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Director’s report
The National Children’s and Youth Law Centre’s (NCYLC’s) mission is to work for and in
support of children and young people, their rights and access to justice.
We advance this mission by providing legal services targeted at children and young people.
Specifically, we provide:
• Lawstuff: the leading national, plain language community legal information website
for young Australians; and
• Lawmail: the free, online legal advice service for young Australians.
In addition, we support and advocates for children and young people’s rights, including
through:
• collaboration with leading non-legal and legal service agencies to generate
integrated responses to legal and non-legal problems; and
• contributions to the evidence base: leading research and development in the areas
of youth law and policy, and children's human rights.
In brief, we provide the only practical and legal problem-solving service for all Australian
young people under 25 and their advocates. Young people find us at their time of need by
searching about their problems or concerns via Google and other search engines. When
they do this, a client will be directed to our legal information website, Lawstuff
(www.lawstuff.org.au). Here, clients will receive accurate, useful and plain English legal
information. If they wish, a client may then self-select personalised information, advice,
assistance or referrals at Lawmail: https://www.lawmail.org.au
In November 2016, we launched our new Lawmail ICT platform after many months of
collaborative work. The new system has enhanced usability for both the client and the
service and has resulted in a much smoother process for submitting and responding to client
contacts.
The client contact form is a guided process with clear and helpful instructions and
opportunities to re-direct parties that we cannot assist to a more appropriate legal service.
The form appearance itself has also been updated. In addition, clients can now upload
documents. The final advice that is sent to clients is in rich text formatting, being a more
viewer-friendly format.
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We received the following comments about the new system from our staff and volunteers:
“The new Lawmail system is great – I love the track changed e-mail I get that compares
what I drafted to the final response. This lets me see where I can improve. Other helpful
features include the footnoting and comments features. They make reviewing much easier
as you can see the drafter’s legal research, and it reduces the time it takes you to review a
response. I feel like the new system has helped our Centre to churn out more high quality
advices, at a much faster rate.” (On-site volunteer, 2017)
“The new Lawmail system has made a huge difference to my experience as a cybervolunteer. The system is significantly more intuitive and reliable than its predecessor, which
has allowed new volunteers to pick it up much more quickly and has reduced time in each
session spent solving technological issues. The feedback feature has made a big difference to
all the volunteers because we now get a much clearer picture of how our drafts are changed
by the Centre. I know that I have benefited greatly from seeing certain errors highlighted and
I hope not to keep making them! The checklist and referencing features have also made it
much easier to draft and check work and ensure the technical aspects of the work are right.
All in all, I think the new system has been a huge success – it has certainly made volunteering
much easier!” (Cyber-volunteer, 2017)
We would especially like to thank ICM Consulting for their work with us in developing our
new platform and the Commonwealth Attorney-General’s Department for funding the
development.
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Service summary
Activity
1. Advices
2. Legal tasks and/or other
representation
3. Legal information and
referrals
4. Community legal
education activities
5. Community legal
information resources

Progress
We provided 1677 legal advices to clients.
We completed 9 legal tasks for 9 clients.
We provided 259 information services and referrals to
clients.
We undertook 21 community legal education activities.
We developed 130 community legal information
resources.

The period has been a very productive one for the Centre.

Legal assistance
We received overwhelmingly positive and grateful feedback from our clients. In particular,
our feedback demonstrates high levels of satisfaction with our capacity to help clients
understand their legal problems, and assist them to know where to get help in the future.
The data evidences that Lawmail is, in particular, an important source of civil law advice.
Lawmail is also an important national source of advice on areas of Commonwealth law,
including family law, workplace law, consumer law, and Commonwealth criminal offences.

Community legal education and information
Lawstuff has grown to become an incredibly valuable source of free legal information,
particularly in areas such as sexual assault (including age of consent laws), drug offences,
cyber-safety, and police powers.
We continued to improve Lawstuff by constantly reviewing and updating pages for accuracy.
We also integrated new features onto a number of Lawstuff pages, such as videos and
interactive quizzes.
Lawstuff’s end of year results were the strongest ever. Just over 1.4 million unique visitors
visited Lawstuff in 2016-2017 to obtain their plain language legal information, amassing an
incredible 2.5 million page views.
In the period, we also commenced development of a NSW-based pilot of a new, national
community legal education project, TeachLaw.
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Legal assistance
For the period 8 November 2016 – 30 June 20171*:
• 189 Lawmails involved Commonwealth law;
• 125 Lawmails indicated a risk of harm to the client;
• 53 Lawmails indicated family violence; and
• 153 Lawmails asked about a cyber-related problem.
By February 2017 we began generally to meet an aspirational target of 50 written advices
and information / referrals per week, roughly equating to an extraordinary 1.33 written
legal advices or informations per service hour. Ultimately the target proved unsustainable
from a resourcing and workplace safety perspective and was reduced to 30 to 40 advices
per week, meaning that some advice seekers cannot be assisted each week.

Yearly Trend 2010-2017**
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* Note: Unfortunately, we don’t have the above data for Lawmails earlier than 8 November 2016 because on
that day we transferred Lawmail to a new IT system with this more sophisticated classification functionality.
We will be reporting on these indicators into the future.
** Note: this data includes legal advice, information, and referrals.
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Classification breakdown
Legal advice classifications may be more than the total number of advices in the period
because many legal advices we give involve multiple legal issues.

Classifications

Legal Sytem & Legal
Help, 10

Family Law , 360

Civil & Administrative
Law, 1699

Criminal Law , 1093

Civil & Administrative Law Neighbourhood
disputes, 3
Victims services and
compensation, 9

Wills & estates, 2

Assault/ battery/ false
imprisonment, 10

Access to information, 3
Child
protection,
Social security, 5
42
Consumer, 72
Credit & debt, 37

Motor
vehicle, 20
Intellectual property, 7

Tattoos & piercings, 16
Parties &
events, 6

Other, 13

Property, 11

Injury compensation, 12
Immigration law,
7
Identification,

Privacy, 70

16
Housing, 25
Health and medical, 31
Government & human
services dispute, 4

Bullying,
89

Defamation, 27
Employment, 109

Gillick competence, 34

Discrimination and
human rights, 21
Domestic violence
protection orders, 10

Education, 526

Fines, 13
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Criminal Law
Public order offences, 7

Property damage, 10

Theft and related
Traffic and vehicle
offences, 15
regulatory offences, 44
Sexual assault
and related
offences, 35

Prohibited
Prohibited and
online
regulated
material, 19
weapons and
explosives
Police
offences, 6
powers, 46
Other, 6
Offences against
Illicit drug offences, 57
government procedures,
government security and
government operations,
Harassment & other
2
offences against the

Motor vehicle property
damage, 2

Juvenile justice approach,
13

Unlawful entry with
intent / burglary, break
and enter, 5

Acts intended to cause
injury, 23
Age of criminal
responsibility /
doli incapax, 6

Age of consent, 143

Alcohol, 15

Child abuse material, 68

Criminal records,
15

person, 145

Dangerous or negligent
acts endangering
persons, 9
Grooming, 6

Extortion and
related
Fraud, deception and
offences,
26
related offences, 20

Domestic and family
violence, 56

Family Law
Property, 1
Relocation, 2

Child support, 3

Pregnancy, 3

Parentage, 6
Parens patriae/ welfare
jurisdiction, 5

Spouse maintenance, 1
Adoption, 7

Divorce, de-facto
separations or
annulment, 2

Parenting
arrangements, 53

Gillick competence, 163

Other, 8
Marriage / de-facto, 4
Forced marriage, 3
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Demographic profile of our clients
Age
We responded to 1119 Lawmails (advices, information and referrals) from children 18 and
under, 404 Lawmails from adults writing on behalf of a child, and 347 Lawmails from young
people aged 19-24. 39 people were over the age of 25 and were only given information and
referrals.
Indigenous status
We advised 61 clients who indicated that they were Aboriginal, 5 clients who indicated they
were Torres Strait Islander, and 18 clients who indicated that they were both Aboriginal and
Torres Strait Islander.
Disability
We had 23 clients that voluntarily disclosed a disability. Lawmail does not ask about
disability.
Gender
The figure below shows the gender breakdown of our clients for this period.

Gender

Transgender
0.23%

Intersex or
indeterminate
0.12%
Not male or
female
0.29%

Unknown
3.49%
Female
55.01%

Male
40.86%
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Regional access
From 1 July 2016 to 30 June 2017, 1,936 written legal advices and informations were
provided via email, and 1 legal advice and 5 informations were provided over the phone.
New South Wales continues to have the highest number of Lawmails followed by
Queensland, Victoria and Western Australia.
State/Territory

Number of Lawmails

Australian Capital Territory

30

New South Wales

676

Northern Territory

30

Queensland

530

South Australia

144

Tasmania

31

Victoria

297

Western Australia

186

Not stated

8

International

4

Total

1,936

Lawmail client distribution for 2016-2017.

Lawmail client distribution for 2015-2016.

The distribution of clients in 2016-2017 remains fairly similar to 2015-2016 with the majority
of clients originating from major cities, and particularly capital cities.
We analysed the centre’s outreach to RRR clients by examining 250 Lawmails from 1 April to
1 June 2017. Information only and adult Lawmails were removed from the sample as well as
any inquiries which did not include a postcode12or suburb.
1

Postcode and state were extracted and then categorised using the Australian Standard Geographical Classification system (ASGC).2

Accessed via: http://www.doctorconnect.gov.au/internet/otd/publishing.nsf/Content/locator
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Classifications are:
•
•
•
•
•

Major cities (RA1)
Inner Regional (RA2)
Outer Regional (RA3)
Remote (RA4)
Very Remote (RA5)

Results

•
•
•
•
•

Location of Lawmail inquiries generally mirrors the population spread of Australia
across the above classifications (see below table).
Majority of clients from NSW and Queensland
Majority of very remote from Queensland (2 of 3)
Majority of outer regional from NSW (11 of 19)
Majority of remote from Western Australia (2 of 2)

Australian population spread compared with Lawmail spread

RA1

RA2

RA3

RA4

RA5

Australia Total
Population

68.4%

19.7%

9.5%

1.5%

0.8%

Lawmail Sample
Data

68%

22%

7.6%

0.8%

1.2%
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Client surveys
In May 2017 we created a new survey for client feedback. Below, we have collated the
results from our previous survey (July 2016 - April 2017) and from our new survey (May
2017 – July 2017). In the period, we received 27 responses to the previous survey and 66
responses to the new survey.
This survey data displays a high level overall of client satisfaction with the advice,
information and referral services we provide over Lawmail.

Previous survey: July 2016 – April 2017
Our responsiveness to the client's
query
15

How well the client was treated by us
30
25
20

10

15
10

5

5
0
Not quickly enoughQuickly enough

Very quickly

0
Not well

Quite well

Very well

Usefulness of our service

Clients comprehension of our
response

25

25
20
15
10
5
0

20
15
10
Didn't
understand at
all

Understood

Understood very
wel

5
0
Not useful

Useful

Very useful

Ease of contacting us
30
25
20
15
10
5
0
Difficult

OK

Easy
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New survey: May 2017 – July 2017
How easy was it to contact us when
you needed help?
60

Would you agree or disagree that we
listened to your legal problem?
60
50
40
30
20
10
0

40
20
0
Very easy

Easy

Strongly
agree

Okay

Would you agree or disagree that you
know where to get help if you have
another legal problem in the future?

Agree

Disagree

Strongly
disagree

If you knew someone with a legal
problem, would you recommend us?
60

60
40

40

20

20

0

0
Strongly
agree

Agree

Disagree

Very likely to
recommend

Strongly
disagree

Likely to
recommend

Unlikely to
recommend

How useful were we in helping you
understand and deal with your
problem?

Do you have personal or cultural
needs that we needed to consider
when helping you?
60

60

40

40

20

20
0

0
Yes

No

Very useful

Useful

Okay

Not useful

If you said 'Yes' to the last question,
how well did we meet those needs?
6
5
4
3
2
1
0
Very well

Well
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Community legal education and information
Community legal education activities
We participated in 21 community legal education activities during the period.
Community legal education activities
Date
Jurisdiction
Activity
11/08/2016
WA
Presented at NACLC National Conference on NCYLC’s Digital
Transformation Strategy.
11/08/2016
NSW
Stall at UNSW Experiential Learning Information Day.
16/08/2016
NSW
Hosted presentation to student volunteers by NSW Victims Services.
22/09/2016
NSW
Panellist at University of Sydney Online Harassment Panel organised
by Wom*n’s Collective of the University of Sydney Students’
Representative Council.
28/09/2016
QLD
Provided new Lawmail training to Brisbane Cyber Volunteers.
29/09/2016
NSW
Provided new Lawmail training to Sydney Cyber Volunteers.
30/09/2016
WA
Provided new Lawmail training to Perth Cyber Volunteers via
videoconference.
30/09/2016
ACT
Provided new Lawmail training to Canberra Cyber Volunteers via
videoconference.
05/10/2016
VIC
Provided new Lawmail training to Melbourne Cyber Volunteers.
10/11/2016
National
Spoke to Triple J’s ‘Hack’ program about forced marriage.
21/11/2016
National
Presented for Bench TV on children’s rights.
08/12/2016
National
Co-hosted AGD NGO Human Rights Forum.
17/03/2017
ACT
Provided new cyber volunteering training to Canberra Cyber
Volunteers.
10/03/2017
WA
Provided new cyber volunteering training to Perth Cyber Volunteers.
20/03/2017
QLD
Provided new cyber volunteering training to Brisbane Cyber
Volunteers via videoconference.
20/03/2017
VIC
Provided new cyber volunteering training to Melbourne Cyber
Volunteers via videoconference.
23/03/2017
SA
Presented at the National Access to Justice and Pro Bono conference
on innovation and technology.
07/04/2017
NSW
Provided new cyber volunteering training to Sydney Cyber
Volunteers.
27/05/2017
NSW
Provided legal advice training to on-site volunteers.
30/05/2017
NSW
Presented at the Advocate for Children and Young People’s Young
Thinking Seminar Series – Child Rights Programming.
25/06/2017
National
Spoke to Triple J’s ‘The Hook Up’ program about age of consent
laws.
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Community legal information resources
Lawstuff performance
Lawstuff summary
Total visits
Unique visitors
Page views
New visitors / returning visitors

1,687,451
1,437,527
2,596,988
84.59% / 15.41%

In comparison to the previous report period (1 July 2015 to 30 June 2016):
• There was an increase of 13.13% in total visits;
• There was an increase of 12.18% in unique visitors;
• There was an increase of 8.34% in page views.
There has been a dramatic increase in the number of Lawstuff visits in the past four years,
reflecting its enduring value as a source of information about the law for children and young
people nationally. There were over two times as many visits to Lawstuff in 2016 compared
to 2013.

200000

Lawstuff visits for 2013-2017

180000
160000
140000
120000
100000
80000
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60000

2016

40000

2017

20000
0
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Search engines continue to be the primary method of accessing Lawstuff. This reflects the
need for constant review of all Lawstuff pages to take advantage of key search terms to redirect browsers to Lawstuff.
Access to Lawstuff according to state indicates that NSW receives the most visitors, followed
by Queensland and Victoria, as indicated by the thermal heat map.
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Lawstuff by topics
Approximately 61% of page views were concentrated in the top ten most popular topic
areas:
● Sex (348,298 page views across sexting, age of consent, sexual assault and sexual
harassment and pregnancy)
● Privacy and defamation (222,232 page views across privacy, defamation and photos
and videos on your phone)
● School (204,309 page views across bullying, leaving school, searches and
confiscations, suspensions and expulsions, discrimination, discipline and punishment
and school rules)
● Drugs (159,515 page views)
● Cars (147,657 views across licensing, fake IDs, insurance, buying a car, road rules,
property damage and travel and concession cards)
● Cyber law (120,763 page views across our pages on cyber-bullying and cyber-safety)
● Employment (104,569 page views across starting work, types of work, getting fired,
trade unions, pay issues, apprenticeships, discrimination, leave entitlements and
working conditions)
● Police (98,704 page views across police, transit officers and security guards,
complaints about police and sniffer dogs)
● Alcohol (93,395 page views)
● Tattoos and piercings (84,535 page views)
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New Lawstuff pages
Over the period, we reviewed and updated a number of Lawstuff pages. Many of the pages
were re-written with the generous assistance of law firms King & Wood Mallesons and Hall
& Wilcox. Support was also provided by the Fair Work Ombudsman. Below is a list of the
Lawstuff pages updated over the period.
Updated Lawstuff Categories and Pages
Topic
Commonwealth/ Individual State/
Territory pages
All States
Birth Certificates
Qld
Security Guards
All states (x8)
Alcohol
All states (x8)
Medical
All states (x8)
Discrimination
All states (x8)
Restraining Orders
All states (x8)
Suing and Being Sued
All states (x8)
Transit Officers
All states (x8)
Privacy
All states (x8)
Renting
All states (x8)
Shopping – Your Consumer Rights
All states (x8)
Shopping – Online Shopping
All states (x8)
Shopping – Payment Methods and Fine
All states (x8)
Print
Shopping – Scams
All states (x8)
Defamation
All states (x8)
Employment – What Age Can I Start
All states (x8)
Work?
Employment – What Different Types of
X
Work Can I Do?
Employment – Working Conditions
X
Employment – Pay Issues
X
Employment – Discrimination,
X
Violence, Harassment and Bullying
Employment – Leave Entitlements
X
Employment – Trade Unions
X
Employment – Getting Fired
X
Apprenticeships
X
Sex
Qld
Total
25 topics; 130 pages

Date updated
December 2016
January 2017
January 2017
January 2017
January 2017
January 2017
January 2017
January 2017
January 2017
January 2017
January 2017
January 2017
January 2017
January 2017
January 2017
March 2017
March 2017
March 2017
March 2017
March 2017
March 2017
March 2017
March 2017
March 2017
April 2017
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Collaborative service planning and leadership
NGO Report on the International Covenant on Civil and Political Rights (ICCPR)
We prepared the “Children’s Rights” section of the NGO Report for the 6th periodic report
of the ICCPR.
The purpose of this report was to assess the implementation of the ICCPR in Australia
(which was implemented in Australia on 13 August 1980).
In undertaking this report, the following issues were addressed:
●
●
●
●
●

The Treatment of Children in Immigration Detention
The Treatment of Children in the Juvenile Justice System
Homeless Children
Freedom of Movement
Birth Registration

We made 10 recommendations to be included in the report with reference to Articles 7, 9,
10, 12, 14, 17 and 24.

Contribution to ‘Children and the Law in Australia’ 2nd Edition
We contributed to the writing of Children and the Law in Australia 2nd
Edition, edited by Lisa Young, Mary Anne Kenny and Geoffrey
Monahan by developing several case scenarios on common legal
issues faced by children.
The scenarios were based on common Lawmail queries received, and
the advice provided. The purpose of these scenarios was to
demonstrate how the law works in practice in advising children and
young people throughout Australia.
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TeachLaw
We commenced development of a new community legal education
project, TeachLaw. TeachLaw will be a national, online platform to
assist teachers in educating children and young people about the
law.
Through TeachLaw, we hope to enhance young people’s legal
literacy and understanding of their legal rights and responsibilities
and to place particular emphasis on ensuring that disadvantaged
students, and students in rural, regional and remote locations are
able to benefit from a high-quality, legally accurate educational
resource.

We would like to thank Slater and Gordon for their grant of $10,000
to be used in 2017-2018 to build a prototype for the NSW pilot of
TeachLaw.

Australian Pro Bono Centre’s ‘What Works’ Guide
Our online service model was highlighted in “Pro Bono Partnerships and Models - A Practical
Guide to What Works”, published by the Australian Pro Bono Centre in October 2016. This is
designed as a guide for providers of pro bono legal assistance. Lawmail and Lawstuff were
included in chapter 26, ‘Technology-Based Services: Telephone, Video Conferencing, Online
and Mobile Technology,’ as case studies of effective technology-based services in the pro
bono sector.
You can access the publication online at http://www.probonocentre.org.au/whatworks/
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Financial Report
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