cle, the author describes the program’s success in telling the legal services
story in terms of the outcomes accomplished for its clients.

VLSP IS A FREE-STANDING PRO BONO PROGRAM
located in Rochester, NY. It was created in 1981, with a
demonstration project grant from LSC and matching
funds raised by the local bar association. VLSP is housed
in the same building as the local LSC field program, and
works closely with that program in program delivery,
fundraising and shared administrative services.

VLSP receives funding from a variety of sources,
including the United Way of Greater Rochester. For
many years, United Way had asked, in its annual fund-
ing application, for a past vear report and upcoming
year projection on both outputs and outcomes of the
agency. Like most agencies, we found output reporting
easy and complimentary to the program. We provided
data on the number of clients represented by volunteers,
the number of new volunteers, the number of attorney
hours donated, and the number of lawyers trained in
poverty law areas.

We found outcome reporting more difficult. We
met with United Way staff and explained that outcome
reporting simply did not “fit” in the world of legal ser-
vices. We explained that, given the vagaries of judicial
and administrative processes, it was impossible for us to
predict how many cases we would win and how many
we would lose. And, we argued, it was often difficult to
characterize a result in legal cases as a “win” or a “loss,”
as we got something for our clients in many cases,
although not necessarily everything they wanted.

United Way staff did not challenge our assumption
that outcomes in legal services weuld have to be charac-
terized as wins and losses, and allowed us to measure
rather soft outcomes. The outcomes we adopted were
1) that clients would report that they had better access
to the legal process as a result of our program’s activities
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(measured in client satisfaction questionnaires) and 2)
that after attending one of our seminars, lawyers would
report higher confidence and competence in handling
cases in the subject matter of the seminar (measured
through post-training surveys). These were the out-
comes VLSP used in United Way applications for many
years.

VLSP’s first exposure to collecting outcome data
came in 1995, when the New York IOLA program asked
all grantees to collect “major benefits” data along with
CSR data at case closure. An example of these codes, as
well as the measures we have since developed, are set
forth in the acommpanying sidebar. In our office, a staff
attorney reviewing case closure forms from volunteer
attorneys notes the CSR case closing code and the IOLA
major benefit code in the file and the codes are easily
entered by data entry staff.

For our program, the IOLA major benefits data
collection became more than an administrative expecta-
tion of a major funder. It began to give us valuable in-
formation about the results of our work: the number of
battered women extricated from violent relationships
through divorce, the number of displaced workers for
whom we won unemployment insurance benefits, etc.
VLSP began to use this data in publications to docu-
ment the effectiveness of our work.

In the mid-1990’s, the local United Way began a
process of re-engineering its entire funding process. The
funder would no longer make “allocations”; it would
make “investments.” The concept of “member agencies”
was jettisoned; there would no longer be automatic enti-
tlement to United Way dollars just because an agency
had received United Way funding in the past. United
Way announced a shift to program funding, rather than






