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Legal Aid Ecosystem in Taiwan
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Legal Aid 

Clients
Legal Aid 

Lawyers

Funders

Legal aid clients cares about…

• Accessibility of service

• High-quality service

LAF cares about…

• Impact on the organization’s 

core values

• Differences between legal aid 

programs/resource integration

LAF cares about…

• Identifying clients’ legal needs

• Allocation of resources

• Lawyer matching

LAF cares about…

• Identifying lawyers’ professional 

capability and grouping by 

specialization

• Quality of legal service

Funders cares about…

• Cost

• Outcomes
Lawyers care about…

• Gaining experience and a sense of 

achievement

• Time and energy spent on a case

LAF and staff



The Iron Triangle of Customer Service: Speed, Quality, and Cost

- you can only have two at a time—not three.

Good

FastCheap

Impossible

Slow Expensive

Low

Quality
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◆ Mission Impossible for Legal aid organization?

◆ Common criticism of legal aid organizations: slow, 

expensive, low quality

◆ How to improve the legal aid ecosystem?

Can technology be used to create a triple-win situation?



The focus of LAF over the past 5 years

Legal Aid 

Clients
Legal Aid 

Lawyers

Funders

LAF and staff

◆ Adjusted the service standards and framework of 

the commissioned legal aid programs

◆ Implement regulatory compliance and improve 

SOPs for the service workflow

◆ Improved ERP and other information 

management systems

Taiwan’s national report

◆ Conducted Legal Aid Clients’ 

Assistance Seeking & Life 

Profile Survey

◆ Diversified legal consultation 

services

◆ Service procedure has not yet 

been fully digitalized

Taiwan’s National Report

◆ Established an online lawyer reporting 

system

◆ Digitalized the process of case 

assignment and reporting

◆ Regularly track case progress

◆ Prioritize the quality of legal aid service

Focus of this presentation
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Why did we start digitalization with lawyers rather than clients?

◆ Significant increase in the number of qualified lawyers since 2011

◆ How to track the case progress and quality of legal aid services?
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Mindset

◆ Lawyers are comparatively more skilled at 

using digital tools.

◆ The collaboration with lawyers is a long-term 

and ongoing partnership.

◆ The quality of legal aid services depends on 

keeping track of lawyers timely.

Goal

◆ To minimize paperwork through digitalization to reduce the 

workload of lawyers and our staff.

◆ To establish a platform for immediate reporting/communication 

between lawyers and the LAF branches.

◆ To strengthen real-time management of legal aid cases.

Download case 

files and  

information directly 

through the Mailto

System

Case Opening 

Report

Case Closure 

Report 

Automatic 

reminders sent to  

notify the lawyers to 

commence dealing 

with the case within 

the specified time 

limit

Lawyers should 

report online 

instantly if there’s 

any changes of the 

case 

Report case closure 

online and attach 

relevant documentsCase 

Assignment

Report On 

Changes
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Why did we start digitalization with lawyers rather than clients?



System Architecture of the Lawyers’ Online Platform 

Launched in 2019

Log into the Legal Aid 

Lawyers’ Online 

Operating System 

Use API to collect updated information

Legal Aid Lawyers’ Online Operating System 

Real-time 

information 

exchange
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Outcomes of 

Digitalization 

Strategies
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Outcomes

880

1385
1756 1881 2031 2211 2299 2410 2439

2850
3058

3363
3708 3826

0

500

1000

1500

2000

2500

3000

3500

4000

4500

2 0 1 9 / 9 / 1 1 2 0 1 9 / 9 / 1 7 2 0 1 9 / 9 / 1 9 2 0 1 9 / 9 / 2 3 2 0 1 9 / 9 / 2 5 2 0 1 9 / 1 0 / 2 2 0 1 9 / 1 0 / 4 2 0 1 9 / 1 0 / 9 2 0 1 9 / 1 0 / 1 4 2 0 1 9 / 1 1 / 1 3 2 0 1 9 / 1 2 / 1 7 2 0 2 0 / 3 / 1 3 2 0 2 0 / 7 / 1 7 2 0 2 0 / 1 0 / 1 5

NUMBER OF LAWYERS LOGGING INTO THE SYSTEM 

◆ 81% of the legal aid lawyers (3,826 out of 4,678) logged into the system and updated their information within one 

year of the system's launch.

◆ With lawyers re-logging into the system, LAF can keep track of the information of active legal aid lawyers .
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99.95％ of case closure reports were processed through the Legal Aid Lawyers’ Online Operating System within 4 years.
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Number/percentage of cases requiring supplementary 

documents for closure report

◆ With digitalization, starting from 2020, legal aid lawyers are asked to submit case-closure documents and update 

case results when closing a case.

◆ The number/percentage of cases requiring supplementary documents has increased significantly; but the percentage 

of cases with lawyer’s remuneration deducted for the lawyer-related reasons has decreased.

Number of cases closed with supplementary documents

Total number of cases closed

Percentage

Outcomes
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Review and Reflection
◆ Legal aid lawyers generally require 2 years of practicing 

experience, which may be the threshold for young lawyers 

entering the field of legal aid.

◆ It seems that "digitalization" and the requirement for 

"document submission and result updates for case closure 

reports" have not resulted in generational exclusion.

Current Situation
◆ Although there is a rapid trend of younger lawyers 

across the country, the youthful trend has not yet been 

reflected in the composition of legal aid lawyers.



Age 

Group

National No. of 

lawyers

Ratio of Each 

Age Group 

(Nationally)

Age Group
Regional No. of 

lawyers－North

Ratio of Each 

Age Group －
North

Regional No. of 

lawyers－
Central

Ratio of Each 

Age Group

－Central

Regional No. of 

lawyers－South

Ratio of Each 

Age Group －
South

Regional No. of 

lawyers－East

Ratio of Each 

Age Group

－East

20-29 8 1.77% 20-29 5 1.87% 1 1.16% 2 2.56% 0 0.00%

30-39 135 29.93% 30-39 76 28.36% 25 29.07% 25 32.05% 2 50.00%

40-49 134 29.71% 40-49 96 35.82% 19 22.09% 14 17.95% 0 0.00%

50-59 93 20.62% 50-59 55 20.52% 23 26.74% 12 15.38% 1 25.00%

60-69 44 9.76% 60-69 20 7.46% 14 16.28% 10 12.82% 0 0.00%

above 70 37 8.20% above 70 16 5.97% 4 4.65% 15 19.23% 1 25.00%

Total 451 268 86 78 4

Current Situation
◆ The LAF has implemented control in case assignment and the 

maximum number of cases that legal aid lawyers may undertake, 

and the total number of lawyers who have taken on cases has 

increased.

◆ Lawyers in some regions have experienced a higher withdrawal 

rate after "digitalization" and the requirement for "document 

submission and result updates for case closure reports".

Review and Reflection
◆ Did/Can we effectively address the digital gaps among 

lawyers?

◆ Although digitalization and stricter requirements for case 

closure reports help control quality, they have led to the 

departure of some senior lawyers in certain regions and 

age groups.

Number and Percentage of Legal Aid Lawyer Withdrawals After September 2019 (by age group and by region)
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Review and Reflection
◆ Digitalization allows a more detailed communication record.

◆ Easier for lawyers to report case progress. Yet still hard to completely 
eliminate paperwork.

◆ Due to COVID and the need for more effective document submission, the 
reporting time has not been reduced following digitalization.

Year 2016 2017 2018 2019 2020 2021 2022

Average number of days to 

confirm pre-payment form
33.26 27.21 27.80 29.95 27.82 28.70 29.76

Average number of days for 

lawyers to report case closure
87.41 90.72 90.97 91.40 96.84 107.02 104.79

Average number of days to 

confirm final payment form
134.35 133.70 140.01 141.06 128.27 141.33 134.54
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Current Situation
◆ Reduced time for lawyers to report case 

openings.

◆ Extended time to report case closure.

◆ The overall time spent on a case remains 
unchanged.
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Legal Aid Professionals of the Future

◆ DNA/ Legal aid organizations usually are not ICT tech savvy

○ Digitalization involves the aspects of regulations, operations, 

accounting and information technology. Integration is a hard task.

○ Re-examine the whole service delivery procedure. Understanding 

user’s needs is essential for developing a great user interface (UI) for 

a standardized system. 

○ Optimize the system with real-time and continuous understanding of 

user experience. (UX)

○ Information systems are expensive to build, difficult to manage, yet 

subject to complaints. Taiwan’s painful experience can serve as a 

case study.

◆ Better, faster and cheaper

○ Systematic information collection is essential. Information 

systems are important tools.

○ Information can never replace human judgement? AI?

Legal Aid 

Clients
Legal Aid 

Lawyers

Funders

LAF and staff
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◆ Re-examine the procedures of 

service delivery

◆ Further upgrade ERP

◆ Automatic exchange of 

information between systems to 

reduce administrative work

LAF’s core system (ERP)

LAF’s Information Technology Development Blueprint 

in the Next 5 Years

e.g. TWBA and other bar associations’ 

online lawyer course systems

e.g. Judicial Yuan’s SSO (Single Sign-

on) System and other systems

MOJ’s Lawyer Enquiry System

DONE

Legal Aid Lawyers’ Online Operating System 

FUTURE
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