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This study was conducted by Lonergan Research on behalf of Legal Aid New South Wales between
August and October 2025. It is the first report to detail customer feedback on duty lawyers and
the services that they deliver.

It covers Lonergan’s approach to the collection of information using quantitative surveying online
and in a CATI environment.

For more information on this report, or the Legal Aid NSW Satisfaction study, please contact
phil@lonergan.team

Page | 2


mailto:phil@lonergan.team

Table of contents

EXECULIVE SUMIMIAIY ..ottt ettt et ettt beetaesaesbeeseesb e beebeessessesbeeseens 5
Lo INEEOAUCTION. ...ttt ettt ettt et e st et easereebe et e b esseteebesbessessernerens 7
L1 HiStOriCal COMPAriSONS . ...ciciieiieieieteeteeeteet et esens 8
1.2.  Definition of TErmMiNOIOGY ....ccceirieeiieieieeee e sens 8
2. METNOAOIOGY...iiiiiieieiieiieie ettt ettt ettt et et s e s e s e e b e s e s ese e eseneeseseesesensesenees 9
2.1, ClienNt database. ..o 10
2.2, FIEIAWOIK oottt se st s e s e esens 1
2.3 WEIGNEING ettt s et s ettt ne e ne 13
3. Legal Aid NSW DULY LABWYET ..ottt e et s e s s s esassssasaesasessenas 14
3.1.  Overall satisfaction with service from duty lawyers...........ccccovvieinnnnecninnnnen 15
3.2, Meeting eXPeCtatioNs ..o 20
3.3, ROIE Of AULY [AWYET ..ot 21
4. Drivers of SatisfaCtion ..o 24
4.1, Drivers of Overall SatisfaCtion ......ccoeiieiieeiceee s 25
4.2, Prioritisation ANGIYSES. ..ottt 27
5. Perceptions of Legal Aid NSW ...ttt bbb 30
B.1. POSITIVE PEICEPIIONS ..o ottt se s e 31
5.2. Opportunities for iMProvVeMENT ........cceireiieeeceeee et 32
6.  Pathways t0 the SEIVICE ...t 33
6.1.  Awareness of Legal Aid NSW ..o 34
6.2. Ease of contacting Legal Aid NSW when help was first needed ..........ccceueuue. EE
6.3. Engagement of Legal Aid NSW SEIVICES .....ccovieriirieirieiiieieeeieeeeeee e 36
7. Access to Legal Aid NSW and SEIrVICES......cuoiivieiiieiieiecetieteteteeetetes et aesaseas 37
7.1.  Contact with Legal Aid NSW before Court.......cccooiviniiniicceceeeeeceee 38
7.2. Barriers to accessing Legal Aid NSW ... 38
7.3. Clients with personal or cultural NEEdS........ccccvieiiiereiieice s 40
7.4, Interpreter reQUIrEMENTS ..ottt eb e ese s e 42
7.5. Clients With @ disability......ccccceiirieiieiieeeee e 44
8. Key Client OULCOMES .....cooiiciiectieeteete ettt ettt b et b s s te s seseesens 48
8.1.  Impact of duty lawyer on legal problem ..o 49
8.2. Impact of legal @SSIStANCE .....coccviieiiiciee s 50
9. Future Usage and Client Recommendation .........ccccoeeiieieieieinieieeeeeeeeeve e 51
9.1, Future usage of Legal Aid NSW ..ot 52
9.2. Recommendation of Legal Aid NSW .......ccoiiiioieeeeeeeeee e 53
10. Conclusion and ReCOMMENAALIONS........cueueieiiiiirieieieereeeee e 54
TOL. CONCIUSION ettt ettt ae e s e s e ene 55
10.2. RECOMMENAATIONS. ....ciiieiiieiee ettt eaenes 56

Page | 3



Table of figures

Figure 1: Client database composition (n=11,733 unique duty client records) .........cccccecevvvvererrrernnee. 10
Figure 2: Three modal approach to data ColleCtion ... 12
FIQUIE B WEIGNTES ettt s et s e s e s s s e e s e s et ese s eseneeseneesenesens 13
Figure 4: Satisfaction with service received from the duty lawyer ..., 15
Figure 5: Satisfaction with service received from the duty lawyer by type of service...................... 16
Figure 6: Satisfaction with service received from the duty lawyer by law type......cccooveviercvnennnnn. 17
Figure 7: Satisfaction With tIMEliNESS ..o 18
Figure 8: Overall satisfaction with the service from the duty l[awyer........ccccccvveivireiineieneieee, 19
Figure 9: Performance vs expectation Of [AWYEN ... 20
Figure 10: Client understood role of AUty [aWYET ..o 21
Figure 11: Duty lawyer assisted in understanding of legal proCess .........c.coceeevvvreeennnccccnene 22
Figure 12: Fulfillment of duty lawyer responsibDilities ........ccoeireirieerieieieeeeeeeeeeeee e 23
Figure 13: Drivers of overall satisfaction (represented by duty lawyer in court) ........cccccccovverrerernnen. 25
Figure 14: Drivers of overall satisfaction (only received advice from duty lawyer) ..........cc.cco.c...... 26
Figure 15: Prioritisation Analysis (represented in court by a duty lawyer) .........cccocooeereerevecerernnne. 28
Figure 16: Prioritisation Analysis (only received advice from duty lawyer).........cccccoceveeeevicccrerenne. 29
Figure 17: Positive perceptions of Legal Aid NSW ... 31
Figure 18: Opportunities for iMProVEMENT.........ccceiieiiceceeeee et 32
Figure 19: Initial awareness of Legal Aid NSW ...t 34
Figure 20: Additional information sources for Legal Aid NSW ..o 35
Figure 21: Agreement it was easy to contact Legal Aid NSW when help was first needed............ 35
Figure 22: Length of time before help was SOUGNT ... 36
Figure 23: Spoke to anyone at Legal Aid NSW before showing up in court........cccoevivieivieeenrennnene. 38
Figure 24: Had problems accessing Legal Aid NSW when they first needed help........ccccueu...... 38
Figure 25: Barriers to accessing Legal Aid NSW ... 39
Figure 26: Had personal or cultural needs that Legal Aid NSW needed to consider....................... 40
Figure 27: Types of personal or CUltUral NEEAS ..........cooveuiieeiieieeceeeeee e 4]
Figure 28: Agreement that Legal Aid NSW met the cultural or personal needs .......c.cccccoveveuvnneen. 42
Figure 29: Legal Aid NSW's ability to handle a request for an interpreter........cccceevveiieceeenenne, 42
Figure 30: Types Of iNterpreter USE ...ttt 43
Figure 31: Types Of diS@DiliTy ...ciciiuiiieeiieice ettt ettt b e s 44
Figure 32: Required adjustments in order to aCCeSS SEIVICE .....coouvvriiereirieiiieieeeeeeeeeee e 45
Figure 33: How Legal Aid NSW staff handled accessibility needs .........ccoevveiiecisccenciieeee, 45
Figure 34: Ways in which Legal Aid NSW did not meet accessibility needs.........cccccceeveiierienennne. 46
Figure 35: Opportunities to better meet accessibility Needs ..o, 47
Figure 36: Impact of having duty lawyer on resolution of client's legal problem........c.cccoeuvnnen... 49
Figure 37: Outcomes of help received from Legal Aid NSW .......ccocooiiiiiiieiieieeeeeeeee e 50
Figure 38: Agreement that the client would know where to seek help in future .....cccceevveieieenen, 52
Figure 39: Agreement that the client would recommend Legal Aid NSW's services........cccccueueu.. 53

Page | 4



Executive Summary

2025 is the first report covering client satisfaction with Legal Aid NSW'’s duty lawyers and the
services that they deliver.

Overall satisfaction with duty lawyers

Four out of five (82%) duty clients were satisfied with the overall performance of their Legal Aid
NSW duty lawyer, with more than half (56%) saying that their duty lawyer exceeded their
expectations.

The duty lawyers performed consistently across all geographical locations, with no significant
differences in satisfaction between regional to metropolitan courts.

While overall satisfaction with the service was consistent between criminal and family clients,
clients that were dealing with criminal matters were more likely to score the service 10 out of 10
than clients with family matters (52% criminal, cf. 44% family).

This difference is most likely due to the type of service received from the duty lawyer, as 81% of
clients with criminal matters were represented in court compared to 62% of clients dealing with
family matters.

Satisfaction was higher for clients that had been represented in court by a duty lawyer (84%)
compared to those who had only received advice from their lawyer (74%).

The higher satisfaction for clients that had been represented in court by a duty lawyer was driven
by how the lawyer represented them in court and the timeliness in which Legal Aid NSW dealt
with their legal issue. Lawyers were seen as polite and respectful, and inspired confidence through
the delivery of helpful advice.

For clients that had only received advice from a duty lawyer, the experience was not as
satisfactory. The main reason for dissatisfaction was their ineligibility to be represented in court
or that they did not qualify for additional legal services.

While the advice lawyers were still seen as polite and respectful, they were far less likely to be
seen as helpful, and they were not as effective at communicating how a client should deal with
their problem nor what was going to happen next in their case. This also resulted in lower
confidence in the lawyer’s advice compared to clients who had been to court with their lawyers.

Satisfaction among clients with a disability

Clients with a disability typically had lower satisfaction (71%) with their duty lawyer than clients
without a disability (85%). Accessibility to Legal Aid NSW's services was difficult for some clients
with a disability, with one in ten (10%) saying that they did not feel comfortable asking for
adjustments to be made to meet their needs.

Access to Legal Aid NSW

Almost nine in ten (88%) clients either agreed or strongly agreed that it was easy to contact Legal
Aid NSW when they first needed help, with 86% of clients stating that they experienced no issues
accessing Legal Aid NSW. Of the 11% of duty clients that did experience at least one barrier to
accessing Legal Aid NSW's services, the leading issue was that they were initially told that they
did not qualify for legal aid, closely followed by the complexities with the process of getting help.
Both barriers were apparent for 4% of duty clients.
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Section 01 Executive Summary

Clients with personal and cultural needs

One in five (22%) duty clients had a personal or cultural need that needed to be considered by
Legal Aid NSW when they were being assisted. Of these clients, more than half (55%) had a
disability, and just under a quarter (23%) needed an interpreter.

Three quarters (73%) of duty clients with a personal or cultural need agreed, or strongly agreed,
that Legal Aid NSW was able to meet their specific needs. For clients that requested an interpreter,
almost all (94%) thought Legal Aid NSW handled their requests very well or well enough.

For clients with a disability, four in five (80%) were satisfied with how Legal Aid NSW handled their
accessibility needs. While this was a high level of satisfaction, there was some room for
improvement in terms of communication.

Where the needs of clients with a disability were not met, it was predominantly because they did
not feel comfortable asking for an adjustment, they were not able to understand the information
or advice they were given, or that Legal Aid NSW staff did not understand their disability.

Impacts of Legal Aid NSW Duty Services

Just under four in five (78%) clients said that having a duty lawyer made their legal problem much
or somewhat better. This increased to 82% for lawyers who represented their client in court and
fell to 66% for clients who only received advice from their lawyer.

More than four in five (83%) duty clients reported that the help they received from Legal Aid NSW
improved the situation in at least one aspect of their life.

Seven in ten (71%) clients believed that the assistance from Legal Aid NSW helped make their
understanding of their legal problem and situation better. Two-thirds (66%) reported the legal
help improved their confidence in dealing with their legal problem. 55% of clients’ stress or anxiety
levels improved with the help received from Legal Aid NSW.

Increased anxiety for clients with a disability

Two out of five (39%) clients with a disability reported at least one aspect of their life worsening
after receiving legal help. Clients with a disability reported a worse situation for: their level of
stress or anxiety, their ability to carry on with their day-to-day activities, confidence in dealing
with the problem and their level of safety and security.

Future usage and recommendation

The positive experience delivered by Legal Aid NSW's duty lawyers translated into strong
advocacy for the service, and a high likelihood of re-engagement should its services be required
again.

Nine in ten (91%) duty clients agreed that they knew where to seek help from in the future, with
half (51%) strongly agreeing. Only 6% disagreed that they would know where to go. More than four
in five (85%) agreed that they would recommend Legal Aid NSW to other people, with one in ten
(11%) disagreeing.
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Section 01 Introduction

1.1. Historical comparisons

Surveying of the Duty Service (Duty) clients commenced in 2025, no data is available for previous
years

1.2. Definition of Terminology

These terms will frequently appear throughout the report, and are defined as follows:

Satisfaction
e Highly satisfied: Score of 8-10 on an 11-point scale of 0-10

e Satisfied: Score of 6-10 on an 11-point scale
e Moderately satisfied: Score 5-7 on an 11-point scale

o Dissatisfied: Score of 0-4 on an 11-point scale

Statistical relevance
e Significant. Denotes that two data points are statistically significant in their variation

e Indicative: Denotes that data points do not differ in a statistically significant way, but are
likely to indicate a trend have a high likelihood of variation

Sample sizes

e Client data: The client database of n=11,733 unique and viable duty service client records
derived from n=16,466 duty service client records provided by Legal Aid NSW in 2025

e Population data: The total client database provided by Legal Aid NSW, containing unique
cases, but in some instances, duplicated individuals (n=16,466).

e Survey sample: The n=836 clients that completed an online survey or CATI interview in
2025

e CATI sample (Computer Assisted Telephone Interview): The n=402 clients that
completed the survey over the phone with an interviewer in 2025

e Online sample: The n=434 clients that completed the survey through an online portal,
either on a computer or mobile device, in 2025
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Section 02 Methodology

2.1. Client database

Legal Aid NSW provided a list of n=16,466 records of Duty cases that qualified for Lonergan to
contact. This list excluded certain specified jurisdictions, client characteristics, inactive and older
files, and other criteria'.

The list was not unique by client, with some clients having multiple concurrent or simultaneous
cases within the client base. To prevent a client being asked multiple times to complete a survey,
the list was condensed down to a list of n=11,733 unique clients. When clients with multiple cases
were approached to complete the survey, they were asked to select which case they would like
to answer questions on.

Figure 1: Client database composition (n=11,733 unique duty client records)

Segment Count of records % of client base
Case Type

Civil n=7 <1%

Criminal n=10,428 89%

Family n=1,298 N%

Gender

Male n=7,822 68%

Female n=3,793 32%

Not identified n=18 <1%

Aboriginal or Torres Strait Islander n=1,736 15%

! Clients who were under 18, were in custody or who were flagged as unsafe to contact were removed from the list
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Section 02 Methodology

2.2. Fieldwork

The 2025 Duty service methodology used the same technique as the 2025 casework survey - a
mixed methodology approach of telephone and online surveying. A CATI (Computer Assisted
Telephone Interviewing) methodology was used for the telephone components, where human
operators administer the survey, however, computers manage the scripts displays, skips, survey
flow and validation of survey responses upon data entry.

N=434 of the n=836 completed surveys were conducted online, and n=402 surveys completed
via CATL.

The response rate based on the number of unique individuals who received an invite to complete
a survey was 7%, with the fieldwork period running from 4™ August to 26" October 2025.

2.2.1. Preliminary approach letter

A PAL (preliminary approach letter) was sent to all potential respondents by Legal Aid NSW, either
by mail or by email, prior to Lonergan Research making any contact with Legal Aid NSW clients.

2.2.2. Three modal approach to data collection

Lonergan approached Legal Aid NSW clients by email, SMS and telephone, depending on the
information available. Our approach is summarised in the figure below.

To assist in the management of the fieldwork, the initial client base was divided into 3 batches of
approximately equal size. Batch 1 was a random selection of clients that was supplemented with
all the records that did not have an email address or an SMS capable phone number.

Batch 2 contained the remainder of client records that did not need to receive the survey in either
Chinese, Vietnamese or Arabic, batch 3 contained only clients that needed one of the translated
surveys. The records without an email or mobile number were prioritised to be interviewed over
the phone.

Throughout the fieldwork process, clients would receive a PAL, followed by an email invite one
week later with a link to complete the survey. A second email invite reminder was sent the
following week.

On the third week after the PAL was sent, they would receive an SMS invite with a link to complete
the online survey. Clients that did not complete a survey online after 4 weeks were then called by
a telephone interviewer to complete via CATI. At the CATI stage, there was an additional option
for the interviewer to send an email or SMS invite to the client should they wish to complete the
survey online.

At each stage the client was given the option to opt out of receiving further invites or calls from

Lonergan. Any client that either completed the survey or opted out of communications were not
contacted again.
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Section 02 Methodology

Figure 2: Three modal approach to data collection

Email

Pre approach

letter Email invite B

— :
reminder

CATI
interview

SMS invite

2.2.3. Surveying of Non-English Speakers
The Duty survey was available online in four languages:

e English
e Simplified Chinese
e Vietnamese

e Arabic

All pre-approach letters, emails and SMS texts were sent in simple English. Clients that were
flagged in the list provided by Legal Aid NSW as requiring a Chinese, Vietnamese or Arabic
translator were directed to the relevant version of the survey based on their need.

2.2.4. Aboriginal and Torres Strait Islander People

Whilst quotas were not set on the proportion of the sample who identified as Aboriginal or Torres
Strait Islander, Lonergan monitored this to ensure proportional representation to the Legal Aid
NSW client base. Lonergan conducted n=145 interviews with clients who identified as being
Aboriginal and Torres Strait Islander, which was 17% of completed surveys.

The use of CATI interviewing enabled Lonergan to achieve high representation of Aboriginal or
Torres Strait Islander people, who are typically less likely to engage with online surveys. 62% of
completed surveys for Aboriginal or Torres Strait Islander people were completed via CATI,
compared to 46% of non-Aboriginal or Torres Strait Islander clients.
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Section 02 Methodology

2.3. Weighting

The final dataset was weighted to be representative of the Duty client base of Legal Aid NSW, to
a profile derived from the entire Legal Aid NSW Duty client list provided. The population counts
in Figure 3 were used to determine the target weighted proportions of the dataset, and all
weighted data throughout the report will be consistent with the population proportions in the
table.

Despite a lower incidence rate of completed surveys for clients that received duty service for
criminal law matters, a statistically robust sample was achieved across the total population. The
lower proportion of criminal law surveys is consistent with current and previous studies conducted
with casework clients for Legal Aid NSW.

Figure 3: Weights

Weighted targets ‘ Civil law ‘ Criminal law H Family law Total
Population counts n=7 n=15,111 n=1,348 n=16,466
Population proportions <1% 92% 4% 100%
Unweighted survey counts C|V|I law Criminal law | Family law Total
Surveys completed n=650 n=185 n=836
Survey proportions <l% 78% 22% 100%
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Section 03 Legal Aid NSW Duty Lawyer

3.1. Overall satisfaction with service from duty lawyers

Overall, clients were highly satisfied with their duty lawyer

Overall satisfaction with Legal Aid NSW Duty lawyers can be considered as very high, with more
than 4 out of 5 (82%) clients satisfied (rating 6-10 on a 0-10 scale)- This includes more than half
(52%) of clients who rated their satisfaction as 10 out of 10.

Figure 4: Satisfaction with service received from the duty lawyer

—_—

10 - Extremely satisfied
9

8 52%

7

mb6 — Satisfied 82%

m5
_— 10%
=3 12%

m2 6%

-

} Dissatisfied 12%

@30. On the scale where zero means very dissatisfied and ten means very satisfied, how satisfied were you overall
with the service you received from the duty lawyer?

Base: 2025, all duty clients (n=836)

Values of less than 3% are not labelled

[}

m 0 - Extremely dissatisfied

2025

Lower satisfaction among clients with a disability

Clients that had a disability were less likely to be satisfied with their duty lawyer. Less than three
quarters (71%) of clients with a disability were satisfied compared to 85% of clients without a
disability.

The lower levels of satisfaction can be attributed to Legal Aid NSW not always meeting
accessibility needs for clients with a disability. For this cohort, 10% did not feel comfortable asking
for an adjustment to be made (to meet their accessibility needs), 8% did not understand the
information or advice that was provided to them. 7% of clients with a disability did not feel that
their disability was addressed appropriately by the lawyer, e.g. they were asked inappropriate
questions, or inappropriate language was used in relation to their disability.

This was reinforced in the open-ended question that asked “What, if anything, needs to be

improved?” where clients with a disability were most likely to cite communication and contact
issues (17%) compared to clients without a disability (7%).
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Section 03 Legal Aid NSW Duty Lawyer

Higher satisfaction among clients who are represented in court by a duty lawyer

Clients who are represented by a duty service lawyer in court have a higher level of satisfaction
than those who only receive advice. 84% of clients who were represented in court were satisfied
compared to 75% where they had only received advice.

The main cause of dissatisfaction for the advice only clients was around the eligibility to be
represented in court or qualification for additional legal services?.

Figure 5: Satisfaction with service received from the duty lawyer by type of service

10 - Extremely satisfied |
9
8 44%
54%
-
mb Satisfied 75% — | Satisfied 84%
m5 %
m4 13% 1%
=3 7% %
m2 5%
ml ) 5%
m 0 - Extremely dissatisfied 5%
Advice Represented
only in court

@30. On the scale where zero means very dissatisfied and ten means very satisfied, how satisfied were you overall
with the service you received from the duty lawyer? S2A Were you represented at court by a duty lawyer or did you
only receive advice at the court? Base: 2025, all duty clients. Received advice only (n=239), Represented in court
(n=597)

Values of less than 3% are not labelled

2 Categorised from open-ended question, Q2 What if anything can be improved (about LANSW's service)
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Section 03 Legal Aid NSW Duty Lawyer

Similar satisfaction levels between criminal and family cases

Four in 5 (82%) duty clients were satisfied with the service received, regardless of law type.
However, more clients that were dealing with criminal matters gave the top score of 10 compared
to those who were dealing with family matters (52% criminal, cf. 44% family).

This difference is most likely due to the type of service received from the duty lawyer, as 81% of
clients with criminal matters were represented in court compared to 62% of clients dealing with
family matters. There is stronger correlation with overall satisfaction with the duty service when
examining the different types of service.

Figure 6: Satisfaction with service received from the duty lawyer by law type

10 - Extremely satisfied

9

8 44%
52%

7

mé Satisfied 82% — — Satisfied 82%

m5 13%

wa 10%
15%
=3 1%

6% e

m2

[

S

m 0 - Extremely dissatisfied

Criminal Family

@30. On the scale where zero means very dissatisfied and ten means very satisfied, how satisfied were you overall
with the service you received from the duty lawyer? D8 For what kind of legal problem or problems have you received
a duty service from Legal Aid NSW for recently? Base: 2025, all duty clients; Family law type (n=185), Criminal law
type (n=650). Excludes civil law type (n=1)

Values of less than 3% are not labelled.
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Section 03 Legal Aid NSW Duty Lawyer

Almost four out of five clients satisfied with the timeliness Legal Aid NSW dealt with their issue

Almost four out of five (78%) duty clients were satisfied with the timeliness with which Legal Aid
NSW dealt with their legal issue, with almost half (46%) giving the maximum satisfaction rating of
10/10 for timeliness. One in 8 (12%) of duty clients were dissatisfied with how long it took Legal
Aid NSW to deal with their legal issue.

Figure 7: Satisfaction with timeliness

10 - Extremely satisfied
9
8 46%
.
mé I
~ Satisfied 78%
mb 10%
m4
13%
m3

6%

m2

-

[ W

m 0 - Extremely dissatisfied } Dissatisfied 12%

2025

©34A. How satisfied are you with the timeliness with which Legal Aid NSW dealt with your legal issue?
Base: 2025, all duty service clients (n=836)

Values of less than 3% are not labelled
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Section 03 Legal Aid NSW Duty Lawyer

Clients were most satisfied with the lawyer’s conduct and assistance in court

At least three in five clients were highly satisfied with all service aspects from the duty lawyer,
with the lawyer’s politeness and respectfulness garnering the highest satisfaction (81%). Of clients
who were represented in court, 77% were highly satisfied with how the duty lawyer represented
them in court, and 73% were highly satisfied with how they explained the court outcome.

Clients were less likely to be highly satisfied with the lawyer’'s responsiveness to making

adjustments for their disability (61%) and the time the lawyer gave them (62%).

Figure 8: Overall satisfaction with the service from the duty lawyer

The lawyer's politeness and respectfulness

How the lawyer represented you in court

The lawyer explained the outcome of what
happened in court

The lawyer's sensitivity in responding
appropriately to meet your personal or...

The lawyer listening to your legal problem

The helpfulness of the advice you were given

The lawyer clearly explaining what was going
to happen next in your case

The confidence you had in the lawyer's advice

The lawyer helping you to understand the type
of assistance Legal Aid NSW can provide

The way the lawyer helped you to understand
how to deal with your legal problem

The time the lawyer gave you and did not rush
you

The lawyer's responsiveness to making any
adjustments for you because of your disability

81%

77%

73%

71%

7%

70%

70%

68%

68%

67%

62%

61%

V5 769 %

o¥/5% 13%

Vy257% 15%

V3% 20%

(0V5% 14%

oV 0% 15%

V5% 17%

OV A6% 16%

V7% 16%

13% Y RMEUYVA

13% E5/mVy

V6%  27%

Highly Satisfied (8-10) m Satisfied (6-7) m Neutral (5) m Dissatisfied (0-4)

Q28. For each statement, please indicate how satisfied you were with each aspect of the service you received

from your duty lawyer on a scale from zero to ten
Base: 2025, all duty clients (n=836)

* Duty clients who were represented in court by the duty lawyer (n=597)

** Duty clients with personal of cultural needs (n=185)
*** Duty clients with a disability (n=144)
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Section 03 Legal Aid NSW Duty Lawyer

3.2. Meeting expectations

Majority of clients felt their duty lawyer exceeded their expectations

More than half (56%) the clients reported that their duty lawyer exceeded their expectations, with
one-third (33%) of the duty lawyers’ service being much better than they expected. 27% of clients
felt the service they received from their duty lawyer was as good as they expected, and one in
twelve (13%) thought it didn't meet their expectations.

Clients with a personal or cultural need were significantly more likely to find their duty lawyer
much worse than they expected (11%; cf. no needs 5%).

Figure 9: Performance vs expectation of lawyer

Much better than you expected N
Better than you expected _ 23%
About as good as you expected | 27

Worse than you expected - 7%

Much worse than you expected - 7%

Not sure - 3%

©29. Would you say the service you received from the duty lawyer was better, worse than expected or about as good
as expected?
Base: 2025, all duty clients (n=836)

Expectations more likely to be exceeded after court representation

Clients who were represented at court by their duty lawyer were significantly more likely feel the
duty lawyer exceeded their expectations (60%,; cf. only received advice 45%), and significantly
more likely to say it was much better than they expected (36%; cf. only received advice 23%).

Conversely, clients who only received advice at court from the duty lawyer were more likely to
claim the service received was much worse than they expected (12%; cf. represented at court 5%).
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Section 03 Legal Aid NSW Duty Lawyer

3.3. Role of duty lawyer

Almost all clients understood the role of the duty lawyer in relation to their case

Nine in ten (90%) clients understood the role of the duty lawyer in relation to their case, with 43%
strongly agreeing with this statement. Only 7% of clients did not understand the role of their duty
lawyer.

Figure 10: Client understood role of duty lawyer

agree | 7
Disagree . 4%

Strongly disagree . 3%

Unsure . 3%

©5B. Agreement with the statement — | understood the role of the duty lawyer in relation to my case
Base: 2025, all duty clients (n=836)

Clients with a disability or specific needs less likely to understand role of duty lawyer

Clients with a disability were significantly less likely to understand the role of their duty lawyer
(83%; cf. without disability 91%). Conversely, clients with a disability were significantly more likely
to disagree with the statement (13%; cf. without disability 5%). Clients with a personal or cultural
need had a similar experience, as they were significantly more likely to disagree with the statement
(12%: cf. no needs 5%).

Clients represented in court by duty lawyer understood role of duty lawyer more

Clients who were represented in court by the duty lawyer were significantly more likely to
understand the role of the duty lawyer (91%; cf. only received advice 84%). Almost half (46%)
strongly agreed with the statement (cf. only received advice 31%).
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Section 03 Legal Aid NSW Duty Lawyer

Majority of clients claim their duty lawyer helped them understand the legal processes

Six in seven (86%) clients reported that their duty lawyer assisted them in understanding the legal
processes relating to their case, with almost half (48%) strongly agreeing. One in ten (11%)
disagreed with this statement.

Figure 11: Duty lawyer assisted in understanding of legal process

Disagree - 7%
Strongly disagree . 4%

Unsure . 3%

QO5C. Agreement with the statement — The duty lawyer helped me understand the legal processes relating to my case
Base: 2025, all duty clients (n=836)

Clients with disability or specific needs less likely to say duty lawyer assisted in understanding

Clients who identified as having a disability were significantly less likely to say their duty lawyer
helped them understand their legal processes (79%; cf. without disability 87%). Conversely, they
were significantly more likely to strongly disagree with the statement (9%; cf. without disability
3%). Clients with a personal or cultural need were also significantly more likely to strongly disagree
that their duty lawyer helped in understanding their legal processes (9%: cf. no needs 3%).

Clients represented at court more likely to agree duty lawyer helped in understanding

Clients who received court representation from the duty lawyer were significantly more likely to
agree that the duty lawyer helped them understand the legal processes (89%; cf. only received
advice 76%). Conversely, clients who only received advice at court from the duty lawyer were
significantly more likely to disagree with the statement (18%; cf. represented at court 9%).
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Section 03 Legal Aid NSW Duty Lawyer

The majority of clients agreed their duty lawyer carried out their duties well

Almost all (93%) clients reported that their duty lawyer ensured their conversations were
conducted as privately as possible. Nine in ten (90%) clients believed their duty lawyer listened
to their legal problem. 85% said their lawyer helped them understand how to deal with their legal
problem, while 82% reported feeling more confidence after speaking to their duty lawyer. One-
quarter (23%) of clients felt they didn’t have enough time with the lawyer.

Figure 12: Fulfillment of duty lawyer responsibilities

The duty lawyer ensured our conversations

were conducted as privately as possible 9%
The lawyer listened to your legal problem 90%
The duty lawyer helped you understand how
. 85%
to deal with your legal problem
| felt more confident after speaking to my 8% 15% 3%
duty lawyer
| felt | had enough time with the lawyer 75% 23% 3%

Strongly agree & agree  H Disagree & strongly disagree  ® Unsure
Q27. For each statement, please indicate the extent to which you agree or disagree with that statement.

Base: 2025, all duty clients (n=836)
Values less than 3% not labelled
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Section 04 Drivers of Satisfaction

4.1. Drivers of Overall Satisfaction

Figure 13: Drivers of overall satisfaction (represented by duty lawyer in court)

How the lawyer represented you in court

The timeliness with which Legal Aid NSW dealt
with your issue

The confidence you had in the lawyer's advice

The helpfulness of the advice you were given

The time the lawyer gave you and did not rush
you

How the lawyer explained what was going to
happen next in your case

How the lawyer helped you to understand the
type of assistance Legal Aid NSW can provide

That the lawyer listened to your legal problem

The way the lawyer helped you to understand
how to deal with your legal problem

How the lawyer explained the outcome of what
happened in court

The lawyer's politeness and respectfulness

Driver Outcome: @30. How satisfied were you overall with the service you received from the duty lawyer?

O
X

9%

9%

9%

9%

8%

8%

8%

8%

10%

Predictors: Q34A. Satisfaction with timeliness, Q28. Satisfaction with aspects of the lawyer’s service

Relative Importance, R-squared score 0.8546

Base 2025, duty service clients that were represented in court (n=597), 2% of outliers automatically removed from

the driver analysis

Similar to the results for clients receiving representation through a case work lawyer, for clients
that received representation in court from a duty lawyer, timeliness and how the lawyer
represented the client in court were the top two drivers of overall satisfaction. However, for clients
receiving representation from a duty lawyer, representation was more important, whereas for
casework clients, timeliness was more important. Outside of representation, the importance of

13%

the remaining aspects were fairly similar, all being within a spread of 2 percentage points.
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Section 04 Drivers of Satisfaction

Figure 14: Drivers of overall satisfaction (only received advice from duty lawyer)

The helpfulness of the advice you were given _ 14%
The confidence you had in the lawyer's _ 13%
advice °
How the lawyer explained what was going to _ 129
happen next in your case °
How the lawyer helped you to understand the _ 129
type of assistance Legal Aid NSW can provide ’
The way the lawyer helped you to understand
how to deal with your legal problem

The time the lawyer gave you and did not
rush you

10%
10%

That the lawyer listened to your legal problem

The lawyer's politeness and respectfulness 9%

The timeliness with which Legal Aid NSW

dealt with your issue 8%

Driver Outcome: ©30. How satisfied were you overall with the service you received from the duty lawyer?
Predictors: Q34A. Satisfaction with timeliness, Q28. Satisfaction with aspects of the lawyer’s service

Relative Importance, R-squared score 0.9269

Base 2025, duty service clients that only received advice (n=239), 2% of outliers automatically removed from the
driver analysis

For clients that only received advice from a duty lawyer, the helpfulness and confidence in the
advice received were the most important factors that contributed to overall satisfaction.
Timeliness was the least important factor, unlike with clients that were represented by a duty
lawyer.

Explanations were also of key importance to these clients, with the duty lawyer explaining next

steps in the case, the type of assistance Legal Aid NSW can provide and how to deal with the legal
problem being of equal importance.
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Section 04 Drivers of Satisfaction

4.2. Prioritisation Analyses

The following analyses indicate where individual metrics fall in terms of their satisfaction
performance and their relative importance in driving the clients’ overall satisfaction.

The performance score is the Highly satisfied satisfaction metric, the importance score is the
relative importance metric from the driver analysis.

The intersecting lines on the chart indicate the average satisfaction and average importance.
Metrics that appear in the top right quadrant are therefore of higher than average satisfaction and
importance, whereas those in the bottom left quadrant are of lower than average satisfaction and
importance.

The quadrants produce a simple method to highlight where prioritisation should occur to have
the best impact on improving overall satisfaction.

Each of the quadrants can be summarised as follows:
e Higher Satisfaction/Higher importance — Maintain. These are the more important metrics

that have also performed at above average satisfaction.

e Higher Satisfaction/Lower Importance — Evaluate. While these metrics are performing
well, they are less likely to drive overall satisfaction. Care must be taken not to focus a
disproportionate amount of resources in improving these metrics.

¢ Lower Satisfaction/Lower Importance — Monitor. These are lower priority metrics, but they
should be monitored to track if they are beginning to increase in importance.

e Lower Satisfaction/Higher Importance — Improve. These are the more important metrics
that are underperforming with satisfaction. They should be prioritised for improvement as
they will have the largest impact in improving overall satisfaction.
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Section 04 Drivers of Satisfaction

4.2.1. Prioritisation Analysis for clients represented in court

Figure 15: Prioritisation Analysis (represented in court by a duty lawyer)

HIGHER SATISFACTION HIGHER SATISFACTION
LOWER IMPORTANCE HIGHER IMPORTANCE
€ Politeness and resgectfulness

Listened to your
legal problem Helpfulngss of the How they represented

advice you were given you in court
Helped you °
understand how
to deal withyour g

legal problem e___ Timelienss with which Legal Aid
NSW dealt with your issue

y )
Explained the outcome of ¢ Conffdence in advice given
what happened in court

Clearly explained what was going to

.\ happen next in your case

The lawyer
gave you time

Helped you understand
type of assistance Legal Aid
NSW can provide

LOWER SATISFACTION LOWER SATISFACTION
LOWER IMPORTANCE HIGHER IMPORTANCE

Driver Outcome: ©30. How satisfied were you overall with the service you received from the duty lawyer?

Predictors: Q34A. Satisfaction with timeliness, ©28. Satisfaction with aspects of the lawyer’s service

Relative Importance, R-squared score 0.8546.

Base 2025, duty clients that were represented in court (n=597), 2% of outliers automatically removed from the driver
analysis

Labels truncated for clarity. Intersecting lines represent average values for all duty lawyers satisfaction and relative
importance.

Out of the eleven metrics that were used in the driver analysis to determine the impact of being
represented in court by a duty lawyer, nine achieved higher than average satisfaction scores.

For this cohort, the most important part of the service they receive is their representation in court.
This aspect scores high for satisfaction too, with the second highest level of satisfaction after
‘politeness and respectfulness’, which has a less significant influence on overall satisfaction. This
is a very positive result for duty solicitors who represent their clients in court.

The timeliness in which Legal Aid NSW deals with clients’ issues is also another area where duty
lawyers perform well in delivering an important aspect of the service.

A potential area of opportunity for improvement for Legal Aid NSW is with confidence the client
had in the lawyer’s advice. While it is achieving an above average satisfaction score, it is not by a
large margin. Focusing on improving this area should be the most effective way of improving
overall satisfaction with the service received from the duty lawyer.
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Section 04 Drivers of Satisfaction

4.2.2. Prioritisation Analysis for clients who only received advice

Figure 16: Prioritisation Analysis (only received advice from duty lawyer)

HIGHER SATISFACTION

LOWER IMPORTANCE /o

Politeness and respectfulness

HIGHER SATISFACTION
HIGHER IMPORTANCE

Helpfulness of the advice
you were given

Helped you understand type of
assistance Legal Aid NSW can provide

Listened to your legal /.

problem

Timeliness with which Legal Aid

NSW dealt with your issue

l

LOWER SATISFACTION
LOWER IMPORTANCE

Helped yo
with

The lawyer gave
you time

Y

Confidence in advice given

U understand how to deal \‘
_\.

your legal problem

/.

Clearly explained what was going to
_/. happen next in your case

LOWER SATISFACTION

HIGHER IMPORTANCE

Driver Outcome: @30. How satisfied were you overall with the service you received from the duty lawyer?
Predictors: Q34A. Satisfaction with timeliness, ©28. Satisfaction with aspects of the lawyer’s service

Relative Importance, R-squared score 0.969
Base 2025, duty service clients that only received advice (n=239), 2% of outliers automatically removed from the

driver analysis

Labels truncated for clarity. Intersecting lines represent average values for all duty lawyers satisfaction and relative

importance.

Clients who only received advice from the duty lawyer (and were not represented in court), were

less favourable in their opinions of their lawyers.

Six of the nine attributes measured were of above average relative importance to the client, but
all of them performed below average for satisfaction. The aspects of the service that had the
largest negative impact on overall satisfaction were ‘helpfulness of the advice given’, ‘confidence
in advice given’, ‘clearly explaining what would happen next’, and ‘helping the client understand

how to deal with their legal problem’.

These six areas represent the best opportunity to improve overall satisfaction for the advice

services for duty lawyers.
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Section 05 Perceptions of Legal Aid NSW

5.1. Positive perceptions

Half of clients praised Legal Aid NSW's helpful and support staff

When asked about positive experiences with Legal Aid NSW, half (51%) mentioned the helpful and
supportive staff. 15% of clients said there were clear explanations and communication. One in
eight (12%) talked about the professionalism, knowledge and expertise of the service. One in ten
(11%) clients were happy about the positive outcomes and resolutions provided and felt supported
and understood. Almost one in five (17%) had no positive things to say.

Figure 17: Positive perceptions of Legal Aid NSW

Helpful and supportive staff _ 51%

Clear explanations and communication _ 15%
Professionalism/knowledge/expertise - 12%
Positive outcomes and resolutions - %
Feeling supported and understood - N%
Representation in court - 7%
Gratitude for free legal services . 5%

Quick and efficient service . 4%

Assi ith
ssistance with court procedures and . 49
paperwork

Specific lawyer praise . 3%
Reduced anxiety and stress l 3%

Advocacy and fighting for the client I 2%

No positive sentiment _ 17%

QI. So far, what, if anything, have been the good things about your experience with Legal Aid NSW? - Coded from an
open-ended question
Base: 2025, all duty clients (n=836)
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Section 05 Perceptions of Legal Aid NSW

5.2. Opportunities for improvement
The most common area for improvement was the quality of their legal representation
Over half (53%) the duty clients had no suggestions for improvement. Quality of legal

representation was the most commonly suggested area for improvement (9%), followed by
communication and contact issues (8%) and staffing and resources (8%).

Figure 18: Opportunities for improvement

Quality of Legal Representation - 9%
Communication and Contact Issues - 8%
Staffing and Resources - 8%
Advice and Information - 7%
Accessibility and Availability - 6%
Understanding and Empathy - 5%
Systemic Issues and Bias . 3%
Court System Issues . 3%
Consistency of Representation l 3%
Eligibility Criteria [} 3%
Grant Approval and Funding I 2%

other [ 3%

No improvement necded N 53

Q2. And what, if anything, needs to be improved? — Coded from an open-ended question
Base: 2025, all duty clients who provided a response (n=834)

Clients with a disability or personal or cultural needs more likely to find communication and
contact issues a key area for improvement

Communication and contact issues were the most commonly mentioned area for improvement
among clients with a disability (15%,; cf. without disability 7%). A similar trend was seen in clients
with personal or cultural needs, where they are significantly more likely to report this aspect
requires improving (14%; cf. no needs 7%).
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Section 06 Pathways to the Service

6.1. Awareness of Legal Aid NSW

Courts and word of mouth were most common initial sources about Legal Aid NSW

Over a third (36%) of clients initially found out about Legal Aid NSW's services from a court or
court administration. One-quarter (26%) first found out by word of mouth from friends or family.
One in eight (13%) clients first discovered Legal Aid NSW from a law enforcement agency, while
9% from an internet search.

Figure 19: Initial awareness of Legal Aid NSW

From a court / court administration _ 36%
Word of mouth from friends or family _ 26%
From a law enforcement agency _ 13%
From an internet search - 9%

From a lawyer - 5%
Previous experience I 1%
From a social media platform I 1%
A charity/not for profit organisation I 1%
Social worker/carer I 1%
Another government agency | 0%

other [ 2%

Unsure - 6%

QI6. Where did you first find out about Legal Aid NSW Services?
Base: 2025, all duty clients (n=836)

Two in five clients sought additional information after initially learning about Legal Aid NSW

After initially finding out about Legal Aid NSW, 40% of clients continued to search for further
information. One in five (19%) clients sought additional information via an internet search, while
7% consulted a lawyer. 6% of clients gathered their additional information from word of mouth of

friends and family.
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Section 06 Pathways to the Service

Figure 20: Additional information sources for Legal Aid NSW

From an internet search || 19%

From the court / court administration [l 7%
Word of mouth from friends or family [} 6%
From a lawyer [} 5%
From a law enforcement agency . 3%
From a social media platform [Jj 3%

Other [ 4%

| didn’t look anywhere else [T 60%

Q1I7. Did you look anywhere else for further information about Legal Aid NSW Services?
Base: 2025, all duty clients who remembered where they first found out about Legal Aid NSW services (n=786)

6.2. Ease of contacting Legal Aid NSW when help was first needed
Majority of clients felt it was easy to contact Legal Aid NSW when first needing help
Almost nine in ten (88%) clients either agreed or strongly agreed that it was easy to contact Legal

Aid NSW when they first needed help, with two in five (40%) strongly agreeing. One in ten (9%)
clients either disagreed or strongly disagreed with the statement.

Figure 21: Agreement it was easy to contact Legal Aid NSW when help was first needed

Disagree - 7%

Strongly Disagree . 2%

Unsure . 3%

©5. Agreement with the statement: It was easy to contact Legal Aid NSW when you first needed help
Base: 2025, all duty clients (n=836)
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Section 06 Pathways to the Service

6.3. Engagement of Legal Aid NSW services

The majority of clients contacted another lawyer before or after approaching Legal Aid NSW
Seven in ten (69%) duty clients had spoken to another lawyer about their issue either before or
after approaching Legal Aid NSW. Of all clients, one in five (21%) contacted another lawyer
beforehand, while 15% spoke to another lawyer after talking to Legal Aid NSW.

Family law clients were significantly more likely to have approached another lawyer before talking
to Legal Aid NSW (42%; cf. criminal 19%) as well as afterwards (29%; cf. criminal 14%). Clients with
personal or cultural needs were also significantly more likely to have contacted another lawyer
prior to approaching Legal Aid NSW (27%; cf. no needs 20%).

Half the clients sought help for their legal case immediately

Half (49%) the clients were aware of their legal problem for a week or less before they sought
help. One in five (21%) waited more than one month, while one in eight (12%) were unsure how
long they waited.

Figure 22: Length of time before help was sought

A week or less 49%

2 or 3 weeks 17%

More than T month 21%

Not sure 12%

QI5c. How long were you aware of the legal problem before you sought help?
Base: 2025, all duty clients (n=836)
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Section 07 Access to Legal Aid NSW and Services

7.1. Contact with Legal Aid NSW before court

Close to half the clients had no contact with Legal Aid NSW staff before turning up in court

Almost half (46%) the clients did not speak with anyone at Legal Aid NSW before showing up in
court. This was significantly more likely in clients dealing with a criminal case (47%; cf. family
38%).

Figure 23: Spoke to anyone at Legal Aid NSW before showing up in court

Yes, 54%

@5D. Did you speak to anyone at Legal Aid NSW before turning up in court?
Base: 2025, all duty clients (n=836)

7.2. Barriers to accessing Legal Aid NSW

Six in seven clients experienced no problems accessing Legal Aid NSW services

When they first needed help, six in seven (86%) clients experienced no issues accessing Legal
Aid NSW. Meanwhile, one in ten (11%) reported having problems. Family law clients were
significantly more likely to encounter a problem when accessing Legal Aid NSW for the first time
(22%; cf. criminal 10%).

Figure 24: Had problems accessing Legal Aid NSW when they first needed help

5 Yes, 1%

@3. Did you have any problems accessing Legal Aid NSW when you first needed help?
Base: 2025, all duty clients (n=836)
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Biggest barriers were being incorrectly told they didn’t quality and difficulty getting help

4% of all clients were initially told that they did not qualify for legal aid — that's one-third (33%) of
clients who had problems accessing Legal Aid NSW when they first needed help. One in three
(32%) who experienced problems accessing the service also found that getting help was a
complex process (32%). One-quarter (23%) had to wait a long time to see a duty lawyer, and 21%
reported the lawyer didn’t have enough time to spend with them. One in five (19%) mentioned
that the lawyer was unsympathetic or unhelpful.

Figure 25: Barriers to accessing Legal Aid NSW
| was told at first that | did not qualify for legal | NN 33
4%

aid
I 32%
4%

Getting help was a complex process

| had to wait a long time to see a duty lawyer 20/_ 23%

The lawyer didn't have enough time to spend | NN 2%
with me 2%

The lawyer was unsympathetic or unhelpful (y_ 19%

No one was available to help with my problem cy_ 14%

A lawyer was not available to help me on the | NI 14%
day of my case 2%

The lawyer did not understand my problem 0/_ 14%

| had difficulties finding the lawyer at the | NNENEEGN 12%
court 1%

Hard to explain my problem 7_ 12%
I
1%

I was told | needed to get advice from LANSW | 10%
before | could be helped at court 1%

| have a disability and | could not access the | 9%
service in the way that | needed 1%

Too many forms to complete

| had difficulties getting to the court -/ 7%

Problems with language / not fluent in English [l 3%
/ difficult to get good interpreter  <1%

S 9%

Something else made it difficult 1%

B Proportion of those who had problems accessing Legal Aid NSW
Proportion of total sample
Q4. What (if anything) made it hard to access Legal Aid NSW when you first needed help?

Base: 2025, duty clients who indicated they had problems accessing Legal Aid NSW when they first needed help
(n=105);, all duty clients (n=836)
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7.3. Clients with personal or cultural needs

One in five duty clients reported having personal or cultural needs

One in five (22%) duty clients indicated having a personal or cultural need that Legal Aid NSW
needed to consider when assisting them.

Figure 26: Had personal or cultural needs that Legal Aid NSW needed to consider

Yes, 22%

Q7. Did you have any personal or cultural needs that Legal Aid NSW needed to consider when assisting you?
Base: 2025, all duty clients (n=836)
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The most common personal or cultural need was having a disability

More than half (55%) of clients with a personal or cultural need report their need as having a
disability. One-quarter (23%) indicated they needed an interpreter to understand what was
happening, while one in five (21%) needed staff to speak slower or use more plain language. 18%
of clients with a personal or cultural need said they had a short-term illness or injury.

Figure 27: Types of personal or cultural needs

| have a disability

Needed an interpreter to understand what
was happening

| needed them to speak slower or use
more plain language

Short term illness or injury

Being affected by alcohol, prescribed
medication or other drugs

| needed to have the information written
down

Needed cultural support from elders,
community leaders or family

Experiencing violence at home, school or
work

Carer's responsibilities

Religious or cultural beliefs made it
difficult to understand or accept the
advice being given

Something else

Q@7b. What were those personal or cultural needs?

55%

23%

21%

18%

17%

17%

Q
X

o1
I

o
I

[
N
X

1%

Base: 2025, duty clients who indicated they had a personal or cultural need (n=185)
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The majority of clients with personal or cultural needs reported their needs as met

Three in four (73%) clients with personal or cultural needs agreed that Legal Aid NSW met their
specific needs, with 40% strongly agreeing. One in five (22%) disagreed with the statement, with
15% strongly disagreeing. Clients with a disability were more likely to disagree or strongly disagree
(24%; cf. without disability 18%) and significantly more likely to just disagree (9%; cf. without
disability 1%).

Figure 28: Agreement that Legal Aid NSW met the cultural or personal needs

Disagree - 7%
Strongly Disagree _ 15%
Unsure - 5%

@7a. To what extent do you agree or disagree that Legal Aid NSW met those specific needs?
Base: 2025, duty clients who indicated they had a personal or cultural need (n=185)

7.4. Interpreter requirements

Legal Aid NSW handled interpreter requests satisfactorily for almost all clients who asked

One in five (19%) clients who spoke a language other than English at home asked for an interpreter.
Of those, almost all (94%) were satisfied with how their request was handled, with two in five
(40%) regarding their request as handled very well. 15% felt that Legal Aid NSW staff handled their
request poorly.

Figure 29: Legal Aid NSW's ability to handle a request for an interpreter

Well enough - 17%

Not quite well enough I 4%
Poorly I]%

Q%a. How well did Legal Aid NSW staff handle your request for an interpreter?
Base: 2025, duty clients who requested an interpreter (n=37)
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Interpreter services used

One in four (26%) clients used an interpreter from the Telephone Interpret Service (TIS), while
three in ten (31%) used someone from another interpreter service. Just under one-quarter (23%)
used a family member or friend that they brought with them to translate.

Figure 30: Types of interpreter used

Someone from another interpreter service 31%

Someone from the Telephone Interpreter

Service (TIS) 26%

23%

Don't know/Can't remember _ 20%

@%c. Who did you use to interpret for you?
Base: 2025, duty clients who indicated they used an interpreter while using Legal Aid NSW (n=55)

A family member or friend | bought with me
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7.5. Clients with a disability

Majority of clients with a disability had a mental or psychiatric disability

The most common disability that clients reported having was a mental or psychiatric disability
(53%), making up 10% of all clients. 17% of clients with a disability indicated they had a learning or
reading disability. 16% of clients with a disability reported having mobility issues, being
neurodiverse, or having an intellectual disability.

Figure 31. Types of disability

53%

Mental or psychiatric disability

10%
17%
Learning or reading disability F
16%
w——
3%
16%
Neurodiverse _
3%
16%
Intellectual disability _
3%
14%
Disability due to brain injury F
12%
Chronic iliness -
2%
8%
Sensory (vision, hearing) -
2%
13%
Other physical disability -
2%
B Proportion of clients with a disability Proportion of total sample

QII. What type of disability do you have?
Base: 2025, duty clients with a disability (n=144), all duty clients (836)
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Majority of clients with a disability did not require adjustments to be made

Of clients with a disability, 15% required adjustments to be made in order to access the Legal Aid
NSW service, which is 3% of all clients. Of those 15% that required adjustments, almost half (48%)
indicated that Legal Aid NSW made the required adjustments for them. Meanwhile, 45% did not
receive the necessary adjustments.

Figure 32: Required adjustments in order to access service

Yes, 15%

No, 85%

QI2A. Did you require any adjustments to be made in order to access the Legal Aid NSW service? For example,
Auslan interpreter, shorter appointments, information in a different format.
Base: 2025, duty clients with a disability (n=144)

The majority of clients with a disability were satisfied with staff handling of their needs

Four in five (80%) clients who indicated they have a disability were satisfied with how Legal Aid
NSW staff handled their accessibility needs, with more than half (53%) claiming their needs were
very well met. One in five (20%) clients with a disability were dissatisfied with how well their
accessibility needs were met.

Figure 33: How Legal Aid NSW staff handled accessibility needs

Very well

53%

27%

Well enough

Not quite well enough 12%

Poorly 1%

Very badly 7%

QI3. How well did Legal Aid NSW staff handle your accessibility needs?
Base: 2025, duty clients with a disability (n=144)
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A lack of effective communication is the most prominent reason why needs are not met

Of clients with a disability whose needs were not very well met, one in five (21%) did not feel
comfortable asking staff for an adjustment. 20% did not understand the information/advice
provided to them, and 18% reported that Legal Aid NSW did not understand their disability.

13% of clients indicated the way their accessibility needs were not met was because they weren’t
provided with information in Easy Read or plain language.

Figure 34: Ways in which Legal Aid NSW did not meet accessibility needs

| did not feel comfortable asking for an

| did not understand the information/advice
. 20%
provided to me
Legal Aid NSW staff did not understand my
S 18%
disability
| was not provided with a service in a way
13%
that works for me
| was not provided with information in Easy - 13%
Read or plain language °
| was not asked what | needed to be able to - .-
access the service °
There was no flexibility to see me in court at
. 1%
the time | turned up
There were too many distractions/a lot of - 10%
noise in the room °

| was not able to choose the way that | - 59,
communicated with Legal Aid NSW °

The court was not physically accessible . 4%

| was not provided with an Auslan interpreter . 4%

| could not access information using a screen . 3%
reader or other technology ?

| was not provided with an interpreter I 2%
Other I 2%

None of these 37%

QI3B. In what way did Legal Aid not meet your accessibility needs?
Base: 2025, duty clients with a disability and their accessibility needs were not met very well (n=70)
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The most common suggestion was for better communication and explanations

When asked what Legal Aid NSW staff could have done to better meet their accessibility needs,
one-quarter (26%) suggested better communication and explanations provided. 14% indicated
Legal Aid NSW provided ineffective representation and advocacy. This may link to Section 3.3
Role of duty lawyer where clients with a disability were less likely to understand the role of their
duty lawyer in relation to their case (which may have been helped with better communication).

Figure 35: Opportunities to better meet accessibility needs

Need for better communication and o
. 26%
explanation
Ineffective representation and advocacy - 14%
Accessibility issues (physical and - 13%
communication) °

Lack of empathy and impersonal treatment - 10%

Desire for more time and attention - 10%

Inadequate case understanding and - 79
preparation °

Difficulty accessing and navigating the - 79
system °

Systemic issues and delays - 6%
Mental health and trauma considerations . 5%

QI4. What, if anything, could Legal Aid NSW staff have done to better meet your accessibility needs? — Coded from
an open-ended question

Base: 2025, duty clients with a disability whose accessibility needs were not very well met and provided a response
(n=47)
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Section 08 Key Client Outcomes

8.1. Impact of duty lawyer on legal problem

Almost four in five clients found having a duty lawyer improved their legal situation

78% of clients reported that having a duty lawyer helped make their legal problem better, with
over half (56%) claiming it made the situation much better. One in twelve (8%) said having a duty
lawyer worsened their legal problem. 4% felt that having a duty lawyer had no impact on their legal
problem.

Clients dealing with a criminal matter were significantly more likely to feel that a duty lawyer made
their legal problem much better (57%; cf. family 46%).

Figure 36: Impact of having duty lawyer on resolution of client's legal problem

Made the problem much better

Made the problem somewhat better 56%

B Made no difference either way

22%

B Made the problem somewhat worse

B Made the problem much worse

2025
©32. To what extent did having a duty lawyer help you to sort out your legal problem? Was it made better, worse or
no difference? Would you say it..
Base: 2025, all duty clients (n=836)

Some client groups were more likely to feel that a duty lawyer worsened their situation

Clients with a disability were significantly more likely to report that having a duty lawyer made
their legal problem worse (15%; cf. without disability 6%). Clients who identified as being
Aboriginal or Torres Strait Islander were significantly less likely to have found that a duty lawyer
made their legal problem much better (45%,; cf. non-Aboriginal or Torres Strait Islander 59%).

Clients represented in court were more likely to see the benefit of having a duty lawyer

Clients who were represented at court by the duty lawyer were significantly more likely to feel that
having a duty lawyer made their problem better (82%) compared to clients who only received
advice (66%). Clients who only received advice at court from their duty lawyer were significantly
more likely to believe having a duty lawyer made no difference (23%; cf. represented at court
12%).
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8.2. Impact of legal assistance

Majority of clients believed legal assistance improved at least one aspect of their life

More than four in five (83%) duty clients reported that the help they received from Legal Aid NSW
improved the situation in at least one aspect of their life. Conversely, less than three in ten (28%)
clients claimed that the assistance from Legal Aid NSW made at least one of the mentioned
aspects of their life worse.

Legal assistance resulted in higher levels of understanding and confidence in legal problem
Seven in ten (71%) clients believed that the assistance from Legal Aid NSW helped make their
understanding of their legal problem and situation better. Two-thirds (66%) reported the legal
help improved their confidence in dealing with their legal problem. 55% of clients’ stress or anxiety
levels improved with the help received so far from Legal Aid NSW.

While assistance from Legal Aid NSW generally helped to reduce stress and anxiety, one in five
clients (20%) reported that their stress or anxiety increased, making this the most common
adverse outcome associated with receiving help.

Figure 37: Outcomes of help received from Legal Aid NSW

Your understanding of your legal problem

and situation oz &
Your confidence in dealing with the problem 66% 15% 1% 8%
Your level of stress or anxiety 55% 18% 20% 8%
Your level of safety and security 53% 30% 8% 9%
Your ability to carry on with your day—tc')—'c!ay 539 06% 14% 7%
activities
Your ability to deal with your fmanqal 442, 33% 13% |11%
situation
Your relationship with your family 42% 38% 10% 1%
Better m No effect E Worse m Can't say

QP32A. Below are some aspects of help you may have received so far from Legal Aid NSW. For each please indicate
whether it made that situation better, worse, no effect or you can’t say?
Base: 2025, all duty clients (n=836)

Legal assistance more likely to make situations worse for clients with a disability than for those
without a disability.

Clients with a disability were significantly more likely to report at least one aspect of their life
worsening after receiving legal help (39%; cf. without disability 26%). Clients with a disability
reported a worse situation for: their level of stress or anxiety (30%; cf. without disability 17%), their
ability to carry on with their day-to-day activities (23%,; cf. without disability 12%), confidence in
dealing with the problem (19%; cf. without disability 9%) and their level of safety and security (15%;
cf. without disability 7%).
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Section 09 Future Usage and Client Recommendation

@.1. Future usage of Legal Aid NSW

Almost all duty clients indicated they know where to get legal help in the future

Nine in ten (91%) clients agreed that they knew where to seek help from in the future, with half
(51%) strongly agreeing. One in twenty (6%) clients disagreed, saying they would not know where
to find legal help in the future.

Figure 38: Agreement that the client would know where to seek help in future

Disagree . 4%

Strongly Disagree I 2%

Unsure . 3%

Q35_A. Please indicate the extent to which you agree or disagree with that statement — You know where to get help if
you have another legal problem in the future
Base: 2025, all duty clients (n=836)

Clients with a disability less likely to know where to get help if they have another legal problem

Clients who identified as having a disability were significantly less likely to agree that they know
where to seek help for a future legal problem (83% with a disability; cf. without disability 92%).
Conversely, they were significantly more likely to disagree with the statement (12%; cf. without
disability 5%).

Clients represented in court were more likely to know where to get help

Clients who were represented at court by the duty lawyer were significantly more likely to know
where to get legal help from in the future (92%) compared to clients who only received advice at
court from the duty lawyer (85%). Clients who were represented in court were also significantly
more likely to strongly agree with the statement (53%: cf. only received advice 41%).
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9.2. Recommendation of Legal Aid NSW

Majority of clients would recommend Legal Aid NSW to others

More than four in five (85%) clients agreed they would recommend Legal Aid NSW to other
people, with half (49%) strongly agreeing. One in ten (11%) disagreed, claiming they would not
recommend the service.

Figure 39: Agreement that the client would recommend Legal Aid NSW's services

Disagree - 5%
Strongly Disagree - 6%
Unsure . 4%

©35_B. Please indicate the extent to which you agree or disagree with that statement — You would recommend the
legal service to other people
Base: 2025, all duty clients (n=836)

Clients with disability less likely to recommend Legal Aid NSW's services

Clients with a disability were significantly less likely to recommend Legal Aid NSW to others. Two
in five (18%) said that they would not recommend Legal Aid NSW to other people (cf. without
disability 10%). They were also significantly more likely to strongly disagree that they would
recommend Legal Aid NSW (12%; cf. without disability 5%).

Clients who were represented in court by the duty lawyer more likely to recommend services

Clients who were represented in court by their duty lawyer were significantly more likely to
recommend Legal Aid NSW to others (87%; cf. only received advice 77%). They were also
significantly more likely to strongly agree with the statement of recommendation (52%; cf. only
received advice 40%).

Page | 53



Conclusion and Recommendations

Section 10

10.Conclusion and Recommendations

Page | 54



Section 10 Conclusion and Recommendations

10.1. Conclusion

This initial report on Legal Aid NSW's duty lawyer service sets a high satisfaction benchmark for
future waves of the survey.

The duty lawyers successfully provided their clients with a high level of service, leaving them
highly satisfied, with improved legal outcomes, and likely to recommend the services to other
people.

Higher satisfaction for court-represented clients compared to advice-only clients

While the clients who have been represented in court had a more satisfactory experience than
those who only received advice, most of the dissatisfaction for advice clients was driven by their
unfulfilled desire to have court representation. The frustration around being denied court
representation may be due in part to how clients become aware of Legal Aid NSW. A quarter of
clients are first made aware of Legal Aid NSW through word of mouth, which may lead to
unrealistic expectations being set based on anecdotal or incorrect information.

The components of the advice-only duty service that were most likely to have a negative impact
on overall satisfaction were the helpfulness of the advice given, the confidence in advice given,
having the lawyer clearly explain what was going to happen next, and helping the client understand
how to deal with their legal problem.

Differences in the incidence of court representation by law type had a slight impact the level of
satisfaction for criminal and family duty cases. Four out of five criminal matters had court
representation from a duty lawyer, compared to three in five family matters. While overall
satisfaction was consistent between the law types, a significantly higher proportion of criminal
matter clients rated their overall satisfaction as 10 out of 10.

Communication shortfalls for clients with a personal or cultural need

For clients that had a personal or cultural need that needed to be addressed by Legal Aid NSW,
there were additional issues that rose to the surface.

Issues with Legal Aid NSW's awareness of the clients’ needs were a barrier to accessing the
service, as was the complexity of the process, but this did not significantly impact the overall
satisfaction with the service they received.

However, there were specific communication issues that did impact this cohort's overall
experience. These included the lawyer being able to explain how the client should deal with their
problem, feeling rushed and not being given enough time with the lawyer, the helpfulness of the
advice, and a resulting lack of confidence in the advice given.
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10.2.Recommendations

The two main areas for improvement are both focussed on communication.

Eligibility for help and transparency of process

This recommendation relates to duty clients that only receive advice from a lawyer. These clients
are often expressing dissatisfaction because they fail to qualify for court representation, leading
to feeling that they have not received a full service.

To counter this, Legal Aid NSW could provide up-front information on how eligibility for court
representation is assessed. This should be given to clients at the earliest opportunity to counter
any incorrect information they may have received, especially if their knowledge of Legal Aid NSW
had come through word of mouth rather than official or legal channels.

This will assist in setting realistic expectations on the level of service they can expect from Legal
Aid NSW, which should go some way to easing the disappointment if they do not qualify for
representation in court.

Additionally, Legal Aid NSW could consider stressing the importance of the advice given by the
lawyer outside of a court setting so that clients do not feel like they are being abandoned or
passed over.

More proactive communication and probing around personal and cultural needs

Clients with personal and cultural needs highlighted lower levels of satisfaction with many aspects
of communication, where they might need more assistance due to language barriers or
comprehension difficulties.

This starts with the initial access to the service, where some clients with these needs felt that the
onus was on them to raise the subject of their requirements, but did not feel comfortable doing
so.

Having Legal Aid NSW staff probe potential clients for any specific needs they may have, rather
than wait for the client to volunteer the information, could help to create a safe space for
conversations around those needs and allow the staff to adapt communications — particularly
around the complex legal processes and expectations of the service.
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10.2.1. Recommended actions from priority analysis

Aspects of Legal Aid NSW service have been assigned a recommendation action based on their
relative importance to the client, and their satisfaction score (scoring 6-10 on a scale of 0-10).

These recommendation actions are summarised as follows:
Maintain. These are the more important metrics that have also performed with above average
satisfaction scores.

Evaluate. While these metrics are performing well, they are less likely to drive overall satisfaction.
Care must be taken not to focus a disproportionate amount of resources in improving these
metrics.

Monitor. These are lower priority metrics, but they should be monitored in case they increase in
importance in the future.

Improve. These are the metrics with relatively high importance that are underperforming with
satisfaction. They should be prioritised for improvement as they will have the largest impact in

improving overall satisfaction.

Duty lawyers that represented their client in court

. Relative | Satisfaction .
Aspect of service Action
Importance score

The lawyer’s politeness and respectfulness 8% 86% Evaluate
How the lawyer represented you in court 13% 83% Maintain
The lawyer listening to your legal problem 8% 81% Evaluate

The lawyer explained the outcome of what happened

. 8% 80% Evaluate
in court

The way the lawyer helped you to understand how to 89 81% Evaluate
deal with your legal problem

The helpfulness of the advice you were given 9% 81% Evaluate
The lawyer ;Iearly explaining what was going to 99, 80% Evaluate
happen next in your case

The confidence you had in the lawyer’s advice 9% 79% Evaluate
The lawyer helping you to understand the type of o o .
assistance Legal Aid NSW can provide 7% 7% e
The time the lawyer gave you and did not rush you 9% 76% Monitor
The timeliness with which Legal Aid NSW dealt with 10% 81% Maintain

your legal issue
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Duty lawyers that only gave advice to their clients

. Relative | Satisfaction .
Aspect of service Action
Importance score

The lawyer’s politeness and respectfulness 9% 87% Evaluate
The lawyer listening to your legal problem 10% 77% Monitor
The way the lawyer helped you to understand how to 12% 739% Improve
deal with your legal problem

The helpfulness of the advice you were given 14% 73% Improve
The Igwyer clearly explaining what was going to happen 12% 79% Improve
next in your case

The confidence you had in the lawyer’s advice 13% 74% Improve
The lawyer helping you to understand the type of o o

assistance Legal Aid NSW can provide 12% /8% Improve
The time the lawyer gave you and did not rush you 10% 70% Improve
The timeliness with which Legal Aid NSW dealt with 8% 70% Monitor

your legal issue

Duty lawyer clients with personal or cultural need

. Relative | Satisfaction .
Aspect of service Action
Importance score

The lawyer’s politeness and respectfulness 7% 83% Evaluate
How the lawyer represented you in court 9% 79% Maintain
The lawyer listening to your legal problem 7% 77% Evaluate
Zgﬁrltawyer explained the outcome of what happened in 6% 76% Evaluate
The way the lawyer helped you to understand how to 89 1% e
deal with your legal problem

The helpfulness of the advice you were given 10% 73% Improve
The Igwyer clearly explaining what was going to happen 10% 749, Improve
next in your case

The confidence you had in the lawyer’s advice 8% 74% Improve
The lawyer helping you to understand the type of o o N
assistance Legal Aid NSW can provide 8% 7% e
The time the lawyer gave you and did not rush you 9% 69% Improve
The t|mel|pess with which Legal Aid NSW dealt with 89 239 e ‘
your legal issue

The lawyer's sensitivity in responding appropriately to 99, 779 Maintain
meet your personal or cultural needs

The lawyer's responsiveness to making any 1% 68% Monitor

adjustments for you because of your disability
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