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Mission and Guiding Principles

Legal Aid Virtual Assistant (LAVA) is a chatbot designed by Atlanta Legal Aid Society, Inc. and LawDroid
through a grant from the Legal Services Corporation to increase access to justice for the public. LAVA allows
users to navigate common civil legal problems in Georgia by providing bilingual, plain-language answers
and resources. Our goal is to help Georgians better understand their rights.

e Access First: Every design and development decision prioritizes making legal information more
equitable and accessible for users.

e Trustworthy Information: LAVA's knowledge base was created from articles and resources publicly
available on GeorgialLegalAid.org. Each article is vetted by an attorney and reviewed annually for
accuracy.

e Transparency & Trust: The platform will always disclose when a user is interacting with an Al and will
clearly state the limitations of the tool.

e Ethical Use of Al: All platforms and tools are vetted to ensure privacy, security, and responsible data
practices.

e Plain Language: All content is presented in clear, everyday terms to ensure legal issues are
understandable to a broad audience.

Scope and Usage

e Provides conversational, text-based responses to user queries.



Delivers information and resources on civil legal problems in Georgia.
Links to self-help materials, legal clinics, and other Atlanta Legal Aid/Georgia Legal Services Program

services.

Supports both English and Spanish queries through automatic translation and response.
Handles a wide range of input, including vague or misspelled questions.

Suggests follow up questions relevant to conversation and answerable by LAVA.
Provides the option for voice-to-text questions and text-to-voice responses.

CONVERSATIONAL RESPONSES

How do | appeal a SNAP denial?

& LAVA

If you are denied SNAP benefits or disagree with a decision
about your SNAP benefits, you have the right to request a
hearing to appeal that decision. Here is how you can appeal a
SNAP denial in Georgia:

1. Contact your local Division of Family and Children
Services (DFCS) office. You can do this by phone or in
writing.

2. You must request the hearing within 90 days if your denial
was based on eligibility. For other types of SNAP
decisions, the time to appeal may be shorter.

3. When you request a hearing, you will have the opportunity
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ANSWERS IN SPANISH

¢;Como apelo una denegacion de SNAP?

& LAVA

Para apelar una denegacién de beneficios de SNAP (Programa
de Cupones para Alimentos) en Georgia, debe seguir estos
pasos:

1. Solicitar una audiencia imparcial.

Puede hacer esto llamando o contactando por escrito
a su oficina local de la Divisién de Servicios para
Familias y Nifios (DFCS).

Debe solicitar la audiencia dentro de los 90 dias si la
denegacion fue por razones de elegibilidad. Para otras
decisiones, el tiempo para apelar puede ser menor.

2. Presentar la solicitud de audiencia.

LAVA is NOT a lawyer. It cannot and will not provide legal advice.
It does not search the internet or use generalized large language model (LLM) knowledge or training

data.

It will not speculate or fabricate answers when a query falls outside of its knowledge base; it is
programmed to respond with "I do not have the information to answer your question."



LEGAL DISCLAIMER NO SPECULATION

/N Legal Disclaimer Why is the sky blue?

Please read and accept the following legal disclaimer to
continue using the service

. . . : & LAVA
LAVA is a chatbot, here to provide general legal information
on topics such as domestic violence, child custady, housing, I do not have the information to answer your question. If you
and public benefits. LAVA can’t provide legal advice or are looking for legal information, you can go to

represent you. For legal help specific to your situation,
please talk to an attorney. This interaction does not create

GeorgialLegalAid.org. If you need legal advice, you may want
to talk to a lawyer. You can apply for help from Atlanta Legal
Aid, Georgia Legal Services Program, or search for a lawyer
on the State Bar of Georgia website.

| Agree and Understand Iﬁ? qu ") Read Aloud

an attorney-client relationship, and the information you
share is not confidential or privileged.

Content and Information Management

LAVA's knowledge base is drawn from static documents that are one-for-one matches to the public-facing
information and resources on Georgial.egalAid.org.

LAVA's knowledge base is maintained by Atlanta Legal Aid’s Innovation team.

Content is updated by editing static documents, a process that requires no coding.
Routine reviews of the knowledge base are conducted in coordination with the review of
GeorgialLegalAid.org’s self-help materials to ensure accuracy and currency.

LAVA operates as a closed system, which prevents the introduction of misinformation and Al
"hallucinations."

Input resembling personal and sensitive information is automatically redacted, ensuring user privacy.
User feedback and usage trends are monitored anonymously to identify knowledge gaps and guide
future improvements.

Ethical Safeguards and Disclaimers

To protect against the unauthorized practice of law (UPL), LAVA operates under strict ethical safeguards.



e Clear Disclaimers: A clear disclaimer is presented at the beginning of every user session, and
cautionary language is embedded in responses to reinforce that LAVA is not a legal professional.

e "Cautious Design" Policy: LAVA's programming deliberately avoids speculative responses. This
conservative approach, while potentially frustrating for some users, is a core safeguard to ensure
interactions remain within ethical and legal boundaries.

e Static, Expert-Approved Content: All LAVA responses are built from pre-approved materials that are
routinely reviewed by legal aid staff. Only trained staff can update this content.

Feedback and Accountability

e Users can rate each interaction with a thumbs up or thumbs down.

e A thumbs-down rating prompts a text box with the message: "Help us improve / What could we do
better? Your feedback helps us provide more accurate and helpful responses."

e This feedback is stored in real-time and is used by the Innovation Team to identify knowledge
gaps, clarify or expand existing answers, and flag queries that should not be addressed by the
chatbot.

Future Development Roadmap

Integration

Embed LAVA directly on the GeorgialLegalAid.org website.
Content Expansion

Add more legal practice areas and updated guidance.

Data Driven Design
@ Utilize anonymized usage data to guide improvements to the system's design and
functionality.

Sync Content
Pull resources directly from GeorgiaLegalAid.org to LAVA via LawHelp API.

Contact

For any issues, ideas, or feedback related to LAVA, please contact:
Virginia O’Reilly

Community Education and Outreach Coordinator, Innovation Team
Email: vmoreilly@atlantalegalaid.org



