


legal aid nSW staff use audio-visual link services to 
conduct interviews and bail applications (page 55).

a significant increase in aVl use 
since inception
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there has been a substantial increase in 
lawyers on panels over five years

this substantial increase in the number of private lawyers 
on panels relates to the increases in panels and panel size 
(page 33).
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the decline in face-to-face sessions in 2009–2010  
is offset by the growth of online learning options  
and increasing numbers of learning and  
Management System users (pages 48–49).
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about this report
This annual report reviews and reports our performance, 
including what we set out to do in our Corporate Plan 
2009-2011, based on four key corporate priorities: Social 
Inclusion, Access to Justice, Integrated Services and 
Organisational Flexibility. 

Achievements in the report are strongly aligned with our new 
plan – services for people at greatest risk of social exclusion; 
expanded early intervention programs; an increased focus on 
strong partnerships; and greater flexibility so we can respond 
better to clients’ changing legal needs.

In this report we refer to ourselves as Legal Aid NSW. 
Although our organisation is established under the Legal Aid 
Commission Act 1979, the Board endorsed the use of the 
name Legal Aid NSW in 2006.

Last year’s annual report received a Gold Award from the 
Australasian Reporting Awards – our third Gold Award.  
The report also won the Silver Award in the 2010 Premier’s 
Public Service Awards.

This is our 31st annual report. It can be downloaded from  
the Legal Aid NSW website: www.legalaid.nsw.gov.au

A printed copy may be obtained by contacting us on  
9219 5028.

about us
Legal Aid NSW is the largest legal aid agency in Australia.

We provide a range of legal services to socially and 
economically disadvantaged people through our Central 
Sydney office and 21 regional offices around NSW.

We also work in partnership with private lawyers who 
receive funding from Legal Aid NSW to represent legally 
aided clients.

We are an independent statutory body reporting to the 
NSW Attorney General, the Hon John Hatzistergos.
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TOTAL MEDIATION CONFERENCES 
IN FAMILY LAW

2,527 
2,294 

2,574 

2,135
2,237

We continue to assist growing numbers of clients to 
resolve their family law disputes without going to court 
(pages 22, 146).

Conferences have grown by  
20.6% over five years.

The Hon John Hatzistergos MLC
Attorney General, Minister for Citizenship and 
Minister for Regulatory Reform
Governor Macquarie Tower
Sydney NSW 2000

Dear Attorney

Legal Aid NSW has pleasure in presenting to 
you the report of its activities for the year 
ended 30 June 2010. This report is submitted in 
accordance with section 13(1) of the Legal Aid 
Commission Act 1979 and section 10(1) of the 
Annual Reports (Statutory Bodies) Act 1984.

Yours sincerely

Alan Kirkland 
Chief Executive Officer 
October 2010

our Vision
To ensure that people who are economically and socially 
disadvantaged can understand, protect and enforce their  
legal rights and interests.

our Mission
To deliver a range of innovative, high quality legal services  
to our clients and the community, to assist them to resolve  
their legal problems. 

our Values
Integrity: Acting ethically at all times
Professionalism: Providing high quality services
Efficiency: Using resources responsibly
Equity: Ensuring equitable access to services

Contents
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Legal Aid NSW 
celebrated its 30th 
anniversary year 
on 5 November 
2009. There have 

been enormous changes in the 
work of Legal Aid NSW over 
the past 30 years, including 
the growth in advice and 
minor assistance services, the 
development of cutting edge 
community legal education 
programs and the establishment 
of specialist services across 
criminal, civil and family law – 
just to name a few.
In 1979, there were 10 offices 
and 143 staff. Expenditure was 
$600,000 and the number of 
services provided was around 
50,000. In 2010, services are 
closer to the 800,000 mark, with 
909 staff working in 22 offices 
around NSW. Expenditure is over 
$200 million.
This birthday year was also 
a year of major reform, with 
Attorneys General from across 
Australia agreeing on a new 
framework for access to justice. 
The aim of the new framework 
is to help people to identify and 
resolve legal problems as early as 
possible, through increasing the 
availability of legal information, 
advice and minor assistance 
services.
These reforms make it one of 
the most exciting and interesting 
periods in the history of legal 
assistance in Australia since the 
establishment of broadly based, 
government-funded legal aid 
bodies in the 1970s. 

Our history

1900-1940s 
Legal aid was treated as a charity 
or a privilege until 1943, when 
the Public Solicitor’s Office was 
set up with salaried government 
lawyers providing aid in criminal 
matters. 
It was the first time in the western 
world that lawyers were employed 
to give legal aid to low income 
earners. Legal aid was now seen 
as a social right.

1970s
The Federal Government 
established the Australian Legal 
Aid Office (ALAO) in 1974 for 
legal aid services that fell within 
federal law. These “shopfront 
lawyers” were easy to access and 
helped dispel the intimidating and 
confusing face of the law. 

1979 
The NSW Government 
established the Legal Services 
Commission (now known as 
Legal Aid NSW), combining the 
Public Solicitor’s Office and the 
Law Society Legal Aid Scheme.

1980s
State and federal legal aid offices 
merged and after 1987 the Legal 
Aid Commission of NSW handled 
legal aid for both state and federal 
areas of law.

2000 and beyond
Since 2000, we have supported 
the establishment of LawAccess 
NSW as a first class telephone 
legal information service, and 
have overseen a significant 
expansion of community legal 
education, advice and minor 
assistance services.

Celebrating 30 years of legal aid

Then and now. Left: Cover of a 1970s magazine showing a shopfront lawyer and 
right, celebrating 30 years of Legal Aid, Tania Johnson, criminal lawyer says: “Working 
with Legal Aid is a continuing challenge. With each day comes a new client, a new 
matter, a change in legislation. It is this diversity that not only ensures our professional 
progression and inspires our devotion, but will also ensure Legal Aid – and those 
dedicated to represent it – will forever have a place in the criminal justice system.”

In less than 100 years, legal aid has developed from a charity to an 
important part of the justice system.

Cover: Legal Aid NSW lawyers Rebecca 
Neil, Paul Johnson, Will Tuckey and Melissa 
Schenk attend the Downing Centre in 
Sydney to appear on behalf of accused 
persons eligible for legal aid.  
Photo: Dani Pontes

Photo: Dani Pontes
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On behalf of the Board,  
I am pleased to introduce  
the 2009-2010 Annual Report.

A new Board
I assumed the role of Chair in 
November 2009. I would like to 
acknowledge the contribution of 
my predecessor, Phillip Taylor, 
who had steered the Board 
through the previous nine years. 
In joining the Board, I was 
accompanied by four other new 
members – Ian McClintock SC, 
Mary Macken, John Bordon and 
Maria Girdler. 

Reviewing Board processes
The renewal of the Board 
presented an opportunity to make 
some changes to the operation 
of the Board. Consistent with a 
decision of the outgoing Board, 
the number of Board meetings 
each year was reduced from 
eleven to six. The membership 
and terms of reference of Board 
Committees were reviewed. In 
particular, the charter of the 
Audit and Risk Committee 
was updated, to reflect new 
Government requirements for 

internal audit 
processes.

Quality services
Ensuring that services are 
delivered in an efficient manner, 
and to a high standard, is an 
important aspect of the Board’s 
role. During 2009-2010, the 
Board considered reports arising 
from reviews of a number of 
programs and services, including 
an evaluation of the Regional 
Solicitor Program, a review of 
the Older Persons’ Legal and 
Education Program, an evaluation 
of the Homeless Persons’ Legal 
Service Advocate Pilot and an 
analysis of the provision of 
legal aid in restorative justice 
projects. The review of the Older 
Persons’ Program was particularly 
positive, indicating that with 
a relatively small amount of 
funding, Legal Aid NSW and the 
Aged-care Rights Service have 
achieved significant improvements 
in the provision of legal assistance 
to older people.

Responding to change
It is important for the Board 
to ensure that policies on the 
provision of legal aid reflect 
contemporary needs. The Board 
approved changes to policy in 
relation to consumer protection 
matters, services for homeless 
people, restorative justice 
programs, alternative dispute 
resolution in care and protection 
matters, proceedings before the 
Mental Health Review Tribunal 
and orders related to a criminal 
conviction. Some of these 
decisions were made in response 
to changes in the legislative 
environment, while others arose 
from reviews of policies and 
programs.

The year ahead
The year ahead holds many 
opportunities, with a welcome 
boost in funding provided by 
the Australian Government. 
Our role as a Board will require 
us to ensure that this is used 
in the most effective manner, 
and to manage the expectations 
that inevitably accompany new 
funding. 
I have enjoyed seeing how Legal 
Aid NSW has evolved over the 18 
years since, as Attorney General, 
I was the minister responsible for 
the organisation. I look forward 
to the opportunity to guide the 
organisation through the next 
stage in its development.
 

Hon Peter Collins am qC
CHair, legal aid nsW

Chair’s report

“

“

   It is important for the Board to ensure that policies on the 
provision of legal aid reflect contemporary needs. 

Overview
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The 2009-2010 year marked 
the first year of a new, two-
year Corporate Plan, organised 
under four priority areas: 
social inclusion, access to 
justice, integrated services and 
organisational flexibility.

Social inclusion
Much of our work to prioritise 
services for people at greatest 
risk of social exclusion was 
dominated by the global financial 
crisis, with a focus on assisting 
people experiencing difficulty 
managing debts. At the same 
time, we managed to continue to 
expand services for Aboriginal 
communities and people in 
domestic violence situations.
Our work to revise some of our 
core policies on eligibility for legal 
aid, to reflect indicators of social 
inclusion, will continue during 
2010–2011. This is a critical area 
of work.
The new social inclusion 
framework could radically change 
the way in which we go about 
our business. It has thrown up 
some challenges about how 
human rights sit within a social 
inclusion framework and whether 
we should be casting our net 
wider – which is challenging, 
given our scarce resources. There 
is also a challenge in making this 
meaningful to many busy staff 
across the State. 

Access to justice
We set about improving our 
relationships with organisations 
that work with newly arrived 
refugee and migrant communities, 
and worked with the Aboriginal 
Legal Service to develop a pilot 
of new Aboriginal Field Officers, 
to help us to improve and expand 
outreach services in Aboriginal 
communities.
Legal Aid NSW was involved 
in the development of several 
significant reforms within the 
justice system, including pilots of 
alternative dispute resolution in 
the care and protection system 
and the expansion of the Drug 
Court to the Hunter.
A major challenge for 2010–2011 
will be the overhaul of our 
website, which has the potential 
to be a much better source of 
information on our services.

Integrated services
Our internal review of progress 
against the Corporate Plan, 
conducted in June 2010, identified 
that progress in the area of 
integrated services was a relative 
weakness, and would require 
further effort in 2010–2011. 
We did, however, develop several 
interesting pilots of cross-
divisional service delivery – one 
to improve assistance for people 
facing prosecution for Centrelink 
fraud (in Wollongong) and one 
for children and young people 
requiring assistance in both 
juvenile justice and care matters 
(in Campbelltown). 

During 2010–2011 we will be 
evaluating these initiatives and 
working out how they might be 
expanded to other offices.

Organisational flexibility
As a first step in this area, 
we changed the financial and 
operational reports used by the 
Executive and Board. Over the 
next year, we need to develop 
a better understanding of the 
external drivers that impact on 
our services, and assist staff to 
develop their skills in analysing 
data.

Our people
In reviewing the Corporate Plan, 
we recognised that it was very 
service-focussed, and that while 
there were some benefits to this 
approach, it failed to recognise 
a number of initiatives aimed 
at improving the skills and 
wellbeing of our staff. There were 
significant developments in this 
area, including the establishment 
of the Mental Health and 
Wellbeing Working Group. In 
developing our next plans, we 
will need to think about how 
these initiatives can be better 
represented.

CEO’s report

Although we have grown and evolved to respond to the 
needs of our clients, we have lost none of the enthusiasm 
that has characterised our commitment to high quality 
legal services over many years.

Alan Kirkland comments on 30 years of legal aid services.

“ “
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CEO’s report

Financial performance
Our expenditure grew from 
$215.9 million in 2008-2009 to  
$217.2 million in 2009-2010. 
While some of this was due to 
extraordinary factors during 
the year, and some of it was 
due to newly funded initiatives, 
some of it was the result of 
underlying growth in demand. 
The additional funding provided 
from 2010–2011 by the State and 
Commonwealth Governments 
recognises these pressures, 
and should assist us to keep 
expenditure within budget in 
2010–2011.

Our Board
The past year also saw a 
changing of the guard at Board 
level. I would like to express my 
thanks to the outgoing Chair, 
Phillip Taylor, for his sage advice 
and support, as well as Board 
members Geoff Lindsay, Pauline 
Wright, Linda Webb, Sara Blazey 
and Jack Grahame. 
We welcomed the appointment 
of former Attorney General, the 
Hon Peter Collins AM QC, as 
our new Chair. 

He was joined by new Board 
members Mary Macken, Ian 
McClintock, Maria Girdler and 
John Bordon, each of whom 
has already made a valuable 
contribution.

Looking forward
Our 30th anniversary, celebrated 
in November 2009, provided 
an opportunity to reflect on the 
role and contribution of Legal 
Aid NSW. The consistent theme 
in the stories of the past 30 
years was the commitment and 
dedication of our staff to making 
a difference, often in challenging 
circumstances. 
Although we have grown and 
evolved to respond to the needs 
of our clients, we have lost 
none of the enthusiasm that has 
characterised our commitment 
to high quality legal services over 
many years.

alan KirKland
Ceo, legal aid nsW

Alan Kirkland speaking at the  
30th birthday celebrations that took 

place on 5 November 2009.

   I feel very lucky to be the 
person in the Chief Executive 
Officer’s seat in this, our 30th 
anniversary year.

“ “

Photo: Dani Pontes

Overview 



%

Highlights at a glance

Legal Aid NSW has a very broad range of services, 
each working in the interests of their particular 
client group. This year, our new Corporate Plan 
and divisional plans encouraged staff to transcend 
organisational boundaries and provide integrated 
services that can achieve better results for clients. 
This was the first year of a new two-year Corporate 
Plan. The results are positive. 

We have improved our capacity to provide effective 
and flexible services in response to our clients’ 
changing legal needs. The second year of the Plan 
will build on this momentum.
Some actions in the Corporate Plan lend themselves 
to more than one corporate priority; therefore there 
may be some overlap. 

PRIORITY 1:  
SOCIAl InCluSIOn 

Commenced work on a social 
inclusion plan and service 
directory (page 14)
developed a pilot to employ 
aboriginal field officers 
(page 15)
opened seven more advice 
clinics for homeless people 
(page 17)
expanded services for priority 
client groups (page 15)
delivered aboriginal Cultural 
awareness training to 133 
staff (page 48)
expanded domestic violence 
services to 43 more courts 
(page 37)
established a mortgage 
Hardship Program (page 20)

PRIORITY 2:  
ACCESS TO JuSTICE 
Provided 801,356 client 
services (page 9)
Conducted 2,574 mediations 
in family law (80.8% 
settlement rate) (page 22)
increased education 
programs by 33.4% (page 27)
made 37 law reform 
submissions (pages 28, 142)
Provided regular outreach 
in 98 locations across nsW 
(pages 8, 40)
Published 10 new resources 
(pages 18, 21, 22, 25)
Commenced work on two 
new barrister panels  
(page 34)
increased bilingual education 
services (page 18)

PRIORITY 3:  
InTEGRATED SERVICES 
appointed 570 private 
lawyers to panels, 20% more 
than last year (page 33)
established a new domestic 
violence panel (page 33)
Piloted an early intervention 
strategy to keep people out 
of court (page 19)
Completed two major 
systems upgrades (page 53)
assessed 27% of our records 
collection (page 53)
established a new Family 
law legal aid review 
Committee (page 66)
Welcomed a new Chair and 
a number of new Board 
members (pages 58, 59)

PRIORITY 4: 
ORGAnISATIOnAl 
FlEXIBIlITY 
Upgraded our information 
technology disaster recovery 
site (pages 55, 63)

Conducted an in-house 
costing survey (page 53)

developed an activity based 
costing model (page 53)

improved the financial and 
operational reports used 
by the executive and Board 
(page 62)

trained staff to use the new 
grants management system 
and procedures (page 34)

Financial management
Our net financial result was a deficit 
of $2.6 million, which arose mainly 
from higher than budgeted expenditure 
grants of aid to private lawyers.
During the year, we were successful 
in securing significant amounts of 
additional funding from the State and 
Commonwealth Governments, which 
will assist us to respond to demand 
in future years, and allow us to 
expand information, advice and minor 
assistance services across the State.

 2009-2010  2008-2009 Change 
 ($M) ($M) (%) 

operating revenue      215.1 209.0 2.9

operating expenses 217.2 215.9 0.6

total assets 98.9 105.7 (6.4)

total liabilities 62.9 62.2 1.1

surplus/(deficit) (2.6) (6.6) 60.6

net equity 36.0 43.5 (17.2)

There are four priorities in the Corporate Plan – Social Inclusion, Access to Justice, Integrated Services and 
Organisational Flexibility.

We made progress towards the goals set in our Corporate Plan 2009–2011.

Financial summary
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Our services at a glance

Overview

These two pages are a snapshot 
of our client services. 

Details about our achievements 
in client service delivery are 
summarised in the Corporate 
Plan (pages 10 – 11) and 
expanded upon in Section 1. 
Here, we provide statistics for 
2009-2010. Tables showing 
a three-year comparison are 
available in the Appendices.

Information

Provided 497,872 information 
services, an increase of 4.7% 
from last year.

Our information services are 
free and can be accessed by the 
general community. Our staff can 
help with initial inquiries about a 
legal problem and legal processes, 
and provide written information 
to help clients understand their 
situation and the availability of 
legal aid. Our staff help clients 
work out what to do next, and 
the best place to go if they need 
further assistance.
Information is also available 
through LawAccess NSW, a free 
legal information, referral and 
advice service administered by the 
Department of Justice and Attorney 
General, and partly funded by 
Legal Aid NSW. 

Legal advice and minor 
assistance

Provided 93,666 advice and 
minor assistance services, an 
increase of 5.5% on last year.

Legal advice is available free to all 
our clients. 
Our lawyers will help clients to 
identify their problem, inform them 
of their legal rights and obligations 
and help them to understand what 
course of action can be taken. 
Lawyers may also draft letters 
or other documents for clients 
and make telephone calls on 
their behalf to help resolve their 
problem. We refer to this as minor 
assistance.

Legal representation

Provided representation in 
41,436 matters (13,788 in-house 
and 27,648 assigned).

Legal Aid NSW provides legal 
representation in criminal law, 
family law and civil law matters 
to people who meet its eligibility 
tests. See Policies in Brief in the 
Appendices.
Clients need to apply for legal 
aid using our application form. 
Generally, only people with 
income and assets below a 
certain level can obtain legal 
representation. Most people 
granted legal aid are required to 
pay a contribution towards the 
costs of their legal representation.

Duty lawyer services

Provided a total of 168,382 duty 
services (103,099 of these were 
in-house and 65,283 were by 
private lawyers). 

Legal Aid NSW provides lawyers 
in various courts and tribunals 
throughout NSW. 
Duty lawyers provide advice 
and/or representation to people 
appearing before the Local and 
Children’s Courts on criminal 
charges. Some matters are 
able to be finalised on the first 
appearance. Otherwise the duty 
lawyer can seek an adjournment 
for further advice, to arrange a 
grant of aid or to allow time for 
further preparation.
A duty lawyer is provided to all 
persons in custody for a first 
appearance bail application.
The duty lawyer service is free of 
charge.

Legal Aid NSW also provides 
duty lawyer services for people 
involved in proceedings under the 
Family Law Act 1975 and child 
support legislation. These services 
include providing advice and 
information, completing standard 
documents, and representation 
based on the guidelines. These 
services are provided across the 
State in the Family and Federal 
Magistrates Courts.
Duty lawyer services are available 
for children and adults involved 
in care and protection matters at 
every specialist Children’s Court 
in NSW, and at many regional 
courts when they sit as Children’s 
Courts. 
The duty lawyer acts for either 
the children or the parents (or 
other eligible adults) on the first 
day that the case is heard by 
the Magistrate and, wherever 
possible, applies for a grant of 
legal aid to continue to act as 
the lawyer for that client in the 
ongoing matter.

During Law Week (17-22 May 2010) our 
lawyers took part in activities around NSW. 
Here, Eva Karagiannis and Paul Johnson 
give free advice in Martin Place, Sydney. 

We provide information, legal advice, minor assistance, duty 
services, representation and community legal education to 
our clients. 



Legal Aid NSW also provides 
duty lawyer services for people 
with a mental illness, under the 
Mental Health Act 2007. Our 
Mental Health Advocacy Service 
provides duty services before the 
Mental Health Review Tribunal.

Publications and community 
legal education

Distributed almost 100,000 more 
publications than last year and 
increased our community legal 
education sessions by 33.4%. 

We provide free publications and 
legal education kits to help people 
in NSW to understand their legal 
rights and responsibilities. 
A full list of publications appears 
in the Appendices. 
A new catalogue of our extensive 
publications now makes it more 
convenient for organisations 
placing orders to keep track of 
new resources. It can be viewed 
on the Legal Aid NSW website 
www.legalaid.nsw.gov.au (see 
Publications in Appendices).
We conduct legal education 
sessions at venues across the State. 
These sessions can be tailored to 
suit the needs of particular groups. 

Youth hotline

Answered over 22,000 calls  
to the hotline, advising over 
10,800 young people about  
their legal rights, a 9.3% 
increase on last year. 

Our telephone hotline provides 
legal advice to young people 
under 18, especially those in 
trouble with the police. The 
services operate from 9am to 
midnight on weekdays, with a 
24-hour service from Friday to 
Sunday and on public holidays 
(see page 24).

Family dispute resolution 

Held 2,574 conferences, reaching 
full or partial settlement in 80.8%. 

We provide family dispute 
resolution (FDR) conferences in 
family law matters to facilitate the 
resolution of disputes at an early 
stage (pages 22 and 146). Parties 
are given the opportunity to 
negotiate a settlement which suits 
them, without the need to go to 
court. If a settlement is reached, 
a parenting plan is signed or 
consent orders may be drafted 
and filed in the Family Court or 
Federal Magistrates Court. 
FDR is also available for matters 
in late litigation. Before legal 
aid is granted for parties to be 
represented at a final hearing, 
if appropriate, the parties are 
referred to FDR. At least one of 
the parties must have a grant of 
legal aid before a conference is 
organised.
This year we conducted a record 
600 late litigation mediations. 
In 2009–2010, this area of 
work was boosted by the 
announcement that Legal Aid 
NSW will trial mediation in care 
and protection (see page 22).

Specialist services

Took part in reforms that result 
in more clients being eligible 
to take part in the Drug Court 
Program, where they would 
have previously been excluded.

Prisoners Legal Service provided 
prisoners with better access to 
telephone advice.

Our specialist services are staffed 
by experts in their field. Services 
include the:

 y Adult Drug Court Service
 y Child Support Service 
 y Care and Protection Legal 
Service 

 y Children’s Legal Service 
(criminal matters)

 y Client Assessment and Referral 
Unit

 y Coronial Inquest Unit
 y Homeless Legal Outreach 
Program

 y Mental Health Advocacy Service
 y Older Persons’ Legal and 
Education Program

 y Prisoners Legal Service
 y Veterans Advocacy Service
 y Youth Drug and Alcohol  
Court Service

7

Super Cuz, the Aboriginal super hero played by Kirk Page, flew in to Redfern 
and Taree to launch our educational radio plays and workshops for young 
Aboriginal people. Topics include fines and domestic violence.
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Measuring performance

Overview

Legal Aid NSW increased its provision of information 
services, advice and minor assistance and the number 
of publications distributed between 2008-2009 
and 2009-2010, both in absolute numbers and in 
proportion to the NSW population.

Satisfactory results continued to be achieved in an 
overwhelming majority of in-house file reviews. 
Client satisfaction surveys are biennial, with the next 
scheduled for 2010–2011.

Service delivery targets
In 2009-2010 we have reported performance against service delivery targets established for the first time in 2008-2009.

Measure (total number)         2008–2009 2009-2010 2009-2010  2010–2011 
  target performance  target

legal advice services 80,953 81,000 84,884 90,000

information services 475,667 480,000 497,872 530,000

in-house and assigned duty services 167,193 167,000 168,382 170,000

Conferences – family dispute resolution 2,294 2,350  2,574 2,600

Community legal education sessions 1,068 930 1,425 1,500

outreach advice services n/a 6,900 10,375  11,000

locations with regular outreach1 n/a 102 98  107

locations with regular outreach for aboriginal communities n/a 14 11 14

Legal Aid NSW maintained a sound performance effort in 2009-2010.

KEY PERFORMANCE INDICATORS

PERFORMAnCE AREA RESulT
07–08

RESulT
08–09

RESulT
09–10

 Community awareness of legal rights and responsibilities

Client satisfaction rating 

n/a (survey  
not conducted 

during 2007-08) 86.5%*

n/a (survey 
not conducted 

during 2009-10)

average waiting time for advice appointments 1 week 0.93 weeks 1.12 weeks
number of information services provided  361,736  475,667 497, 872

rate per 100,000 of nsW population accessing information services  5,177 6,739 6,991

number of advice and minor assistance services provided  82,469  88,763 93,666

rate per 100,000 of nsW population accessing advice &  
minor assistance services  1,180 1,258 1,315

number of publications distributed  382,405  548,203 634,496

rate per 100,000 of people accessing publications  5,472  7,767 8,910

 Accessibility of legal aid
means test income limit as a % of national minimum weekly wage 60.9% 58.5% 58.5%

Percentage of local Court sittings serviced by duty lawyer schemes 100% 100% 100%

 Representation service standards
Percentage of satisfactory comprehensive in-house file reviews 96% 96% 97.4%

number of legal aid nsW lawyers with specialist accreditation  69  66 65

number of legal aid nsW lawyer attendances at training sessions  2,060  1,813 2,648

number of private lawyer attendances at legal aid nsW training sessions  960  1,316 1,560 

*Survey based on civil law clients only.

1Where in-house practice areas conduct outreach in the same location, the location is only counted once. Outreach locations of the Regional 
Outreach Clinic Program are also included.



9Annual Report 2009–2010

Fact file

Finance 

Our total income was $215.1 
million and we spent $217.2 
million.

Of our total expenditure, 47.5% 
was spent in criminal law, 30.4% 
in family law, 10.6% in civil 
law and 11.5% in community 
programs. See the financial 
summary on page 67 for details 
about where our funds come from 
and how we spend them. Details 
about our community program 
funding can be found in the 
Appendices.

People
We employed 909 staff (827.80 
FTE) as at 30 June 2010, 403 in 
regional offices and the balance in 
the Central Sydney office. Of that 
total, 435 were lawyers and 474 
were employed in non-legal roles. 
Sixty five lawyers had specialist 
accreditation (NSW Law Society 
qualifications for expertise in 
their field).

Divisions
Our organisation has four 
divisions: Legal Services; Strategic 
Planning and Policy; Grants; and 
Business and Client Services. Our 
organisation chart appears on 
page 60. 
Within Legal Services there are 
three legal practice areas – civil 
law, family law and criminal law 
(pages 20-26). Each legal practice 
area has a number of specialist 
services (page 7). 

Clients
Our client profile has remained 
relatively stable over the past five 
years. There has been an increase 
in the proportion of total case and 
in-house duty services provided to 
Aboriginal people. The increase 
in the proportion of these services 
to Aboriginal people is greater 
in some of the in-house practices 
(pages 20, 22 and 24), reflecting 
an emphasis by Legal Aid NSW 
on meeting the needs of this 
disadvantaged group. 

Performance
The operations of Legal Aid NSW 
are guided by a number of plans, 
including our Corporate Plan; 
Information and Communication 
Technology Strategic Plan; Total 
Assets Management Plan; and 
divisional plans.
Our key performance indicators 
measure how we are performing 
in accomplishing our core 

business. See pages 10–11 for our 
Corporate Plan and summary of 
future goals, and page 8 for our 
indicators and targets.

Management
An independent Board oversees 
our long-term strategic 
direction, whilst the day-to-day 
management is overseen by the 
Chief Executive Officer, assisted 
by a senior executive team of 
seven directors. See page 61.
The term of the previous Board 
expired in October 2009, and a 
new Board was appointed from 
November 2009. See pages 58 
and 59 for their profiles and 
achievements.

Private lawyers
In 2009–2010, 44.3% of our case 
and duty services were provided 
by private lawyers. See Assigned 
Grants and Duty Services on  
page 146.

Key legislation
Our organisation was established 
under the Legal Aid Commission 
Act 1979.

Section 68 of the Legal Aid 
Commission Act 1979 enables 
Legal Aid NSW to establish 
special consultative committees to 
advise the Board in exercising its 
functions under the Act. 
A full list of these committees 
appears in the Appendices.
The health and safety of people 
in our workplace is conducted 
in accordance with s18 of the 
Occupational Health and Safety 
Act 2000.
Our lawyers are bound by the 
Legal Profession Act 2004.

Our financial statements are 
prepared in accordance with the 
provisions of the Public Finance 
and Audit Act 1983.

We provided 801,356 client 
services.

Total Legal Representation: 41,436 
Inhouse: 13,788

Assigned: 27,648

Total Duty Services: 168,382
Inhouse: 103,099
Assigned: 65,283

Total Other Services: 591,538
Information Services:  497,872

Legal Advice:  84,884
Minor Assistance: 8,782

TOTAL CLIENT SERVICES IN 2009–2010: 801,356

 

Percentages  (%)
*Includes Newcastle and Wollongong

0 10 20 30 40 50 60 70 80 90 100

CLIENT PROFILE LEGAL AID NSW
BASED ON TOTAL CASES AND IN-HOUSE DUTY SERVICES
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With dependants 

On C’wlth benefits
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Aged under 18

Aged 60+

Rural and regional* 
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Aged 18-59

Born in non-English
speaking countries
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CORPORATE PlAn 2009 – 2011

revise key policies on access to aid, based on evidence of  
social inclusion and exclusion

expand and improve services for aboriginal communities, people  
in domestic violence situations and people experiencing financial 
stress

improve relationships with non-legal service providers working  
with disadvantaged communities

make better use of the web, to improve access to information  
on legal issues and services

develop and implement community legal education programs 
for emerging migrant and refugee communities

expand and improve outreach services in aboriginal 
communities 

 
Contribute to reforms to the legal system, particularly in 
relation to dispute resolution, trial efficiency and diversion 
from the criminal justice system 

introduce new cross-divisional service delivery initiatives

Provide more opportunities for staff to train and work across 
traditional program boundaries

improve communication and collaboration with private  
practitioners, the aboriginal legal service and community  
legal centres

develop an integrated suite of demand, cost and efficiency 
indicators

improve the ability of staff to interpret and apply data,  
through better communication, systems and training

Prioritisation of services  
for those at greatest risk  
of social exclusion

Early access to legal 
assistance through 
information, community 
education and reforms  
to the legal system

Improved responses to the 
diverse needs of clients

Better understanding of, and 
responsiveness to, changing 
legal needs

3 Integrated services>

4 Organisational  
flexibility >

Corporate actionsCorporate priorities 

2 Access to justice>

>>

1 Social inclusion >

Overview
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Year ahead

• Commenced work on a legal aid nsW-wide social inclusion 
plan and service directory (see page 14).

• established the mortgage Hardship Program (see page 20).
• increased service usage by aboriginal clients, across all 

practice areas (see page 15).
• expanded domestic violence services to 43 more courts and 

developed new resources for women experiencing domestic 
violence (see page 37). 

• established seven new homeless advice clinics in the Hunter 
and riverina regions (see page 17).

• increased community legal education programs for 
aboriginal communities (see page 27).

• Held Fines days in regional areas and trained community 
organisations to provide advocacy on fines (see page 20).

• launched a suite of resources based on the principle of best 
interests of the child (see page 22).

• Used legal theatre in bilingual education sessions (see page 18).
• developed a pilot to employ three aboriginal field officers to 

focus on family and civil law services (see page 15).
• delivered monthly outreach services to remote regional 

areas with high aboriginal populations (see page 40).
• influenced reforms on the introduction of alternative dispute 

resolution to the care and protection jurisdiction (see page 28).
• made preparations for introducing new barrister panels for 

complex criminal trials and appellate work (see page 34).
• made 38 law reform submissions and improved systems for 

identifying key law reform issues and contributing to law 
reform (see page 28).

• Commenced a pilot care and protection/Children’s legal service 
“continuity of representation” project at Campbelltown (see page 18).

• implemented a new specialist domestic violence practitioner 
panel (see page 33).

• developed a pilot that provides a better service to people 
charged with Centrelink fraud (see page 18).

• assessed 27% (target: 25%) of records collection at offsite 
storage (see page 53).

• developed draft rotational policy for lawyers and training 
modules for legal support officers (see page 50).

• Collaborated with community legal centres to provide legal 
services to Family relationship Centres, as part of a new early 
intervention strategy that will help to keep people out of court 
(see page 19).

• Finalised the in-house costing methodology (see page 53).
• developed an activity based costing model (see page 53).
• Upgraded the legal aid nsW information technology disaster 

recovery site (see page 55).
• trained 129 staff so they can confidently use the new grants 

management system (see page 34).

What we achieved 

>>

Our first-ever two year Plan increases our capacity to build on long term projects and goals.

• analyse results from survey of legal aid applicants to 
produce social exclusion indicators that can be used 
in eligibility policies.

• Provide a new program of domestic violence training 
to staff and private lawyers.

• evaluate the mortgage Hardship Program.
• expand the family law outreach program and 

outreach services for older people and homeless 
people.

• establish an early intervention Unit in family law to 
ensure prioritisation of services for those at greatest 
risk of social exclusion. 

• launch a new legal aid nsW internet site.
• develop short films on family law topics for families 

in conflict.
• expand community legal education, including in 

regional areas, for community workers working with 
socially excluded people.

• support the expansion of the drug Court to the 
Hunter.

• expand outreach advice services to areas with 
significant aboriginal populations.

• implement two specialist barristers’ panels to 
undertake complex criminal law matters and 
criminal appellate matters.

• assist and support staff to work and train across  
in-house legal practice areas and programs. 

• enhance training and development opportunities for 
private practitioners who undertake legal aid work.

• Partner with community legal centres to ensure that 
effective legal services are made available to clients 
of Family relationship Centres across nsW.

• Provide an employee assistance Program for staff of 
community legal centres.

• develop a better understanding of the external 
drivers that impact on our services, and assist staff to 
develop their skills in analysing data.

• meet our obligations in the national Partnership 
agreement through the development of 
comprehensive data reporting.
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Working within the justice system

PrioritY 1: soCial inClUsion PrioritY 2: aCCess to JUstCe

PrioritY 3: integrated serViCes PrioritY 4: organisational FleXiBilitY 

1. Our mandate

Legal Aid Commission Act 1979
Board of legal aid nsW
mission and Vision
Corporate Plan 2009-2011

2. Identify legal service needs

data and research
Consultation with clients and 
stakeholders
operational statistics

3. Inter-agency networks

australian legal assistance Forum
Justice executive
national legal aid
nsW legal assistance Forum
nsW legal information and  
referral Forum

5. Service delivery

legal advice and information
Community legal education
duty solicitor services
representation and casework
dispute resolution
specialist services
Community funded programs

6. Continuous improvement

Client surveys
Conferences
service reviews and evaluation
law and policy reform

Legal Aid NSW is a major stakeholder in providing services that promote social justice and reduce 
disadvantage.

Our role in the justice system is shown in the diagram below. It illustrates the importance of strong partnerships 
with other agencies in providing legal services and shaping policy to directly benefit our clients. 

Mortgage Hardship Program
after identifying the high level 
of need, legal aid nsW and the 
Consumer Credit legal Centre set 
up the mortgage Hardship service, 
funded by the Public Purpose Fund 
(see page 20).

Improving services for 
people experiencing 
financial stress

Contributing to reforms 
to the legal system, 
particularly in relation 
to trial efficiency

Barrister panels
the trial efficiency Working group 
made recommendations to address 
inefficiencies in criminal trials. this 
will lead to enhancements to the 
broader justice system (see page 34).

Closer collaboration 
with community legal 
centres, as part of an 
early intervention 
strategy that will help 
keep people out of 
court

Early Intervention Strategy
the Commonwealth attorney general 
funded new partnerships to provide 
legal services at Family relationship 
Centres. legal aid nsW collaborated 
with Community legal Centres to 
provide services in FrCs (see page 19).

Improving the ability 
of staff to interpret 
data, through better 
communication,  
systems and training

new systems
an evaluation showed that staff 
needed more training to use the 
new grants management system 
confidently. training sessions were 
held during the year (see page 
34), equipping staff to provide an 
effective service to lawyers and 
clients.
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4. Partnerships

aboriginal legal service 
(nsW/aCt) ltd
Community legal Centres
Cooperative legal service 
delivery Program
lawaccess nsW
Private legal profession
Women’s domestic 
Violence Court advocacy 
services

2009 – 2010: how our corporate plan actions improved access to justice for clients
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