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WHO WE ARE

More than four decades fighting for
equal access to justice.

Marrickville Legal Centre (MLC) is a not-for-profit community legal centre based in Sydney’s
Inner West, serving clients across New South Wales. Established in 1979, we have spent more
than four decades providing free and accessible services to people too often overlooked by our
legal systems — and our commitment to that mission has never been stronger.

Our vision is to help people forward towards better and fairer outcomes, and to create access to

justice for us all.

We advocate for equal access to justice and human rights protections, working to break down
the societal barriers that marginalise our most vulnerable community members. As one of the
busiest community legal centres in NSW, we understand the weight of that responsibility

deeply.

The need for what we do is growing — and not going away. MLC believes that every person has
a right to accessible legal information, advice, advocacy and representation. That belief
underpins everything we do.
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OUR TEN-YEAR HORIZON

Over the next decade, we will harness technology and innovation to reach more people, reduce
the number of clients we are unable to assist, and ensure that no one in our community is turned

away simply because demand exceeds our capacity. The work we do will always be guided by

what our community needs — and we are investing in the tools, capabilities and systems to meet

that need at scale.
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WHAT WE DO

Holistic, wrap-around legal support — built for the people who

need it most.

We provide free and affordable services to people who are experiencing
social and economic disadvantage. Our team delivers a wide range of legal
services, working across community networks to offer holistic, wrap-around
support in partnership with our service partners.

We help clients unpack complex legal problems and respond in the way that
serves them best — that means legal advice and representation, information
and referral, or connection to other support. Our services also encompass

community legal education, outreach, and community development through

active participation in local, statewide and national forums.
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Over the life of this Strategic Plan 2026-2029 and our broader ten-year
vision, MLC will invest in modernising the way we work. We will expand
digital and technology-enabled channels to make our services more
accessible, reduce barriers to first contact, and meaningfully reduce the
number of clients we must turn away. We will build in-house capacity to
measure, monitor and continuously improve the effectiveness of our service
delivery: who we reach, how well we serve them, and where we can do
better.

Innovation in service delivery will be tested and evaluated rigorously
alongside our service partners, so that what works can be scaled and
sustained. By the ten-year mark, MLC will have developed into a Centre of
Excellence — with advanced legal capability, modern systems and an
enduring culture of quality that sets the benchmark for community legal
practice.
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OUR REACH

From the inner west, serving NSW.

1.5M-

People in our primary catchment

1979

Established — over four decades of service

Primary catchment

Based in Sydney’s Inner West, delivering legal services throughout the Inner West,
South West and Southern Sydney — more than 1.5 million people across eight
LGAs:

Bayside Council - Municipality of Burwood - City of Canada Bay - City of
Canterbury-Bankstown - Georges River Council - Inner West Council - Municipality
of Strathfield - Sutherland Shire
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1.071M.- 2

People reached through NSATS State-wide specialist services

Northern Sydney Area Tenants’ Service (NSATS)

NSATS extends our reach to a further catchment of more than 1.071 million people
across nine northern LGAs:

Hornsby Shire - Municipality of Hunters Hill - Ku-ring-gai Council - Lane Cove
Council - Mosman Council - North Sydney Council - Northern Beaches Council - City
of Ryde - City of Willoughby

Two services — the Youth Legal Service and the Strata Collective Sales &
Advocacy Service — operate state-wide.
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Where cutting-edge legal practice,
technology and human compassion work
together.

Over the next ten years, MLC will become a place where cutting-edge legal We will invest in our people, building deep legal capability and a culture of
practice, technology and human compassion work together to deliver access excellence that attracts and retains the best in the sector. And we will

to justice for those who need it most. We will modernise how clients find us, strengthen the partnerships, systems and funding foundations that allow us
engage with us and receive support, using digital innovation to break down to grow sustainably — so that our impact compounds year on year.

barriers and ensure that fewer people are turned away.

This is not simply a plan for MLC. It is a commitment to our
community: that by 2036, more people across New South Wales
will have access to the legal help they deserve — and that MLC will
be the organisation leading the way.
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2026-2029

Our strategic priorities.

Reflecting the Board’s commitment to our long-term vision, six strategic priorities will guide MLC

through the first phase of our ten-year journey. Each is anchored by a clear strategic objective, a

picture of what success looks like, and the measures we will hold ourselves to between 2026 and

2029.

Client experience

n A deeply connected, accessible
organisation delivering lasting impact
for clients.

Centre of Excellence

m A leading CLC known for specialist
expertise, thought leadership and
innovation.
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Stable workforce

A workforce of choice where people
are developed, valued and set up to
thrive.

Funding

Financial resilience through smart
diversification and disciplined
stewardship.

Brand, trust & stakeholder
relationships

A mission-led organisation with a
strong public identity and active
sector presence.

Cyber & digital

Modern, secure and digitally capable
— reaching clients through every
channel.
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STRATEGIC PRIORITY 01

Client experience

A deeply connected, accessible organisation delivering meaningful and lasting impact for our clients.

2026-2029 OBJECTIVE HOW WE MEASURE SUCCESS

Operate as part of a connected network, where clients e Referral volume growth — year-on-year referral growth from partner organisations and within MLC,
move between partner organisations without friction, successfully placed (includes MLC internally, and MLC to Blue Gum Legal - a low cost legal service wholly
and with confidence that the right support is within owned and controlled by MLC and legal community); baseline established 2026.

reach. e Partner confidence — minimum 5% increase YoY of partner organisations rating MLC as a trusted, reliable

referral partner in the annual stakeholder survey, from 2027; baseline established 2026.

2026-2029 OBJECTIVE HOW WE MEASURE SUCCESS
An active, visible presence across the communities we @ Outreach locations — regular presence in at least 8 LGAs by 2027, scaling through to Q4 2029; tracked
serve, meeting people where they are to reduce the quarterly.

distance between clients and the help they need. e Service quality satisfaction — maintain 85% or more of clients rating service quality “excellent” or “very

good” from the 2026 baseline; improve by 3% YoY where baseline is below 85%.
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m STRATEGIC PRIORITY 02

Stable workforce

A workforce of choice where people are developed, valued and set up to thrive.

2026-2029 OBJECTIVE HOW WE MEASURE SUCCESS
Strong communication and connection, so people feel @ Wellbeing plan — deployed and communicated by 2026, including the establishment of a Wellbeing
supported in their careers, wellbeing, physical space, Council.

contributions and sense of value. e Employee engagement — Pulse survey metrics (baseline March 2026) — Belonging 69% — 75% by 2029;

organisational leadership trust 48% — 58% by 2028, 65% by 2029; recommend MLC as a place to work 77%
— 82% by 2029; change communication effectiveness above 40% — 65% by 2028.

m STRATEGIC PRIORITY 03

Brand, trust & stakeholder relationships

A mission-led organisation with a strong public identity, credible funder relationships and active sector presence.

2026-2029 OBJECTIVE HOW WE MEASURE SUCCESS
A unified communications and brand presence e Brand awareness — community survey showing a 10% YoY increase of catchment residents outside the
programme, clearly articulating our value to Inner West Council identifying MLC as their local community legal centre.

community, funders, and ecosystem partners. e Ecosystem trust — 30 MOUs by 2029; minimum 5% YoY increase of partner organisations rating MLC as a

trusted, reliable referral partner in the annual stakeholder survey, from 2027; baseline established 2026.
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STRATEGIC PRIORITY 04

Centre of Excellence

A leading community legal centre known for specialist expertise, thought leadership and innovation.

2026-2029 OBJECTIVE

Recognised across the community legal sector as a
centre of specialist expertise — influencing law reform
and setting practice standards within domains.

2026-2029 OBJECTIVE

A placement of choice for students, recognised by
universities for offering structured, high-quality training
in community legal practice and social impact.
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HOW WE MEASURE SUCCESS

Speaking & thought leadership — 2 practitioners presenting at sector conferences or university forums per
year from 2027.

Published practice output — minimum 12 practice articles or case studies and 4 law reform submissions per
year.

Domain expertise — minimum 1 accredited specialist in a priority domain by 2028.

HOW WE MEASURE SUCCESS

University partnerships — formal placement agreements with 1 pilot program agreed in 2026.

Placement volume — 10 student placements completed per year from 2027; broken down by discipline and
reported in the annual impact report.

Guest lecturing presence — minimum 2 MLC practitioners delivering guest lectures or participating in
academic committees at partner universities per year; tracked annually against the 2026 baseline.
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STRATEGIC PRIORITY 05

Funding

Financial resilience built through smart diversification, strong relationships and disciplined stewardship.

2026-2029 OBJECTIVE HOW WE MEASURE SUCCESS
A sustainable funding base drawing on philanthropy, e Non-traditional funding pipeline — plan, pipeline and forecasts tracked monthly (includes philanthropy,
giving, corporate partnerships, major donors, bequests, corporate partnerships, grants and similar).

and community fundraising. o Corporate & business sponsorships — total annual sponsorship revenue tracked against target; renewal

rate of 5% year on year from 2029.
e Funding confidence — 3 new philanthropy partnerships confirmed by 2027.

e Flagship fundraising event — inaugural event by Q4 2026; dollar value raised increasing each year from the
inaugural event; attendance and sponsor numbers tracked annually.

e Government contracts — renewed before expiry, with no service gap across the planning horizon.
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STRATEGIC PRIORITY 06

Cyber & digital

Modern, secure and digitally capable — reaching clients through every channel available.

2026-2029 OBJECTIVE HOW WE MEASURE SUCCESS

Use technology as enabling infrastructure to reduce the e Digital intake adoption — proportion of new client matters initiated through a digital channel (online form,

justice gap while strengthening human connection. chatbot, portal) reported quarterly; 2026 baseline established; target 25-30% of intake via digital channels
by 2029.

e Al governance policy — published and Board-endorsed by Q12027; all Al tools assessed against the policy
prior to deployment.

e Essential 8 Level 1rating — achieved and confirmed by independent external assessment by 2027;
assessment report presented to the Board.

e Staff cyber awareness training — 100% of staff complete cyber awareness training by 2026; completion
rate reported to the Board annually (metrics supplied by third party).

e Client data breach incidents — zero reportable data breaches as target; any notifiable breach reported to
the Board immediately and to the regulator within the statutory timeframe.

e Incident response time — any cyber security incident reported to the Board within 24 hours; remediation
timeline tracked and agreed.
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Marrickville
Legal Centre

From the inner west,
serving NSW

OUR TEN-YEAR ROAD MAP

The future we’re building together.

By 2036, MLC will be a digitally enabled, financially resilient community legal centre — a workforce of choice,

a trusted sector partner, and the accessible gateway to justice for every person who needs us, through every channel available.

Put the core enablers in place so the organisation can
grow with greater consistency, capability and
confidence.

Workforce & culture

People, leadership and organisational capability.

Technology & innovation

Systems, data, automation and governance.

STEP 02 Improve access & identity

Make it easier for clients and community to find,

understand and use our services across every channel.

e Identity & visibility

A clearer story, stronger visibility and a more consistent
presence.

e Access & service channels

Phone, online, in person and community-based access.

Justice For Us All: Closing The Justice Gap
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STEP 03 Strengthen sustainability

Create the partnerships, revenue resilience and shared
capability needed to support long-term mission
growth.

e Financial resilience

A stronger and more diversified revenue base.

e Ecosystem partnerships

Shared models, coordinated delivery and sector
collaboration.
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MARRICKVILLE LEGAL CENTRE

338 lllawarra Road, Marrickville NSW 2204
Hut 21, 142 Addison Road, Marrickville NSW 2204
ABN: 53 699 012 017

E info@mlc.org.au | P (02) 9559 2899

Marrickville
Legal Centre

From the inner west,

serving NSW WWW.mIC.Org.au
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