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NSW Legal Information and Referral Forum

Report to NLAF

LIRF met on 20 March 2013.
Evaluation of the Cancer Council Legal Referral Service, Louisa Fitz-Gerald, Cancer Council NSW
Louisa Fitz-Gerald is a lawyer who was initially appointed by the Cancer Council NSW to scope a service that would refer clients who were identified as having legal questions or problems by “problem noticers” such as hospital social workers and the nurses on the Cancer Council Helpline. The Cancer Council has now rolled out the service nationally and engaged more than 400 law firms, in metro and RRR parts of the country. Approximately 2500 clients have been assisted over the first three years of the program.
The program refers cancer patients (and where relevant, their carers) for pro bono legal assistance in such matters as end of life, financial hardship and “unfair treatment” (employment, discrimination, dealing with government agencies). 

It is means tested, and there are other eligibility criteria set by the Cancer Council.

In 2012 the service was evaluated by academics at the University of Newcastle with a grant from the Law and Justice Foundation.
Key findings from the clients’ survey:

•
The demographic profile of the surveyed clients satisfied the Cancer Council that they were reaching their intended audience, although it was noted that Aboriginal and Torres Strait Islander clients, and those living in remote locations, were underserved;

•
Most clients’ legal problems were resolved, and in their favour;

•
Most clients were satisfied with the outcomes achieved for them;

•
The resolution of their legal matters meant that clients reported experiencing psychosocial benefits as well;

•
There were concerns expressed by some clients about the timeliness and quality of advice from some of the legal partners.

If anyone would like a copy of the evaluation report, or the powerpoint presentation for this talk, please contact Jane Kenny on jkenny@lawfoundation.net.au. 
Service NSW, Shoshana Wall, Director, Corporate Relations
http://www.servicensw.nsw.gov.au/ 

We also heard from Shoshana Wall about the creation of a new state government agency, Service NSW, and its intended roll-out.

This agency is concerned with the transactional relationship of clients of the NSW Government. Ideally it will act as a “one-stop shop” for everyone, reducing un-necessary steps in many transactions, such as changing your address details with multiple government departments. It is a massive transformational program that will be rolled out over five years.

A key element of the program seems to be concierges stationed in service centres. There will be both e-concierges and real people. Their role will be to do a quick analysis of the client’s needs, check that all paperwork is complete and present, and direct them either to a self-help kiosk, a “quick zone”, or in busy times, make an appointment for them to come back later.

The first group of agencies to have their transactions rolled into Service NSW includes the Office of State Revenue, Fair Trading, Roads and Maritime Services and Births, Deaths and Marriages. Some minor transactions from Housing NSW will also be picked up in tranche 1, but there will be more development of Housing NSW in tranche 2. A website will be launched in mid-2013 that provides links for the high volume payments. There will also be live help with access to the call centre.

Members of LIRF raised a number of questions about working with clients from our sector, such as the availability of written information in a wide range of languages, the availability of interpreters, whether there will be priority access for inmates on the 24/7 phone number and the general accessibility of service centres as some existing government shopfronts are closed and consolidated. As the agency is still in its early days there were not ready answers to many of these questions.

New work in legal information and referral

The various agencies attending provided information about newly produced resources and initiatives for enhancing legal referral.
The next meeting of LIRF will take place in July.
Jane Kenny

Convenor

Legal Information and Referral Forum
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