
Welcome	to	the	CLEAR	Assessment	Staff	Survey!	This	survey	was	commissioned	by
the	Office	of	Civil	Legal	Aid	(OCLA)	to	understand	the	strengths	and	weaknesses	of
our	screening,	advice,	and	referral	systems	and	other	connected	intake	systems.
OCLA	contracted	with	consultants	at	Kōmĕngé	LLC	to	obtain	feedback	about	our
intake	systems	to	help	explore	possibilities	for	future	improvement.	The	consultants
will	compile	feedback	and	recommendations	to	inform	conversations	about	best
practices	and	opportunities	for	growth.

We	ask	that	you	complete	as	many	questions	as	possible.	Required	questions	are
marked	and	your	survey	will	not	be	accepted	without	those	answers.	To	protect	your
anonymity,	this	Survey	Monkey	account	is	held	and	controlled	by	the	consultants.	No
staff	at	NJP	or	OCLA	have	access	to	any	of	the	raw	data	from	this	survey.	No	data,
comments,	or	quotes	will	be	tied	to	any	staff	names.

Please	complete	this	survey	by	Friday,	May	23,	2025.	Thank	you	for	your
participation!
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CLEAR	Assessment	Staff	Survey

*	1.	Which	of	the	following	best	describes	you?

CLEAR	Staff	Attorney

CLEAR	CV	Staff	Attorney

CLEAR	or	CV	Legal	Assistant

CLEAR	Managing	Attorney	or	Assistant	MA

Screener

Screening	Unit	Managing	Attorney	or	Assistant	MA

Receptionist/Front	Desk	Staff

NJP	Staff	Attorney	(not	at	CLEAR)

NJP	Paralegal	(not	at	CLEAR)

NJP	Legal	Assistant	(not	at	CLEAR)

NJP	Outreach	Worker

NJP	Managing	Attorney	or	Assistant	MA	(not	at	CLEAR)

NJP	Statewide	Advocacy	Team	member	(ACs	and	SMAs)

Other	NJP	Staff

Other



*	2.	I	work	on	this	program/project/unit:

CLEAR/CLEAR	CV

Screening	Unit

Seattle	Front	Desk

Washington	Law	Help

Field	Office	or	Unit	(Not	CLEAR	or	Screening
Unit)

HR

Tech	Team

Finance

Communications/Fund	Development

Other	(please	specify)



Throughout	the	survey,	some	questions	appear	with	a	scale	from	Strongly	Disagree
to	Strongly	Agree.	Please	select	the	one	option	that	best	reflects	how	you	feel.
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Culture	and	Goal	Setting

	 Strongly
Disagree Disagree Agree Strongly	Agree

Don't	Know/Not
Applicable

NJP's	units/offices
collaborate	well	with
the	CLEAR	team	and
Screening	Unit.

The	CLEAR	team
and	Screening	Unit
engage	well	with
community	partners
or	stakeholders.

The	CLEAR	team
and	Screening	Unit
listen	and	respond	to
feedback	from	other
units	at	NJP.

The	other	units	and
offices	at	NJP	listen
and	respond	to
feedback	from	the
CLEAR	team	and
Screening	Unit.

All	components	of
CLEAR	Intake
Systems	work	well
together	(Screening,
advice	from	CLEAR
attorneys,	referrals
to	field	offices,	units,
and	partner
organizations).

The	combination	of
CLEAR	Intake
Systems	is	as
effective	as	other
intake	methods.

Comments

3.	How	much	do	you	agree	with	the	following	statements	about	culture	and	intake	at	NJP?



	 Strongly
Disagree Disagree Agree Strongly	Agree

Don't	Know/Not
Applicable

My	office	or	unit	sets
intake	or	case
acceptance	goals	as
a	group	and	works
toward	them
regularly.

My	office	or	unit	has
a	system	for	tracking
intake	and	case
acceptance.

My	office	or	unit	is
able	to	measure	the
efficiency	and
effectiveness	of
intake	and	case
acceptance.

My	office	or	unit
achieves	the	intake
and	case	acceptance
goals	we	set	for
ourselves.

4.	How	much	do	you	agree	with	the	following	statements	about	goal-setting	in	your	office	or
unit?

5.	What	could	be	done	to	improve	group	dynamics	and	connections	related	to	intake	and	case
acceptance?



	 Strongly
Disagree Disagree Agree Strongly	Agree

Don't	Know/Not
Applicable

If	I	have	a	question
about	my	office	or
unit's	intake	or	case
acceptance,	I	know
where	to	find	the
policies	and
procedures.

If	I	have	a	question
about	whether	a
case	should	be
accepted	by	my
office	or	unit	and	at
what	level	of	service,
there	are	guidelines
to	help	me	make	the
decision.

When	I	have
suggestions	to
improve	my	office	or
unit's	intake	or	case
acceptance,	I	have
made	them	or	tried
innovations	to
improve	my	portion
of	the	work.

Cases	that	the
CLEAR	team	or
Screening	Unit
sends	to	the	field
offices	or	units	are
completed	and
closed	by	that	unit.

Cases	that	the
CLEAR	Attorney
team	or	Screening
Unit	send	to	field
offices	or	units	are
likely	to	be	accepted
for	representation.

6.	How	much	do	you	agree	with	the	following	statements	about	workflow?



Throughout	the	survey,	some	questions	appear	with	a	scale	from	Strongly	Disagree
to	Strongly	Agree.	Please	select	the	one	option	that	best	reflects	how	you	feel.
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Community

	 Strongly
Disagree Disagree Agree Strongly	Agree

Don't	Know/Not
Applicable

The	CLEAR	Attorney
team	provides	advice
and	brief	services	on
cases	that	reflect	the
most	important	legal
needs	of	our
community.

The	Screening	Unit
serves	the	most
important	needs	of
our	community.

Connecting	to	legal
help	through	NJP's
Screening	unit	is
accessible	to
individuals	with
legal	needs	in	the
community.

The	CLEAR,
CLEAR*Sr,	and
Eviction	Defense
Screening	telephone
lines	are	effective
tools	that	serve	the
most	important
needs	of	our
community.

The	CLEAR,
CLEAR*Sr,	and
Eviction	Defense
Screening	telephone
lines	are	important
access	points	for
people	in	our
community.

NJP's	online
application	is	an
effective	tool	that
serves	the	most
important	needs	of

7.	How	much	do	you	agree	with	the	following	statements	about	meeting	the	needs	of	our
community?



our	community.

NJP's	online
application	is	an
important	access
point	for	people	in
our	community.

Screening	Unit
callback	requests
(from	field	office	and
partner
organizations)	is	an
effective	tool	that
serves	as	an
important	access
point	for	people	in
our	community.

Comments

8.	What	do	you	see	as	the	most	essential	services	provided	by	the	CLEAR	team	(the	attorneys
that	provide	advice	and	brief	services	over	the	phone)	to	the	community?

9.	Where	are	the	biggest	gaps	between	what	our	community	needs	and	what	the	CLEAR	team
has	historically	been	able	to	provide?

10.	What	organizations	are	there	that	provide	similar	services	to	the	CLEAR	team?

11.	What	are	the	strengths	of	CLEAR	team	and	the	way	it	connects	to	intake	and	case
acceptance	at	your	office	or	unit?

12.	What	are	the	weaknesses	of	the	CLEAR	team	and	the	way	it	connects	to	intake	and	case
acceptance	at	your	office	or	unit?



13.	Is	there	any	work	you	would	like	the	CLEAR	team	to	do,	but	we	currently	lack	the
resources?

14.	Should	the	CLEAR	team	advise	on	a	different	type	of	cases	or	focus	on	specific	case
types?	If	so,	what	do	you	recommend	and	why?

15.	What	do	you	see	as	the	most	essential	services	provided	by	the	Screening	Unit	to	the
community?

16.	Where	are	the	biggest	gaps	between	what	our	community	needs	and	what	the	Screening
Unit	has	historically	been	able	to	provide?

17.	What	are	the	strengths	of	the	Screening	Unit	and	the	way	it	connects	to	intake	and	case
acceptance	at	your	office	or	unit?

18.	What	are	the	weaknesses	of	the	Screening	Unit	and	the	way	it	connects	to	intake	and
case	acceptance	at	your	office	or	unit?

19.	Should	the	Screening	Unit	change	screening	processes	for	any	access	pathways	or	case
types?	If	so,	what	and	why?

20.	What	is	the	most	inefficient	component	or	connection	in	our	overall	intake	systems,	and
what	could	we	do	to	fix	it?



21.	What	is	the	best	part	of	our	intake	systems	that	we	should	keep	or	support?

22.	If	your	office	or	unit	maintains	a	system	of	local	intake,	what	are	the	benefits	and
drawbacks	of	this	system?
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Intake	and	Case	Acceptance	Processes

	 Strongly
Disagree Disagree Agree Strongly	Agree

Not
Applicable/Don't

Know

I've	received
training	on	intake
policies	and
procedures.

I	know	how	to
complete	an	intake
for	an	applicant	and
could	do	it	if	no	one
else	is	available.

Intakes	completed
are	processed
quickly	(given
information,	advice,
referral,	or	sent	to
case	handler/unit
within	24	hours).

A	new	applicant	has
a	deadline	to
file/appear/etc.
Someone	will	always
call	within	24	hours
to	notify	them	of	our
inability	to	assist
with	the	deadline.

After	referral	to	an
office	or	unit,	cases
are	reviewed	within
24	hours	for	urgent
deadlines	or	issues.

Applicants	always
receive	a	case
acceptance	decision
within	two	weeks.

Applicants	whose
cases	are	rejected
receive	feedback
within	one	week
from	application.

If	representation	is
limited	or	denied,

23.	How	much	do	you	agree	with	the	following	statements	about	intake	and	case	acceptance
from	a	STAFF	perspective?



applicants	are
always	notified	in
writing.

Clients	who	receive
counsel	and	advice
receive	that	advice
in	writing.

Emergency	walk-ins
can	complete	an	in-
person	intake	and
receive	same-day
feedback	regarding
case	acceptance.

All	case	questions
are	completed	at
intake.

The	client's	situation
and	goals	are	clearly
documented	at
intake.

All	counsel	and
advice	provided	is
clearly	documented.

Comments:

The	same	day 24	hours A	few	days One	week Two	weeks Longer I	don't	know

Comments

24.	After	referral	to	a	field	office	or	unit,	case	files	are	assigned	to	someone	for	follow-up
within:

The	same	day	as
intake	screening A	few	days The	same	week	 Two	weeks	 Longer I	don't	know.

25.	Clients	who	will	only	receive	advice	FROM	CLEAR	ATTORNEYS	generally	will	receive
that	advice	within:



A	few	days	 The	same	week	 Two	weeks	 Longer I	don't	know.

Comments

26.	Clients	who	will	only	receive	advice	FROM	A	CASEHANDLER	OUTSIDE	OF	CLEAR
generally	will	receive	that	advice	within:

Comments

27.	There	is	a	current	client	with	a	new	issue	requiring	a	different	case	handler/office	and
they	need	to	apply	for	services.	I	will:

Tell	them	to	call	the	CLEAR	phone	line	to	apply

Tell	them	to	complete	an	intake	online

Notify	the	Screening	Unit	to	call	the	client	to	complete	a	new	intake

Notify	the	CLEAR	team	to	call	the	client	to	complete	a	new	intake

Assign	the	intake	to	someone	else	to	be	completed

Complete	the	new	intake	myself	and	notify	the	appropriate	unit/case	handler

I	have	never	had	this	occur

If	yes,	please	describe	when,	why,	how	often,	or	how	long	the	CLEAR	team	is	closed	for	new	appointments.

28.	Is	the	CLEAR	team	ever	closed	for	new	appointments,	either	completely	or	for	specific
case	types	or	subject	areas	(outside	of	regularly	scheduled	meeting	or	training	closures)?

Yes

No

I	don't	know

If	yes,	please	describe	when,	why,	how	often,	or	how	long	the	pathways	are	closed.

29.	Are	the	CLEAR,	CLEAR*Sr,	Eviction	Defense	Screening	Line,	or	online	application	ever
closed	and	applications	are	not	processed,	either	completely	or	for	specific	case	types	or
subject	areas	(outside	of	regularly	scheduled	meeting	or	training	closures)?

Yes

No

I	don't	know



If	very	often,	please	describe.

30.	How	often	do	field	offices	or	units	close	some	or	all	case	acceptance	and	not	accept	new
cases?

Very	often

Somewhat	often

Not	that	often

Almost	never

I	don't	know

	 Strongly
Disagree Disagree Agree Strongly	Agree

Not
Applicable/Don't

Know

NJP's	coordinated
screening,	advice,
and	referral	process
works	for	our	clients

NJP's	online
application	is
accessible	for	our
applicants

The	Screening	Unit
and	CLEAR	team
hours	are	convenient
for	applicants

The	Screening	Unit
and	CLEAR	team	are
accessible	for
working	people

The	Screening	Unit
and	CLEAR	team	are
accessible	for	people
with	by-the-minute-
phones	or	those
relying	on	a	public
phone	or	someone
else’s	phone

The	Screening	Unit
and	CLEAR	team	are
accessible	for	people
with	disabilities,	who
are	hearing
impaired,	or	with
limited	English
proficiency

The	Screening	Unit
and	CLEAR	team
have	different

31.	How	much	do	you	agree	with	the	following	statements	about	intake	and	case	acceptance
from	an	APPLICANT	or	CLIENT	perspective?



procedures	for
applicants	referred
by	community
partners	that	are
helpful	to	applicants

Potential	clients
experience	a
seamless	and
efficient	referral
from	their	first	point
of	contact	to	the
eventual	provider	of
service,	without
unnecessary	delay.

Comments

Comments

32.	Does	the	CLEAR	team	or	Screening	Unit	make	referrals	that	are	particularly	helpful,
important,	or	effective?

Extremely	helpful

Very	helpful

Somewhat	helpful

Not	so	helpful

Not	at	all	helpful

If	yes,	please	describe	what	groups	are	unable	to	access	our	services,	and,	if	you	know,	why.

33.	Are	there	any	groups	of	people	in	the	community	who	you	know	or	suspect	are	unable	to
access	our	services?

Yes

No

Don't	Know

34.	Do	you	have	any	concerns	regarding	our	services	and	barriers	to	any	vulnerable
populations	accessing	services?
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CLEAR	and	Intake	Systems	Staff	Questions

35.	Are	you	a	member	of	the	Screening	Unit	or	CLEAR	team,	either	attorney,	screener,	or
management/supervision?

Yes

No
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CLEAR	Intake	System	Staff	Questions

36.	I	am	a:

CLEAR/CLEAR	CV	Staff	Attorney

Screener

CLEAR	Manager

Screening	Unit	Manager	or	Supervisor

Lead	Screener

CLEAR/CLEAR	CV	Legal	Assistant

Other	(please	specify)

	 Strongly	Disagree Disagree Agree Strongly	Agree

I	have	access	to	the
equipment,	supplies,
and	other	things	I
need	to	do	my	job
well

I	have	access	to	the
learning	and
development	I	need
to	do	my	job	well

Most	of	the	systems
and	processes
support	us	getting
our	work	done
effectively	and
efficiently

Most	of	my	time	is
spent	doing	effective
work	toward	our
mission

37.	How	much	do	you	agree	with	the	following	statements	about	resources	and	systems?



	 Strongly
Disagree Disagree Agree Strongly	Agree N/A

I	have	access	to	up-
to-date	materials	to
screen	and	intake
callers.

Screening	and
intake	materials	are
thorough	and
helpful.

I	have	access	to	up-
to-date	materials	to
provide	counsel	and
advice.

Counsel	and	advice
materials	are
thorough	and
helpful.

I	have	access	to	up-
to-date	referral
information.

Referral	information
is	accurate	and
helpful.

Other	(please	specify)

38.	If	you	do	intakes,	either	screening	or	legal	advice,	how	much	do	you	agree	with	the
following	statements	about	INTAKE	training	and	resources?

39.	What	is	the	most	impactful	work	you	do,	considering	the	time	and	resources	necessary	to
do	it?

40.	What	work	would	you	like	to	do,	if	you	or	your	coworkers	had	more	time	or	resources?

41.	What	work	would	you	like	to	stop	doing	or	change,	because	it	is	not	a	good	use	of	your	or
your	unit's	time	or	resources,	or	there	is	another	unit	or	community	partner	who	is	a	better
fit	for	the	work?



42.	What	support,	resources,	or	training	could	we	provide	to	improve	your	work	or
workplace?

If	yes,	please	describe	the	issues	limiting	services

43.	Even	though	they	are	within	LSC	and	OCLA	restrictions,	there	are	certain	types	of	cases
we	just	do	not	handle	due	to	a	current	lack	of	expertise	or	capacity	of	staff.

Yes

No

Don't	Know



	 Strongly
Disagree Disagree Agree Strongly	Agree

Not
Applicable/Don't

Know

I	know	what	kind	of
workloads	are
expected	of	me	and
the	people	that	I
work	with	closely.

We	regularly	track
and	manage	our
workloads	and	make
adjustments	as
needed.

Case	acceptance	or
referral	polices	are
regularly	reviewed
and	adjusted	if
necessary.

When	a	case	is
referred	to	a	field
office	or	unit,	that
unit	keeps	the	intake
and	closes	the	case
no	matter	what.

I	frequently	receive
cases	back	from	field
offices	or	units	after
I	referred	it	for	case
review	or
acceptance.

Comments

44.	How	much	do	you	agree	with	the	following	statements	about	workloads	and	case
acceptance?



	 Strongly
Disagree Disagree Agree Strongly	Agree

Not
Applicable/Don't

Know

I	participate	in	a
regular	staff	review
meeting

Staff	meetings	are
useful	and	efficient

I	receive	an	annual
evaluation	regarding
my	work

Evaluations	are
useful	for	me

I	receive	regular
feedback	regarding
my	work	outside	of	a
formal	evaluation

I've	made
meaningful	changes
to	my	work	based	on
feedback

Comments:

45.	How	much	do	you	agree	with	the	following	statements	regarding	supervision	and
evaluations?



	 Strongly
Disagree Disagree Agree Strongly	Agree

Not
Applicable/Don't

Know

CLEAR	counsel	&
advice	and	limited
representation
clients	benefit	from
our	services.

If	there's	a	case
where	we	normally
only	offer	brief
advice	or	services,
but	the	client	has
more	specific	needs
(disability,	limited
English	proficiency,
lack	of	support,
etc.),	we	can	refer
that	person	to
another	office	or	unit
within	NJP	for	more
extended	services.

There	are	some	case
types	where	we
rarely	offer	detailed
advice	or
information.

There	are	some	case
types	where	we
spend	significant
time	and	effort	for
limited	client	benefit
or	outcomes.

There	are	some	case
types	where	we	spin
our	wheels	due	to
lack	of	capacity,
expertise,	or
agency/community
barriers	outside	of
our	control.

There	is	an	applicant
who	needs	help	and
I	think	their	case	has
merit,	but	the	issue
is	not	really	in	our
guidelines	or	we
don’t	have	the
capacity	to	handle	it.
I	am	confident	we
could	obtain	a	pro
bono	attorney	to
help	this	person.

Comments

46.	How	much	do	you	agree	with	the	following	statements	regarding	outcomes?



47.	Is	there	anything	else	you	want	us	to	know	about	your	work	with	the	Screening	Unit	or
CLEAR	team?



These	questions	are	completely	optional,	but	we	would	love	to	get	your	feedback.

CLEAR	Intake	Systems	Staff	Survey

Final	Questions

48.	What	would	you	like	to	see	come	out	of	this	assessment?

49.	You	have	a	magic	wand	that	can	fix	or	change	anything	about	intake	or	case	acceptance,
what	would	you	fix	or	change?

50.	Any	other	comments:


