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2 E.g. Centre for Social Impact’s guide “The compass” http://www.csi.edu.au/research/project/compass-your-guide-social-impact-measurement/; United Way’s “Seven Principles for Impact 
Reporting” http://unitedway.com.au/2014/07/seven-principles-of-impact-reporting; The Good Analyst’s “Guidelines for how to measure and report social impact”  
http://www.goodanalyst.com/resources-and-tools/impact-measurement-and-reporting/  

http://www.csi.edu.au/research/project/compass-your-guide-social-impact-measurement/
http://unitedway.com.au/2014/07/seven-principles-of-impact-reporting
http://www.goodanalyst.com/resources-and-tools/impact-measurement-and-reporting/
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3 Schetzer, L, Mullins, J & Buonamano, R 2003, Access to justice & legal needs, a project to identify legal needs, pathways and barriers for disadvantaged people in NSW. Background paper. Law and 

Justice Foundation of NSW, Sydney, 2002, http://www.lawfoundation.net.au/report/background - accessed on 1 November 2018. 
4 https://engage.vic.gov.au/accesstojustice 
5 Theory of Change is a method for planning and evaluating initiatives that has its roots in theory based approaches to program evaluation. 

http://www.lawfoundation.net.au/report/background


  
Justice Connect – Annual Impact Report FY17/18         35 

                                                           
6 This approach is suitable for programs of all levels of maturity. Established programs that can demonstrate their contribution to change at all stages along the change pathway can tell a compelling 

story of their contribution to social impacts, while newer programs that can show they have brought about changes early in the change pathway can convincingly show they are progressing toward 

creating impact because they have created the necessary preconditions.  
7 I.e. These outcomes also form part of a program’s ToC, cascading upwards to contribute to the organisational goal of increasing access to justice. 
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8 Qualitative data analysis software. 
9 Each story was rated on three dimensions of impact: 1. Extent to which changes/implications for the client were described. 2. Evidence that the program contributed to the change (contribution or 

attribution). 3. Evidence that the change would not have occurred without the program (additionality). See Appendix C for further details. 
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10 Homeless Law accounts for the vast majority of files opened (404; 93%) and has continued this year to work to improve accessibility for Aboriginal and Torres Strait Islander clients, through 
targeted projects and partner relationships. For Homeless Law, 11% of open matters (43) were for Koori clients, on par with 13% last year. 
11 These include service fact sheets and info on how to obtain assistance from the service.  
12 The NFP Law website is accessed both organically by people running google searches, as well as in response to enquiries. 
13 Going forward, the program will streamline resources and remove duplication as part of a focus on quality and usability. The program expects to meet its target of consolidating resources down to 
300 by 2019.  
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14 While the primary purpose of secondary consultations under the HJP model is to provide legal assistance to patients, it is of note that there is also the benefit of further improving the capacity of 
health professionals to identify legal issues. 
15 This is equivalent to “Non-legal support” in the 2016 Annual Impact Report. 
16 A snapshot of non-legal support provided to WHPP clients in Q4 shows that 17 women were provided 18 linkages to services, 18 provisions of brokerage (mainly for storage, removals and rental 
arrears), three VCAT support letters and three lots of food vouchers. 
17 See Error! Reference source not found. for further details.   
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18 Some programs counted number of clients while others counted number of enquiries. For the purposes of this estimate, one client is counted as one enquiry, however it is possible that lost or 
withdrawn clients may have had more than one enquiry. This figure therefore may slightly underestimate the total number of enquiries not assisted because they withdrew or contact was lost. 
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19 Each memo is prepared by a lawyer or secondee and signed off by the senior lawyer. 
20 The number of intake memos does not match the number of files opened (404) for two main reasons: (i) clients have criminal files (for which intake memos are not prepared because they are run 

by an in-house lawyer); and (ii) clients have intake memos prepared, but sometimes do not make it to their appointments (unless clients are able to be rebooked, this is lost time for the lawyer and 

supervising lawyer that prepared the memo).  
21 This is up from 32 hours in FY16/17. The figure is based on the annual snapshot of support to pro bono lawyers. In June 2018, the Homeless Law team of 5 lawyers, 1 graduate and 1 secondee (4 x 
full time; 1 x 0.8 EFT; 1 x 0.6 EFT; 1 x 0.4) had 81 contacts with pro bono lawyers, and recorded approximately 30 hours of support. Together with administrators and social workers, support was 38.8 
hours. This does not include the time spent on intake (including memos) or direct client work.    

http://www.hlp.org.au/
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22 NSW enquiries fell from 861 to 636; Victorian enquiries fell from 1,347 to 639. 
23 The ‘conversion rate’ is the proportion of enquiries that result in a pro bono referral. 
24 Previously PIL NSW took a large volume of matters via the SRS work in the Migration List at the Federal Circuit Court in Sydney. 
This work, and therefore the high volume of these matters flowing to PIL, ended in October 2017. 
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25 The conversion rate for the Victorian PIL program rose from 38% to 79%.  
26 Unique page views increased by 101,148; up from 380,350 to 481,498. 
27 This is largely consistent with last year when legal structure, governance and fundraising were also in the top five. This year the 
webpages for constitution and getting started were replaced by volunteers and before you start as part of the five most viewed 
pages. 
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28 Presented by lawyer Margaret Harrison of Signpost Aged Care service, hosted by Lander & Rogers. 
29 Presented by barrister Dr Elizabeth Brophy, hosted by Baker McKenzie. 
30 The individual number of lawyers who attended one or more training sessions with Justice Connect cannot be calculated from 
the data available but is less than the total figure; depending on the program, lawyers may attend one training session or a series of 
training (e.g. lawyers and graduates who attend Homeless Law training sessions attend at least five sessions, which counts as five 
attendances; there are three training sessions that lawyers volunteering with DBLS must complete before they can commence).  
31 No feedback was collected this year at the lawyer trainings delivered by PIL NSW or Not-for-profit Law. 
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32 Not-for-profit Law attempts to refer matters to all member firms that have an interest in not-for-profit law matters, however 
some firms are more difficult to place matters with due to their areas of expertise or their own internal pro bono eligibility criteria. 

33 In NSW, barristers do not register with Justice Connect as they do in Victoria. Instead, PIL NSW lawyers email clerks once 
expertise is confirmed within the chambers or they contact barristers directly. In this way there is no limit to the number of 
barristers from whom pro bono representation may be sought.   
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34 While the program can refer to any Justice Connect member firm or LIVLAS firm, referrals are mainly made to those who were 
previously involved in the clinics run by Seniors Law who have expertise and a particular interest in elder abuse work. 
35 The response rate for the SRS lawyer survey was too low to report meaningful quantitative results; qualitative data was not 

available. 
36 Seven out of 66. 
37 97 Homeless Law lawyers and graduates. 
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38 Reported by 80%, 77% and 63% respectively. 
39 Reported by 69%, 62%, 54% and 54% respectively. 
40 Historically this has been the main way that Not-for-profit Law gathers feedback however firms have stopped completing these 
forms. The program is exploring other ways to systematically collect meaningful feedback from pro bono lawyers that can inform 
program delivery. 
41 Up from 84 to 109. 
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42 Homeless Law down 14% (from 838 to 718); Not-for-profit Law down 75% (from 121 to 30); Self Representation Service down 
66% (from 152 to 51). 
43 Last year 221 lawyers were enrolled, compared with 184 at the end of this financial year, however last year’s recorded figure did 
not account for those who had ceased participating. In Q2 there was an audit for the first time in approximately 12 months which 
revealed that a number of lawyers had ceased participating in the service during that time (e.g. because they had changed firms). 
Thus, the fall in numbers did not occur solely from last year to this year, rather some of the attrition occurred during last year. Also, 
many Migration List lawyers were volunteering only for that work and not for the SRS generally; when that list ended, they stopped 
working for the service.  
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44 The team participated in a total of 62 training and development opportunities in 2017-18, noting that some sessions were 
attended by more than one team member. 
45 This is a general goal of the DBLS; more specific policy and law reform goals will be developed during FY18/19. During FY17/18, 
the first year of operation of the DBLS, the service has focused on positioning itself to enable effective advocacy in the future. 
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46 https://www.nfplaw.org.au/fundraising-reform-submissions  
47 Justice Connect’s experience indicates numerous aspects of a HJP that contribute to better legal and health outcomes for older 
people, including: physical co-location of legal and health services, building staff capacity to identify patient’s legal issues through 
both professional development and ‘secondary consultations’ and coordination of a range of rapid therapeutic interventions. 

https://www.nfplaw.org.au/fundraising-reform-submissions
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48 Formed to undertake a specific activity or piece of work. 
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49 The HJP lawyer gave an address outlining Justice Connect’s work with LBGTI communities. The launch was attended by Minister 
Foley, Gerard Mansour, Commissioner for Senior Victorians; Ro Allen, Commissioner for Gender and Sexuality. 

http://www.nfplaw.org.au/supporters-stories
https://cotavic.org.au/wp-content/uploads/2018/03/Safeguarding-the-End-of-the-Rainbow-Booklet-V1.pdf
https://cotavic.org.au/wp-content/uploads/2018/03/Safeguarding-the-End-of-the-Rainbow-Booklet-V1.pdf
https://justiceconnect.org.au/campaigns/just-life/
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50 Conferences included Brisbane Aged Care Conference, Health Justice Australia Conference, Homelessness NSW Conference, 
LGBTI Ageing & Aged Care Conference, 5th National Elder Abuse Conference and Victorian Healthcare Association Annual 
Conference. 
51 E.g. https://twitter.com/DavidLockeAFCA 14.4K followers 

https://twitter.com/DavidLockeAFCA
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GOAL: To raise awareness of the benefits of reducing the default period for bankruptcy from three 

years to one year as per the Bankruptcy Amendment (Enterprise Incentives) Bill 

WIN: Senate’s Legal and Constitutional Affairs Committee report supports the Bill 

In March 2018 Justice Connect’s Self Representation Service was invited to appear before the Senate’s Legal and 

Constitutional Affairs Committee in relation to the Bankruptcy Amendment (Enterprise Incentives) Bill 2017.  As 

part of the National Innovation and Science Agenda, the aim of this law reform is to promote entrepreneurship 

and innovation and to reduce stigma associated with personal insolvency.  Among other amendments, the Bill 

provides for an automatic discharge after one year of bankruptcy (rather than the current three year period). The 

reduction in the default period was the focus of Justice Connect’s interest in the Bill.  In our response to an 

earlier proposals paper, and in our submissions to the Committee at the public hearing in Sydney, Justice 

Connect advocated in favour of the reduction on the basis that the stigma associated with bankruptcy can lead 

our clients to avoid it at all costs, often by entering into payment plans or debt agreements that are beyond their 

capacity. Inevitable default regarding these arrangements leads them back into bankruptcy proceedings having 

wasted time and money in a futile bid to avoid bankruptcy. This process also leads to clients experiencing 

considerable unnecessary stress. Stigma also leads many of our clients to lodge a Notice of Opposition in an 

effort to resist bankruptcy in circumstances where they are insolvent and have no other grounds upon which to 

rely to oppose the bankruptcy. Using compelling client stories in support of our position, Justice Connect 

reasoned that reducing the default period of bankruptcy to one year, and thereby reducing the associated 

stigma, would reduce the number of people who oppose bankruptcy proceedings where they have no prospects 

of success. As a further consequence, the number of unmeritorious opposition applications would decrease, 

reducing the burden on the courts and petitioning creditors.   

The report tabled by the Committee is supportive of the Bill subject to a recommendation that the Government 

consider suggestions from ASIC to amend the Corporations Act 2001 (Cth) to ameliorate risk of the one year 

default period being made available to bankrupts for whom it is not desirable. The Bill remains before the 

Senate.   

 

GOAL: To increase awareness of and appreciation for the need for legal services and systems to 

undergo reform to improve the user experience of these systems, to dispel myths about the use and 

uptake of digital by legal help-seekers, and to encourage user-centred digital transformation 

WIN: Law Council of Australia’s Justice Project Report includes recognition of potential of digital 

transformation and service delivery 

Law Council of Australia’s Justice Project background papers included some assumptions about the role of digital 

in legal services and the use of digital in the Australian population that are not borne out by research and data. 

The Law Council’s progress report (March 2018) made little mention of the role of digital and emerging 

approaches in access to justice. Justice Connect’s Digital Innovation team prepared a lengthy submission for the 

Law Council which included a section on digital transformation. After the release of the interim report, Justice 

Connect advocated for the Council to ensure that it addressed the issue of online services and the potential of 

system improvements in its final report, including through a humorous twitter campaign.  

The final report released in August 2018 stated that “Technological innovation should be pursued in the delivery 

of legal services to clients experiencing disadvantage, including through dedicated funding streams and having 

regard to identified examples of what works in this area. At the same time, it should be recognised that digitally 

excluded groups may be left behind by technological innovation without due care being taken.” (p.4-5). 

The Law Council of Australia then invited Justice Connect to join its Legal Futures Steering Committee.   
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GOAL: To improve the Office of Housing's policies and processes for dealing with housing debts 

WIN: Victorian Government accepted Ombudsman’s reform recommendations and Homeless Law 

positioned to influence implementation of reforms 

The Victorian Ombudsman conducted an investigation into the processes of Victoria’s Department of Health and 

Human Services (DHHS) for calculating and pursuing debts against public housing tenants. Justice Connect 

Homeless Law made substantial contributions to the investigation, including oral interviews, working with clients 

to arrange for a detailed review of their housing files, and preparing the position paper, "Through the Roof: 

Improving the Office of Housing’s policies and processes for dealing with housing debts" (Through the Roof). 

Through the Roof contained 13 case studies and data from 52 Homeless Law clients who were provided with 

legal representation to address debts claimed by the Director of Housing. It showed that in 93% of finalised 

matters, the debts were reduced in part or full as a result of legal representation. The evidence painted a picture 

of significantly inflated compensation claims being pursued against highly vulnerable people, which – if defended 

– were almost always reduced. 

Through the Roof was cited 29 times throughout 95 page Ombudsman’s report and the systemic problems 

identified in the report mirrored Homeless Law’s concerns. Homeless Law’s influence is also directly 

acknowledged in a letter from the Victorian Minister for Housing which refers to the impact of Homeless Law’s 

evidence-based work in relation to housing, homelessness and housing debts: “I want to take this opportunity to 

thank Justice Connect for its critical role in representing the 52 clients outlined in the report … I would also like to 

thank Justice Connect for its detailed work in drawing policy proposals from that representation role”’.  

This work strengthened Homeless Law’s relationship with the DDHS and led to establishment of the Bulk Debt 

Negotiation Project with DHHS. This project aims to: (a) effectively and efficiently resolve the public housing 

debts of 16 women in custody at Dame Phyllis Frost Centre, and (b) inform systemic improvements in how DHHS 

handles these matters. Homeless Law were also invited to join the Public Housing User Advisory Group, where 

they continue to provide regular written and verbal feedback to improve DHHS operational guidelines and 

tenancy management practices. 

 

GOAL: To influence Government to exempt charitable companies from paying ASIC levies 

WIN: Charitable companies made exempt from paying ASIC levies 

In April 2018, the Federal Government introduced a new funding system for the Australian Securities and 

Investments Commission (ASIC). This system required all companies regulated by ASIC, including charitable 

companies registered with the ACNC, to pay a levy. Not-for-profit Law provided a submission to the ASIC 

Supervisory Cost Recovery Levy Amendment (Enhancements) Regulations in May 2018, outlining concerns relating 

to the unreasonable cost-recovery mechanism which imposes an unfair burden upon a subset of unlisted public 

companies, being ACNC registered charities. Not-for-profit Law submitted that charitable companies be exempt 

from the new levy. The program raised this in meetings with Treasury officials, with the Opposition Minister, and 

with others in the sector who also raised this with decision-makers (both Ministers and officials). 

In July 2018 the Federal Government announced registered charities will be exempt from paying ASIC levies. 

The Federal Opposition Minister for Charities and Not-for-profits tweeted, congratulating Not-for-profit Law on 

its work on this issue. 

 

http://justiceconnect.createsend1.com/t/i-l-oddhrjy-uidikhgk-j/
http://justiceconnect.createsend1.com/t/i-l-oddhrjy-uidikhgk-j/
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52 In family violence, elder abuse and aged and health sectors, all of relevance to Seniors Law work.  
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53 Stachowiak, S. (2013) “Pathways for change: 10 theories to inform advocacy and policy change efforts. 
(http://orsimpact.com/wp-content/uploads/2013/11/Center_Pathways_FINAL.pdf)  Coalition Theory proposes that coordinated 
activity by coalitions of individuals/groups with shared policy beliefs leads to policy change, while according to Power Politics 
Theory, power is held by small numbers of people and successful advocacy depends upon having relationships with those few and 
being considered credible by them. Agenda-setting theory proposes that media is key to influence as it determines what issues the 
public have awareness of and consider the most important agenda items. Diffusion of Innovation Theory refers to a change process 
that involves developing clear solutions, making their advantages clear and communicating widely. 

http://orsimpact.com/wp-content/uploads/2013/11/Center_Pathways_FINAL.pdf
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54 See Appendix C for details of assessment and scoring system. 
55 See Appendix D for comparison with previous year’s ratings. 
56 Reduced organisational exposure to risk. 
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57 In FY17/18, Homeless Law prevented 111 clients and their families from being evicted into homelessness. The program estimates 
that this generates cost savings of over $3 million through avoiding increased health, justice and welfare service costs. 

Evictions into homelessness 

avoided 

In FY17/18, Homeless Law 

prevented 111 clients and their 

families from being evicted into 

homelessness. The program 

estimates that this generates cost 

savings of over $3 million through 

avoiding increased health, justice 

and welfare service costs. 

Homeless Law’s Annual Infringements Snapshot 

This process provides insight into the impacts of Homeless Laws 

infringements work for its clients who are facing fines. The analysis of 

20 infringements matters closed this year shows that these clients 

were facing $166,610 in total fines when they sought help from 

Homeless Law. All were experiencing homelessness at the time they 

incurred the fines, with 65% sleeping rough (including in their cars). 

Twenty five percent of the fines were dismissed unconditionally at the 

Magistrates’ Court or withdrawn by an enforcement agency, and 50% 

of the fines are subject to a current enforcement review application 

based on special circumstances. 
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Governance Health Checks 

During FY17/18, NFP Law provided legal health checks (with a focus on governance issues) to 70 
not-for-profit organisations in Victoria. Participating organisations completed an online 
questionnaire designed to pinpoint areas of improvement. The questionnaire covered a broad 
range of topics, including governing documents, legal structure, regulatory requirements, 
reporting and record keeping, holding meetings, charity status, tax concessions and meeting legal 
duties.  

NFP Law lawyers reviewed the participants’ circumstances, taking into consideration the 
organisation’s legal status (i.e. structure, charity endorsement, tax concession), and developed 
detailed, specific recommendations. These recommendations were delivered via teleconference 
with representatives of the organisation – typically the CEO and board members. This was 
followed up with an email containing the recommendations, suggested next steps and relevant 
Not-for-profit Law resources and other sources.  

Questions asked before and after the health check showed that participation improved an 
organisation’s level of confidence and knowledge in all relevant topics and feedback from 
participants was tremendously positive. E.g. 

“Given that we are a very small and new organisation, and lack legal 

expertise, the health check provides us with invaluable information/advice 

about meeting our legal requirements. It affirms some steps we are already 

taking but identified some areas for us to act in to ensure we are operating 

lawfully.” 
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Tony and Sofia’s story       Domestic Building Legal Service 

Tony and Sofia are a retired couple in their seventies. Their only income is the aged pension, and having used 
their available financial resources to help their intellectually disabled adult son, they have no savings or 
superannuation.  

In 2013, Tony and Sofia bought a home to live in for their retirement. About 3 months after moving in, they 
noticed cracks were starting to appear in the home’s plaster ceiling. Initially, the builder was happy to come 
back and fix the cracks; however, the cracks kept coming back.   

Tony eventually decided to hire another builder to investigate the problem.  This second builder thought the 
cracks were caused by structural movement in the house, and that a water leak under the house had probably 
caused the movement. The builder thought that if Tony and Sofia didn’t fix the leak, the problem could cause 
the home to become uninhabitable.  

In 2017, Tony and Sofia took their dispute to DBDRV. The builder refused to settle the matter, alleging that any 
structural movement in the home was caused by landscaping work done around the property.   

DBDRV issued Tony and Sofia with a certificate of conciliation, and gave them our number.  When Tony and 
Sofia called us, it was clear that they didn’t know what to do next, or how to respond to the builder’s 
arguments raised at DBDRV.   

At their appointment, we helped Tony and Sofia understand the VCAT process, and gave them pointers on how 
to engage with a building expert to counter the builder’s arguments.  After the appointment, Tony and Sofia 
hired a structural engineer, who found that the storm water pipes under their house were crushed. It was the 
expert’s view that the crushed pipes had caused water to collect under their house.  

After the appointment, Tony told us that he felt a lot more confident, particularly in relation to obtaining an 
expert report. He also said:   

“For those of us with limited skills, taking on someone with deep pockets and legal teams 

is a problem. The advice we received will help, but appearing at VCAT will be frightening 

on our own.” 

Armed with an expert report, Tony and Sofia tried once more to resolve the dispute with the builder, but the 
builder continued to deny liability.  At that point, we decided Tony and Sofia would clearly benefit from a full 
referral for ongoing representation. With Tony and Sofia’s consent, we referred the matter to a partner firm 
for pro bono representation.  
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Sally’s story         Homeless Law 

Sally is a single mother in her mid-thirties. She was referred to the Homeless Person’s Liaison Officer (HPLO) from 
a rooming house visiting program. She presented as timid and uncertain and she was overwhelmed at the 
volume of issues she was facing including eviction from the rooming house, criminal matters, family violence and 
confusion regarding the care of her children.  

Released from prison six months earlier, Sally had been homeless since that time. Treated for mental health 
issues whilst incarcerated she had been released with a small amount of medication but had struggled to find a 
regular GP and to prioritise her medication and mental health when housing was so difficult to maintain. Sally 
had received intermittent assistance from services but since being placed in a rooming house was not provided 
with any case work or assistance to find more suitable accommodation.  She was struggling to bring things 
together on her own and away from the area of Melbourne she is most familiar with. She was still trying to make 
twice weekly access with her children whilst looking for work, an obligation with her Newstart, maintaining rent 
of $340.00 per fortnight (nearly 55 per cent of her income) and managing her health and mental health issues.  

The HPLO was able to refer Sally to the Homeless Law criminal lawyer for assistance with the minor criminal 
matter. She got initial information from Homeless Law regarding her tenancy issue and on the day, the HPLO 
supported her at VCAT and a warm referral was made to VLA who assisted her to retain her room on the basis of 
a payment plan. The HPLO engaged with Child Protection to assist Sally to confirm the arrangements in relation 
to her children. She had tried previously but was unsuccessful and felt defeated. Despite the case being closed, 
they agreed to release the last relevant documents to Sally to clarify their position. The HPLO obtained the latest 
orders from the Court and worked to get Sally advice regarding the outcome.  

The HPLO supported Sally to make a call to the AOD intake and complete an assessment. She has started to work 
towards addressing her drug issues. An appointment was made at the local health service to start getting back on 
her mental health medication and to build a supportive relationship with a General Practitioner.  

The HPLO assisted Sally with some material aid to alleviate some of the financial stress she has been under. The 
rooming house visiting service has agreed to allocate her a worker to assist with housing issues. In the meantime, 
the HPLO followed up with the Office of Housing regarding applications and past offers as well as speaking to 
Launch Housing who supported her and put applications in with providers whilst she was in their crisis 
accommodation.  

While she is establishing the necessary support relationships and resolving her legal issues, the HPLO will 
continue to assist Sally with relevant non-legal issues, legal referrals and court support. 

Hasan’s story       Nauru Network, Public Interest Law 

In the first win for Justice Connect’s Nauru Network, an asylum seeker client detained on Nauru and refused 
refugee status has had his application for protection remitted to the Refugee Status Review Tribunal for 
redetermination. Hasan* attempted to flee to Australia by boat and was initially detained on Christmas Island 
before being transferred to Nauru under the Australian’s government offshore processing policy. Hasan applied 
for refugee status on the basis that he had suffered harm in his country of origin because he was a member of an 
ethnic minority, and that his ethnicity was also the reason that local authorities were unwilling to protect him.   

Hasan’s application was refused by the Nauruan Secretary for Justice and Border Control. The Tribunal affirmed 
the refusal and in doing so relied on information published online stating that the authorities in Hasan’s country 
of origin were now inclusive of all ethnicities. As such, the Tribunal found that Hasan did not have a well-founded 
fear of persecution because the authorities would now be willing to protect him. Hasan’s appeal to the Supreme 
Court of Nauru was unsuccessful.  

Hasan’s last option was to appeal to the High Court of Australia, but this is no easy feat given that there is a strict 
14-day deadline, no High Court registry on Nauru, and no lawyers there who could help at this stage of his claim. 
However, Justice Connect’s Nauru Network coordinated a pro bono team of barristers (including a QC) and a law 
firm to help Hasan’s appeal. The High Court determined that Hasan had been denied procedural fairness because 
the Tribunal relied on the online information without bringing it to his attention or giving him the opportunity to 
respond to it. As such, the High Court quashed the Tribunal’s decision and ordered that Hasan’s case be sent back 
to the Tribunal for reconsideration according to law.  
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Eliza’s story        Self Representation Service 

Eliza, a migrant and working mother, worked in the hospitality sector, and was paid just $12 an hour for her 
work. She initially approached the Service for advice about making a claim for unpaid entitlements in the Federal 
Circuit Court. She spoke English as another language and was very confused by the Australian legal system. She 
was concerned that she would never be able to prove that she was being underpaid, as her employer had issued 
payslips listing an inaccurate rate of pay.   

The Service assisted her to identify the correct Respondent for her matter, calculate how much she was owed, 
and to draft her court forms.  

After she filed and served her court documents she was contacted by her former employer about settling the 
case out of court.  She was given a draft deed to consider. The Service was able to provide Eliza with urgent 
advice about critical amendments to the deed. 

However, without a lawyer representing her, Eliza felt pressured to accept the Respondent’s demands, which 
included that she withdraw her court claim before she received her unpaid wages.  

The Service identified that Eliza needed support to negotiate about her interests in the settlement, and referred 
the matter to a member firm, where she received assistance from an employment partner. The partner assisted 
Eliza to enforce the deed and receive payment in full.  

The client called the Service to express her gratitude, saying,  

“I just wanted to say I am really thankful for having you guys … helping me. From the bottom 
of my heart, thank you so much to everyone.” 

Agnes’ story          HJP, Seniors Law 

Agnes had been seeing a counsellor. In these sessions Agnes reported patterns of emotional and social abuse 
and denigration perpetrated by her son. Many of his tactics mirror those used by her abusive ex-husband. 

Recently, Agnes’ son asked her to get a mortgage to help him enter the property market. While she was happy 
to leave her property to him in her will, she didn’t want to do anything in the meantime that would allow the 
bank to sell it. When Agnes refused, her son accused her of “blocking him from buying his home”. While it was 
difficult to say “no” at first, she felt better about asserting herself after the work she had done with her 
counsellor. 

In light of these discussions, Agnes started thinking about making arrangements for the future. She wanted to 
remain living in the property for as long as possible. She also wanted to make sure her son was involved, but 
was concerned he might make decisions that were good for him, but not good for her. 

Agnes and her son went to see a person from the Financial Information Service at Centrelink to discuss how 
she might pay for her future care. Her son suggested they could build a unit on her property, where he could 
live with his wife and new-born child. He could care for her, as needed. Agnes, feeling a bit baffled and 
apprehensive, left the meeting with a 17-page document detailing the different options available to her. 
Conveniently, the part on granny-flat arrangements had been highlighted. Agnes’ counsellor recognised she 
had a legal problem and suggested she speak to one of our lawyers. Initially, Agnes was reluctant – she didn’t 
want to jeopardise her relationship with her son. But she trusted her counsellor, who assured her she could 
trust us.  

When Agnes had her first legal appointment she was thinking about appointing her son under an enduring 
power of attorney. We outlined her options, explained what the role entailed, emphasising her right to choose 
who she wants. After this advice, she decided to appoint her nephew, who she believed was better equipped 
to understand what she wanted and manage her finances. However, Agnes wanted her nephew to consult with 
her son and obtain financial advice to see if she could pay for her care, while also leaving some money for her 
son.   

We arranged an expert pro bono lawyer to draft enduring powers of attorney for Agnes appointing her 
nephew, with the appropriate restrictions. They also advised her on the significant legal and financial risks of 
entering into a granny-flat arrangement and what things need to be considered before deciding it was 
appropriate for her. 
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58 The MSC process involves a series of discussions and votes to choose “the most significant” story from among many.  The 
approach surfaces people’s values about what they think is important (e.g. one story might be chosen as “the most significant” 
because it was about changing a discriminatory law that affected many people, while another might be chosen as most significant 
because of the lifelong changes it meant for one family). MSC could be a useful exercise for the organisation to understand how 
well aligned staff values are with program objectives as described in the organisation’s strategy and each program’s theory of 
change. 
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http://www.cfg.org.uk/resources/~/media/Files/Resources/CFDG%20Publications/SME330%20CFDG%20Impact%20Report_v6.pdf
http://www.cfg.org.uk/resources/~/media/Files/Resources/CFDG%20Publications/SME330%20CFDG%20Impact%20Report_v6.pdf
http://www.interaction.org/impact-evaluation-notes
http://www.lawfoundation.net.au/report/background
http://www.goodanalyst.com/resources-and-tools/impact-measurement-and-reporting/
http://unitedway.com.au/2014/07/seven-principles-of-impact-reporting
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59 These include women, Koori clients, Victorian prisoners and people sleeping rough, clients with criminal legal issues and clients in 
regional Victoria. 
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60 Referred to resources or receives explanation from Justice Connect. 
61 Direct non-legal support by social workers employed by Justice Connect. 
62 Based on two in-house social workers estimating time spent on files for clients they are working with directly over a 1 week period. 
63 Legal – a service outside of Justice Connect, e.g. LIV, CLC, etc. Non-legal – a support service that assists with non-legal issues, e.g. employment, financial planning, AOD, etc. 
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64 Data for Seniors Law client surveys was unavailable at the time of this report. 

https://www.justiceconnect.org.au/nfpfeedback
https://www.justiceconnect.org.au/nfpfeedback
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65 Responses are rarely received from referral clients whose matters close up to a year after they originally contacted Not-for-profit Law. 
66 Response rate is calculated by reference to the number of appointments provided, and does not include urgent advices provided by in-
house Service lawyers, or pro bono referrals, as clients were not surveyed after these forms of service delivery.   
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67 Because Justice Connect programs are specifically designed to address an identified unmet legal need, it is the case that most clients 
would not have been able to obtain assistance through any other service or by any other means access and therefore most case stories 
score 1 or above on this impact measure. 

https://justiceconnect.org.au/campaigns/just-life/
https://www.parliament.vic.gov.au/images/stories/committees/SCLSI/Public_Housing_Renewal_Program/Submissions/S170-Justice_Connect_Homeless_Law.pdf
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