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Executive Summary 

The overall goal of this project was to examine civil and family justice needs in rural and 

remote areas of BC and to explore possible options for providing access to self-help 

services that will assist users to resolve their civil and family justice issues.   

The research, which focuses on legal problems at all levels of resolution, was undertaken 

for the Supreme Court Self-help Information Centre  (SHIC) with funding from the Law 

Foundation of British Columbia .  The SHIC Steering Committee has representation from 

the Ministry of Attorn ey General, BC Courthouse Library Society, Community Legal 

Assistance Society, Law Courts Education Society of BC, Legal Services Society of BC, 

and Law Officers for the BC Supreme Court and the Court of Appeal for British 

Columbia.  

The specific goals for the project were: 

 To produce an òaccess to justice mapó for rural and remote areas that describes 

issues, services, gaps, and priority needs with respect to possible self-help 

services. 

 To describe a service vision that includes possible model or models that could 

create a framework for people to access civil and family justice services to resolve 

their legal issues.   

Self-helpó applies not only to ògoing to courtó but to all levels of the resolutions of legal 

problems. The research defines òself-helpó broadly, to cover all services in which a 

person who has the legal issue is taking responsibility for some or all of the activities 

necessary to complete a legal transaction.   

1.  Overview of Current Research  

The overview of current research focused on three areas: the impact of distance; the 

unique challenges faced by Aboriginal peoples; and the use of technology in rural and 

remote areas.  

Impact of distance: People living in rural parts of this province simply do not have the 

same access to justice as those living in urban areas. Residents in rural areas in general 

have less knowledge of available legal resources, and less access to and success in using 

technology-based services. Geography imposes barriers, particularly in terms of access 

to court services in the north.  

Unique challenges faced by Aboriginal people s: The Struggle for Justice report, 

prepared for the Legal Services Society (2005) gathered information about legal needs of 

Aboriginal peoples  in the north. This report found that the greatest barrier  to access is 

the òabsence of affordable and quality services that reflect the cultural and traditional 
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components unique to each First Nations community, and that are developed and 

implemented by Aboriginal peoples .ó Building Bridges (2007) made recommendations 

for change to the delivery of services by the Legal Services Society, many of which have 

application across the justice community. Recommendations include: increased 

representation of Aboriginal peoples  within institutions and provision of services to 

Aboriginal clients by Aboriginal service providers; active outreach in addressing unmet 

needs of Aboriginal clients in particular in child protection services; and Aboriginal 

involvement in the planning of programs and the development of resources.  

Access to and use of technology: A digital divide exists between urban and rural 

communities. Only 58% of rural and small town residents access the Internet, compared 

with a national average of 68% (2005 figures).  

Developments in other jurisdictions : Other jurisdictions make use of technology to 

reach rural and remote clients, including telephone intake, remote representation, and 

videoconferencing. In terms of self-help, research from the UK and Australia suggests 

that distance use is greatly facilitated by having an intermediary to provide guidance. 

People are willing to try it but there is fear of being òleft alone.ó In addition, 

marginalized groups need to be addressed more directly with in -person support of a 

legal service provider or an intermediary.  

In the US, self-help services associated with the courts are placing emphasis on the 

possibility of online interactivity and are exploring multiple forms of service delivery. 

Examples include: using web technology combined with other forms of assistance, such 

as streaming video and videoconferencing (California); combining web site information 

with telephone help/hotline assistance (Alaska); providing virtual support to self -

represented litigants, including live help or Internet chat (Montana and Iowa); 

developing interactive assessment tools for problem diagnosis or triage (Illinois); and 

using documentðassembly programs (California and Idaho).  

2.  Rural and Remote Issues 

Part two of the research focused on developing an accessðtoðjustice map for rural and 

remote BC which describes (a) areas of significant need; (b) Aboriginal peoplesõ unique 

needs and challenges; (c) the current service environment; (d) priority responses and 

approaches; and (e) suggestions for future service approaches and models.  Participants 

in the research came from the BC regions of the North West, Northern Interior, the 

North East, ThompsonðCaribooðShuswap, the Kootenays, the Okanagan, and Northern 

Vancouver Island. 
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Areas of significant need  

Rural and urban realities differ.  As one participant put it, òyouõre talking apples and 

oranges.ó  Lack of service was identified in all of these regions.  Many rural and remote 

regions are in economic downturn, while some parts of the north -east are experiencing a 

boom. Access needs are acute and widespread in both economic areas. One participant 

commented: òThe biggest barrier in rural communities is access to legal advocacy or 

legal assistance or legal representation.ó In terms of areas of law, the need most often 

identified is for services in fa mily law. There is also a major need for poverty law 

services. 

Distance is a barrier for everyone regardless of region, particularly with recent trends 

towards greater regionalization of service.  For people who have low income, however, 

transportation to service is even more complicated ð in particular if they also face 

barriers created by disabilities. Communications emerged as an important issue. Low 

income people in rural and remote areas may be unable to afford a regular phone and if 

they do have a phone, they may opt to have òpay-as-you-goó service.  Further, low 

income people often face difficulties affording computers or Internet access.  òLack of 

accessó also includes unfamiliarity with doing Internet searches. 

Over half of those interviewed indicat ed that distance methods are often the only 

alternative for clients to access legal information or advice. Marginalized clients likely 

lack the skills and capacities necessary to negotiate their way through. While many 

clients have no choice but to self-represent, some lack the capacity to do so. Some people 

miss out on service altogether.  

While family law figured as the area of greatest need, civil law and in particular poverty 

law also figured prominently.  Community advocates universally reflected on th e level 

of demand, the importance of outreach, and the difficulties faced by clients in accessing 

needed poverty law services. There is a need for greater ability to assist in the areas of 

CPP disability and WCB issues. Advocates often reflected upon challenges clients face 

when they are applying for entitlements, such as being required to make online 

applications for income assistance and EI.  Further, legal complications and dispute 

resolution in areas relating to tenancy and housing are areas of increased service 

demand. Issues in the Small Claims arena also emerged from discussions with local 

service providers. To a lesser extent, a need for assistance with issues relating to wills 

and estates emerged out of the interviews. 

Aboriginal peoples: unique nee ds and challenges, priority service responses  

Aboriginal service providers participated in research interviews as community 

advocates, support workers and Native Courtworkers. In addition, a northern 

consultation was held in Prince George with 16 participa nts providing representation 
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from Carrier ðSekani, Nisgaõa, Gitxsan, Chilcotin, Tsimshian, Tinglit and Métis peoples. 

Both processes brought into focus the enormous barriers faced by Aboriginal peoples in 

rural and remote parts of BC, which include not only  distance, economic disadvantage 

and lack of infrastructure but also the impacts of the history of colonization, systemic 

racism, and institutional abuse.  First Nations communities are at different levels of 

healing and major legal challenges persist, in particular around child protection issues.   

In terms of service, the research underlined the widespread preference of Aboriginal 

clients to receive assistance from an Aboriginal service provider. The provision of 

assistance in-person is an essential service component of this ð without it, people may 

not be able to begin to address their legal problems. Many reported that telephone and 

computer-based services by themselves are largely ineffective as a means of 

communicating. The strongly preferred location for in -person service was within the 

communities themselves. Identifying a service as an Aboriginal service is for many First 

Nations people an essential pre-requisite for its widespread use at the community level.  

Current service environment  

This section of the report looks in more detail at in -person services and distance services. 

The sheer level of demand for assistance, the distance and travel costs, and the uneven 

availability of legal advice and assistance ð all make for major challenges for legal 

service providers in rural and remote areas. In discussing the service environment, the 

impact of regionalization was a common theme, cited by a third of those interviewed.  

This was seen to be the product of both legal aid cutbacks and the centralization of 

court-based resources to a limited number of regional settings.   

The picture that emerges is of service providers straining to provide access, both at the 

regional level and on the frontlines in the smaller communities. It was made clear that in 

many in stances, self-help in rural and remote areas is a possibility only with assistance 

of someone who can explain what steps to take. 

In terms of in -person service, community advocates, legal aid lawyers, legal information 

outreach workers, Law Courts Educatio n Society coordinators and Native Courtworkers 

all described efforts to reach into communities. Every community has its own 

particulars and building relationships within that unique environment is a precondition 

for being able to provide effective service. In northern communities the Aboriginal 

service provider was often identified as being the essential path for client access.  

Those who provide services relating to the courts stressed the need for litigants to have 

access to procedural information, assistance with documentation, and advice before the 

day of court, in particular with respect to document preparation. The advice gap òpreð

duty counseló emerged as being of particular importance in rural and remote 
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communities, in particular where registry servi ces are unavailable and/or where court 

comes on circuit. 

In places where there are no legal services available, community networks are the 

lifelines.  In small communities helpers of any kind need to be creative generalists.  

Libraries, victim services, transition houses and womenõs centres figured prominently in 

this connection ð they provide entry points for people needing access to legal help.  

Interviewees from each of these areas reflected on the challenges of striving to assist. 

Many emphasized the need for resources they can use with their clients. Librarians 

described ways they are proactive in letting know people where legal help is available, 

and talked about the challenges of trying to answer legal questions and respond to 

library users needs, in particular when they do not have English as their first language. 

Transition house workers and victim service workers described complications that arise 

in seeking protection orders and requested more support in the area of family law. Some 

government agents are very much involved in trying to meet legal needs and were 

emphatic about the need for them to be able offer access court forms for family/civil 

matters.  

In terms of distance services, 1-800 numbers were seen as being useful, but wait times 

were commonly identified as a problem, particularly for people who use pay -as-you-go 

plans. It was widely recognized that phone service does not fit some people and some 

problem areas. Televideo distance services are offered by the pro bono service providers 

in some rural areas, and are used within the court system. For some interviewees, use of 

video is the way to bridge the gap between client and service.  

Further online resource development was seen as having significant potential, with its 

ability to allow for multimedia presentations and interactive formats. For many, it was 

important that the resources could be used by the intermediary who is assisting the 

client. 

Almost 60 per cent of interviewees spoke of the importance of links into community ð

level services capable of supporting the nonðlegal needs of individuals facing legal 

challenges.  At the same time, service providers expressed frustration with a lack of 

coordination, particularly at the systems level, which leads to clients getting òthe 

runaround.ó  The point was made that coordination is needed for reforms aimed at 

improving access. 
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3. Priorities for the Future and Service Model Ideas  

Research participants identified the following as priorities:  

 Pay attention to the personal aspect of providing servi ces. This approach also 

applies to distance services, where it is important to be able to interact with a 

òlive person.ó 

 Place emphasis on extending family law services: this can range from greater 

access to duty counsel/ family justice counsellors to starting a community -based 

family law clinic or extending support in family law matters to community 

advocates and relevant nonðlegal service providers. 

 Focus on providing legal advice to litigants prior to their dealing with the legal 

matter at court or tribu nal. 

 Support outreach into smaller communities ð for both regionally -based providers 

and advocates located in their communities. 

 Provide procedural advice and assistance with forms completion. This applies 

both to litigants and to applicants for benefits a nd service. A distance service 

may be suited to this need. 

 Conceptualize service delivery imaginatively. For some this revolved around 

variations of a distance service model that focused on intermediaries as much as 

on clients, or on providing a òsatelliteó service. 

 Provide support for local service providers, especially through a telephone line 

where they can obtain some help in assisting with a legal matter. 

 Focus on building poverty law lawyer expertise in regional locations.  

 Explore the potentials of technology for enhancing service delivery capabilities, 

and use the approach of òtechnology with a helper,ó ð linking an intermediary to 

the technology.  

Recommendations  

The recommendations are divided into three sections and categorized as follows: 

Aborig inal services: 

 Enhance the capacity of Aboriginal services to provide legal help with family 
and civil matters within their own communities.  

 Develop and implement culturally appropriate resources  

 Enhance the capacity of mainstream legal service providers to meet Aboriginal 
peopleõs family/civil legal needs 
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Access to in-person assistance: 

 Enhance services to people using the courts 

 Enhance the capacity of communities to provide access to legal help 

Access to distance assistance: 

 Explore the possibilities of  a remote legal self-help service 

 Enhance telephone services  
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Introduction 

AA ..  PPrroojjeecctt  ggooaallss  

The overall goal of this project is to examine civil and family justice needs in 

rural and remote areas of BC and to explore possible options for providing 

access to self-help services that will assist users to resolve their civil and family 

justice issues.   

The research, which focuses on legal problems at all levels of resolution, was 

undertaken for the Supreme Court Self-help Information Centre  (SHIC) with 

funding from the Law Foundation of British Columbia .  The research was 

directed by SHIC Steering Committee. The SHIC Steering Committee has 

representation from the Ministry of Attorney General, BC Courthouse Library 

Society, Community Legal Assistance Society, Law Courts Education Society of 

BC, Legal Services Society of BC, and Law Officers for the BC Supreme Court 

and the Court of Appeal for British Columbia. 1 

The specific goals for the project are: 

 To produce an òaccess to justice mapó for rural and remote areas that 

describes issues, services, gaps, and priority needs with respect to possible 

self-help services. 

 To describe a service vision that includes possible model or models that 

could create a framework for people to access civil and family justice 

services to resolve their legal issues.   

                                                 

1 Members of the SHIC Steering Committee who were involved in the research committee for 

this project are as follows: Rick Craig, Executive Director, Law Courts Education Society of BC; 
Janet Freeman, Project Coordinator, LawMatters, BC Courthouse Library Society;  Laurel 
Holonko, SHIC Coordinator/Acting Manager, Vancouver City Centre Family Justice Centre, 
Justice Services Branch, BC Ministry of Attorney General;  Jill Leacock, Law Officer, Supreme 
Court of BC; Heidi McBride, Law Officer, Supreme Court of BC; Lisa Nakamura, Senior Policy 
Analyst, Dispute Resolution Office, BC Ministry of Attorney General; Linda Rainaldi, Law 
Officer, Court of Appeal, BC;  and John Simpson, Manager, Public Information and Community 
Liaison, Legal Services Society of BC.  Mary Stratton of the Canadian Forum on Civil Justice 
played an active role in the research committee and Gene Jamieson, Law Officer, Provincial 
Court of BC, made valuable contributions as an observer. 

 



Page | 14 

 

What are self -help services and who provides them?  

When the concept of òself-helpó gained prominence in Canada more than a 

decade ago, the term often referred to strategies designed to address the needs of 

the growing numb ers of people who were appearing in court without a lawyer.  

In its broadest definition, however, òself-helpó applies not only to ògoing to 

courtó but to all levels of the resolutions of legal problems ð for example, people 

may need assistance with the various steps in resolving an administrative law 

problem.   

A Department of Justice, Canada report2 comments: 

Even though many problems experienced by people have a legal aspect, few of 
them will be resolved by going to court.  This is not necessarily because they are 
minor or trivial problems. . .  Lawyers and courts tend to deal with only the most 
serious problems, and the problems of those who have the resources to access the 
legal system . . .   

One of the outcomes of the BC Justice Review Task Force3 has been an emphasis 

on the importance of access to early resolution of legal problems, given that only 

a fraction of peopleõs family and civil legal problems result in litigation in the 

courts.  This approach is often framed visually, in terms of a pyramid, w here 

òprevention, information, advice and referralsó are at the wide end of the 

pyramid, while formal claims and trials are at the òpointy end.ó  

The term òself-helpó covers all services in which a person who has the legal issue 

is taking responsibility fo r some or all of the activities that are necessary to 

complete a legal transaction.  These services can be seen as an alternative to or a 

modification of traditional full -service representation, where a lawyer completes 

all tasks in the transaction.  Self-help encompasses provision of 

advice/information in -person in a variety of settings including clinics and 

courthouses; provision of information/education in person and/or via 

information and communication technology (ICT) that includes audio and visual 

media; and legal information/education activities in a variety of settings.  

Seen from this vantage point, òself-helpó is also intimately connected to the 

provision of formal legal advice, in ways which typically fall short of full service 

representation.  Consequently, in British Columbia, the full array of service 

                                                 
2  Ab Currie, A National Survey Of The Civil Justice Problems Of Low And Moderate Income Canadians: 

Incidence And Patterns  (2005)  Research and Statistics Division  Department of Justice, Canada 

3 See the BC Justice Review Task Force website: http://www.bcjusticereview.org  
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providers who assist in the òself-helpó effort includes community advocates, 

lawyers acting pro bono, duty counsel, members of the judiciary, Legal Services 

Society outreach workers, all providers of public legal education and 

information, court registry staff, family justice counsellors, student clinicians, 

and Native Courtworkers. 4   

In addition, legal information and support at a range of levels is provided in the 

community by librarians, governm ent agents, victim service and transition house 

workers, band social workers, nurses, and community centre staff and 

volunteers.  In areas where there are no legal service providers, people with legal 

problems may turn for òfirst contactó to a friend or helping professional such as 

a counsellor, doctor, nurse, teacher, social worker, Elder, government worker or 

religious leader. 

BB..  PPrroojjeecctt  mmeetthhooddoollooggyy    

Mapping is a collaborative form of needs assessment that involves community 

members and also looks at information sources to develop an understanding of 

community needs.  Both elements are part of the mapping process.   

The approach in this report is to provide a snapshot of issues across locations in 

order to identify common themes in terms of needs and service responses.  

Participants in this research r represent a mix of the provinceõs geography, 

demographics, socio-economic variables, and level of access to legal and other 

resources.  

Interviews were conducted with 83 informants in October ðNovember 2007, and 

in FebruaryðMarch 2008.  Participants were drawn from all rural and remote 

parts of BC. In addition, in April 2008, a northern Aboriginal consultation took 

place in Prince George with 16 participants providing representation from 

Carrier - Sekani, Nisgaõa, Gitxsan, Chilcotin, Tsimshian, Tinglit and Métis 

peoples.  

                                                 
4 See Appendix A for a snapshot of the current access to justice environment. 
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A summary by role or position of those interviewed is as follows:  

Position summary Number 

Advocates/community workers/Native Courtworkers 21 

Court Registry staff 7 

Legal Information Outreach Workers (LIOWS) 10 

Legal Services Society Local Agents and Managing Lawyers 8 

Librarians 6 

Northern Aboriginal service providers (justice, health, social 
services)  

16 

Program Managers/ Coordinators/ Resource Developers 7 

Provincial Court Judges 10 

Service BC Government Agents 8 

Supreme Court Justices 6 

TOTAL 99 

A summary by location is as follows:  

Area Number 

North west 18 

Northern Interior 23 

North east 6 

ThompsonïCaribooïShuswap 12 

Kootenays 13 

Okanagan  9 

Northern Vancouver Island 6 

Metro Vancouver and Victoria 11 

USA 1 

TOTAL 99 

See Appendix B for details of those interviewed by service sector.  Appendix C 

provides details of those interviewed by geographic location.  

In the coding of the interviews by theme, the most frequent codes reflected a 

mixture of legal area (family predominates but many others are there as well), 

geographic isolation and geographic challenges (which in turn reflect the uneven 

distribution of viable legal resources on the ground and various legal access 

issues including those impacting Aboriginal people in particular), technological 

adaptation and workarounds (Web -based primarily, which in turn raise 

technology-based access challenges) and service-level networking, both within 

the legal system proper as well as out into the community (legal system & 

community ðlevel resourcefulness in the face of service adversity). 
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Limitations  

Informants were service providers, who for the most part were contacted by 

phone.  It is to be noted that while telephone interviews allow res earchers to 

reach into rural remote communities, it does not allow researchers to verify first ð

hand information about the nature of the experiences described and the extent of 

resources.  Two focus group sessions were held, again with service providers: 

one in the north with Aboriginal service providers and one in Vancouver with 

Legal Services Society Legal Information Workers from across the province.  

It is also to be noted that the extent of the research information gathered from 

Aboriginal people is lim ited (20 people out of 99 consulted were Aboriginal 

service providers).  The research makes no claim to address the diversity of BC 

First Nations and is to be understood only in the context of the more in -depth 

analysis and recommendations flowing from pri or major reports, Building Bridges 

and Struggle for Justice.5 

CC..  PPrroojjeecctt  eennvvii rroonnmmeenntt  

British Columbia is by no means alone in its emphasis upon the need for broader 

access to legal service, both to provide a point of first contact to resources and to 

support people who are dealing with their legal issue by themselves.  For 

example, Alberta, Nova Scotia, and Quebec have conducted needs mapping of 

unrepresented litigants and identified gaps in services to rural and remote 

populations.  Online help centres and telephone services are now widely used by 

Canadian legal service providers, in part as an attempt to reach people beyond 

urban centres. 

In this province, major recent developments in the provision of self -help and 

access to justice have been the establishment of the Supreme Court Self-Help 

Information Centre (SHIC) at the Vancouver location of the BC Supreme Court 

and the opening of a Justice Access Centre in Nanaimo. 

                                                 
5 The 2007 report, Building Bridges brought together an Aboriginal Reference Group comprised of 
Aboriginal elders, leaders, wo rkers, and lawyers to make comprehensive and positive 
recommendations for change.  The 2005 report  Struggle for Justice: Northern BC Aboriginal Needs 
Assessment Report, was based on extensive focus groups with members of northern BC First 
Nations. Both reports were produced for the Legal Services Society of BC. 
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While SHIC self-help services6 are not limited to matters in the BC Supreme 

Courtõs Vancouver location, they are provided on a walk ðin basis only.  This 

raises the issues of how the needs of people can be met for assistance in Supreme 

Court matters when they are not within travelling distance of the SHIC, and how 

self-help needs can be met for other levels of court and for other legal problems, 

such as administrative law matters.  

The Civil Justice Reform Working Group and the Family Justice Reform Working 

Group of the BC Justice Review Task Force7 both recommended creating òhubsó 

(now called òjustice access centresó) for people dealing with civil and family 

problems.8 If the justice access centre model is replicated provincially, it is likely 

that the justice access centres would be based in the larger regional centres.  This 

raises the issue of what services can be provided to communities where the 

population concentration and level of community resources are such that it 

would not be feasible to contemplate opening a justice access centre. 

What is meant by òrural and remoteó? 

Statistics Canada defines òrural areasó as those with populations of less than a 

thousand.  It defines small town as areas of less than 10,000; and areas between 

10,000 and 99,000 as òcensus agglomerations.ó 9 

A significant number of BC towns ð such as Quesnel, Williams Lake, Prince 

Rupert, Dawson Creek, and Terrace ð have populations between 10,000 and 

15,000, with significantly larger area populations.  Others, such as Fort St John, 

have populations closer to 20,000.  But in terms of access to legal services, all of 

these areas face challenges that relate to their distance from the largest urban 

centres in the south of the province.   

                                                 
6 See Self-Help Information Research. Online at 
http://www.lces.ca/self_help_information_research/  

7 See BC Justice Review Taskforce. Online at http://www.bcjusticereview.org/  

8 See Civil Hub Research Project: Needs Mapping, Gayla Reid & John Malcolmson, Legal Services 
Society May 2007. Online at http://www.ag.gov.bc.ca/justice -reform -
initiatives/publications/pdf/CivilJusticeHub.pdf  

9  BC definitions are quite different and do not clarify the situatio n.  BC municipalities are 
incorporated as follows: a village, if the population is not greater than 2 ,500; a town, if the 
population is greater than 2 ,500 but not greater than 5,000; a city, if the population is greater than 
5,000. 
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The definition of the term òremoteó is equally amorphous and therefore 

problematic.  One possible informal definition could be an area that has no legal 

services such as lawyers, advocates, or court registries accessible by local 

transportation, or within a driving distance of thirty to forty ðfive minutes.   

Statistics Canada provides the following information about rural and small 

towns in BC: 

 Rural and small town populations comprise 13.8 per cent of the total 

British Columbia population.  Between 1996 and 2001, British Columbia's 

rural population decreased by 1.1 percentage points, while the urban 

population increased by 6.0 percentage points. 

 Compared to urban British Columbia, rural and small town zones have a 

more polarized age structure, with slightly higher proportions falling 

within the lowest (children) and highest (seniors) age categories. 

In describing rural and small town populations, S tatistics Canada uses the term 

òMetropolitan Influence Zoneó ð MIZ ð to describe the situation in smaller 

communities where people routinely commute into an urban area for work, and 

are therefore influenced by the urban environment.  Statistics Canada and has a 

series of categories for rural and small town populations ranging from òStrong 

MIZó through to òModerate MIZó and òNo MIZ.ó  For example: 

 Strong MIZ : 30 to 49% of the labour force commutes to a city or town 

 No MIZ : 0% of the labour force commutes to a city or town  

Within the Statistics Canada framework,  No MIZ zones in British Columbia are 
characterized by the following social, economic and demographic patterns:  

 Exhibited the highest unemployment rates in rural British Columbia.   

 Had the lowest level  of educational attainment.  35.5% of the population 

of at least 20 years of age had not completed high school as recently as 

2001.   

 Had the highest incidence of, and experienced the greatest over time 

growth, in lone ðparent families (from 16.4% in 1991 to 21.1% in 2001).   
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 Had by far the fewest number of health care providers (14.9 per 1,000 

population) in rural British Columbia. 10  Based on its own approach and 

assessment, Statistics Canada comments that: ò(d)espite moderate 

improvements in the most disad vantaged Moderate and No MIZ zones, 

populations of these zones continue, as recently as 2001, to experience 

conditions of disadvantage relative to the rest of British Columbia.ó11 

For the purposes of this research, the term òrural and remoteó can be broadly 
understood as follows:  

 Rural: Areas where people do not regularly commute to an urban centre 

that has regional legal aid offices and regional court services. 

 Remote: No legal services such as lawyers, advocates, or court registries 

accessible by local transportation, or within a driving distance of thirty to 

forty -five minutes.  

                                                 
10 Statistics Canada: http://www.rural.gc.ca/research/profile/bc_e.phtml#findings  

11  Statistics Canada, ibid 
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Part One: Overview of Current Research on Rural and Remote 
Access to Justice12 

AA ..  DDiissttaannccee  mmaatttteerrss  

In BC it is widely recognized that geography poses challenges for the efficient 

and effective delivery of legal services.  For example, the 2005 report, Poverty Law 

Needs Assessment and Gap/Overlap Analysis comments, òPeople living in rural 

parts of the province simply do not have the same access to justice as those in 

urban areas.ó 13 

This theme of the barrier posed by distance is explored extensively in the 

literature, often with an explicit link made between the incidence of rural 

poverty and the need for greater access to legal service in rural areas:14  

The high incidence of poverty in rural communities, the lack of resources for rural legal 
services, and the proven effectiveness of those services requires a strong national voice to 
advocate for increased access to legal services in rural America.  

Legal Services Commission, A Proposal to Establish The National Rural Justice Center15 

Canadian research is well aware of barriers to legal access posed by the 

combination of distance and climate.  Participants in the Alberta Self-Represented 

Litigants Mapping Project pointed out a self-help centre in a regional centre òdoes 

                                                 

12 The chapter does not cover ground previously examined by the researchers in Civil Hub 

Research Project: Needs Mapping.  That report included a review of initiatives that directly impact 
people in rural and remote communities.  For example, it commented on the Evaluation of the 
Family Duty Counsel Project in Six Provincial Sites; Evaluation of the LawLINK Project, and Poverty 
Law Needs Assessment and Gap/Overlap Analysis.  To the extent which  the Civil Hub Research Needs 
Mapping is relevant to rural and remote users, it  should be viewed as a companion report. It is 
online at http://www.ag.gov.bc.ca/justice -reform -initiatives/publications/pdf/  
CivilJusticeHub.pdf  

13 Report for the Law Foundation of BC.  Online at  http:// www.lawfoundationbc.org/plna -
nov05.pdf  

14 See Legal Services Commission, òA Report on Rural Issues and Delivery and the LSC-
Sponsored Symposium,ó April 2003, available at http://www.lsc.lri.gov    For a list of relevant 
sites, also see the New York State Courts website: 
http://www.courts.state.ny.us/ip/justiceinitiatives/rural_justice.shtml  

15 Online at http://www.lri.lsc.gov/pdf/other/NRLS_plan03.pdf , p.2 
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nothing to meet the critical access needs of people in rural communities.ó16  In 

Alberta, travel to a regional centre such as Grande Prairie and Peace River is not 

viable for much of the region, given the barriers of transport ation, distances and 

road conditions.  The conclusion drawn in the mapping process was that any 

new service must, in order to be effective, òincorporate an outreach component 

and must build on and increase currently successful outreach programs.ó17 

Research regarding who uses services such as a self-help centre has shown that 

primary users are likely to be highly educated although low -income, and that 

people who lack social resources are unlikely to access legal services because 

they donõt know what is available or where to begin to look.18  But does 

knowledge of and access to legal resources differ by where people live?  The 

Washington State Civil Legal Needs Study found that residents of rural areas have 

less knowledge of available legal resources, and have less access to and success 

in using technology -based legal services.   

Even though legal problems do not vary significantly between urban and rural low -
income households, urban residents are nearly 30 percent more likely than rural 
residents to know of fre e legal services in their areas.  They are also 20 percent more 
likely to know about various toll ðfree telephone òhotlinesõõ for legal assistance.19 

Access to court services is clearly affected by the distance a person has to travel 

to court.  In BC, a 2006 Court Support Survey of Victim Services Programs studied 

the distances to court that victim services programs must travel in order to 

provide support for victims 20 and found the following:  

 4.5 per cent of the programs had to travel more than 100 km.  66.7 per cent 

of programs that must travel more than 100 km to provincial court are 

located in the north.  

                                                 
16 Mary Stratton (2007) Alberta Self-Represented Litigants Mapping Project, Canadian Forum on Civil 
Justice, p. 48. Online at http://cfcj -fcjc.org/docs/2007/mapping -en.pdf 

17 Ibid, p.52 

18 See, for example, John Malcolmson and Gayla Reid, Civil Hub Research Project: Needs Mapping, p 
25.  

19 Washington State Civil Legal Needs Study. Online at 
http://www.courts.wa.gov/newsinfo/content/taskforce/CivilLegalNeeds.pdf . p.22 

20 Court Support Survey of Victim Services Programs, 2006. Victim Services and Crime Prevention 
Division, Ministry of Public Safety and Solicitor  General, British Columbia. Used with 
permission. 
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 19.1% of the programs were more than 100 km away from the nearest 

Supreme Court.   

 Of the programs located 51ð100 km away from a Supreme Court location, 

45.4 %are from the interior while 45.8 %of the programs located more than 

100 km away from Supreme Court are in the north. 

BB..  AA bboorr iiggiinnaall   ppeeoopplleess::  nneeeeddss,,  bbaarrrr iieerrss  aanndd  sseerrvv iiccee  rreessppoonnsseess  

In Balancing the Scales: Understanding Aboriginal Perspectives on Civil Justice,21 

Aboriginal participants identified seven major areas where they experience 

barriers to accessing civil justice.  These barriers are: social discrimination, 

differences among Aboriginal cultures and populations, processes of civil justice 

that are incompatible with Aboriginal traditions, language, geographical 

dispersion, issues concerning child welfare and guardianship, and inadequate 

support services.  At best, the presence of these barriers leads to negative 

communication experiences for Aboriginal p eople involved in a civil case.  At 

times, the barriers prevent communication altogether.  

While Building Bridges22 was prepared for the Legal Services Society, its 

recommendations in many instances apply more broadly to the entire context of 

self-help services.  The reportõs introduction identifies socio-economic and 

cultural factors that impact Aboriginal peoplesõ ability to access and use legal 

services and also notes that new opportunities exist, evidenced in the ongoing 

revitalization and strengthening o f Aboriginal communities, and the resurgence 

of Aboriginal governance and justice systems.  (p.4)  

Among the recommendations that are the most relevant to this research are those 

concerning the need for services to be provided to Aboriginal people by 

Abori ginal people: òAboriginal people prefer to speak with an Aboriginal person 

and may not seek the legal help they need if they are unable to do so.ó (p. 80) 

This report also identifies the need to recognize the social and cultural barriers 

                                                 
21 A 2006 report from the Civil Justice System and the Public Project of the Canadian Forum on 
Civil Justice.  Online at http://cfcj -fcjc.org/docs/2006/stratton -balancing-en.pdf 

22 The 2007 report, Building Bridges: Improving Legal Services for Aboriginal People brought together 
an Aboriginal Reference Group comprised of Aboriginal elders, leaders, workers, and lawyers to 
make comprehensive and positive recommendations for change. 
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that Aboriginal pe ople face in using legal information and education services, 

and to adapt these services in culturally appropriate ways to ensure Aboriginal 

people benefit from them.  Expanding opportunities for in -person service and 

the provision of service portals specific to the Aboriginal community are 

identified as are two important ways to do this (p.17).  Specific recommendations 

are made in this report to create an Aboriginal LawLINE, an Aboriginal website, 

and brief plain language fact sheets for Aboriginal client s. 

Another report for the Legal Services Society, Struggle for Justice: Northern BC 

Aboriginal Needs Assessment Report23 covered twoðthirds of the province and 

encompassed the traditional territories of the Chilcotin, Carrier, Sekani, Haisla, 

Gitksan, Wetõsuwetõen, Tahltan, Tlingit, Haida, Nisgaõa, and Tsimshian.   

Struggle for Justice provides extensive information about the needs and barriers 

faced by Aboriginal people in the north who seek to access legal help.  Key 

points include:  

 Absence of service: òThe greatest barrier is the absence of affordable and 
quality services that reflect cultural and traditional components unique to 
each First Nation community and that are developed and implemented by 
Aboriginal people.ó (p.3) 
 

 Need for funding at all levels .  òGiven the overwhelming issues, barriers 
and gaps that impact the daily lives of Aboriginal families and 
communities, funding allocated directly for Aboriginal ð specific legal 
programs is absolutely necessary.ó (p.3) 
 

 Aboriginal people are keenly aware  and extremely concerned about the 
lack of legal services in their communities .  òThey know what is needed 
but the people who control the resources, the information and the monies 
refuse to recognize, support, or trust community -driven initiatives that are  
developed and managed by Aboriginal peoples.ó (p.4) 
 

 Computer barriers .  òMost Aboriginal families cannot afford a computer 
and would not have the funds to purchase and regularly update the 
software.ó Further, ò(i)solated communities often times cannot access the 

                                                 
23 Linda Locke QC (2005) Struggle for Justice: Northern BC Aboriginal Needs Assessment Report, Legal 
Services Society.  
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Internet and would not have access to computer courses or repair 
technicians.ó (p.5) 
 

 Cost to travel to the service: òThe biggest challenge experienced by those 
seeking legal help is the cost to go to the service.  Access to a vehicle, the 
lack of public transportation and money to cover the costs are a huge 
barrier to Aboriginal people living in northern communities.  Aboriginal 
women, especially those on social assistance, experience even more 
difficulties and do not have modes of transportation.   Weather, road 
conditions, and the lack of public transportation systems create problems 
when there is the lack of local legal services or advice.ó (p.6) 

 High preference for Aboriginal people to provide Aboriginal legal 
services to their own .  A very high  majority of the respondents indicated 
that they wanted Aboriginal people providing Aboriginal -specific legal 
services to their communities.  òThey are uncomfortable with seeking help 
from a non-Aboriginal agency because, most of the time, non-Aboriginal 
people in those positions are not sensitive or aware of Aboriginal history, 
culture or do not fully understand their unique legal needs.ó (p.6) 

Struggle for Justice recommends that Aboriginal legal service agencies serving 

people and communities in the Nort h should be enhanced to promote, provide 

and develop Aboriginal -specific legal services.  Adequate funding would 

provide opportunities for the Aboriginal -specific centers to define, confirm, and 

move forward on its vision to provide clients with expanded a ccess to justice. 

CC..  AA cccceessss  ttoo  tteecchhnnoollooggyy  iinn  rruurraall   aanndd  rreemmoottee  ccoommmmuunnii tt iieess  

Internet use  

Canadians are enthusiastic users of the Internet and Internet use is increasing 

(national average household penetration of 68% in 2005 compared with 62% in 

2002).  British Columbia at 69% has one of the highest rates of Internet use in the 

country, along with (Ontario (72%) and Alberta (71%).24  Network BC estimates 

                                                 
24  2005 Canadian Internet  Use Survey (CIUS). Note that Aboriginal people on reserve are not 
included in the Statistics Canada data, which is based on the 2005 Canadian Internet Use Survey 
(CIUS). Online at http://www.statcan.ca  
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that 91 per cent of British Columbians live in communities that can access the 

Internet, òmaking BC one of the most connected jurisdictions in Canada.ó25  

A 2006 study by Statistics Canada, Factors Associated with Internet Use: Does 

Rurality Matter? 26 found that three important barriers to Internet use in Canada 

continue to be lower levels of income, lower levels of  educational attainment and 

a rural location.  This finding is consistent with that documented in past 

research.   

The Statistics Canada report also found the following:  

 Only 58% of rural and small town residents accessed the Internet, 

compared with a 2005 national average of 68%. 

 Income continues to be an important factor to take into account when 

comparing urban with rural Internet use (lower incomes are associated 

with lower rates of Internet use).  

 This gap between rural and urban areas may reflect the interaction of 

other socio-economic factors and also may represent the effect, of 

broadband availability or the lack thereof.   

 Individuals that are older, those with lower levels of education and those 

living in households with lower incomes were less like ly to have used the 

Internet.   

 The importance of other factors associated with Internet use, such as 

gender and the presence of children, appears to have changed.  The 

presence of children in a household has no statistically significant effect on 

an indiv idualõs use of the Internet, while women have greater odds of 

using the Internet than men.   

Specific research regarding the use of the Internet amongst First Nationsõ 

populations is also available.  A report titled First Nations Broadband Internet 

                                                 
25 Network BC July 2007 news release: Online at 
http://www2.news.gov.bc.ca/news_releases_2005 -2009/2007LCS0015-000937.htm 

26 Factors Associated with Internet Use: Does Rurality Matter? Larry McKeown, Stati stics Canada, 
and Anthony Noce and Peter Czerny, Industry Canada . Online at   
http://www.statcan.ca/english/freepub/21 -006-XIE/21 -006-XIE2007003.htm.  Note that  

Aboriginal people on reserve are not included in the Statistics Canada data, which is based on the 
2005 Canadian Internet  Use Survey (CIUS). 
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Survey: Identifying technology oriented opportunities for rural or remote First Nations 

communities surveyed 47 rural and remote First Nations communities in BC in 

2002.27  It reported the following findings:  

 50% cited lack of computer access, slow dial-up access and costs of long-
distance dial-up charges as factors that prevent subscription to the 
Internet  

 62% cited cost of telecommunicationsõ infrastructure as a barrier 

 63% of communities identified youth and working adults as having 
ôintermediateõ computer skills 

 23% of stay-at-home adults have òintermediate skillsó 

 7% of individuals over 50 have òintermediate skillsó 

 49% reported that there was someone in the community to assist with 
Internet oriented questions and concerns 

One of the issues facing legal service providers is the fact that the incidence of 

overall use of information and communications technologies does not necessarily 

indicate the extent of their use for legal self-help.  For example, studies28 on how 

Canadians or British Columbians access the Internet do not capture precise 

statistical information about the Internetõs use for òdealing with legal issuesó or 

òresolving legal problems.ó  

Dual divide  

In the report, Womenõs Poverty, Use of Communication Technology and Rural Living 

Statistics,29 the BC Rural Womenõs Network comments that income is the biggest 

barrier to home-based Internet access and use.  The report provides the following 

summary of what may be the barriers to information and communications 

technology (ICT) use: 

 Cost/affordability ð the biggest obstacle to connectivity  

                                                 

27 Tewanee Consulting Group. (2002). Broadband Internet survey: Identifying technology oriented 
opportunities for rural or remote First Nations communities. Vancouver, BC, referenced in 
Womenõs Poverty, Use of Communication Technology and Rural Living Statistics, BC Rural 
Womenõs Network Initiative ð February 2004. Online at  http :// www.povnet.org.  

28 See for examples, Statistics Canada page, Internet Use in Canada. Online at 
http://www.statcan.ca  

29 Article is onli ne at http://www.povnet.org  
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 Access 

 Technical and social literacy 

 Social capacity and application 

 Indigenous social and cultural content development  

Research also shows that the presence of the Internet by itself is not sufficient to 

òclose the distanceó and enable access to legal service.  The report Building 

Bridges notes that access to Internet-connected computers does not address the 

barriers that prevent Aboriginal people from using them:  

Where LSS has provided computer kiosks in Aboriginal settin gs, they are rarely 
used by Aboriginal people.  Aboriginal people may not use LSS websites because 
they are not comfortable with using the technology, prefer to deal with their 
legal problems on a personal basis, find the Web content not to be relevant to 
them, or other cultural factors. 30 

 

Telephone use 

Statistics Canadaõs estimates that over 98% of residences in Canada have a 

telephone.31  

In the study, Eliminating Phonelessness in Canada: Possible Approaches, the Ottawa-

based Public Interest Advocacy Centre comments: 

Based on Statistics Canada data, it can be conservatively concluded that at least 
0.8% of Canadian households, or over 100,000 households, do not subscribe to 
residential telephone service because they can't afford it.  How many more can't 
afford phone service is not clear, given important gaps in Stats Can survey 
samples.32  

Results such as these suggest that, while not necessarily widespread, lack of 

telephone access may be a factor limiting access to legal services in rural and 

                                                 
30 Building Bridges: Improving Legal Services for Aboriginal People (2007)., p.19. Online at 
http://www.lss.bc.ca/about_lss/reports.asp  

31 Report is online at http://www.piac.ca  

32  Specifically excluded from Statistics Canadaõs Residential Telephone Service Survey (RTSS) 
coverage are residents of the Yukon , Northwest Territories and Nunavut, persons living on 
Indian Reserves, full-time members of the Canadian Armed Forces and inmates of institutions. 
These groups together represent an exclusion of approximately 2% of the population aged 15 or 
over. 
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remote areas. 

DD..  AA pppprrooaacchheess  ttoo  rruurraall   aanndd  rreemmoottee  aacccceessss  ttoo  lleeggaall   hheellpp  

BC research also includes the report A New Justice System for Families and 

Children,33 which comments that in òrural and remote communities, where 

populations are scattered and public transit is unavailable  or inconvenient, 

alternatives to in -person services sometimes must be found. . .ó (p.32 ) 

The report suggests: 

 Video conferencing or webcams for providing assessment services and 
legal advice, where in-person service is impractical.   

 Online learning to d eliver programs province wide via the Internet is a 
viable option in some cases.   

The report also suggests more efficient use of in-person service including:  

 In-person basic information and assessment services available on a semið
regular basis, linked to events such as circuit court schedules, a possible 
expanded information role for LSS local agents, and government agents. 

 Extension of contracts for lawyers and social workers who travel to these 
communities in order to deliver information services.  

 Involv ement of local community groups in designing appropriate 

mechanisms of information delivery.  

The 2007 report of the British Columbia Mediation Roster Society, Closing the 

Distance with Technology: Report on Phase I of the TechnologyðAssisted Family 

Mediation Project34 takes a close look at the advantages and disadvantages of 

videoconferencing (as well as the technologies currently involved).  While the 

focus is on the use of this technology for mediation, the analysis would apply 

generally to self-help initi atives that attempt to òclose the distance.ó For example, 

the report reflects upon pros and cons of videoconferencing as a medium for 

effective communication, and looks at the most current developments to 

overcome its communications disadvantages.  The report proposes a òclient-

                                                 
33 Report is online at 
http://www.bcjusticereview.org/working_groups/family_justice/final_05_05.pdf  

34 Report is online at http://www.mediator -roster.bc.ca/mediationinbc_articles.html  
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centredó pilot, where mediation services could be delivered to clients residing 

anywhere in the province by specially trained, qualified mediators ñ who can 

also be located anywhere in the province. 

International developments  

Much of the literature on access to legal services in rural and remote 

communities has hailed the use of information and communications technology 

(ICT) as a way to overcome barriers.  For example, the 2002 US study, Equal 

Justice and the Digital Revolution: Using Technology to Meet the Needs of Low-income 

People35 reviews examples of using technology to reach rural and remote clients, 

including telephone intake, remote representation, and videoconferencing ð 

citing an example of a clinic in Maine (Pine Tree Legal Assistance) that was 

providing assistance to victims of violence, using the videoconferencing systems 

already in place at medical clinics and centres in rural and remote parts of the 

state.   

One of the most comprehensive efforts to link people in spite of distance has 

been Legal Aid Queenslandõs rural and remote strategy, initiated in 2000.  Legal 

Aid Queensland regional offices work with rural communities to expand access. 

Services include online information, a hotline, an Indigenous hotline, 

videoconferencing facilities in local communities, partnerships with the local bar, 

and Community Access Points in local organizations. 36  The strategy makes 

extensive use of videoconferencing ð a person can go the local Access Point and 

be linked by video to a lawyer  in a regional community law office .37  

Legal Aid Queenslandõs self-help services have been assessed in interviews with 

service providers (from legal aid, community law offices, government and the 

                                                 

35 This report covers the period of 1997 to 2001 and is published by the Project for the Future of 
Equal Justice. Online at 
http://www.nlada.org/DMS/Documents/1036108809.8/digital_divide.pdf  

36 Legal Aid Queensland, Technology Brings Justice to Rural and Regional Queensland, Indigenous Law 
Bulletin 69 [2003] Online at 
http://search.austlii.edu.au/au/journals/ILB/2003/69.html#Heading1  

37 For an update on Legal Aid Queenslandõs rural and remote clients see the annual report, online 
at http://www.legalaid.qld.gov.au/ Publications/Reports/Annual+Report/  
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private bar).38  Evaluation findings include the following:  

 Self-help services were seen as most useful when used as a starting point, 
rather than as a tool that a person can use to complete all steps of a legal 
process or action.   

 Most participants would encourage the user to obtain ongoing legal 
support.  As an example, legal aid staff working with people with 
consumer law issues referred to their use of self-help kits in combination 
with phone advice.  

 Some matters are more appropriate for self-help than others ð a simple 
small claims process without a lawyer woul d be a highly appropriate 
matter for self help, while a complex contested family matter would be 
less appropriate. 

 In order to make effective use of self-help services, clients require a high 
level of literacy and comprehension and also need to want to help 
themselves and have the confidence to do so.  They need to understand 
the material provided and be able to effectively pursue their own 
interests.  When clients face multiple barriers (such as literacy and 
language issues, or mental health or intellectual disability issues) self-help 
materials are not suitable. 

 Access to nonðlegal support services was seen as being important in 
enhancing a person's ability to make effective use of legal self-help. 

The United Kingdom approach to legal access needs in rural and remote areas 

includes a òsocial exclusionó framework.39  Citizens Advice 40 comments that 

óCAB [Citizens Advice Bureaux] in rural areas deal with almost 2 million 

enquiries a year . . .  individuals may often suffer disadvantage arising from 

                                                 
38  Jeff Giddings (2002) Self-help legal aid: Abandoning the disadvantaged? Consumer Policy Review, 
July 1, 2002. Online at http://www.allbusiness.com/legal/929206 -1.html .  Also see Jeff Giddings 
and Michael Robertson, Large Scale Map or the A-Z? The Place of Self-Help Services in Legal Aid, 
Journal of Law and Society, 31:1 2003, 102-119. 

39 See, for example, Legal Advice- the way ahead for rural and coastal communities: Civil Justice in Rural 
Areas, Professor Pascoe Pleasance, Dr. Nigel Palmer, Ash Patel:  The English & Welsh Civil & 
Social Justice Survey 2004.  Online at http://www.lsrc.org.uk/publications/eden.pdf  

40 The Citizens Advice Bureaux (CAB) network provides free advice from over 3,200 outlets. 
Online at http://ww w.citizensadvice.org.uk  
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several causes at once such as debt, lack of services, lack of public transport and 

isolation.ó41 

In the UK, which has a strong focus on community -based citizen advocacy, 

Advice Now 42 developed and tested what it calls òa suite of Internet-based 

transactional applicatio ns, designed to support a self-help approach to the 

resolution of legal problems.ó The project saw support for self-help as part of the 

work of advice services, not as something separate.  Findings from the 

evaluation of the project 43 included:  

 [P] eople are interested in the idea of self help and willing to try it, but 
there is a fear of being òleft alone.ó 

 Marginalized groups need to be addressed more directly.  Self help 
approaches should identify òclustersó of problems and provide self help 
services targeted at specific client groups. 

 Intermediaries and advisers have a powerful role to play by incorporating 
problemðsolving skills training into general advice or client contact work.   

California is at the forefront of the movement in the United States to p rovide self -

help services to selfðrepresenting litigants.  As of the beginning of 2008, self-help 

centres are explicitly addressed in the California Rules of Court.44   

A striking feature of the California Superior Courtsõ self-help centres is their 

diverse approaches.  In terms of rural outreach, a wellðknown example is the 

Ventura Superior Court's Mobile Self -help Center for those members of the 

community who cannot come to one of the countyõs Self-help Legal Access 

Centers.  In three rural counties (Butte, Glenn, and Tehama) self-help centers 

offer procedural help with certain legal issues, as well as self-help resources and 

                                                 
41 CAB comments to a 2005 UK Commission for Rural Communities, Tackling Rural Disadvantage, 
Online athttp://www.citizensadvice.org.uk  

42 Advicenow is a project of Advice Services Alliance, the coordinating body for independent 
advice services in the UK. Online at http://www.advicenow.org.uk  

43 The Advicenow evaluation of its self -help project is online at 
http://www.advicenow.org.uk/go/about/au_static_73.html  

44  Rule 10.960 includes the following : òA court self-help center must include an attorney and 
other qualified staff who provide information and education to self -represented litigants about 
the justice process, and who work within the court to provide for the effective management of 
cases involving self-represented litigants. ò Onli ne at 
http://www.courtinfo.ca.gov/rules/index.cfm?title=ten&linkid=rule10_960  
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computers, while the programõs managing attorney conducts topical workshops 

by videoconference so that clients at all of the centers can participate 

simultaneously.  

In the US, the Self-Represented Litigation Network 45 and Selfhelpsupport.org are 

leaders in the exploration of the potential of online self -help.  For example, their 

manual, Opening Technology Supported Help Centers for the Self Represented in 

Courts and Communities46 discusses reasons to establish such a centre, and 

explores in detail how to set up a centre, what is needed in terms of equipment, 

and resources for centre planners and managers.   

In terms of innovations, the US National Centre for State Courtõs annual 

publication,  Future Trends in State Courts 2007: Increasing Access to Justice for the 

Self-represented Through Web Technologies47 reports that many courts are 

rethinking the purpose and goal of their sites.  Court we bsites have gone from 

òproviding directions to the courthouse and court opinionsó to providing òform 

completion in different languages and live chat to address the needs of court 

customers in real time.ó They are placing more emphasis on òinteractivityó with 

innovations such as website plus phone line or live chat, document assembly 

programs, e-filing.  Courts are also using technology and Web sites to encourage, 

dialogue with not only self -represented litigants, but also with community 

stakeholders. 

The report also identifies the following innovations that allow courts to 

overcome barriers of distance and provide self-help assistance: 

 Using web technology combined with other forms of assistance, such as 
streaming video and videoconferencing (California) 48 

                                                 
45 See their webpage at http://www.srln.org  

46 This manual is available on sites including the Pro Bono Law Ontario website at  
http://www.pblo.org/library/folder.117552 -Unrepresented_Litigants  

47 Madelynn Herman, Future Trends in State Courts 2007: Increasing Access to Justice for the Self-

Represented Through Web Technologies National Centre for State Courts, online at 
http://www.ncsconline.org/WC/Publications/Trends/2007/ProSeWebTre nds2007.pdf 

48 The California Online Self Help Center at http://www.courtinfo.ca.gov/selfhelp/ is a 
comprehensive self-help Web site that includes information in multiple languages.  Online at  
http://www.courtinfo.ca.gov/programs/innovations/allprograms.ht m).  
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 Combining web site information with telephone help/hotline assistance 
(Alaska) 49 

 Providing virtual support to self -represented litigants, including live help 
or Internet chat (Montana and Iowa) 50 

 Developing interactive assessment tools for problem diagnosis or triage 
(Illinois) 51 

 Using documentðassembly programs (California and Idaho) 52  

Looking to the future, this report predicts that òthe use of both RSS [really simple 

syndication] feeds to bring up -to-date content and news to court customers and 

Wikis 53 to allow justice organizations to collaborate on access-to-justice projects 

will become more commonplace.ó 54 

One of the features of the new trends is the way in which self-help elements are 

combined (website and phone, website and live chat, website and streaming video 

or videoconferencing). 

The LiveHelp Pilot Project for Montana and Iowaõs public legal information 

websites (MontanaLawHelp.org and IowaLegalAid.org) is described as:  

a tool that helps those not fully familiar with legal information on the web fi nd 
that information.  LiveHelp does this by using trained specialists and a 
commercial per user onðline software service integrated with LawHelp websites.  
The specialists òcható with website users and help them find the information 
they need on the access to justice website or beyond on the web.  No attorney-
client relationship is developed and the specialist does not need to be a lawyer.55 

The director of LiveChat Montana comments, ò(t)he rationale for LiveChat in 

                                                 
49  The Alaska Family Law Self Help Center at http://www.state.ak.us/courts/selfhelp. htm  

50 See Montana Legal Services Association at:  http://www.montanalawhelp.org/MT/index.cfm  
and Iowa Legal Aid at http://www.iowalegalaid.org/IA/index.cfm  

51 See Illinois Legal Aid at http://www.illinoislegalaid.org  

52 See California Administrative Office of the Courts interactive forms at: 
http://www.courtinfo.ca.gov/forms/allforms.htm .  See Idaho Supreme Court interactive forms 
at: http://www.courtselfhelp.idaho.gov/   See the Probono.net News, Building Online Tools for 
Self-Help at http://www.news.probono.net/e_article000937907.cfm?x=b11,0,w  

53 For a discussion of law-related Wikis, see http://www.ejustice.org/articles/2007/12/wikis -
for -collaboration-and-knowledge -sharing 

54 Madelynn Herman , ibid. 

55 Montana LawHelp, online at http://www.montanalawhelp.org/MT/index.cfm  
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Montana is that we are a huge state with many remote locations ð and a very 

small staff of attorneys who can provide direct representation.ó56  

An evaluation of this experiment 57 concludes that LiveHelp is a highly valuable 

addition to the access to justice delivery system, seems to more effectively 

provide useful information about the law and legal rights to users, and reaches 

effectively into the target community.  Compared to users who use just the 

website, LiveHelp users have very significantly higher satisfaction levels.  

Pro bono is an integral part of the legal self-help movement.58  In 2000, the 

American Bar Association Standing Committee on Pro Bono and Public Service 

and the Center for Pro Bono launched the Rural Pro Bono Delivery Initiative.  One 

outcome of this initiative was Rural Pro Bono Delivery: A Guide to Pro Bono Legal 

Services in Rural Areas.59 The Guide includes an analysis of the barriers to rural 

legal service delivery, and provides examples of successful strategies used in a 

range of the initiativeõs projects.  For example, one project, òDeveloping Nonð

Traditional Partnerships by Collaborating with Public Libraries in Rural 

Communitiesó conducted by Legal Services of Eastern Michigan, recruited pro 

bono lawyers who provided community legal education and client support at 

the librari es.  Clients could access materials via computers, had free use of 

library fax machines, and could ask lawyers staffing help desks at libraries to 

review documents.   

The 2007 Australian National Pro Bono Resource Centre report, Regional, Rural 

and Remote Pro Bono: Models and Opportunities60 focuses on providing pro bono 

assistance by working in partnerships with communities.  One model is the 

secondment of urban solicitors to regional, rural and remote community legal 

                                                 
56 Researcher interview with Christine Mandiloff, Community Legal Education Attorney, 
Montana Legal Services Association, December 14 2007 

57 Richard Zorza, LiveHelp Pilot Project: Chat Services for Access to Justice Web Site Users, Final 
Evaluation Report. Online at http://www.lstech.org/node/2115  

58 For example, Pro Bono Net supports technology use and collaboration among the various parts 
of the public inter est legal community  and is the driving force behind LawHelp.org.   Pro Bono 
Net has òcircuit ridersó that provide technological expertise to implement LawHelp online tools 
such as LiveHelp.  

59 Guide is online at http://www.abanet.org/legalservices/probono/ab a_rural_book.pdf  

60 Report is online at http://www.nationalprobono.org.au/documents/RRRPaper.pdf  



Page | 36 

 

centres and other community organizatio ns.  Some law firms focus on providing 

pro bono assistance to Indigenous communities.   

Here is one example from the report: 

In August 2005, a Darwin law office commenced a project with the Top End 
Women's Legal Service (TEWLS) to provide civil legal advice services to the 
Indigenous community on Groote Eylandt [630 km offshore]. . .  for many people 
in the Northern Territory, particularly Indigenous people, there is no access to 
civil lawyers.  Under this pro bono initiative, the two lawyers accompany 
TEWLS [the womenõs legal service] on their flights to Groote Eylandt, and work 
alongside them at the legal clinics.  (p. 10)  

Violence against women and legal access in rural and remote communities  

The violence against women literature includes a strong focus on the acute legal 

needs of women in rural and remote areas.  For example, the 2007 ministerial 

briefing documents, prepared by the BC Association of Specialized Victim 

Assistance and Counselling Programs, the BC/Yukon Society of Transition 

Houses and the BC Institute Against Family Violence, makes the following 

points61 about legal needs in rural and remote areas:   

 Women in rural areas who, in addition to limitations faced by all abused 
women dealing with family law issues, often face a lack of family lawy ers 
in their community, as well as difficulties getting to court because of lack 
of transportation, particularly since recent court closures.   

 In rural areas where family lawyers are not available, Legal Aid must 
develop innovative strategies for providin g appropriate lawyers where 
required, as well as assistance with transportation to court for women 
who face particular barriers getting to court locations.  

 While innovative strategies. . .  such as web-based resources, LawLINE, 
training for family law advo cates and piloting of òFamily Justice 
Information Hubsó are potentially useful resources, they do not resolve 
the central problem of the need for more legal representation for abused 
womenñand particularly marginalized women ñdealing with family law 
matters.   

 While selfðrepresentation is never an optimal solution for any abused 
woman facing family law issues in court, self ðrepresentation for 

                                                 

61 Briefing document, Legal Aid and Related Family Law Services for Abused Women is online at 
http://www.endingviolence.org/files/uploads/BN_14_LEGAL_AID_0.pdf  
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marginalized women, such as aboriginal women, immigrant women, or 
women living in poverty is virtually impossible.  

In the 2002 Department of Justice Report, Needs of Women in Rural Areas: Making 

Family Violence Law Information Available to People in Rural Areas: An Inventory of 

Promising Practices62 the obstacles of geographic distances and isolation are 

highlighted as barriers that people living in rural areas face in obtaining law and 

family violence information.  The report focuses collaborative strategies 63 for 

addressing needs, such as: 

 Establishing rural partnerships  

 Knowing  and addressing the barriers confronting ru ral people in your 
area 

Importance of multiple approaches in using ICT  

Any approach to using ICT to enhance access to legal help for people in rural 

and remote communities must also take into account the literature that examines 

how people in general use technology to deal with their legal problems.  

The Legal Services Society publication PLEI in British Columbia: Literature 

Review64 concludes that multiple approaches are more effective than the use of 

just one ICT medium, such as Internet alone.  Two examples of this are: 

 Initial telephone contact and follow up call from LawLINE  

 Online media and telephone support in using the website or finding more 
information  

Importance of in -person assistance from intermediaries in addition to ICT  

The 2007 PLE Review: Reflections and Recommendations on Public Legal Education 

Delivery in BC references the importance of in-person contact to assist in the use 

                                                 

62 Report is online at http://canada.justice.gc.ca/en/ps/fm/reports/fv_rural.html#Section_2  

63 This is consistent with BC approaches. See the 2006 Building Partnerships to End Violence Against 
Women: A Practical Guide for Rural and Remote Communities by the Community Coordination for 
Women's Safety Program (CCWS), an initiative of the BC Specialized Victim Assistance and 
Counselling Programs (BCASVACP). Online at http://www.endingviolence.org/node/301  

64 Shula Klinger 2006. See excerpt in PLEI review, cited below. 
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of technology ð for example LawLINK use was shown to be higher when a Legal 

Information Outreach Worker was present to give assistance.65  In addition, the 

PLEI in British Columbia: Literature Review references an article by the Law 

Foundation of New South Wales 66 which makes the following points:  

 Research has consistently found that people turn to other people as their 
firs t preference when they have an information need. . .  The key 
implication of this research is the need to use the communications 
capabilities of the Internet to link people with other people.   

 There is evidence that a large segment of the population doesnõt have a 
high level of information literacy, and many donõt have easy access to a 
fast reliable Internet connection. 

 Strategies that might work include (a) creating legal gateway sites that 
take into account the lack of user searching skills; (b) promoting these sites 
to relevant intermediaries; and (c) increasing the knowledge and skill level 
of intermediaries.  

EE..  CCoonncclluussiioonn  

Access to justice reports and legal needs assessments consistently identify the 

fact that people in rural or remote communities do not have equal access to 

information, resources, supports and services owing to barriers created by 

distance, lack of service, and lack of infrastructure.  The literature also identifies 

service responses that reach out into rural and remote communities and provide 

greater access to services.   Some of these responses focus on innovative methods 

made possible by information and communications technologies which, when 

combined with the best of what is already known about how people seek to 

access legal help, might point to possible future directions in British Columbia.  

                                                 
65 PLE Review, p. 36. Online at http://www.lss.bc.ca/about_lss/reports.asp  

66 Susan Scott (2000) How do people access and use legal information on the Internet? Alternative Law 
Journal. [2000] Alt LJ 5.  Online at http://www.austlii.edu.au/au/journals/Al tLJ/2000/5.html.  
Also see research report How Do People Access and Use Legal  Information? Implications for the 
Research for Delivery via the Internet, online at 
www.lawfoundation.net.au/ifnormation/technology/user.html.  
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Part Two: Rural and Remote Issues  

AA ..  AA rreeaass  ooff   ssiiggnnii ff ii ccaanntt  nneeeedd  

This section presents an overview of how interviewees across regions assessed 

the impact of location on access to legal services and supports.  

People in rural and remote locations face a range of specific legal challenges and 

needs.  In certain respects, these needs do not differ substantially from those 

faced in more urban settings.  However, for many, the nature of life in rural and 

remote locations makes it harder to get needs met.  The lack of available 

resources to assist people with their legal issues is reflected in a pervasive sense 

of frustration and alienation.  For some, comparing the availability of legal 

resources in the lower mainland with what applies in most other areas of the 

province is an exercise in contrasts.   

Figure 1: Overall lack of resources 

The biggest barrier in rural communities is access to legal advocacy or legal assistance or 
representation.  There is lack of service.  ï Advocate 

It's the smaller communities that have most needé They don't have other resources and 

they don't have the advocates.  ï LIOW 

When you talk about needs in the Lower Mainland and needs in rural and remote 
communities you are talking apples and oranges.  ï Lawyer 

It's actually pretty desperate in rural communities.  We are desperate for help.  That message 

has to get through somehow.  Even when we do give the number for legal aid there are so 
few areas where they will help.  ï Government agent 

A striking feature of the interview process was that in all geographic areas, 

interviewees stressed similar barriers to access. If you live in a location that is 

rural and remote, your justice access needs are high, regardless of region. 

The following offers an indication of the lack of resources in specific areas, as 

well as how legal issues are enmeshed in the social/economic challenges of rural 

and remote communities.   
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Figure 2:  Examples of specific areas that lack resources  

There are two Law Foundation advocates here é there are about 7000 people on the Queen 

Charlotte islands and we are the only source of legal help. ï Advocate 

There is a huge need for more access to service in Williams Lake é we have almost no one in 

town to take legal aid referrals.  People have to go out of town to get access to a lawyer.  No 

one is accepting family law LSS referrals.  ï Local agent 

The needs in Fort St John are incredible.  The population keeps on going up and there is 

no social structure to support it.  No services for mental health and addiction.  No detox.  

No second-stage housing for people coming out of detox.  ï Advocate 

We are the only office north of Nanaimo in terms of providing legal advocacy for low 

income and there is not enough of us to go round.  ï Advocate 

If you look west to Vanderhoof, there are no resources.  If you have a family or civil problem 
you might talk to the Native Courtworker or to someone in the transition house é There is 

nothing at Fraser Lake.  ï Managing lawyer 

Around Smithers and Hazelton and in that area, those are neglected places.  ï Managing 
Lawyer 

Libraries and government agencies are a first resource for places like Clearwater.  But for 
smaller centres like Blue River there is nothing.  ï  LCES coordinator 

In Grand Forks é there is no place for help right now.  There is a 1-800 number to call 

Nelson, and thatôs it.  ï Womenôs centre volunteer 

Evaluation research conducted with the Supreme Court Self-Help Information 

Centre in Vancouver confirmed the existence of major need in the area of 

procedural assistance and information, as well as for hands-on assistance with 

the completion of forms required by court actions.  A similar level of demand 

exists in rural and remote parts of the province.  

Figure 3:  Need for procedural assistance 

Family clients want help to fill out applications ï they want forms assistance and information 

about legal procedure.  I deal with that day in and day out.  ï LIOW 

At the counter we really do spend a lot of time helping with procedu ral matters ï we go as 
far as we can é with people who are trying to do their own matter.ï Registry staff 

I assist them a lot with the forms.  Often theyôve filled out forms being angry or vague or too 
blunt; I can help them translate.  ï Registry staff 
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On the Supreme Court side people often need assistance with documents and forms that 
have to be filed.  ï Local agent 

People are looking for help at the Supreme Court end.  I know how to do those forms but itôs 

not part of my mandate.  Supreme Court has s tringent demands with paperwork and it takes 
a lot of time to do a Supreme Court application.  I could be working on Supreme Court forms 

10 hours a day if I wanted to.  ï Advocate 

Those interviewed focused in particular on the family law area.  The demand  can 

be for general assistance with family-related issues, for procedural help, or for 

assistance with more specific areas of law such as violence, child protection, and 

custody and access orders or variations thereof. 

Figure 4:  Need for assistance with family -related matters 

On average I see about 130 clients a month regarding family law issues, not including 

ones dealing with the other poverty law issues.  ï Advocate 

Most people are looking for assistance with family law, whether it be applying for 
custody, child support order, or finding out what their rights and responsibilities are.  ï 

Advocate 

We do get legal questions in the library and they are usually about family matters, especially 
divorce.  ï Librarian 

The number one issue for us is custody and access.  There are a lot of questions ï like what 

a separation is, and how you donôt have a ñlegalò separation.  ï Transition house worker 

In certain geographic areas, the demand for family law assistance is related to the 

economic boom that has seen widespread migration of workers and their 

families alongside an explosion of income.  In cases of family breakdown, issues 

relating family violence to the lack of safe housing come to the fore.  The 

following quotations, from the northeast corner of BC, ref lect some of the 

dynamics at play and their implications for legal needs and services . 

Figure 5:  Legal needs related to economic boom 

This town is booming.  There is an insane amount of money around but nothing is 
focused on building community; everything  is focused on building the pocket book.  

The social infrastructure is very shaky at best.  ï Advocate 

Women coming out of relationships have nowhere to go.  The worst nightmare is losing 
your housing.  ï Advocate 
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This is a rigger culture, with domestic assault and divorce going through the roof.  Men 
get out of camp and come into town and they treat their wives the way they treat men 

in the camp.  They might be rolling in $250,000 a year and with that comes a swelled 

head and they think money can buy anyone.  ï Advocate 

At the other end of the spectrum, socio-economic upheavals continue to 

characterize many rural and remote areas of the province where traditional 

sources of economic support have undergone hard times.  These kinds of 

situations work to in crease local demand for legal supports and services in 

various fields of civil and administrative law, notably areas like housing and 

tenancy, welfare or disability entitlements . 

Figure 6:  Legal needs related to economic downturn 

Our community has been hit with several blows.  Canfor laid off 150 last July, and this week 
an additional 150 were laid off.  And today we heard that Abitibi Bowater was idling their 

operations.  This community has lost 800 well paying jobs in the last two days.  ï 

Government agent 

Our economy is terrible.  In different areas they are having jobs but no houses ï here 

we don't have either jobs or housing.  The mill has shut down.  Basically what we have 

is WalïMart.  Those are low paying minimum wage jobs part time in retail, and 
meanwhile housing is going up.  ï Advocate 

There is marginal employment hereé We end up with a lot of issues around tenancy 
and income assistance.  ï Transition house worker  

A big part of the picture here is the housing crisis.  There is a housing crisi s in the 

whole province and rural areas are not less affected.  Our concern is often about 
someone leaving an abusive relationship.  You can go to transition house but your time 

there runs out and there may not be housing available.  They can be left with no 

choice but to go back or live on the street.  ï Advocate 

The fact of rural isolation has a major impact on the way communities and their 

members access legal services.  Those interviewed confirm a high level of 

reliance on distance service delivery.   

Over half of those interviewed indicate that distance methods are often the only 

alternative for accessing legal information or advice.  These methods include 

phone and Internet access.  
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Figure 7:  Reliance on distance service delivery: phone and Internet  

If clients have family matters they have to go to Rossland, Trail or Nelson.  That takes 

an hour, an hour -and-a-half in winter.  Tons of times we drive them.  We do help with 
forms; we get on the phone with The Advocacy Centre [Nelson] and we will phone t he 

LawLINE.  ï Transition house worker 

We use the family law website.  We are trying to get clients to use computers and a few 
clients could use that site to deal with their problem but we have only three computers ï for 

staff.  ï  Advocate 

We recommend that people look at resources online, particularly for family law matters.  Our 
experience is that separation/divorce is such an emotionally weird time for people that is 

difficult for them to take in the information.  They feel overwhelmed and that makes it all the 
harder for them to navigate the process.  We use the LSS site and also JP Boydôs website a 

lot.  ï  Advocate 

Many of those interviewed spoke of a lack of lawyers overall, and a lack of 

lawyers willing to take legal aid referrals.  In a few interviews, urgent pleas were 

made for steps to be taken to address the acute lawyer shortage in the north. 

Figure 8:  Lack of lawyers; lack of lawyers taking legal aid referrals  

One of the problems is that we are having difficulty in finding counsel to do le gal aid 

family work.  Lawyers in this community [northern Vancouver Island] are very busy 

and they are less interested in the legal aid cases.  ï Local Agent 

To get a legal aid referral people in Williams Lake have to go to Kamloops.  We had a 

case last week where we tried 14 lawyers to get this lady a lawyer [on legal aid]. ï 

Local agent 

There are no family lawyers practising in Golden and this has a huge impact on people.  Itôs 

awful. . .  Iôm seeing more and more people come in desperate for help.  They have been 
phoning down the valley and canôt find anyone.  ï Registry staff 

There are no lawyers on Haida Gwaii.  They come from Comox, Kamloops, Vancouver . 

. .  We need lawyers here.  ï Advocate 

There are very limited [numbers of] family law lawyers i n Fort St John.  ï Advocate 

We have two lawyers in the whole of Grand Forks.  Neither one takes legal aid referrals.  

There is one person in the entire area who will take a legal aid referral.  ï Transition house 
worker 

Lawyers in the North West are generalists anyway ï and some do a bit of poverty law.  There 

is a shortage of lawyers.  ï Lawyer 
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Anecdotally we know that in the far North and also in Prince Rupert and Terrace and to 
some extent Smithers there is a shortage of lawyers in certain areas of law.  Certainly 

we hear that repeatedly about Prince Rupert ï also the Sunshine Coast.  ï Manager 

What we really need is lawyers in the north.  In Dawson Creek there is one lawyer who will 
take family legal aid referrals. . .  People need lawyers ï you can do all of the information you 

want but when it comes down to the short strokes and going to court about something, most 

people need somebody in their corner.  ï Local agent 

Having to travel to access help or to attend court, paying transportation or gas 

costs, having to find overnight accommodation ð these are challenges faced by 

all rural and remote areas of the province.  Distance is an issue for everyone, 

particularly with recent trends towards greater regionalization of services.  For 

people who have low income, however, transportation to service is even more 

complicated ð in particular if they also face barriers created by disabilities.  

Figure 9:  Impact of distance from service  

The real problem in Cranbrook is that we are the centre for the East Koot enays . . . 
Creston is an hour and ten minutes, Invermere is 1 hour and 20 minutes and so on, 

and with winter driving it is hard for people to get up here to file the documents they 

need.  ï Registry manager  

We are now supposed to do everything through Kamloops ï the courtôs regionalized ïï 

which is an hour away and in the middle of winter it can be impossible, and a lot of 
people can't just get in a car and drive there.  ï Advocate & family support worker 

An access barrier for people is transportation especially up north.  You need money to 

facilitate that transportation.  For people who are poor that's a huge issue.  ï Advocate 

I had a woman in a wheelchair, 40 km away, and she phoned me when she was turned 
down for a crisis supplement.  Before I could  help her she had to phone MEIA to give 

permission to share information, and then I advocated for her ï the phone tag situation 
is typical.  In terms of using resources I printed out some information from the Internet 

and then I faxed it to her.  Fax machi nes are vital for information going back and forth 
in this way.  ï Advocate 

I feel that our outreach could be better.  We are constrained by physical realities.  Last winter 

it was nuts with snow all over the place. ï Managing lawyer 

Low -income people in rural and remote areas may be unable to afford a regular 

phone and if they do have a phone, they may opt to have òpay-as-you-goó 

service.  They are unable to afford staying on line during the wait times for 

services like LawLINE or the Tenantsõ Hot Line.  Further, low income people 
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often face difficulties affording computers or Internet access.  òLack of accessó 

with respect to computers also includes lack of comfort in using a computer and 

doing Internet searches. 

Figure 10:  Impact of lack of access to phone or computer 

If you get a phone outage with a line down in a remote area it can be days before it's 
back up.  The cost of a phone goes up outside town.  In town it's $40 a month; you 

get 25km out and suddenly it's $65 a month.  ï Advocate 

If they have  telephones they're on pay-and-talk.  They don't want to be using up their 
minutes listening to my message on the phone before they can leave a message.  ï 

Advocate 

Often people don't have access to a phone and they don't have access to computers.  ï 
Librarian  

A lot don't know how to use the Internet or feel intimidated about using it for that 

reason ï they don't understand the language.  ï LIOW  

Most of the people who really need the help aren't able to access it on the computer.  

All we can do is refer to the 1 -800 number and hope they run into a body somewhere 
on the line.  It is dehumanizing.  ï Librarian 

I tell them there is a website and they say, what is a website? ï Librarian  

In some ways I think the technology is one generation too soon.  You  canôt really rely on 

computers.  People may have a cell phone on a pay-as-you-go basis.  The bottom line is that 
our clients are poor people.  ï LIOW 

Those marginalized by the legal system may lack the skills and capacities 

necessary to negotiate their way through the legal system.  For some, there is 

reluctance to pursue a legal matter because it is too difficult.  Others, who are 

dealing with mental illness or disability, may feel completely disempowered.  

Many people lack what might be termed òlegal literacy skillsó including the 

ability to deal with documents.  In some cases, those interviewed described this 

phenomenon in terms of an all-pervasive disorientation with the legal system.   

Figure 11:  Experience of those lacking òlegal literacy skillsó 

There is a big gap around understanding court forms. . . The challenge is how practical 

is it for people to use the information.  For some clients it would be too difficult.  ï 

Court support worker 
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People who donôt have much capacity just give up. ï Registry staff  

They don't ask the right questions and sometimes it's difficult to know what they need, 
what would help them.  Sometimes it is a lack of lack of communication, or it may be a 

matter of not understanding.  Some people have a block about anything le gal.  ï 
Registry staff  

Often clients who have mental health problems are totally disempowered and most in 

need.  ï LIOW Intake 

The people who can't afford a lawyer may be unemployed and uneducated and can't 

do it by themselves.  They don't know what any thing means.  They can't fill out the 

application.  ï Lawyer  

The interviews also confirm that many people in rural and remote areas are 

going to court unrepresented, with all of the attendant problems and challenges 

that have been documented in prior evaluation reports for the Supreme Court 

Self-help Information Centre in Vancouver.   

Figure 12:  People going to court unrepresented 

You have the clientele who are trying to represent themselves in court and often not 

doing a good job it ï they don't underst and the paper work.  ï Advocate 

A good majority canôt afford a lawyer and canôt get legal aid.  They are doing family on 

their own and struggling along.  They can do it but it takes them longer.  ï Registry 

staff 

There are people who make it through Supreme Court.  Iôve never done it and I work here.  

Itôs tough, and itôs to their credit that they are making it through.  ï Registry staff 

In general the more selfïrepresenting litigants you have, the more the system tends to 
plug; it is not very efficient time-wise.  ï Local agent 

A handful of people are just not equipped for one reasons or another to really represent 

themselves.  ï Judge 

Clearly we have to help them identify the issues and how they want to get to where they 

want to go; we have to explain  role of the judge and their role in the entire court process; we 

spend time on that with each unrepresented litigant.  ï Judge 

Right now I am running hearings where one person is represented and the other one isnôt.  

Itôs very painful.  ï Judge 
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Areas of law  

As indicated previously, family -related issues including custody and access, 

support and family violence, figure largely amongst existing community needs.  

Apart from this priority area, a host of civil areas come to the fore as requiring 

urgent attention, particularly in the area of administrative law as it impacts low 

income people ð poverty law. Because people do not experience legal matters in 

compartments, poverty law and family law problems are often intertwined.  

Figure 13:  Need for poverty law services 

The huge gap now is in poverty law, administrative law, with people going to tribunal. ï 

LIOW 

The whole area of civil law is one that needs attention.  If you donôt practise, you donôt keep 

up.  You need to have that practical experience.  ï Advocate and family support worker  

Poverty law is a big gap ï you canôt expect one lawyer to know everything.  ï Advocate 

If it's a child protection issue, for example, it never stops here.  There will be welfare, 
housing, employment issues.  ï Advocate & family support worker  

The richest information about poverty law issues came from community 

advocates.  They universally reflected on the level of demand, the importance of 

outreach, and the difficulties faced by clients in accessing needed services. 

Figure 14:  Advocate experiences in meeting level of demand and client need 

There is not enough of me to go round.  As well as family I am helping clients who are doing 
tenancy dispute resolutions, and IA [income assistance] clients doing reconsiderations and 

tribunals.  Any issue outside of WCB I deal with.  ï Advocate 

We are open only 24 hours a week.  There are only three of us.  We all put in extra volunteer 
hours.  A lot of people are not getting access.  Those that do get access are having to wait 

longer because our resources are so taxed.  If they come in with documents on Thursday 
that have to be filed on Monday, we canôt help them.  ï Advocate 

Some clients can take the legal advice and use it.  Some clients cannot do this.  If they need 

to phone LawLINE I will sit with them as they do the call.  I will sit with them and while we 
are waiting to get through, I go through things with them so we are using the time.  Clients 

with mental health and ESL donôt do well on the phone.  ï Advocate 

What I want to do is start doing days out in the rural communities.  That way you can reach 
clients half-way ï itôs way easier for clients to get into the small communities than it is to get 

into [town].  ï Advocate  
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In many instances advocates focused on legal areas where more help is urgently 

needed.  For example, the area of CPP disability pensions emerged as an area of 

acute demand.   

Figure 15:  Need for expertise with CPP disability issues  

There is a huge need. . . I would love to have funding for someone to do CPP a ppeals, 
especially the disability piece.  ï Advocate 

We need an advocate to work with the seniors' population and to do CPP disability.  We 

have a lot of CPP disability applicants and they consume a lot of lot of time, but we 
have been very successful.  ï Advocate 

I refer to LawLINE and Prince George has advocates [ASAP]. They do tenancy and 

welfare. CPP is an area where there is no one agency to assist. ï LIOW 

Advocates often reflected upon challenges clients face when they are applying 

for entitlements , such as being required to make online applications for income 

assistance and EI.   

Figure 16:  Challenges for clients in applying online for benefits  

Like you have to apply for EI online ï that means you have to have all your documents with 

you because if you donôt fill it all in, it wonôt advance.  Then if you leave it you lose your 
number and have to start again.  ï Advocate 

Many clients are intimidated by computers.  They come here and I have old paper 

applications for EI.  EI will accept paper appli cations but they never give them out.  
Actually an EI employer came over recently and dropped off a box full of paper 

applications ï I think after four years they have given in and finally accepted the fact 
that we do paper applications. ï Advocate 

I wonder how many people there are now, with so few services, who will hesitate to 

apply [online] for income assistance or not go after their EI.  It's hard for them to get 
the things they are entitled to.  ï Advocate 

WorkSafe or WCB-related issues also emerged in the interviews.  In some cases, 

these issues throw into sharper relief the lack of local legal expertise in the area. 

Figure 17:  Need for expertise with WCB issues  

The only thing I don't do is WCB because [the lawyer] says he can't supervise me ï so 

he's asked me not to do it.  ï Advocate 
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People really want help with WCB.  Those files are so big and are an enigma even to the 
lawyers.  The workers advisors have an office in Kelowna.  I have not had one client who has 

been happy with them.  ï Advocate 

In poverty law I deal with reconsiderations, with applications for EI, with tenancy and 
housing issues ï dispute resolutions, and with WCB claims. WCB not so much. ï Advocate  

As reflected earlier, legal complications and dispute resolution in areas relating 

to tenancy and housing are themselves areas of increased service demand in 

rural and remote areas of the province. 

Figure 18:  Housing as a pressing social issue  

The biggest issue to my mind is lack of housing.  There is no housing in Grand Forks.  
Women stay longer [at transition house]; they can't find housing; if they move out they 

have to go into a hotel.  ï Transition house worker  

If we see a family evicted because someone's renovating, you know that when they're 
done renovating the price is going up.  ï Advocate 

Tenancy is a huge issue.  There are illegal evictions and tenants are left with no 

recourse because they didn't understand the limitation dates.  ï Advocate  

RTO [Residential Tenancy Office staff] are pretty horrible.  Right now they have the 

wait time down to 52 minutes instead of 75 just to talk to them.  If you email them itôs 

a 15-day response time.  It takes at least a month to get a dispute resolution date.  
Once you do a dispute resolution, itôs 30 days before you get the written decision.  This 

is to see if you are evicted or arenôt you.  That is really not user friendly.  ï Advocate 

We hardly do anything about residential tenancy information.  I think people here donôt sign 
up with a proper contract in the beginning and withou t a written contract they are unable to 

do anything.  ï Government agent 

Civil issues including issues in the Small Claims arena also emerged from 

discussions with local service providers. 67   

Figure 19:  Need for assistance in civil areas 

 We have Small Claims clients, and community advocates may say they can help with 

those issues but in fact they don't and clients can't get help.  Or they may get a little 

help but they still have questions.  ï LIOW group interview 

                                                 
67Interviews with Supreme Court jus tices will take place in the second phase of this research. 
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I wish for Small Claims that there was some type of lawyer or something more 
accessible ï someone local ï they could call.  If they could have contact with a lawyer 

for Small Claims, they could email their facts and fire it back and forth and they could 

find out if they have a case or not.  ï Registry staff  

There are also debtor assistance needs ï with creditors sometimes making threats.  Iôve gone 

to the Consumer Protection Branch on occasion with complaints about creditor harassment.  

ï Advocate 

To a lesser extent, a need for assistance with issues relating to wills and estates 

emerged out of the interviews.  

Figure 20:  Need for wills and estates assistance 

We used to have someone who did pro bono informally . . . they also did a lot of 

wills and estates.  ï Advocate 

When we had the legal aid office [the worker] was there doing family and civil and 
she was always busy. . .   She was busy with a range of things, including wills and 

estates for our elders.  Time was not an issue ï she had the patience and the 
people were well represented.  Since the closing it's hit -and-miss.  ï Nisgaôa Justice 

Department Manager I 

We have partnered é to set up a good trainer around the issue of wills and estate 
on reserve. They can do joint workshops on distant reserves. So it's a matter of 

developing relationships. ï Advocate 

Issues raised by interviewees point to underlying challenges posed by the 

isolation experienced by those living in rural and remote communities, as well as 

the lack of services available in the legal area.  Social and economic changes can 

add a further de-stabilizing impact.  These can be either the effects of economic 

boom conditions in certain specific areas of the province, or alternatively the 

decline of traditional industries and the impact of the latter in areas such as 

poverty, unemployment, or the lack of housing.   

These issues and challenges of servicing needs are not unique to rural areas of 

province; however, a relative lack of legal services and other community level 

supports is widely perceived by those working in the field t o exacerbate the 

problems experienced by community members who have a need for legal 

assistance.  
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Summary  

 Geographic isolation is a barrier to access. This applies to all regions of 

rural and remote BC and with few exceptions, this barrier is compounded 

by socio-economic factors.   

 People in rural and remote areas seek the same kinds of legal help that 

they seek in urban areas: information, procedural assistance, and legal 

advice. 

 Overall, family law is the leading issue in all regions. Poverty law is als o 

seen as a major area of need. Lack of service in all areas of civil law was 

also identified.  

 Local pockets of economic boom, such as Fort St John, have specific legal 

issues arising from family instability. Many rural and remote areas with a 

traditional resource economy based on logging and fishing have specific 

legal issues arising from unemployment, in addition to the range 

family/poverty law issues that were identified across regions.  

 Living in any rural/remote part of BC means access to in -person legal 

help is a challenge. Over half of those interviewed reported that the only 

access choice is phone or Internet. 

 Compounding the geographic and socio -economic barriers to access is the 

lack of lawyers, in particular those who will take legal aid referrals.  This 

applies in particular to all areas of the north.  

 Other challenges include: the need to travel to access help or to attend 

court; difficulty using a phone or computer to access help; problems 

understanding the process; and having to deal with a legal matter without 

representation. 

 Looking more closely at issues by areas of law, family law problems are 

often intertwined with poverty law issues. Specific poverty needs not 

being met are support for CPP and WCB issues. Problems caused by lack 

of affordable  housing issues remain a huge area of need.  In addition, the 

mandatory nature of online application for benefits is a significant barrier.  
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BB..  AA bboorr iiggiinnaall   ppeerrssppeecctt iivveess  oonn  nneeeeddss  aanndd  sseerrvv iiccee  rreessppoonnsseess  

Aboriginal participants in this research were unanimous abo ut the need for 

change with respect to addressing the needs of Aboriginal people in rural and 

remote communities. There was strong agreement that òthe answers are already 

out thereó in the communities and have been repeatedly identified to decision-

makers.  Consultation with northern Aboriginal service providers framed the 

issues within the context of the impact of colonization, racism, and institutional 

abuse.   

Figure 21:  Aboriginal legal needs: framework for discussion  

The issue is respect. . . Go out into the communities. People have the answers. You need to 

hear sincerely and to act on them.  ï Consultation participant 

[What is needed is] trust, respect, and genuine interest in our way of taking care of family 
and community. The system must be willing  to change and learn what it needs to know.  ï 

Consultation participant 

Traditional Aboriginal Justice needs to be recognized, acknowledged, and honored as the 
foundation of our own system.  ï Consultation participant  

Lawyers and government donôt recognize our strengths.  Some things are working while 

others need to be strengthened.  ï Consultation participant 

We have a traditional Aboriginal justice system in northern BC. Weôve been here at least 

10,000 years; the courts have been in place 130 years ï and itôs been a devastating 130 

years.  ï Consultation participant 

You come and say, this is the square box ï and weôre expected to fit in. Underlying this is 

racism. The system does not recognize that we are capable. . .  As long as you want us to fit 
into a system that was not developed for our people, itôs an industry, and youôre not to get 

anywhere. We need to get outside that box.  ï Consultation participant 

We have our own ideas to guide us and weôre not being taken seriously. Canadian 
law is not our law and it is hard for us to fit into that.  ï Consultation participant 

First Nations are different, and do not use ñone size fits all.ò Weôre all at different 

healing levels. . . [but]what we have in common is family unity. . . the family court 
system focuses on the individual and does not work for us.  ï Consultation 

participant 

The court system is set up to be ña whiteïprivileged system.ò Walk into a 
courtroom in Prince George: white judge, lawyers and professionals. . . The non-

Aboriginal are listened to because of their ñwhitenessò and their education.  
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Aboriginal parents are treated like criminals. With criminal charges you can apply 
for a pardon, but there is no grace in the family system. Family courts focus on the 

negative parts of an individualôs history. There is a need to recognize the Aboriginal 

family system and the strength of family.  ï Consultation participant 

Survivors of institutional abuse are taught to very afraid of these institutions, and 

the court system has been particularly bad for Aboriginal people . . . the court 

system does not add up to a justice system.  ï Consultation participant 

At the consultation, numerous specific barriers were identified, including the fact 

that people may speak their own First Nations language, or may face challenges 

of illiteracy, or may not understand what they need to do in the legal process, or 

may be unable to access legal help for matters not covered by legal aid.  

Figure 22:  Specific barriers to interacting with the legal system 

[We need] info rmation that they can read and understand.  We have up to 80% of our 

people speaking the Chilcotin language. How do we get this information to the people?  ï 
Consultation participant 

There is a high illiteracy rate  ï Consultation participant 

Some people use kiosks in court house but donôt understand what the next step is.  ï 
Consultation participant  

Most of these people canôt afford lawyers because legal aid only covers criminal cases.  ï 

Consultation participant 

The most frequently identified area of  law was child protection.  Participants in 

the consultation stressed acute needs surrounding the high number of children 

in care.  

Figure 23:  Children in care as major legal issue 

Parents need to be told what their rights are. The courts talk over their heads. Most clients 

donôt see their lawyer until the court date. There is no time to discuss what is actually going 
on. This is due to lack of funds to get to the lawyer.  ï Consultation participant 

Grandparents are trying to get their kids out of the fos ter system. There is lack of 

information. . . ï Consultation participant 

Families have lost their children to care. MCFD has powerful laws behind them ï and we want 

those children back; they donôt belong there ï and it breaks my heart.  ï Consultation 

participant 
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A feature of the interviews with Aboriginal service providers was the degree to 

which the impact of Native Community Law Office (NCLO) closures is 

experienced as negatively impacting Aboriginal autonomy and self -

determination. The loss of the NCLOs removed needed services that also served 

to build capacity.  

 Figure 24:  Impact of LSS changes 

We used to have a native justice centre and that service was utilized by our people but it was 
taken away. People are very distrustful of the justice system a nd they will not go to see a 

lawyer. . . You can do all the studies you want but we need the resources in the community.  
ï Consultation participant 

The NCLO closed in 2002 and in December 2004, when Iôd started as an advocate with the 

Law Foundation, I got a call from a senior.  He needed help with filling out his OAS.  I said to 
him, Thatôs what we were doing in 2002 ï you were supposed to come in and get an 

application back then.  Heôs in a wheelchair.  I said, you have a big family.  He said, nobody 
can help me.  ï Advocate 

The community was disappointed when Legal Services Society stopped funding the native 

community law office . . . .  I was also disappointed when I heard LSS is going to hire a Legal 
Information Outreach Worker at the Terrace LSS office.  Why? ï when remote communities . 

. . have no services and resources?  Transportation is a big problem. It is very frustrating 

because we repeat our needs over and over again and we are not heard.  ï Consultation 
participant 

I think with the NCLO gone people get used to having no service and think there is nothing 
they can do.  ï Advocate 

I used to work in the NCLO and it is because of all those connections that I can do this work 

now.  What is going to happen when myself and the rest of us retire?  Iôm not saying Iôm that 
great but it takes time to build this up, and I keep telling myself, we have to keep this going.  

We have to look into this.  ï Advocate 

Participants in both the consultation and interview process raised the need for 

increased cultural competence and sensitivity on the part of non -Aboriginals 

working with Aboriginal peoples.  
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Figure 25:  Need for cultural competence and education among non-Aboriginal service 
providers  

We need a voice in who comes to our territory and what experience they have with First 

Nations. . .  We need education of persons working with First Nations.  The court team comes 
up ï has been coming for 17 years ï and even to this date I always have to introduce myself 

to them.  They are here to provide justice for the  people and they are not seeing that itôs 
important to create rapport and relationships with people who can assist them in the 

community é they need cultural orientation about, this the territory you are coming into and 

this is what you need to know about that territory.  ï ï Consultation participant 

We need education of legal aid lawyers about people with FASD, Elders, and some 

understanding of native culture. ï Consultation participant 

Some of those interviewed spoke of the movement to and from reserve 

communities, and of the need to understand complex issues of 

provincial/federal jurisdiction and responsibility when offering service to 

Aboriginal clients.  

Figure 26:  Need to understand complex interðjurisdictional matters  

[T]here are people going on and  off reserve, moving back and forth, back and 

forth.  When they are off reserve they may be on MEIA Income Assistance and 
when they're on reserve they are on federal INAC welfare and it's tricky. ï 

Community service director 

Iôm just working on a landlord/tenant problem from last weekend.  Itôs about criminal 
mischief, and it has a domestic violence issue with it.  (There are no bylaws on reserve here.) 

The house is on reserve so thatôs federal, but if you rent, that then comes under provincial 

legislation.  So itôs complicated.  ï Advocate 

Lack of computers and telephones often makes it difficult for Aboriginal peoples 

to access legal services. 

Figure 27:  Lack of technology creates barriers to service for Aboriginal people 

Some people can use computers but they donôt have one.  If there were more computers I 

could get on my computer here and they could get on a computer and I could work with 
them like that.  I have a brother in Sandspit who needed to go on EI.  He asked them for a 

paper application but they said they donôt do that anymore, you have to find a computer.  He 

didnôt have a computer and he didnôt do it.  I told him to get on the ferry and come to my 
house and weôd do it.  Then he told me he had neighbours who also needed to apply.   

So he comes with five ROEs [Records of Employment] ï none of those guys had access to 
computers.  If they wanted to get to a public computer, theyôd have to take the ferry, then 

drive to Charlotte to the government agents.  ï Advocate  
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There is a place where the band office has a radio phone.  If you want to use it you have to 
put your name on the list with the band two or three days in advance.  ï Manager 

Many of the service providers contacted underlined specific challenges 

associated with issues of geographic isolation of reserves.   

Figure 28:  Distance creates barriers to service for Aboriginal people 

Many of my clients have to hitch hike for court.  Iôm talking about people coming in 100 

to 130 km away ï places like Anaheim.  ï Lawyer  

Two reserves are quite a way out.  To get to one of the two is a full day trip and the 

road in winter is almost impossible.  The bands all have their offices in town.  There is 

nothing in the way of resources out there.  If people come into town they stay with 
family and friends and lots of them are on the streets or whatever for the night.  ï 

Advocate 

At Fort Nelson we have a reserve about ten minutes out.  After that there isnôt surrounding 
population until you get about 70k down the highway.  It would be a trek to get into cou rt 

from there.  ï Advocate 

The following quotation sums up many of the difficulties face by Aboriginal 

people in rural and remote communities trying to access legal service.  Issues 

range from the problem of geographic isolation, transportation costs and 

difficulties, disorientation in the face of legal bureaucracies, and lack of any 

perceived options in how to deal with the formal legal system.  

Figure 29:  Summary illustration of legal access issues for Aboriginal people 

Our people often can't make it to Prince George.  From Fort St James it is 2.5 hours 

and further from Kaslo.  It's kind of a long way to go.  If they can get a drive in they 
have to spend the night.  Then you have lack of knowledge, lack of finances, lack of 

education.   

It's quite difficu lt to get around.  You can pay people to drive you to town.  But you've 

just paid $80 to get to town you don't want to have to come back.  That's one reason 

why people just want to plead guilty [in criminal matters] and get it over with. ï Native 
Courtworker  
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Aboriginal priorities for service responses  

Participants were emphatic that Aboriginal control of Aboriginal services is 

paramount, and that the most effective strategy is to focus on community 

resourcing and on building linkages between the communit y services and the 

court system.  Two essential elements of service approaches were identified in 

this connection: (a) support and resource Aboriginal services in the communities; 

and (b) ensure that Aboriginal people provide services.   In both the consultation 

and individual interviews Aboriginal participants provided insights into the 

nature of access to legal services within an Aboriginal context, and why it is 

important to have an Aboriginal person delivering the service.  

Figure 30:  Aboriginal service context 

Every individual who walks through the door comes with a huge family behind them. . .   We 
walk with everyone here.  We live and breathe this processé  Itôs about communicating and 

respecting.  That includes both of us.  ï Justice Department Manager 

When I introduce myself I donôt say Iôm a courtworker; I say who my mother is.  That way 
they can relate.  ï Native Courtworker  

I donôt think it matters which organizations the services or resources come from but it does 

matter that the person who de livers the service is Aboriginal.  ï Native Courtworker 

You need to have an Aboriginal doing the work because they will warm up to you quicker.  

There is just that historical tension if youôre nonïAboriginal.  If you are ñthemò you are 

welfare who is going to take my kids.  ï Native Courtworker 

Aboriginal service providers stressed the importance of building trust as an 

essential precondition for Aboriginal people actively seeking access to legal help. 

Figure 31:  Importance of trust: Aboriginal access 

People wonôt ask for help until youôve been around four years or more.  I make a point of 

going to reserve.  If there is a function, I go.  If itôs a community clean up picking up 
garbage, I go.  And they say, what you doing here? And I say, Iôm helping out in the 

community.  You have to be known in order to be accepted.  I am proactive about reaching 

out ï I put things in local newsletters on reserve ïï to say here I am, these are the services, 
please come and ask.  You wonôt get into the community until you go and do things for the 

community.  ï Native Courtworker 

Mistrust is a big issue among Aboriginal people towards the justice system, MCFD and 

lawyers. . .  That mistrust needs to be addressed . . . they donôt understand the justice 

system and it has never worked for them.  ï Consultation participant 
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Usually people are asking for help on the morning of court itself.  People donôt know the duty 
counsel.  She is new to the people and there it is a trust issue to go and ask for help.  I have 

heard her say, ñDoes anybody need help in family?ò  Then they will come to me.  Sometimes 

it is a matter of making introductions but Iôm native, they know me.  ï Native Courtworker 

In identifying priorities for service, Aboriginal research participants stressed the 

impo rtance of rebuilding the traditional strengths of communities and providing 

necessary resources.  Focusing on community programs and enhancing them 

was seen as being key to success. With community programs in place, linkages 

can be made with the court system.   

In terms of services that most need to be provided, there was emphasis on 

educating people about rights and creating awareness of the services that are 

available. Another part of the service picture is assisting people with forms and 

documents so that they are able to assert their rights. Information and assistance 

needs to be culturally appropriate so that it can be understood and used. 

The point was made that it is not a case of òone size fits all.ó Service responses 

depend upon the needs of individ ual communities.  In some cases a community 

legal worker could provide outreach, advocacy, community development and 

training, while in other cases a community legal worker may need extensive 

training in the family law issues faced by Aboriginal people.  

Figure 32:  Focus for Aboriginal service provision  

The answers are there and the answers are within the community. [Focus on] how to rebuild 

those systems that have always been there and help us take care of the people and sort 
things out in a good way.  ï Consultation participant 

People can get legal help in their own communities if we provide the resources to strengthen 

our resource base.  ï Consultation participant 

Focus on the community programs and enhance them; focus on linkages between court 

services and community services.  ï Consultation participant 

We need what we ask for. Funding is a huge issue in our communities.  ï Consultation 
participant 

Many people have no understanding of their basic rights. Our children are being apprehended 

and we need more information about our rights. We need to help the Elders so they can deal 
with the legal documents and the forms.  ï Consultation participant 
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We need awareness of services: what is available, how to access and use the process ï and 
the information needs to be culturally appropriate.  ï Consultation participant 

Access is very limited. Having something at Terrace doesnôt help us when we canôt get to 

Terrace in the winter. There has to be a different way to delivery services.  ï Consultation 
participant 

Most people need help face to face.  ï Consultation participant 

In terms of service needs, you will find it is not a case of ñone size fits allò for the 
communities.  Communities may need a community legal worker who can bring a range of 

skills including outreach, advocacy, training, community development, and counselling. Some 

communities may need a worker with extensive legal training in relation to family law around 
issues faced by Aboriginal peoples. The community worker could engage directly in the 

community, i.e. attending potlatches, feasts, and tribal gatherings.  ï Consultation participant 

 

Summary 

 When it comes to meeting the family/civil legal needs of Aboriginal 

peoples, òthe answers are already out thereó in the communities and have 

been repeatedly identified to decision -makers.  

 The starting point has to be respect, trust, and an honoring of Aboriginal 

cultures, customs, traditions and laws.  It is also necessary and important 

to recognize the context  of colonization, systemic racism, and institutional 

abuse, and to acknowledge the impact that these factors have upon the 

ways in which Aboriginal peoples and the Canadian justice system 

interact. 

 Numerous specific barriers to access include the fact that people may 

speak their own First Nati ons language, may face challenges of illiteracy, 

may not understand what they need to do in the legal process, and may be 

unable to access legal help for matters not covered by legal aid. In 

addition, there are significant barriers of distance from service , and lack of 

infrastructure.  

 What people want is to have access to help from a person they trust.   

 The most effective service approach was identified as follows: (a) support 

and resource Aboriginal services in the communities; and (b) ensure that 

Aborig inal people provide the services.  
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 The most effective strategy was identified as follows: focus on community 

resourcing and on building linkages between the community services and 

the mainstream justice system. 

 In terms of in -person service delivery, what is most needed is to have a 

community legal worker who is able to assist people, in particular the 

Elders, in their interactions with the legal system.   

 In terms of providing distance support, the priority need is for culturally 

appropriate resources.  

CC..  SSeerrvv iiccee  eennvvii rroonnmmeenntt  

The sheer level of demand for assistance, the distance and travel costs, the 

distance to court services like registries and the uneven availability of legal 

advice and assistance ð all make for major challenges for legal service providers 

in rural and remote areas.68  In many cases, providers are forced to look for 

creative ways to make available or to access resources over great distances.  At 

the same time, providers face the need to reach out into communities to harness 

non-legal resources capable of meeting peoplesõ legal and other needs.   

This review of the service environment is divided into three parts. The first part 

looks briefly at what interviewees said about the impact of regionalization on the 

delivery of legal aid and on court  services. The second part examines 

perspectives on the various forms of in-person assistance that are available, 

while the third examines what interviewees said about distance assistance, such 

as phone line and Internet services. 

Impact of regionalization 

In discussing the service environment, the impact of regionalization was a 

common theme, cited by a third of those interviewed.  This was seen to be the 

product of both legal aid cutbacks and the centralization of court -based 

resources to a limited number of regional settings.  The picture that emerges is of 

                                                 

68 This major component of this map  of the service environment was taken in the final months of 

2007.   
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service providers straining to provide access, both at the regional level and on 

the frontlines in the smaller communities.  The point was also made in the 

interviews that while people in rural and rem ote areas donõt have the same level 

of access, they face the same timelines. 

Figure 33:  Impact of regionalization: legal aid  

We lost our court, we lost our registry, our legal aid office, our family justice counsellor 
and our fullïtime probation officer.   There is no local agent in Merritt.  They are 

supposed to phone Kamloops.  I've got a bunch of forms and I help people fill them in 
so that they are correct when they go to Kamloops.  ï Advocate  

Places that used to have branch offices and NCLOs [Smithers and Hazelton] have a 

profound sense of loss of access.  I know that [lawyer] in Hazelton is running like a 
hamster in a cage trying to provide service.  ï Managing lawyer 

We used to have a wonderful satellite service here when [LSS managing lawyer] was in 

Campbell River. Heôd come up and meet with the Law Foundation-funded poverty law 
advocate regularly. Things were in place and it was a great system . . . really. ï Executive 

director, community agency 

People in rural and remote areas face the same timelines for response to legal matters as the 
rest of us ï they are under the same restrictions but they donôt have the same access.  ï 

Coordinator 

Service providers went on to describe the range of ways legal aid applications 

are currently made from rural and remote areas.   

Figure 34:  Impact on making legal aid applications  

Applying for legal aid is very difficult for a lot of them.  They have to bring this in, and 

bring that in.  We fax it out together . . .  I get on the phone to Terrace and give them 

all the information.  Then we fax the cover sheet, and if it's a family case we fax the 
forms.  Sometimes people can't afford the fax paper so I use what people have 

contributed [contributions in kind of paper] so that I can do that for them.  ï Advocate 

The local agentôs office is open only 8 hours a week and thatôs a big problem.  For criminal, I 
think they make the decision immediately but for family I believe they are sending everything 

down to Vancouver.  ï Executive director, community agency  

When discussing the changes in Court Services, interviewees expressed strong 

opinions about the ways in which regionalization impacts both the clients 

seeking orders and the service providers seeking to assist them. 
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Figure 35:  Impact of regionalization: court services 

It's difficult to do a last -minute application on list day. ï Advocate 

We have people coming through our doors, a lot of them, asking for court forms.  ï 
Government agent 

The women we see donôt have vehicles.  It is an hour drive to Prince George, and 2.5 hours 

to Smithers ï even to file a documenté There is no registry to file.  It is just an absolute 
nightmare and if you want to do an ex parte you have to get a lawyer and you have to get 

into Prince George to be able to file.  ï Transition house worker  

In the discussing the regionalization of court services, many interviewees cited 

an overall lack of family justice counsellors (FJCs) or wait time to see FJCs. 

Figure 36:  Access to family justice counsellors (FJCs) 

You have to wait 2-4 months before you can see an FJC.  ï Advocate 

We used to have an FJC come up from Duncan but now we don't get them.  ï 

Executive director, community agency 

 

In-person assistance 

This section looks at the network of service providers who may assist people 

deal with their family/civil legal issue.  It also examines litigantsõ challenges 

from the perspectives of court registry staff and members of the judiciary, and 

identifies some solutions.  

Network of service providers 

People seeking the front door to services in rural and remote areas rely heavily 

on a network of legal and non -legal service providers, all of whom routinely go 

above and beyond what would normally be expected of their role, as the 

following comments illustrate.   

Figure 37:  Overview: responses of key service providers  

The advocacy centre does a whole range of family and civil.  The Métis Family Support 

worker does child protections, child support, housing, parenting plans [in child 
protection cases].  Housing.  Basically if someone comes in and has a problem, we will 

try to help.  ï Advocate 
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In the office I see people on an individual basis.  The bulk is family matters but it's also 
small claims, tenancy, CPP disability.  ï LIOW 

Our office has been attempting to help in some FMEP cases ï there has been an influx of 

them.  FMEP is a very difficult system to navigate and we arenôt really experienced in trying 
to help ï but we know there is no other help.  ï  Advocate 

I am pretty much the link. . .  I do get asked for help with family stuff and itôs so important.  

So far Iôve been referring to the youth and family advocate in Prince George but itôs an hour- 
and-a-half away with no public transportation.  ï Native Courtworker 

If itôs a family matter, we are the ones who get calledé  We often use the Native 

Courtworker ï she comes from Fort St James. . .  and she is very busy.  We would like to see 
more of her in Vanderhoof.  ï Transition house worker 

There is a lot of informal pro bono going on in an old fashioned way.  Informality gets the job 

done. . .  If you can approach someone in the local bar for informal pro bono why on earth 
would you go after a pro bono clinic booking from Vancouver?  ï Lawyer 

I donôt think we can pick and choose.  We have to be there.  Or at least we have to have 
someone to refer people too.  We canôt just leave people hanging.  Thatôs my attitude.  I feel 

fine doing whatever is needed.  Iôd be willing to sit in court all day helping whoever comes in.  

I will also help even when Iôm not there on duty counsel.  ï  Lawyer 

We lack hugely in the area of providing services for family matters and civil matters.  I 

do what I can off the side of my desk.  I advocate as best I can in these areas but I 

donôt think itôs adequate or anywhere near enough.  Itôs really not a description of my 
service but I donôt turn people away.  ï Nisgaôa Justice Department Manager 

Duty counsel   

For many litigants in small communities, the only source of legal advice is duty 

counsel on court days. Interviewees discussed the role of duty counsel, and 

identified problems that arise in these communities when duty counsel is 

conflicted out. The òpre-duty counseló advice gap emerged as being of particular 

importance for self -representing litigants (SRLs).  

Figure 38:  Perspectives on duty counsel 

People who have started out on their own really need duty counsel before they get to court.  

They might not have done all the paperwork, or they didnôt serve someone ï there is often 
that missing link.  ï Lawyer 

There may be legal advice available but it is not enough time to get through the procedures.  

ï Court support worker 
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You need something longer-term for family advice. I donôt know how much a lawyer can 
realistically give legal advice in five minutes.  You could save a lot of headaches on court day 

by having them [SRLs] prepared.  ï Registry staff 

How can you give reasonably good advice speaking with someone for twenty minutes?  Itôs a 
bit presumptuous to think that the person needs only that.  We have fallen into the idea now 

that thatôs acceptableé  ï Local agent 

Pro bono services 

The three pro bono organizations in BC strive to provide some services in rural 

areas.  (Appendix B has information about pro bono services, including a link to 

the Pro Bono Map of BC.)  Interviewees spoke about the challenges of providing 

pro bono to rural and remote clients, including the need for community 

connections. They also spoke about the ongoing contribution of informal pro 

bono. 

Figure 39:  Perspectives on pro bono services 

On the roster we do have a number of rural and r emote area lawyers ï itôs often difficult to 
get them engaged for conflict reasons.  ï Pro bono manager 

People who want pro bono have to come in for it.  Lawyers donôt go out to the communities. 

. .  Often Iôd had to refer people to the LawLINE because they are so far out they donôt have 
the means to access pro bono.  ï Advocate 

I think there is an evident need for community groups and pro bono to be very well 

connected. There is a need for pro bono to be visible ï either Access Justice or Salvation 
Army. This visibility needs some work. ï Pro bono managerr 

In rural and remote areas an important feature is the informal pro bono that goes on. 

Everyone knows that there are a handful of lawyers who are available for quick consultation. 
ï Lawyer 

Perspectives on Aboriginal service providers  

In addition to seeking Aboriginal perspectives (covered in section B), the 

interview process yielded comments by mainstream service providers on the role 

of Aboriginal service providers.  From their perspective, an Aborigi nal service 

provider may be the only credible and approachable source of help for an 

Aboriginal litigant.  Interviewees described how this is made abundantly clear in 

the court environment when Native Courtworkers are present.  
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Figure 40:  Perspectives on role of Aboriginal service providers  

Weôve heard about courtrooms that have a bunch of people sitting there, and the duty 

counsel sitting there, and nobody wants to approach them.  Then the Native Courtworker 
arrives and they all crowd around him.  They kn ow him.  ï LSS manager 

Working with Native Courtworkers is extending our access into the community.  Many people 

would rather deal with the courtworker, someone they know, as opposed to being told go to 
the phone.  Itôs an Aboriginal service.  ï LSS manager  

Outreach  

Advocates, Native Courtworkers, LSS LIOWs and managing lawyers, family 

justice counsellors and LCES coordinators all play an active outreach role, 

travelling to smaller communities. The interviewees provided rich information 

about the need for outreach. 

Figure 41:  Perspectives on outreach to smaller communities 

Outreach covers individuals having problems not just in family matters but in problems with 

small claims, debt issues, wills and estates, EI tribunal.  The whole advocacy role doesnôt 
draw distinctions.   

For these remote communities we donôt chop off an issue and say for this issue you go here 

and for that issue you go there.  That doesnôt work when itôs small.  ï Nisgaôa Justice 
Department Manager  

You have to really proactive about getting out and liaising with other providers to see how we 

can use each othersô resources and join forces.  Thatôs what people do in rural communities.  
ï Coordinator 

At the Family Justice Centre we have an outreach program in Kamloops that goes up north as 
far as Williams Lake. . . We found that outreach is more efficient than having an itinerant in -

person service. Instead of going to Clearwater, for example, to meet with clients I go to meet 

the social service agencies. Building a personal connection with those agencies is the way to 
get people to you. ï Family justice counsellor  

I think getting to the clients is important ï it's important to be mobile as many clients can't 

afford transportation.  The villages want services; they want us to come to the m  ï LIOW 

I know when the LIOWs go to Aiyansh they come back and say they could open an office 

fulltime there, and that people are wanting them to come back.  Giving workshops, sharing 
information would enhance what we can do.  ï Managing lawyer 

I think you need to go to each community and get an idea of what they need.  That might 

mean knocking on the band council office door. ï Managing lawyer 
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Where would I like to put the kiosk?  Outside of Sparwood there is a trailer park; the people 
there have access to nothing.  But there is a womané in a trailer who provides literacy 

training to low functioning peopleé  She would be able to help people use the computer.  I 

could go there once a month for training.  ï Advocate 

Our plan for the family law workshops is to connect with people and have a liaison person in 

each community who would be responsible for recruitingé We need to find those kind of 

people in the small communities; that's our strategy.  ï Advocate 

Community networks and ònon-legaló entry points 

In places where no legal services are available, community networks are the life 

line.  Helpers of any kind need to be creative generalists.  Government agents, 

librarians, transition house workers and women centre volunteers figured 

prominently in this co nnection ð they provide entry points for people needing 

access to legal help.   

Figure 42:  Diverse ònonðlegaló entry points  

You can pick your community, any community youôre interested in delving into by way 
of example, and find the liaison person.  Itôs going to be the local doctors, councilors, 

local churchesé [T]hose contract points are key points of entry to service deliveryé 
The challenge is to figure a way for some kind of cost -effective, grounded model to 

serve those communities.  Every community has its own particulars, and if you are 
looking at 50-75 communities it is a large task.  ï  Pro bono manager 

The communities are different.  In Burns Lake you can go in and have a community meeting 

but in Fort St James many people donôt live in town ï they are on the reserves, so it doesnôt 
work the same way.  ï Managing lawyer 

Some people would use the library as a starting point to deal with a family issue.  ï 

Librarian 

If someone comes to the transition house they can get help with filling out the for ms 

for family matters in Provincial Court.  ï Transition house worker 

At the womenôs centre é the top issue we have is the need for supervised access.  There are 
a lot of other issues here and not just directed at women.  Iôve had men come in who are 

supposed to undergo different kinds of training and programs ordered by the court.  ï 

Womenôs centre volunteer 

In [small community] there is a woman weôve connected with who was active in getting a 

playground.  We need to find those kind of people in the small communities é Sometimes 
people are doing things we donôt know about in terms of providing support.  By going into 

these communities and making an effort we will uncover some of these gems.  ï  Advocate 
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In smaller communities you need to be aware of how things work ï the frontline workers 
have an understanding of what is needed.  You need to respect the people who are walking 

the walk on day-to-day basis ï like the person who is coming in to the womenôs centre for 

two hours a week helping people with thei r DB [disability benefits] applications.  ï Advocate 

I think that the approach of a community meeting has potential.  You can go in and say we 

are here to serve you, how can we do it better?  The community agencies are a good place 

to start because they are the ones who see the clients and they have a better pulse of the 
community than a regional office.  ï Managing lawyer 

Government agents : BC Service Government agents may be the first point of 

contact for people trying to access the justice system, and the interviews 

provided insight into the range of services provided.  Some government agentsõ 

offices have court forms while others do not; some government agents are very 

much involved in trying to meet legal needs, while others are less involved.   

The request for legal assistance most frequently referenced was help with 

tenancy dispute resolution.  All offices have Community Assistance Terminals 

(CATs).  

Figure 43:  Role of government agents 

They come in here because we are a small office and we are the catch-all for everythingé.  

We are very isolated here.  People are estranged from the system.  ï Government agent 

We can help with issues where we have a service level agreement to assist clients.  Like in 
residential tenancy.  We get a lot of questions a nd requests for assistance with dispute 

resolution.  We can assist with the application process for that ï with the forms and with 
faxing.  ï Government agent 

There are CATs here for people and we will assist them if they require forms we can 

download and print.  But frequently they donôt know which forms they want and we donôt 
know which forms to supply them with.  ï Government agent 

We can print off information and send documents.  If they are in dire need we offer people a 

private place to use our telephone.  It is difficult to do these things from an outdoors pay 
phone.  ï Government agent 

Librarians : The research confirmed the central role of libraries in providing 

access to legal information in the small communities.  Librarians described ways 

they are proactive in trying to let know people when legal help is available, and 

talked about the challenges of trying to answer legal questions and respond to 

needs, in particular when users do not have English as their first language. 
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Figure 44:  Role of librarians 

Anything that gets sent to us I make sure is made availableé There is a seniorsô health clinic 

and if I get copies of things I might take them over there.  I try to spread the word aroundé 
They had that time ï Law Week ï when people could phone into a lawyer and ask questions. 

. .  I knew some people had legal questions and they didnôt know what to do, so I made sure 
they had that information.  ï Librarian 

A lot of people are looking for divorce and family maintenance information.  We have the Self  

Counsel packages, but we are not legally trained and we donôt have the ability to deal with 
the questions.  ï Librarian 

Iôve read about the LawMatters project and thatôs great.  Training and resources are great.  

My question would be about ongoing support.  My concern is about having items downloaded 
to us without the proper backup.  ï Librarian 

The problem is that the majority of people who come in, English is not their first language ï 

Punjabi is their first language.  We have the information in Punjab i on the MultiLingo Legal 
site.  And the multicultural society in Penticton does a bit of assistance with legal stuff. . .  .  

We can refer them to LawLINE, the 1-800 numberé In this area we lack services ï easy 
access to services is the problem.  Itôs not like thereôs a bus they can hop.  They have to rely 

on someone to take them there.  And even going to see someone in person ï going into 

Penticton to talk to that unknown face is not always the best thing.  Itôs difficult.  ï Librarian 

Court perspectives 

The research played particular attention to the experience of court perspectives 

on the need of court users in rural and remote settings, and this section provides 

insights from court registry staff and from members of the judiciary.  

Perspectives of court  registry staff    

A total of five registry staff working in various rural and remote locations were 

interviewed to gain the benefit of their perceptions regarding service delivery, 

service problems, service access and potential solutions to issues identified.  

From their own particular vantage point in the court system, registry staff 

interviewed tended to affirm and validate the kinds of observations offered by 

others including judges regarding the need within their communities, the rising 

incidence of selfðrepresentation within the justice system, and the need for more 

efficient and better coordinated service responses on the part of those who work 

within the system.   Because registry staff provide frontline court services to 

communities on a daily basis, they are in a unique position to gauge the level of 

need for court services.  
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Figure 45:  Court registry perspectives: challenges for unrepresented litigants 

Some people need legal advice and can't seem to get it ï if one of them has a lawyer and the 

other doesn't, the only choice is to schedule a different date so the other party can talk to a 
lawyer. 

They come to us looking for a lot of information. General information, information about 

custody and access. They have "what if" questions that they don't f ind the answer to on 
websites. If we are able to say, there will be a duty counsel here on the 11th, that is quite 

valuable. They will at least get a bit more specific information. We can only give answers to 
procedural questions. 

They are not used to tak ing responsibility to get the process moving under their own steam, 

or to keep it moving. A lot of people can start a Do Your Own Divorce then they run into a 
problem and can't deal. They can't keep it going.  

By way of solutions, those working in the regi stry emphasize the need for better 

coordination amongst the different parts of the justice system and a heightened 

recognition of the need to provide concrete supports to those attempting to selfð

represent.  In most cases, registry staff solutions focus on the provision of key 

areas of assistance they perceive as required: the strategic presence of duty 

counsel, advice lawyers, paralegals, and family justice counsellors. 

Figure 46:  Court registry perspectives: solutions 

What we need is for an advice lawyer to be available for legal assistance so people can book 
an appointment. Even once a month would be good, and there is even space here they could 

use.  If they are really desperate we would be able to say there is going to be a lawyer here 
next week. 

We have found that having duty counsel in provincial court once or twice a month has been 

really helpful. Even though lots of information is available online, a lot of people want to talk 
to someone. Information online may not deal with the exact problem. Ther e are lots of 

variables and they may not be exactly sure which way to go. We suggest they look at 
computer access. But some people are not comfortable ï it overwhelms them. And with 

family you are dealing with all the emotional stuff as well.  

I think it might be good to have a paralegal in here to help in filling out forms. Duty counsel 
end up filling out forms and it is probably not the best use of their time. People need help 

with the wording of their affidavits. If it's an ex parte order judges insist on fairly detailed 
affidavits, with rules in nice little booklets.  Family is the worst because itôs so complex.   

We have court only once a month.  If we had a family justice counsellor come on a some 

kind of occasional but regular basis, that would help  a lot.  We would be able to say, 
someone is coming who can help.   
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One trouble for us in a small town you might be facing someone across the counter in 
distress, someone you have know for years and years, and you have to say, I canôt help you.   

Perspectives of the judiciary  

A total of ten Provincial Court judges and six Supreme Court justices were 

interviewed.  On the basis of personal experience in travelling to various remote 

and rural areas of the province, judges commonly held the view that there wa s 

an overall lack of resources able to support peopleõs ability to access the court 

system.  All judges identified significant challenges, both in terms of the scarcity 

of resources available to support the operation of the court in these locations, 

and in terms of the challenges this scarcity often creates in relation to their own 

work within the court.  

Figure 47:  Judicial perspectives: scarcity of resources for litigants 

What I find in outlying areas is definitely a lack of legal resources ï they have to bring 

lawyers in from elsewhere.  It is hard to establish a relationship with a crew coming in from 
other places. People see them only when the matter comes to court.  We lack all other types 

of resources, like family justice counsellors.   

Going to Supreme Court is a big challenge for self-represented litigants in rural and remote 
areas. Those small feeder communities donôt have a legal aid office. Filing and delivery of 

materials is aggravated because they canôt just go the registry. Accessing a lawyer or duty 
counsel is more difficult because theyôre not in the community. They get to court and their 

ability to speak even with a duty counsel prior to going into court is limited; thereôs a 

bottleneck that happens on chambers day. And the cost of proceedings in terms of time and 
money can be an impediment if they have to go back and forth. If all of this isnôt daunting 

enough they also have to try to understand the process and put forth their position in a 
legally relevant and persuasive way. 

In civil mat ters there is nothing available. No law libraries; everything is online. If you haven't 

got a lawyer and you can't get access to a law library you're in pretty dire straits. There is 
nobody to help them out at any level.  

There are no courses here, no PAS here. They could look at the website. We often tell them 

the materials are there. But a lot of people don't have computers and there is no computer 
access in the courthouse ï no where to use a computer even.  

The majority of self represented we see, if able to access the Internet wouldnôt have a clue 
where to look. Itôs a referral issue. 

 Judges identified a series of specific issues regarding the operation of the court 

in rural and remote locations.  Chief among these was an enormous prevalence 

of famil y-centred legal needs.  For judges the way these needs manifest 
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themselves is in a context marked by rising numbers of people forced to go to 

court without representation.  Judges continually referenced the fact they are 

obliged to deal with problems and c hallenges posed self-representing litigants in 

their courtrooms.  

Figure 48:  Judicial perspectives: operational challenges  

Self-represented litigants have trouble understanding simple things, like full disclosure in a 
financial statement on a family matte r. The form says, the three most recent income tax 

returns, the three most recent pay stubs. And nine times out of ten they donôt have it.  They 
donôt actually read the forms . . . then they get upset because you have to adjourn. They 

need meat on the bones and donôt know where to get it.  

In terms of addressing special needs of remotely resident litigants, we do as much as we can 
by mail and phone, and try to get their story out as best we can. Itôs my impression that not 

very many have seen duty counsel on the day of court.  

Self-represented people are not unique to remote locations, and in family people are dealing 
with the usual frustrations. They are for the most part unprepared.  It is left to the judge to 

guide them through the process and tell them what to ask and how to do it while trying to 
remain independent.  It's difficult, and a lot of it is that people know they are unhappy but 

they don't know much more than that about where they want to go.  

In family cases I see a lot of self -represented ï probably as much as 40 per cent in remand 
court where both sides are self-represented.  Duty counsel at the court are useful to some 

extent but if the case is contested and has to go to a hearing, they [SRLs] don't know what 

kind of witnesses to bring, what  evidence to present, how to focus on issues. You land up 
with difficult hearings; if you get involved you stop being impartial; this is a major concern for 

a lot of us.  

Judges also emphasized the prevalence of specific issues facing First Nations 

peoples, and in particular on -reserve issues.  Judges stressed the general lack of 

financial and other resources amongst First Nations peoples, the challenges they 

face in travelling to court facilities, and the cultural alienation many experience 

in wanting to r eceive service from trusted individuals who preferably would 

come from their own communities or cultural background.  Judges stressed that 

any ideas for service reorganization to come from this study would have to take 

First Nationsõ issues and needs very seriously and assign them a high priority.  

Figure 49:  Judicial perspectives: challenges for Aboriginal litigants  

It is difficult especially for those whose literacy skills are poor; we have a fair number of 
those in the north with a disproportionate numbe r of Aboriginals, where the culture is such 

that they "go along with" instead of saying "I don't understand." You are trying to factor a lot 

of that into the equation as well.  
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The region includes Kwadacha (Fort Ware) and Tsay Keh.  It's an eight-to-nine hour drive 
from Prince George on a logging road, now unmaintained since Abitibi Bowater closed down.  

Court Services charters a flight and we fly in. Crown, 2 duty counsel, 2 clerks, 2 sheriffs, adult 

probation officer, youth probation officer, and a cook. It's a big expedition.  

In the small community alcohol is a huge issue and there are some drug issues.  There are a 

significant number of FASD children; many are non-employed.  The bulks of jobs relate to the 

band and are normally not full -time.  All of th at and you talk about access to justice.  

Judges were of the view that the legal system did not do a good job in 

coordinating the way services were delivered to people facing problems and 

challenges.  This lack of coordination was expressed in many ways.  It generally 

involved the way other court resources like duty counsel or family justice 

counsellors (FJCs) were either unavailable in certain locations, or problems with 

how these resources were allocated within the system. 

Figure 50:  Judicial perspectives: need for coordination of resources 

We don't have an FJC and people end up in the court registry with a maintenance or custody 
issue and saying, what do I do? And they're handed a form. They spend time filling them out 

and when they bring them back most times they are not filled out correctly.   

Often times we don't have a duty counsel available to assist. What that usually means is that 
I am required to spend more time making sure they [SRLs] understand the procedure. It is 

more time-consuming than if t hey'd had a chance to get advice on that particular day.  

A sizeable number of people fall between the cracks and are left to find their way through it ï 
otherwise it's kind of up to us ï it . . . certainly slows things down significantly.   

One theme that recurred was the need for support in terms of procedural 

information for those attempting to negotiate the legal system and the current 

lack of a coordinated response to this need. 

Figure 51:  Judicial perspectives: litigant needs for procedural informat ion 

Lots of times having people unrepresented for a hearing is a big challenge for us. I spent a 
lot of time trying to make sure they understand the process and trying to put it in a context 

that makes sense for them, trying to marshal what the issues are ï people know they've got 

a problem but they don't know how to put it into context . 

They often don't understand what the issues are, and in family, emotions often override the 

issues. The time required to deal with those files is a lot more than would be required with 
counsel. Basically there are two issues: identification of what it's all about and how much 

time it's going to take.  
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People in family law matters that require preparation in putting things together always face a 
challenge. Duty counsel isn't able to provide that function ï and not everybody is entitled to 

legal aid. . .  

Judges also saw an overall lack of services and supports capable of assisting 

people with their efforts to deal with family issues.  They observed that family 

issues typically involve a host of non -legal barriers and challenges which, when 

left unaddressed, can spill over into the justice system and the courtroom.  In 

many cases these problems centre around issues related to mental health. 

Figure 52:  Judicial perspectives: litigant needs for non-legal supports 

Mental health resources are few and far betweené they may be non-legal in the strict sense, 

but these problems do co-exist and pervade our court and we can't ignore that situation.  But 

judges not are not equipped to dea l with mental health and addiction.  We need to send 
them off to get help and we have concerns that sometimes we are going round in circles.  

Sometimes some individuals refuse advice even if duty counsel is available. They seem to 
understand what you are saying to a certain extent but I wonder if they have some form of 

paranoia and don't trust anybody or anything ï it's possible they have marginal mental 

health, but not enough to allow you to insist they get advice.  

Some judges gave voice to the idea that the system would be better served by 

having a more coordinated allocation of resources ð prioritization of legal needs 

and scheduling to match.  

Figure 53:  Judicial perspectives: need for coordination of court resources 

Ideally, the province would benefit  from some sort of hub that brought together a social 

worker, a court official, maybe a police officer and an FEMP worker and a couple of lawyers. 
The social worker is important because people phone up and say my wife is a cocaine addict 

and she's taking off with the kids. . .  

The other problem with family is our scheduling ï it is such that if a criminal trial is set on a 
family day, the family matters get bumped and just have to wait.  

Judges also offered comments regarding the need to use existing resources more 

efficiently.  Many of these comments focused on the role of family duty counsel 

in the court system. In the main, judges were supportive of the provision of this 

service because they saw it as one of the only resources available to deal with the 

rising tide of self representation within the court system.   
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Figure 54:  Judicial perspectives: need for effective use of existing resources 

In family court there is duty counsel in all of the areas where I sit. . . which is very helpful 

just to be able t o tell people to go see duty counsel to get them organized and focused on 
their issues. 

In smaller courts duty counsel generally has time to help people out ï I often suggest if they 

haven't have a chance to talk to duty counsel that they do ï people are struggling to get their 
point across. 

Ensuring duty counsel in every location would be an asset on chambers days. Lots of people 

in chambers donôt have any idea about how to run a chambers application and it often results 
in frustration for everybody.  

That being said, judges raised various concerns regarding how the work of 

family duty counsel was organized within the court system, how this work was 

or was not linked into other court or community level services, and how or how 

not the work of duty counsel  was prioritized.   

Judges also made specific suggestions for ways to improve the system.  The issue 

of access to legal aid was referenced, often in conjunction with observations 

regarding the lack of lawyers involved in doing legal aid work. These issues 

underline judgesõ perceptions that rural and remote areas are at a major 

disadvantage with respect to the ability of people to access appropriate legal 

resources to assist in dealing their legal matters, and that the system does not 

adequately support them  in finding their way through the courts.  

Some judges saw value in steering additional resources into the support of 

mediated resolutions to legal issues, particularly in the family arena.  Supreme 

Court justices supported simplifying the process for self -representing litigants.  

Figure 55:  Judicial perspectives: ways to improve system 

Duty counsel can do what their mandate is. For the more in -depth ongoing involvement of 
counsel, I have trouble imagining or perceiving a way of delivering better assistance  than is 

delivered through legal aid. 

A lot of small claims don't really warrant the trial process ï and moving to mandatory 
mediation done on a summary basis is important here ï for everything under $5000. That 

would be a better use of our time and would  provide better service to the communities .   

Looking at family, the adversarial process is not conducive to resolving family issues ï it's 

more divisive than anything else. When things are hotly disputed people are worse off than 
before they went in. Med iation is a pretty good thing for people.  
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We need to simplify the procedure, particularly for dealing with family when one or both of 
them are doing it on their own behalf. Either it all should be done in provincial court, or we 

should provide a procedure that addresses them coming forward and not knowing what to 

do.  

Judges also placed heavy emphasis on the need to develop services which either 

centre on or at least include the provision of in -person assistance.  The provision 

of strategic support in thi s area was seen to provide an opportunity for the court 

system to deal with the pressures created by the increasing numbers of people 

who self-represent in court. 

Figure 56:  Judicial perspectives: need for strategic in-person assistance 

I'd like to see mo re in-person assistance ï it could be a family justice counsellor.  I don't see 

a lawyer as being more helpful than an FJC. What these people really need is somebody to 
talk to them about the problem, help with the documents, help them define the issues. T hey 

need to have somebody listen to them in person, and say here are the legal issues, let's get 
down to business.   

People want someone to talk to.  They want to get advice and to see the person they're 

talking toé  A lot of it is triage.   

People have assets that take themselves out of legal aid range and really what they need is 

somebody they can just talk to and find out where they can get help and assistance.  

In some instances, judges linked the concept of providing in -person assistance to 

the potential for the creative use of new technology in enhancing access to justice 

services. 

Figure 57:  Judicial perspectives: potentials of new technology 

We use videoconferencing in the court and to my mind you should be able to go to the 
registry, say you need some advice, and get linked to someone by videoconference.  They 

could see the person they were getting the advice from.  If people have someone to talk to 
who can say, this is the resource you need, many will be pretty good after that.  .  

With video you could tell them on Tuesday to speak to a lawyer tonight, get legal advice, and 

we're going ahead on Thursday. 

Links between legal and non-legal services 

Almost 60 per cent of interviewees spoke of the importance of links into 

community -level services capable of supporting the non -legal needs of 

individuals facing legal challenges.   
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For some, links have already been established.  For others, the need to expand 

links is well recognized.  

Figure 58:  Holistic service approaches  

I had to smile when they tal ked about hubs taking a holistic approach.  That's exactly what 
we are already doing ï the advocacy centre and the Métis Family Support office are in the 

same building, so we work together back and forth all the time.  For a particular case, the 

two of us will sit down with a drug and alcohol counsellor, and a victim service worker, and 
an infant development worker, and figure out together what needs to be done.  We do this 

because we have had to.ò ï Advocate & family support worker 

Everyone refers to the Friendship Centre. . .  We all work together ï there is the RCMP 
police-based victim services, a transition house and the womenôs resource centre.  We have 

an unspoken agreement between us: I do the forms and they will do court attendance and 
support.  This is all informal but itôs working well.  ï Advocate 

We have circle meetings and we meet monthly. There are about 20-45 people in attendance 

ï we do agency updates, and each agency takes a turn. There is band representation and 
Ministry representation. ï Executive director, community agency 

We do what we can ï we don't have funding to assist people beyond that, but we can see 

the need.  There is a local transition house here and victim services through the RCMP. We 
have three lawyers.  I don't know what t hey do.  I don't know of any pro bono clinics here.  ï 

Librarian  

At the same time, service providers expressed frustration with a lack of 

coordination, particularly at the systems level, which leads to clients getting òthe 

runaround.ó   

Figure 59:  Lack of coordination  

Right now clients get the runaround and if there was coordination and things were moving in 

one direction, it would be great . . .  People could come to one place and not be bouncing 
back and forth between the court registry, here, and leg al aid (which is open only on Monday 

and Friday to take applications), trying to find a lawyer.  ï  Advocate 

There is a little bit of hierarchy: lawyers; RCMP; advocates.  But some kind of networking ï 
kind of a legal aid coordinating committee ï would be helpful. . .  I would like to see more 

community connections and less of the hierarchy.  ï Transition house worker 

The problem with the family day is that the duty counsel is swamped.  What you really need 
at the courthouse is a court support worker for family matters. People come out and they 

have no idea what they just heard. They might have been told they need to come back with 

a financial statement ï they go back without it and then they have to start again. ï Advocate  
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Distance service providers 

Phone line services :  Distance service providers include what the interviewees 

characterized as òthe 1-800 numbers.ó  This phrase referred to LawLINE, the 

TRAC Hot Line, and the CBA services of Dial-a-Law and Lawyer Referral.  (Note: 

Appendix C has some statistical information about service usage.)  In some areas 

it also referred to the regional toll free numbers such as those into the LSS local 

agent in Hazelton and the Advocacy Centre in Nelson.  

Overall the 1-800 numbers were seen as being useful ð with one major caveat: the 

wait times. 69  Other comments, also widely expressed, were that while phone 

services work for many, they do not fit some people and some problem areas.  

Some interviewees identified peopleõs reluctance to be given a telephone number 

(òDonõt be giving me those numbers where you have to push 1, 2, 3 just to get 

put on hold.ó)  In addition, interviewees acknowledged the intense pressure on 

the province-wide distance services.   

Figure 60:  Perspectives on phone line services 

I had a case of immediate need in family law.  I told them to come in at 10 in the morning 

the next day and said Iôd get on the LawLINE for them.  They were almost an hour late and 
the LawLINE came on just as they were coming in the door.  ï Advocate 

A lot of people who call LawLINE . . .  are not all that good at expressing their problem over 

the phone.  ï Advocate & family support worker  

Some people can use LawLINK by themselves and thatôs good but some people canôt. . .  

Suppose someone is mentally ill and they have trust issues ï thatôs not something that can be 
done client-to-LawLINE because the client couldnôt do it. . .  What do they do? They just go 

away.  ï LIOW 

We give them the number for LawLINE and that is a way to get a bit of summary advice but 
it is not suff icient where they are facing a huge money/damages law suit.  ï Local agent 

Televideo services : In some rural areas the limited number of local lawyers has 

been a motivator for the pro bono service providers to move to televideo.  70   

                                                 
69 Since the interviews for this research were conducted, changes have been made in the 
LawLI NE service, with the result that LawLINE wait times have been shortened to 
approximately 21 minutes.  

70 The pro bono organizations are currently examining needs to order to identify where they may 
be able to provide further services.   
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Figure 61:  Perspectives on televideo services 

The clinic model is fairly mobile and is adaptable to smaller communities.  But there is a point 

at which you run out of one of the critical elements ï you run out of lawyers.  The answer to 
that is televideo.  ï Pro bono administrator 

There is no local pro bono but Access Justice has set up a webcam.  We are using Access 

Justice once a month by phone to do pro bono and that seems to work out OK.  ï Advocate 

Internet services :  The theme of access to legal help by using the Internet was a 

dominant one in the comments of those interviewed for this research. As noted 

earlier in this report, for many clients, Internet information may be the only 

source of access to legal help.  Service providers from all sectors identified the 

fact some clients are able to use the Internet effectively and for those users, it is a 

powerful tool. They also acknowledged that using the Internet to address 

family/civil legal problems is not possible or appropriate for everyone.  

Even people who are comfortable online are likely to have difficulty in 

understanding how to apply the legal information to their situation and take 

steps to resolve their legal issue.  The concept of òtechnology with a helperó ð an 

intermediary who can provide in -person assistance to accompany use of online 

information -- is an idea that emerged in the interviews as being a key to success.  

Many service providers described ways in which they identify relevant websites 

and then provide assistance once the person has used the site.  The 

helper/intermediary may be a legal service provider or a non -legal service 

provider who has access to some form of legal support.  

For some service providers, the challenge is to present the information in a range 

of different formats to accommodate diff erent learners. 

Figure 62:  Perspectives on Internet technologies 

If they don't seem to have anywhere to go ï can't get legal aid ï I give them the websites 
where the forms are. Other than that, I can give them websites for information. Some of 

them can use computers at the library. Some of them are quite good at it and are able to 

manage things themselves.  ï Court registry 

If people can search on a computer they can go to the public library ï they have a computer 

hooked up etc.  It's open one half day a week.  Basically in terms of help, that's it.  ï Court 
registry 
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Very rarely I get a client who can access the family [information] from the Internet by 
themselves. A lot donôt know how to use the Internet or feel intimidated about using it for 

that reason ï they donôt understand the language.  But if theyôre with me I have the 

opportunity to explain it. - Advocate 

Some people use computers and are successful in using [them]. In Supreme Court 

matters some people come well informed. You can tell they have been to the site [LSS 

family law website] and downloaded forms, and have done their homework. That said, 
a fair number of people are emotional ï they come in and say, I need help. They are 

not in a state to do that research ï they feel overwhelmed by the wh ole thing. ï Court 
registry 

Our focus is on tools that can be used. The challenge is to figure out, how do we make 

Internet materials work? For example, how do we try to bridge the literacy gap? One 
approach is to focus on online formats where users can see and hear the information. ï 

Resource developer 

Summary  

This section examines the service environment in three parts: impacts of 

regionalization, perspectives on in -person service provision, and 

perspectives on distance services. The following is a summary of major 

findings.  

 Service providers are straining to provide access, both at the regional level 

and on the frontlines in the smaller communities.   

 A third of those interviewed cited the impact of regionalization of legal 

aid and court services as a factor that complicated access.  

 In northern BC there are not enough private bar lawyers, and in all rural 

and remote areas there are not enough Aboriginal lawyers. 

 In terms of services for litigants a major need, widely identified, was for 

people to have access to legal advice before the court day.  

 Overall the provision of current duty counsel services was seen as a 

positive step. 

 Librarians, government agents, victim service and transition house 

workers, and community centre staff and volunteers are key community 

intermediaries. All stressed the need for resources they can use to assist 

their clients, for training, and for ongoing communication and support.  
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 Court registry staff identified  challenges faced by self-representing 

litigants and suggested service responses.  

 Members of the judiciary reported on ways in which self -representing 

litigants in smaller communities are at a major disadvantage with respect 

to the ability to access appropriate legal resources to assist in dealing their 

legal matters, and also provided suggestions for a more effective service.  

 Almost 60 per cent of interviewees spoke of the importance of links into 

community -level services capable of supporting the non-legal needs of 

individuals facing legal challenges.   

 At the same time, service providers expressed frustration with a lack of 

coordination, particularly at the systems level, which leads to clients 

getting òthe runaround.ó   

 In terms of distance services, 1-800 numbers were seen as being useful, but 

wait times can be problem. Televideo services were seen as having 

potential, while Internet resources were recognized as being central to 

service delivery, especially when they can involve an intermediary.  
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Part Three:  Priorities for the Future and Service Model Ideas  

This report reflects the insights of service providers who work in rural and 

remote areas of the province into a range of key factors and variables which 

impact access to justice services.  In terms of service responses, the information 

provided in the interviews u nderlines the fact that there are multiple entry 

points into the justice system.  Those interviewed stressed that quality services 

must be made available at as many of these known points of entry as possible. 

In rural and remote parts of BC, an unknown num ber of those with civil and 

family legal needs take no action at all.71 The possibility of seeking help does not 

arise for reasons including distance from services, alienation from services, lack 

of information about the possibility of help, unfamiliarity w ith legal process, and 

unavailability of any credible intermediary. Those interviewed offered a range of 

suggestions as to the kinds of services, supports and approaches required to 

remove the barriers that hinder access to services in rural and remote areas.   

In -person service: A dominant theme to emerge from discussions, and one 

reflected across a wide spectrum of comments, concerned the need for service 

providers to recognize the need for enhanced capacity in the area of providing 

in-person assistance.  Indeed close to half of all those interviewed identified the 

critical importance of paying attention to the òpersonaló aspect of providing 

services to those with legal needs and challenges. 

Throughout the research there was tension between what clients want and what 

service providers can provide. Participants consistently reported that among 

those who do seek help, the first service choice is in-person assistance.  However, 

participants also acknowledged that in -person legal service to all rural and 

remote communities is impossible.  This was summed up by one advocate as 

follows:  

é for us to go out to a community of 700 people that has several people in need 

doesnôt make sense from an economic standpoint.   

                                                 
71 Research (Ab Currie 2005; Pascoe Pleasance 2004) has consistently demonstrated that at 
anytime 30-40% of the population has a problem with a potential legal resolution.  It is also to be 
noted that òtaking no actionó may be a form of resolution. For example, a separating couple may 
reach an informal settlement that is positive for each party.  
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Client preference for in -person assistance was a theme that ran across 

discussions concerning the availability of lawyers, (òI give a fair bit of legal 

advice over the phone é you still miss out on what you get face-to-faceò), 

relationships with community -based advocates, (òpeople need to trust the 

worker  and establish relationshipsó), with LIOWs (òpeople need help filling out 

forms and they need that help in -personó), and with librarians (òMy feeling is 

you can't replace a lawyer with a machineò).   

The following list summarizes the desire expressed by clients to talk to someone, 

and the fact that for many, anything short of in -person service is simply 

ineffective. 

Figure 63:  Access to in-person service 

Even though lots of information is available online, a lot of people want to talk to 

someone.  Informat ion online may not deal with the exact problem.  There are lots of 
variables and they may not be exactly sure which way to go. ï Registry staff 

A huge number of people arenôt going to dial 1-800 in remote communities.  They are not 

going to do that.  You can say, fax me the documents, and theyôre not going to do that.  It 
doesnôt happen.  There are invisible barriers.  There are people not getting help and we donôt 

even know theyôre out there.  ï Judge 

If you are a client and there is a live person with t he knowledge vs. a kiosk, people will 
choose the live person every time.  ï Court support worker 

I think the most important thing is personal service. People need help filling out forms and 

they need that help in person. ï LIOW 

People need to trust the worker and establish relationships. An education program might also 

help ï you could give information about issues, then they could go to the advocate for more 
individual help. ï Advocate 

Lawyers : This research confirms that in some parts of rural and remote BC there 

are not enough private bar lawyers, and that in all rural and remote areas there 

are not enough Aboriginal lawyers to meet the needs of Aboriginal people.  

These are important areas of need that require longðterm planning by the entire 

justice community. 72   

                                                 
72 See, for example, the Canadian Bar Association, BC Branch (CBABC) partnership with the 
National Aboriginal Achievement Foundation (NAAF), with matching funds from the Law 
Foundation of BC, to establish a trust fund to provide annual scholarships for Aboriginal persons 



Page | 83 

 

The responses from those interviewed for this research tended to focus more on 

specific suggestions for models/initiatives for access that they see as being the 

most useful.  One suggestion was to increase legal advice through the use of 

televideo and extended telephone advice services. Some of those interviewed 

spoke of the possibility of a family/civil òBrydges line.ó 

Family law services : While the in -person quality of service delivery permeated 

discussions of how services are best organized, the largest identified priority in 

terms of areas of law centred clearly on the area of family law and the need for 

people in rural and remote areas to access family law services.   

Figure 64:  Access to family law services 

I would really love to find fu nding to add a family law clinic to our poverty law program.  

Literally family could absorb 90% of my time. ï Advocate 

A supervising lawyer could also do a lot to facilitate mediation in family matters ï a 
whole lot of things would then never need to go t o court. ï Family support worker 

It would be great to have a family law clinic ï to have someone here to refer to. I think 

there would be lawyer capacity here to do that. ï Advocate  

Legal advice before the day of court: The focus here would be on having legal 

advice available not only on court days.   

Figure 65:  Access to legal advice before court day 

We have a family court duty counsel one day a month.  If you could have duty counsel come 

in between family days ï maybe a couple of weeks ahead.  That gives people time to fill out 
forms and file them, maybe serve them ï they would have that bit of lead time. . .  [it] would 

be a big help.  If we had that we could send people on a first basis come or by appointments.  

We could even supply a room if our location as the best.  ï Registry staff 

Forms assistance: People also spoke of the critical need to provide assistance 

with forms completion.  Community advocates cit ed numerous incidents of 

people needing help with application forms for benefits and service s. The need 

for forms assistance is also acute with respect to Supreme Court matters. As one 

service provider put it, òSupreme Court forms are where it gets very difficult.ó  

                                                                                                                                                 
to attend law schools in British Columbia. Details online at 
http://www.cba.org/BC/Public_Media/news_2007/news_12_04_07.aspx  
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A distance service based on the expertise of the Supreme Court Self-help 

Informat ion Centre and combined with training could provide support.  Such a 

service could consider an online plus callðin service, or try an online plus live 

help service.  The service could be made available to both community-level 

intermediaries who assist clients, and people involved in self -help. 

Figure 66:  Access to forms assistance 

Put in someone specifically to do court support, prepare SRLs, assist with forms.  ï Advocate 

You could have a train-the-trainers [approach] and in addition to that have a call -in line 

for Supreme Court forms.  There ought to be some provision in the Supreme Court 

rules so that people can help the totally clueless and arenôt going to get their hands 
slapped for practising law. At least periodically, have a person on scene training the 

service level people, and also have a call-in place for day-to-day questions.  ï  
Advocate 

Outreach into smaller communities : This initiative would involve enabling legal 

service providers in the regions to travel more frequently to the smaller 

communities.   

One outreach service model identified in the interview involves a legal service 

provider such as a family justice counsellor forging and maintaining links with 

local agencies in rural communities, who then can recommend to people that 

they contact the legal system service provider.  (The family justice counsellor 

service in Kamloops currently incorporates such an outreach strategy.)  The key 

to this approach is the focus on personal connections ð between the legal service 

provider and the communi ty service provider, and between the community 

service provider and the client.  

Solutions of this kind have resource requirements, and many of those 

interviewed focused on increasing the numbers of legal service providers and 

extending the hours of those already in place, in order to ensure that outreach 

efforts can be implemented. The following comments are illustrative of the 

demands and the opportunities.  

Figure 67:  Greater capacity for outreach services 

An outreach service model would facilitate and encourage rural families to access Family 
Justice Centers by telephone and email.  Brief counseling, brief services and conciliation can 

be provided via the telephone.  Mediation would be available for rural families that are willing 
to attend the Family Justice Centers.  
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The outreach service would be promoted and facilitated by a family justice counsellor 

traveling to the rural communities to collaborate with existing community services and justice 
partners. This collaboration would involve educating existing community resources by 

providing information and brochures about the services offered by Family Justice Centers and 

encouraging them to refer appropriate clients to the Family Justice Centers for service. ï 
Family justice counsellor 

We have two advocates for a population in Nelson of 1200.  We have never said no to people 
outside of Nelson.  Now weôre looking at how we can make our reach greater than it is.  We 

put the word out to regional social service agencies in the Slocan Valley.  We ended up going 

to Castlegar every Friday ï it has an extremely similar sized population.  We are a bit stretched 
beyond capacity.  We are scheduled to go up to Grand Forks early next month to do a family 

law workshop and there is talk about it being a once -a-month thing.   In communities like that 
there are definitely opportunities for training.  ï Advocate 

Satellite service : There was extensive discussion about the need to conceptualize 

service delivery imaginatively ð for some this revolved around variations on 

providin g a òsatelliteó service.  

Figure 68:  Role of satellite services 

Not a week goes by when we don't wish we had someone in town we could direct toé 

It would be a large benefit even if it was some kind of satellite operation.  ï Local 
agent 

I like the idea o f the bus in the US ï maybe you could go with one lawyer, one LIOW 
and provide service one day and one evening.  Help people how to do forms, give 

people a chance to ask the questions they need to ï with that combination you could 

provide complete informat ion and advice.  ï LIOW 

There are time pressures for face-to-face meetings and it's hard to for people to get 

everything done on the day of court.  I think you could have LIOWs in satellite offices ï 

LIOW 

The ideal solution would be to have either a cent ralized place where people could get 

help or have someone who could travel.  ï Local agent 

Location and service mix : People commented on the importance of service 

location, whether it be a centralized access centre, possibly with video access, or 

a satellite.  Opinions diverged on the merits of having satellite service located 

within existing courthouses as opposed to within proximate but external 

locations.  People also commented on the nature and orientation of staff who 

might work within hub/satellite l ocations.  The importance of advocacy as a 

necessary ingredient in the service mix emerged on more than one occasion. 
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Support for local service providers : The provision of support for local service 

providers emerged as an aspect of necessary local capacity-building required to 

deliver rural and remote service.  

Figure 69:  Support for local service providers  

I think there are some advocates but they are not trained ï training is very important, 
otherwise it's a slippery slope.  ï Advocate 

In family law, I w ant training and can't find anyone to train me.  For the last five years 

people have been calling me to say they need an order changed ï custody, access, 
FMEP, the whole gamut ï I say you have to make an application to a judge in court but 

when I look at t he application I can't figure it out myself.  ï Advocate  

Any kind of service would help a lot.  Advocacy would help a lot.  And what would 
really help would be to have training in the community.  If someone came . . . and did 

training so that we could be  more confident about giving forms assistance and 
answering questions about procedure.  ï Transition house worker 

Potentials of technology :  Of major interest to those working in some capacity 

with rural and remote communities are the potentials inherent in the creative use 

of technology to bridge distances in the delivery of legal services.  These ideas 

work to blend more traditional conceptions of the quality inherent in in -person 

service delivery, with contemporary ideas regarding how to utilize technol ogy to 

facilitate wider access to services.   

Online interactivity was not seen as replacing the need for face-to-face contact, 

but rather was highlighted as a powerful new online tool that could become part 

of a continuum of service.   

Current experiences examined earlier in this report noted an array of Internet 

initiatives in other jurisdictions that allow people with legal problems to interact 

directly with someone online.  These initiatives include use of video, live chat, 

and online document assembly (òintelligent formsó).   

In BC, pro bono services and the courts are in the forefront of making use of 

televideo and videoconferencing.  These formats were seen by interviewees to 

have potential for use in rural and remote parts of the province, in particu lar for 

those seeking legal advice.  It was also noted that document assembly programs 

have potential for British Columbians, when privacy concerns can be addressed. 
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Figure 70:  Perspectives on new uses of technologies 

It's a medium that is potentially int eractive so why not use the benefit of that to 

provide information; use video, use interactive presentations to ensure the user has 
control.  ï Resource developer 

We are behind what is happening on the web because when you look at the most 

advanced sites on the web, you see two things: two -way interaction between the 
audience and the website, and peer-to-peer communication over the websiteé The 

interactive features of the web are not much used for legal problems.  It isn't 
happening yet but there is lots o f room of exchange of information.  ï Manager 

You could have a lawyer in a hub doing the advice by video.  You could try a pilot out 

of Nanaimo for the north island. You'd need to have some document transmission 
system set up with the video because family law is document intensive.  You could 

have a lawyer doing it from a centralized location and still be very effective.  - Judge 

I think we are getting to the point of having intelligent forms.  We havenôt done that here 
yet.  In the States there is A2J an d Hot Docs for example.  When you use A2J to create forms 

it is stored on a server in the US.  There is a problem with using A2J here because itôs based 
in the States.  The information isnôt stored according to the BC laws on privacy.  Under the 

Patriot Act they can collect all kinds of information from any server anywhere without 

restriction.  Here in BC the privacy commissioner sees that as a bad practice that at the very 
least may be a violation of the Privacy Act. ï Manager 

As with the other areas of needs identification, issues relating specifically to 

Aboriginal populations within rural and remote areas arose continuously 

throughout interview conversations when discussions turned to potential 

models of service delivery. 

Figure 71:  Perspectives on Internet technologies in Aboriginal communities  

In terms of technology, the same issues apply [to Aboriginal clients].  It's great if 
people have access and they can use it.  Maybe quite a few of the youth have learned 

it school.  If they are illiterate or h ave trouble putting things together they still need a 
person.  People really need emotional support.  ï Lawyer 

Another thing from the report [ Building Bridges] that is do -able is the Aboriginal advocatesô 

website.  You could ask what First Nations they are from, then have this is your nearest legal 
aid office, these are the people in your community you can go to or call, this is how often 

court is held is your area.  We all have the same issues around this ï Nisgaôa, Haida Gwaii 
etc. . . . At least they co uld find a person to talk to.  One thing you could do is utilize articling 

First Nations lawyers to assist in and be part of that.  ï Justice Department Manager 

Our audience is a lot more savvy than we might think.  People 19 -35 are on the Internet and 
have email ï it doesn't matter if they are Aboriginal or not ï and they don't want to be talked 

down to.  ï Resource developer 
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Online materials for self ðrepresenting litigants :  Given the realities of rising 

demand for services and diminished financial capa city on the part of those 

needing them, increased support for these litigants was a high priority for many.  

Figure 72   Perspectives on Internet technologies to meet needs of SRLs 

We know that there are a lot of SRLs in rural areas and there is a need for a wealth of 
self-help resources ï any resource in that regard would be a welcome help in rural 

areas.  Where legal advice and legal representation may not be accessible it is all the 

more important to have self -help resources via the Internet. ï Lawyer  

What would really neat would be to have a program teaching SRLs self-help ï 

completing forms. That would be awesome, especially before people went to see the 
Supreme Court duty counsel.  There is a big gap around understanding court forms.  

Would technology do the job? Yes and no.  The challenge is how practical is it for 

people to use the information. ï Court support worker 

You can think about enhanced resources, enhanced training, and enhanced existing 

services.  Already we are inter-connected with the ot her services ï Advocate & family 

support worker 

The need for plain language materials for clients was a theme important to some 

of those interviewed.  In addition to using materials from the producers of public 

legal education and information, individual judges, lawyers and court registry 

staff and librarians all reported having developed their own materials.  

Language issues with respect to court interpretation were also mentioned. The 

point was made that conflict problems can arise in small communities w hen the 

interpreter knows the client, and when family members are brought in.  

Figure 73:  Access to plain language materials and impartial interpreters 

I was on the committee for Building Bridges and a big issue for me was to make things 
understandable and use plain language.  My example was that on court days LSS has 

lots of resources ï and at the end of court day they are all over the floor. ï Justice 

Department Manager 

By the nature of our job we lose contact with sources of information, and travel com pounds 

that. Maybe you could provide the bench with a list of what resources are available. Perhaps 
Legal Services could generate a list, update it every six months, and the registry could 

commit to getting it into chambers. . .   

Iôm quite interested in and sympathetic to self representing litigants . . . and Iôve taken 
judicial education, and even I have this absolute sense of helplessness in terms of sitting on 

the bench and wondering what can I do for these people without getting into the fray. We 
could have a single sheet of possible referrals for self-representing litigants, updated, and 

stacked on our desk, that says here are some resources. ï Judge 
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Language issues are relevant to First Nations and also to all other communities, 
including the Indo Canadian community, where English is a secondary language.  The 

problem is in not having interpreters and translators within the system that do not pose 

a conflict issue.  People will bring in brothers and uncles, and in a small community the 
certified interpreter may be your neighbour. ï Court support worker 

Summary 

In-person service is peopleõs first choice. Where in-person help from a legal 

service provider is impossible, the option could be to focus on a community 

intermediary supported in the use of leg al resources. 

There is a need to conceptualize services imaginatively. Priorities include the 

following:  

- focus on ways to compensate for lawyer shortage, especially in the 

north  

- expand family law services  

- enhance the capacity of legal service providers to provide outreach in 

smaller communities, focusing on making links with local non -legal 

service providers 

- provide legal advice before the day of court  

- provide forms assistance both to litigants and applicants for benefits 

and services 

- emphasize training and resourcing of local advocacy; increase poverty 

law expertise among lawyers  

- focus on technology that uses multimedia/interactive features to assist 

comprehension and application of information; ensure that materials 

are culturally appropriate  

- support and resource phoneline services 

- provide access to plain language materials and impartial interpreters  
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RReeccoommmmeennddaatt iioonnss  

The following recommendations distill suggestions from the field about changes 

that would improve client access to services.  

The recommendations are divided into three sections: 

 Aboriginal services  

 In-person assistance 

 Distance assistance 

All recommendations contain suggestions for key strategies. Where the 

recommendations touch upon the areas of self-help, next steps are also indicated, 

in recognition of the fact that this research was conducted under the aegis of the 

Supreme Court Self-help Information Centre.   

1. Aboriginal services  

The research was unequivocal about the need for Aboriginal legal services to 

Aboriginal people to be based within Aboriginal communities.  This issue must 

be a major priority for service responses for rural and remote communities, given 

the dimension of need.73   

1.1  Enhance the capacity of Aboriginal services to provide legal help with 

family and civil matters w ithin their own communities.  

Key strategies:   

1.1A  Support community-driven initiatives that are developed and managed by 

Aboriginal people. 

1.1B  Train, support and resource Aboriginal service providers in their own communities. 

1.1A  This strategy would involve focusing on enhancing capacities of Aboriginal 

                                                 
73 In northern communities Aboriginal people r epresent 50%-88% of Legal Services Society 

clients. Aboriginal are vastly overrepresented in the child protection system; the Carrier -Sekani, 
for example, report they have 70% of their children in care. 
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entities to provide legal assistance within their own communities. It would 

include: (a) training, support and resourcing for legal advocacy within 

Aboriginal organizations; and (b) collaborative dev elopment, support and 

resourcing for Aboriginal -specific tools that can be used by both legal advocates 

and non-legal intermediaries located within Aboriginal organizations. One 

suggestion for enhanced support was an Aboriginal phone line that could 

provid e legal support, modeled after the Community Advocate Support Line 

(CASL).  

Aboriginal participants for this research underlined what had already been said 

in Struggle for Justice, which is that Aboriginal communities know what is needed 

but those who control the funding and resources do not recognize, support or 

trust community -driven initiatives.  Concern was expressed that new initiatives 

will concentrate on mainstream responses and bypass opportunities for capacity 

building within Aboriginal services.  

1.1B  This strategy focuses on the key role played by service providers including 

those who currently provide law -related assistance/social workers/health 

workers/teachers etc.  Further resourcing would enhance their capacity to assist 

members of the community deal with legal problems. It would also address the 

well -identified preference to receive help from an Aboriginal service provider.  

  

1.2  Develop and implement culturally appropriate resources  

Key strategies:   

1.2A  Collaborate with Aboriginal experts to develop and design resources and make the 

production of Aboriginal-specific resources a standard part of the resource development 

process. 

1.2A  The research underlined the fact that if resources are not culturally 

appropriate, they will not be used.  

One way forward could be to focus on adapting services/resources under the 

direction of Aboriginal expertise.  Efforts currently underway, such as having 

Aboriginal developers/designers produce Aboriginal -specific materials, could 

become a standard part of the resource process. 

Additional suggestions in this research (and in the Building Bridges consultations) 

were for an Aboriginal LawLINE with Aboriginal staff and lawyers, and an 
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Aboriginal website.   

Next Steps: 

Working collaboratively with Aboriginal servi ce providers in their 

communities, the PLEI Working Group Aboriginal Subcommittee could 

initiate a process to assess how more PLEI resources could be adapted and 

integrated into Aboriginal service delivery.  

1.3  Enhance the capacity of mainstream legal service providers to meet 

Aboriginal peopleôs family/civil legal needs 

Key strategies:   

1.3A  Enhance cultural competence among mainstream legal service providers. 

1.3B  Increase Aboriginal representation at all levels of mainstream service delivery. 

1.3C  Increase outreach to and communication with Aboriginal communities.  

1.3A  Recommendations in Struggle for Justice and Building Bridges provide the 

framework for implementing approaches that could be adopted across the justice 

environment. For example, Recommendation 3.3 of Building Bridges identifies the 

provision of cross-cultural training, which could apply to all legal service 

providers, not just those associated with the Legal Services Society.   

1.3B  Aboriginal research participants identified the òwhitenessó of justice system 

services as an enormous barrier to access. Key recommendation #1 of the 

Building Bridges report, which calls for increased representation at all levels of 

service provision including management, has applicability across the justice 

environment.  

1.3C  Increased outreach to and communication with Aboriginal communities 

would assist mainstream legal service providers to acquire knowledge about 

local culture and traditions, including ways in which a clientõs own community 

can provide suppor t and assistance. 
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2. Access to in-person assistance 

A dominant theme to emerge from the discussions was the need to enhance 

mechanisms of service delivery which provide in -person assistance to those 

seeking legal help.  As the interviews demonstrate, much of this is happening 

already in different communities around the province, where local service 

providers bring ingenuity to the effort. The following suggestions are the ones 

that were made most frequently in the course of the interviews.  

2.1   Enhance se rvices to people using the courts  

Key strategies 

2.1A  Extend lawyer advice services to smaller court venues. Ideally, unrepresented 

litigants would be able to make an appointment to see an advice lawyer before the court 

day. In places where in-person legal advice is not viable, provide an unrepresented 

litigant with an opportunity to talk to duty counsel by phone/video before the court day.  

2.1B  Extend the ability of family justice counsellors to have a presence in the smaller 

communities, possibly using an outreach service model. 

2.1C Enhance the availability of information/support services for litigants in the smaller 

courts. For example, resource additional Native Courtworkers to address family/civil legal 

problems. 

2.1D  Enhance the availability of information resources for litigants with civil and family 

matters in the small courts.  

Next Steps: 

The PLEI Self-help Subcommittee in partnership with the PLEI Working 

Group as a whole could: 

(a) Examine the possibility of reintroducing the Court Literacy 

Distri bution System, with the aim of ensuring that the system included 

smaller courthouses. This system distributed legal information 

materials to the courthouse with legal information materials; system 

procedures are still in existence. 

(b) Examine the potential for expanding this system into key community 

agencies, including those in communities where there is circuit 

court/no court, possibly linked with an outreach service model.  
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(c) Consider ways in which this initiative could add further functionality 

to the Portal Initiative (i.e. materials in print support online resources).  

(d) Approach the Law Foundation to support a feasibility phase of this 

initiative, with a view to implementation if successful.  

 

2.2  Enhance the capacity of communities to provide access to legal help  

 

Key strategies:   

 

2.2A  Increase outreach services into smaller communities. 

2.2B  Focus on finding the community ñgoïtoò people and providing them with 

information.  

2. 2C Collaborate with existing services and networks. 

2.2D  Enhance lawyer capacity to provide supervision and support to community 

advocates, particularly in the area of poverty law.  

2.2A  This strategy would involve enabling current legal service providers in the 

regions to travel more frequently to the smaller communities in order to pr ovide 

services and/or build connections with local non -legal service providers.  The 

solution suggested by many of those interviewed focused on increasing the 

numbers of legal service providers who do outreach ð in particular community 

advocates and LIOWS ð and extending the hours of those already in place. 

2.2B  In small communities, there are ògoðtoó people who assist others to find 

and use services and who are known in their communities as credible sources of 

help. The research indicates that these people may be librarians, victim service 

workers, transition house workers, nurses, band social workers ð a community 

leader/champion of any kind. When these people know how to access legal 

resources and whom to call for more guidance, they can become key 

intermediaries between the client and the service.  While many needs were 

identified, family law emerged as the area of greatest demand.  The LawMatters 

initiative that is providing training/support to librarians in small public libraries 

is an example of this strategy.  One way to enhance support to these crucial nonð

legal service providers such as transition house workers could be to develop a 

òfamily CASL lineó that could respond to calls (also see recommendation 3.2). 
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2.2C  Another central theme in the interviews was the importance of 

collaboration amongst those involved in providing legal services.  Again, much 

of this happens already at the community level.  This can involve active 

coordination amongst those working directly within the justice system, or 

establishing links with social service agencies or other community level 

resources that can help people find the door to the legal services they need. 

2.2D   Given the role played by community advocates in an environment where 

other options for in -person access to legal help are scarce to non-existent, the 

capacity of supervising lawyers to provide support in the area of poverty law 

becomes crucial.   

3. Access to distance assistance 

Any comprehensive strategy to address legal access needs in rural and remote 

BC is going to involve an exploration of interactive technologies.  The positive 

news is that these services are becoming more appealing to those who feel 

comfortable online and have Internet access.  Recent moves to present materials 

that combine sound/t ext/video may serve to extend the reach of the 

information.  Realistically, one of the most promising òsolutionsó for improving 

services in rural and remote parts of this province may be to focus on getting the 

information to the intermediary.  Given all o f the challenges identified in this 

report, in many instances the intermediary may need to receive this information 

via a distance service. 

Many of those interviewed talked about ways of using communications 

technology in order to provide assistance from a distance, and identified 

opportunities.  New and enhanced web -based systems are one example; video 

conferencing is another.  In some cases, these models could align Internet-based 

sources of content delivery with telephone -based models of personalized 

support and assistance.  Interactive technologies such as televideo and live chat 

may in part address the primary need to òhave someone to talk to.ó   

3.1  Explore the possibilities of a remote legal self -help service  

Key strategies:   

3.1A  Develop a framework for a rural and remote self -help legal information service 



Page | 96 

 

(ñremote legal self help serviceò), identifying which needs from this research it could 

meet, which groups should be involved in developing a vision for such a service, and 

what the next steps should be. 

One way to begin to address needs is to explore ways technology can close the 

gap by providing a òremote legal self-help serviceó that would focus on 

providing clients and intermediaries with:  

 online self-help resources that are (a) useful to individuals; and (b) are tied 

to a network of delivery through local organizations and services  

 phone and/or live ðchat/video help with document preparation  

 access to legal advice via televideo 

In this research many people cited the same needs as were identified in the 

mapping for the Vancouver Supreme Court Self -Help Information Centre and 

the Justice Access Centres:  people are seeking information about their 

family/civil problem, information about legal procedure, assistance with 

document preparation, and le gal advice. 

A self-help service of this kind would build on expertise that already exists 

within the legal service groups, including familiarity with state -of-the-art 

technology. It would draw upon SHIC/JAC experiences and could be combined 

with training i n its use as it is introduced into communities.   

Next Steps: 

Service providers involved in addressing self -help needs could explore the 

possibility of developing the framework for a òremote legal self-help 

service.ó An incremental approach could be taken, with an initial focus on 

information/procedural assistance and court document preparation. An 

exploration of the potential for televideo legal advice could follow.  

3.2   Enhance telephone services  

Key strategies:   

3.2A  Increase resourcing for the prov ince-wide phone lines, including regional service 

delivery, in order to shorten wait times.  

3.2B  Consider expanding the role of telephone line lawyer support (the CASL model) to 
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serve a wider base of intermediaries.  

3.2A  The interview process found that people in rural and remote areas who 

may not have 24x7 access to a phone, and who may be on pay-as-you-go plans, 

need prompt access to telephone services. In addition, regional telephone 

services were seen as being accessible by the client group, as having local 

knowledge clients can relate to, and as building capacity within local areas. i   

Given that the CASL service was identified as being highly valuable, it may be 

worthwhile considering ways in which this model could be extended in rural 

and remote locations to reach a wider group of service providers. 
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Appendix A:    

Current access to justice environment  

The current access to justice environment in rural British Columbia includes the 

following services providers.

BC Courthouse Library Society  

The B.C. Courthouse Library Society is a 
non-profit organization providing 
access to legal information resources 
and information services to members of 
the legal community and the public of 
British Columbia. With headquarters at 
the Vancouver Law Courts, the BC 
Courthouse Library Society also has 
Regional Libraries in Kamloops 
Kelowna Nanaimo  New Westminster  
Prince George and Victoria .  

Current major access to justice 
initiatives include provision of  better 
access to legal information in public 
libraries and lead role in the 
development of a web portal to facilitate 
public access to legal information and 
education. 

Canadian Bar Association, BC Lawyer 
Referral and Dial ðaðLaw 

Lawyer Referral offers an initial half ð
hour consultation for $25. In the last six 
months of 2007, Lawyer Referral made 
approximately 1038 family and civil 
referrals for callers outside the major 
urban centres.  See Appendix D for 
details. Dial -a-Law is a taped phone 
service, with tapes available online. 

Court Services 

Family Justice Counsellors are located 
in Family Justice Centres throughout 
the province.   

To see where they are located, go 
online: 
http://www.ag.gov.bc.ca/family -
justice/resources/brochures_booklets /c
ounsellors/FJCentres.pdf  

For Supreme Court registries see online: 
http://www.courts.gov.bc.ca/sc/regist
ry/.  Some are filing registries only.  

For Provincial Court locations, both 
staffed and unstaffed, see online: 

http://www.provincialcourt.bc.ca/judi
cialadministration/courtlocationsmap/i
ndex.html  

Law Courts Education Society   

The Law Courts Education has regional 
coordinators in five BC regions, and 
provides education/information 
services online and in areas including 
Northern BC, Thompson, and 
Okanagan. For details, see the website: 
www.lces.ca 

Law Foundation Community 
Advocates 

In 2007, the Law Foundation of BC 
provided funding support to 24 
organizations for 26.9 advocates out of 
the Lower Mainland and the Capital 
Region.  These advocates provided 
assistance to 16,885 people.  These 
advocates are the major providers in the 
province of frontline assistance with 
poverty law matters.  (Some advocates 
also provide assistance in some family 

http://www.bccls.bc.ca/index.cfm?Group_ID=2612
http://www.bccls.bc.ca/index.cfm?group_ID=2613
http://www.bccls.bc.ca/index.cfm?group_ID=2614
http://www.bccls.bc.ca/index.cfm?group_ID=2615
http://www.bccls.bc.ca/index.cfm?group_ID=2616
http://www.bccls.bc.ca/index.cfm?group_ID=2617
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and other civil matters.)  While 
advocates tend to be located in towns, 
they play an outreach role to smaller 
communities.  One program, the 
Travelling Poverty Law Program, 
moves on circuit. 

Legal Services Society 

Legal aid services: Outside of the 
Lower Mainland and Capital Region, 
LSS provides legal aid services through 
5 regional centres, 2 regional centre 
satellite offices, and 22 local agent 
offices. Through their regional offices 
LSS managing lawyers play a key role 
in providing duty counsel and advice 
services, and doing outreach into the 
smaller communities.  Local agents ð 
private bar lawyers ð deal with legal aid 
applications.  For a list of current 
locations of legal aid offices, see 
http://www.lss.bc.ca/legal_aid/legal_
aid_offices.asp 

LawLINE : LawLINE is a toll ðfree 
telephone service that provides general 
legal information and, in some cases, 
advice about legal issues.   

Legal Information Outreach Workers  
(LIOWS): LIOWs attached to LSS 
regional offices. As well as LIOWs in 
Metro Vancouver and Greater 
Vancouver, there are LIOWs in the LSS 
regional offices in Kelown a, Prince 
George, and Terrace, and the satellite 
office in Prince Rupert.   

 

Native Courtworkers and Counselling 
Association of BC  

While Native Courtworkers are for the 
most part mandated to focus on 
providing assistance in the area of 
criminal law, many a re approached by 

clients for help with family/civil 
matters as well.  Outside of the Metro 
Vancouver and Greater Victoria there 
are 4 courtworkers in the Northern 
Interior, five on the Island, and six in 
the southern interior.  

Nisgaõa Lisims 

The Nisgõa people have a Nisgaõa 
Lisims Government  Access to Justice 
Department.  For details, see under 
Access to Justice, online at 
www.nisgaalisims.ca/nisgaa_governme
nt_services/programs_and_services 

Pro Bono Services 

Services are provided in 85 clinics of the 
Western Canada Society to Access 
Justice and the Salvation Army BC Pro 
Bono Program, and by the roster 
programs of Pro Bono Law of BC.  

For locations of pro bono services in 
rural areas, see the Pro Bono Map of BC: 
www.probonomap.bc.ca  

For some sample statistics, see 
Appendix D.  

Service BC Government Agents  

Service BC government agents provide 
access to government services at 
approximately 60 locations across BB. 
For a map and list of locations see 
http://www.governmentagents.gov.bc.
ca/locations/map.htm  
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Appendix  B:    

List of research participants by sector  

Informants for the research included both service providers who have expertise 
in client needs and frontline service delivery, and resource developers/ program 
managers who have expertise in the development of possible service responses.  

Community advocates and 

community workers: Includes Law 

Foundation -funded advocates, First 

Nations justice department staff, Native 

Courtworkers, transition house workers, 

and womenõs centre volunteers. 

Aiyansh : Justice Department Manager, 
Nisgaõa Lisims Government: Faith Tait 
 

Campbell River : North Island 
Advocacy Centre: Sian Thompson 
 

Cranbrook: Womenõs Resource Society 
Travelling Poverty Law Advocacy 
Program: Carin Morish  
 
Fort Nelson : Northern Rockies 
Aboriginal Society : Robyn Chambers 
 

Fort St James: Native Courtworker: 
Carla Olynek 
 

Fort St John: Fort St John Womenõs 
Resource Society: Sylvia Lane 
 

Grand Forks: Womenõs Resources 
Centre: Marjie Henderson; Womenõs 
Transition House, Connie Marchal  
 

Merritt : Interior Métis Child and Family 
Services: Lee Florence & Nicola Valley 
Advocacy Centre: Andree Harley  
 

Nelson : The Advocacy Centre: Becky 
Quirk  
 
Penticton: Penticton and Area Womenõs 
Centre: Carole von Heyking  
 

Port Hardy : North Island Counselling 

and Crisis Society, Executive Director: 
Chris Parker 
 

Prince George and Quesnel : Elizabeth 
Fry Society Court Support Worker: Balli 
Bassi 
 

Prince Rupert : Prince Rupert 
Unemployed Centre Society: Terry 
Intermela 
 

Queen Charlotte City : Haida Gwaii 
Legal Project Society: Bev Collinson 
 

Quesnel :  Tillicum Society, Native 
Friendship Centre: Chris Dunlop  
 

Terrace: Anti Poverty Group Society: 
Stacy Tyers 
 

Vanderhoof :  Omineca Safe Home 
Society: Sylvia Byron 
 

Vernon: Vernon Womenõs Society: 
Bonnie Cupser 
 

Williams Lake : Womenõ Contact 
Society: Margaret Tucker  

Court registry managers and 
administrators 

Burns Lake: Barb Smith 

Smithers: Janet Caird 

Cranbrook: Robert Gerard 

Valemont: Lidwina Flavell  

Golden: Lorianne Roseberry 

Rossland: Trudy Williams  

Nakusp: Sandra Saunders  
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Legal Services Society local agents 
and regional managers 

Campbell River : Doug Marion  

Dawson Creek : Glen Stasiuk 

Fort St John: Robert Zeunert  

Hazelton : Linda Locke 

Prince George: Debbie OõLeary 

Quesnel : Gary Lilienweiss  

Terrace: Judith Kenecan 

Williams Lake : Alfred Kaiser  

 

 

Legal information outreach workers 

Kamloops : Christine Lougheed 

Kelowna : David  Desautels 

Prince George: Shelley Robertson 

Prince Rupert : Carol Shaeffer 

Surrey: Baljinder Gill & Kelly Gammon  

Terrace: Michelle Angus & Ginny Aiello  

Vancouver : Roseanne Farrell  

Victoria : Kim Shelley 

 

Librarians 

Chetwynd:  Public Library: Faye 
Acheson 

Granisle  Public Library, Sherry Smith  

Lillooet : Public Library, Marion Sauve  

Oliver : Public Library: Vicky White  

Sicamous: Public Library, Eileen 
Veideman  

Smithers : Public Library , Linda 
McDugall  

 

Pro bono directors 

Vancouver : Western Society to Access 
Justice: Allan Parker; Pro Bono Law of 
BC: Jamie McLaren  

 

Provincial Court Judges 

Cranbrook  (Kamloops/Kootenays 
District): Judge Ronald Fabbro; Judge 
Ronald Webb 

Fort St John (North ern District): Judge 
Brian Daley 

Kelowna (Okanagan District): Judge 
Douglas A. Betton 

Nanaimo (North Island District): Judge 
J. Douglas Cowling & Judge Justine 
Saunders 

Prince George (Northern District): 
Judge Lynne Dollis 

Quesnel (Northern District): Judg e 
Dennis Morgan 

Smithers (Northern District): Judge 
John Milne 

Vernon  (Okanagan District): Judge 
Mark Takahashi 

 

Supreme Court Justices 

Kamloops : Justice Richard Blair.  

Kelowna : Justice Geoffrey Barrow; 
Justice Alison Beames; Justice Richard 
Brooke 

Nanaim o: Justice Fraser Wilson 

Prince George: Justice Eric Chamberlist  

 

Managers/coordinators/resource 
developers 

Kamloops : Family Justice Division: 
Robert Blennerhassett; Law Courts 
Education Society Meegan Clemis 

Prince George: Law Courts Education 
Society, Annette Russell; Joan Brett 

Vancouver : Legal Services Society: 
Thomas Quine & John Simpson 

Vancouver : Law Courts Education 
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Society: Sheena Daniels 

Helensberg, Montana : Montana Legal 
Services Association, Live Help: 
Christine Mandiloff  

 

Service BC Government agents 

Atlin:  Barbara Adkins 

Creston: Irene Walker 

Fort St James: Louly Thompson  

Fernie: Joan Johnson 

Houston : Lisa Horsnll  

Mackenzie : Joan Atkinson 

Stewart : Sandra Bramhill 

Vanderhoof : Susan Shienbein  

 

Aboriginal Community Consultation 

Prince George 

Brent Adams, Nisgõa Valley Health 
Authority  

Fran Auckland, Legal Services Society 

Joan Brett, Law Courts Education 
Society, Prince George 

Maria Brower, Central International 
Native Health, Prince George 

Orrie Charleyboy, Redstone ð 
Tsilhgotõin Nation, Alex Creek 

Christine Dalziel, Native Friendship 
Centre, Prince George 

Preston Guno, Representative for 
Children and Youth, Prince George 

Bonnie Jack, Carrier Sekani Family 
Services, Burns Lake 

Pat Jansen, Peace River North District, 
Fort St John 

Lucille Mattress,  Central Interior Native 
Health, Prince George 

Cindy Parsons, Aboriginal Peopleõs 
Family Accord, Cariboo -Chilcotin, 
Williams Lake  

Annette Russell, Law Courts Education 
Society, Prince George 

Faith Tait, Access to Justice, Nisgaõa 
Nation  

Pamela Torres, Gitxsan Unlocking 
Aboriginal Justice Society, Hazelton 

Theresa Wesley, Aboriginal Justice 
Society, Prince Rupert 

Charlene Webb, Tsõaztõen Health, Prince 
George 
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Appendix C:    

List of research participants by region  

 

North West 

Aiyansh  

Faith Tait, Justice Department Manager, 
bƛǎƎŀΩŀ [ƛǎƛƳǎ DƻǾŜǊƴƳŜƴǘΤ .ǊŜƴǘ !ŘŀƳǎΣ 
bƛǎƎŀΩŀ wŜǎǘƻǊŀǘƛǾŜ WǳǎǘƛŎŜκ±ƛŎǘƛƳ {ŜǊǾƛŎŜǎ 
Coordinator 

Atlin  

Barbara Adkins, Government Agent  

Haida Gwaii 

Bev Collinson, Haida Gwaii Legal 
Project Society 

Hazelton  

Pamela Torres, Executive Director, 
Gitxsan Unlocking Aboriginal Justice 
Society; Linda Locke, LSS local agent  

Houston  

Lisa Horsnll, Government Agent  

Prince Rupert  

Carol Shaeffer, Legal Information 

Outreach Worker, Legal Services 

Society; Terry Intermela, Prince Rupert 

Unemployed Centre Society; Theresa 

Wesley, Aboriginal Justice Society  

Smithers  

Judge John Milne; Janet Caird, Court 
Registry; Linda McDugall, Smithers 

Public Library  

Stewart  

Sandra Bramhill, Government Agent  

Terrace  

Stacy Tyers, Anti Poverty Group 
Society; Judith Kenecan, Michelle Angus 

& Ginny Aiello, Legal Services Society 

 
 

Northern Interior 

Burns Lake  

Bonnie Jack, Carrier-Sekani Friendship 
Centre; Barb Smith, Court Registry  

Fort St James 

 Carla Olynek, Native Courtworker  

Granisle   

Sherry Smith, Pubic Library 

Mackenzie  

Joan Atkinson. Government Agent  

Prince George  

Justice Eric Chamberlist; Judge Lynne 

Dollis ; Balli Bassi, Elizabeth Fry Society; 
Maria Brower & Lucille Mattress, 
Central Interior Native Health Society; 
Christine Dalziel, Native Friendship 
Centre; Preston Guno, Representative 
for Children and Youth; Annette Russell 
& Joan Brett, Law Courts Education 
Society; Debbie OõLeary & Shelley 
Robertson, LSS; Charlene Webb, 
Tsõaztõen Health. 

Quesnel    

Judge Dennis Morgan; Chris Dunlop, 
Native Friendship Ce ntre; Gary 
Lilienweiss, LSS local agent 
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Valemont  

Lidwina Flavell, Court Registry  

 

Vanderhoof  

Susan Shienbein, Government Agent; 
Sylvia Byron , Omineca Safe Home 
Society 

 

 

North East

Chetwynd  

Faye Acheson, Public Library 

Dawson Creek   

Glen Stasiuk, LSS local agent 

Fort Nelson  

Robyn Chambers, Northern Rockies 
Aboriginal Society:  
 

Fort St John  

Pat Jensen, School District #60; Sylvia 
Lane, Fort St John Womenõs Resource 
Society; Robert Zeunert, LSS local agent 

ThompsonïCaribooïShuswap

Alexis Creek  

Orrie Charleyboy, Redstone, Tsilhgotõin 
Nation   

 
Kamloops   

Justice Richard Blair; Robert 

Blennerhassett, Family Justice Division; 

Meegan Clemis, Law Courts Education 

Society; Christine Lougheed, LSS LIOW 

Lillooet  

Marion Sauve, Public Library  

Merritt  

Lee Florence, Interior Métis Child and 
Family Services; Andree Harley, Nicola 
Valley Advocacy Centre  

 

Sicamous  

Eileen Veideman, Public Library  

Williams Lake   

Alfred Kaiser, LSS local agent; Cindy 
Parsons, Aboriginal Peopleõs Family 
Accord, Cariboo-Chilcotin; Margaret  
Tucker, Womenõ Contact Society 

 

KOOTENAYS

Cranbrook   

Judge Ronald Webb; Robert Gerard, 
Court Registry; Carin Morish, Womenõs 
Resource Society Travelling Poverty 
Law Advocacy Program  

Creston  

Irene Walker, Government Agent  

Fernie  

Joan Johnson, Government Agent  

Golden  

Lorianne Roseberry, Court Registry 
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Grand Forks   

Marjie Henderson, Womenõs Resources 
Centre; Connie Marchal, Womenõs 
Transition House 

Nakusp  

Sandra Saunders, Government Agent 

Nelson   

Becky Quirk, The Advocacy Centre 

Rossland  

Judge Ronald Fabbro; Trudy Williams, 
Court Registry  

 

OKANAGAN

Kelowna   

Justice Geoffrey Barrow; Justice Alison 
Beames; Justice Richard Brooke; Judge 
Douglas A. Betton; David Desautels, 
LSS LIOW 

Oliver   

Vicky White, Public Library  

Penticton  

Carole von Heyking, Pentict on and Area 
Womenõs Centre 

Vernon   

Judge Mark Takahashi; Bonnie Cusper, 
Vernon Womenõs Society

 

North Vancouver Island

Campbell River   

Doug Marion, LSS local agent; Sian 
Thompson, North Island Advocacy 
Centre 

Nanaimo  

Justice Fraser Wilson; Judge J. Douglas 
Cowling; Judge Justine Saunders 

Port Hardy  

Chris Parker, North Island Counselling 
and Crisis Society 

 

Metro Vancouver and Victoria  

Law Courts Education Society: Sheena 
Daniels & Rick Craig 

Legal Services Society: Fran Auckland, 
Roseanne Farrell, Kelly Gammon  
Baljinder Gill, Thom Quine, Kim 
Shelley, and John Simpson, with advice 
from Pamela Shields 

Pro Bono: Jamie Maclaren, Pro Bono 
Law of BC, Allan Parker, Western 
Society to Access Justice  

Supreme Court Self-help Information 

Centre: Advice from Richard Rondeau 
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Appendix D:    

Statistical information  

 

Lawyer Referral  

Details by legal matter for the 1,038 family and civil lawyer referrals made for callers 
outside the Metro Vancouver and Greater Victoria, in population centres of 30,000 or 
less, in the sixðmonth period 2/7/2007 to 31/12/2007  

 

Problem type  Totals  

Aboriginal law  3 

Administrative law (tribunals)  3 

Collection    22 

Commercial  24 

Construction   16 

Consumer complaints 7 

Corporate    15 

Customs   1 

Defamation   10 

Employment (non u nion)  59 

Environmental   1 

Expropriation  1 

Family   532 

Family mediation  6 

Human rights    8 

Immigration   12 

Insolvency   3 

Insurance   32 

Labour (management/union)  
  

8 

Medical Malpractice  10 

Mental health   3 

Motor Vehicle Accidents  43 

Mu nicipal  6 

Pensions and benefits  1 

Professional malpractice  7 

Real property  61 

Taxation  7 

Torts  83 

Wills, Estates & Trusts  31 

Workers Compensation  22 
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LawLINE Summary Data for Rural and Remote BC (Fiscal 2006/07)  

Data based on callers from population centres of 30,000 or less. 

 

Area of Law % Breakdown 
Aboriginal Law 0.4% 

Admin 7.0% 

Consumer Rights 6.8% 

Debt 7.6% 

Employment 3.6% 

Family Law 37.7% 

Health and Estates 12.6% 

Housing 13.2% 

Human Rights 1.4% 

Immigration & Refugee 1.1% 

Income Security 6.2% 

Torts 6.7% 

 

* Categories listed in the graph legend start at the top (12 oõclock position) and move clockwise. 


