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Message from the CEO
[bookmark: _Int_tdGLKm09]During the quarter, we continued to see several legislative changes that will significantly impact the justice system, the community and our clients, especially for children and families. The Children, Youth and Families Amendment (Stability) Bill 2025 was passed by the Victorian Parliament in March, which focuses on individualised decision-making that is in a child’s best interests. We welcomed these long-awaited reforms to child protection laws, as it recognises the unique needs of every family to have tailored decisions, appropriate support and sufficient time to address challenges. It comes following years of advocacy from legal services and Aboriginal community controlled organisations. We also acknowledged the Supporting Stable and Strong Families Bill 2025 that was passed in March, which will provide whole-of-government accountability and improve outcomes for at-risk children and families.
Since it was established in March 2023, the Victims Legal Service (VLS) has positively helped victims of crime gain access to financial and other assistance and victim-survivors of sexual violence when applications are made to disclose their confidential information in court. In March, we published an impact report together with VLS partners that highlighted the significant impact that the service has had in the first two years of operation. Since its commencement, over 12,000 services have been delivered to Victorian victim-survivors, with the average number of requests increasing per month. We welcomed the recent State budget announcement for further VLS funding to continue this service and meet this growing demand. 
We continued to experience strong demand for our services during the quarter. This includes impacts on our service delivery from recent legislative changes to bail and youth justice, which we continue to monitor closely. While we have received funding from government to support meeting this demand, VLA continues long-term planning for sustainable funding to meet expected growth in overall demand for core services. Without additional, sustainable funding in the longer term, we will need to consider service reductions, which will have significant negative outcomes for the community and the justice system. 

Toby Hemming
Chief Executive Officer

Our services
We serve the Victorian community by providing services to those facing disadvantage and need legal assistance the most. We provide community legal information and education, and more intensive services such as legal representation, advice and non-legal advocacy. Our services are tailored to the diverse needs and capabilities of people seeking assistance, as we recognise the varying barriers to accessing justice and the intersections between legal and social issues that people may face. We are also investing in delivering more early intervention and early engagement and resolution services, as these services help prevent legal problems from escalating and connect our clients with allied services. 
Client services
[bookmark: _Hlk199341258]In quarter three, we exceeded projections with over 47,400 client services delivered. Legal Help advice services delivered remained high as we continue to focus on providing intensive support and advice to better meet the growing demand and complexities of family violence matters. Duty lawyer services were higher during the quarter, largely linked to the impacts of external system demand drivers. We expect client service volumes to remain steady in quarter four. We will continue to monitor the impacts of external system demand drivers and the complexity of matters.  
[bookmark: _Hlk147494133]Table 1.1 Client services
	Client services
	Q2
2025–26
actual 
	Q3
2025–26
actual 
	Q4
2025–26
projection

	Legal advice and minor assistance
	11,055
	11,241
	10,000

	Duty lawyer services
	22,684
	25,528
	24,700

	Grants of legal assistance approvals
	10,202
	10,700
	10,300




Community services
We aim to improve the understanding of legal issues in the community to stop legal problems from happening or getting worse. We do this by providing community legal education and information on legal rights and responsibilities, which is a central part of our commitment to early intervention and prevention services. 
Community legal education 
We delivered 86 community legal education sessions in quarter three. This included several sessions delivered at the week-long GV passport event at Greater Shepparton Secondary College. The event aimed at enhancing students’ knowledge and understanding of the impacts associated with drugs and alcohol, including the law. 
Community legal information
Providing legal information to the community is our largest service and is available to everyone through our website, publications, offices, Legal Help phone line and webchat, and our Help Before Court service. 
Fewer Legal Help information call sessions were answered during the quarter than projected, largely due to short service closures in February associated with an unexpected reduction in staffing levels. Wait times were slightly higher but remained within our performance target. These closures were only temporary with information call sessions returning to normal levels in March.
We saw engaged sessions via our website continue to decrease this quarter, as we continue to see help seekers’ search behaviours continue to evolve with the use of artificial intelligence. We continue to closely monitor these trends.



Table 1.2 Community information and education services
	Community information and education services
	Q2
2025–26
actual 
	Q3
2025–26
	Q4
2025–26

	
	
	actual 
	projection

	Number of Legal Help sessions delivered[footnoteRef:2]  [2:  Sessions answered will also not always result in a delivered service due to call dropouts or outbound returned calls which do not connect (i.e. go to voicemail). ] 

	43,256
	40,791
	40,800

	Combined average wait time (minutes) 
	13:37
	14:32
	14:00

	Information sessions 
	31,297
	30,980
	34,400

	Community legal education sessions 
	61
	86
	35

	Engaged sessions[footnoteRef:3] of legal information website pages  [3:  Engaged sessions are when a website session lasts longer than ten seconds, when a session includes at least one conversion, or when a session includes two or more page views. There is still not enough historical data available to make quarterly projections for this relatively new performance measure. 
] 

	181,597
	175,345
	N/A


Independent advocacy services
We provide independent non-legal services to help people advocate for themselves and inform people and communities of their rights when it comes to both the mental health and the child protection systems.  
· Independent Mental Health Advocacy 
· Independent Family Advocacy and Support 
We provide information and referrals and more intensive services such as advocacy and self-advocacy. 
In quarter three, we delivered over 37,200 independent advocacy services. We continue to see high demand for these services following the rollout of our Independent Family Advocacy and Support services statewide. 
Table 1.3 Independent advocacy services
	Independent advocacy services
	Q2
2025–26
actual
	Q3
2025–26
actual
	Q4
2025–26
projection

	Independent advocacy services
	32,989
	37,274
	32,000




Our financials
Our financial operating position for the quarter was a surplus of $6.7 million, which was contributed by the timing of State Government funding. The year-do-date operating position is a deficit of $9.2 million. We expect demand for our core services to overall exceed the level of ongoing funding received for the full year, as reflected in the $5.7 million deficit expected in quarter four. The VLA Board has approved the prudent drawdown of our limited unallocated operating funds in the interim, whilst we continue to plan for longer-term sustainable funding options.
Table 2.1 Total revenue breakdown ($’000) 
	Revenue 
	Q2
2025–26
	Q3
2025–26
	Q4
2025–26

	
	actual 
	actual
	projection

	Commonwealth Government – grants (including ECCF)
	29,421
	28,974
	30,368

	State Government – grants 
	27,510
	47,130
	37,408

	Public Purpose Fund - grants
	41,443
	32,829
	32,162

	Case revenue 
	1,411
	898
	1,414

	Other income 
	1,175
	1,239
	600

	Total revenue 
	100,960
	111,070
	101,952


Table 2.2 Total expenditure breakdown ($’000) 
	Expenditure 
	Q2
2025–26
	Q3
2025–26
	Q4
2025–26

	
	actual 
	actual
	projection

	Private Practitioner case related expenditure 
	(34,922)
	(31,211)
	(30,669)

	Community legal centre payments 
	(17,569)
	(21,441)
	(20,114)

	Staff costs 
	(45,704)
	(43,807)
	(44,988)

	Administration 
	(6,746)
	(7,195)
	(10,783)

	Depreciation and revaluation 
	(882)
	(691)
	(1,096)

	Total expenditure 
	(105,823)
	(104,345)
	(107,650)
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