Victoria Legal Aid

Client Satisfaction Survey 2011

Summary Report

Note: the diagrams in the Client Satisfaction Survey 2011 Summary Report have been summarised and are not truly accessible.  If you would like to discuss the detailed diagrams, please contact Victoria Legal Aid’s Senior Research Analyst on (03) 9269 0665 or email rosyj@vla.vic.gov.au. 
About Victoria Legal Aid

Victoria Legal Aid (VLA) is a state wide organisation that helps people with their legal problems. We focus on helping and protecting the rights of socially and economically disadvantaged Victorians.

We have salaried lawyers in offices in most major metropolitan and country regions. We also fund private lawyers to provide legal services to the public. We can help in areas of criminal, family and some civil law matters. 

VLA is a statutory authority established by legislation called the Legal Aid Act 1978. We are funded by the Commonwealth and Victorian governments but operate independently of government.

Our vision is to be a leading and responsible force for community access to the legal system and for social justice.

VLA services – glossary

Legal advice: initial advice about a legal problem including help in preparing an application for a grant of legal assistance and the information required for that purpose. Legal advice is a short, one-off session available face to face, or by phone or video conference in some circumstances. The clients interviewed for this survey received legal advice services exclusively from lawyers who work for Victoria Legal Aid (VLA salaried lawyers).

Casework: a grant of legal assistance is money from the Legal Aid fund that enables a lawyer to help a person with their legal problem. The grant enables the lawyer to give legal advice, help reach agreement, prepare legal documents and/or represent a person in court. Casework services can be provided by a VLA salaried lawyer or a private lawyer.

Duty lawyer: duty lawyers provide advice and representation at a court or tribunal where a court or tribunal appearance is imminent. Services are provided without prior arrangement. Duty lawyers are VLA salaried lawyers or private lawyers who are paid by VLA to undertake duty lawyer work.

Roundtable Dispute Management (RDM): an appropriate dispute resolution service that helps parents going through separation or divorce to resolve their family disputes. To use RDM, at least one of the people involved in the family dispute must apply for and obtain a grant of legal assistance. Lawyers who represent clients through the RDM process can be either VLA salaried lawyers or private lawyers. VLA also provides case managers to assist clients through the RDM process. The process also involves a conference with an independent chairperson to help parties resolve their disputes.

Introduction

VLA conducted a Client Satisfaction Survey in mid 2011 to measure a diverse range of clients’ levels of satisfaction with:

· legal aid services provided by salaried and private lawyers

· VLA as an organisation.

Overall the survey shows very positive levels of client satisfaction:

· 86 per cent of clients were either extremely satisfied or satisfied with VLA.

· a similar proportion were very satisfied or satisfied with specific legal aid services provided by both salaried and private lawyers, including legal advice (81%), casework (86%), duty lawyer (85%) and Roundtable Dispute Management (RDM) (68%).

VLA will continue to work closely with salaried and private lawyers to improve legal aid services by acting on client feedback.  This Client Satisfaction Survey will provide one benchmark to guide this work.

610 clients who had received legal advice, casework, duty lawyer or RDM services from salaried or private lawyers participated in the telephone survey.

This report presents a summary of the survey findings.  A detailed report including survey methodology is available upon request from VLA by phoning (03) 9269 0366.

Methodology

Methodology

VLA commissioned an independent research agency to conduct research into client satisfaction on our behalf.

Computer Assisted Telephone Interviews were conducted with 610 clients who had received legal aid services (finalised cases) between July and December 2010. The interviews were conducted between May and June 2011 and took approximately 15-18 minutes each.  The research sample included:

· Mix of civil, criminal and family law clients

· Mix of legal advice, casework, duty lawyer and family conferencing / RDM clients.

The survey was conducted at 95 per cent confidence level with a margin of error of +/minus 4 per cent.

Note, the survey measured levels of satisfaction with both:

· Legal aid services provided by salaried and private lawyers

· VLA as an organisation.

Key Findings

Key findings

· 86% of clients were either extremely satisfied or satisfied with VLA.

· A similar proportion were very satisfied or satisfied with specific services including legal advice (81%), casework (86%), duty lawyer (85%) and RDM (68%).

· 90% of clients found it easy to know where to get legal aid help.

· 90% of legal advice, casework and duty lawyer clients and 76% of RDM clients would recommend the services they used to other people.

· Opportunities for improvements–some clients would appreciate a greater level of attentiveness, caring and compassion from legal aid lawyers.

Satisfaction with VLA and with legal aid services

Overall satisfaction

<transcribers note> Displayed as bar chart with 1 bar representing overall satisfaction with VLA.  The bar adds up to 100% with the categories being extremely satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, extremely dissatisfied, don’t know. </transcribers note>

Diagram summary - Q625. Overall how would you rate your level of satisfaction with VLA?

Legal aid clients expressed high levels of satisfaction with VLA overall:

· 86% were satisfied overall – 46% extremely satisfied, 40% satisfied

· Only 10% were dissatisfied – 4% extremely dissatisfied, 6% dissatisfied.  

Base: All respondents (n=597)
Overall satisfaction for clients who received different services

· Overall satisfaction with VLA was similar among clients who received legal advice, casework and duty lawyer services. 

· Lower levels of very high satisfaction among RDM clients. 

<transcribers note> Displayed as bar chart with 5 bars.  1 bar represents a total level of satisfaction and 4 bars represent the different services VLA offers. Each bar adds up to 100% with the categories being extremely satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, extremely dissatisfied, don’t know. </transcribers note>

Diagram summary – Q625. Overall how would you rate your level of satisfaction with VLA?

· Total – 86% were either very satisfied or satisfied overall

· Legal Advice – 85% were either very satisfied or satisfied 
· Casework – 88% were either very satisfied or satisfied
· Duty Lawyer – 89% were either very satisfied or satisfied
· RDM – 52% were either very satisfied or satisfied
Satisfaction with specific services

· Satisfaction with legal advice, casework and duty lawyer services was similar.

· Clients expressed lower levels of satisfaction with RDM services.

NOTE: this is different to the comparison of overall satisfaction with VLA as it relates to satisfaction with individual services received.  The small sample size for RDM indicates that these results should be treated with caution.

<transcribers note> Displayed as bar chart with 4 bars representing the different services VLA offers.  Each bar adds up to 100% with the categories being extremely satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, extremely dissatisfied, don’t know. </transcribers note>

Diagram summary – Q220/Q314/Q414/Q524. Taking everything into consideration, which of the following best describes your feelings about the VLA advice / the help you received on your case from VLA / the VLA Duty Lawyer service / the VLA Roundtable Dispute Management process?
· Legal Advice – 81% were either very satisfied or satisfied 

· Casework – 86% were either very satisfied or satisfied 
· Duty Lawyer – 85% were either very satisfied or satisfied 
· RDM –  45% were either very satisfied or satisfied 
Suggested improvements

Of those clients who were dissatisfied, suggestions for improvement were:

· Taking more time to listen to the client

· Being more caring towards the client

· Being more compassionate

· Providing more experienced and competent lawyers

· Being less rushed and spending more time with clients. 

<transcribers note> Displayed as bar chart with 5 bars representing the different responses to the question how could we improve our service?. </transcribers note>

Q626. How could we improve our service?
· Listen to client – 22%

· More caring – 19%

· More compassionate – 16%

· More experienced lawyers – 14%

· Be less rushed – 14%

Base: All respondents who were extremely dissatisfied or dissatisfied with VLA (n=74)

Differences between VLA salaried lawyers and private lawyers 

Clients receiving services from a VLA salaried lawyer;

· Expressed similar levels of overall satisfaction with legal aid services to clients who received services from a private lawyer.

· Were more likely to have had a smaller number of legal issues in the past, compared with those receiving services from a private lawyer.

· Had a greater level of communication with VLA in person, rather than via telephone

· Were more likely to be male and living in metropolitan areas

Outcomes

VLA helped with legal problem

Most clients indicated that VLA helped them deal with their legal problem.
· Nine in 10 clients who received casework, duty lawyer and RDM services indicated that VLA had helped with their legal problem.
· Casework clients more likely to strongly agree.
· Slightly fewer legal advice clients (eight in 10) agreed that VLA had helped with their legal problem.
<transcribers note> Displayed as bar chart with 4 bars representing the different services VLA offers.  Each bar adds up to 100% with the categories being strongly agree, agree, neither agree nor disagree, disagree, strongly disagree, don’t know. </transcribers note>

Diagram summary – Q222/Q316/Q416/Q526. Would you agree or disagree with the following statement? “VLA helped me to deal with my legal problem”
· Casework – 91% either strongly agree or agree
· Duty Lawyer – 92% either strongly agree or agree
· RDM – 90% either strongly agree or agree
· Legal Advice – 81% either strongly agree or agree
Legal advice

Outcomes - legal advice

· Most clients believed their situation was improved as a result of contacting VLA.
· Only one in 10 indicated that their situation had worsened.
· Two in 10 indicated that their situation had stayed the same.
<transcribers note> Displayed as bar chart with 1 bar representing Q215. To what extent do you think your situation has changed as a result of contacting Legal Aid? Would you say your situation was..? (SR). The bar adds up to 100% with the categories being greatly improved, somewhat improved, stayed the same/no change, worse, much worse, don’t know. </transcribers note>

Diagram summary – 71% were said their situation was greatly improved or somewhat improved as a result of using VLA’s legal advice service.

Base: All respondents that used the VLA legal advice service (n=208)
Satisfaction by legal issue type - legal advice

Overall eight in 10 clients who received legal advice were satisfied with that advice.
· Clients receiving civil law advice had slightly lower levels of satisfaction compared with clients who received other services.
· People with a criminal law issue were more likely to be extremely satisfied compared to clients with other types of issues.
<transcribers note> Displayed as bar chart with 4 bars.  1 bar represents the total satisfaction by legal issue type – legal advice and 3 bars represent the different type of law.  Each bar adds up to 100% with the categories being extremely satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, extremely dissatisfied, don’t know. </transcribers note>

Diagram summary – Q220. Taking everything into consideration, which of the following best describes your feelings about VLA advice; were you extremely dissatisfied, fairly dissatisfied, fairly satisfied, or extremely satisfied? (SR) (Note: Figures for criminal, civil, family law clients do not add up to total figure as some respondents did not know what sort of legal issue they experienced)

· Total – 81% were extremely satisfied or satisfied
· Criminal – 87% were extremely satisfied or satisfied

· Civil – 73% were extremely satisfied or satisfied

· Family – 77% were extremely satisfied or satisfied

Performance of VLA legal advice lawyer
Clients generally rated the performance of legal advice lawyers highly.
About eight in 10 clients agreed that the lawyer:
· Answered their call in a reasonable timeframe
· Listened well and did not rush them
· Had their best interests at heart
· Inspired confidence in the advice given.
<transcribers note> Displayed as bar chart with 4 bars each representing performance of VLA legal advice lawyer. Each bar adds up to 100% with the categories being strongly agree, agree, neither agree nor disagree, disagree, strongly disagree, don’t know. </transcribers note>

Diagram summary - Q206. I’m going to read out some statements about the lawyer you spoke with and ask you to say how much you agree or disagree with each statement.

· Answered call in a reasonable timeframe – 85% strongly agree or agree

· Lawyer listened well and didn’t rush me – 85% strongly agree or agree

· Lawyer had my best interests at heard – 84% strongly agree or agree

· Confident about the advice I received – 79% strongly agree or agree

Base: All respondents that used the VLA legal advice service (n=208)
Performance of VLA legal advice lawyer (continued)
Similarly high levels of satisfaction were indicated with the way the lawyer:
· Listened when the client explained their situation
· Clearly explained what was required next
· Provided helpful advice
· Helped understand the type of assistance VLA could provide
· Helped the client understand their legal situation
· Inspired confidence.
Despite these positive experiences, clients were slightly less likely to indicate that they would like to use the same lawyer again.
<transcribers note> Displayed as bar chart with 7 bars each representing performance of VLA legal advice lawyer. Each bar adds up to 100% with the categories being strongly agree, agree, neither agree nor disagree, disagree, strongly disagree, don’t know. </transcribers note>

Diagram summary - Q206. I’m going to read out some statements about the lawyer you spoke with and ask you to say how much you agree or disagree with each statement.

· Listened when I explained my situation – 91% strongly agree or agree

· Clearly explained what I needed to do next – 90% strongly agree or agree

· Advice I received was helpful – 85% strongly agree or agree

· Helped understand the assistance VLA could give – 84% strongly agree or agree

· Helped me understand the legal situation I was in – 83% strongly agree or agree

· I felt confident in my lawyers ability – 83% strongly agree or agree

· I would like to use the same lawyer again – 73% strongly agree or agree

Base: All respondents that used the VLA legal advice service (n=208)
Casework
Outcomes - casework

· Most clients reported a positive outcome following casework services.
· Seven in 10 indicated that their situation had greatly or somewhat improved.
· Only one in 10 indicated that their situation had worsened.
· Two in 10 indicated that their situation had stayed the same.
<transcribers note> Displayed as bar chart with 1 bar representing Q309. To what extent do you think your situation has changed as a result of getting Legal Aid? Would you say it was..? (SR). The bar adds up to 100% with the categories being greatly improved, somewhat improved, stayed the same/no change, worse, much worse, don’t know. </transcribers note>

Diagram summary – 70% were said their situation was greatly improved or somewhat improved as a result of using VLA’s casework service.

Base: All respondents that used the casework service (n=190)
Satisfaction by legal issue type - casework
Almost all clients who received casework services were satisfied with the services they received.

· 86% were satisfied overall.
· Casework clients with a civil law issue were more likely to be extremely satisfied, though overall satisfaction levels similar.
<transcribers note> Displayed as bar chart with 4 bars.  1 bar represents the total satisfaction by legal issue type – casework and 3 bars represent the different type of law.  Each bar adds up to 100% with the categories being extremely satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, extremely dissatisfied, don’t know. </transcribers note>

Diagram summary – Q314. Taking everything into consideration, which of the following best describes your feelings about the help you received on your case from VLA; were you extremely dissatisfied, fairly dissatisfied, fairly satisfied, or extremely satisfied? (SR) Note: Figures for criminal, civil, family law clients do not add up to total figure as some respondents did not know what sort of legal issue they experienced)
· Total – 86% were extremely satisfied or satisfied

· Criminal – 89% were extremely satisfied or satisfied

· Civil – 83% were extremely satisfied or satisfied

· Family – 79% were extremely satisfied or satisfied
Ease of applying for casework services

Almost all clients said it was easy to access casework services.
Nine in 10 said it was easy to:
· Make an application to Legal Aid
· Understand the information provided.
Nine in 10 clients said VLA responded to their application promptly.
<transcribers note> Displayed as bar chart with 3 bars each representing statements relating to the ease of applying for casework services. Each bar adds up to 100% with the categories being strongly agree, agree, neither agree nor disagree, disagree, strongly disagree, don’t know. </transcribers note>

Diagram summary – Q304. I’m going to read out some statements about your experience of applying for Legal Aid.  I would like you to say how much you agree or disagree with each statement; …
· Easy to make an application for legal aid – 93% strongly agreed or agreed

· Easy to understand information about application  – 93% strongly agreed or agreed

· VLA responded to my application promptly  – 91% strongly agreed or agreed

Base: All respondents that used the VLA casework service (n=190)
Performance of casework lawyer
Clients generally rated the performance of casework lawyers highly. Over eight in 10 clients who received casework services agreed that the lawyer:

· Listened when they explained their situation
· Helped them understand their situation
· Explained what the grant was for
· Provided useful advice
· Clearly explained what was going to happen next
· Inspired confidence.
Despite these positive experiences, clients were slightly less likely to indicate that they would like to use the same lawyer again.
<transcribers note> Displayed as bar chart with 4 bars each representing performance of casework lawyer. Each bar adds up to 100% with the categories being strongly agree, agree, neither agree nor disagree, disagree, strongly disagree, don’t know. </transcribers note>

Diagram summary - Q305.  I’m now going to read out some statements about how your lawyer represented you and again ask you to say how much you agree or disagree with each statement (SR)
· Listened to me when I explained my situation – 88% strongly agree or agree

· Helped me understand the legal situation I was in – 86% strongly agree or agree

· Explained what the legal aid grant was for – 85% strongly agree or agree

· Advice I received was helpful – 85% strongly agree or agree

· Clearly explained to me  what was going to happen next – 82% strongly agree or agree

· I felt confident in my lawyers ability – 82% strongly agree or agree

· If I had a similar situation in the future I would like to use the same lawyer again – 77% strongly agree or agree

Base:  All respondents that used the Casework service (n=190)
Duty lawyer

Outcomes – duty lawyer

· Most clients reported a positive outcome resulting from receiving duty lawyer services.
· Just under seven in 10 indicated that their situation had greatly or somewhat improved.
· Only one in 10 indicated that their situation had worsened.
· Two in 10 indicated that their situation had stayed the same.
<transcribers note> Displayed as bar chart with 1 bar representing Q409. To what extent do you think your situation has changed as a result of using the Duty Lawyer service? Would you say your situation was..? (SR). The bar adds up to 100% with the categories being greatly improved, somewhat improved, stayed the same/no change, worse, much worse, don’t know. </transcribers note>

Diagram summary – 66% were said their situation was greatly improved or somewhat improved as a result of using the duty lawyer service.

Base: All respondents that used the Duty Lawyer service (n=252)
Satisfaction by legal issue type – duty lawyer
Clients who received duty lawyer services were generally satisfied with the service.

· Over eight in 10 were satisfied or extremely satisfied.
· Clients with a family law issue were slightly less satisfied overall compared with clients with different types of legal issues.
<transcribers note> Displayed as bar chart with 4 bars. 1 bar represents the total satisfaction by legal issue type – duty lawyer and 3 bars represent the different type of law.  Each bar adds up to 100% with the categories being extremely satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, extremely dissatisfied, don’t know. </transcribers note>

Diagram summary – Q414. Taking everything into consideration, which of the following best describes your feelings about the VLA duty lawyer service; were you extremely dissatisfied, fairly dissatisfied, fairly satisfied, or extremely satisfied? (SR)
· Total – 846% were extremely satisfied or satisfied

· Criminal – 88% were extremely satisfied or satisfied

· Civil – 85% were extremely satisfied or satisfied

· Family – 71% were extremely satisfied or satisfied

Base: All respondents that used the VLA duty lawyer service (n=252) (Note: Figures for criminal, civil, family law clients do not add up to total figure as some respondents did not know what sort of legal issue they experienced)
Performance of duty lawyer

Clients generally rated the performance of duty lawyer services highly.
Over eight in 10 clients agreed that that the lawyer:

· Listened when they explained their situation
· Explained what needed to happen next
· Provided helpful advice
· Helped the client understand the legal situation
· Explained the type of assistance VLA could give
· Helped the client understand the legal process.
<transcribers note> Displayed as bar chart with 6 bars each representing performance of duty lawyer. Each bar adds up to 100% with the categories being strongly agree, agree, neither agree nor disagree, disagree, strongly disagree, don’t know. </transcribers note>

Diagram summary - Q405. I’m going to read out some statements about the help the lawyer provided you and ask you to say whether you agree or disagree with each statement? 

· Listened to me when I explained my situation – 89% strongly agree or agree

· Clearly explained to me what I needed to do next – 89% strongly agree or agree

· Advice I received was helpful – 88% strongly agree or agree

· Helped me understand the legal situation I was in – 86% strongly agree or agree

· Helped me to understand the type of assistance Legal Aid could give me – 85% strongly agree or agree

· Helped me to understand the legal process better – 77% strongly agree or agree

Base: All respondents that used the duty lawyer service (n=252)
Performance of duty lawyer (continued)

Further, over eight in 10 clients agreed that:

· The service they received from the duty lawyer was what they expected
· The lawyer was helpful in obtaining the desired result
· The lawyer listened and did not rush them
· They felt confident in their lawyers’ ability
· They would use the same service in the future if they were in a similar situation.
Lower levels of agreement were provided for:
· Not having to wait too long to see the lawyer, suggesting an issue with waiting times for the duty lawyer service
· The helpfulness of the lawyer in making a grant application (not always necessary for duty lawyer services which may explain why a relatively large proportion answered disagree and not applicable/don’t know).
<transcribers note> Displayed as bar chart with 4 bars each representing performance of duty lawyer. Each bar adds up to 100% with the categories being strongly agree, agree, neither agree nor disagree, disagree, strongly disagree, don’t know. </transcribers note>

Diagram summary - Q405. I’m going to read out some statements about the help the lawyer provided you and ask you to say whether you agree or disagree with each statement? 

· The service I received from the duty lawyer was what I expected – 83% strongly agree or agree

· Helpful in obtaining the result I wanted on the day – 83% strongly agree or agree

· I felt like the lawyer listened well and didn’t rush me – 83% strongly agree or agree

· I felt confident in the lawyers ability – 83% strongly agree or agree

· I would like to use the same duty lawyer again – 83% strongly agree or agree

· I didn’t have to wait too long to see the lawyer – 70% strongly agree or agree

· The lawyer was helpful in my application for a legal aid grant – 66% strongly agree or agree

Base: All respondents that used the duty lawyer service (n=252)
Roundtable Dispute Management (RDM)

Outcomes – RDM

· Six in 10 RDM clients indicated that they now had the confidence to resolve their own issues - three in 10 were not confident or indicated that they could not do it.

· In all, three quarters of clients reached agreement between parties during or after the conference; one quarter reached no agreement.
<transcribers note> Displayed as bar chart with 1 bar representing Q518. How confident are you that if a similar problem arose again, you would be able to sort out your conflict without assistance from Legal Aid? Would you say you are…? Q509. Did you reach any agreement at the conference? Q510. Did you reach any agreement following the conference (SR). The bar adds up to 100% with the categories being very confident, confident, not confident, couldn’t do it, don’t know </transcribers note>

Diagram summary – 59% were said they now felt very confident or confident to resolve their own issues as a result of using the duty lawyer service.

Base: All respondents who received RDM services (n=40)
Overall satisfaction

· Seven in 10 clients who received RDM services were satisfied with those services
· A relatively high (compared to other service areas) two in 10 were dissatisfied.
<transcribers note> Displayed as bar chart with 1 bar representing overall satisfaction with RDM. The bar adds up to 100% with the categories being extremely satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, extremely dissatisfied, don’t know. </transcribers note>

Diagram summary – Q524. Taking everything into consideration, which of the following best describes your feelings about the VLA Roundtable Dispute Management process; were you extremely dissatisfied, fairly dissatisfied, fairly satisfied, or extremely satisfied? (SR) 
· 68% were extremely satisfied or satisfied with RDM services

Base: All respondents who received RDM services (n=40)
Performance of the RDM case manager
Clients generally rated the service provided by the RDM case manager highly.

· Over nine in 10 clients indicated that the case manager provided information that they could understand.
Slightly lower, though still positive levels of agreement were given for the way the case manager:

· Addressed safety concerns

· Recognised important issues

· Listened to the client.

<transcribers note> Displayed as bar chart with 4 bars each representing performance of RDM case manager. Each bar adds up to 100% with the categories being strongly agree, agree, neither agree nor disagree, disagree, strongly disagree, don’t know. </transcribers note>

Diagram summary – Q505. I’m going to read out some statements relating to the initial contact that you had with Legal Aid to discuss the RDM family conferencing. For each statement, please tell me if you agree, strongly agree, disagree, or strongly disagree? During the conversation with the Case Manager prior to the conference did you… (SR).

· Information explained in a way you understood – 91% strongly agree or agree

· Safety concerns you had were addressed – 78% strongly agree or agree

· Important issues were recognised – 78% strongly agree or agree

· You were listened to – 77% strongly agree or agree

Base: All respondents who received RDM services (n=40)
Performance of the RDM chairperson

Clients generally rated the performance of the chairperson slightly less highly than that of the case manager.
The highest rating was for the way the chairperson explained the conference process.
Between seven and eight in 10 clients agreed that the chairperson:
· Made communication easier
· Clarified what was important
· Understood the dispute.

Lower levels of agreement - seven in 10 or less - were given for the way the chairperson:
· Was fair to everyone involved
· Helped with suggestions
· Helped reach a good result.
<transcribers note> Displayed as bar chart with 7 bars each representing performance of RDM chairperson. Each bar adds up to 100% with the categories being strongly agree, agree, neither agree nor disagree, disagree, strongly disagree, don’t know. </transcribers note>

Diagram summary – Q507. Using the same responses as before you can tell me how much you agree or disagree with each statement. (SR).
· Explained the conference process – 89% strongly agree or agree

· Made communication easier – 78% strongly agree or agree

· Clarified what was most important to everyone involved – 76% strongly agree or agree

· Understood the dispute – 71% strongly agree or agree

· Was fair to everyone involved – 70% strongly agree or agree

· Helped with suggestions for settling the dispute – 64% strongly agree or agree

· Helped to reach a good result – 62% strongly agree or agree

Base: All respondents who received RDM services (n=40)

RDM processes and outcomes
Clients who received RDM services rated some RDM processes more highly than others.
Clients were most likely to agree that they felt safe during the conference.
Clients were highly likely (eight in 10 or more clients) to agree that they felt:

· Safe to say what they needed to say
· Confident in their lawyer’s abilities
· That the lawyer was trying to help find a solution
· Confident about getting involved in negotiations.
<transcribers note> Displayed as bar chart with 5 bars each representing views about RDM processes and outcomes. Each bar adds up to 100% with the categories being strongly agree, agree, neither agree nor disagree, disagree, strongly disagree, don’t know. </transcribers note>

Diagram summary – Q506. Using the same responses as before you can tell me how much you agree or disagree with each statement. (SR)
· Felt safe during the conference – 95% strongly agree or agree

· Felt safe to say what I needed to say – 84% strongly agree or agree

· Confident in my lawyers ability – 80% strongly agree or agree

· The lawyers were trying to help find a solution – 80% strongly agree or agree

· Confident about getting involved in the negotiations – 80% strongly agree or agree

Base: All respondents who received RDM services (n=40)
RDM processes and outcomes (Continued)
Slightly lower, though still generally positive levels of agreement were given for:
· The chairperson’s role was what the client expected
· The client felt confident that the lawyer was looking after their needs
· The lawyer was concerned for the needs of the client’s children
· The conference was what the client expected.
The lowest level of agreement related to the outcome measure: the conference helped the client find a solution they could live with.
<transcribers note> Displayed as bar chart with 5 bars each representing views about RDM processes and outcomes. Each bar adds up to 100% with the categories being strongly agree, agree, neither agree nor disagree, disagree, strongly disagree, don’t know. </transcribers note>

Diagram summary – Q506. Using the same responses as before you can tell me how much you agree or disagree with each statement. (SR)
· The chairperson’s role was what I expected – 76% strongly agree or agree

· Felt confident my lawyer was looking after my needs – 74% strongly agree or agree

· I felt that the lawyer was concerned about the needs of my child/children – 71% strongly agree or agree

· The conference process was what I expected – 71% strongly agree or agree

· The conference helped me to find a solution I could live with – 64% strongly agree or agree

Base: All respondents who received RDM services (n=40)
Specific client groups

Clients from a non-English speaking background (NESB)

<transcribers note> Displayed as pie chart with 4 pieces each representing Q622A. Did you use an interpreter? (SR). Q622C. Would you have preferred to use an interpreter service if it had been offered? (SR). </transcribers note>

15% of VLA clients spoke a language other than English at home. Of those clients:

· 26% used an interpreter when receiving VLA services
· 34% were not offered an interpreter, though did not want one
· 33% were offered an interpreter but declined the offer
· 7% were not offered an interpreter, though would have liked to use one.
Base: All respondents who speak a language other than English at home, (n= 94)
Clients who were asked about family violence
Overall, 29% of VLA clients who had a family or civil law issue reported that they had been asked about family violence. (Clients with a criminal issue were not asked these questions in the survey.)
More clients who had a family law issue said they were asked about family violence compared with clients with a civil law issue.
Of those who said they were asked about family violence:
· Eight in 10 felt safe talking about family violence
· Four in 10 had to describe their situation more than once
· Seven in 10 were satisfied with the way the issue of family violence was handled.
<transcribers note> Displayed as pie chart with 4 pieces each representing Q608. Did any Legal Aid staff ask you any questions about family violence in your family? (SR) </transcribers note>

Family law clients

· 35% – yes

· 53% – no
· 6% – yes, but not relevant

· 6% – don’t know

Civil law clients

· 12% – yes

· 85% – no

· 0% – yes, but not relevant

· 3% – don’t know

Base: All respondents who had a family case (n=185) or only had a civil case (n=142)
Clients with a disability

30% of legal aid clients reported that they had a disability. Of those clients, the most common reported disabilities were:

· Physical
· Psychiatric
· Learning disorders.
Less than one in 10 clients with a disability expressed difficulty accessing services as a result of their disability.
<transcribers note> Displayed as bar chart with 5 bars representing commonly reported disabilities.  </transcribers note>

Q623B. What form of disability do you have? 

· Physical – 43%

· Psychiatric – 22%

· Learning disorder – 12%

· Intellectual – 10%

· Sensory – 9%

Base: All respondents that indicated they have a disability (n=129) (Multiple responses accepted for this question. Figures may not sum to 100%)
About our clients …

· The survey respondents were spread across all age groups, with the highest percentage between 30-34 years (note: people under 18 years were excluded from the questionnaire).
· 66% of respondents were male, 34% female.
· 68% lived in metropolitan Melbourne, 30% in regional Victoria, 2% interstate.
· 3% identified as being an Aboriginal or Torres Strait Islander.
· 25% lived with their parents, while approximately 21 % were single parents.
· 69% were receiving government benefits or pensions.
· 59% reported seeking legal aid assistance for more than one legal problem.
Referrals

Referrals

· About one third to a half of clients were referred to other services.
· Referrals were mainly to counselling, private lawyers, community legal centres and, for RDM clients, other government agencies.
<transcribers note> Displayed as 4 bar charts each representing the different types of service – legal advice, casework, duty lawyer, RDM.  Each chart has 5 bars representing different types of referrals. </transcribers note>

Q216/310/410/520. Did the legal aid case manager or lawyer / duty lawyer refer you to any of the following services? 

Legal advice – 36% referral – lowest level of referral
· There was no referral – 64%

· Counselling – 14%

· Private lawyer – 13%

· Community Legal Centre – 10%

Casework – 43% referral

· There was no referral – 57%

· Counselling – 26%

· Private lawyer – 9%

· Community Legal Centre – 9%

Duty lawyer – 37% referral

· There was no referral – 63%

· Counselling – 15%

· Private lawyer – 12%

· Community Legal Centre – 12%

RDM – 48% referral – highest level of referral

· There was no referral – 52%

· Counselling – 26%

· Private lawyer – 15%

· Community Legal Centre – 10%

Base: All respondents (n=597) (Multiple responses accepted for this question. Figures may not add up to 100%)
Communications
Preferred and actual communications channels
The top three actual modes of communication closely matched the top three preferred:

· In person - 78% actual, 78% preferred

· Phone - 39% actual, 33% preferred

· Letter - 14% actual, 8% preferred.

<transcribers note> Displayed as bar chart with 6 bars each representing different methods of communication.  Each bar is split in two representing the actual and preferred method of communication. </transcribers note>

Q616. How did you mostly communicate with VLA?
Q617. How would you prefer to communicate with VLA?
· In person – 78% actual, 78% preferred

· Phone – 39% actual, 33% preferred

· Letter – 14% actual, 8% preferred

· Email – 5% actual, 5% preferred

· Lawyer – 2% actual, 2% preferred

· Via website – (not currently available) actual, 1% preferred

Base: All respondents (n=597) (Multiple responses accepted for this question. Figures may not add up to 100%)

Conclusion

· VLA will continue to work closely with VLA staff and private lawyers to continue to improve legal aid services by acting on client feedback. This Client Satisfaction Survey will provide one benchmark to guide this work.
· To request further information about the summary report or to request a copy of the full report contact VLA on (03) 9269 0366.
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