
 

                 

                  

        

             

 

 

 

  

       

      

                      

                      

       

 

      

                   

            

    

 

     

                

                

                 

 

                

                 

       

 

      

                    

                  

       

    

       

     

 

            

 

       

                       

              

 

               

        

 

        

                 

 

  

  

   

 

Dear Client 

Legal Aid NSW 2019 Client Satisfaction Survey 

Your feedback is important to us. 

Every few years we ask our clients to take part in a client satisfaction survey. This is a list of questions that 

help us find out what our clients think and feel about the legal help we give them. We then use this 

information to plan and improve our services. 

Why do we do a survey? 

A survey is a good way to get feedback about what we do. Also, we have to report to 

the Commonwealth government about our services. A client satisfaction survey helps us 

do both these things. 

Who will do the survey?
�

A company called Lonergan Research is doing the survey for us. They are an independent market
�
research agency. If you wish to check, Lonergan Research is listed with the Australian Market and
�
Social Research Society. You can call the Society’s Survey Line on _ 1300 36 4830 to verify.
�

Caller ID 

02 9046 5656 

The caller ID that will appear on your phone when they call you will be:
�
02 9046 5656. If you are unavailable to take the call you can call them back on
�
that number to reschedule a suitable time.
�

How can you have your say? 

You may get a call from Lonergan Research in the next few weeks. They will ask you to answer some 

questions about yourself and the help you are getting from Legal Aid NSW. For example, they may ask 

you what it was like to: 

• contact us 

• apply for a grant of aid 

• deal with your lawyer. 

The survey should take no longer than 15 minutes of your time. 

Do you have to do the survey? 

You can choose if you want to do the survey. If you do it, we want you to answer the questions as best 

you can. The information you give us will help us improve our service. 

The survey is completely confidential. In no way will you be identified, or your responses 

connected to you personally. You will remain anonymous. 

The Frequently Asked Questions on the back of this letter give you some more information about the 

survey. 

How to find out more about the survey 

Tel: 9219 5000 • Fax: 9219 5923 • NRS: 133 677 • LawAccess NSW: 1300 888 529 

Address: 323 Castlereagh Street, Sydney 2000 • PO Box K847, Haymarket NSW 1240 • DX 5 Sydney 

Website: www.legalaid.nsw.gov.au • ABN 81 173 463 438 

We have accredited specialists in children’s law, family law and criminal law 

www.legalaid.nsw.gov.au


 

                 

                  

        

             

 

     

 

        

                       

                     

                 
 

             

                       

          
 

          

                
 

                

                  

               

       
 

           

                 

                  

                  
 

                  

                  

                 

          
 

                   

               

              
 

             

               
 

      

                   

                       

          
 

            

           

       

 

                

           

 

            
 

 

  

 

 

 

  

      

 

 

Frequently Asked Questions and Answers 

Do I have to answer the survey? 

No. You can decide if you want to do the survey. You don’t have to do the survey, but we’d really like it 

if you did. We would like as many people as possible to answer the survey because that will give us a 

clearer picture about what clients think of our service and how we can make it better. 

Can I still get legal aid if I don’t answer the survey? 

Yes. You can still get legal aid if you don’t answer the survey. The things we look at when we work out if 

you can get legal aid are separate to the survey. 

How will my answer to the survey questions be used? 

We use the information in the survey to improve the service we give to our clients. 

The information you give to the person who interviews you is confidential. The research company will 

remove any information that identifies you. They will use the answers you give to write a report that 

summarises how different groups of clients answered the survey questions. The report does not single 

out the answers of one person. 

Will my lawyer find out what I say about them? 

No. You should answer the questions as openly and honestly as possible. The information you give to 

the interviewer is confidential. This information will not be passed on to your lawyer. The only way your 

lawyer will know if you answered the survey or what you said is if you tell them yourself. 

What will happen if I give negative feedback or make a complaint when I answer the questions? 

We want you to answer the survey questions openly and honestly. We want to know if you were 

unhappy with our service at any time. The information you give to the interviewer is confidential and 

won’t be linked back to you at any time. 

If you do want us to know about your complaint, go to the Feedback and Complaints page on our 

website www.legalaid.nsw.gov.au and fill out an online complaint form or use the brochure we have 

sent with this letter. We will then write to you with a response. 

How can I take part in the survey if I have hearing difficulties? 

You can use the National Relay Service (1300 555 727) to answer the survey questions. 

How long will the survey take? 

It should take you about 15 minutes to answer the survey questions. If you can’t talk to the interviewer 

at the time they call, you can ask them to call back at a better time. You can also stop the interview at 

any time and ask the interviewer to call you back. 

What can I do if I have more questions about the survey? 

If you have more questions about the survey you can contact: 

Judith Levitan ( 9219 5671 email: clientservice@legalaid.nsw.gov.au. 

If you need an interpreter, call the Translating and Interpreting Service (TIS) on 131 450 and 

ask them to call Legal Aid NSW on 9219 5671. 

You can also see information about this survey on our website at: https://www.legalaid.nsw.gov.au/about
us/who-we-are/our-clients/client-satisfaction-survey-2019 

Yours sincerely 

Jane Cipants 

Director, Client Service Legal Aid NSW 

Tel: 9219 5000 • Fax: 9219 5923 • NRS: 133 677 • LawAccess NSW: 1300 888 529 

Address: 323 Castlereagh Street, Sydney 2000 • PO Box K847, Haymarket NSW 1240 • DX 5 Sydney 

Website: www.legalaid.nsw.gov.au • ABN 81 173 463 438 

We have accredited specialists in children’s law, family law and criminal law 

www.legalaid.nsw.gov.au
www.legalaid.nsw.gov.au
https://www.legalaid.nsw.gov.au/about-us/who-we-are/our-clients/client-satisfaction-survey-2019

