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Exhibit G –            
Statement from Legal Services of Greater Miami Chief Information 
Officer Ilenia Sanchez-Bryan 
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EXHIBIT G 
 

STATEMENT 
 

 I, Ilenia Sanchez-Bryson, have worked at Legal Services of Greater 

Miami as an attorney for over 16 years. For the past 10 years I have supervised 

our intake department and been primarily responsible for creating an accessible 

and easy-to-navigate intake experience for our clients and for the last four years, 

I have also served as Chief Information Officer. Additionally, I serve as the Chair 

of the Technology Committee of the Florida Civil Legal Aid Association and as a 

member of the Florida Bar Foundation Technology Committee. I also serve on 

the Advisory Committee for the Legal Services National Technical Assistance 

Program. My position at Legal Services of Greater Miami and my work with other 

legal aid programs provides affords me a unique perspective on the intersection 

of technological capacity and client needs.  

Since 2013, I have overseen the development of a statewide online intake 

application that covers every county in Florida and includes all seven LSC-

funded legal services providers. The Florida Online Intake (FLOI) application is 

built with responsive design to be mobile friendly; provides language access in 

English, Spanish and Creole; and does not require the creation of an account 

username and password. These design choices were driven by the desire to 

minimize the access hurdles for applicants and ensure that the FLOI application 

would be accessible to as many applicants as possible.  We continue to review 



the FLOI application with a lens toward UX (user experience) and UI (user 

interface) to continue to meet client needs and ensure continued accessibility. 

However, despite our design choices and focus on accessibility, we recognized 

from the beginning that the FLOI application would not be appropriate for all 

applicants, and all legal services programs participating in the FLOI application 

offer alternative means for clients to apply by telephone, in-person, or both.  

 Legal services programs use technology for a variety of client services and 

have dramatically expanded the use of these tools in response to the pandemic. 

Some of these tools include using videoconferencing for client meetings and 

hearings, using electronic signature programs to sign required documents, 

texting or emailing documents to and from clients, and remote notary services. 

While these tools have been valuable and allowed programs to continue serving 

clients, staff intervention is routinely required to ensure the clients are able to use 

the tools appropriately. Examples of staff interventions include: 

1. To receive documents from or send documents to clients who do not have 

internet access or email address:  

A. Text clients through WhatsApp/Google Voice/VOIP phone system to 

receive images (jpg) of the documents,  

B. Teach clients how to use these and other apps to scan documents, 



C. Use staff or personal cell phone to scan documents in client’s 

possession,  

D. Arrange a courier to pick up the documents from the client, 

E. Arrange for the client to come into the office to drop off the 

documents, including through corporate rideshare services, 

F. Receive fax documents from the UPS store or a similar service, 

G. Provide a document drop box for clients to provide necessary 

documents when the office is not opened, and 

H. Ask client to mail the documents when time permits. 

I. Overnight documents to clients who do not have a printer, 

J. Coordinate client obtaining internet access in the office to download 

documents. 

2. To obtain signed documents for clients who do not have internet access or 

email address:  

A. Meet the client at home to obtain the signature, 

B. Arrange for a courier to meet with client to obtain the signature, 

C. Contract a corporate rideshare service to bring the client to the office 

to sign documents, 



D. Coordinate with friends or family members authorized by the client to 

receive the electronic signature email and assist the client in signing 

and submitting the document, 

E. Arrange for the client to come into the office to obtain the signature, 

and 

F. Mail the documents with a return envelope when time permits. 

3. To arrange for videoconferencing appearances for clients who do not have 

internet access and email address:  

A. Set up videoconferencing space in the legal services office for clients 

to participate, 

B. Joined the videoconference, called the client via telephone, and 

added them to the video conference, and 

C. Added Wi-Fi access points so clients can use internet from the office 

parking lot. 

4. To communicate with clients who do not have internet access or email 

address: 

A. Rely on telephone calls but for many clients, who have mobile 

phones with limited minutes, in person meetings may be routinely 

required,  

B. Rely on a friend or relative to communicate with client,  



C. When interpretation is required, coordinate these different layers of 

communication with a language line service,  

D. Rely on US mail when time permits, and  

E. Schedule in person meetings, as necessary. 

 
As providers of legal assistance to the low-income community we embrace 

technology to provide greater accessibility for our client community; however, we 

view it as an additional door or point of entry and not the only way to access 

services. As noted, all programs offering online intake also have other forms of 

intake by phone or in person. During the pandemic, we had to rely on technology 

for the continuity of our operations and to serve clients but, as indicated above, 

we had to provide an infrastructure to help clients access, navigate, and, in some 

instances, work outside of that structure. Otherwise, we know that we would have 

created barriers to their accessing the legal assistance they needed and the 

access to justice that our system promises for every citizen. 

 
Respectfully submitted, 

 
Ilenia Sanchez-Bryson 
Chief Information Officer 
Legal Services of Greater Miami 
 


