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This research and development aimed at developing standards and indicators
of the quality of civil legal aid services which would be used for assessing and
stimulating the development of the civil legal aid service.

The study was divided into 3 phases. Phase one was a survey research in
which questionnaires were used to collect data on the current civil legal service
and expectations for providing better service from 93 service providers of the
provincial civil litigatioci- under the jurisdiction of the office of the 4" Regional
civil Litigation. They were provincial chief state attomneys, attorneys for civil legal
aid, state attomeys, paralegals and clerks. 189 service recipients under the same
Jurisdiction responded to the questionnaires on their satisfactions and expectations

for civil legal service. The collected da:ta were then analyzed by descriptive

statistics, percentile and mean in the SPSS/PC’. The X2 — test was used to
determine the differences between the satisfactions and expectations of the service
recipients.  Analysis of the factors that impacted the quality of service in the
viewpoints of the recipients was also conducted.

The findings of the study in phase one revealed that the current civil legal
service was not yet made easier for the public. The service providers expected to
develop their services to make them easily accessible to the recipients.  The
analysis also disclosed that the recipients were satisfied with the services at the
minimal level, while their expectations for better services reached the maximum
one. The analyzed data on factors that impacted the service quality in the
opinions of the recipients and those of the providers showed that 4 factors were

related. They were factors on general service at the provincial offices of civil

litigation, service providers, information services, and on management of civil legal aid
service.
In the study of phase two, the investigator transformed the four factors

into four standards and took the variables with high loading scores under each

factor to formulate service quality indicators. There were 5 indicators under standard

one, 3 under standard two, 4 under standard three, and 4 under standard four.

In phase three of the study, the drafted standards and indicators were
presenied at a one-day brainstorming of the focus group of service .providers,
recipient stakeholders and academicians who discussed and reviewed them, and
made recommendation for the revision. The focus group members agreed on the

4 standards and 16 indicators, and suggested 7 indicators be revised.





