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Welcome
On behalf of the Board and staff of the Law and Justice Foundation of NSW, welcome to our
Research Symposium Reshaping Justice: Client-centred service delivery, technology and innovation
which forms part of our 50th anniversary program, and let me take this opportunity to thank our
Anniversary Sponsors for supporting this event. Originally established as the Law Foundation of
NSW in 1967, the Foundation has always had a research and access to justice dimension, but this
was particularly emphasised and reinforced when the Foundation was reconstituted as The Law and
Justice Foundation of NSW in 2000. The Foundation’s statutory mandate directs us to contribute to
the development of a fair, equitable and accessible justice system that addresses the legal needs of
the community, and in doing so, to ‘fill a gap in the provision of applied research into the practical
operation of the justice system and its impact on the community.’1
In working towards this mandate, the Foundation maintains a rigorous, evidence-based research
program that seeks, in particular, to identify the legal needs of the community, and in particular
socially and economically disadvantaged people, and to identify what programs and initiatives ‘work’
to address those needs – for whom, at what cost and in what context. Those of you familiar with our
work will be aware of how we use bespoke quantitative and qualitative programs, as well as seeking
to make best use of legal sector and other data, while remaining closely engaged across the sector
to answer these questions.
Central to this work are a couple of key themes – the importance of taking a truly citizen-centred
approach to identifying legal needs and ‘what works’, and the importance of rigorous evidence
underpinning policy development and service delivery.
We hope that these themes, as well as the global and national historical contexts within which
current access to justice reform sits, will feature across the symposium today.
So I would like to extend a welcome to you all once again, to the Attorney General Mark Speakman
SC MP, and to our special guests from overseas, Professor Dame Hazel Genn and Professor Pascoe
Pleasence from the UK, and Shannon Salter (remotely) from Canada. I look forward to a very
productive and informative day.
Geoff Mulherin
Director
Law and Justice Foundation of NSW
20 June 2017

1. Second reading speech, Law and Justice Foundation Act 2000.
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Program
9:00am-9:30am

REGISTRATION AND COFFEE – Parliamentary Theatrette Lobby

9:30am-9:35am

Welcome, Geoff Mulherin, Director, Law and Justice Foundation of NSW

9:35am-9:40am

Welcome to Country, Aunty Norma Ingram

9:40am-10:00am

Opening remarks, The Hon. Mark Speakman SC MP, Attorney General of NSW

10:00am-10:05am

Professor Dame Hazel Genn introduction, Geoff Mulherin

10:05am-10:45am

Keynote – Professor Dame Hazel Genn
Reflections on the state of access to justice in the global context and the impact of the evidence base
on civil justice reform

10:45am-11:15am

MORNING TEA BREAK – Parliamentary Theatrette Lobby

11:15am-12:30pm

Session 1 – Access to justice in the Australian context

This session describes the
Australian context for access
to justice and identifies the
Foundation’s contribution to
putting the client at the centre of
access to justice.

Chair: Professor Julie Stubbs, UNSW Law
Part A: 11:15am-11:45am

The Hon. Justice Ronald Sackville AO QC

Part B: 11:45am-12:30pm

Evidence-based access to justice

v

Dr Christine Coumarelos, Senior Principal Researcher, Law and Justice Foundation of NSW:
Clients at the centre of the Foundation’s access to justice work and Reshaping legal assistance
services

v

Dr Hugh McDonald, Senior Researcher, Law and Justice Foundation of NSW:
The legal capability of clients and implications for service delivery

v

Catriona Mirrlees-Black, Principal Researcher, Law and Justice Foundation of NSW: The value of
data in client-centred service design

12:30-1:30pm

LUNCH – Preston Stanley Room

1:30pm-3:00pm

Session 2 – How research and practice can develop together

This session shows how access to
justice research and analysis can
be put into practice. A clientcentred approach demands
knowledge of the client base:
who the clients are; their
capability; their legal need; how
to triage.

Chair: Professor Pascoe Pleasence, UCL Laws

3:00pm-3:30pm

AFTERNOON TEA – Parliamentary Theatrette Lobby

3:30pm-5:15pm

Session 3 – The human face of technology

This session explores the
interface between the public,
including disadvantaged clients
and ‘access to justice’ technology.
It also examines the role of
research in facilitating clientfocused design.

Chair: Suzie Forell, Principal Researcher, Law and Justice Foundation of NSW

v

Maria Karras, Senior Researcher, Law and Justice Foundation of NSW: Realistic monitoring and
evaluating

v

Kylie Beckhouse, Director Family Law, Legal Aid NSW: Client-centred service delivery in family law

v

Elissa Scott, Manager, Summary Crime, Victoria Legal Aid: Triage in the context of summary crime

v

Maureen Tangney, Executive Director, Civil Justice Strategy, Department of Justice NSW: Using
evidence for civil justice reform

Part A: 3:35pm-4:05pm

Learning from practice

v

Shannon Salter, Civil Resolution Tribunal, BC, Canada (remotely): Client-centred design for the
Civil Resolution Tribunal

v

Monica Ferrari and Khoi Cao-Lam, Victoria Legal Aid: How technology may not respond as
expected to client need

Part B: 4:05pm-5:15pm

Panel discussion

Moderated by Jane Sanders, Principal Solicitor, The Shopfront Youth Legal Centre
v

Alastair McEwin, Disability Discrimination Commissioner, Australian Human Rights
Commission

v

Russell Cavanagh, Aboriginal Field Officer, Legal Aid NSW

v

Sue Field, Adjunct Fellow in Elder Law, Western Sydney University

Participation from the floor
5:15-5:30pm

Closing remarks, Geoff Mulherin

5:30-6:30pm

DRINKS – Parliamentary Theatrette Lobby
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Director, Law and Justice Foundation of NSW
Geoff Mulherin
Geoff Mulherin CSC has led the Law and Justice Foundation of NSW since November 2000,
in which time the Foundation has become an evidence-based leader in understanding legal
and access to justice need and what is effective in addressing that need, and supporting
the planning and delivery of legal services. A former army officer, Geoff was awarded
the United Nations Medal for work in Iran and Iraq, and the Conspicuous Service Cross
for commanding humanitarian relief operations in West Papua, Indonesia. An inaugural
member of the Commonwealth Attorney General’s National Legal Assistance Advisory
Body, he remains Director of the Pro Bono Disbursement Fund. He is Deputy Chair of the
NSW Legal Assistance Forum and a member of the Advisory Board for the Legal Information
Access Centre at the State Library of NSW. He holds honours degrees in law and science and
a Master of Business Administration.

Welcome to Country
Aunty Norma Ingram
Aunty Norma Ingram is a Wiradjuri woman born in Cowra NSW and raised on the nearby
Erambie Aboriginal Reserve. She has lived most of her life in inner city Redfern. Norma
has a Masters of Education from Harvard University and more than 35 years of experience
in education, training and serving Aboriginal communities. Norma’s dedication to her
community has been demonstrated through many roles including CEO of both the
Metropolitan Local Aboriginal Land Council and the NSW State Aboriginal Land Council.
She has also served as a board member of Murawina Pre-School, Wyanga Aboriginal Elders
Program, the Indigenous Land Corporation (ILC) and NSW Aboriginal Housing Office. She is
currently on the Indigenous Advisory Panel for the City of Sydney.

Opening remarks
The Hon. Mark Speakman SC MP
New South Wales Attorney General
Mark Speakman was born in Sydney and grew up in the Cronulla area in Sydney’s south,
where he still lives today. He attended Caringbah High School before graduating in law
and economics from the University of Sydney. Mark then gained his Master of Law from the
University of Cambridge. Mark was a solicitor and subsequently a partner at law firm Blake
Dawson Waldron (now Ashurst) between 1983 and 1991. He was admitted to the NSW Bar in
1991 and appointed Senior Counsel in 2004. Mark was elected as the Member for Cronulla
at the March 2011 state election. In 2013, he was appointed Parliamentary Secretary for
Tertiary Education and Skills, before becoming Parliamentary Secretary for Treasury in 2014.
After his re-election in 2015, Mark was appointed Minister for the Environment and Minister
for Heritage. In January 2017, Mark was appointed NSW Attorney General.
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KEYNOTE ADDRESS
Professor Dame Hazel Genn DBE QC (Hon)
Dean of UCL Faculty of Laws

Dame Hazel Genn is a leading authority on civil justice whose
work has been a major influence on policy makers around the
world. Her focus is on the experiences of ordinary people with
legal problems and the responsiveness of the justice system
to the needs of citizens. She is author of the renowned Paths
to justice: what people do and think about going to law (1999),
which has been replicated in many jurisdictions including
the Law and Justice Foundation’s Legal Australia-Wide (LAW)
Survey. There is now a recognised ‘Paths to justice’ tradition of
studies of unmet legal need.
Consistent with her interest in public use of and experiences
of the justice system, she led a Task Force on Public Legal
Education (PLEAS). As well as leading the UCL Faculty of Laws
Centre for Access to Justice, and its health-justice partnership
in East London, she serves on many working groups and
committees concerned with improving access to civil justice.
In terms of recent civil justice reform, Dame Hazel delivered
the 2008 Hamlyn Lectures where she discussed reforms to
civil justice in England and around the world in the context of
escalating expenditure on criminal justice and vanishing civil
trials. Most recently, she was the key advisor to Lord Briggs in
his review of the structure of civil courts in the UK.

Reflections on the state of access to justice in
the global context and the impact of evidence
base on civil justice reform – a personal
overview
Against the backdrop of two decades of reform to
the delivery of publicly-funded legal services and civil
justice systems in the common law world, Dame Hazel
Genn discusses the critical contribution of rigorous
empirical research in shaping the access to justice
debate internationally, developing a citizen-focused
approach to reform and influencing policy concerning
distribution of scarce legal aid resources. The nowsophisticated understanding of citizens’ responses to
everyday legal problems, and of enduring barriers to
access to justice, owes much to an impressive body of
international research. In times of austerity there is an
even greater need for reliable, well-targeted evidence
to inform and guide policy choices. In tandem with the
redesign of public legal services, fundamental change
to court procedure aimed at improving access to justice
has been introduced around the world, with mixed
results. Common reform strands include proportionality,
costs management, alternative dispute resolution
and privatisation of justice. This address reviews these
measures and points to some conspicuous reform failures
that might have been avoided by developing and relying
on a solid evidence base.
Looking to the future, Dame Hazel considers the
imminent transformation of judicial proceedings in the
UK. As the senior judiciary prepare to introduce online
and virtual processes in the legal determination of
civil, criminal and tribunal cases – a dramatic change to
traditional common law procedures – she examines the
opportunities and challenges offered by technology in the
drive to improve access to justice for all citizens.
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SESSION 1 ACCESS TO JUSTICE IN THE AUSTRALIAN CONTEXT
Chair: Professor Julie Stubbs
Professor, Faculty of Law, UNSW
A criminologist, before joining UNSW Law in 2010 Julie Stubbs was Director of the Institute
of Criminology at the University of Sydney and a senior researcher with the NSW Bureau
of Crime Statistics and Research. Julie is a member of the implementation group for the
Australian National Community Attitudes Survey on Violence Against Women and a
member of the Advisory Committee for the Australian Law Reform Commission Inquiry into
Indigenous incarceration. A major focus of Julie’s research has been an examination of legal
responses to violence against women. Examples include an evaluation of domestic violence
legislation and a study of defences used by battered women charged with homicide in
Australia, New Zealand and Canada. She has also examined bail and remand. Her current
research includes justice reinvestment, women’s imprisonment and community sanctions.

Part A: Reshaping justice in the Australian context
The Hon. Justice Ronald Sackville AO QC
Acting Judge of Appeal, Supreme Court of NSW
A graduate of the
University of Melbourne
and Yale University,
Justice Sackville was
Professor of Law
(1972–1985) and Dean
of the Faculty of Law
(1979–1981) at the
University of NSW. He
was Commissioner for
Law and Poverty in the
Australian Government
Commission of Inquiry into Poverty (1973–1975). He chaired
the South Australian Royal Commission into the Non-Medical
Use of Drugs (1977–1979), the NSW Law Reform Commission
(1981–1984), the Access to Justice Advisory Committee
(1993–1994) and the Judicial Conference of Australia (2004–
2006). Justice Sackville practised as a barrister in Sydney from
1985 to 1994 and was appointed Queen’s Counsel in 1991. He
was a Judge of the Federal Court of Australia from 1994 until
his retirement from the court in 2008. He has written widely
on legal topics including constitutional law, administrative
law, access to justice, complex litigation, the judiciary and the
relationship between courts and the media. Justice Sackville
was made an Officer of the Order of Australia in 2009.

Reshaping justice:
a half-century overview
The post-war welfare state reflected a particular
conception of the ‘just’ society in which the law, at least
initially, played a peripheral role. But in many countries,
encouraged by the experience in the United States from
the 1950s to the 1970s, the law began to be viewed
as ‘a sphere and strategy’ for addressing poverty and
inequality. In Australia, the Whitlam Government (1972–
1975) marked the apex, if not the apotheosis, of this
approach. What is remarkable is how many of the legal
reforms proposed during those years in order to alleviate
the consequences of poverty and disadvantage have
been implemented since.
Despite four decades of change, the last quarter of a
century has seen an almost endless series of inquiries
into ‘access to justice’. The repetitious nature of these
inquiries reflects the widespread perception that the legal
system has failed to protect poor and disadvantaged
people. Unless the reasons for this perception are
understood, past achievements will be underplayed
and, more importantly, reform efforts are likely to be
misdirected. Critical evaluation of the civil justice system
is essential and should be ongoing. But the process needs
to be informed by a realistic appreciation of what the
civil justice system can and cannot do to alleviate the
consequences of poverty and disadvantage.
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Part B: Evidence-based access to justice
Dr Christine Coumarelos
Senior Principal Researcher, Law and Justice
Foundation of NSW
Christine Coumarelos
has more than 25 years’
research experience in
the justice sector. Before
joining the Foundation
in 2003, she headed the
research team at the NSW
Bureau of Crime Statistics
and Research and worked
as Principal Policy Analyst
at NSW Police, providing
timely policy advice
and conducting significant research and evaluation on such
issues as violence against women, juvenile justice, and drugand alcohol-related crime. Christine has extensive expertise
in designing and conducting legal needs surveys to inform
access to justice. She is first author of the seminal LAW Survey,
which has critically informed legal service provision and policy
across Australia. Christine also contributed to Reshaping legal
assistance services: building on the evidence base: a discussion
paper and was lead author of Collaborative Planning Resource –
Service Planning, which provides evidence-based frameworks
for planning and delivering legal assistance services and has
underpinned policy, including the current National Partnership
Agreement on Legal Assistance Services. Christine also has
expertise in informing policy and practice through use of large
administrative datasets, including legal service and court data,
and through evaluations of service initiatives.

Clients at the centre of Foundation’s access
to justice and the reshaping legal assistance
services work
This paper draws on the Foundation’s research over the
past decade, and access to justice research more broadly,
to demonstrate the inequality in people’s experience of
legal problems and in their capability to resolve these
problems, with disadvantaged people often faring
the worst. Legal problems co-exist with everyday ‘life’
problems. As a result, legal problems can cluster together,
can come hand-in-hand with non-legal needs and can
perpetuate or create disadvantage through adverse
impacts on broader life circumstances. The implications
of the evidence for legal service delivery are discussed. In
particular, legal assistance services need to be targeted
to reach the most needy, joined-up to address complex
life problems, timely to ensure responsiveness as early as
practicable, and appropriate to the needs and capability
of the user.
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Dr Hugh McDonald
Senior Researcher, Law and Justice
Foundation of NSW

Catriona Mirrlees-Black
Principal Researcher, Law and Justice
Foundation of NSW

Hugh McDonald has
worked for 14 years in
two of the Foundation’s
main research areas –
identifying access to
justice and legal needs,
and what works to most
effectively and efficiently
meet those needs. He
was a co-author of
several major pieces of
Foundation work – the
Legal Australia-Wide Survey reports, Reshaping legal assistance
services: building the evidence base: a discussion paper and
Collaborative Planning Resource – Service Planning. Hugh
has a particular interest and expertise in how personal and
legal capability affects legal problem-solving behaviour. He
is involved in the Foundation’s research alliances with Legal
Aid NSW and Victoria Legal Aid where his evaluative work
includes legal outreach, community legal education and
information, duty lawyer services, and partnerships between
legal and non-legal services. He is the lead author of the
Foundation’s recently published In summary – Evaluation of
the appropriateness and sustainability of Victoria Legal Aid’s
Summary Crime Program.

Before joining the
Foundation in 2011,
Catriona had more than
20 years’ experience as
a UK government social
researcher, most recently
as co-Head of Research
and Deputy Director in
the UK Ministry of Justice,
and previously at the
Office for Criminal Justice
Reform. She has worked
in both the NSW and UK Treasury, the latter including a role as
secretariat to the UK government’s Heads of Analysis Group,
which comprised the chief of each analytical profession with
the strategic aim of embedding evidence into policy-making.
In contrast, she developed an operational perspective as a
research advisor to the Metropolitan Police. She has worked
in a range of policy areas including crime and policing,
sentencing, offending, court administration and justice
reform. Catriona has particular expertise and experience
in administrative data analysis and complex social surveys,
including several years running the British Crime Survey (now
the Crime Survey for England and Wales) for the Home Office.
At the Foundation she has taken lead responsibility for data
strategy, including collation and presentation of data and
analysis to support legal assistance service planning.

The legal capability of clients and implications
for service delivery
Empirical research demonstrates diverse legal need and
capability across the Australian community, and the vital
role of public legal services in extending access to justice
to the most disadvantaged members of the community.
The concept of legal capability helps explain differences in
legal problem-solving behaviour and outcomes, and why
one-size-fits-all service strategies may be ineffective. In
particular, legal capability helps explain why some people
take action to deal with their legal problems effectively,
yet others struggle even when legal information and
services are widely available. The presentation draws
together findings of the Foundation’s legal needs and
‘what works’ research to draw out implications for
effective service delivery, and why a client-centred focus
is critical for effective service planning and evaluation and
building the legal assistance services evidence base.

The value of data in client-centred service
design
This presentation highlights some of the ways in which
the Foundation has pioneered the use of data to support
the planning and design of client-centred services. These
include the development of a need for legal assistance
services (NLAS) indicator, which provides a measure of
the potential demand for public legal assistance services
across all geographic areas of Australia; ground-breaking
work demonstrating the benefits of collating and
harmonising client data from three of the main public
legal assistance agencies in NSW; and the Foundation’s
current work analysing administrative data from the NSW
courts and tribunals. The latter can contribute to system
reform by identifying the types of clients and matters
brought to the civil justice system. This analysis also
supports informed decision-making by potential clients
by providing insights into the likely outcomes of cases and
the length of time these outcomes can take to achieve.
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SESSION 2 HOW RESEARCH AND PRACTICE CAN DEVELOP TOGETHER
Chair: Professor Pascoe Pleasence
Professor of Empirical Legal Studies,
UCL Laws
Pascoe Pleasence is a leading international expert in empirical legal research
methodologies, with particular interest in access to justice, advice-seeking behaviour, public
understanding of law and legal capability. All of his projects adopt an inter-disciplinary
approach. He was responsible for the design and implementation of the English and Welsh
Civil and Social Justice Survey, and has been involved in the design and analysis of data
from similar surveys in Australia, Canada, Moldova, Nepal, New Zealand, Northern Ireland,
Sierra Leone, Taiwan, Ukraine, the United States and for the World Justice Project. Pascoe has
a long track record of delivering innovative, relevant and influential research to a worldwide
client base and audience. As Head of the UK’s Legal Services Research Centre (LSRC) from
1996 to 2009 he oversaw the LSRC’s broad program of research, before stepping up to a
more strategic role as Academic and Scientific Advisor at the Legal Services Commission,
a role he held until 2011. Since 2007 he has been Professor of Empirical Legal Studies at
University College London, where he co-directs the Centre for Empirical Legal Studies.

Maria Karras
Senior Researcher, Law and Justice
Foundation of NSW
Maria Karras has more
than 20 years’ experience
in conducting social
research programs. Maria
began her career as a
psychologist and worked
as a behavioural scientist
running programs to
assess the effectiveness
of road safety campaigns
for the NSW State
government. Over
the past 18 years Maria has managed many major research
projects at the Foundation and its former research centres, the
Justice Research Centre and the Centre for Legal Education.
These include the legal needs of parents with mental illness
in NSW, a national survey of the aspirations and destinations
of law graduates, an experimental study of legal negotiation
and, most recently, data analysis of the Guardianship Division
of the NSW Civil and Administrative Tribunal and examination
of the greater legal needs of single people. Due to the breadth
of these research projects, Maria has experience in the full
range of social research methodology including the use of
experimental and observational designs, in addition to more
commonly used qualitative and quantitative methods.

Realistic monitoring and evaluating
Knowing whether an intervention or service is achieving
its aim requires monitoring and evaluation. Based
on lessons from Law and Justice Foundation of NSW
research, this presentation provides an overview of how
to conduct realistic evaluations within the legal assistance
sector. Using the example of evaluating community
legal education as an illustration, tools are provided for
rigorous and realistic evaluations that can reliably inform
practice.
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SESSION 2 HOW RESEARCH AND PRACTICE CAN DEVELOP TOGETHER
Kylie Beckhouse
Director of Family Law,
Legal Aid NSW

Elissa Scott
Summary Crime Program Manager,
Victoria Legal Aid

As Director of Family
Law at Legal Aid NSW,
Kylie Beckhouse oversees
the largest family law
practice in Australia. She
is also responsible for
family dispute resolution
services. Kylie has
specialised in family law
for more than 23 years
and is both an accredited
specialist in family law
and an independent children’s lawyer. She is a member of the
NSW Children’s Court Advisory Committee, the Family Court’s
Children’s Committee, the Family Court’s Self-Represented
Litigant’s Committee, the Law Society of NSW’s Family Law
Committee and National Legal Aid’s Family Law working
group. She served on the Family Law Council of Australia from
2011 to 2016. Awarded a Churchill Fellowship in 2014, Kylie
regularly speaks, writes and trains on a range of legal topics
but is most passionate about the delivery of legal services to
the most vulnerable in our society.

Elissa Scott is a lawyer
and social worker
who has statewide
responsibility for the
Summary Crime Program
and manages a large
Melbourne-based team
of legal and non-legal
staff. Elissa worked in
social services, primarily
with children and
families, for 10 years
before her work over the past 15 years in legal assistance,
both in private practice and at Victoria Legal Aid where she
has predominantly focused on criminal law. In 2015, Elissa was
appointed by the Victorian Government as a sessional member
of the Suitability Panel, a panel under the Children Youth and
Families Act 2005. Elissa has a keen interest in therapeutic
jurisprudence and restorative justice and is passionate about
holistic service provision for clients.

Client-centred service delivery in family law
Lawyers play a gatekeeper role for victims of family
violence entering the legal system. This session reflects
upon the evolving sophistication of legal services
embedded in courts for victims of family violence.
Three different approaches to service delivery adopted
by Legal Aid NSW are profiled. The Family Law Early
Intervention Unit duty solicitor model focuses on triaging
the immediate legal and non-legal needs of those in the
midst of a family law crisis. The Domestic Violence Unit
provides a more integrated and intensive approach,
employing both lawyers and social workers to respond
to the needs of people experiencing domestic and family
violence. And new Family Advocacy and Support Services
(recently established nationally in family law courts)
provide an alternative multidisciplinary model where
lawyers and social support services work collaboratively
to ensure that both the legal and social welfare needs of
clients are identified and addressed. The session outlines
how the design of all three models was both shaped and
informed by evidence-based research. The evolution
of these services will continue as ongoing monitoring
and evaluation helps us to understand how our services
can better respond to the holistic needs and interests of
people affected by family violence.

Triage in the context of summary crime
The Summary Crime Program is the largest service
delivery program at Victoria Legal Aid. In 2015–2016,
it provided 56,034 adult summary crime duty lawyer
services across Victoria, assisting a significant proportion
of people charged with criminal offences in the
Magistrates’ Court. In 2013, a triage model was introduced
to better target duty lawyer services and manage
burgeoning demand. Until that time, Victoria Legal Aid’s
duty lawyer services had been universally available. The
triage model included a tiered service structure, with
more intense services delivered to ‘priority’ clients and
those facing more serious charges. This presentation
details the operation of the triage process, clientcentred service delivery approaches and the lessons
learnt from implementing triage in practice. The model
has recently been reviewed by the Law and Justice
Foundation of NSW as part of a larger scale Summary
Crime Program evaluation (In summary: evaluation of the
appropriateness and sustainability of Victoria Legal Aid’s
Summary Crime Program) and the findings of the review
will inform the discussion.
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Maureen Tangney
Department of Justice NSW
Maureen Tangney
has managed legal
policy areas in the
Department of Justice
NSW for many years.
She has been closely
involved in the delivery
of significant reforms
to civil and criminal law
and policy, including
the establishment of a
national defamation law
and the introduction of the successful Work and Development
Order scheme to acquit fine debt. In 2015, Maureen assumed
responsibility for developing a Civil Justice Strategy for NSW.
The aim of the strategy is to improve access to justice by
identifying measures to support the just, quick, cheap and
simple resolution of everyday civil disputes in NSW. Maureen is
passionate about using evidence to ground policy reform and
collaborating closely with government and non-government
partners to craft effective solutions.

Using evidence for civil justice reform
In developing a Civil Justice Strategy for NSW, the
Department of Justice is drawing on many sources of
evidence. These include the Law and Justice Foundation’s
2012 LAW Survey and recently commissioned Data
insights in civil justice reports on the civil workload
of NSW Courts and the NSW Civil and Administrative
Tribunal. Deep insight into the dynamics of the civil
justice system is also being gained through extensive
consultation across the civil justice sector and with
the community. Evidence will not only inform the
development of the strategy, but will also be used to
evaluate the success of reform measures.

Notes
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SESSION 3 THE HUMAN FACE OF TECHNOLOGY
Part A: Learning from practice
Chair: Suzie Forell
Principal Researcher, Law and Justice
Foundation of NSW
Suzie Forell has more than 25 years’ experience in justice sector research. She has particular
expertise in policy-relevant analysis, as well as planning and evaluating legal assistance
services and systems. Suzie commonly uses evidence drawn from large administrative
datasets and is currently analysing and reporting on NSW civil court and tribunal
administrative data to investigate its value to inform policy. In 14 years at the Foundation,
Suzie has researched the access to justice and legal needs of disadvantaged groups and
‘what works’ to address those needs. She has evaluated legal assistance strategies including
outreach, family law duty services, collaborative partnerships, and community legal
education and information. Suzie leads the Foundation’s ‘what works’ research program and
manages research alliances with Legal Aid NSW and Victoria Legal Aid. Suzie is an author
of Reshaping legal assistance services: building on the evidence base: a discussion paper. Her
current focus is on integrating evaluative thinking into legal assistance services. Previously,
Suzie was a principal policy analyst with NSW Police, implementing and evaluating national drug strategy initiatives, and a
researcher at the NSW Independent Commission Against Corruption.

Shannon Salter
Chair, Civil Resolution Tribunal
Shannon Salter is
the Civil Resolution
Tribunal’s Chair and
an Adjunct Professor
at the University of
British Columbia Allard
School of Law, teaching
administrative law
and legal ethics. She
earned her BA and LLB
from the University of
British Columbia and
her LLM from the University of Toronto. Shannon was a British
Columbia Supreme Court judicial law clerk before practicing
civil litigation and serving as a vice chair of the Workers’
Compensation Appeal Tribunal. Shannon is a commissioner
of the Financial Institutions Commission, vice president of
the British Columbia Council of Administrative Tribunal,
and a board member of CanLII. She also co-authored the BC
Administrative Decision-maker’s Manual.

Client-centred design for the Civil Resolution
Tribunal
The Civil Resolution Tribunal is the first online tribunal in
Canada. It launched in July 2016 with a strata disputes
system and now accepts small claims disputes. The
Civil Resolution Tribunal package includes a solution
explorer to diagnose the scope of the issue and provide
self-help materials. This is then linked, if required, to
facilitated dispute resolution and hearing preparation.
This presentation provides a brief overview of the Civil
Resolution Tribunal before providing tips on what worked
and what did not in the development of the technology,
to ensure the utility and accessibility of the Tribunal to
the public, including the most vulnerable. It describes the
place of research to ensure a client-focused solution.
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Monica Ferrari
Program Manager for Community Legal
Education, Victoria Legal Aid
Monica Ferrari has
worked in community
legal education since
1997 and is committed to
developing collaborative
education interventions
that increase access to
justice for vulnerable
communities. Monica
has a strong interest in
building an evidence
base to demonstrate the
effectiveness or otherwise of community legal education. She
completed a Master’s in Education by research in 2015 and is
preparing a research paper for publication. She has recently
completed a second study focusing on the impact of fines
education for students with mild intellectual disabilities.

Khoi Cao-Lam
Client Access Manager, Victoria Legal Aid
Khoi Cao-Lam‘s work
encompasses the
application of design
thinking to human
services, data analytics
to better understand
community need, the
use of technology to
address social problems,
and multidisciplinary
collaboration. A lawyer
by background, Khoi has
worked in corporate law, international development (with
UNICEF), community legal centres and the public sector. He
founded ‘Acting on the Warning Signs’, the health-justice
partnership between Inner Melbourne Community Legal and
the Royal Women’s Hospital to address family violence. Khoi
holds a Bachelor of Laws (Hons) and a Bachelor of Business
from Monash University. He is currently completing a Masters
in Social Innovation at the University of Cambridge.
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How technology may not respond as
expected to client need
In 2013, Monica Ferrari’s Legal Aid team created an app
for young people called Below the belt: sex, selfies and
cyberbullying. It came at a time when mobile technology
and users were rapidly expanding and there was much
anticipation about the potential of these platforms.
However, the app did not meet expectations. Within six
months, install rates were low and uninstall rates high,
and the app was discontinued a year after launch. A
comprehensive evaluation was undertaken to identify the
factors that contributed to this outcome. A case study was
published, receiving local and international attention for
its ‘searing honesty’. Monica discusses some of the perils in
the ‘rush to technology’ and the value of failure.
Khoi Cao-Lam’s program at Legal Aid Victoria now
includes a lawyer, industrial designer and an external
multidisciplinary team comprising a software developer,
product design engineer and project manager who are
helping to transform Victoria Legal Aid’s approach. Khoi
examines how to bring design thinking and approaches
from technology development into the legal assistance
sector.

Notes
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SESSION 3 THE HUMAN FACE OF TECHNOLOGY
Part B: Panel discussion
Moderator: Jane Sanders
Principal Solicitor, The Shopfront Youth
Legal Centre

Alastair McEwin
Disability Discrimination Commissioner,
Australian Human Rights Commission

Jane Sanders is the
principal solicitor at the
Shopfront Youth Legal
Centre in Darlinghurst,
which is a free legal
service for homeless and
disadvantaged young
people with high and
complex needs who are
unable to effectively
access Legal Aid and
other mainstream
services. Jane is an accredited specialist in criminal law
and children’s law. She has worked for more than 20 years
appearing for children and young adults in criminal matters in
the Children’s, Local, District and Supreme Courts, developing
expertise in police powers, particularly arrest and personal
search powers. Jane’s role also includes providing training
for young people, youth workers and lawyers. She is active
in campaigning for law reform on issues that affect young
and disadvantaged people. She is a member of the NSW Law
Society Criminal Law Committee and has also been a member
of a number of other committees and networks. In 2008, Jane
was awarded the Justice Medal and in 2014, she received the
Terry Keaney Memorial Award for dedication to the profession,
excellence as a criminal lawyer, commitment to clients and
concerns for social justice.

Alastair McEwin was
appointed Australia’s
Disability Discrimination
Commissioner in
August 2016. Alastair’s
educational background
is in arts, law and
business administration.
Following undergraduate
training in Adelaide, he
spent time in Vancouver,
Canada, pursuing
postgraduate studies. Before moving to Sydney, he worked as
Associate to the Hon. Justice John von Doussa at the Federal
Court. Alastair has a strong background in working with nonprofit organisations. He was Executive Director of the peak
body Community Legal Centres NSW from 2008 until 2016.
Other roles include CEO of People with Disability Australia and
Manager of the Australian Centre for Disability Law. Prior to
his current role, he was Chair of the NSW Disability Council. He
has served as President of the Deaf Society of NSW and Chair
of the Australian Theatre of the Deaf. He has also been the
coordinator of the World Federation of the Deaf Expert Group
on Human Rights and an Adjunct Lecturer for the Masters
of Community Management degree at the University of
Technology Sydney.
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Russell Cavanagh
Aboriginal Field Officer, Legal Aid NSW
Russell Cavanagh works
at Legal Aid NSW in the
Port Macquarie office. As
the field officer for the
Mid North Coast region,
which covers Macksville
in the north to Forster/
Tuncurry to the south,
Russell services and
assists four Aboriginal
countries which include
Dhunghutti in the
Kempsey region, Birpai (Port Macquarie/Wauchope), Biripi
(Manning Valley) and Worrimi (Forster/Tuncurry). Before
joining Legal Aid NSW, Russell worked as a TAFE teacher in
the Mid North Coast region for eight years. His role was to
encourage the use of technology as a learning tool among
the Aboriginal community and to assist people to become
proficient in developing technology skills. He has also worked
as an Aboriginal Field Officer in government and private
organisations where he was responsible for fostering the use
of technology in Aboriginal communities. Russell is studying a
Bachelor of Laws online at the University of New England, and
he actively promotes online learning to Aboriginal youth and
older community members as the new method of learning.
He draws upon his knowledge of technology extensively in his
role.

Notes
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Sue Field
Adjunct Fellow in Elder Law, Western
Sydney University
Sue Field is an Adjunct
Associate Professor at
Charles Sturt University
and an Adjunct Fellow
in Elder Law at Western
Sydney University where
for the past fourteen
years she has taught elder
law to undergraduate
law students. Sue is a
Lead Investigator with
the Cognitive Decline
Partnership Centre, Director of the Australian Centre for Elder
Law Pty Ltd and a Distinguished Fellow at the Canadian Centre
for Elder Law. Sue is co-editor of the Elder Law Review, the
only refereed elder law journal in Australia. Currently, she is
working on a co-authored text on elder law for the layperson
and co-editing a text on elder law for professionals working in
this area. Sue has published widely and frequently presented
her work at international and national events. She is a member
of the Law Society of NSW’s Committee on Elder Law, Capacity
and Succession, a member of the Australian Law Reform
Commission Advisory Committee for the Inquiry into Elder
Abuse and a member of the Steering Committee for the fifth
National Elder Abuse Conference, to be held in Sydney in
February 2018.

14

Research Symposium Reshaping Justice: Client-centred service delivery, technology and innovation

Notes

Research Symposium Reshaping Justice: Client-centred service delivery, technology and innovation

Notes

15

16

Research Symposium Reshaping Justice: Client-centred service delivery, technology and innovation

Notes

Do you know someone working
to improve access to justice in
NSW?
Nominations for the 2017 Justice Awards are now open
Nominations are invited in four categories:
•

Justice Medal

•

Aboriginal Justice Award

•

Pro Bono Partnership Award

•

Law and Justice Volunteer Award

Three other awards will be presented on the evening: the Law Society President’s
Award, the Community Legal Centres NSW Award and the LIAC Centre of Excellence
Award.

The annual Justice Awards recognise
the work of individuals and groups
in improving access to justice,
particularly for socially and economically
disadvantaged people in NSW. This
year’s presentation dinner will be held
on Thursday 19 October 2017 at the
Strangers’ Dining Room, NSW Parliament
House, Sydney. The 2017 Law and Justice
Address will be delivered by Sir Anthony
Mason AC KBE QC.

How to nominate
To download a nomination form, go to www.lawfoundation.net.au/justice_awards
For more information, email justiceawards@lawfoundation.net.au
Nominations for the 2017 Justice Awards close on Friday 7 July 2017
@NSWLawFound #justiceawards2017

The Foundation would like to acknowledge and thank our Anniversary Program sponsors.

@NSWLawFound #reshapingjustice #LJF50yrs

