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Project: Community Law Centres

Community Law Centre @ Realm of 
Tranquility

Concept: Setting up Community Law Centres in close 
proximity to vulnerable and disadvantaged populations, 
working hand in hand with social sector

Proof of concept: ~1,000 service users in first year

Outcomes: 

• Empowered Communities
• Enhanced Well-being
• Sustained Social Impact



• First recipient of NCSS 4ST Partnership Fund “Grow” grant to scale 
proof of concept

• Grant included S$80,000 Impact Evaluation budget based on the 
TOC, indicators and RE-AIM framework agreed upon with funders

Credit: The Straits Times

Credit: Mothership

https://www.straitstimes.com/singapore/pro-bono-sg-opens-its-second-free-community-law-centre-in-woodlands
https://mothership.sg/2024/01/pro-bono-sg-woodlands-community-law-centre/
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Evaluation Framework



Justice 
for all

Access to quality 
legal resources and 
services for Service 
Users through 
legal:

• Awareness
• Advice
• Advocacy

Enhanced 
well-being

Empowered 
Communities

Lack of
• Awareness of 

legal issues;
• Knowledge of 

where and how 
to seek help  

• Resources to 
obtain legal 
support

Root Cause Activities Outputs
Short Term 
Outcomes

Sustained, and 
scaling up of, 
social impact

• Trainings and 
onboarding

• Informational 
Materials

• Partnerships
• Referrals
• Volunteers
• MOUs and 

initiatives with 
law firms

Long Term Impact

• Attrition in the 
legal 
profession;

• Insufficient 
buy-in from mid 
to large-size 
law firms

Intermediate 
Outcomes

Capacity and 
Capability Building 
for the Socio-Legal 
sector

• Understanding 
of legal needs

• Ability to 
communicate 
needs

• Awareness of 
socio-legal 
issues and 
available 
support

• Decision 
making and 
agency

• Knowledge and 
understanding

• Access to 
information 
and support

• Confidence in 
managing 
specific legal 
issues

• Sense of 
meaningful 
engagement

• Reduced stress

• Confidence in 
navigating 
sector

• Sense of 
belonging and 
purpose

• Organisational 
efficiency

• Ability to focus 
on social 
impact work

• Integrated care

• Individuals 
• Trainings
• Content and 

publications
• Clinics and 

consults
• Representation
• Case reviews
• Quality checks

Strategic 
Outcomes

Problem

Theory of Change

• Fragmentation 
of services 
within the 
socio-legal 
sector; 

• Systemic gaps 
in legal aid 
coverage.

Vulnerable and 
disadvantaged 

communities lack 
access to legal 
resources and 

services

Insufficient supply 
of willing and 

trained skills-based 
volunteers

Non-profits lack 
access to legal 
resources and 

services



ACCESS
• Reach

o No. of individuals who approach the organisation and receive 
support

o No. of individuals who indicate that they heard about PBSG 
through our outreach

• Timeliness and accessibility
o % of service users who report

• Ease of accessing service
• Efficiency of processes/timely access to services
• Satisfaction with the duration/timing of the session

o Whether assistance was provided based on pre-determined 
time-frames

SERVICE QUALITY 

• Ease of communication and sense of safety
o % of service users who report 

• Ease of communication/comfort level with staff and lawyers
o No. of service users matched with relevant translators

• Relevance of legal expertise and advice
o % of service users who report they received relevant/helpful 

advice
• Meeting of expectations and needs

o % of service users who report
• Their needs were met
• Their expectations were met

• Willingness to return to and recommend organisation
o % of service users/social service professionals/volunteers who 

report
• Willingness to return to PBSG for additional help
• Willingness to recommend PBSG to others
• Long term volunteerism

• General satisfaction
o % of service users/social service professionals/volunteers who 

are satisfied with their experience

OUTCOMES AND INDICATORS

ENHANCED WELL BEING EMPOWERED COMMUNITIES SUSTAINED, AND SCALING UP OF, 
SOCIAL IMPACT

INTERVENTION SPECIFIC
Enabling access to quality legal resources and services

• Improved understanding of 
legal/social needs and issues
o % of service users/social 

service professionals who 
report improved

• Awareness or where and 
how to seek legal support

• Understanding of relevant 
legal issues and needs

• Understanding of next 
steps required to address 
legal needs/support their 
clients

o % of volunteers who report 
improved understanding of

• Social issues in Singapore
• How to support their 

clients

• Improved decision making 
(agency)
o % of service users who report 

• An improved ability to 
make decisions related to 
their situation

• Feeling a sense of control 
related to their situation

• Enhanced knowledge of the 
case and sector
o % of service users/social 

service 
professionals/volunteers who 
report improved knowledge 
related to their case/legal 
needs/social issues

• Improved access to information and support
o % of service users/social service 

professionals/volunteers who feel they have 
access to the information they need to take 
next steps/better perform their roles

o % of service users/social service 
professionals/volunteers who feel they have 
access to the support they need to  take 
next steps/better perform their roles

• Increased confidence
o % of service users/social service 

professionals who report increased 
confidence in managing specific legal issues

o % of service users who report improved 
confidence managing the socio-legal sector

o % of volunteers who report improved 
confidence in their ability to provide relevant 
advice.

• Reduced stress
o % of service users/social service 

professionals/volunteers who report reduced 
stress/improved happiness as a result of the 
support received

o % of service users who report feeling more 
positive about their situation

• Increased sense of meaningful engagement, 
purpose and belonging
o % of volunteers who report

• Feeling their work is meaningful
• An increased sense of belonging at 

PBSG
• An increased understanding of the 

importance of their work

• Increased efficiency
o % of non-profits who report increased 

work efficiency due to the support they 
received

• Increased ability to focus on social 
impact work and grow/scale up their 
impact
o % of non-profits/social service 

professionals who report an increased 
ability to 

• Focus on their social impact work
• Grow scale up their impact

• Improved provision on integrated care to 
service users where their diverse needs 
are met by relevant experts
o Relevant results for user empowerment 

and participation across services
o % of service users who report

• Feeling supported, understood and 
accompanied across different care 
touchpoints

• Clear pathways across services that 
reduce confusion and delay

o % of partners who report
• Improved awareness of each other’s 

services
• Timely sharing of case updates
• Access to relevant advice from 

others based on client’s unique 
needs

• Improved efficiency in terms of 
referral and application processes

• Trust between themselves and other 
partners
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Who can the agency work with for the evaluation 
research? E.g.

• In-house research departments
• Outsourcing to research consultant
• A combination of working with an external 

research consultant and in-house research 
consultant

How long should the evaluation research last?

Mandatory evaluation activities e.g.
• 1-to-1 surveys with 50 service users across 5 

case types
• Follow-up surveys 2 months post-service
• Focus Group Discussion with community 

partners
• Focus Group Discussion with staff and 

volunteers

Milestone deliverables e.g.
• 6-month progress update
• Final report



• Are service users able to 
sustain outcomes?

• Can programme be 
sustained by agency 
without external 
funding?

• Cost avoidance?

• To what extent implemented 
as intended?

• Barriers and facilitators?
• Aspects perceived to be most 

important to changing service 
outcomes

• Extent that Service Standards 
help to achieve outcomes

• Proportion of 
service users who 
achieved intended 
outcomes

• Unintended 
outcomes

• Proportion of 
service users that 
belong to originally 
intended service 
users

• Barriers and 
facilitators in 
recruitment

Reach Effectiveness

MaintenanceImplementation

Adoption (NA)
• How to develop 

organizational support 
to deliver intervention

RE-AIM  Framework



Case study: Assessing the 
impact of pro bono legal 

research





Metrics
1. Relevance
• Did research address identified knowledge gaps?
• Did it meet CSO needs?

2. Quality
• Legal accuracy and credibility
• Accessibility of language
• Contextual relevance

3. Use 
• Internal strategy development
• Advocacy (legislative submissions, policy consultations, court submissions)
• Training and capacity building
4. Reach
• Where reports were republished or shared
• Geographic spread

5. Outcomes
• Legislative changes informed
• Policy consultations influenced
• Capacity strengthening

Others
• Download/social media engagement 

metrics

• Academic citations

• Media coverage




