
 

 

      

        

 
          

                  
                  

          

     

             

               
            

              

          

      

             
                

           

                 
                
             
              

     

         
                 

        
    
       

       

            
                 
                

              
                   

               
               
          

      

               
                

             

            

Frequently Asked Questions and Answers:
 

Legal Aid NSW Client Satisfaction Survey 2019
 

We want to give our clients the best service possible. 

Every few years we ask our clients to take part in a client satisfaction survey. We ask them 
questions that help us find out what they think and feel about the legal help we give them. 

We use this information to plan and improve our services. 

Why do we survey clients? 

A survey is a good way to get feedback about what we do. 

We also have to report to the Commonwealth government about our services. The National 
Partnership Agreement on Legal Assistance Services requires all Legal Aid Commissions in 
Australia to undertake a client satisfaction survey this financial year (2018 – 2019). 

The client satisfaction survey helps us to do both things. 

Who are we surveying this year? 

From 2006 -2015, we canvassed satisfaction with our legal advice and minor assistance 
services provided in a Legal Aid NSW office by in house lawyers and support staff. 

In 2017 we started to do things a bit differently. 

We surveyed a random sample of casework clients (i.e. clients who had a grant of legal aid) 
who had active files and were serviced by in-house lawyers. This year we are looking to 
build on and consolidate our knowledge of client satisfaction with casework services. We 
plan to survey all casework clients (including clients serviced under ELA) serviced by both 
in-house lawyers and panel lawyers. 

However we will not be surveying clients who are: 
•	 under 16 years of age (this means the survey will not cover clients with ICL, children’s 

crime and some care and protection matters), 
•	 in custody, 
•	 in mental health facilities. 

Why are we doing things differently? 

Our past surveys about client satisfaction with advice services consistently showed high 
levels of client satisfaction. We thought that if we kept the survey in the same format, it 
would limit our opportunity to learn new things about how we can improve our services. 

We think it is important to examine client satisfaction with our casework services because 
casework is a significant part of the work we do at Legal Aid NSW. It is the most complex 
and time consuming type of work. It involves the investment of substantial resources both on 
the part of the lawyers (in-house and panel lawyers) servicing the clients and across Legal 
Aid NSW as an organisation as a whole. 

What are we hoping to achieve? 

The survey results will give us information that will hopefully help us improve our systems 
and processes and develop the skills and capacity of our staff and of panel lawyers. 

We will be able to use the information from the survey results to: 

• make real, tangible differences to the lives of our clients 



 

 

            

        

         

       

         

             

    

                  
        

                 

                 
              

           

             

              
                 

                  
              

         

          

                   
             
                   

   

     

           
 
          

 
 

 

• make our processes and systems more efficient (including for panel lawyers) 

• demonstrate accountability and transparency in our work 

• demonstrate the value and impact of our work 

• demonstrate commitment to client centred service. 

How are we going to survey clients this year? 

We are engaging a third party contractor, Lonergan Research to conduct the survey.
 

The survey process involves:
 

Step 1 – Legal Aid NSW generates a list of clients who are eligible to participate in the
 
survey. This list includes the client’s contact details.
 

Step 2 – Legal Aid NSW sends these clients a letter informing them of the upcoming survey.
 

Step 3 –The third party contractor contacts clients on the list by telephone and asks them to
 
participate in the survey. The contractor interviews those clients who agree to take part.
 

How will the responses from clients to the survey be used? 

We will use the information from the survey to improve services to clients. 

The information that a client gives to the interviewer is confidential. The client’s specific 
answers to questions will not be passed on to the client’s lawyer or to individual’s at Legal 
Aid NSW. The report on the results of the survey will not single out the experiences of an 
individual client or their views about their particular lawyer. The report will examine general 
trends or patterns (if any) in client responses. 

Why is it important for clients to have a say? 

The more clients that answer the survey, the more we can rely on the results of the survey to 
reflect our clients’ experiences and draw meaningful conclusions from the results. In other 
words, we can get a clear picture of what our clients think of our service and how we can 
make it better. 

Useful resources and further questions 

You can find out more about previous client satisfaction surveys here. 

If you have any further questions, you can email clientservice@legalaid.nsw.gov.au. 

https://www.legalaid.nsw.gov.au/about-us/who-we-are/our-clients/client-satisfaction-survey-2017

