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A recent Foundation review of Legal Aid 

NSW’s community legal education and 

information (CLEI) activities provides 

insights into effective online community 

legal information. 

1. Visitors to a legal service 

website may be looking for help, 

not just information 

While 31 per cent of page views of the Legal Aid 

NSW website were on the community legal 

education or information pages, 40 per cent of 

views were on pages about getting legal advice or 

assistance.  

2. Visitors looking for legal 

information use external search 

engines  

Visitors searching for advice or assistance 

appeared to search within the Legal Aid NSW 

website, while visitors looking for community 

legal information tended to use external search 

engines (e.g. Google). Users navigated directly 

from a search engine to the information 

resource and back out again. Consider how to 

make resources visible to external search 

engines. 

 

 

3. Improve visibility by matching 

titles to questions people ask  

Naming a resource as an issue e.g. ‘My ex has 

taken the children without permission. What 

can I do?’ may improve visibility to external 

search engines. 

4. Well named online resources 

can help overcome the barrier 

of users not recognising their 

problem as a ‘legal problem’  

The fact that visitors search in external search 

engines means that they can find legal 

information, without looking for ‘legal 

information’. Reflecting this, resources framed 

around a specific problem—e.g. ‘What happens 

when your relationship ends?’—were accessed 

more often than more general resources such as 

the brochure ‘Do you have a legal problem?’.  

5. Every information and 

resource page should clearly 

indicate the jurisdiction to which 

the information applies  

Sixteen per cent of visitors to the Legal Aid NSW 

website were from overseas. Users from other 

Australian jurisdictions are also likely to have 

viewed information and resources on the Legal 

Aid NSW website.  
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6. Visitors use a range of different 

devices  

More than one-third of visits to the Legal Aid 

NSW website were made from mobile phones 

(28%) or tablets (8%). Time spent on each page 

was considerably lower on mobile devices than 

desktop computers. This may reflect both the 

device and the types of users (e.g. community 

workers on desktop computers compared to 

individuals on mobile phones). Consider how 

the resource might be used on different types of 

devices (read, saved, printed, passed on, linked 

to a phone number etc.). 

7. People search for legal 

information when they need to 

know it  

Online searches appear to reflect current 

information needs – as users (e.g. people with 

legal problems, their family members, solicitors 

or non-legal workers looking to help clients) 

look for information at the point that it is 

required. Consider how the resource will help 

people to progress or resolve the legal issue they 

are facing. 
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About the Foundation’s  

review of Community Legal 

Education and Information 

A Foundation review of Legal Aid NSW’s 

CLEI activities reveals new findings and 

discusses strategic directions, relevant to 

Legal Aid NSW and CLEI practitioners 

more broadly. 

The review included a desktop audit of 

face to face community legal 

education (CLE), the distribution of 

hardcopy resources, and the use of the 

Legal Aid NSW website and online 

resources during the 12 months to  

30 September 2014. 

The insights here are drawn from the 

review findings, supported by other 

Foundation research and relevant 

literature. 
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