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Understanding the missing majority
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Agenda

1. Acknowledgements

2. Research background

3. Diving in

4. Q&A



Acknowledgement 
of country

Justice Connect acknowledges the Wurundjeri and Boon 

Wurrung peoples of the Kulin Nation, and the Gadigal

peoples of the Eora Nation as the traditional owners of the 

land in which we meet and work. 

We acknowledge that sovereignty was never ceded and pay 

our respects to Elders past and present.





Our organisation 
and our 
ecosystem is 
complex

We need to 
engage 
consumers in 
finding answers to 
this complexity



What we are covering today:

The self-help journey

How people search for legal help online

How people define legal problems

Recommendations and design principles 



The self help 

journey



The self help 
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5-minute test



How people 
search
for legal help 
online



So how do people 
know if they have 
a legal problem?





How can we improve online 
resources for help seekers?
1. Invest in information design and user 

experience
2. Involve people with lived experience
3. Break down silos
4. Establish communities of practice
5. Invest in consumer outreach, SEO, 

communications, and marketing 



Good online resources:

• Are easy to find first by those who need 
them, when they need them 

• Have names that describe what they do 
• Set clear expectations  
• Are as easy to read as possible 
• Describe processes 
• Work equally well for everyone 
• Are current 
• Are quick to use  
• Connect to other resources & services  
• Build in extra support  
• Allow some to speak to a human 



Great online resources are co-
designed with communities





Full participation 

and involvementComplaining

Giving 

information

Listening  and 

Responding

Consulting 

and advising

Continuum of Patient experience Bate & Robert, 2006.

We are in this together

Lawyers, innovators and communities



Questions?


