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Komeéngé LLC is an organizational consulting partnership between Alex Gulotta, Anna
Dorn-Gulotta, and ide Gulotta with more than thirty-seven years of direct legal services
experience in five different states (Arizona, California, Kentucky, Virginia, and Wisconsin).
We also have more than twenty years of experience providing consulting services to access
to justice organizations. We know the access to justice community.

At KOméngeé, we believe an organization's ability to make an impact in the world —
and in the lives of its community members — is inextricably linked to the health of the
organization. Improving the way your organization thinks, acts, and dreams about the future
increases the likelihood that your efforts will have long-term, positive societal impacts. Our
approach focuses on the change you hope to make in the world and gives you the tools
necessary to ensure that your strategies and activities are designed to realize that change.l
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SUMMARY OF SURVEY COMMENTS

STAKEHOLDER SURVEY

Overall CLEAR Services

e [t's helpful to me to have something to offer people who contact Legal Voice for help,
but | don't know if the referral is ultimately helpful for the individuals.

e The feedback is that connecting with NJP is next to impossible.

e The online intake would be great if it were expanded to more issue areas. As is, its
limits make it of limited usefulness.

e | constantly hear that pro se parties cannot get through to the intake line or don't get
a call back. Many have given up and don't expect to receive a response or help.

o | get frequent feedback about people not being able to get through on the
CLEAR/Clear Sr. phone lines, so | marked "somewhat helpful." | think it is extremely
helpful when people are able to get through.

e Everytime | refer someone | am told they have been trying and no one helps them.
They no one no one answers the phone or no one responds to the online intake.

e | often get complaints that people are on hold for extremely long amounts of time or
don't get callbacks

e Even with form referral, unknown if contact made. Referred people have come back
hearing nothing for several weeks out DV, family law, or otherwise.

e Seniors seem to struggle with online form. Many clients we refer or who said they
tried to call said they were unable to get through or they waited an hour before
getting through. This is only anecdotal as we have not tracked our referrals.

e | have 15 years of referring and registering people online for CLEAR services and
receiving referrals from the NJP intake screening team. Referral to the NJP website,
walawhelp for DIY, is the most helpful to callers with landlord tenant questions. If the
tenant issue is too entrenched, it is almost too late to do any "prevention."

e Never used CLEAR but have referred clients to Northwest Justice Project (NWJP). |
found it irritating to learn NWJP refers eviction issues to Tacoma Probono, who don't
respond to people in a timely manner. Considering the issues are time sensitive, this
makes it difficult to see either organization reliable, which has resulted in me
refraining from recommending either.

Is CLEAR helpful and easy to use?

e Do people get through to CLEAR? Can CLEAR help them with their issue? Usually |
hear from individuals who can't get through.



e The CLEAR attorneys provide incredible help, and | know that. But getting THROUGH
to CLEAR is really hard for clients, so | have mixed feelings. CLEAR is so helpful that
it’'s become unhelpful....

e |[t's a great concept. The resources will never be able to meet the need but especially
in family law, timely assistance is rarely available for people served with pleadings
who need to respond and have deadlines/hearings.

e The hours were limited for youth, there was often a wait or a call back, which is hard
for youth to navigate.

e | only hear from people that they can’t get through, or they’re waiting a long time, or
that they tried it and it wasn’t helpful. But | also think that people tend to be more
vocal when frustrated.

e My impression is that it is very difficult to get through to CLEAR for advice and
referrals due to Eviction Defense/RTC priorities.

e | wish that NJP could have access points for clients in King County through CLEAR. It
is very hard for other orgs to refer clients to NJP and they seem to take very few
cases. There are no clear paths to access.

e There have been no indications from the other organizations we work with getting
successful contact or call-backs unless they make multiple (5+) attempts for
emergent services that the average person, calling on an early lunch, may not have
time for.

e There is varied response rates and times and inconsistency with who gets served
with referrals when they are not served by NJP. | cannot figure out the reason for the
difference between response times and information provided. Sometimes people
cannot get responses because they are seeking family law help not eviction defense.

e ltis really hard to get someone on the phone is the feedback | get from customers.

e CLEAR tries to be too much for too many. Consequently, it has established real
credibility issues for itself, esp. with non-dominant cultural communities.

e Challenging not to have a CLEAR referral available in King County. Challenging for
people with legal needs to go the extra step with 211.

e | referclient to Clear all the time. But | heard from lot of clients that is very slow.

e Super impressed by website: walawhelp; RE Clear: | hear from callers that the CLEAR
line is impossible to get through or that they never get a call back.

Problems using or contacting CLEAR

e Attempts to help clients with CLEAR were not successful

e [|'ve never used it but my clients have told me it’s really hard to contact. We now add
language about “it can be hard to get ahold of clear, but we encourage you to keep
trying.”

e In general, people | have referred to clear report not being able to reach anyone.



The biggest problem is the long wait times. Many clients don't have the ability or
patience to get through.

| refer people; they tell me it's impossible to get through. That it is busy or backlogged
or never receive a call back.

Complaints have been they can never get through

CLEAR has been extremely helpful, but it can be challenging to get help, as there is
limited capacity.

Busy signals

CLEAR can be a great resource but it's limited call-in hours and limited staff means
that our clients have a very difficult time getting a hold of anyone. Many times, our
clients are facing time sensitive matters and are unable to wait 2 weeks or up to a
month on some occasions for help. We assist many clients who are going through
domestic violence and evictions.

Reported by those referred that they do not hear back or, due to having to call during
work, they have to give up and seek other resources.

It tends to be difficult to get through on the line (always busy).

busy lines

Telephone availability is extremely limited.

| gave up on testing CLEAR a long time ago

Most folks are unable to sit on the line and continue calling until someone answers -
it is definitely not accessible to folks with disability, language, or other barriers.

What is the best part of CLEAR?

e When a client can get processed and in with an Attorney through CLEAR, the
assistance, advocacy and guidance provided to the client is immensely helpful.
Initial and near immediate legal advice when a person is able to get through. Access
to forms.

It's existence! Having a space for people to get legal advice, or at least triage, is
necessary. | appreciate when CLEAR has done the intake and triage, and then e-
transfers cases, because the intake can often be the most time consuming part. It
also helps a lot when we have a conflict in our organization, having another resource
to provide them means so much. Without CLEAR, our capacity would be even more
limited.

It serves people in nearly all corners of the state.

Low barrier access

Legal advice being provided to the client

The concept of one place to call to access any legal services

Referral source

It's free and offers support on a broad range of legal issues.



e Statewide coverage

e The attorneys who provide the advice or, to a somewhat lesser extent just based on
that | hate to see people referred all over, the screeners who refer elsewhere.

e Online intake

e The people staffing the line - screeners and attorneys

e EDSL

e (Getting advice and consult when you can't get full representation.

e (Callback request that can be completed

e |deally accessibility to legal advice

o Offering help to the community when there is an extreme need and not a lot of
options/income

e Has a phone line and website.

e [t allows access in legal deserts.

e Pro bono legal help and advice for disadvantaged people.

e C(Centralized intake means referrals are easy to make

e Staff knowledge and competence

o Statewide except King County. Provides a service to have statewide intake.

e The idea that someone can call and get quick legal assistance

e Personally | don't use it, but | think should have more people receiving calls live.

e Unknown. | have not heard of it being successful.

e The fact that it is statewide, and can help with such a wide range of legal issues.

e The concept.

e The legal professionals are the best part of CLEAR.

What could be improved about CLEAR?

e Accessibility - many people report not being able to get through or speak to someone

e CLEAR could use MORE staff. The limited times available can be challenging for a lot
of people, and even with the callback option, sometimes people are not getting
advice because they are not a priority matter. If CLEAR had more triage and attorneys
to provide advice, | believe the service would be improved.

e Full intake online, not partial online and still requiring an intake call.

e Processing time, response and access to help.

e Being present in King County, limited legal areas addressed

e Mission, focus, priorities, community engagement, accountability

e Making it accessible to the folks who are trying to use it - even if that means limiting
its uses

e Add a Text or live chat option? Most callers text everything now.

e More available hours--currently 9:15am to 12:15 noon M-F



e CLEAR could be improved by opening it to King Co. residents and by increasing its
funding so that more staff can be hired, both for responding to assistance requests
and for coordinating CLEAR services with other legal aid and community-based
programs, especially programs that serve domestic abuse and sexual assault
survivors with unmet legal needs in domestic relations matters.

e Connecting people with attorneys

e Clients being able to reach an advocate

e Use smart tech and Al

e More staff time to answer incoming calls/clear

e Better explanation of potential help to courts because courts assume there is help a
phone call away.

e Being able to get ahold of them quickly. People just won't try if they can’t get through
or have to wait on hold.

e |If there were some way to get through faster/more reliably, that would be ideal. More
folks working the CLEAR line | suppose.

e Case specific lines, increasing window of call, or County/NAU/Regionally Divided
CLEAR lines.

e More funding/capacity and shorter wait times

e More accessible; more phone lines

e Greater access for the public

e How to be available to people outside of 9 to 5 pm.

e A higher case volume

e More operators, more hours for people to call in

e Call-in hours and wait times.

e More screeners!

e Wait times

e Accessibility

e Difference in access based on practice area (noneviction defense) and location,
inside versus outside King County

e The phone system

e Would be great if they could do more brief services for folks. Also, sometimes folks
have been to CLEAR and they are not sure whether they should pursue legal action or
not.

e | think CLEAR should hire more people on the phone, so clients can actually talk to a
person. Lot of our clients complain that the wait is so long.

e Make it meaningful.

e Reduced wait times/easier to get through to an attorney.

How comfortable are you referring people to CLEAR?



Feels like giving false hope to refer a person to NJP when there are few little legal
resources available.

I am absolutely comfortable with the help they’d receive if they get through but | don’t
like sending them to a resource | know will be difficult for them to access.

| have to set clear expectations that it is not a quick process and they likely won't
receive help in time for a hearing or to respond to deadlines.

[It is] the only option in areas where there [are] legal deserts such as Eastern
Washington.

| trust NJP as a resource.

I question whether the person will get through and whether the person will get a
viable referral for additional legal assistance/representation.

| refer client to CLEAR all the time hoping that received the help they need.

Would you recommend CLEAR to community members, colleagues, family
members, or friends?

No other choice

Rarely does anyone connect with an attorney to receive legal advice.

Yes, only because they have no resources to access other options.

Recommend only to those in areas where services are non-existent. (Legal deserts)
I'd rather provide a direct referral b/c often it’s difficult to reach a person on the
CLEAR line b/c of limited hours, not enough people answering phones

Because it's all we really have. | always simultaneously refer people to the regional
VLS if one exists.

If there is no other provider.

It’s the only option, so you have to recommend it.

Yes, and I'd let them know to keep trying and not give up, because wait times may be
long.

For eviction defense primarily or other housing matters.

Maybe in other counties

For limited help — if they can get through

Yes, however, knowing CLEAR capacity limits, | refer to NJP website much more
enthusiastically.

My preference is to call a legal professional directly to make a referral, but that's not
always possible to do with NJP lawyers.

To what extent do you agree with the following statement: Offering legal advice,
brief services, and information through the CLEAR Attorney team is a valuable
use of time and resources.



| would have said "l don't know." | am curious if outcomes can be studied. | am very
cynical that most clients can navigate complex legal issues with advice/information.
Would this resource be better invested in more in-depth legal services? Could advice
be better provided in person or with drop-in support to navigate WA Law Help?
CLEAR is very helpful if the people in need can get connected.

| think we have to offer advice and brief services as much as we can because we
cannot represent everyone.

CLEAR is a valuable resource for people across the state. Would like to see CLEAR
and the Neighborhood Legal Clinics, and 211 more integrated.

For those who actually get assistance.

CL may have a handful of questions that can be answered right then and there. Also
client are provided with packets of information for review/completion.

All who do not have the means benefit from access. Self-Represented individuals
need help.

That is a loaded question. What level of resources and what type of services. |
cannot answer.

By the time a person in a landlord/tenant crisis needs an attorney's legal advice,
and/or representation it is almost too late to intervene in a preventative way.

It's a good start though we legal aid professionals can also campaign with
community-based groups to restore federal funding needed to increase full
representation and community-based lawyering.

In your opinion, does legal advice, brief services, or limited scope services help
or harm unrepresented people in need of legal help?

Timing is everything. The more the service is accessible and quickly responsive, the
more helpful it is. Landlord tenant issues are fast moving.

It's been proven that even brief advice assists in improving legal outcomes. This part
of CLEAR CANNOT go away.

There seems not to be as much brief service or limited scope services as needed.
CLEAR seems to be much more of a referral service than may have been intended.

| think it is helpful if folks can actually access the services - right now CLEAR is more
harmful than helpful

Any and all services that can be provided to unrepresented people in need of legal
help (assuming it is provided by trained, knowledgeable people) is beneficial.
Unrepresented people need more options, more support-- not less.

I think it's helpful to those who have more skills, but for those who have limited
reading, English skills or other disabilities, it's not enough.

Often, people just need simple guidance or questions answered. No need to hire an
attorney for that.



Also would have said "l don't know." | think access to information is very important
and having a variety of ways to do that is meaningful. | am reluctant to say that
sharing information is harmful - but | don't know if it's typically helpful. Clients, even
with accurate advice and information, can struggle to implement that in court
systems and other systems with so many systemic barriers. Knowing and
understanding rights is not the same as securing them.

Providing clients with some guidance is better than not having the basics of what
steps need to be taken in order to accurately represent yourself in court.

Legal language, law codes, and legal documents in general are not written for the
people. The language is written for those already in the profession. Getting a brief
consult can dramatically increase a self-represented person in understanding and
chances of getting their wishes heard "properly". Commissioners and judges may not
be trauma informed let alone informed on how to assist the self-represented groups.
In criminal cases like vacating a case or a Blake case, civil legal aid's limited scope
can cause potential issues if the attorney is not well versed in criminal law. Could
expose client to issues like a breach of plea.

Lack of legal advice has long term consequences for pro se parties.

Clients get at least a starting point from where they can see how to further proceed
and have better understanding of the matter that concerns them.

Even if they don’t receive representation, knowledge is power and still helpful for
many.

It depends on the ability to proceed as a self-represented party or referral. There is
the security of knowing answers and the relief of possible help.

NJP’s Screening Unit screens applicants from the phone lines, online intake, and
partner callback requests for eligibility for legal services. Cases that do not meet
CLEAR priorities may be referred directly to a partner organization without
receiving legal advice or brief services. In your opinion, are these referrals of
eligible applicants to partner organizations helpful to partner organizations and
to unrepresented people in need of help?

CLEAR should be funded to have capacity to provide legal advice themselves. It is a
miracle to get thru to CLEAR at all, a double miracle to talk to someone and all of that
results in a referral to another place that is impossible to get in touch with. This
system is a nightmare. The guidance was, well wait until they have a summons, then
they get RTC. But they don't. This whole system is a complete failure.

Programs have had to build their own intake and screening systems and consistently
are unable to accept referrals from CLEAR.

Many people get caught in a referral loop, where everyone they contact just refers
them to someone else.



Many people are not sure about whether they have a legal problem or not and get
referred over and over. without actually talking to someone.

It is not helpful if the partner organization is not set up to provide assistance and the
individual is given false hope of help

How often does this happen? Direct transfer is better than making folks start over.
In some cases, it perpetuates the referral loop.

While it would be more helpful for folks to receive legal advice, we still appreciate
when they are referred without receiving it. It is helpful when intakes are sent to us,
complete, as that takes a lot of time and we do not always have staff available to do
that ourselves.

Clear and NJP can’t do it all, and having a centralized intake line is helpful for legal
aid in WA.

This connects people who may not otherwise know where to go for help and it saves
administrative time by creating a LS file.

I think it is helpful when prescreening is done and transferred through Legal Server
but our challenge is the capacity to meet the demand

We should be referring to each other to use each other's services best.

A high [percentage] of CLEAR referrals never respond or call back when | reach out to
them.

I don’t know how helpful they are. It would depend on whether the referral agencies
can actually help and provide trauma-informed services.

Sure! Here’s a more natural for our program specifically, we've been able to process
referrals in about a week. Once that's done, we can connect the client with an
attorney for in-person advice and advocacy support.

Cannot comment. Not enough contact established or heard.

More clarity about reason for referral and to whom they are being referred is needed
The client referrals come to our agency "sorted and vetted" Which helps us do our
part: [legal practice area]

It's somewhat helpful in that it's the help that we can afford to provide.

Can you describe any legal needs experienced by individuals in the community
that are not currently being met by CLEAR that NJP's attorney team should
consider prioritizing?

King county. King. County. | know it's not a legal need specifically, but 211 isn't it.
Pre-eviction filing case consultation would be very helpful. It will be too late to "save"
the tenancy if the caller gets: "Call us back when you have UD paperwork."

Many people | meet who have housing issues are unable to get any help from CLEAR
at all



e Young people, people with disabilities, folks who cannot navigate long wait times or
get calls back at unpredictable times

e We've noticed that many of our clients have been turned away entirely and
automatically sent to external agencies for help, even though they technically
qualified for the service through CLEAR.

e NJP should increase services to survivors of domestic abuse and sexual assault,
particularly those needing help with domestic relations cases. NJP should also limit
domestic relations legal services to survivors of domestic and sexual abuse rather
than providing those services generally.

e | honestly don't know what is currently being prioritized, so | am not sure. | feel that
family law is our most significant program that needs help, not just DV cases, but all
family law. | would like to see more support in FL cases, because we have the least
amount of staff/support in our community for it, and the greatest need.

e Family law assistance - predominantly because of the lack of response/lack of
access/slow processing time.

e Family law help should have separate hotline like eviction defense does. complex
family law needs more legal advice and support than easier or agreed cases. Not
sure what the triage system is, but county facilitators can more easily meet need for
agreed orders with legal advice.

¢ Native American Unit need a specific line. No NJP attorneys are barred within the
Tribal Court to my knowledge.

e Houseless issues

e Civil Forfeitures

e | think there should be consideration to having the team being open to provide advice
and resources on a broad range of legal issues. Most people just need to know if they
really have a legal issue and the next step they can take.

e Wills and estate planning documents

e Talk to the communities most at risk and most harmed.

e CLEAR could take calls from people in jails across the state for advice and brief
service particularly on medicaid, benefits, and reentry issues. Services in King
County. Discrimination cases.

e | think CLEAR should more targeted for our rural comminutes that are without any
legal resources

Can you identify legal needs experienced by individuals in the community that
would be better met by connecting to a community partner for legal advice
and/or brief services instead of to the CLEAR Attorney team?

e | think NJP has the deepest well of legal aid experience in WA and is best situated to
make those determinations.
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Some clients need a quick review/advise from a lawyer, but the wait is long in CLEAR,
that | rather send them to a partner so this person get the help quickly.

What is the story with eviction services in King County. That is the only phone line
that seems to ever work. My clients facing eviction in King County get to talk to an
attorney really quickly on the phone from the Tenant Resource Line. Why isn't that
statewide?

yes the housing issues, family law problems, collections, etc.

Innumerable

Veterans work because it requires accreditation. Brief advice is just hard there.
Houseless issues

If the community partner is not LSC funding restricted then ineligible families in need
of family law help would be better served and more quickly

Simple agreed family law issues

Once again, speaking solely on behalf of my program, our clients often receive faster
and more thorough assistance compared to utilizing CLEAR.

This is a very site-specific question. Cases involving physical or emotional trauma
may be better in person.

Due to work schedules people have indicated to me they have not gotten through or
received anything back.

People experiencing trauma. People from communities with mistrust of the legal
system. People who need both legal and case management support type services.
Complex legal issues - affirmative cases, housing discrimination

Please share suggestions for new referral pathways and collaborations between
NJP and community-based or other organizations.

Contract with by and for organizations who are already serving communities.

In person intake at trusted community organizations. Holistic approach that looks at
all needs of the person. Connecting callers to movements or activism on the issues
they are calling about. For family law or other cases with set schedules, having set
appointments for self-represented people to check in at each stage of the case for
legal support. Creating a network of community justice workers in social service
agencies, community orgs that work closely with the CLEAR team for support.

Tech connectivity

Online intake process

Faster processing

Communication with applicants

Set clear expectations

Provide services to family law pro se parties quickly/when there is a need, usually at
the beginning of cases for temporary orders hearings.
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NJP should be providing legal advice and materials to help people. If their clients
need more extensive services, then a referral should be made to a cbo that actually
has capacity. (None of them do). Maybe all the providers should be meeting with NJP
monthly to see what kind of capacity they have before they send referrals to nowhere
land.

Referral paths through traditional channels and VLP programs can be very helpful to
low income people seeking help

I think NJP should expand it's special education advice hotline to offer it more often,
to more people. Many parents need help navigating special education for their
children.

I understand that CLEAR manages numerous programs within its organization and
could benefit from identifying areas to scale back and reallocating those resources to
areas of high-demand.

We need to collaborate on how best to serve King County residents and leverage
capacity for screening and legal advice.

| think so far everyone is doing a great job. | understand phone lines will be busy and
hard to get through but that is the only complaint | receive.

Direct contact with other legal aid orgs. The individual attorneys demonstrate the
want to assist, but the need is greater than the staffing.

Some community partners are overcapacity for family law. LSC funding eligible clients
should be mainly served by NJP, saving privately or state funded capacity for others
not able to be served by NJP

Again, these are conversations that should be had at the regional, not statewide,
level in concert with communities.

| think will be helpful that NJP collaborate with more than just one community base
organization to help with the load of cases.

NWFHA is great at identifying pre-filing cases to refer...out we have no one to take
them.

I'm grateful that our communities can count on the inspiring and devoted legal aid
professionals who staff NJP and CLEAR and who do so much for so many.

Is there anything else you want to tell us about CLEAR?

We appreciate CLEAR, and everything they do. | think they are doing such a wonderful
job with a seemingly impossible task, and | really want to see more staff and greater
scope of work available to them.

Thank you for your hard work and dedication!

I hope that expansion of hours is part of the conversation

Rethink the purpose, mission, rationale, and core functions ASAP
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CLEAR is valuable to those in legal deserts and those without means. CLEAR line's
automated closed message (as of 5/15/2025) tells people about the eviction line,
the online submission form, or WashingtonLawHelp.

Could CLEAR be more relational and less transactional?

I think you guys are awesome. We actually received some referral from NJP. So, |
think hiring more staff will help with the amount of cases you probably receive. Train
those community partners you have so the clients don’t go from one place to other
over and over. In the agency | work [for] we receive lot of calls and they most of the
time are grateful that an actual person answers the phone and not a machine. If a
client leaves a message today, no more than 48 hours we call them back. So
customer service is a huge thing, and | think CLEAR needs to improve that.

My question is how to assist people before their situation is "too far gone"?

| feel grateful for CLEAR.
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