
SECTIOn

Major achievements

Established a new staff Mental 
Health and Wellbeing Working 
Group (page 46)

Increased our Aboriginal workforce 
to 4.6% of staff (page 48)

Provided Aboriginal Cultural 
Awareness training to 133 staff 
(page 48)

Registered 640 new people for 
online learning (page 48)

Assessed 27% of records collection 
at offsite storage (page 53)

Completed two major systems 
upgrades (page 53)

Commissioned and completed 12 
service reviews (page 53)

Improved our environmental 
management (page 56)
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The Mental Health and Wellbeing Working 
Group brings together a broad cross 

section of staff tasked with the challenge 
of addressing the mental health and 

wellbeing of all staff. Members are left 
to right: Linda Kable, Tristan Webb, Shirl 

Acland, Dora Dimos (Chair), Deirdre Scott, 
Marion Hertford, Justin Hutchinson, Julie 
Todd, Richard Funston, Jennifer Bulkeley. 

Absent: Siobhan Mullany. See page 46. 
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People

Staff 
movements 2007/08 2008 /09 2009/10

New 
 permanent 

staff
85 45 29

Staff 
departures 37 56 41

Promotions 51 24 26

STAFF nuMBERS 5 YEAR TREnD

Year

FTE* figures** 
financial year 

end 

Actual staff 
number  

financial year 
end

2009-10 827.80 909

2008–09 824.34 912

2007–08 784.77 852

2006–07 742.31 805

2005–06 709.54 767

*Fte: full time equivalent ** see appendices for more details.  

STAFF MOVEMEnTS 3 YEAR TREnD

3 Managing our organisation 

The results of the Corporate Plan 
will be achieved by our highly 
qualified lawyers and advocates 
and efficient, client-friendly 
administrative staff. We made 
sure they have all the support 
they need to do their work more 
effectively.

FACT FIlE

909 staff (402 in regional offices 
and 507 in Central sydney)

435 lawyers and 474 administrative 
staff

38 aboriginal staff

675 women and 234 men

29 new starters (13 in regional 
offices)

65 lawyers have specialist 
accreditation

Health and welfare

Health in the workplace – a 
growing concern

The mental health of our 
administrative staff and lawyers, 
is as vital as their physical health. 
This year, we examined how 
well we support and assist staff 
dealing with mental health issues.
The Mental Health and Wellbeing 
Working Group was established 
in May 2010 to develop 
initiatives aimed at improving 
the psychological health and 
wellbeing of all staff and to 
identify the risks they face. The 
Group involves a cross section of 
staff from different offices, roles 
and professional backgrounds.

Occupational health and safety 
(OH&S)

Human Resources Management 
reviewed the OH&S processes, 
policies and guidelines to 
ensure best practice and facilitate 
optimum health and safety of our 
employees.
The Stay Healthy Program 
included free flu vaccinations, 
defensive driving skills training, 
a stretch break program and 
sponsoring 36 staff to participate 
in the Global Corporate 
Challenge.
The OH&S Committee, made 
up of employer and employee 
representatives, met four times to 
review OH&S issues. Committee 
membership details are in the 
Appendices.
The CEO commissioned an 
independent review of health 
and wellbeing in the Criminal 
Law Division, in particular 
to identify factors relating to 
stress, workload, mental health, 
depression and morale. 

Major achievement

Staff take action

Our new grants management 
system changed the way in which 
staff performed their work, 
causing some difficulties from 
increased reliance on computers. 
In June 2009, the CEO approved 
an independent OH&S risk 
assessment of the introduction 
and operation of the new system. 
The report was made available in 
December 2009. 
In early 2010, Grants established 
an OH&S Sub Committee to 
consider the recommendations 
of the report and implement 
suggested strategies.
Achievements include an 
ergonomic assessment resulting 
in new equipment that will help 
prevent workplace injury, and 
new strategies to minimise eye 
fatigue and repetitive work strain.

46

Grants Division OH&S Sub-Committee, 
from L to R: Alisi Kaleti, Dora Dimos, Rosa 
Ranieri, Amanda Shepherd, John Truswell, 
Dennis Doyle, Irene de Castro-Patterson, 
Vanessa Caruana, Rae Cameron and 
Steven Doumit.
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Workers compensation

Of the 33 workers compensation 
claims lodged in the 2009-2010 
reporting period, four of the 
injuries occurred in the 2008-
2009 reporting period. Figures 
and costs incurred by these four 
claims have been included in the 
2009-2010 figures.
Of the total 33 claims lodged in 
the 2009-2010 reporting period, 
32 claims were accepted. One 
claim was initially accepted under 
provisional liability, however 
declined following pre-liability 
investigation. 
The cost incurred to 30 June 2010 
of new claims reported in 2009-
2010 was $242,728 compared to 
$155,074 in 2008-2009, an increase 
of $87,654.
The number of accepted claims 
(includes claims accepted under 
provisional liability), increased 
from 29 in 2008-2009 to 32 in 
2009-2010.

Of the accepted claims in this 
reporting period, there were 12 
fall/slip and 13 body stress (e.g. 
repetitive strain injury) claims 
amounting to $113,419 or 46.73% 
of the total cost of claims. 
There was a decrease in claims 
relating to psychological injuries 
from eight in the 2008-2009 
reporting period to five in the 

current reporting period. Of 
the five claims, one claim was 
not accepted and three claims 
were initially accepted under 
provisional liability. Following 
pre-liability investigation of these 
three claims, two claims were 
accepted as ongoing claims and 
one claim was declined. 
Two of the five claims lodged 
were due to alleged bullying and 
intimidation. One of these claims 
has been thoroughly investigated 
and comprehensive action has 
been taken to address the issues. 
Action is being undertaken for the 
other claim to address the issues 
identified as the cause. 
Costs incurred by these claims 
amounted to approximately 
$126,105 or 51.95% of the total 
cost of claims for 2009-2010. 
This equates to an average claim 
cost of $293 per staff member 
compared to $188 per staff 
member in 2008-2009.
Legal Aid NSW will continue 
to pursue the established risk 
management approach to 
health and safety with a view to 
identifying any issues of concern 
before they can result in injuries/
incidents and claims.
The total number of reported 
‘Incident Only’ reports has 
decreased slightly from 25 in 
2008-2009 to 23 in 2009-2010. 

Year ahead

implement recommendations made 
by the mental Health and Wellbeing 
Working group and grants division 
oH&s sub-Committee.

Key challenge 

effectively address emerging issues 
relating to mental health and 
wellness across the organisation. 
the findings of independent 
reviews will help us to achieve this.

Record of workers compensation claims
Type of claims no of  

claims for 
2008-2009

no of  
claims for  

2009-2010

Workplace 16 17

on duty (not at workplace) 5 6

Journey 12 8

recesses – lunchtime & authorised breaks 2 2

Total claims lodged 35 33
total claims accepted 29 32

total claims not accepted - 1

total claims withdrawn 1 -

Claims declined 5 1

Work related incidents
Type of injury/incident no of  

reports for 
2008-2009

no of  
reports for 
2009-2010

Workplace 10 7

on duty (not at office) 5 3

Journey 5 10

recesses – lunchtime & authorised breaks 5 3

Total injuries/incidents 25 23
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TOTAL STAFF INJURIES/ 
ACCIDENTS 5 YEAR TREND

24 25
23

25 25

STAFF MOVEMEnTS 3 YEAR TREnD
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EEO achievements

Key initiatives included:

 y surpassing the Aboriginal 
employment target of 4.5%;

 y increasing the rollout of 
Aboriginal Cultural Awareness 
Training; and

 y implementing recommendations 
from the Disability and 
Multicultural Action Plans  
(see the Appendices).

Major achievements 

PrioritY 1: soCial inClUsion

We achieved our target of 
increasing the percentage of 
Aboriginal employees to 4.6%, 
up from 3.3% last year (well 
above the minimum government 
target of 2.6% for Aboriginal 
employment in the public sector 
by 2015). Legal Aid NSW now 
employs 38 (37.5 FTE) Aboriginal 
people, 30 in administrative roles 
and eight lawyers.
Under the Judge Bob Bellear 
Pathways to Legal Careers 
Program, two new legal cadets 
were employed in the Wollongong 
and Gosford offices, bringing the 
total of cadets to four, and four 
scholarships were provided to 
high school students to help them 
complete year 12. 
Aboriginal staff attended two 
network meetings where they 
learned new skills and were 
briefed on key projects.

Year ahead

increase our aboriginal workforce 
from 4.6% to 5% by June 2011.

Learning

FACT FIlE

4,734 course attendances

2,688 staff and 1,073 external 
partners attended 267 seminars, 
workshops and conferences

640 new online users

Major achievements

PrioritY 1: soCial inClUsion

Our Aboriginal cultural 
awareness training program 
entered its third year. The 
training helps ensure the 
workplace remains culturally 
sensitive and services are delivered 
in a culturally appropriate 
manner.
Our target is to provide 
training to 15% of staff each 
year until 2011. In 2009-2010, 
12 workshops were held at 
Central Sydney, Parramatta, 
Campbelltown and Burwood, 
attended by 133 Legal Aid 
NSW and partner agency staff, 
representing 14.6%. Staff have 
evaluated the training highly, 
finding it provides practical 
knowledge that is easily applied to 
the workplace.

We provided Aboriginal 
cultural awareness training 
to 14.6% of staff, close to 
the 15% target.

Demystifying Mental Illness training 
skilled staff to work with clients 
with a variety of mental illnesses. 
It was run four times this year, 
making a total of 45 times since 
first introduced in 2003.

PrioritY 3: integrated serViCes

Staff learning opportunities 
are being promoted more 
widely across all practice areas 
to encourage participation by 
staff from across jurisdictions. 
Wider promotion and adoption 
of ‘blended’ learning strategies 
improves service provision, 
enhances career development for 
all staff and is in line with the 
Corporate Plan.

PrioritY 4: organisational 
FleXiBilitY

Our Learning Management 
System (LMS) welcomed 640 
new users this year, taking total 
users to 1,743. While most are 
employees, there are over 200 
community legal centre staff, 37 
Family Relationship Centre staff 
and over 200 people from other 
legal, community or public sector 
agencies.
Over the year we developed 
40 new online courses. There 
are now 50 eLearning modules 
available on a wide range of 
topics including legal issues, the 
effective referral of clients and 
records management.
Staff completed 629 online 
courses, accessing material that 
helped them in their jobs and 
also met professional training 
and development requirements. 

Young Aboriginal women from country areas were successful in winning all four of the 
Legal Aid NSW scholarships on offer this year. Celebrating at the Nanga Mai Awards 
in April 2010 are L to R: Stephanie Burton, Tamika Murphy, Jessica Maher and Aloma 
Simpson-Lyons. 

3 Managing our organisation 
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Modules increased awareness of 
the diverse needs of our clients with 
video and pod casts covering topics 
such as Dealing with Clients with 
Intellectual Disability, Rethinking 
the Defence of Mental Illness, 
Homelessness and Human Rights, 
and Older People and Assessing 
Capacity.

Feedback about the efficiency and 
responsiveness of the LMS from 
users has been extremely positive. 
The LMS has also increasingly 
been used to promote and manage 
registrations for mandatory 
continuing legal education 
(MCLE), library and research 
skills training, wellness initiatives 
and to publicise events such as the 
launch in December 2009 of the 
new Community Legal Education 
resource, The Justice Maze, a DVD 
for families of people who have 
been arrested, are facing trial and 
may go to gaol. 
Throughout 2009-2010, a total of 
206 corporate training programs 
(both face-to-face and online) 
were completed by 2,031 learners 
from Legal Aid NSW and our 
external partners (see the table on 
this page for a full breakdown of 
training activities). The inception 
of eLearning has inevitably led 
to some reduction in face-to-face 
sessions but the audiences we are 
reaching are growing and uptake 
is expected to rise further when 
greater access to our learning and 
development activities is provided 
to private lawyers in 2010–2011. 
Seventy five percent of participants 
in Legal Aid’s first Diploma of 
Management course, offered in 
partnership with UTS, completed 
the course by the end of the year. 
The remainder are expected to 
complete it by October 2010 when 
the group will graduate. 
The move towards a blended 
learning approach to corporate 
induction continued with an 
introduction to IT becoming 

the latest session to move to an 
online format. The practice areas 
have similarly put a significant 
amount of their induction material 
into an online format improving 
effectiveness and flexibility in 
inducting new lawyers. 
In response to staff requests 
and to fulfill a commitment in 
the Disability Action Plan, four 
workshops looking at accessibility, 
flexibility and inclusiveness in 
both service provision and as an 
employer were conducted. The 
Australian Employers’ Network on 
Disability was engaged to present 
these sessions for Legal Aid NSW 
staff; 42 people attended.

Completing a regional office roll 
out of Cross Cultural Awareness 
and Interpreter Use that began in 
2008 and offering an opportunity 
for refresher training, we conducted 
four more sessions in Lismore, 
Orange and Central Sydney; 38 
staff participated.
The Respectful Workplace was 
run six times for 69 staff, meeting 
our legislative responsibilities and 
addressing issues around workplace 
change for the Grants Division. 
Next year will see further training 
in this area including workshops 
for managers and eLearning 
applications.
A series of workshops were 
held for lawyers and Family 
Relationship Centre mediators 
on the legally assisted mediation 
model. 
We increased the number of 
seminars our lawyers provided 
to other agencies in the areas of 
independent children’s lawyers, 
care and protection and child 
support.

Year ahead

deliver 12 aboriginal cultural 
awareness workshops in regional 
and metropolitan locations.

in line with social inclusion 
initiatives, increase domestic 
violence education and conduct 
training about the legal needs of 
emerging communities and making 
better referrals.

adapt online content to meet the 
needs of private lawyers.

expand online content to assist 
our own staff to do their jobs more 
effectively, and in particular, focus 
on the needs of legal support 
officers.

Key challenge

meeting the learning and 
development needs of all staff 
and external partners in a time of 
competing priorities and limited 
resources.
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COURSE ATTENDANCES
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5,027 4,978
4,734

3,259
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IT Training

External 
Sessions

Online learning

Internal Seminars & 
Conferences

Internal Training 
Sessions

nOTES 
Online learning has been enthusiastically 
adopted, with some reduction in face-to-
face sessions as a result.

This financial year includes two 
criminal law conferences, increasing 
numbers by 407. 

There has also been a substantial 
increase in family law training 
seminars, particularly for external 
partners in legal service delivery.
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Policy and review
Legal Aid NSW is a statutory body 
established under the Legal Aid 
Commission Act 1979. The Office 
of the Legal Aid Commission 
and the Legal Aid Commission 
Temporary Staff Division are 
Divisions of the NSW public sector 
established under the Public Sector 
Employment and Management 
Act 2002 to provide personnel 
services to Legal Aid NSW. No 
staff were employed by the Legal 
Aid Commission Temporary Staff 
Division.

Major achievements

PrioritY 3: integrated serViCes

Legal Aid NSW implemented the 
public sector wide e-recruitment 
system, which went live in June 
2010. The new system will 
allow the recruitment process to 
become paperless and more time 
efficient. All business processes 
and documentation in relation 
to recruitment and positions are 
being reviewed as part of that.
To allow staff to train and work 
across traditional program 
boundaries, Human Resources 
Management drafted a Job 
Rotation Policy that will be 
implemented early next year. 
A framework to facilitate 
opportunities for legally qualified 
administrative staff to act in legal 
officer positions was developed 
and implemented. 

PrioritY 4: organisational 
FleXiBilitY

Our Performance Planning and 
Development system is under 
review and extensive consultation 
with key stakeholders has 
commenced. The pilot and re-
launch will take place next year.
We undertook a major update 
of the Manual of Administrative 
Delegations. The Manual, with an 
accompanying set of temporary 
administrative delegations arising 
from the Savings Implementation 
Plan required by the Department 
of Premier and Cabinet in 
response to the Public Sector 
Salaries Award, will be issued 
early next year. 
The Code of Conduct was not 
modified this year.
Service reviews that will have 
implications for our staff are 
included on pages 53–54.

Year ahead

Fully implement the public sector 
wide e-recruitment system.

re-launch a revised performance 
planning and review system.

Key challenge

support the implementation of the 
corporate services reform agenda 
being implemented across the 
public sector.

Employee relations

Staff served on various internal 
committees (see full list in the 
Appendices).
Legal Aid NSW implemented a 
Savings Implementation Plan (SIP), 
to identify and implement reforms 
as a result of the State wage rises 
in 2008, and included ongoing 
consultation with the Public 
Service Association.

Professional and personal 
achievements
Three family lawyers and one 
criminal lawyer gained Specialist 
Accreditation from the Law 
Society of NSW, bringing our 
total of accredited lawyers to 65.
Three criminal lawyers were 
appointed Magistrates of the 
Local Court of NSW – Teresa 
O’Sullivan, Albert Sbrizzi and 
Estelle Hawdon.
Criminal lawyer Catriona 
Cotton was awarded a Hennessy 
Scholarship to study alternative 
court service models in Victoria.
Two Aboriginal mediators from 
the Family Dispute Resolution 
(FDR) Unit – Bronwyn Penrith 
and Frank Edwards – were 
awarded scholarships to complete 
graduate diplomas in FDR.
The Government Law Group 
won a humanitarian award for 
providing legal services to asylum 
seekers, given by the Service for 
the Treatment and Rehabilitation 
of Torture and Trauma Survivors 
and the Refugee Council of 
Australia.
Louise Sutherland received the 
Media Award at the Australian 
Youth Law Awards for her work 
in developing the educational 
film BURN as a crime prevention 
initiative for young people.

Celebrating the Media Award – Alan 
Kirkland (CEO, Legal Aid NSW), Frank 
Zipfinger (Chairman, Mallesons Community 
Board), Louise Sutherland, The Hon 
Catherine Branson QC (President of the 
Australian Human Rights Commission), Brian 
Sandland (Director, Criminal Law, Legal 
Aid NSW), Simon Moran (Chair, National 
Children’s and Youth Law Centre).

3 Managing our organisation 

50



Celebrating 30 years of legal aid

Mary Whitehead, business 
development team 

“Over the years much has 
changed in Legal Aid. We’ve 
become a much more modern and 
accountable organisation with 
a Corporate Plan and business 
rules. At its core though, Legal Aid 
remains committed to assisting 
disadvantaged people to deal with 
their legal problems and that’s what 
gives us our strength.”

Monique Hitter, director civil law

“Legal Aid is an organisation built 
on bravery not bravado. It relies 
heavily on the skills, integrity 
and hard work of its staff and is 
rewarded in doing so. Legal Aid is 
an extraordinary organisation. It has 
the people it serves at the heart of 
everything it does. We roll up our 
sleeves and do the work that needs 
to be done.”
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Mark Zaki local courts lawyer, 
Newcastle

“I may not ‘win’ every day, but it’s 
not about ‘winning’. It’s about my 
duty to my client, my duty to the 
court, being ethical and professional 
in my practice, and acting with 
integrity.”

Past and present staff from 
Inner City Local Courts 
celebrating Legal Aid’s 30th 
birthday. 
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Legal Aid NSW hosted a 30th birthday celebration on 5 November 2009.
Almost 400 staff, friends and colleagues flocked to the first working gaol in nSW – the Cell Block Theatre to recollect and rejoice. 
Milestones from our 30-year history were outlined by the Hon John Hatzistergos in his keynote address. The celebrations drew 
reflection from people about why they choose to work at legal Aid nSW. 



Teresa O’Sullivan, solicitor 
advocate in coronial inquests 
(sworn in as a Magistrate on  
30 November 2009)

“Now, more than ever, there is 
scope to help the people that need 
us the most. The fact that we are 
revising our policies on access to 
aid based on evidence of social 
exclusion instead of just whether 
someone has money or not is 
actually quite groundbreaking. So 
is recognising that our clients often 
have multiple and complex needs 
that don’t always fit neatly into one 
box. This is exciting stuff and Legal 
Aid NSW is part of it.”

Dora Dimos, manager, 
professional practices  

“As long as our clients continue to 
be central to what we do and how 
we do it, Legal Aid will be able to 
meet the challenges that lie ahead.”

Rob Wheeler, mental health 
advocate

“The rigor and independent scrutiny 
that we bring to decision-making 
and law reform, ensures our clients 
are identified and acknowledged by 
the justice system.”

David Fenech, manager, 
administrative services 

“I take special pride in managing 
the “greening” of Legal Aid. Carbon 
neutrality is our next step by 2020. 
I hope to be here then, celebrating 
our 40 year anniversary and 
reporting on many successful green 
achievements.”

Wendy Kilroy, office manager, 
Lismore

“I am very proud of the 
achievements of Legal Aid in 
general and Lismore office in 
particular for their selfless and 
tireless work in providing legal 
services to our community.”

Wayne Gale, director 
information technology 

“Legal Aid has relied on information 
technology throughout its 30-year 
history. Our technology solutions 
have become more innovative over 
the years. The future looks very 
exciting as we integrate systems 
with other justice sector agencies.”

3 Managing our organisation 
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Continuous improvement

Strong systems and processes 
made us more efficient 
and helped us to reach our 
Corporate Plan goals, resulting 
in better services for clients.

Major achievements

PrioritY 3: integrated serViCes

Two major upgrades were made 
to the grants management and 
Grants Online systems. These 
upgrades remedied a number of 
outstanding defects which had 
been making it harder for staff 
to provide an effective service to 
lawyers and clients. 
Feedback from private lawyers 
and staff was essential to this 
process. For example, a change 
was introduced to copy court 
details from the initial grant 
to the web form requesting an 
extension of the grant, saving 
lawyers from having to re-enter 
this information.
Cross-divisional forums proved 
highly successful in identifying 
and resolving systems issues for 
the in-house practice, as well as 
for private lawyers.

PrioritY 4: organisational 
FleXiBilitY

During the year the results of 
an in-house survey on costing 
our services were analysed. The 
survey provided, through a system 
of weightings, a split of our total 
cost to a set of defined services. 
The survey provides a “line in the 
sand” in-house cost position and 
a number of recommendations 
have been made to implement an 
efficient, effective and reliable in-
house costing system.

Year ahead

Upgrade the grants management 
system so that lawyers can access 
grants online functions from their 
mobile telephones. 

develop a policy on how we cost 
our in-house services into the future.

Key challenge

developing measures of successful 
outcomes for clients of legal aid 
nsW, consistent with the new 
national Partnership agreement.

Records management

The Records Disposal Program 
set a target in March 2009 to 
assess 25% of records at offsite 
storage for destruction.

In 30 June 2009, there were 
121,000 boxes in storage. By 30 
June 2010, the unit had assessed 
more than 32,000 boxes (27% 
of the total) and identified nearly 
24,000 boxes for destruction, 
saving $117,000 in annual storage 
costs.
Further improvements were 
achieved by rolling out electronic 
recordkeeping and online training 
in TRIM – the corporate record-
keeping system of Legal Aid 
NSW. In the last 12 months, 
over 4,000 archive boxes have 
been created compliantly in 
TRIM. Over 12,000 electronic 
documents were captured as 
records in TRIM since the roll-out.
Our goal for 2010–2011 is to 
assess 10% of the remaining 
records collection in off-site 
storage. 

Service reviews and 
evaluation
Reviews help us to evaluate our 
services and plan better for the 
future. The outcomes of each 
review are evaluated against the 
Corporate Plan priorities of social 
inclusion and integrated services.

This year, 12 service delivery 
reviews were commissioned or 
completed.

Major achievements

Priorities 1 & 2: soCial inClUsion 
and aCCess to JUstiCe

A Homeless Persons’ Legal 
Service (HPLS) pilot was 
conducted from June 2008, 
targeted at homeless people facing 
criminal law matters who have 
difficulty accessing mainstream 
Legal Aid NSW services. 
The pilot provided special 
provisions for grants of aid to 
clients represented by the HPLS 
Advocate, based at the Public 
Interest Advocacy Centre.
An evaluation completed in April 
2010 found that the pilot was 
successful in diverting homeless 
people from the criminal justice 
system, which suggests that it 
may have led to some savings for 
the justice system more broadly. 
As a result of the findings, Legal 
Aid NSW developed more flexible 
policies and strategies to better 
meet the legal needs of homeless 
people.
A review of the Older Persons’ 
Legal and Education Program, 
established in 2008, found it 
was an excellent service, meeting 
the legal needs of older people. 
Many of the 39 recommendations 
propose formalising existing 
arrangements and reinforcing the 
successes to date.
Completed in February 2010, a 
review of the Central Sydney Civil 
Law Advice Service identified 
areas where we can provide a 
better service. Recommendations 
include improvements that will 
ensure the civil law practice is 
serving communities most at 
need. A working committee will 
implement the recommendations 
as part of a broader social inclusion 
project (see page 14).

Organisational systems



54 legal aid nsW

PrioritY 3: integrated serViCes

The final recommendations of 
the 2008 review of learning and 
development were implemented, 
including improving the way we 
manage training budgets. 
Final recommendations were rolled 
out from a 2008 review of in-house 
library services, including:
 y a formal agreement to provide 
a reference service for cases 
and legislation relevant to 
court matters to staff from the 
Aboriginal Legal Service and 
Community Legal Centres;

 y an agreement with all major 
law publishers to ensure that 
Legal Aid NSW has the best 
possible financial advantage 
in negotiating library 
subscriptions; and 

 y upgrading the library 
management system to meet the 
demand for a more flexible and 
user-friendly library catalogue.

A review of Office Manager 
and team leader positions, 
including development of an 
updated position description, was 
completed for consideration by 
the CEO.

PrioritY 4: organisational 
FleXiBilitY

A review of our Family Dispute 
Resolution services was completed 
in May 2010.
A number of ‘engine room’ 
services were reviewed, including 
the helpdesk and mailroom 
services. Recommendations for 
improving mailroom services 
were implemented.
A review of Advocates employed 
by Legal Aid NSW was submitted 
to the CEO on 30 June 2010.
The CEO commissioned a review 
of issues impacting on staff 
wellbeing in the criminal law 
practice, particularly in relation 
to stress, mental health and 
depression. This will be completed 
in 2011.

The Legal Support Officer 
review was finalised and 
recommendations were presented 
to the CEO and Executive. A 
new position was established in 
Central Sydney to assist Legal 
Support Officers with career 
development and training and to 
ensure consistent work practices 
across all offices.

Year ahead

implement recommendations from 
reviews. 

Undertake a review of the Human 
resources Branch and a review of 
our senior management structure.

Key challenge

ensuring that the benefits of 
reviews endure beyond the 
period of initial response and 
implementation.

Resourcing staff
Legal Aid NSW relies strongly 
on its 542 administrative staff, 
in particular Grants staff, Legal 
Support Officers and Office 
Managers. Their challenge is to 
provide consistent and up to date 
support to clients and lawyers 
and we provided new resources to 
support them.

Major achievements

PrioritY 1: soCial inClUsion

New Legal Support Officer 
manuals across the three program 
areas provide staff with all the 
information they need about 
policy and procedures. The family 
law manual was completed and 
training rolled out to all offices by 
February 2010.

PrioritY 3: integrated serViCes

A set of standards was established 
as benchmarks for the training 
needs of Legal Support Officer 
and Office Managers.

PrioritY 4: organisational 
FleXiBilitY

Training is vital to the ability 

of Grants staff to interpret and 
apply data, so that they are able 
to make more informed decisions 
about the administration of 
grants of legal aid within budget 
constraints. Training commenced 
this year but further training is 
required.
Tipsheets helped Grants staff 
negotiate the new grants 
management system; and training 
and support continued to be 
provided. 
A working party made recommen- 
dations on the method of 
determining the ratio of Legal 
Support Officer positions to 
lawyer positions across the legal 
practices. 

Year ahead

review practice manuals in all 
programs to assess the practical 
application of “social inclusion” 
in accordance with policy 
development.

roll out training sessions for the 
criminal and civil law manuals for 
legal support officers and develop 
an office managers manual.

introduce a manager induction 
Program for new office managers 
and compulsory training guidelines 
for all legal support officers.

Key challenge

to ensure that managers implement 
minimum training requirements for 
support staff as recommended in 
the benchmark training guidelines.

Technology 

Information technology 
played a key role in assisting 
the organisation to deliver 
better services, and to achieve 
Corporate Plan priorities.

Major achievements

PrioritY 2: aCCess to JUstiCe

Intranet and internet

Legal Aid NSW launched a new 
intranet based on the Microsoft 
SharePoint platform. The 

Office systems

3 Managing our organisation 
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platform provides Legal Aid NSW 
staff with core intranet services 
as well as a broader platform for 
online collaboration.
A new content management 
system was selected as a 
platform for redeveloping the 
Legal Aid NSW internet site 
so that work could commence. 
Proposed improvements include 
better access to information for 
disadvantaged communities, 
including people with disabilities 
and people speaking languages 
other than English.

PrioritY 3: integrated serViCes

Joined Up Justice

Following the announcement of 
public service reforms across the 
NSW Government in July 2009, 
Legal Aid NSW worked closely 
with other agencies within the 
Justice and Attorney General 
cluster to identify information 
technology initiatives for 
collaborative development.
Joined Up Justice is a justice 
sector wide project led by the 
Department of Justice and 
Attorney General to integrate 
data across business systems 
throughout the justice sector. 
Legal Aid NSW commenced 
work on this two-year project to 
integrate its case management and 
grants management systems with 
JusticeLink, the primary system 
managing dealings in the state 
courts. Once implemented, this 
project will result in the timely 
provision of court data directly 
into Legal Aid NSW systems, and 
significantly reduce the level of 
manual data entry by our staff.
We worked closely with the 
Office of the Director of Public 
Prosecutions in relation to the 
Joined Up Justice project. A joint 
project team was established to 
facilitate the Joined Up Justice 
development across both agencies.
Once again, Victoria Legal Aid 
remained a close business partner 
as work continued on the ATLAS 
grants management system. This 

was the first full financial year of 
operation of ATLAS within Legal 
Aid NSW following a number 
of years of system development 
partnered with Victoria Legal Aid.

Audio-visual links

All of our regional locations 
now have video equipment 
connected directly to our wide 
area network, allowing us to 
progressively remove redundant 
communication links, achieving 
significant costs savings. 
A pilot of video conferencing 
direct from staff members’ 
desktop PCs to external parties, 
particularly to prisoners in gaols, 
has commenced, resulting in 
significant time savings.
Staff increased their usage of 
audio-visual link (AVL) services: 
10,409 AVL conferences were 
held this year, compared with 
9,395 last year and 3,664 in 
2005-2006.

Records management

More work was done to 
integrate our corporate records 
system TRIM with our core 
business systems used for grants 
management (ATLAS) and case 
management (CASES) as well as 
with our Microsoft SharePoint 
implementation hosting the 
Intranet and broader internal 
collaboration. When complete, 

Legal Aid NSW will have an 
integrated compliant records 
management system across all its 
core business systems.

IT service management

Through the year the Information 
Technology Services Branch 
continued to standardise IT 
processes around the Information 
Technology Infrastructure 
framework. A new service 
management system was 
implemented to manage incidents, 
service requests and changes to 
IT systems. The scope of this 
has initially been within the 
Information Technology Services 
Branch, with other support areas 
planned to use the system in the 
coming year.

PrioritY 4: organisational 
FleXiBilitY

Infrastructure

Our IT disaster recovery and core 
storage facilities were significantly 
upgraded in 2009-2010. We have 
the ability to quickly restore 
operations in the event of an 
unexpected interruption to our 
key business systems.
Investment in new multi-function 
devices throughout Legal Aid 
NSW will provide staff with 
efficient printing, copying and 
scanning equipment well into the 
future. The new equipment has a 
significantly lower overall running 
cost against the standalone copiers 
and printers replaced this year.

Library

The in-house library management 
system was upgraded, increasing 
its capacity to meet the growing 
needs of users.

Social media

Our policies about use of email 
and the internet were reviewed to 
reflect the growing need for staff 
to access social media tools in 
both a professional and personal 
capacity.
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Year ahead

integrate our case and 
grants management sysyems 
with Justicelink, with full 
implementation during 2011.

Work with the department of 
Justice and attorney general and 
other agencies to facilitate cross-
sector technology and business 
application initiatives, particularly 
more cost effective inter-agency 
video conferencing.

Upgrade core business systems and 
replace our telephone systems.

improve presentation facilities for 
new corporate reporting systems.

launch a new internet site.

Key challenge

in a climate of cost restraint in 
information technology expenditure 
across the nsW government, 
our challenge will be to provide 
improved systems in a more 
efficient manner.

Office enhancements

PrioritY 3: integrated serViCes

Our Central Sydney offices (levels 
3, 17 and 20) were extensively 
refurbished, providing improved 
working environments in 
family, civil and policy areas. 
Expanded facilities will help to 
accommodate the 4% increase in 
the number of people attending 
our Central Sydney office and 
improve integrated service 
delivery.
We provided new facilities for 
people with disabilities including 
an electronic automatic door 
and an accessible toilet on level 
20. Replacing the perimeter air 
conditioning achieved a quieter 
environment on levels 3, 8 and 20. 

The changeover was challenging 
and required out of hours work 
by staff and collaboration from 
everyone involved. 
A new regional office fit out 
at Orange provides excellent 
conference and interview 
facilities. Our business continuity 
plan was tested successfully at 
Fairfield when the emergency 
plans were used to move staff to 
temporary accommodation with 
minimal impact on client services.
We installed 110 multifunction 
machines at 34 locations state 
wide. These will better support 
staff with their busy workloads.

Year ahead

improve facilities at Central sydney.

review Wagga Wagga and nowra 
regional offices, supporting staff to 
provide more integrated services, in 
alignment with the Corporate Plan.

Key challenge

Balance the needs of staff and 
ensure their safety, providing 
minimal disruption whilst working 
onsite to improve office space and 
amenities.

How we reduced our environmental footprint this year

Goal Target Achievement
reduce electricity 
consumption 

reduce standalone 
printer numbers by 75%.

install energy efficient 
lighting to Central 
sydney office.

multifunction device rollout in progress. 

lighting upgrade completed in Central 
sydney office, reducing our carbon footprint 
by an additional 7 tonnes of Co2 emissions 
over the next year.

reduce paper 
purchasing by 10% 
(main WraPP* goal)

10% by 2010 15.7% by september 2009

**naBers Building 
energy rating for 
Central sydney 
office

4.5 / 5 by 1 July 2011 
(nsW government target, 
where feasible for offices 
over 1000 m²)

our building has a 3/5 rating as at 
december 2008. government target can be 
achieved with increased green power and 
other green initiatives in process.

green electricity 
purchasing

6% by 2009 (nsW govt 
target)

increased from 7% to 10% in 2009 and to 
15% by 2010–2011.

increase e10 fuel 
consumption 

20% from 2007 increased from 16% in 2008 to 28% in 2009.

increase vehicle 
environmental 
Performance rating 
(ePr)

12/20 by 2009-2010 
(nsW govt target)

increased from 12.5% to 13.2% 2009-2010

Carbon neutrality Carbon neutral 
operations by 2020 
(nsW government 
target)

all of the above in process.

*Government Waste Reduction and Purchasing Policy.
**National Australian Built Environmental Rating System rates the operational environmental 
performance of buildings.

Environmental management

Year ahead

increase our green rating.

launch a ‘green’ intranet page 
to engage staff in sustainability 
initiatives.

Key challenge

engage more property owners 
to manage recycling and green 
initiatives in the buildings that 
house our regional offices.




