Quarterly Report — Referral Service Victoria

April 2017 — June 2017

A. Quarter highlights

Top 3 highlights of the quarter

B. Client stories — What difference are we making?

C. How well is the program performing? - Meaningful monitoring questions

1. How effective are key referral sources?
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amber = need to monitor, may not meet target; @ red = urgent attention, falling far short of target.
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2 Note whether target reached or not; any issues and action taken or options under consideration to address them.
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In this quarter, around 51% of our enquiries came from individuals directly with the rest came from agencies on behalf of individuals. In terms of
agencies, community legal centres and Victoria Legal Aid overwhelmingly account for most of the enquiries.

We’'ve made a concerted effort to prioritise enquiries from agencies in order to build trust in the legal assistance sector and to reach more people. In
this quarter, we saw 20 more enquiries from agencies, a 19% increase from the last quarter. Conversely, our decision to prioritise enquiries from
agencies meant that there was a significant decrease in the number of enquiries from individuals. Again, despite the proportion of agencies/individual
enquiries changed significantly compared to last quarter, the number of referrals we made were nearly identical to the last quarter (133 to 134).

YIELD
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4.1 # of referrals to firms There are a number of
referrals that originated

* Answer the MMQ; appraise the data collected and presented, and answer the monitoring question. The writer should make the value judgment. (E.g. “This approach is proving moderately
effective.” “The program is making excellent progress, having exceeded targets while remaining within budget.”)
*10% increase from FY 2015-16

* Note any issues and action taken or options under consideration to address them.
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in Q4 but not placed

until Q1 FY18

4.2 # of referrals to Bar 77 66 76 80 299 240 ()

4.3 Yield from agencies 99% 79% 68% 75% 78% N/A N/A The yield is the number
of referrals made in the
quarter divided by the
number of enquiries
received in the quarter.

4.4 Yield from individuals 6% 12% 10% 5% 8.6% N/A N/A

4.5 Overall yield 29% 37% 41% 51.6% 35.4% N/A N/A

Conclusion®:

We define the term ‘yield’ as the number of referrals we made in a quarter divided by the number of enquiries received in the same quarter. While most of the
referrals made in the quarter came from enquiries from the same quarter, there are quite a number of referrals made for enquiries from the earlier quarters. A
comparable example would be the number of file opened in each quarter compared to file closed in each quarter. While not an exact science, the term yield
gives us an insight as to how efficient we are, and where we should prioritise our resources. The data confirms that the most effective pathway to our service
is through agencies. The service will cease to take calls directly from the public and will focus on building dedicated pathways through community legal
centres and other organisations.

® Answer the MMQ; appraise the data collected and presented, and answer the monitoring question. The writer should make the value judgment. (E.g. “This approach is proving
moderately effective.” “The program is making excellent progress, having exceeded targets while remaining within budget.”)
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