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Online Intake with A2J Author®

Programs using A2J Author® for Online Intake

 10 programs with online intake projects

 35+ programs researching for future online intake 

projects using A2J Author®

 Indiana Legal Services

 Iowa Legal Aid

 Legal Aid of North Carolina

 Legal Aid of Western Ohio

 Minnesota Legal Services 

Coalition

 Pine Tree Legal Assistance 

(Maine)

 South Carolina Legal Services

 Southwest Virginia Legal Aid 

Society

 Statewide Legal Services of 

Connecticut

 Utah Legal Services



Online Intake with A2J Author®

What does an A2J 

Author® online intake 

interview look like?

Legal Aid of Western 

Ohio  Example

https://pika.ablelaw.org/a2j/a2jViewer/
https://pika.ablelaw.org/a2j/a2jViewer/


Online Intake Process
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file.
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Typical document assembly project with A2J Author
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Transformed 

Answer Files

Case Management System

Answer File Data

in holding area available for 

review in the Case 
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• attorney review

• processing

Online Intake Process



Benefits of Online Intake

*Benefits to Applicants*

 Can apply from any location with a computer & 

internet access

 Remotely located applicants don’t have to travel

 Available outside of business hours 24/7

 Shortens application time (est. 15-20 min)

 Saves time of applying at the wrong legal aid

 Get information and referrals to appropriate clinics, 

programs and pro se forms

 Wait time for phone callers is reduced



Benefits of Online Intake

*Benefits to Organizations*

 TIME SAVINGS

 Unqualified applicants are redirected without 

talking to intake worker

 Potential qualification issues are highlighted for 

intake workers to address first

 Reduce errors in data recording

 Programs can reach targeted populations with 

alerts on the web site that cannot be done as 

easily on a phone system



Concerns Over Online Intake

 Increased work load on already overloaded 

attorneys

 Total number of applicants does not typically increase, 

the way people apply changes

 Online intake interview redirects applicants that do not 

qualify

 Letters or email explaining conflict rejection policy or 

complaint process information and forms can be sent to 

rejected applicants, saving staff time from explaining 

these processes

 With the cost to implement, why not just hire one 

more employee?

 One time cost that will save for years to come



Concerns Over Online Intake

Concerns of Organizations

 Changing applicant requirements?

 Intake interview can easily be updated without recreating 

the entire program

 Impersonal contact with applicant

 In redirecting applicants that do not qualify, staff can 

spend more time with qualified applicants

 Always have personal follow up with qualified applicants

 Don’t want information going directly into CMS

 Can have holding pen inside or outside CMS

 Can have applications emailed, similar to a document 

assembly project



How to Implement Online Intake 

with A2J Author®

 Planning & Preparation
 Inception – meet with project stakeholders, identify roles, review 

budget, review other program’s intake interview, determine goals & 

restrictions

 Elaboration – draft online intake script (in word processor), rounds of 

review with stakeholders

 Construction
 A2J Guided Interview – using script draft questions and logic in A2J 

Author

 Interview Testing & Review – can still easily make changes at this point

 XSL Transform Development & Testing

 Implementation
 Staff Training – train intake workers to process online applications

 Go Live – success!



How to Implement Online Intake 

with A2J Author®

 Time

 Varies from program to program depending on available 

staffing resources

 Suggestion: If completing project in house, estimate high 

for times when other projects are more demanding 

 Cost

 Varies from program to program depending on many 

factors such as current staffing and need for outsourcing

 Suggestions:

 Do not reinvent the wheel – start with an interview from another 

program that is similar to what you would like

 Partner with other programs that have same CMS and get a basic 

interview done for the group and then customize to individual 

program needs



Additional Resources

 A2JAuthor.org Online Intake Tools & Trainings 

Page: Find information from past trainings including 

 Sample interviews from other programs

 Slides and recordings from past trainings

 LSC Online Intake Policy, Compliance 

Considerations and Future Thoughts: 

http://tig.lsc.gov/presentations2011.php#onlineintake

http://tig.lsc.gov/presentations2011.php


Questions? Feedback?

Dina C. Nikitaides

Program Coordinator

Center for Access to Justice & Technology, 

Chicago-Kent College of Law

dnikitaides@kentlaw.edu

312-906-5331

mailto:dnikitaides@kentlaw.edu

