
Many countries are pursuing innovative reforms of and interventions in their justice systems. Alongside this development is 

an emerging practice of evaluating the impact of justice interventions to understand what works and what needs to change. 

Researchers are using a wide range of methodologies: interviews, focus groups, surveys with users and stakeholders, online 

evaluations, tracking usage and patterns, and experimental design methodologies. 

Customer satisfaction surveys, one form of evaluation, are increasingly being carried out by legal service providers and are an 

important first step. But there are limitations in focusing exclusively on client satisfaction as an indication of effectiveness because 

client viewpoints tell us little about whether clients were able to perform their tasks or whether they were successful as a result of 

it.

Another stream of evaluation is the impact of legal representation in various civil settings. A number of US-based studies have 

shown that representation is a significant variable that can impact the outcome of a claimant’s case in legal proceedings related 

to eviction, child custody, debt collection and administrative proceedings. These studies have largely been observational in 

nature, that is, they compared outcomes in cases where individuals had legal representation to those where individuals had no 

representation or limited representation in the form of ‘unbundled services’. 
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This session will explore the latest developments in measuring the effectiveness of legal and justice 

interventions, including from a people-focused perspective. It will explore the remaining gaps in global 

knowledge on the effectiveness of various legal and justice interventions, and will aim to identify the 

next steps in developing an international research agenda, which could deepen the evidence-base 

on what works – which types of legal and justice services and legal empowerment interventions - for 

whom and under what circumstances.
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A relatively new development is the use of more empirically rigorous randomised controlled trials to evaluate the impact of legal 

representation. Participants are randomly selected to receive a certain level of legal assistance, and their experiences and case 

outcomes are then compared to a control group that did not receive such services. However, there might be ethical concerns and 

practical limitations to such methodologies. Their utility in providing meaningful evaluation of civil legal services and policies is 

also uncertain. 

There are many methodological and practical challenges related to the measurement of access to justice. To-date, there is a 

relatively low ability to generalise from results due to : the heterogeneity of definitions and parameters of different types of justice 

services, and to the absence of a common framework for developing process and of outcome indicators that would facilitate 

comparison of results. Another challenge is related to the high cost of evaluations which can be more costly than the service itself. 

Presently, the most cost-efficient and widely-used instrument to measure access to justice in a people-centred approach is the 

legal needs survey. 

How do we capture the full experience of the user, including the intangibles that imply non-statistical measures, such as equality 

and fairness of the judicial process? These subjective measures are crucial indicators of the quality of the users’ experience. Such 

measures imply a broad contextual understanding of the pathways to justice which considers for instance the users’ feelings about 

the services they have received, whether they are treated in a respectful and empathetic manner. According to to researchers, 

“people care at least as much about procedural justice in resolving legal disputes as they do about substantive outcomes”. 

Therefore, there is still much to do: there are gaps in the types of interventions being evaluated and there is a need for a common 

framework. 

For more information please visit: oe.cd/accesstojustice
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Questions for discussion:

• What are the links and clusters between justice and other socio-economic factors (health, education, employment etc.)? What 

is the evidence of socio-economic benefits (at the individual, community levels) of improving access to justice, including 

various legal and justice interventions? What is the empirical basis for demonstrating a business case for access to justice?

• How can the impact of various access to legal and justice services by citizens be conceptualised and measured? What are the 

successful country initiatives in impact evaluations of legal and justice services? What data and evidence is available?
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