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Initial Phase: We have focused our work for the past month or so on two issues: identifying and recruiting members for the Working Group and becoming more familiar with existing web-based services (both in MA and elsewhere).

Working Group Members:

The following have agreed to be Members:   
· Rebecca Greber, Esq., Supreme Judicial Court

· Sue Marsh, Executive Director, Rosie’s Place

· Caroline Robinson, Websites Project Coordinator, 

Massachusetts Law Reform Institute

· Gordon Shaw, Esq., Managing Attorney, Massachusetts Justice Project

· Marnie Warner, Law Library Coordinator, Commonwealth of Massachusetts

In addition to members, we plan on engaging subject matter experts and technical advisors in Working Group meetings and discussions on an “ad hoc” basis to benefit from their perspective and expertise. 

Web-Based Services

Massachusetts websites:  There are a number of existing websites (and hotlines) being utilized in MA. They offer valuable content and resources to their users. However, they are not necessarily easy to navigate (unless you have knowledge about the legal system), there is not much “integration” among/between them and the content is (for the most part) written by and for people who have a fairly sophisticated understanding of the law/legal process.   In addition there doesn’t appear to be a lot of data regarding “customer satisfaction” or impact of use (for example, if/how do people use the information they gathered from the website).  
TIG Grant (Technology Initiative Grants) from Legal Services Corporation:  Additional features (such as forms and documents via A2J Hot Docs Document Assembly Modules) and content may become available via funding from a Legal Services “TIG” grant.  Planning is underway, with funding ($250,000 over the next two years) expected in September.  The Commission supported the Letter of Intent submitted by the Massachusetts Justice Project in February and is a partner in the grant application (see attached letter).  The Trial Court is a partner in the application and the Berkman Center for Law and Society at Harvard, which has been working with the Court, has agreed to participate as well.
Research and Development Phase: Before we embark on creating a meaningful work plan we still have a lot more investigative work to do. We need to make sure that whatever we design is consistent with client needs, is integrated with existing resources and adds tremendous value to the provision of legal services. Consequently we need to learn considerably more about the utilization and infrastructure being used by existing websites hosted by legal services programs and the courts. And we need to be better informed about the plans being made by others in the Commission. For example, we are particularly interested in coordinating our work with the Trial Court and are eager to learn and digest the recommendations contained in the report prepared by the Berkman Center for Judge Fein’s Task Forces.
Possible New Strategy: We believe the Web and Technology Working Group (and perhaps other working groups of the Commission) could benefit by drawing from the principles and practices commonly used by corporations to design new products and services.  Key to this effort is obtaining a more comprehensive understanding of who the customers are and their needs. If this approach can help a health plan create web-based services that meet its range of customers who have a variety of health care needs, perhaps it can help us develop a web application that better meets our clients’ needs. 
To test this idea, we have had a series of meetings and conversations with a local product design firm, Essential Design (www.essential-design.com), to give them an overview of the current “system” and how people access it to resolve their legal problems. Essential Design has agreed to develop a framework for a process that we might undergo that would give us a better understanding of who our clients are (their core attributes/personas-not just their legal problems) and therefore the requirements we need to keep in mind as we determine a comprehensive web solution.   We will share this framework with the Commission.
