courts Education and Dial-a-Law.

The issue of funding was mentioned by some respondents in both surveys
— ensuring there are adequate and up-to-date resources (including
computers, print resources, etc.) for those.

Many respondents (including teachers and agency staff members)
mentioned the need for professional development and training as
something that is necessary to stay current.

Some respondents mentioned difficulty in accessing current information.
While many of those respondents acknowledged that up-to-date
information is out there, both teachers and service provider staff noted that
their timeisvery limited and that they have difficulty staying current. As
well, they say it is sometimes difficult to find the information they need
quickly.

Maintai ning up-to-date technology is something that a number of
respondents to both surveys noted was very important.

It is noteworthy that these themes are also very congruent with the responses
heard in the interviews for Phase 1 and the focus groups from Phase 2, even
though the opportunity to respond in a survey format tends to be much more
restricted due to the lack of interactivity with the interviewer or other respondents.
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The Revised Needs Assessment Tool (NAT)

The online survey served two purposes for this project. First, it allowed the team
to collect information from people who were unable to attend focus groups.
Second, it allowed theteam to test a‘pilot’ of the NAT. After analyzing the
results of the focus groups (where we asked participants about what atool could
look like and how it could be implemented) and the direct input of online survey
participants, the team made some fairly significant structural changes to the Tool.

1. User profile information: To make the Tool as valuable as possible,
some participants felt it would be useful to collect additional
information from users. They saw it as an opportunity to ensure that
agencies had full accessto PLEI services available to them. Aswell,
some believed that it was important to see if the information collected
could be used to enhance a PLEI database of services. Most
important, however, many people believed that it was essential to
know that the input they provided was being used and one of the best
ways to do thiswould be to release a PLEI Working Group planning
document, perhaps as part of annual reporting.

2. Some participants felt that Question 1 (which asked participants to
describe the PLEI products and services they provided - broken into
sub-parts for each type of law) was confusing. Aswell, the previous
format of Question 1 meant that important areas of the law could be
missed (or relegated to the “other” column). The new format for
Question 1 is much clearer and incorporates a more representative
number of ‘typesof law’. Aswell, new categories can be added
without significantly increasing the size of the document.

3. The Evaluation section of the document has been modified slightly to
better reflect the ongoing assessment of the Tool. In theinitial version
of the questionnaire, the consulting team wanted to evaluate the
simplicity of the format as well as the perceived effectiveness. In the
final version the question related to “ease of use” has been removed.

Appendix 7 provides abrief strategy for the PLEI Working Group to implement
the NAT on an annual basis including:
. Communication with agencies and schools to complete the survey
Data collection process
Analyzing data
Reporting results
Costs
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V. Conclusions and L essons L ear ned

A number of important conclusions and lessons learned from this project help to
lay the foundation for the priority recommendations identified in the next section
of thisreport.

Co-ordinated Approach

There is strong agreement on the need for a co-ordinated approach to the
planning, funding and delivery of PLEI. Respondents did not always provide
clear direction on how this could be achieved, but a number of essential
ingredients were identified in the consultation process. For example:

Co-ordination is required at the provincial level and clear linkages to co-
ordinating mechanisms at the regional and local levels need to be
established.

Service providers want to be informed and consulted and a number of
different methods will need to be employed to ensure that thisis achieved
effectively. We have learned from this study that it is a complex and time-
consuming task to access stakeholders across the province and ensuring
thelr participation is afurther challenge.

Awar eness of Current Resour ces

While there are a number of gapsin PLEI content, and these should be addressed
as resources are available, one of the greatest challenges is ensuring that service
providers and the public are aware of what already exists and how to accessit. A
number of different methods of achieving this are outlined in the report and in the
recommended actions.

Greater Use of Media To Disseminate PLEI

A magjor strategy to improve access to PLEI is greater use of the media.
Respondents from a wide range of sectors, including youth, seniors, the
immigrant community, Aboriginal community, and the general public across the
province indicated that mediais an effective vehicle to reach many diverse groups
and isolated individuals. As mentioned earlier, some groups did use local media
and highly recommend it to their peers. Aswell, one agency used the ‘Val-Pak’
coupon program (delivered to every home in the community) to get information
out to women in violent relationships.

Computersand the I nternet

Computers and the Internet have an important role to play in making PLEI
accessible so service providers throughout the province. It will become
increasingly important for clients but its limitations must be recognized for at-risk
clients who during a crisis may require more one-to-one support.
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One common theme that arose throughout the discussionsisthat it is essential for
service providers to have the tools, training, and time to assist clients.

Funding

Funding of PLEI remains a critical issue and concerted efforts should be made to
facilitate joint planning, and the identification of new sources of funding to
enhance content and effectively address service delivery.

Development and Distribution of PLEI

Many respondents were uneasy about the status of PLEI organizations and are
unclear how the development and distribution of PLEI will continue to be co-
ordinated. Asaresult, processeslikeaNAT can be met with scepticism and, in
some cases, resistance to participating.”> While we as consultants met with
consistent co-operation, open communication and strategies for stakeholder
involvement in the longer term must address this potential resistancein a
constructive manner to ensure effective and efficient PLEI.

Accessing Service Providers

Accessing service providersis an important issue. Setting up focus groups and
ensuring attendance is a time-consuming and resource-intensive endeavour. The
NAT islikely to be a more cost-effective method of measuring input. The tool,
however, will need to be supplemented with a process that utilizes lead
organizations in communities to reach out and ensure input from awider group of
stakeholders. Thiswould help ensure that trends revealed by the survey are fully
understood and that emerging PLEI content and service needs are identified early.

Providing Resultsto Communities

Service providers were adamant that if they were going to provide information on
aregular basis they would need to see results. These results could take the form
of aPLEI Working Group “update” document made available on an annual basis.
More importantly, for respondents, they want to see the implementation of some
of the suggestions/needs identified by participants when they fill out the NAT.

NAT asaMapping and Planning Tool

The NAT also serves an effective mechanism for collecting up-to-date contact
information and a more accurate overview of PLEI products and services
currently provided. Thiswould facilitate more accurate mapping of PLEI services
and would be critical for future planning and evaluation.

In sum, there were varying degree of awareness among service provides and clients of
what PLEI products and services were actually available and how to easily access the
information in atimely fashion. The first priority for the PLEI Working Group isto
ensure that there is an increased awareness and coordination of existing PLEI services
and products and enhancing access to these. This would then enable a more effective

> Some focus group and survey participants felt that these types of exercises had been carried out in the
past with little or no useful results.
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response to the identified PLEI gaps and future planning. A number of co-ordination and
access strategies addressed in thisreport are illustrated in the diagram below and are
further identified in the recommendation.

Figure 2: Co-ordination and Access Strategies
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VI.

Recommendations

Priority Recommendations

The following recommended actions have been identified in order of priority and
sequence. It is believed that a number of actions need to take place before a

system of ongoing needs assessment can be implemented and be effective.

1. Formalizeroleof the PLElI Working Group

The PLEI Working Group, to be effective, should clarify its mandate and
authority and formalize its role as a co-ordinating body for planning,
development and delivery of PLEI in the province. This could involve
creating aformal partnership among the organizations or even creating a
separate entity of which all Working Group participants are contributing
members.

Possible Action Items;

Develop a strategic action plan - include funders and community
stakeholders in the planning process.

Develop a budget and identify potential funding sources.

Identify alead PLEI organization(s) throughout the province

Identify alead PLEI organization(s) in each region of the province that
will link with the “formalized” PLEI Working Group and that can connect
with key PLEI contacts in their region. Thiswould, most likely, be an
existing agency with extensive contacts throughout the region; an
organization that has developed alevel of trust with other agencies and
clients.

Possible Action Items;

|dentify lead organizations throughout the Province. These lead
organizations could be a geographically-based group or a particular
group/organi zation within a specified target population, e.g., seniors,
youth, to co-ordinate PLEI for their designated audiences.

Identify roles and responsibilities of lead organizations— (e.g., lead
organization will be able to play akey role in ongoing needs
identification. See recommendation section on On-going Mechanism
for Need Identification.)

Determine budget requirements to compensate lead organizations for
time, travel, and administration.
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3. Develop a communication protocol

Ensure that the mandate and work of the PLEI Working group are clearly
communicated on an ongoing basis to all relevant groups throughout the
province.

Possible Action Steps:

Develop and maintain a comprehensive and up-to-date contact list,
making use of the PLEI Working Group and lead organizations to
assist. Asdetailed earlier, the contact information for service
providers can change quite often. The information collected on the
NAT will help maintain this contact list.

Develop a PLEI Working Group communication strategy. For the
Working Group to be successful it is essential that the message gets
out to service providers and clientsin a co-ordinated manner. This
communication strategy could include an annual update on results and
feedback on input provided by stakeholders in the Needs Assessment
Survey.

4. Develop strategiesfor co-ordinating the development and distribution
of PLEI information

Priority should be given to implementing a number of strategies to
enhance co-ordination of development and distribution of PLEI
information:

Possible Action Steps:

Develop aweb-based clearing house to identify what PLEI is available
and whereto accessit. Thiscould entail building on an existing site or
create a stand alone entity. This could link to the proposed NAT and
link to order forms for print-based PLEI publications.'®

Through lead organizations, work with communities that identify the
need for one-stop access for PLEI. Suggestions made include housing
these in the Public Library or the office of the local Government
Agent.

Formalize partnership arrangements with key intermediaries to
strengthen their role in supporting PLEI. Such groups could include:
schools, libraries (Public and BC Courthouse), community centres,
neighbourhood houses, multi-cultural organizations, Aboriginal
community groups, seniors organizations, youth groups, and disability
organizations. These groups would be provided with up-to-date

16 One-stop access on the web requires a certain level of co-ordination and co-operation by all participants.
There would likely be the need to appoint alead agency that would host and update the website as well as
identify and address the short and long term costs of the operation in conjunction with the other partner
agencies.
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information, training (train-the-trainer), workshops, and support to
carry out PLEI activitiesin their communities and/or with their target
audiences.

5. ldentify strategiesto enhance accessto PLEI

Focus on a number of key strategies that will enhance access to PLEI
province-wide.

Priority should be given to the following possible action items:

Enhance use of the Media
Make greater use of radio, television, community newspapers, videos
and ethnic media to disseminate and educate the public on legal issues.

I ncrease Capacity of Intermediaries

Strengthen the capacity of community-based intermediariesto provide
direct, in-person, assistance to at-risk groups. This could include
providing additional training to staff and/or volunteers so that they can
carry out these functions effectively.

Continueto use Computersand the Internet Where Appropriate
Assess the effectiveness of electronic accessto PLEI by clients and
service providers (web sites, kiosks, computer-based forms, etc.) in
order to devel op strategies that maximize their use. The PLEI
Working Group should also consider increasing, where appropriate,
online training available to service providers so as to provide continual
professional development at the local level.

6. ldentify pilot initiativesto address priority gapsin PLEI

A number of priority gaps and issues have been identified in this needs
assessment. In determining the priorities, consideration should be given to
available funding and the readiness of partnersin the community to
address these issues. Consideration should be given to devel oping pilot
initiatives in a number of the following areas:

Aboriginal Community - Engage the Aboriginal community in the
design and delivery of PLEI to meet their needs. This may include
establishing an Aboriginal Working Group (connected to the PLEI
Working Group), holding a high-profile provincia conference,
engaging Aboriginal |eaders, partnering with key Aboriginal
organizations, and reaching out to Aboriginal service providers.

Multicultural Community - Partner with multicultural organizations
in the design and delivery of PLEI to meet the needs of multicultural
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communities for basic, plain-language information on immigration and
refugee claims.

Y outh - Engage youth groups and organizations to train and support
other youth to address key PLEI issues impacting youth such as human
rights, and employment laws.

Seniors- Support seniors organizations to meet PLEI needs of
seniors, in particular asit relates to seniors' rights.

Poverty - Work with anti-poverty agenciesto develop PLEI
programming suitable for the most at-risk clients without access to
computers, addictions and low literacy levels.

Mental Health —Work with service providers to address issues facing
at-risk individuals regarding mental health legal issues as they may
apply to members of any of the following groups:. seniors, low income,
youth, Aboriginal and the multicultural community.

Work with inter mediaries to enhance the existing library of plain-
language PLEI fact sheets offered by organizations (e.g., POVNET,
LSS, People’s Law School). These fact sheets could be used to
interpret new legidation, clarify complex legal topics (e.g., the court
process), and address any other issues identified by intermediaries.
Focus group participants also identified the need for information
tailored to their community.

7. Implement ongoing mechanismsfor identifying PLEI needs

Once the newly formed PLEI Working Group has established greater
community awareness of itsrole, and publicized some successes, it will be
much easier to secure the support of key stakeholdersto provide ongoing
information on their PLEI needs.

Use the proposed revised NAT (Appendix 6) as one means of
gathering ongoing data. The following is recommended for the NAT:

- Ensurethat aclear and concise explanation is provided with the
survey.

- Digtribute the survey by the most appropriate methods - emailed,
mailed or faxed. Email would be the most cost-effective method
as all completed surveys would be saved in a database that could
be readily analyzed. However, some service providers
acknowledged that fax/mail versions should be available. In this
case, the PLEI Working Group would need to dedicate some
resources to entering this information into the electronic database.
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- Ensure the survey processis supported by lead organizations
throughout the province and can be supplemented with selected
group sessions to collect feedback, as required on specific issues.

- Consider hosting the survey on awebsite (like POVNET) that is
regularly accessed by service providers.

- Ensure that results of the survey are communicated and any
decisions made based on the survey results are clearly identified to
stakehol ders.

- Ensure that stakeholders are kept informed of the impact of their
input.

- Include an evaluation component in the survey to evaluate
respondents’ views on the needs assessment process and other key
elements, as required.

- Usethe data from the survey to create a comprehensive contact
list. Clientsand service providers would be able to access this
information to find an agency in a particular community. This
contact list could be accessed online.

8. Addressoptionsto facilitate funding stability and sustainability

The following funding strategies should be considered to enhance stability
and sustainability of PLEI:

Pool and reallocate resources from existing PLEI Working Group
member budgets.

Bring the magjor PLEI funders together to undertake joint planning.

|dentify new potential sources of funding using the combined
influence of aformalized PLEI Working Group.

In sum, there is a strong base of PLEI materials, but there are substantial challengesin
moving this out into the communities and linking it to individuals most in need. The
highest priorities for meeting PLEI across the province appear to be improving
coordination and enhancing access. Thisincludes implementing critical coordination
mechanisms such as the devel opment of |ead agencies at the community level, a PLEI
Working Group Communication Strategy, the creation of a Web-based PLEI
Clearinghouse, increased face-to-face resources to aid clients with specific concerns,
and the strengthening of partnerships between provincial PLEI organizations and
community intermediaries. This also means enhancing access through increased use of
the media, training, workshops and technol ogy.

There are also needs for increased range of content for some target groups (e.g., seniors,
youth and Aboriginal communities). There is a strong sense among respondents that
effective delivery callsfor personal, individual interaction between the PLEI provider and
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the user/client. Thisis seen asinherent to the nature of PLEI itsalf and often to the nature
of those most in need.

It is our hope that this study will be of useto the PLEI Working Group in its further
consideration of these important issues.
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