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Foreword 

 

Ensuring that citizens are able to exercise their constitutional rights requires that they 

are also able to access the legal system, especially for those citizens for whom affordability and 

accessibility are concerns.  Providing universal and affordable access to justice is also critical 

to good governance.  In recent years, information and communication technologies (ICT) have 

strengthened enormously the ability of governments to deliver a range services to its citizens 

more easily and at a much lower cost than before.  ICT technology can reduce the constraints 

in providing basic legal services and assistance to populations in remote regions and to people 

for whom social and economic barriers to accessing legal services are high. 

The Department of Justice in the Ministry of Law and Justice, Government of India, 

has taken a number of innovative steps to make legal services available to the less privileged 

and those located in more geographically inaccessible places.  In April 2017, the Department 

of Justice launched a scheme called Tele-Law that linked rural citizens with urban lawyers 

using ICT.  Tele-Law uses the ICT infrastructure of the Common Service Centres (CSCs), 

established by the Ministry of Electronics and Information Technology, to link lawyers and 

citizens requiring legal services.  Grassroots-level Paralegal Volunteers are appointed under 

the Scheme to assist citizens in accessing Tele-Law services.  Tele-Law currently operates in 

11 states: Arunachal Pradesh, Assam, Bihar, Jammu & Kashmir, Manipur, Meghalaya, 

Mizoram, Nagaland, Sikkim, Tripura, and Uttar Pradesh. At the time of this writing, it covered 

nearly 30,000 CSCs and had some 154,000 registered cases, of which legal advice had been 

rendered in some 146,000 cases.  Since ICT is spreading rapidly in India, Tele-Law has the 

potential to access to basic legal services a reality for all Indians. 

The Department of Justice requested NCAER in 2019 to evaluate the Tele-Law scheme.  

NCAER readily agreed, since the work fit in nicely into a new NCAER Law, Economics, and 

Justice Initiative led by its key work on India’s first National Crime and Victimisation Survey.  

This NCAER study is based on inputs and insights from a range of stakeholders and 

implementers, including from a special NCAER sample survey of beneficiaries and non-

beneficiaries, from Paralegal Volunteers (PLVs), Village-level Entrepreneurs (VLEs) who 

operate the CSCs, empanelled lawyers, DOJ officers, and officials in CSC e-Governance 

Services India Ltd and in the National and State Legal Service Authorities.  

The study provides a number of important insights on the operation and impact of the 

scheme and proposes a set of recommendations, especially in view of the potential national 

rollout of the scheme.  The Central Government is setting up a CSC in each Gram Panchayat, 

making a national rollout technically feasible.  The question this study answers is how best to 

configure the technical and professional services under Tele-Law to make them more 

accessible in a meaningful way for the needy. 

The study highlights the need for strong, last-mile outreach and education about the 

scheme at the local level.  The crucial role of grassroots PLVs needs to be recognized, they need 

to be given adequate training, and their work needs to be monitored to improve their 

effectiveness.  CSC infrastructure should be strengthened, including providing adequate 

privacy for beneficiaries when they communicate with lawyers.  If technically feasible, access 

to the scheme through a mobile application from outside the CSC should be considered to 

improve access.  The study points to the need for increasing the number of empanelled 

lawyers, especially as demand rises, or as a national rollout is considered.  Finally, the study 

recommends a strong, continuous, monitoring and evaluation for the Tele-Law Scheme so that 
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problems and constraints can be addressed rapidly on both the human and technical fronts in 

this innovative scheme. 

NCAER appreciates the opportunity to conduct this evaluation of the Tele Law Scheme 

for the Department of Justice.  This study has been made possible by the vision and leadership 

of Dr. Alok Shrivastava, Secretary, Department of Justice, Ministry of Law and Justice. He 

envisaged taking the Tele-law scheme forward from 1800 CSCs to a pan India level and 

commissioning an independent study for strengthening the reach of the progarmme. We are 

also deeply grateful to Ms. Sushma Taishete, Joint Secretary, Department of Justice, Ministry 

of Law and Justice, for her guidance throughout. The study benefitted greatly from discussions 

with and support from Mr. Shailesh Shrivastava, Director, and Ms. Shikha Hundal, 

Consultant. I would like to thank all other officers in the Department of Justice, in other 

branches of government, and all judicial officers involved in the Tele-Law Scheme at the 

Centre and in the States for their excellent cooperation.  Finally, I am grateful to my Special 

Assistant Ms Namrata Ramachandran for initiating this work and to Dr Sandhya Garg and Dr 

Sanjukta Das for doing the bulk of the work under the general supervision of Prof D B Gupta 

and Dr Shashanka Bhide.  I am also grateful to the other team members, Madhura Dasgupta, 

Samarth Gupta, Anika Kapoor, and Jaskirat Singh Kohli for their valuable contributions to the 

study.  

 

Shekhar Shah 

Director General  
January 12, 2020      
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Executive Summary 
 

The Backdrop 

Department of Justice (DoJ) in partnership with National Legal Services Authority 
(NALSA) and Ministry of Electronics and Information Technology (MeiTY), launched 
the Tele Law Scheme (TLS) in April 2017 across 11 states (Bihar, Uttar Pradesh, Assam, 
Arunachal Pradesh, Meghalaya, Nagaland, Manipur, Tripura, Sikkim, Mizoram and 
Jammu & Kashmir). The scheme identifies and connects citizens in need of legal 
advice with lawyers through phone or video conferencing facilities made available for 
the citizens in the Common Service Centres (CSCs) located in villages. The service is 
provided free of charge to persons identified on the basis of Section 12 of Legal Services 
Authorities Act 1987 (henceforth, Section 12). The scheme is one of the innovative 
approaches of the DoJ to make access to justice possible for the vulnerable populations 
and also affordable.   

 

About the study 

The Department of Justice commissioned NCAER to undertake an evaluation study of 
the Tele Law Scheme. The study has approached the evaluation objectives based on a 
review of the organizational and implementation strategies of the scheme, interactions 
with the key stakeholders in the scheme.  

The TLS is implemented through a network of Common Service Centres, operated by 
Village Level Entrepreneurs (VLEs) across the selected states. The CSCs provide access 
points for the rural citizens to seek legal assistance. The Para Legal Volunteers (PLVs) 
appointed in the villages are the facilitators assisting the citizens seeking legal 
assistance to register with the CSCs for appointment with an expert lawyer. The expert 
lawyer is empaneled for TLS at the state level.   

The study provides an assessment of the strengths and constraints in implementation 
and how the scheme is being utilised at the grassroots level.  The study is based on a 
sample survey of beneficiary and non-beneficiary individuals located in the Gram 
Panchayats covered by a sample of 100 CSCs distributed across the states of Assam, 
Meghalaya and Tripura in the North East and Bihar and Uttar Pradesh, in all five 
states. The Jammu &Kashmir, where TLS is implemented could not be covered in this 
study. In the states of Arunachal Pradesh, Mizoram, Nagaland and Sikkim although 
interviews were conducted with VLEs the households could not be interviewed as 
contact with them could not be established. In the case of Manipur, sample CSCs were 
not selected as it was combined with two other states in one category for sampling 
purposes because of small number of CSCs in these states. Overall, the sample also 
covered VLEs and PLVs associated with the sample CSCs besides the beneficiaries and 
non-beneficiaries, subject to the limitations above. We used a multi- stage, stratified 
sample design for the selection of final beneficiaries for the study. A sample of panel 
lawyers and key officials in the implementing authorities in DoJ, NALSA and CSC e-
Governance Services were also approached for their insights on the operation of the 
scheme. 

The scheme has been operated under two models, one in the Northeast where the DoJ 
and CSC e-Governance Services implement the scheme without a state level partner. 
In the second model, implemented in Bihar and UP, the NALSA is responsible for the 
appointment of panel lawyers and the PLVs. The basic process of linking the citizens 
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seeking legal services to an expert lawyer through telephone or internet 
communication system remains the same in both the models.  

 

Findings and Recommendations 

The findings of the study and recommendations for strengthening the scheme are 
summarised below. 

 

Profile of beneficiaries and non-beneficiaries  

 About 46% of beneficiaries have up to higher secondary level education and 
another 24% of beneficiaries have below primary education. Males have more 
years of formal education than females. The beneficiaries, or those who avail 
the TLS tend to be less educated than those who do not. Thus, people with 
relatively disadvantaged background particularly, those with less years of 
formal education, are benefitting from the scheme. 

 A majority of beneficiaries are engaged in farming at 76%.  

 A majority of disputes faced by beneficiaries are in the areas of Property / Land 
or Family matters. 

 About 96% of beneficiaries own a mobile phone.  

The TLS appears to be reaching people who are socially and economically more 
vulnerable. However, the utilisation is not universal and there may be factors 
constraining utilization. 

 

Profile of VLEs, PLVs and Panel Lawyers 

 A large majority of VLEs are male and have completed graduation. 

 46 per cent of the CSCs operated by the VLEs had started their operations in 
the recent two years when the TLS was also launched. The others were 
operating even before TLS was launched, undertaking services for the other 
schemes of the government.  

 The typical CSC has 2-3 phones and computers. Close to 50% of VLEs are not 
satisfied with the equipment and phone, and internet connections in the CSC. 
There is considerable variation in this indicator across states. 

 Majority of PLVs are educated, had acquired their legal knowledge through own 
efforts or training under the scheme and worked full time for this scheme. 
Majority had also received training under the scheme. 

 Majority of PLVs have obtained training in TLS with 86.5 per cent of male and 
89.2 per cent of female PLVs having received training in TLS. Training was 
reported to be in three categories – software, hardware and law related matters.  

 All the panel lawyers who were contacted for the study, are currently practicing 
law in the High Court and lower courts with one exception who is not presently 
practicing. 
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Factors Influencing the Impact of TLS 

Awareness about the Scheme 

 Not all beneficiaries were aware about fee waiver for individuals falling under 
Section 12. Only 69.8% of non-beneficiaries were aware about the scheme. The 
major source of awareness was family and neighbors. PLVs mainly spread 
awareness through local government but the information seems to be 
percolating through informal channels.  

 While only about 56% of beneficiaries found the registration process easy, a 
large majority of them were helped by PLVs or VLEs in registration process. 
The requirement of documentation may be one reason for the registration being 
not easy. 

 A large majority of beneficiaries were able to avail more than 1 call and upto 20 
minutes per call and had privacy during consultation. In addition, around 39% 
of beneficiaries report difficulty in accessing the scheme.  

 However, less than 50% of non-beneficiaries reported to have met a PLV and 
discussing their case with him / her. 

 Close to 50% of beneficiaries have some grievance about the scheme and about 
97% were able to get it resolved. For women, “difficult to reach CSC” is the most 
common grievance, while it is “no privacy at the CSC” for male beneficiaries. 

 Approximately 85-86% of beneficiaries reported that they felt TLS makes 
access to justice better for individuals covered under Section 12 and would 
recommend the scheme to others. However, only around 65% of beneficiaries 
felt that the scheme was helpful in their case. Relatively lesser women found it 
helpful as compared to men. 

 Increasing awareness, both in general and of women in particular, was felt by 
majority of beneficiaries and non-beneficiaries to be the best way for increasing 
access to the scheme.  

 

Experience with TLS service 

 Overall, over 80% of beneficiaries spoke to the panel lawyer for 20 minutes and 
around 74% of them availed up to three calls. The proportions for the 
beneficiaries under Section 12 are similar to the overall findings. 

 Meghalaya and Tripura have the lowest proportions of beneficiaries who 
availed the 20 minutes or more than 1 call. Nature of the case being discussed 
would also have a role to play in the time needed to complete the consultation. 

 Assam and UP have the highest proportions of women availing up to three calls, 
at approximately 90% of female beneficiaries. 

 Overall, in almost 54% of cases beneficiaries spoke to different lawyers each 
time they called. In Assam this proportion is particularly high and in Tripura 
sample beneficiaries did not report change in lawyers between calls.  

 Over 90% of beneficiaries reported that they had privacy while consulting the 
lawyer. However, the survey also finds that lack of privacy during consultations 
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is an issue but that it does get resolved. In other words, privacy may not be 
available unless it is requested. 

 Although consultation fee is waived for the Section 12 individuals, the survey 
finds that such individuals may also have paid. The system of screening fee 
requirement needs to be strengthened.   

 The survey responses show that the 65.07% of all beneficiaries gave a 
‘satisfactory’ rating of their experience with TLS, with a larger proportion of 
male beneficiaries sharing this perception than the female beneficiaries.  
Variation across states has also been significant. 

 

Challenges and Policy Recommendations 

Among the challenges faced by the scheme notable ones include: lack of awareness 
among citizens regarding the scheme, lack of motivation of PLVs, poor infrastructural 
quality in many CSCs, barriers to accessing the scheme and shuffling of lawyers 
between calls. These can mostly be dealt with by some investment to improve 
conditions at CSCs and by a closer monitoring of PLVs, VLEs and panel lawyers.  

The study suggests following measures to strengthen the implementation of the 
scheme: 

 

Strengthening the PLV pillar 

 Give greater emphasis on the role of PLVs in spreading awareness of the scheme 
in their respective areas of work. This may include sensitizing the officials of the 
panchayats in the villages, interacting with the self-help women groups and 
house to house visits. Regular reporting by the PLVs to the SLSA or CSC e-Gov 
system would help in monitoring of these activities of PLV and provide feedback 
to the PLVs.   

 Increasing the visibility of PLVs in villages, especially to have specified times at 
which the PLV would be available at the CSCs and Gram Panchayats. 

 Appointing more PLVs and also female PLVs. 

 Timely payments to PLVs and link incentives with better performance, not just 
based on number of beneficiaries registered but also efficiency on other 
parameters of functions.  

 Regular and periodic training, especially using the facilities at the CSCs. 

 

Strengthening the CSC/ VLE Pillar and Link to the Panel Lawyers 

 Revamping CSCs: improving infrastructure quality, particularly the telecom/ 
internet connectivity 

 Close monitoring of VLEs through selected metrics of functions 

 The VLEs should be incentivised to provide quality services under the scheme 
as the success of the scheme will depend on the privacy the beneficiary gets in 
speaking with the lawyer, effectiveness of the telecom/ internet facilities and in 
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informing the beneficiaries about the appointments with the lawyer. Training 
of the VLEs in these aspects is needed on continuing basis. 

 The details provided through the registration process to the implementing 
authorities are crucial for monitoring the performance of the scheme. Accurate 
information about the names of the beneficiaries and details regarding 
categories (Section 12/ general), location of the CSC (panchayat, district and so 
on) is essential for monitoring purposes. 

 Improving privacy for the beneficiaries while interacting with the lawyers 
should be ensured. If additional infrastructure is to be provided by the CSC, it 
should be factored into the requirements. 

 Provision for women to speak with the panel lawyer from their homes or places 
closer to the home if the CSC is located far away from their homes. Technical 
feasibility of this option with a mobile app that also ensures link between the 
VLE/ CSC and the beneficiary when the calls are made needs to be examined in 
this context. 

 Increase the availability of women panel lawyers 

 The same panel lawyer should be provided for successive consultations unless 
the beneficiary specifically asks for a different lawyer or in consultation with the 
beneficiary. 

 

Review and monitoring of the functioning of the scheme 

 There is a well laid out review and monitoring system in which the operations 
at various levels of the scheme are undertaken. There is, however, a need to 
monitor the functioning of the interface between the PLV and the beneficiary 
as this is a crucial stage of the operations of the scheme and then the interface 
between the beneficiary and the lawyer. The feedback information at each stage 
of interactions would be beneficial: the present system of feedback from the 
lawyers may be strengthened with feedback also from the beneficiaries 
regarding the beneficiary-lawyer link through the CSCs; and feedback from 
beneficiary on the link with the PLVs.   

 It is important to review the feedback and address any bottlenecks in the 
processes. A strong review and monitoring system becomes more important in 
the initial stages when the TLS expands both within its present areas of 
operation and also when it expands to new areas of operation. 

 Monitoring and reviews may be required at different levels to address the 
problems in implementation. More frequent reviews of feedback from 
beneficiaries related to the scheme is needed to address routine operational 
issues, particularly as the scale of operation increases, Review of policy related 
issues, including budget and personnel would be needed at quarterly intervals 
in a forum where all the key partners are participants.      

 It is recommended to strengthen the analysis of database of TLS to fully exploit 
the information for monitoring the performance of the scheme. 
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Alternative Models of Implementation 

The TLS has been implemented presently under two models, one where the scheme is 
operated directly by DOJ in partnership with the CSC e-Governance Services in the 
Northeast and second, where the scheme is operated in Bihar and Uttar Pradesh by 
DOJ in partnership with NALSA and CSC e-Governance Services. A direct comparison 
of the parameters of the impact of TLS under the two models is not appropriate in the 
present study as the operational conditions vary in these two groups of states. The 
different geographical conditions are a clear distinction between the two groups of 
states although some regions within the states may be equally unique from the others 
in geographical or infrastructure conditions. The study has found that operation of the 
scheme in Assam (model 1) and in UP, and Bihar (model 2) show similar patterns 
whereas in the other Northeastern states, the patterns are different with respect to 
parameters such as awareness levels among the households, satisfaction with the PLV-
beneficiary linkage. In other words, specific conditions in different regions may 
require different approaches to the operation of the scheme, especially in the initial 
stages. Decentralisation of implementation may provide flexibility in implementation 
but coordination and strong shared monitoring and review system is critical for 
successful operation of the scheme even where such flexibility is adopted. The key 
components of the scheme such as focus on building awareness, participation by local 
institutions, specifying the role of PLVs, sensitization and periodic training of the 
PLVs, VLEs and the panel lawyers about the scheme, maintenance of high quality 
technical services should be part of any implementation model.              

 

Scaling up of the scheme 

This scheme is likely to become more important in the days to come in the process of 
ensuring justice for all. Vulnerable people in rural areas are now consulting lawyers 
under the scheme not only regarding potentially legal disputes but also if they face any 
issues with regard to government programs or documents. Hence, this scheme has 
become an important tool for empowerment of individuals covered under Section 12. 
As word spreads that the scheme has adequately addressed the legal needs of people, 
more people can be expected to utilise the scheme on legal issues and not merely the 
difficulties relating to public services. The scheme has now demonstrated its unique 
contribution in making access to justice utility possible and affordable under different 
conditions. Expansion of the scheme on a larger scale is will bring benefits of the 
scheme to larger population. 

In this context, utilisation of the scheme by women in the present phase points to the 
potential for the scheme in enhancing the confidence among women in seeking their 
rights. Empanelling women lawyers, appointing women PLVs may further empower 
women in society. 

Uneven performance across states may also reflect budget constraints on 
implementation. Most of the panel lawyers in our study also said that remuneration 
needs to be increased. Also, about 50% of VLEs and 30% of PLVs reported that the 
compensation they receive for the services they provide under the scheme are not 
adequate. Thus, a careful budgeting, keeping in mind the lessons learned from this 
evaluation, needs to be done to scale up the scheme. 

In scaling up the program, the potential for synergies with other programs that provide 
legal aid may be considered. 



xiv 

The present study does not have findings which would be an obstacle to scaling up the 
scheme. However, the study points to the areas where steps are needed to achieve 
greater impact.  

Given the specific strength of the scheme in bringing basic legal services within the 
reach of more vulnerable segments of the society, extending the scheme initially to the 
Aspirational districts would have a significant impact. Expansion to the rest of the 
country is likely to elicit active cooperation from the states as some of the key technical 
infrastructure in the form on CSCs is already being created. But a phased expansion 
should be considered to ensure that the system has robust service delivery, monitoring 
and review mechanisms in place as the services rendered are of critical importance to 
the final beneficiaries.      
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Chapter I: The Tele-Law scheme 
 

1.1 Backdrop 

Universal access to justice is fundamental to the governance systems of the nation. 
Access to justice and delivery of justice permit the rule of law. As in the case of other 
public services that strengthen capabilities of the individuals and communities socially 
and economically, expansion of their delivery mechanisms, such as the network of 
financial, health or educational institutions was based on the need to improve access 
to such services by common citizens. Emergence of technology and technology 
applications, particularly in communication and information processing has opened 
up new opportunities to expand the reach of public services effectively on a far greater 
scale than before. Access to justice is also an area that benefits from the new 
technologies.  

In the case of legal services, the first steps to access justice, even as new initiatives were 
unfolding to make them more widely available, recognition of the potential of 
communication and information technology to reach population in remote areas at a 
much lower cost than before, led to the launch of a scheme based on 
telecommunication technology and backed by a system of enabling network of lawyers, 
para legal support and entrepreneurs.             

The Tele-Law scheme was launched on April 20, 2017 by the Department of Justice 
(DoJ) in partnership with National Legal Services Authority (NALSA) and Ministry of 
Electronics and Information Technology (MeiTY) through CSC e-Governance Service 
India Limited. It was implemented as pilot in 2017-18 and then expanded during the 
subsequent two years. The objective of the scheme was to make legal aid available to 
the individuals falling under ‘Section 12 of Legal Services Authorities Act 1987’ 
(henceforth, Section 12) through telecommunication facilities. The scheme was 
enabled by the ‘Common Service Centres’ (CSCs) across the country supported by 
MeiTY. The CSCs were located in villages and accessible to the rural population. The 
Tele Law scheme organised a panel of lawyers who would be available for consultation 
on phone or by other telecommunication facilities such as video conferencing at a 
nominal fee to those who sought legal help. The individuals belonging to the specified 
categories under the Section 12 are not required to make any payment for the services 
provided under the scheme1.  

Thus, Tele-Law Scheme is designed to facilitate delivery of legal advice through an 
expert panel of lawyers stationed at the State Legal Services Authorities (SLSA) and 
the CSCs where an interaction between lawyers and people would take place through 
the audio or internet-conferencing infrastructure available at the CSCs.  

 

                                                           

1Description of the organisational structure and implementation of the scheme in this chapter is based 
on the information available on the scheme from the Department of Justice, including 
https://doj.gov.in/page/tele-law-scheme and CSC E-Governance Service India Limited, 
https://cdn.s3waas.gov.in/s38efb100a295c0c690931222ff4467bb8/uploads/2018/09/2018090510.p
df.     

https://doj.gov.in/page/tele-law-scheme
https://cdn.s3waas.gov.in/s38efb100a295c0c690931222ff4467bb8/uploads/2018/09/2018090510.pdf
https://cdn.s3waas.gov.in/s38efb100a295c0c690931222ff4467bb8/uploads/2018/09/2018090510.pdf
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1.2 Coverage of the scheme 

Tele-Law scheme is implemented in a total of 11 states. It is presently available in 1000 
CSCs spread across UP and Bihar and another 800 across J&K, and eight states of the 
North East. The ground work for linking the individuals seeking legal help and the 
lawyers providing the service under Tele-Law is achieved via Para-Legal Volunteers 
(PLV) located in the identified 1800 panchayats across the 11 states of Bihar, Uttar 
Pradesh, Assam, Arunachal Pradesh, Meghalaya, Nagaland, Manipur, Tripura, 
Sikkim, Mizoram and Jammu & Kashmir. In each of these village panchayats a CSC 
providing access to legal services is also located. In Uttar Pradesh and Bihar, the Tele 
Law scheme seeks to identify and empower 1000 PLVs, preferably women, to form the 
foundation of the operation of the scheme.  

The objective of the government is to scale this scheme at pan-India level where it has 
been implemented in all 115 aspirational districts spanning over 28 states. The 
aspirational districts, presently areas of relative under-development, are considered 
as the potential areas where development activities in the fields of education, health, 
skill development, nutrition, agriculture, financial inclusion among other fields can be 
undertaken. With an aim to strengthen free legal aid in India, the Tele-Law program 
is delivered through 28,060 CSCs in these districts in cooperation with National Legal 
Service Authority (NALSA), State / District Legal Service Authority and CSC e- 
Governance Service Limited. 

 

1.3 Organization of the Tele Law Scheme 

The key implementers of the scheme are briefly noted below. 

a. Department of Justice 

Department of Justice is a part of Ministry of Law & Justice and besides its many 
functions, implements important schemes for infrastructure development such as the 
e-court project on computerization of various courts across the country, legal aid to 
poor and Access to Justice. The Tele Law Scheme is among the schemes implemented 
by the DOJ and in collaboration with MeiTY and NALSA. 

b. CSC e-Governance Services India Limited 

CSC e-Governance Services India Limited, a Special Purpose Vehicle, was set up in 
2009 by the Ministry of Electronics & Information Technology to oversee the 
implementation of the CSC scheme, which was initiated in 20062. The CSC Special 
Purpose Vehicle (CSC SPV) provides a centralised collaborative framework for delivery 
of services to citizens through CSCs. The CSCs through a country-wide network 
provide the last mile access to various e-governance services related to essential 
government and public utility services, social welfare schemes, financial inclusion 
services, health care and agriculture services, apart from a host of B2C services. The 
CSCs now also form the point of access by the rural population to access Tele Law 
services. 

c. National Legal Services Authority 

The NALSA was constituted under the Legal Services Authorities Act, 1987 to provide 
free legal services to the weaker sections of the society. The activities of NALSA revolve 
around improving public awareness, equal opportunity and deliverable justice. The 
                                                           
2 See, https://meity.gov.in/content/common-services-centers-0 

https://meity.gov.in/content/common-services-centers-0
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principal objective of NALSA includes providing free and competent legal services to 
the weaker sections of the society and ensuring that opportunities for securing justice 
are not denied to any citizen by reason of economic or other disabilities, and to 
organize Lok Adalats for amicable settlement of disputes. The functions of NALSA also 
include spreading legal literacy and awareness and undertaking social justice 
litigations. NALSA with the objective of reaching out to people belonging to different 
socio-economic, cultural and political backgrounds, formulates various schemes for 
the implementation of preventive and strategic legal service programmes for the 
individuals belonging to Section 12 and excluded groups from the diverse populace of 
the country. 

In order to carry out these responsibilities, NALSA works in close coordination with 
the various State Legal Services Authorities (SLSA), District Legal Services Authorities 
(DLSA) and other agencies for a regular exchange of relevant information and to 
monitor the implementation and progress of the Tele-Law scheme besides various 
other schemes. 

 

1.4 Key Pillars of Tele-Law Project and the Citizens 

a. Para-Legal Volunteers (PLVs):   

PLVs are stationed at the CSC by NALSA/SLSA/DoJ for facilitating the Tele-Law 
Service. A PLV is not a lawyer but required to possess basic understanding and 
knowledge of legal process. The PLV has many responsibilities. They include giving 
information about Tele-Law service to citizens in community gatherings and public 
places; identification of citizens in rural and remote areas in need of legal advice and 
information; understanding nature of the legal issue faced by people; facilitating 
registration of case at the CSC; checking availability of documents such as Aadhaar 
and bank account; facilitating pre-appointment with panel lawyer; sending an SMS 
reminder on the mobile for a lawyer’s appointment or change in scheduled 
appointment; connecting citizens to the panel lawyers through video/ internet 
conferencing facility at the CSC and keeping a track of progress of the applicant’s 
cases/grievances and maintaining a record of the same. PLVs are expected to be at 
Anganwadi meetings, village panchayat public meeting, market place, youth club, 
community center, mahila mandal, women SHGs meetings and similar forums so that 
they can contact more people both to provide awareness about the scheme and identify 
those who are in need of such service. 

b. Village Level Entrepreneur (VLE):   

VLE is the one who operates the CSC and enables the Tele Law Service through his/her 
center. The people in need of legal aid can also approach the VLE directly by going to 
the CSC and enquiring about the Tele-Law service. The primary responsibilities of a 
VLE include facilitating people speaking to a PLV associated with his/her center who 
will provide them with basic guidance and counseling. VLE registers the people for the 
Tele-Law service by uploading their details in an information form on the Tele-Law 
portal along with the scanned documents furnished by them and generates an online 
appointment to connect them with a panel lawyer via Video Conferencing Facility - 
VCF/ internet chat and/or telephone available in his CSC. 

c. Panel Lawyers:  

A panel lawyer is a legal expert stationed at NALSA/SLSA/CSC e-Governance Services 
India Limited. A Panel Lawyer provides legal advice and opinion to the citizens 
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registered with a CSC through VCF/chat or telephonic services available at the 
CSC. Panel Lawyer studies the information and matter provided by the citizens 
through the PLV on the Tele-Law system at the time of pre-appointment and connects 
with the citizens for a period of upto20 minutes to discuss their matter, giving them 
legal advice and recommendations for further action. A person, registered with the 
CSC can avail a maximum of 3 appointments for the same case with the panel lawyer 
assigned to them. 

The VLE, PLV, as well as the panel lawyer are required to maintain complete 
confidentiality of the information provided to them by the citizens.  

d. Citizens Eligible for Free Tele-Law Service 

The Tele Law service is available to all citizens where the Scheme is operational. The 
service is provided free of cost to the following 9 categories of individuals identified on 
the basis of Section 12 of Legal Services Authorities Act 1987. Persons belonging to 
categories other than women and children (children below the age of 18 years) are 
required to submit documents as proof at the time of the registration at the CSC. 

Table 1.1: Citizens eligible for Tele-Law service free of cost and 
documents required during registration 

Sl. 
No 

Categories of Individuals falling 
under Section 12 of Legal Services 
Authorities Act 1987 

Documents to be 
brought to CSC for 
Registration 

1. Women Nil 
2. Children (Below 18 years of age) Nil 
3. SC / ST Caste Certificate 
4. Victims of Trafficking Self- Declaration /Copy of 

Police FIR /Affidavit 
5. Mentally Ill and Differently abled Disability Certificate 
6. Victims of Natural Disaster/Ethnic Violence District Notifications 
7. Workers in unorganized Sector Job Card / MGNREGA Card 
8. People with low income groups (Income as 

specified by State) 
BPL Card /Income 
Certificate 

9. Under trials /In custody Any relevant Case document 

Source: Department of Justice. Available at http://www.tele-law.in/static/citizens-eligible.php 

The persons other than the ones mentioned above can also avail Tele-Law facility by 
paying a nominal fee of Rs. 30/- for registering under the service. They have to furnish 
Aadhaar Card or any other ID proof at the time of registration. This amount permits 
counseling by PLV and one appointment with panel lawyer over VCF/chat or 
telephone for a fixed timeslot of 20 minutes. In case the panel lawyer reschedules the 
appointment, one need not pay for the rescheduled appointment but in case the citizen 
misses the appointment the fees paid by them will be forfeited. But one can always 
seek for a fresh appointment for which the person needs to pay again. In effect, three 
appointments with the panel lawyer are allowed under the scheme, each for a 
maximum of 20 minutes and a fee of Rs 30 in the case of general category individuals 
and free of cost in the case of individuals belonging to any of the categories under the 
Section 12.   

 

http://www.tele-law.in/static/citizens-eligible.php
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1.5 Process of Tele-Law service 

The first stage in the process of availing the Tele-law scheme is to identify people in 
need of legal advice. This important task is the primary duty of PLVs. PLVs in each 
area identify the citizens facing any legal issue and seeking legal advice. They guide 
such people to their nearest CSC providing the Tele-Law service.  

The second stage is of registration and scheduling the appointment with the lawyer. At 
the CSC, the Village Level Entrepreneur (VLE) registers the cases of such applicants 
and schedules an appointment for consultation with the panel lawyer. A specific date 
and time for the consultation with the panel lawyer would be given to the applicant at 
which they have to arrive at the CSC.  

The last step is to connect the registered person with the panel lawyer at the time of 
scheduled appointment. The tele-consultation would take place with the legal expert 
i.e. panel lawyer. A person can ask for subsequent consultations up to maximum of 3 
if s/he feels the need. 

 

1.6 Difference in Tele-Law Models across States 

The Tele-Law scheme implementation model differs to some extent across two 
categories of states. In NE&JK, the scheme is implemented by DoJ in collaboration 
with CSC e-Governance Service India Limited whereas in the states of Uttar Pradesh 
and Bihar the services are being provided by DoJ in collaboration CSC e-Governance 
Service India Limited and NALSA. These authorities are mainly responsible for 
commissioning the PLVs and panel lawyers in the respective states. In NE&JK the 
PLVs and panel lawyers are provided by the Government of India in partnership with 
CSC e-Governance Service India Limited. However, in Uttar Pradesh and Bihar, the 
PLVs and panel lawyers are being provided by NALSA.  

As already mentioned above, the beneficiaries under Section 12 are not charged by the 
CSCs. In Uttar Pradesh and Bihar, in the case of service availed by  individuals covered 
under Section 12, NALSA/SLSA reimburse Rs. 30 per call to CSC e-Governance Service 
India Limited whereas in NE&JK the DoJ reimburses this amount to the CSC directly. 

There are, therefore, no differences in the nature or terms of services offered to the 
beneficiaries in the CSCs under the two models. The models differ in the organisational 
features with greater role for NALSA and the state level organisations in UP and Bihar 
as compared to the NE&JK states. The appointment of PLVs and panel lawyers is the 
responsibility of NALSA and the state agencies in the case of UP and Bihar, whereas 
in NE&JK, DOJ is responsible for the same. 

The budgeted amounts for the scheme for 2018-19 and 2019-20 and 2019-20, 
excluding the budget for management, evaluation and scaling up of the programs was 
as follows. The budget for the initial year was Rs 1.89 crore including a sum of Rs 0.93 
crore from the NALSA budget. The amount declined marginally in 2019-20 to Rs 1.75 
crore, of which NALSA contributed Rs 0.96 crore. 

 

1.7 Description of the data 

From the data provided by CSC e-Gov, various stylized facts have been derived to 
assess the state-wise and community-wise coverage since the scheme’s inception. A 
preliminary analysis has been carried out based on administrative data relating to 
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various observed parameters. These are crucial in determining the research approach 
to the overall study. 

a. State-wise distribution of CSCs with Tele-law scheme 

Figure 1.1 displays the state-wise coverage of the Scheme. Most of the 1,800 CSCs are 
concentrated across three states; Bihar and Uttar Pradesh with 500 CSCs each and 
Assam with 450 CSCs. Except Assam, the other North-eastern states have lower 
coverage of CSCs with Tele-law facilities. 

Figure 1.1: State-wise distribution of CSCs: April 2017 – July 2019 

 

Note: (i) Based on authors’ calculation. (ii) Data source: Data from CSC e-Gov. 

 

b. State-wise distribution of total cases 

Figure 1.2 describes the state-wise distribution of cases registered under Tele-law 
scheme. Jammu and Kashmir, at 27,486 cases, has the highest total number of cases 
registered at CSCs, with Assam second at 24,546 cases. Except Assam, the rest of the 
Northeastern states have lower utilisation of the Scheme leaving aside Meghalaya and 
Tripura, which have the second- and third-highest utilisation rates. 

 

Figure 1.2: State-wise registration of cases: April 2017 – July 2019 

 

Note: (i) Based on authors’ calculation. (ii) Data source: Data from CSC e-Gov. 
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c. Gender-wise registration of cases 

The Tele-law scheme identifies women, irrespective of caste or community, as 
individuals under the Section 12   that can avail this facility without any payment. 
Figure 1.3 depicts the distribution of total cases by gender. It shows that approximately 
62% of the cases are registered by males with the number standing at 47,211 cases, 
higher than the cases registered by females. However, women’s share with 38% of the 
total cases registered is significant. This shows women find the TLS an avenue for them 
to seek legal services. 

Figure 1.3: Gender-wise registration of cases: 11 States: April 2017 - July 
2019 

 

Note: (i) Based on authors’ calculation. (ii) Data source: Data from CSC e-Gov. 

 

d. Distribution of total cases by categories under Section 12 and General 
Category 

Tele-law scheme is not restricted to individuals falling under the Section 12 only, 
though such groups can of course avail the scheme free of cost. People who do not fall 
under Section 12 can also avail the scheme, but have to pay an amount of Rs. 30 per 
consultation. 

The data in Table 1.2 shows that the individuals falling under Section 12 accounted for 
32,403 cases or 42.7% of total registered cases. In comparison, 43,376 individuals not 
falling under Section 12 accounted for the remaining 57.2%. This suggests a number 
of implications: if the scheme is intended to be targeting the individuals under Section 
12, then its use is clearly going well beyond such groups, indeed the bulk of individuals 
are not from Section 12. This suggests that more thought may have to be paid to the 
design of the scheme to improve targeting, especially if the government is considering 
scaling up the scheme on a national basis. If on the other hand, universal access across 
both groups (under Section 12 and other than Section 12) is what is sought, possibly 
because legal services are generally in excess demand, or there is a huge unmet 
demand for legal assistance that has low transactions costs, then the current Scheme 
may well fulfil such an objective. Among individuals falling under Section 12, the most 
cases were registered by women, constituting 37.8% of total registered cases. There 
was a sharp fall-off thereafter in other groups under Section 12 using Tele-law, 
accounting for just over 5% of total cases. The lowest use of Tele-law was by senior 

47,211, 
62%

28,568, 
38%

Male Female
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citizens: only seven cases were registered by them over the two years the Scheme has 
been in operation.  

 

 

Table 1.2: Distribution of Cases in 11 States as per the categories listed 

under Section 12: April 2017-July 2019  

Category Cases Percent 

 Categories under Section 12 

Women 28,605 37.75 
People belonging to low income group (income as 
specified by state) 2,105 2.78 

SC/ST* 1,088 1.44 

Workers in unorganised sector 388 0.51 

Children (below 18 years of age) 64 0.08 

Mentally ill and Differently abled 49 0.06 

Victims of trafficking 37 0.05 

Under trials/In custody 31 0.04 

Victims of natural disaster/Ethnic violence 29 0.04 

Senior citizens 7 0.01 

Sub Total 32,403 42.76 

 Categories not falling under Section 12 43,376 57.24 

Total 75,779 100 
 Note: (i) Based on authors’ calculation. (ii) Data source: Data from CSC e-Gov. 

 

1.8 Objectives of Evaluation of Tele-Law scheme 

Against this backdrop, the Department of Justice decided to carry out an evaluation of 
the Tele-Law scheme. The eleven states where the scheme is implemented comprise of 
Arunachal Pradesh, Assam, Manipur, Meghalaya, Mizoram, Nagaland, Sikkim and 
Tripura in the North East, Jammu & Kashmir, Bihar and Uttar Pradesh3. The primary 
objective of the study is to assess the efficiency and effectiveness of the current phase 
of Tele-law program both in qualitative and quantitative terms on the basis of village 
level survey across States. The study is intended to examine the following aspects of 
the scheme: 

a. To find out the procedural and substantive drivers of the Tele-law scheme,  

b. To identify various challenges in implementation of the scheme at the ground 
level, and at the level of implementation agencies such SLSA, and DoJ; 

c. To understand the coordination of people with PLVs and VLEs;  

d. Satisfaction level of beneficiaries; 

e. Suggestions provided by all stakeholders to improve the scheme in general and 
for women in particular; 

                                                           
3 Due to logistics difficulties, the survey has not been conducted in Jammu & Kashmir.  
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The study was assigned by the DOJ to the National Council of Applied Economic 
Research (NCAER), New Delhi. 

 

1.9 Structure of the Report 

The present report is organised into 8 Chapters including the Introductory Chapter, 
which provides the backdrop for the Tele Law Scheme and the context for the study. 
This is followed by the chapter on methodology of the study and the sampling design. 
The third chapter is about the access to the scheme by the beneficiaries and non-
beneficiaries including their profile, level of awareness and registration process in the 
scheme. It also includes the profile and awareness of the panel lawyers.  

The fourth chapter explains the CSC and the VLE pillars of the scheme. It includes the 
discussion on infrastructure quality and the service quality in the CSCs.  

The fifth chapter is about PLV pillar of the scheme where the profile of PLVs is 
explained followed by their training and other aspects.  

The sixth chapter is utilization of the scheme which talks about the beneficiary 
satisfaction, consultation fee paid by them, and grievance redressal under the scheme.  

The seventh chapter explains perceptions various stakeholders such as beneficiaries, 
non-beneficiaries and panel lawyers.  

The final chapter summarises the key findings and challenges of the scheme.  
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Chapter 2: Methodology 
 

2.1 Introduction 

This chapter presents the methodology followed to evaluate the implementation and 
impact of the Tele-Law scheme. The approach followed focuses essentially on 
obtaining information on various aspects of the scheme through discussions and 
interviews with the key stakeholders of the scheme: the implementers at different 
levels, the beneficiaries who have availed the facilities and the potential beneficiaries 
or the citizens who have not utilized the facilities offered by the scheme. The effort in 
the study is to choose a sample of these stakeholders at different levels and collect 
information on the implementation of the scheme, strengths and constraints in 
implementation and how the scheme is being utilized at the ground level. The 
information is examined to understand the impact of the scheme, factors that have 
influenced its effectiveness and recommend measures to overcome some of the 
limitations and strengthen those measures that have been successful. Discussions with 
DOJ were valuable in the development of the framework for the study.  

Besides the discussion with the stake holders at the national level, data collection has 
been carried out in the states of Arunachal Pradesh, Assam, Manipur, Meghalaya, 
Mizoram, Nagaland, Sikkim and Tripura in the Northeastern region and the states of 
Bihar and Uttar Pradesh in which the scheme has been implemented. Although the 
scheme is also implemented in Jammu and Kashmir, the present study does not cover 
this area.  

First, we review the distribution of stakeholders along with their roles at different 
levels of implementation of the scheme to plan a strategy for collection of information. 
In the case of stakeholders in the government at the national and state levels, the key 
officials were contacted; and a sample of lawyers empanelled under the scheme were 
also contacted for information at the national and state levels, about the 
implementation of the scheme. In the case of the Tele Law Scheme organization in 
which the beneficiaries access the facilities, namely, the CSCs, a sample is drawn for 
data collection.  

Second, we present the sampling methodology and sample selection for data collection 
from the sample CSCs, beneficiaries and non-beneficiaries in the villages covered by 
the sample CSCs. We also provide an overview of the questionnaires.  

Third, we summarize the data collection process adopted for the sample survey. 

The approach permits an evaluation of the implementation of the scheme based on the 
perspectives of the implementers and the final target population of beneficiaries from 
the stand point of ‘utilisation of the scheme’.  

 

2.2 The stakeholders 

In order to assess the implementation of the scheme and its progress, eight different 
stakeholders were identified.  

a. Beneficiaries: Individuals who have utilized the services under the Tele-Law 
scheme. As explained subsequently, a suitable sample of beneficiaries was 
selected from the database shared by DoJ.  
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b. Non-Beneficiaries: A person who may/may not be a litigant in a court but 
had faced some legal dispute in the recent two years and has not utilized the 
Tele Law facility available in the CSC in the village. As there is no list of such 
non-beneficiaries, we selected a sample of such individuals in each sample 
village after consultations with VLE, PLV and local community.  

c. PLVs: The PLV is not a lawyer, but as per the requirement of the scheme they 
should have basic understanding of the legal process. They serve as a link 
between the village communities and the CSC. Their responsibility includes 
spreading awareness about the scheme in their area, identify people in rural 
and remote areas who are in need of legal service and facilitate registration of 
the cases with the CSC for assistance from panel lawyers4. All PLVs associated 
with the sample CSCs are interviewed regarding the implementation of the 
scheme. 

d. VLEs: VLE is the person who runs the CSC, therefore provides the 
infrastructure to register the beneficiaries and facilitates the conversation 
between the citizen and the panel lawyer. All VLEs associated with the sample 
CSCs were contacted for information regarding the implementation of the 
scheme.  

e. Panel Lawyers: Panel lawyers are relatively few in number and located at the 
state level or national level but critical link between the citizens looking for legal 
aid and such aid. A sample of panel lawyers was interviewed in different states 
where the TLS is implemented.  

f. Implementing Agencies: The scope of the study includes assessment of the 
TLS from different perspectives of implementers and beneficiaries. Among the 
implementers besides the DoJ, the agencies approached at the national level 
were NALSA and CSC e-Governance Services India Limited. Thus, starting 
from the beneficiary-end of the scheme, the stakeholders for the purpose of our 
study were identified based at different stages of implementers.  

A key resource for the design of data collection process has been a database of 75,776 
registrations of beneficiaries, who availed the benefits of the scheme. This data base 
covers the time since the implementation of the scheme i.e. April 2017 to July 2019. It 
covers 11 states and it is provided by DoJ and CSC-eGov for the purposes of the study. 
The main indicators included in the data are: location of CSCs where Tele-Law scheme 
is operational, in terms of name of state, district, block and village panchayat; details 
of VLEs and PLVs associated with a CSC. The database also provides information 
about the beneficiaries on their gender, caste, status of being in Section 12, nature of 
reported dispute and date of registration under the scheme.  

 

                                                           

4 See 
https://cdn.s3waas.gov.in/s38efb100a295c0c690931222ff4467bb8/uploads/2018/09/2018090510.p
df 

https://cdn.s3waas.gov.in/s38efb100a295c0c690931222ff4467bb8/uploads/2018/09/2018090510.pdf
https://cdn.s3waas.gov.in/s38efb100a295c0c690931222ff4467bb8/uploads/2018/09/2018090510.pdf
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2.3 Sampling Methodology 

a. Sample Size 

As mentioned earlier that the survey could not be conducted in J&K, therefore, the 
total of cases has been excluded from the sampling design. The number of total cases 
in rest of the 10 states stands at 48,293. Their distribution is as follows. 

Table 2.1: Status of TLS with respect to its coverage: April 2017 to July 2019 

State/ region No. of 
districts 
covered 

No. of 
CSCs  

No. of 
cases 

registered 
in the 

database 

No. of 
registrations 

per CSC 

% of 
registrations 

in state/region 
out of total 

registrations 

I. Northeastern region   

Arunachal Pradesh 13 24 895 37.3 1.85 
Assam 30 525 24,546 46.8 50.83 
Manipur 4 10 58 5.8 0.12 
Meghalaya 12 152 3,473 22.8 7.19 
Mizoram 6 10 22 2.2 0.05 
Nagaland 10 52 2,515 48.4 5.21 
Tripura 10 46 2,679 58.2 5.55 
Sikkim 2 4 15 3.8 0.03 
Sub Total 87 823 34,203 41.6 70.82 
II. Other states   
Bihar 40 252 7,819 31.0 16.19 
UP 79 573 6,271 10.9 12.99 
Sub Total 119 825 14,090 17.1 29.18 
III. All TLS States 
(Other than J&K) 

206 1,648 48,293 29.3 100.00 

Note: (i) Based on authors’ calculation. (ii) Data source: Data from CSC e-Gov. 

The distribution presented in Table 2.1 points to the spread of CSCs in different states, 
and also the impact or utilization of the Tele Law in terms of registrations per CSC. 
Although the Tele Law has been in operation for just about two years, the variability 
in these indicators points to the need for monitoring of the implementation of the 
scheme, both where the spread is extensive and where the usage is intensive.  

There is a marked variation across states both in terms of total number of registrations 
and number of registrations per CSC. In terms of number of CSCs in a state the largest 
number of CSCs is in UP followed by Assam and Bihar. In the remaining states in the 
Northeastern states the number of CSCs exceeds 40 only in Nagaland and Tripura. An 
indicator of utilisation of services is the number of registrations per CSC. Again, there 
is significant variation in this indicator across states. Number of registrations per CSC 
is much greater in the Northeastern region than in UP and Bihar combined although 
there is large variation within the Northeastern region and also between UP and Bihar.  

The state level variation also points to the likely variation in the number of 
registrations at the district level and in the CSCs. Another dimension of variation is 
also the registrations of cases of individuals belonging to Section 12 and others. The 
sampling approach presented below is designed to capture these variations.   

We used a two stage stratified sample design for the selection of final beneficiaries for 
the study. In the first stage, districts were selected in each state, in the second; the 
CSCs were selected from the sample districts. The final sample units, beneficiaries 
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were selected from each sample CSC after stratification at the level of CSCs and the 
beneficiaries. The sample selected is relatively small, but reflects a wide coverage of 
the TLS implementation. The study proposed a sample of 100 CSCs spread over the 
areas where Tele Law is operating and select two beneficiaries in each sample CSC and 
two non-beneficiaries in the village where the CSC is located. The study also proposed 
to interview the VLE and PLV assigned to each of the sample CSCs to obtain 
information on their functions and perspectives. 

In all, therefore, the sample size proposed for the study was 100 CSCs, 100 VLEs, 100 
PLVs and 300 beneficiaries and 200 non-beneficiaries. The J&K was not included in 
the study area due to logistics issues. 

The allocation of sample to different areas where TLS is implemented followed the 
pattern of spread of the scheme in terms of CSCs and registrations. The individuals 
whose cases are registered have been classified into beneficiaries under the Section 12 
of Legal Services Authorities Act 1987. Two non-beneficiaries were selected with the 
help of VLE/PLV/local community.  

One CSC required a total of 7 interviews (3 beneficiaries, 2 non-beneficiaries, 1 VLE 
and 1 PLV), adding up to 805 interviews at the CSC level (Table 2.2).  

In addition, it was also proposed to interview online or offline, 10 panel lawyers, 10 
NALSA/SLSA/DLSA employees, 5 CSC e-GOV officials and 5 DoJ coordinators to 
obtain comprehensive information on the performance of the scheme.  

The sample size for beneficiaries and number of CSCs was a working parameter used 
for designing the sample.  The actual number of sample CSCs selected varies slightly 
from the initial target to ensure wider spread of sample within large states and also 
optimize the sample given the very thin spread of CSCs in some states. The field 
conditions, further required changes to the sample size because of mismatches in the 
names of villages, blocks and districts in the database used to draw the sample CSCs 
and the actual field information.  

The break-up of sample of CSCs in terms of initial target and the actual spread is 
provided below (Table 2.2). The overall sample size for all the stakeholders are 
provided in Table 2.3. 

Table 2.2: Sample Size: CSC level interviews 

Sl. 
No. 

State Number of 
Sample 

Districts 

Total 
number of 

Sample CSCs 

Total 
Sample 

C = (B*7) 

Actual 
Sample 

   A B C  
1 Arunachal Pradesh 2 2 14 2 
2 Assam 8 49 343 316 
3 Bihar 4 10 70 69 
4 Meghalaya 2 9 63 30 
5 Mizoram 1 1 7 1 
6 Nagaland 2 4 28 4 
7 Sikkim 1 2 14 2 
8 Tripura 2 6 42 37 
9 Uttar Pradesh 9 32 224 128 

  Total 31 115 805 589 

Note: (i) Based on authors’ calculation. (ii) Data source: Data from CSC e-Gov and NCAER sample 
survey on Tele-Law scheme. 
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Table 2.3: Sample coverage of the stakeholders 

Type of respondent Initial Sample size Final sample 

Beneficiaries (3/CSC) 345 211 

Non-Beneficiaries (2/CSC) 230 199 

VLEs (1/CSC) 115 105 

PLVs (1/CSC) 115 74 

Panel Lawyers 10 10 

NALSA/SLSA/DLSA coordinator/employee 10 3 

CSC e-GOV officials 5 2 

DoJ coordinators 5 2 

Total number of respondents 835 606 

Note: (i) Based on authors’ calculation. (ii) Data source: Data from CSC e-Gov and NCAER sample 
survey on Tele-Law scheme. 

Although the final sample that was available for analysis is lower than the initial 
proposed sample, it was widely dispersed in the case of beneficiaries, non-
beneficiaries, PLVs, VLVs and panel lawyers the information obtained from the 
sample respondents has been adequate to examine a wide range of aspects related to 
the Tele Law Scheme.    

We also note here that the states of Mizoram, Nagaland and Sikkim were considered 
together for drawing the sample as the number of CSCs as beneficiaries in these 
states were relatively small.  

In addition, identification of the beneficiaries in the villages was difficult as we had 
only the mobile number of the beneficiaries and no further details. In such cases, the 
selected beneficiaries or their replacements from the database could not be 
interviewed because of inadequate identification particulars. The mobiles often were 
not responsive. In the case of PLVs, the shortfall was due to non-availability of the 
PLVs in the villages at the time of the survey. 

b. Questionnaires and Parameters for assessment 

One questionnaire was prepared for each category of respondents- beneficiaries, non-
beneficiaries, PLV, VLE, panel lawyers, NALSA, CSC-e-Gov, and DoJ. So a total of 8 
questionnaires were developed. All these questionnaires were designed with 
structured close-ended questions. These were prepared in close coordination with 
DoJ. The Hindi and Assamese translation of the questionnaires were also made 
available to the survey teams.  

In order to conduct overall assessment of the ground level implementation of the 
scheme, several aspects on the scheme were covered in the questionnaires. The key 
issues addressed in these questionnaires are mentioned below.  

 Awareness of beneficiaries /non-beneficiaries about the scheme and its 
provisions; 

 Coordination of PLV with citizens on ground; 

 Usage of Tele-Law mobile application 

 Challenges in the existing structure of the scheme 
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 Changes that can be undertaken to encourage more people facing legal issues 
avail the scheme. 

 Measures that can be undertaken to improve the service for women. 

 Assessment of the effectiveness of the three pillars of the scheme: VLEs, PLVs 
and the panel lawyers. 

 Quantity and quality of infrastructure available at the CSCs. 

 Grievance of all stakeholders about the process or quality of service received 
under the scheme. 

 Financial viability of the program in terms of remuneration of PLV and VLE; 

 Capacity of CSC to handle Tele-law scheme; among others aspects. 

From the perspective of the implementers, the following broad areas were covered: 

 Training programs organized for PLVs and VLEs; 

 Awareness camps organized for citizens; 

 Sufficiency of manpower – PLVs, VLEs and Panel lawyers; 

 Data maintenance quality; 

 Periodic review and monitoring of the scheme; 

 Steps undertaken to enhance to coverage of the scheme, among others aspects. 

These are the broader aspects covered in the questionnaires which further included 
detailed questions.  

 

2.4 Collection of Data 

The information was collected through field level interviews and observations in the 
primary data collection. The NCAER field survey team along with an experienced 
agency contracted for the purpose conducted the primary survey. The training was 
imparted to the interviewers and supervisors. The survey was designed to conduct 
face-to-face interviews with the beneficiaries, non-beneficiaries, VLEs and PLVs by the 
interviewers and it was monitored by NCAER research team. The interviews of the 
remaining 4 categories of respondents - DoJ coordinators, NALSA/SLSA/DLSA 
employees, CSC e-GOV officials and the panel lawyers were conducted by NCAER core 
research team either through online interviews over skype or face to face interviews.  

a. Pre-testing the questionnaires 

After the questionnaires were prepared, the pre-testing of the 4 CSC level 
questionnaires was conducted for further refinement of these questionnaires. These 
questionnaires were those where interviews were needed to be conducted at the CSC 
level – beneficiary, non-beneficiary, VLE and PLV. As the survey areas were far from 
Delhi, the telephonic pre-testing was conducted in the state of Bihar. This exercise 
proved to be very useful. Accordingly, several questions were re-constructed for better 
understanding of the survey team and the respondents.  

b. Training of the field staff 

Regional trainings were organized in Patna, Lucknow, and Guwahati to train the field 
staff. The training in Patna and Lucknow was organized for the survey team of Bihar 
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and Uttar Pradesh respectively. The training in Guwahati was conducted for the survey 
team of Assam, Meghalaya, and Nagaland. The training of field investigators in the 
remaining states was done through Skype and over telephone. In each of the training 
sessions, the NCAER team explained the 4 CSC-level questionnaires to the survey 
team. Each of the training sessions was organized for a full day training.  

 

c. Selection of respondents 

Beneficiaries, VLEs and PLVs were selected as per the sampling plan and were 
interviewed. Non-Beneficiaries were identified by the survey team itself on the spot 
after consultation with VLE, PLV and local community. 

d. Reference period 

The data collection started on November 10th and concluded on December 12th for the 
CSC-level questionnaires.  The survey of states like Assam, Bihar and UP was 
completed in relatively lesser time which covered the majority of the sample. It was 
more time consuming in other north eastern states due to commuting difficulties. In 
the same time the parallel interviews were conducted for the respondents in other 
categories. So the data collection took almost one month’s time.      

e. Monitoring of data collection 

In order to ensure data quality and accuracy, field work was monitored by the core 
research team of NCAER. Supervisory visits were carried out by the NCAER team in 
the states of Uttar Pradesh and Assam to monitor the fieldwork.  

f. Data entry and validation: Use of technology 

The data was collected through a combination of customized mobile App and through 
pen and paper survey. The whole sample was divided into two categories. One category 
included questionnaires for the CSC level (beneficiary, non-beneficiary, PLVs, and 
VLEs) and due to large number of these stakeholders the mode of mobile application 
was used for data collection. It was designed using the Census and Survey Processing 
System (CSPro) which is a public domain software package to enter, monitor and 
disseminating the survey data. Data is collected on electronic tablets connected to this 
software. It allows real-time monitoring of the survey data. Second category included 
questionnaires on the implementers –DoJ, NALSA, SLSA, Panel lawyers. Interviews 
pertaining to these stakeholders were less in number so we used the mode of pen and 
paper survey for them.  

2.5 Data Analysis 

A suitable data analysis framework has been designed to analyse the quantitative and 
qualitative data gathered through the field survey as well as through the interaction 
with the officials. A number of descriptive tables have been prepared from the database 
to analyse the pattern of responses of beneficiaries, non-beneficiaries, PLVs and VLEs. 
The database is interpreted in terms of the objectives in the assessment framework. 
The information obtained from the interviews/ questionnaires from Panel lawyers and 
implementing agencies is used to supplement the interpretations of emerging 
patterns. The report prepared is, thus, based on the analysis and the interpretation of 
the quantitative and qualitative data.   
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Chapter 3: Access to the Scheme 
  

In this chapter we provide an overview of the profile of the individuals who have 
accessed the scheme (beneficiaries), those who have not accessed the scheme (non-
beneficiaries), panel lawyers, their awareness of the scheme and a few measures of 
availing benefit under the scheme.    

 

3.1 Profile of beneficiaries / non-beneficiaries 

Profiles of beneficiaries and non-beneficiaries help us to understand who is signing up 
for the scheme. As the scheme has elements of self-targeting and take-up is voluntary, 
it is important to understand whether the scheme is able to motivate vulnerable people 
to come forward and seek help. One limitation of the comparison between 
beneficiaries and non-beneficiaries is that the non-beneficiaries were selected without 
a sampling frame at the village level but based on discussions with the PLV, VLV or 
village leaders whereas the beneficiaries were selected randomly from the database on 
the cases registered with the DOJ database. The key points that emerge from our 
survey are: 

a. Demography: 

The comparison of characteristics of beneficiaries and non-beneficiaries is only 
indicative as the sample of non-beneficiaries is not drawn as a representative 
sample. 

 Overall, beneficiary females are about 8 years older than non-beneficiary 
females on average. There is variation across states in this pattern in the case of 
Meghalaya and Tripura as compared to the other states.  

 Overall, average age for female beneficiaries is about 10 years more than male 
beneficiaries. We find a similar gap for non-beneficiaries in the states of 
Meghalaya and Tripura in this pattern. 

 Beneficiaries tend to be from larger families than non-beneficiaries.  

b. Education: 

The education profile of beneficiaries is as follows: 

 Overall, around 46% of female beneficiaries have below primary education 
compared to 16% for non-beneficiaries. This proportion is particularly high for 
female beneficiaries in Bihar at over 75%. On the other hand, in Tripura all 
female beneficiaries have at least primary education.  
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Figure 3.1: Education profile of beneficiaries 

 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
 (iii) Numbers in the diagram are percentage of total beneficiaries. 

Figure 3.2: Education profile of non-beneficiaries 

 
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 

 (iii) Numbers in the diagram are percentage of total non-beneficiaries. 
 

 Overall, while nearly 21% of non-beneficiaries have completed graduation, for 
beneficiaries this proportion stands at 6%. This difference is starker in case of 
women. For instance, in Bihar, Meghalaya and Tripura, there are no female 
beneficiaries who are graduates. This is true only for Meghalaya in case of non-
beneficiaries, where all females have below primary education.   

 Males tend to be more educated than females for beneficiaries, while for non-
beneficiaries the proportions are more equal.  

Thus, people with relatively disadvantaged background are taking the benefit from 
the scheme, particularly, those with less formal education. 

c. Occupation: 

 Overall, for both beneficiaries and non-beneficiaries, an overwhelming majority 
of respondents report farming as their main occupation – 76% and 85% 
respectively. This pattern is being driven by Assam, Meghalaya and UP.  

 In Tripura, 59% of female beneficiaries and 75% of female non-beneficiaries are 
self-employed, significantly greater than the corresponding figures for males in 
both categories.  
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 Only in Bihar, we find some respondents who are unemployed, and this 
proportion is significantly greater for non-beneficiaries than beneficiaries. We 
also find a few beneficiaries who are salaried workers in Meghalaya.  

 Around 96% of beneficiaries and 89% of non-beneficiaries have reported to 
have a mobile phone in the family. 

d. Disputes: 

 For both beneficiaries and non-beneficiaries, majority of disputes faced are in 
the areas of Property / Land or Family matters.  

 In Tripura, most disputes are to do with document related issues, both for 
beneficiaries and non-beneficiaries. We find this holds in Meghalaya as well for 
beneficiaries.  

 Overall, a significantly larger proportion of females face problems related to 
government schemes than males, both for beneficiaries and non-beneficiaries.  

 Crime / Violence cases are more common in Bihar and Assam for beneficiaries. 
For non-beneficiaries, we see more cases of Crime / Violence in UP and 
Meghalaya. For instance, all female non-beneficiaries in Meghalaya faced such 
a dispute.  

 In Tripura and UP, particularly high proportions of female beneficiaries and 
non-beneficiaries faced family related disputes. 

 Perspectives of lawyers were also sought about the type of legal cases reported 
by beneficiaries. All the lawyers mentioned that they have been approached for 
advice on various types of cases by the beneficiaries under the Tele-law scheme. 
The lawyer in Nagaland has reported primarily dealing with cases related to 
property disputes (house, commercial property), criminal cases and family 
matters. The panel lawyer in Meghalaya has reported dealing with cases similar 
to those cited in Nagaland but additional problems relate to government 
welfare schemes (public service delivery) which may not be a legal issue but the 
beneficiaries have sought help in their resolution. He has specifically 
mentioned that most of the problems are related to various scholarships and 
government schemes. Panel lawyers in Assam have also been dealing with 
‘other’ categories of cases such as consumer disputes, RTIs, child marriage, 
child labor, corruption related to the public schemes and writ petitions. 

Thus, the main noticeable differences between beneficiaries and non-beneficiaries 
emerge in their educational qualifications, particularly for women. Female 
beneficiaries are older and significantly less educated than female non-beneficiaries. 
In terms of occupation, non-beneficiaries seem to be more vulnerable and both 
categories face similar disputes. The findings do indicate that individuals belonging to 
vulnerable sections do take up the aid offered under the TLS. However, the utilization 
is not universal and there may be factors constraining utilisation and we now turn to 
some of these issues in the following sections of this chapter and the subsequent 
chapters.  

 

3.2 Profile of lawyers 

All the panel lawyers who were contacted for the study are currently practicing law in 
the High Court and lower courts with one exception. 
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The panel lawyers in both Assam and Nagaland give their full time for the Tele-law 
scheme. The lawyers from Tripura, Meghalaya and UP work part time but devote 50% 
or more of their time to the TLS. The two panel lawyers we interviewed in Bihar have 
reported to be spending less than 50% of their time to the TLS. Their duty under the 
scheme is based on rotation as there are 14 lawyers working in the scheme. 2 lawyers 
work at the one time for 6 days a week. 

The availability of lawyers under the scheme may also be determined by the demand 
for the service. It would be necessary to monitor the situation with respect to 
availability and demand for legal services under the scheme to ensure that availability 
of lawyers does not become a constraint.  

 

3.3 Awareness about Tele-Law Scheme 

Awareness of citizens is one crucial aspect for the success of any social welfare scheme. 
We try to examine it for Tele-Law scheme using a set of indicators for beneficiaries 
and non-beneficiaries based on the present sample survey. We have first enquired 
whether the respondents were aware of some of key details of the scheme and the 
source of their information. While the former question is less important for 
beneficiaries, it is quite important from the perspective of non-beneficiaries. Second, 
the issue of awareness is also examined based on the responses of PLVs. In other 
words, we posed a question to all PLVs, whether they undertake activities to spread 
awareness at the CSC level and if yes, then in what different ways they have undertaken 
these activities. 

a. Response of beneficiaries / non-beneficiaries 

While general awareness about the scheme among the beneficiaries is to be expected, 
the survey finds that awareness of provisions as per the scheme guidelines and about 
fee waiver for individuals falling under Section 12 was not widely spread. Only 77.6 per 
cent of beneficiaries were aware among the former and 76.2 per cent were aware 
among the latter (Table A-5).The gender gap in awareness was found to be in favour 
of female beneficiaries as 84.1 per cent of female beneficiaries were aware of TLS key 
provisions as per the guidelines and 85.5 per cent were aware of the fee waiver for 
categories under Section 12.  

State-wise distribution shows that all beneficiaries in all states were aware of the 
scheme except in Meghalaya with only 69.5 per cent beneficiaries were aware about 
the specific provisions under the scheme. The awareness about scheme guidelines and 
fee waiver was found to be relatively low in two states – Meghalaya and Tripura as 
compared to the other states. 

Among the non-beneficiaries, it was found that only 69.8 per cent of them were aware 
about the scheme (Table A-6). This was found to be much lower in three states – Uttar 
Pradesh, Meghalaya and Tripura at 23.9%, 33.3% and 50.0% respectively. Awareness 
among female non-beneficiaries was found to be lower as compared to male non-
beneficiaries.  

The findings suggest that measures to spread awareness about the scheme in the rural 
areas need to be taken up. The PLVs will need to undertake activities to spread this 
awareness in collaboration with other local institutions such as Gram Panchayats, Self-
help groups of women and the VLEs.  
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b. Source of information about TLS 

In the present survey potential sources were listed as PLV, VLE, gram panchayat, 
family or neighbours, advertisement or newspaper. The results showed that the family 
or neighbours was the major source of awareness among all beneficiaries, and also so 
for male and female beneficiaries. The same distribution was also found for 
beneficiaries falling under the Section 12. The PLVs, as a source of information was 
cited by 18.9 per cent, 20.4 per cent and 17.4 per cent for all, male and female 
beneficiaries respectively. However, the percentage of PLVs as source of information 
is slightly higher in Bihar and Tripura, respectively, at 29.8 per cent and 51.1 per cent 
for all beneficiaries (Table A-6). 

While the PLVs do not come out as the main source of information as per the response 
of the beneficiaries, the friends and relatives, cited as the source, may well be informed 
about the scheme by the PLVs, VLEs or other officials.  

Figure 3.3: Source of Information (% distribution) 

 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. (iii) 
Numbers in the diagram are percentage of total respondents in respective category. 

The family and neighbors is also found to be the major source of information among 
those non-beneficiaries who are aware of the scheme. While PLV’s contribution as 
direct source of information was found to be lower in general, it was significant in 
Tripura where 75 per cent of non-beneficiaries reported PLVs as source of information 
about TLS.   

c. PLVs as Source of Information about TLS in the Rural Areas 

The response of PLVs shows that most do undertake dissemination of information 
about the TLS in the areas where they are functioning. About 90 per cent of PLVs 
report that they spread awareness about the scheme (Table A-7). The survey also 
enquired about different ways adopted by PLVs to spread awareness. The survey 
shows that PLVs spread awareness mainly through local government though they also 
utilize local institutions (other than gram panchayat) to spread awareness about TLS. 
The extent of house visits by PLVs was also found to be relatively low (Table A-7).  

The picture varies across states. While the house visits were found to be major 
dissemination channel adopted in UP and Tripura, local government was the major 
channel in Assam and Bihar, and holding meetings in village was major channel in 
Meghalaya. 
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Comparison of response of beneficiaries, non-beneficiaries and PLVs shows that while 
there appears to be significant lack of awareness of TLS among the non-beneficiaries, 
the channels for providing information about the scheme are multiple. Each may have 
their direct and indirect effects. Therefore, while the primary source of information 
may be the PLVs and VLE, they should utilize the potential of these multiple channels 
to maximize the awareness among the potential beneficiaries.  

d. Response of Panel Lawyers about awareness about TLS 

The panel lawyers from Nagaland, Tripura, Meghalaya and Uttar Pradesh noted that 
they came to know about the Tele-law Scheme through internet. The Tripura lawyer 
apart from mentioning internet has also mentioned Supreme Court website, and other 
officials as source of awareness about the scheme.  

Both the panel lawyers from Bihar came to know about the Tele-Law scheme through 
notifications in the court. A lawyer from Assam mentioned a district level official as 
her source while the other lawyer from Assam came to know about the Tele-Law 
scheme through a friend. The lawyer from Nagaland also mentioned an employee from 
CSC making her aware about the Tele-law service. 

The overall picture that emerges is one of prevalence of a variety of activities at the 
local level to spread awareness about the scheme. As the scheme has been in operation 
for a relatively short period, one important source of information about the scheme 
would be the beneficiaries themselves. However, it is important to strengthen the 
activities to spread awareness about the scheme, particularly through PLVs in 
collaboration with the other institutions so that the information is accurate and creates 
confidence in the citizens that they have a credible channel of legal aid available to 
them. A monitorable schedule of dissemination activities may be valuable to 
emphasize the importance of dissemination activities. A systematic process to make 
the opportunities in Tele Law among the lawyers is also needed. 

 

3.4 Registration under the Scheme 

The survey captures the feedback of beneficiaries on the registration process. The 
questions included whether beneficiaries found the registration process easy, whether 
PLV or VLE helped them in it and whether they received registration confirmation by 
SMS. The responses show that only 56.2 per cent of all beneficiaries and 56.1 per cent 
of beneficiaries in the categories under Section 12 reported the registration process as 
‘easy’ (Table A-8). This figure varied from as low as 19.5 per cent in Assam to a high 
96.4 per cent in Bihar. A significant gender gap can be seen which is in favour of female 
beneficiaries. A large share of females at 74.2 per cent as compared to 44 per cent male 
beneficiaries has reported registration process as ‘easy’. Similar pattern is observed in 
case of beneficiaries falling under Section 12. 

When it comes to the pattern relating to whether the help was provided by PLV or VLE 
in registration process, it is important to note that it is the VLE whose role it is to 
register the beneficiary at the CSC. Therefore, contribution of VLE is expected to be 
significant. PLV is only a facilitator in the process. Additionally, it is also possible that 
people can bypass PLV and directly go to VLE for getting enrolled in the scheme. The 
data shows that 88.9 per cent of all beneficiaries reported that PLV helped them in the 
registration process (Table A-8). A slightly higher proportion of beneficiaries at 94.5 
per cent mentioned that they were helped by VLE in the registration process. In other 
words, the role of both PLVs and VLEs is important in the process. The facilitation by 
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PLVs and VLEs is seen to be relatively high in all states except Meghalaya where 37.8 
per cent of the beneficiaries reported that they were helped by PLV or VLE.   

A significant share of beneficiaries – 91.3 per cent also reported that they had received 
registration confirmation by SMS. It is found to be significantly higher in all states 
except Meghalaya where only 74.9 per cent beneficiaries reported to have received the 
SMS of registration confirmation. 

The technology component of the TLS is able to link the supply system with the final 
beneficiaries effectively. 
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Chapter 4: The CSC and VLE Pillar of the Scheme 
 

4.1 Introduction 

Common Service Centers (CSCs) are the delivery points for the benefits of the scheme 
to beneficiaries and hence are one of the critical nodes in the successful 
implementation of the scheme. While CSCs cater to a host of government services, 
their role in this scheme is particularly important as this is where the beneficiaries 
register their requirements first and hold actual consultations with lawyers. Unless the 
environment at the CSC and its ICT facilities can generate trust in the beneficiaries, 
they would not speak to the lawyers freely and the objective of the scheme to improve 
access to justice would not be realised. This would be especially true in remote rural 
areas and for beneficiaries falling under Section 12.  

We interviewed the VLEs in 100 CSCs in our survey to understand whether their 
current state of facilities is favorable for the smooth functioning of the scheme. In 
addition, we tried to gauge the quality of services provided in these CSCs and other 
factors influencing the access and delivery of services under this scheme from the 
responses of the beneficiaries. In this chapter we have combined the findings from the 
responses from VLE and the beneficiaries, wherever relevant.  

Based on the responses of VLEs, in our sample, 54% of CSCs were operational before 
2017 that is, before the launch of the scheme and catered to the other schemes and 
programs. The remaining were opened between 2017 and 2019, again not solely for 
services under Tele Law. The Table 4.1 summarises key characteristics of the CSCs and 
the VLEs who run those CSCs. A significant majority of the VLEs are male and have 
completed their graduation studies. All female VLEs are at least higher secondary pass 
and tend to be a little older than their male counterparts. Most of the VLEs operate 
their CSCs around 6 days a week for 8 hours or more. The typical CSC is small with 2-
3 phones and computers. The CSC scheme does require certain minimum facilities to 
be available at the CSC to be part of the network that links the CSC with other platforms 
through which various e-governance services are delivered. 
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Table 4.1: Profile of VLEs 

Profile 
All VLEs 

Total Male Female 
% of total sample 100.0 88.8 11.2 
Mean Age 32.0 32.0 34.0 
Educational Qualification:    

 Primary 0.9 1.1 0.0 

 Higher secondary 31.8 29.5 50.0 

 Graduate or higher 65.4 67.4 50.0 

 Other 1.9 2.1 0.0 
CSC open for:    

 Average number of days / week 6.0 6.0 6.0 

 Average number of hours / day:    
 8 hours or more 91.6 91.6 91.7 
 4-8 hours 8.4 8.4 8.3 

Average number of equipment in CSC:    

 Phones 1.9 1.9 2.1 

 Desktops 3 3.1 2.4 

 Laptops 2.9 2.9 3 

 Computers with web cameras 2.2 2.2 1.8 

 Printers 2.8 2.8 2.8 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. (iii) 
Numbers in the diagram are percentage of total number of VLEs. 

 

4.2. Infrastructure Quality of CSCs 

The scheme is dependent on the availability of adequate hardware and ICT facilities in 
the CSCs. In our survey, we asked the VLEs to rate the equipment in their CSC and the 
phone and internet connections on a scale of 1 (least satisfactory) to 5 (highly 
satisfactory). We then calculated the proportion of VLEs who were satisfied (grouping 
the ratings 4 and 5) with the available infrastructure in their CSCs. We also asked about 
the availability of power backup in these CSCs as in the remote areas we may expect 
this to be an issue affecting the availability of service.  

Key Points: 

 Table A-9 shows that between 40 – 51% of VLEs are satisfied with the phone 
and internet connections in their CSCs. In general, male VLEs are more 
satisfied than female VLEs, though the proportion of female VLEs in the 
sample is small.  

 Overall, between 48 – 54% of VLEs are satisfied with the hardware available 
in the CSCs, like computers, scanners, etc.  

 Overall, 78.5% of CSCs have power backup available for operating all 
equipment in the CSC, while 18.7% have power backup only for computers. 

 Bihar stands out in terms of satisfaction ratings. 70 -100% of VLEs reported 
they were satisfied with equipment and networks in the CSCs. The CSCs in the 
state have also reported power backup for all equipment. 
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 Assam and Tripura have lower than average proportions of VLEs reporting 
that they are satisfied with the infrastructure. Tripura also reports low power 
backup facilities and poor internet connectivity.  

  Only 9% of VLEs are satisfied with the phone connection in other North-
eastern states (Arunachal Pradesh and the combined sample for Mizoram, 
Nagaland and Sikkim).  

Thus, improvement in the quality of infrastructure in CSCs, particularly the telecom 
connectivity, is an area that should be a priority to make the implementation of the 
scheme more effective. This is particularly true in the North-eastern states.  

 

4.3 Quality of Service 

As per the TLS, a beneficiary is allowed up to 3 consultations with a lawyer and up to 
20 minutes per call. One of the concerns regarding the functioning of the scheme is 
whether these facilities are being availed fully. Accordingly, we look at the proportion 
of beneficiaries who availed full services under the scheme to understand the 
utilisation of service.  

We also look at whether lawyers were changed between calls. Continuity with the same 
lawyer may be helpful if the beneficiary has to repeatedly explain his / her case to a 
new panel lawyer leading to loss of valuable time needed for discussing solutions.  

Finally, we consider whether privacy of the beneficiaries was ensured at the CSC 
during the call. This could be in the form of a separate room to make the call or a 
separate seating area from the people in the CSC. This is particularly important from 
the point of view of female beneficiaries.  

Looking at these factors together – utilisation, whether lawyer stayed the same and 
privacy – would allow us to gauge the quality of services being offered under the 
scheme. The higher proportions we have for these three, higher would be the quality 
of the service.  

Key points: 

 Overall, over 80% of beneficiaries spoke to the panel lawyer for 20 minutes and 
around 74% of them availed up to three calls. The proportions for the 
beneficiaries falling under Section 12 are similar to the overall findings (Table 
A-10). 

 Meghalaya and Tripura have the lowest proportions of beneficiaries who 
availed the 20 minutes or more than 1 call. While the nature of the case being 
discussed would also have a role to play, analysis of this issue has not been 
possible in this study. 

 Assam and UP have the highest proportions of women availing upto three calls, 
at approximately 90% of female beneficiaries. 

 Overall, in almost 54% of cases beneficiaries spoke to different lawyers each 
time they called. In Assam this proportion is particularly high at nearly 82%.  

 Tripura had no cases where lawyers were changed between calls. This is 
probably being driven by low utilisation or number of cases registered under 
the services in the state.  
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 Over 90% of beneficiaries reported that they had privacy while consulting the 
lawyer. In Assam, Bihar and Meghalaya all female beneficiaries had adequate 
privacy.  

 Only 18% of beneficiaries reported they had privacy during calls in Tripura and 
this is the lowest among states. 

Thus, in terms of the quality of service being provided to beneficiaries at the CSC, the 
Northeastern states are faring worse than UP and Bihar. The need to retain continuity 
of lawyers for the same case is an area where some consultation of different 
stakeholders may be necessary. 

 

4.4 Difficulty in accessing service 

Another parameter that we wanted to examine was if, at any time, the beneficiaries 
faced difficulty in accessing the services of the scheme.  The survey responses show 
that incidence of such difficulties prevail. The most common experience in such cases 
being, when the beneficiaries approach the PLVs and during registration at the CSC. 
Other experiences cited included, while obtaining the payment receipt or the lawyer 
denying his/her consultation services.  

Key Points: 

 Overall 38.7% beneficiaries (53.5% of males and 16.8% of females) claimed to 
have faced difficulties in accessing the service at some stage or the other (Table 
A-11). 

 Out of these beneficiaries experiencing difficulty in accessing TLS, 46.2% and 
37.1% of beneficiaries did so while approaching the PLVs and during registering 
at the CSCs, respectively.  

 Out of the 5 states, beneficiary respondents in Assam report difficulties in 
access with 76.1% of the beneficiaries (79.2% of males and 64.2%of females) 
reporting this experience.  

 On the above 3 points, the proportions for the beneficiaries falling under 
Section 12 are similar to the overall results. 

 After Assam, comes Tripura, but a sharply lower rate where 25.3% of the 
beneficiaries reported facing problem of access, and all of such responses are 
from male beneficiaries.  

 Bihar and Uttar Pradesh seem to be performing better in this aspect, where only 
3.9% and 6.7% of the beneficiaries have reported difficulty in access. 

 Meghalaya has no such cases of reported constraints on access. 

Thus, impediments to accessing the scheme are reported in this survey although there 
is large variation across states. At an aggregate level, access is also more of a concern 
in the North-eastern states as compared to UP and Bihar. It is not clear if the 
impediments are on account of documentation that may be required for registration 
or availability of functionaries who facilitate the process. Although proportion of 
beneficiaries who report impediments in the process is relatively small, measures to 
remedy the difficulties such as clear specification of availability timings for the PLV 
and VLV, clarity on documentation needed and the match between the lawyer and the 
beneficiary requirements will have a positive impact on the efficiency of the scheme.  
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Chapter 5: PLV and Panel Lawyers Pillars of the Scheme 
 

5.1 Profile of PLVs 

 

Gender, age and education profile 

A total of 74 PLVs were interviewed in the survey comprising of 37 male PLVs and 37 
female PLVs. The mean age of the all, male and female PLVs in the survey is 31 years, 
33 years and 29 years respectively (Table A-12). 

Distribution of all PLVs by their education category showed that 47.3% PLVs were in 
graduate or higher education category followed by 44.6% in the category of higher 
secondary, 5.4% with primary education. The distribution for male and female PLVs 
also looks same as the highest share of PLVs were in graduate or higher education 
category at 48.6% male PLVs and 45.9% female PLVs respectively. The second highest 
education category was higher secondary where 45.9% of male PLVs and 43.2% of 
female PLVs came in this category. The education profile of PLVs showed that majority 
of PLVs was educated.  

 

Level of Legal training 

The survey also enquired about the legal education/experience of the PLVs. While 
18.9% PLVs had no legal experience, 10.8% of all PLVs have gained legal experience 
through working with lawyer or court, 23% gained it through ‘own efforts’ and 23% 
gained it through training under TLS scheme (Table A-12). The highest share of 24.3% 
of all PLVs mentioned ‘experience with other institutions’ as their source of legal 
education5. The distribution of legal education for male PLVs looks the same, however, 
the highest share of female PLVs at 29.7% mentioned ‘training under TLS’ as their 
source of legal education followed by ‘own efforts’ for 24.3 per cent of the female PLVs.   

 

Time devoted to TLS  

The key duties of a PLV under TLS comprises of identifying potential beneficiaries, 
making people aware about the scheme, and leading them to CSC among other 
responsibilities. These activities require significant time to be devoted to TLS. It is 
more likely to be affected by the work of a PLV in activities other than TLS and the 
time she/ he devotes to TLS vis-à-vis other government scheme. Therefore, this aspect 
was examined in the survey by the question on how much time a PLV devotes to TLS 
and the work profile of PLV other than the work assigned under TLS. The responses 
were captured in three categories: full time, 50% of the time or more, and less than 
50% time.  

The survey data showed that 62.2% of PLVs are working full time under TLS, 31.1% 
work for half time or more, and 6.8% work for less than half time (Table A-12). Further, 
it is observed that the PLVs who fall in the latter two categories i.e. work part time in 
TLS, half of them are farmers. Gender-wise distribution shows that, 56.8% of the male 

                                                           
5The terms ‘legal education’ and ‘legal experience’ do not reflect formal education but familiarity with 
the nature of legal assistance that may be required by the beneficiaries. 
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PLVs were full-time PLVs in the scheme, whereas this figure was slightly higher for 
female PLVs at 67.6%.  

 

Year of experience as PLV 

The survey showed that 70.3% of all PLVs had started working as PLV in the scheme 
since 2019 itself and only 29.7% had started working from 2017.The similar 
distribution was observed for male and female PLVs as well (Table A-12). 

 

5.2 Training of PLVs 

Adequate training of PLVs is critical to the success of the scheme. As per the survey 
data, majority of PLVs have obtained training in TLS. 87.8% of all PLVs, 86.5% of male 
and 89.2% of female PLVs have responded that they have received training in TLS. 
This ratio is 100% in Bihar, closely followed by 93.4% in UP and 92.9 per cent in 
Assam. Training was in three categories – software, hardware and law related matters. 
Out of those PLVs who received training, 80% and 63.1% received training in software 
and hardware, respectively, and 78.5% received training in legal aspects (Table A-14).      

 

5.3 Interaction of non-beneficiaries with PLV 

In order to evaluate the functioning of PLV, the survey included a few questions to 
non-beneficiaries in this regard. The response of non-beneficiaries is important for 
understanding whether PLVs play an active role to reach the individuals in need of 
legal support.  

The survey data show that 63.3% of non-beneficiaries report that a PLV was available 
in the village (Table A-15). This figure varies from zero per cent in Meghalaya to 85.7% 
in Assam. Further, 49.7% of the non-beneficiaries reported that they have met PLV 
and 47.2% reported that they have discussed their cases with PLV. These three 
indicators remain low in UP and Meghalaya, indicating that PLVs are unable to play 
an effective role in the implementation of TLS.  

Distribution of non-beneficiaries falling under Section 12 with respect to these three 
indicators is similar to that of non-beneficiaries as 63 per cent responded that PLV is 
available, 50.8 per cent reported that they have met a PLV and 48.1 per cent have 
discussed their legal matter with PLV (Table A-15).  

The pattern of survey findings regarding the functioning of the PLVs indicates that the 
implementation of the scheme can be made more effective if the functioning of the 
PLV meets the expected role assigned to him/ her.  Several factors may have led to the 
less than expected performance of the PLVs such as salary and incentives given to the 
PLVs, their involvement in other schemes, large number of villages or households to 
be covered, and lack of adequate motivation to implement the scheme. 

 

5.4 Maintenance of Records 

The survey examines how PLVs record the beneficiary details. It is an important aspect 
because it includes details of the legal matter and other information about the 
beneficiaries. As per the guidelines, all stakeholders including PLVs are supposed to 
maintain the confidentiality of the information provided by citizens to them. The 
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scheme guidelines also require PLVs to keep track of applicant’s case and maintain 
record6. The same needs to be provided to the applicant, if needed by them. The 
response of the PLVs was captured in three categories: use of manual register; use of 
computer, tablets or mobile; or not maintaining such records. The survey data show 
that 61% PLVs maintain records in manual register, 32% make use of either computers 
or laptop or mobile to maintain records, 7% do not maintain any record (Table A-16). 
This aspect needs to be addressed so that a uniform way can be adopted by the PLVs 
to maintain the applicant’s records in a secure manner. 

 

5.5 Authentication of facts 

Further, the survey also enquired whether PLVs authenticate the facts reported by the 
applicant with reference to the cases to be registered. This point merely reflects 
whether PLVs consult local government or GP or police personnel to verify the facts, 
especially if the matter relates to welfare schemes. The survey showed that majority of 
PLVs (79%) mentioned that they authenticate the facts reported by an applicant. The 
response of female PLVs was higher at 83.8% (Table A-16). 

 

5.6 View on adequacy of number of PLVs for the scheme 

The survey elicited perception of PLVs about the adequacy of number of PLVs in the 
area. As the scheme is in the initial stage, it may be useful to understand the 
requirements of the scheme as it becomes more widely known. The responses of PLVs 
show that as high as 85.1% of all PLVs, 83.8% of male PLVs and 86.5% of female PLVs 
feel that more PLVs are required in the scheme (Table A-16).      

 

5.7 The Panel Lawyers 

The panel lawyers are at the delivery end of the Tele law service chain. They are 
experienced lawyers stationed at the state level and empanelled by either NALSA or 
DOJ. They receive a monthly sum as compensation for their service. Their interaction 
with the beneficiaries or recipients of the legal advice is through telephone or internet 
communication with the recipients located at the CSCs and the lawyers at the facility 
provided to them in the state capital. The appointments for consultation are facilitated 
by the VLE who operates the CSC.  

As the cases brought up through the system vary across different issues faced by the 
beneficiaries, including the problems related to the other public services, the lawyers 
need to be familiar with these issues. As the lawyers are usually assigned cases within 
the state where they are empanelled, language barrier with the beneficiary is not 
significant.  

In our interactions with the lawyers, they have suggested the rising demand for 
services in some areas and the need for more lawyers for the scheme. Their suggestions 
relating the scheme are discussed in the other chapters of this report.      

  

                                                           
6 See 
https://cdn.s3waas.gov.in/s38efb100a295c0c690931222ff4467bb8/uploads/2018/09/2018090510.p
df 

https://cdn.s3waas.gov.in/s38efb100a295c0c690931222ff4467bb8/uploads/2018/09/2018090510.pdf
https://cdn.s3waas.gov.in/s38efb100a295c0c690931222ff4467bb8/uploads/2018/09/2018090510.pdf
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Chapter 6: Utilisation of the Scheme 
 

6.1 Beneficiary Satisfaction 

Other parameters that reflect the status of the TLS at the grassroots level, are 
proportion of beneficiaries who felt that the TLS scheme makes access to justice easier 
for the individuals under Section 12, and how does that happen. Further, we enquire 
whether the beneficiaries would recommend TLS to other potential beneficiaries 
facing a legal issue and estimate what proportion of beneficiaries gave a satisfactory 
rating to the TLS scheme which varies from 1 or 5 with 1 being the least helpful and 5 
being most helpful. We bring out the following key points from our survey data. 

 

Access to justice to individuals under Section 12 improved or not? -  Beneficiary 
Perception 

Table A-17 shows that 85.6% of all beneficiaries (76.4% males and 99.2% females) 
reported that they felt TLS makes access to justice better for the individuals in Section 
12. Out of these beneficiaries 73.3% reported that TLS improves access to legal aid and 
26.7% reported TLS reduced cost of legal aid. A similar proportion of males and 
females falling under Section 12, report the same pattern. Almost all of the women 
beneficiaries gave positive response.  

The state-wise break-up shows that 100% beneficiaries in Bihar feel that TLS has made 
access to justice better for  individuals falling under Section 12 and out of which 81.6% 
reported that TLS improves access to legal aid and 18.4% reported TLS reduced cost 
of legal aid. This figure stands at the lowest, 52.9% beneficiaries, in Tripura. 

 

Recommend TLS to Others 

Out of these beneficiary respondents, 85.0% reported that, they would recommend 
TLS to other potential beneficiaries. Out of them 75.4% are males and 99.2% are 
females. Once again, the proportion of beneficiary respondents under Section 12, who 
would recommend TLS to others is similar to the overall proportion. The state-wise 
variation shows the share of beneficiaries who reported that they will recommend TLS 
to others is the least in Tripura at 34.5% and followed by 61.5% in Meghalaya. On the 
contrary, 96.9% beneficiaries in Bihar and 91.7% beneficiaries in UP reported that they 
will recommend it to others. 

 

Satisfaction rating provided by beneficiaries 

The rating provided by beneficiary is from 1 to 5 where 1 stands for the least helpful 
and 5 for the most helpful. We have grouped the shares of beneficiaries who rated 3 or 
above i.e. average or above into one category of ‘satisfactory’ rating. The survey 
responses show that the 65.07% of all beneficiaries gave a rating of 3 or more to the 
TLS scheme with 72.99% of them being males and 53.34% being females (Table A-17). 
It shows that relatively fewer females found it satisfactory as compared to men. The 
ratio of beneficiaries with rating of 3 or more varies from 80.8% in Assam to as low as 
25.8% in Tripura and 29.3% in UP. The gender-wise scenario shows that 100% female 
beneficiaries in Meghalaya and 98.3% in Assam find TLS above average, whereas only 
14.9% female beneficiaries found it above average in UP. 
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The survey response shows that the Tripura needs more attention when it comes to 
the implementation of TLS scheme as the beneficiary satisfaction is found to be on 
lower-side there. In UP, almost all beneficiaries think that TLS has improved access to 
justice and the same number will also recommend TLS to others, however, rating 
component of females is seen to be markedly low.   

 

6.2 Consultation Fee 

The scheme guidelines require people not falling under Section 12 to pay Rs. 30 per 
consultation call. At the same time, individuals falling in the Section 12 are exempted 
from the payment of consultation fee of Rs. 30. The amount paid, as reported in the 
survey, is categorised in three categories – no payment, up to Rs. 30 and more than 
Rs. 30 (Figure 6.1). Although no payments above Rs 30 are required under the scheme, 
the additional payments may well be due to availing some other schemes in the same 
CSC. The percentage of beneficiaries reporting payment in excess of Rs 30 is small. 

The survey shows that out of total beneficiaries, 48.4 per cent paid no consultation fee, 
50.9 per cent paid up to Rs. 30, and less than 1 per cent of beneficiaries paid more than 
Rs. 30(Table A-18).  

The pattern is driven by payment from the female beneficiaries where 56.7 per cent of 
the female beneficiaries had paid the consultation fee of amount up to Rs. 30. As per 
the Section 12, females are considered eligible for free legal aid. A significant 
proportion of beneficiaries falling under Section 12, appear to have paid consultation 
fee despite the fee exemption. This may also have been on account of adequate 
documents to qualify for fee exemption. 

Figure 6.1: Payment of the consultation fee (% of all beneficiaries paying 
the fee) 

 

Note: (i) Prepared by authors. (ii) Data Source: NCAER survey on TLS. (iii) Each bar in this diagram 
shows the share of beneficiaries in each category of fee payment.  

 

This may also have been on account of adequate documents to qualify for fee 
exemption. There are no documents required to be brought by women and children 
(Below 18 years of age) at the time of registration. It is required for rest of the 
categories of Section 12. Suitable instructions should be provided to the VLEs so that 
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the requirement of documentation for registering cases for all those covered under 
Section 12 is minimal and free legal aid would be provided where applicable. 

As beneficiary data is dominated by beneficiaries falling under the Section 12, the 
distribution of fee payment of all beneficiaries follows the distribution of beneficiaries 
in the Section 12. Surprisingly 83% of the beneficiaries under Section 12 in Bihar paid 
the consultation fee, followed by 46.6% in UP and 46.5% in Meghalaya. The majority 
of beneficiaries under Section 12 in Assam – 62% have paid no consultation fee.   

This comparison shows the need to monitor the implementation of the scheme and 
points out a number of areas where some improvement can be brought in.   

 

6.3 Grievance Redressal 

To ensure smooth and efficient implementation of the scheme, it is important to allow 
citizens to register their complaints, if any, and also to resolve those complaints. The 
survey has attempted to capture whether beneficiaries had any grievances relating to 
the TLS scheme, and in such cases, what proportion of beneficiaries reported having a 
grievance, the types of grievances they have and also if their grievances got resolved. 
Although these responses may be conditioned by general experiences, it is useful to 
examine them as they may have some useful indicators for future implementation 
strategies. This caution is relevant as the beneficiaries have also rated their experience 
in the scheme as satisfactory and would recommend the scheme to others in need of 
legal assistance. 

Overall 47.1% beneficiaries (53.3% of males and 38.1% of females) reported having 
grievances in the implementation of the scheme (Table A-19). The proportion of males 
and females in Section 12, reporting grievances, is similar to the overall proportion. 
The state-wise picture shows that 81.6% beneficiaries reported grievance in Assam 
which is highest among all states. On the other hand, only 20.4% beneficiaries in Bihar 
and 18% in UP reported any grievance.   

Type of Grievance 

The survey responses by all beneficiaries fall mainly in four categories, namely: no 
privacy at the CSC; facing problems in phone connectivity; difficulties in reaching CSC 
and lawyers not being able to advise them. These were reported by 30.1%, 26.5%, 
23.4% and 20.0% of all beneficiaries, respectively. While the distribution of type of 
grievance also remains the same for male beneficiaries, it is different for female 
beneficiaries as the highest reported grievance by females is the ‘difficulty to reach 
CSC’ reported by 37.7% female beneficiaries, followed by ‘unsatisfactory phone 
connection’ reported by 33.2% of female beneficiaries (Table A-19).  

The distribution of type of grievance reported by beneficiaries in Section 12 is similar 
to the type of grievance reported by all beneficiaries. 

The state-wise picture shows that Assam has the highest share of beneficiaries that 
have reported any grievance. Among all types of grievance, the privacy concern at CSC 
remains the highest reported grievance among all beneficiaries and male beneficiaries 
at 33.3% and 36.8% respectively. Among female beneficiaries, the unsatisfactory 
phone connection is the highest reported grievance. In case of Bihar and UP, where 
lesser proportion of all beneficiaries reported grievance, the highest reported 
grievance remains ‘difficulty to reach CSC’ in Bihar and ‘no privacy at CSC’ in UP 
which is reported by 98.6% and 54.6% of the beneficiaries, respectively.   
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Resolution of Grievance 

Further, survey enquired whether the grievance reported by beneficiaries was resolved 
or not. It is observed that out of the total beneficiaries reporting grievance, 96.8% got 
their grievances resolved. Out of them, 95.6% are males and 99.2% are females. The 
proportion of males and females falling in Section 12, with resolved grievances are 
similar. Although some of the grievances are harder to resolve, such as ‘difficulty in 
reaching the CSC’ addressing some others may be feasible. For example, inadequate 
privacy, if reported to the VLE, may have been resolved in specific cases; non-
availability of lawyer may have been addressed in the next appointment or problem 
with phone connectivity may have been addressed in a subsequent visit. As we note 
below, even the harder constraints can be overcome with further technology 
interventions embedded in the scheme. A general feedback that is emerging relates to 
the need to ensure privacy during the phone calls with the lawyer and improved 
phone/ internet connectivity. Training to VLE to sensitise them with respect to the 
need for privacy as the discussion with the lawyer needs such an environment for the 
beneficiary of TLS. 

The state-wise distribution also shows that out of the total beneficiary with grievances, 
98.7% in Assam, 83.8% in Bihar, and 100% in UP got their grievances resolved. It is 
important to note that the kind of grievance reported in UP and Assam are multiple, 
whereas almost all beneficiaries in Bihar (98.6%) have reported distance to CSC as the 
grievance and 83.8% of these grievances were resolved.  

After discussion with SLSA Bihar and the respective panel lawyers, it is found that 
panel lawyers also call directly on the mobile number of the beneficiary which gets 
reflected on the online portal. Therefore, this could be one important aspect that 
beneficiaries did not need to come to CSC to have a conversation with the lawyer. 
However at the same time, beneficiaries need to come to CSC for the registration which 
is more likely to be solved by mobile application used by PLVs. It was found during the 
discussion that the mobile application is not launched in Bihar as yet. Therefore, if 
beneficiary faces long distance to be covered for registration, that can be tackled by 
either allowing direct entry by the beneficiary herself/ himself on the portal or by 
rolling out of a suitable mobile application in the state.  

 

6.4 Comparison of NALSA vs non-NALSA States 

In this section, a few components are compared for states operating under NALSA and 
states operating under DOJ & CSC-eGov. Bihar and UP are in the former category, 
North Eastern states come under the latter category of states. 

It should be noted that the comparisons of the parameters in itself does not indicate 
the superiority of one scheme over the other as such comparison does not insulate the 
impact of other factors such as the geographical distinctions or other social and 
economic conditions.   

In terms of awareness of beneficiaries with regard to TLS guidelines and fee waiver 
option, UP and Assam report very similar shares of over 70%, while Bihar has much 
higher proportions. Other Northeastern states report much lower proportions. 
Awareness among non-beneficiaries regarding the scheme is highest in Assam at 
around 90%, with Bihar following closely with around 86%. Interaction of non-
beneficiaries with the PLV is also highest in Assam, followed by Bihar. Both these 
proportions are the lowest in UP.  
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Percentage of PLVs reporting having taken training for TLS is also very high in all 3 
states, but less than 50% in other Northeastern states.  

In contrast in Assam, only around 20% of beneficiaries report that they found the 
registration process easy, while UP and Bihar report 90% and 96% respectively. 

In terms of quality of service, such as whether beneficiaries were able to avail the 
maximum stipulated time and number of calls if required, all 3 states show similarly 
high proportions of beneficiaries between 72 – 93%, while other Northeastern states 
report 31-34%.  

In the case of lawyers changing between calls, Assam reports the highest incidence at 
82%, while other Northeastern states show the lowest proportion at almost 10%.  

Privacy for the beneficiaries in their consultation calls with the lawyers was ensured in 
the case of majority of beneficiaries for UP, Bihar and Assam, but only in 36% of cases 
in other Northeastern states.  

Assam has the largest share of beneficiaries who had difficulty in accessing the scheme 
or reported grievances.  Other Northeastern states had no beneficiaries reporting 
grievance.  

Assam and other Northeastern states have particular difficulties with phone and 
internet connections.  

Overall, the performance of the scheme in Assam and the other Northeastern states is 
not as consistent as in the case of UP and Bihar. 

In terms of uptake of the scheme, the database shows that the number of registrations 
per CSC in the northeastern states compares better than UP and Bihar. 

The indicators of the operation of TLS under the two models are therefore diverse. But 
the need for coordination among agencies implementing the scheme is clear as there 
are gains to be had from sharing the lessons of implementation in different situations.  
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Chapter 7: Perceptions of various stakeholders  

about the scheme 
 

In this chapter, we summarise the perspectives of the respondents – beneficiaries, 
non-beneficiaries, and panel lawyers, who were interviewed either personally, through 
telephone or by sharing a structured questionnaire by email, on the functioning of the 
scheme and their views on how the scheme can be made more effective in meeting its 
objectives.        

 

7.1 Perception of beneficiaries / non-beneficiaries 

a. Overall implementation of the scheme 

Looking at the overall picture for all states, majority of beneficiaries and non-
beneficiaries in the villages covered have suggested that Tele-law scheme can be 
improved by increasing awareness among citizens about the scheme (Tables A-20& A-
21). For non-beneficiaries, 26.6% of the people suggest there is a need to increase the 
number of PLVs. A large proportion of females indicate a need to improve the 
infrastructure at the CSCs. This figure stands at 30.8% for female beneficiaries and 
29.7% for female non-beneficiaries. 

Going state wise, Bihar and Meghalaya are among the states wherein a large majority 
of the beneficiaries think that there is a need for increasing awareness, with the figures 
at 75.3% and 70.8% respectively (Table A-20). Barring Assam, for beneficiaries in all 
the other states, a comparatively lower proportion of citizens express a need for an 
increase in panel lawyers. This is also reflected in the relatively large number of cases 
registered in Assam under Tele Law. Among non-beneficiaries in all the states except 
Bihar and Meghalaya, more than 25% people feel the need for appointing more PLVs 
under the scheme. In all the states, both for beneficiaries and non-beneficiaries, more 
male than female respondents suggest that there is a need for increasing the number 
of PLVs. In Tripura 56.3% of the non-beneficiaries advocated for the need to improve 
the infrastructure at the CSC level. 

 

b. On improving the Tele-law service specifically for women 

The cumulative information for all the states for both beneficiaries and non-
beneficiaries gives us a clear indication that there is a need felt for increasing the 
awareness about the Tele-law scheme and its provisions among women. From the 
responses it can also be inferred that it would be better if female PLVs and female 
lawyers are appointed in providing the service to women. In all three indicators, the 
proportion of females is greater than the proportion of males for both beneficiaries 
and non-beneficiaries. 

The state wise data shows that the need to increase awareness among women 
beneficiaries is felt mostly in Bihar and Meghalaya with the corresponding figures for 
the two states standing at 89.6% and 66.5% respectively. In Tripura, both among 
beneficiaries and non-beneficiaries, the need to appoint female PLVs can be seen to a 
large extent with 25.3% and 26.3% responding in favour of this. Additionally, for 
beneficiaries, the need for appointment of more female PLVs is also seen UP. Barring 
UP, in all the other states, both for beneficiaries and non-beneficiaries, more male 
respondents have advocated for ensuring privacy at the CSC during consultation with 
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the lawyer to improve the service for women. In Tripura, the proportion of 
beneficiaries who have said that more female lawyers should be appointed is relatively 
more at 20.7%. The interesting point to note is that all these beneficiaries, who have 
voted for an increase in appointment of female lawyers in Tripura, are males. 

 

7.2 Perceptions of the TLS by Panel Lawyers 

a. Access to justice for individuals falling under Section 12 in Tele-law 

The sample panel lawyers of all the states hold a notion that Tele-law scheme makes 
access to justice for individuals falling under Section 12 easier. The panel lawyer from 
Nagaland said that owing to the Tele-law scheme the people belonging to Section 12 
can avail legal aid without hassle. The Tripura lawyer mentioned that the Tele-law 
scheme makes access to justice easier for these individuals because of its unique 
features such as the application based system for enabling legal advice.  

Further, the lawyers in Assam and a lawyer from Bihar suggest that Tele-law scheme 
benefits individuals belonging to Section 12 by reducing their cost of legal services. 
Also, the lawyer from Meghalaya mentioned that advice enabled through Tele-law 
provides proper guidance and direction to the people in getting justice. In Tripura, the 
suggestion is for increased awareness about the scheme. 

 

b. Video Conferencing 

The response of lawyers indicted that the video conferencing is an important aspect 
of the scheme which establishes face to face connection of applicants with them. 
They also expressed that without VC, the purpose of the scheme cannot be fully 
realised. It strengthens a more reliable relationship between the two as beneficiaries 
are more satisfied with face-to-face conversation as compare to just tele-phonic 
conversation. 

c. Assistance beyond consultation under TLS 

The range of issues brought by the citizens to the panel lawyers under the Tele Law 
Scheme is very wide and may not fit into the general cases of litigation. The interviews 
with the panel lawyers suggest that the citizens in rural areas who may not know how 
their grievances in dealing with the government offices are to be resolved require 
assistance. Such assistance may not be available routinely or easily in the respective 
government offices and the facility under Tele Law Scheme has opened up a new 
channel of help in such circumstances. A well- functioning system of providing 
assistance in resolving matters relating to public services is an important benefit to the 
rural population whose social networks or economic resources are not adequate to 
seek redressal of their grievances. The Tele Law Scheme is an alternative mechanism 
to assist in such instances of redressal of grievances.  

As the awareness of the scheme increases, the citizens in rural areas can be expected 
to utilise the scheme on legal issues and not merely the difficulties relating to public 
services.     

Perceptions of the lawyers also indicate the need to consider the measures which can 
assist citizens with further legal processes beyond the consultations under TLS. The 
panel lawyers from Bihar, UP and Meghalaya have reported that over 75% of cases 
require legal action beyond consultation. Assam and Tripura panel lawyers noted that 
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legal action is required in 50% to 75% of the cases handled by them. Only in Nagaland 
the experience is that most of the cases dealt by her are FIR or RTI related queries, less 
than 50% cases require any legal action beyond consultation. 

 The other programs such as the legal aid services need to build on the impact TLS 
creates so that there is continuity in the support to the people belonging to the rural 
areas and particularly belonging to Section 12. 

 

d. Suggested improvements in Tele-law scheme 

Lawyers from all the states feel that there is a need to increase awareness about the 
Tele-law scheme. Also barring the lawyers of Assam and UP, all the lawyers feel that 
there is a need to improve the infrastructure at the CSCs. There is a need felt by the 
lawyers of all the states barring Assam for more engagement of PLVs in the Tele-law 
scheme. A panel lawyer from Assam indicated that there is a need for greater 
participation and seriousness on part of the VLE, PLV and the District Magistrate 
(DM). The lawyer from Bihar feels the need of meetings between panel lawyers and 
PLVs from time to time.  

The panel lawyer from Tripura has suggested changes in the structure of the scheme 
such that VLE and PLV of the CSC should be connected with SLSA to act upon the 
advice of the panel lawyers. Also he advised for setting up of the CSCs in every court 
premise, more awareness through distribution of pamphlets, loudspeaker 
announcements by the VLEs, a need to issue ID card to the PLVs, appointment of 
District wise panel lawyers with one panel Lawyer at State Center and mobile app for 
the panel lawyers on Tele-law like PLVs should be introduced so that more people 
affected by legal disputes can avail the Tele-law scheme. 

In Tripura the suggestion is for greater awareness about the scheme and expression of 
a perception that phone and internet connectivity are acting as bottlenecks for 
individuals falling under Section 12 seeking justice through Tele-law. 

 

e. Measures to improve Tele-law specifically for women 

In order to improve the Tele-law service specifically for women all the panel lawyers 
suggested that there is a need to spread more awareness among women. The lawyers 
of Bihar raised the need for improvement in the infrastructure at the CSCs to make it 
easier for women to avail the Tele-law scheme.  

The panel lawyers from all the states except Tripura feel the need of appointing female 
PLVs. In Assam there is a suggestion of requirement for appointment of female 
lawyers. In Bihar and Meghalaya, lawyers have advised for ensuring more privacy at 
the CSC during the time of consultation between the women beneficiary and the 
lawyer. In Assam, Nagaland, Meghalaya and Bihar there is a need to reduce language 
barrier between the women beneficiary and the lawyer. The panel lawyers have 
additionally pointed out the need of access to the PLVs, VLEs and Panel Lawyers to 
the women’s commissions, police, Child Development Program Officer (CDPO) office 
etc. to improve Tele-law scheme specifically for women.  
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7.3 Perceptions of DoJ 

Department of Justice (DoJ) plans to expand the coverage of the Tele-law in the states 
of UP, Bihar, Jammu & Kashmir and North-East where it is already operational. Also 
it plans to introduce the scheme in other states. Currently, Tele-law scheme has now 
already been extended to 115 Aspirational Districts through 28,060 CSCs. 

 DoJ frequently undertakes awareness campaigns for the TLS among the general 
public through online portal and various media platforms such as radio and hoardings.  

a. Increase in female beneficiaries 

It has also reported that the number of female beneficiaries has increased over time. 
There are specific initiatives taken on this front of the DoJ to increase the enrollment 
of women beneficiaries such as targeting awareness programs specifically for women, 
appointing female lawyers for consultation with the female beneficiaries, ensuring 
privacy at CSC during consultation with the lawyer and by reducing language barrier 
between the beneficiary and the lawyer.  

b. Female PLVs 

The criteria for enrolment of the PLVs in the scheme is that they need to have the basic 
knowledge of the legal matters and don’t need to have any formal education in law 
related field. Like lawyers the availability of PLVs is just adequate. DoJ is planning to 
spread more awareness at the village level to increase the enrollment of PLVs in the 
scheme. There is also a plan to appoint female PLVs in the states other than UP and 
Bihar. For 2018-19 5,486 female PLVs are already appointed in states other than UP 
and Bihar. 

c. Adequacy of Budget 

The budget allocated for the Tele-law scheme is not sufficient across all states. There 
is a plan on part of the DoJ to increase awareness among the citizens, increasing the 
number of PLVs and panel lawyers to make the benefits of the scheme reach all those 
who need this support.   

 

7.4 Perceptions of CSC e-Gov 

The data of TLS scheme is fully managed by CSC e-Gov which is automatically 
generated. It includes details of the applicants such as place, gender, community, date 
of registration and scheduled appointment, type of legal issue among other indicators. 
The database of people who got registered under the scheme but did not avail the 
calling facility is also maintained by CSC e-Gov. Similarly, the database of lawyers is 
also maintained which includes their basic details such as name, education, area of 
expertise, available appointment slots among other indicators. The interviews of CSC 
e-Gov highlighted that the TLS scheme helps people by providing them legal aid at 
much cheaper cost in terms of money and by saving their time as well.  

Their monitoring process is handled by the tele-callers. These callers pick beneficiaries 
from the data at random and call them to know their experience under the scheme. 
They also record their grievances and try to resolve those. The grievances specifically 
related to the non-functioning and non-cooperative VLEs in the scheme are paid 
particular attention as CSC e-Gov is the body who manages CSCs in the country. They 
enquire these grievances with the VLE directly and also by suspending their license in 
some cases.    
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They raised a few concerns regarding the scheme. One concern was that the exercise 
of analysing the TLS data is not adequately conducted. The main reasons cited were 
lack of resources including appropriate statistical software. Their team conducts basic 
data analysis and not an advanced one. This basic data analysis is reported to DoJ on 
regular basis. Secondly, they expressed the requirement of more human resources as 
the scheme has expanded in 115 Aspiration Districts.     

7.4 Perceptions of SLSA 

The SLSA of two states – UP and Bihar hold a notion that Tele-law scheme makes 
access to justice for individuals falling under Section 12 easier by bringing their 
problems to the knowledge of higher authorities. 

a. Awareness campaigns 

Both the states have made efforts to spread information about the scheme. Awareness 
campaigns in Bihar are managed by DLSA. The SLSA official from UP said that they 
frequently take initiatives to spread awareness about the scheme through printed 
pamphlets and awareness camps held by DLSA. DLSA organizes camps at remote 
places where they give information about different schemes. SLSA sends them 
schedule of items for dissemination. There are adequate resources at the SLSA to 
monitor progress of the scheme and that they analyze the data every 15 days or so. 
They try to increase enrolment of women by targeting awareness programs towards 
women and ensuring privacy at CSC. 

b. Enrolment of lawyers 

The enrolment of lawyers takes place at the level of the state by following the NALSA 
guidelines. Approval of the SLSA chairperson is required for the enrolment of lawyers. 
They have not faced any shortage of lawyers. The lawyer is expected to provide advice 
in all cases and not stick to any core area of specialization. Both the states have large 
number of lawyers working under the scheme. However, all lawyers work on weekly 
shifts where 2 lawyers work for a period of six days and are replaced by set of other 
two lawyers in the next week. This may raise some issues if a beneficiary wants to 
schedule another call, it is more likely that the assigned lawyer might be different in 
the subsequent call.   

c. Other concerns 

Lack of adequate coordination between the SLSA and DoJ was cited as one of the 
concerns. For instance, it was cited that the mobile app is introduced in all CSCs in UP, 
but there is a need to monitor whether the PLVs are using it or not. 

Monitoring of the CSCs is also handled by DLSA in both the states. In UP, the DLSA 
Secretary conducts surprise visits at least once a month. 
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Chapter 8: Summary of Findings and Recommendations 
 

Using information from a sample survey covering the states of Arunachal Pradesh, 
Assam, Manipur, Meghalaya, Mizoram, Nagaland, Sikkim and Tripura in the 
Northeast and UP and Bihar, this study has analysed the drivers and challenges of the 
Tele-Law scheme. The study has covered various aspects of the scheme influencing 
implementation and impact through assessing the perspectives of various stake 
holders, ranging from the beneficiaries, non-beneficiaries, intermediate links of 
paralegal volunteers, CSCs and the panel lawyers on the one hand and the 
implementers, coordinators and monitors in the Department of Justice, National and 
State Level Authorities for Legal Aid Services and the CSC e-Governance Services in 
the Ministry of Electronics and Information Technology. The Tele Law Scheme was 
implemented in April 2017 in 11 states of the country and the lessons from the scheme 
would be valuable for not only improving the scheme in these areas but also in 
expanding the scheme to the other parts of the country. 

In this section we outline the key findings from our study and provide suggestions for 
improvement emerging from the implications of the findings.  

The implementation of the scheme is based on the strength of three pillars: The PLVs, 
the VLEs and the panel lawyers. The foundation and the overall coordination are 
provided by the Department of Justice, National and State Level Authorities for Legal 
Aid Services and the CSC e-Governance Services in the Ministry of Electronics and 
Information Technology. The key objective of the TLS is to make access to legal 
services easier and affordable for the citizens in places distant from the places where 
they are more generally available and also for those citizens who are among the socially 
and economically vulnerable. It is designed to utilise the expanding reach of 
communication and information technology in the delivery of public services. 

The discussion in this chapter is organised in terms of various linkages embedded in 
the design of the scheme to draw the implications of the findings at each link to the 
overall implementation. 

 

8.1 Beneficiary, non-beneficiary and PLV linkage 

As it is the PLV’s responsibility to identify citizens in need of legal advice and sign them 
up for the scheme if required, strong linkages between the PLV and the village 
community would be necessary for the successful implementation of the scheme. A 
sign of an effective PLV is how aware the citizens in areas where he/ she serves are 
about the scheme’s provisions and how accessible the PLV is in the villages covered by 
him/ her. It is also expected that better outcomes would emerge for the scheme if there 
are educated and well trained PLVs who can understand the legal aid requirements of 
the population and relate them to the facilities available under the scheme. 

Key findings: 

 Over 90% of PLVs were educated till higher secondary level or more and over 
80% had knowledge of legal issues either through training or in some other 
institution or through own efforts.  

 Only about 76% of beneficiaries of the TLS are aware about the fee waiver 
provision for the individuals belonging to Section 12 availing the benefit of the 
scheme. Only about 70% of non-beneficiaries are aware about the scheme. The 
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major source of awareness regarding the scheme was family and neighbors 
rather than PLVs. 

 Less than 50% of non-beneficiaries reported to having met a PLV and 
discussing their case with him / her.  

 There is no uniformity with which details of records of beneficiaries are 
maintained by the PLVs. 

 Nearly 50% of the PLVs in our sample are female. 

Thus, although the PLVs are well equipped with training and education, their 
performance is not up to the mark as large pockets of citizens remain unaware of the 
scheme and its provisions and hardly interact with the PLV. As per the inputs from 
interactions with the DOJ, one of the main strengths of the scheme is the PLV and the 
results are good in areas where they are motivated. Among the issues that need to be 
addressed is the level of compensation for the PLVs. This view has also been shared by 
the panel lawyers. It is also found that only about 60% of the PLVs are fully engaged 
in the TLS work. While this may be on account of the work load itself, the incentives 
and motivation may also be a factor. 

Recommendations: 

 Give greater emphasis on the role of PLVs in spreading awareness of the scheme 
in their respective areas of work. This may include sensitizing the officials of the 
panchayats in the villages, interacting with the self-help women groups and 
house to house visits. Regular reporting by the PLVs to the SLSA or CSC e-Gov 
system would help in monitoring of these activities of PLV and provide feedback 
to the PLVs. 

 Increasing the visibility of PLVs in villages, especially to have specified times at 
which the PLV would be available at the CSCs and Gram Panchayats. 

 Appointing more PLVs and also female PLVs. 

 Timely payments to PLVs and link incentives with better performance, not just 
based on number of beneficiaries registered but also efficiency on other 
parameters of functions. The PLVs may specify the time during the day in which 
they would be available at the Gram Panchayat office, at the CSC. A systematic 
reporting and work schedule combined with recognition of work of the PLVs 
among peers would be needed at least in the initial stages of the launch of the 
scheme.  

 Regular and periodic training, especially using the facilities at the CSCs. 

 The awareness of the people about the scheme in the villages needs to be 
strengthened. There can be inter-departmental collaboration where awareness 
campaigns of multiple departments can be conducted together, particularly 
through the Panchayati Raj Institutions.  

  

8.2 PLV – VLE/CSC linkages 

The successful implementation of the scheme depends on the close coordination 
between the PLV and VLE at the CSC. The VLE is in charge of the infrastructure 
present at the CSC and hence, once the PLV brings the beneficiary to the CSC, it is his/ 
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her responsibility to ensure that the rest of the process of registration and consultation 
proceeds seamlessly.  

Key findings: 

 A large majority of VLEs are male and have completed graduation. The typical 
CSC is small with 2-3 phones and computers. Close to 50% of VLEs are not 
satisfied with the equipment and phone and internet connections in the CSC. 

 Around 89% of beneficiaries reported that PLV helped them in the registration 
process, while 95% of beneficiaries got help from VLE. 

 

Though it appears that PLV and VLE share responsibilities, a panel lawyer reported 
that there is a need for greater participation and seriousness on part of the VLEs and 
PLVs. All the lawyers we interviewed also felt that there is a need to improve the 
infrastructure at the CSCs. 

Recommendations: 

 Review the facilities available at the CSCs, particularly in the context of Tele 
Law services. Telephone and internet connectivity, video conferencing are the 
key requirements of the TLS. 

 Close monitoring of VLEs through selected metrics of functions, including not 
levying the charges to individuals under Section 12. Parallel to the grievance 
redressal system, feedback from the beneficiaries regarding quality of service at 
the CSC could be taken.  

 The VLEs support a number of other public services through their CSCs. The 
Tele Law is, therefore, only one of the services they provide. VLEs should also 
be incentivised to provide quality services under the scheme as the success of 
the scheme will depend on the privacy the beneficiary gets in speaking with the 
lawyer, effectiveness of the telecom/ internet facilities and in informing the 
beneficiaries about the appointments with the lawyer.  

 Training for the VLEs on the operations related to the scheme is important to 
be regular and the functions need to be monitored. The details provided 
through the registration process to the implementing authorities are crucial for 
monitoring the performance of the scheme. Accurate information about the 
names of the beneficiaries and details regarding categories (Section 12/ 
general), location of the CSC (panchayat, district and so on) is essential for 
monitoring purposes. 

 Training regarding applicable fees is also necessary. While the scheme has 
become operational only recently, the rules regarding fees should be 
automated. 

 

8.3 Beneficiary – VLE/CSC linkages 

Whether vulnerable citizens in need of legal advice benefit from the scheme depends 
on the conditions in the CSC. Hence, the VLE has an important role to play here. Apart 
from making sure that the necessary ICT facilities are present and robust, he / she also 
has to ensure that the beneficiaries are comfortable and have privacy while speaking 
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to the lawyer. Only then will beneficiaries confide in the lawyers and make some 
headway with solving their problems.  

Key findings: 

 Over 80% of beneficiaries spoke to the panel lawyer for 20 minutes and around 
74% of them availed upto 3 calls. Over 90% of beneficiaries reported that they 
had privacy while consulting the lawyer. 

 Around 39% of beneficiaries reported that they had faced difficulty accessing 
the services of the scheme and one of the stages where this problem occurred 
was while registration at the CSC.  

 Close to 50% of beneficiaries had some grievance about the scheme and about 
97% were able to get it resolved. For women, “difficult to reach CSC” was the 
most common grievance, while it was “no privacy at the CSC” for male 
beneficiaries. 

 The response of lawyers indicted that the video conferencing is an important 
aspect of the scheme which establishes face to face connection of applicants 
with them. They also expressed that without VC, the purpose of the scheme 
cannot be fully realised. It strengthen a more reliable relationship between the 
two as beneficiaries are more satisfied with face-to-face conversation as 
compare to just telephonic conversation. 

Thus, there are cases where even though beneficiaries may not have had difficulty in 
accessing the scheme, they had grievances and hence, there are issues with the quality 
of service under the scheme. One of the panel lawyers advised setting up of CSCs in 
every court premise also so that they can be reached by the beneficiaries easily. This 
would perhaps help when the legal issues have actually proceeded to the courts from 
an initial consultation. 

Recommendations: 

 Improving privacy for the beneficiaries while interacting with the lawyers 
should be ensured. If additional infrastructure is to be provided by the CSC, it 
should be factored into the requirements. 

 Provision for women to speak with the panel lawyer from their homes. While 
this may be possible with a mobile app, link between the VLE/ CSC and the 
beneficiary needs to be examined in this context.  

 Appropriate video-conferencing facility under the scheme may improve the 
quality of service for the beneficiaries.  

 

8.4 Direct Access to legal aid 

 The applicants have to approach CSC at least twice, once at the time of registration 
and again at the time of contacting lawyers. An important way to minimize this burden 
on the beneficiary is to explore the possibility of using the mobile technology to enable 
interaction between the beneficiary and the lawyer directly but also being able to 
monitor how the frequency and duration of such calls. In this model, the vulnerable 
sections of the society such as individuals in Section 12 might require assistance of PLV 
or VLE and may not be able to register by themselves in the first instance. Where 
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appropriate, number of CSCs may also be increased in a gram panchayat to cater to 
different locations within the panchayat.    

   

8.5 Beneficiary – panel lawyer linkages 

The success of the scheme in ensuring access to justice for individuals falling under 
Section 12 hinges on the quality of advice given by the panel lawyers to the 
beneficiaries. The range of issues brought by the citizens to the panel lawyers under 
the scheme is very wide and may not fit into the general cases of litigation. Even then, 
the panel lawyer has to sensitively deal with the case and provide a solution. 

Key findings: 

 Majority of panel lawyers reported that beneficiaries are assigned to them by 
the VLE and on the basis of state to reduce language barriers. 

 Majority of the panel lawyers reported that in less than 50% cases beneficiaries 
are willing to take their case to the court, while legal action is required in over 
75% of the cases. 

 In almost 54% of the cases lawyers have changed between calls for the 
beneficiaries. The states of UP and Bihar have large number of lawyers working 
under the scheme. However all lawyers work on weekly shifts where 2 lawyers 
work for a period of six days and are replaced by set of other two lawyers in the 
next week. If a beneficiary wants to schedule another call, it is more likely that 
the assigned lawyer might be different in the subsequent call. 

Thus, whether the beneficiaries actually taken legal action after consultation with the 
lawyer depends on how much confidence the lawyer is able to generate in his advice to 
the beneficiary. This is unlikely to be established in one or two calls of 20 minutes each.  

Recommendations: 

 The same panel lawyer should be provided for successive consultations unless 
the beneficiary specifically asks for a different lawyer or in consultation with the 
beneficiary.  

 In order to resolve this problem, it is advised that the rotation of the lawyers 
can be fixed for shorter time period of around 3 days instead of 6 days, so that 
it is more likely for the beneficiaries can connect to the same lawyer relatively 
soon in the subsequent call. 

 While establishing contact with the lawyer, it was noted during the survey that 
once an applicant is registered in the scheme the date of appointment is 
scheduled immediately. Accordingly, the contact number of the applicant is 
visible to the lawyers on the dashboard which they can access using a username 
and password. The lawyers in Bihar were able to establish direct contact with 
the applicant by calling them on the same contact number. However, the 
applicants cannot see the contact number of the lawyers, hence, cannot 
establish contact directly with the lawyers. While lawyers may be allowed to 
contact applicant directly on the scheduled appointment. At the same time, it 
might be of interest to ensure that applicants are not left at the 
choice/willingness of the lawyers to establish contact. Therefore, a mixed 
strategy can be adopted. A separate column can be added during the 
registration to know the choice of the applicant of opting for direct call by the 
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lawyer or calling from CSC. It can resolve the issue of approaching the CSC 
again and can also reduce burden over the CSC infrastructure. 

 

8.6 Monitoring Process 

The scheme data is automatically generated which includes details of the applicants 
such as place, gender, community, date of registration and scheduled appointment, 
type of legal issue among other indicators. The database of people who got registered 
under the scheme but did not avail the calling facility is also maintained. Similarly, the 
database of lawyers is also maintained.  

Key findings: 

 The interviews of CSC-eGov highlighted that the exercise of analysing the TLS 
data may be conducted more frequently for monitoring the issues in 
registration and utilisation of the facilities.  

Recommendations:  

The database of the TLS may be analysed for better monitoring of the scheme.  

 The database can be made reliable by checking the broad identification details 
of the beneficiaries. The names of their villages, or some information about 
their address would be useful. For monitoring purposes, just the phone number 
is useful often for short periods.    

 Identification of beneficiaries with respect to their status under Section 12 
should be made easier. This is particularly true in the case of women 
beneficiaries.  

 The feedback of the lawyer should also be analysed carefully. It can potentially 
highlight cases which need more assistance or no further assistance from 
lawyers.    

 

8.7 Scaling up of the scheme 

The scaling up of the TLS may be viewed in two contexts. One is expansion of the 
scheme where it is already operating and the second, expansion into areas for the first 
time. The DoJ has expanded the scheme and implemented in all 115 Aspirational 
districts where the lessons from the operation of the scheme in the first two years are 
particularly useful. When a welfare program is scaled up, it can have important 
spillover effects on the neighbourhood of where the project is implemented. For 
example, when a new technology is first introduced, not a lot of people may take it up 
or use it properly. However, as more people use the product, their friends and 
neighbours learn about it and may begin to use it as well. This may have a 
reinforcement effect as well, as neighbours teach each other how to use it better.7 These 
effects may not be easy to detect in the initial stages of projects.  

This can be particularly true in TLS. As we find, the major source of awareness 
regarding the scheme was family and neighbours, for both beneficiaries and non-
beneficiaries. Further, approximately 85-86% of beneficiaries reported that they felt 

                                                           
7Banerjee et al, 2017. “From Proof of Concept to Scalable Policies: Challenges and Solutions, with an 
Application”, NBER Working Paper No. 22931. 
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TLS makes access to justice better for the individuals covered under Section 12 and 
would recommend the scheme to others. This implies that scaling up the program 
could automatically generate more awareness about the scheme and on whether it 
works and lead to more people signing up. While the role of the PLVs needs to be 
strengthened, this informational channel could prove to be particularly useful in 
reaching individuals falling under Section 12.  

However, on scaling up the program, it must be ensured that the CSCs are not 
overburdened. A typical CSC in our sample caters to 10 different schemes, can handle 
5 audio calls and 2 video calls simultaneously on any given day and have around 2 full 
time and 1 part time staff apart from the VLE. Around 89% of VLEs report that the 
CSC is adequately staffed. On average, around 12 people approach a CSC per month 
for availing the services of the scheme. Thus, it seems there is room for expansion of 
the scheme in terms of workload of the CSCs. The only concern is regarding the 
infrastructure at the CSCs. Despite the fact that around 90% of beneficiaries has said 
that the infrastructure at the CSC is adequate, many VLEs themselves have expressed 
dissatisfaction with the quality of the hardware and phone and internet connections.  
Thus, it is important to assess the validity of their complaints by expert IT staff of the 
implementers.  

In terms of review and monitoring of the scheme, the DOJ conducts monitoring visits 
to the CSCs. Block, district and state level officials undertake inspections of the CSCs 
as per the need and requirement. Monitoring is also done by making random phone 
calls to the beneficiaries, panel lawyers and PLVs. Around 60% of VLEs send periodic 
progress report to the CSC-eGov, mostly on a monthly basis. Over 90% of VLEs also 
say that they monitor the activities of the PLVs. However, in this system of monitoring, 
there is no monitoring of the quality of advice given by panel lawyers, except for the 
feedback they provide. A feedback from the beneficiaries would also be valuable.  

The lawyers have also pointed out that the consultations they provide may not be 
adequate to serve the purpose of justice in many cases. Whether the next steps are 
addressed by other programs such as legal aid or pro bono work and whether these 
other programs can be linked with TLS are issues that need to be considered. 
Otherwise, the service provided under TLS may not fully serve the objective of access 
to justice. 

Scaling up through expansion of the TLS into new areas, the wide variations in the 
performance in different states in the present phase needs to be considered. The roles 
of PLV and VLE, ability to scale up when demand increases, the need for continuous 
training at different levels, strong awareness programs, and the need for coordination 
with other local institutions are the areas where the present phase of the TLS has 
provided learnings. 

While there is clearly a need for improving access to justice the TLS has demonstrated 
it can address, some of the weaknesses in the implementation of the scheme can be 
overcome in the expansion. 

More periodic review and monitoring of performance at all levels is necessary to 
ensure that genuinely vulnerable people are covered by the scheme and that they 
receive the best possible legal advice.  

In scaling up the program, the potential for synergies with other programs that provide 
legal aid may be considered. 
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The present study does not have findings which would be an obstacle to scaling up the 
scheme. However, the study points to the areas where steps are needed to achieve 
greater impact.  

Given the specific strength of the scheme in bringing basic legal services within the 
reach of more vulnerable segments of the society, extending the scheme initially to the 
Aspirational districts would have a significant impact. Expansion to the rest of the 
country is likely to elicit active cooperation from the states as some of the key technical 
infrastructure in the form on CSCs is already being created and the benefits of making 
access to some of the basic legal services are clearly significant. But a phased expansion 
should be considered to ensure that the system has robust service delivery, monitoring 
and review mechanisms in place as the services rendered are of critical importance to 
the final beneficiaries.      
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Table A-1: Profile of Beneficiaries 

Beneficiary Background 
All Beneficiaries 

Section 12/Other than Section 12  
Other 
than 
Section 
12 Section 12 

All Male Female Male Total Male Female 
All States            
Age 38 34 44 44 38 34 44 

Family size 6 5 7 5 6 5 7 

Educational Qualifications:            

 Below primary 24.0 9.0 46.1 14.6 24.0 9.0 46.1 

 Primary 19.1 21.4 15.7 0.0 19.2 21.6 15.7 

 Higher secondary 46.4 54.5 34.4 32.0 46.5 54.7 34.4 

 Graduate or higher 6.0 7.7 3.6 53.5 5.7 7.2 3.6 

 Illiterate 4.5 7.5 0.1 0.0 4.6 7.6 0.1 

Primary occupation:            

 Farmer 76.3 74.9 78.5 84.1 76.3 74.8 78.5 

 Labourer 19.1 18.1 20.5 0.0 19.2 18.3 20.5 

 Self-employed 3.1 4.6 1.0 0.0 3.2 4.7 1.0 

 Salaried person 1.4 2.3 0.0 0.0 1.4 2.3 0.0 

 Unemployed 0.1 0.2 0.0 15.9 0.0 0.0 0.0 

Family owns mobile 96.3 94.9 98.3 100.0 96.3 94.9 98.3 

Assam               

Age 33 31 41 28 33 31 41 

Family size 5 5 4 6 5 5 4 

Educational Qualifications:            

 Below primary 17.5 9.9 46.5 0.0 17.6 10.0 46.5 

 Primary 13.8 13.9 13.5 0.0 13.8 13.9 13.5 

 Higher secondary 57.3 63.1 35.3 25.0 57.4 63.3 35.3 

 Graduate or higher 6.2 6.7 4.2 75.0 5.9 6.4 4.2 

 Illiterate 5.2 6.4 0.6 0.0 5.2 6.4 0.6 

Primary occupation:            

 Farmer 99.4 99.6 98.8 100.0 99.4 99.6 98.8 

 Self-employed 0.6 0.4 1.2 0.0 0.6 0.4 1.2 

Family owns mobile 92.6 92.3 94.0 100.0 92.6 92.2 94.0 

Bihar               

Age 51 45 54 51 51 45 54 

Family size 9 8 9 5 9 8 9 

Educational Qualifications:            

 Below primary 53.0 10.9 75.3 21.0 53.5 10.4 75.3 

 Primary 35.0 55.1 24.3 0.0 35.5 57.7 24.3 

 Higher secondary 6.4 18.6 0.0 35.0 6.0 17.8 0.0 

 Graduate or higher 1.6 3.8 0.4 43.9 0.9 1.9 0.4 

 Illiterate 4.0 11.6 0.0 0.0 4.1 12.1 0.0 

Primary occupation:            

 Farmer 37.7 11.9 51.4 77.1 37.1 8.8 51.4 

 Labourer 61.6 86.1 48.6 0.0 62.6 90.1 48.6 

 Self-employed 0.4 1.0 0.0 0.0 0.4 1.1 0.0 

 Unemployed 0.4 1.0 0.0 22.9 0.0 0.0 0.0 

Family owns mobile 100.0 100.0 100.0 100.0 100.0 100.0 100.0 
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Contd…. All Beneficiaries Section 12/Other than Section 12 
Category 

Other 
than  

Section 
12 

Section 12 

All Male Female Male All Male Female 

Meghalaya               

Age 30 29 31   30 29 31 

Family size 6 5 6   6 5 6 

Educational Qualifications:            

 Primary 5.2 0.0 19.8   5.2 0.0 19.8 

 Higher secondary 92.7 97.1 80.2   92.7 97.1 80.2 

 Graduate or higher 2.1 2.9 0.0   2.1 2.9 0.0 

Primary occupation:            

 Farmer 48.6 30.5 100.0   48.6 30.5 100.0 

 Labourer 9.2 12.4 0.0   9.2 12.4 0.0 

 Self-employed 21.1 28.6 0.0   21.1 28.6 0.0 

 Salaried person 21.1 28.6 0.0   21.1 28.6 0.0 

Family owns mobile 100.0 100.0 100.0   100.0 100.0 100.0 

Tripura               

Age 34 35 26   34 35 26 

Family size 4 4 4   4 4 4 

Educational Qualifications:            

 Below primary 7.5 8.6 0.0   7.5 8.6 0.0 

 Primary 42.0 39.5 59.1   42.0 39.5 59.1 

 Higher secondary 45.4 46.1 40.9   45.4 46.1 40.9 

 Graduate or higher 5.2 5.9 0.0   5.2 5.9 0.0 

Primary occupation:            

 Farmers 30.5 28.9 40.9   30.5 28.9 40.9 

 Labourer 36.8 42.1 0.0   36.8 42.1 0.0 

 Self-employed 32.8 28.9 59.1   32.8 28.9 59.1 

Family owns mobile 100.0 100.0 100.0   100.0 100.0 100.0 

Uttar Pradesh               

Age 34 35 33   34 35 33 

Family size 5 5 5   5 5 5 

Educational Qualifications:            

 Below primary 10.0 7.9 11.0   10.0 7.9 11.0 

 Primary 9.8 24.5 2.5   9.8 24.5 2.5 

 Higher secondary 60.1 23.7 78.0   60.1 23.7 78.0 

 Graduate or higher 13.9 24.8 8.4   13.9 24.8 8.4 

 Illiterate 6.3 18.9 0.0   6.3 18.9 0.0 

Primary occupation:            

 Farmers 92.2 76.3 100.0   92.2 76.3 100.0 

 Labourer 6.5 19.6 0.0   6.5 19.6 0.0 

 Self-employed 1.3 4.1 0.0   1.3 4.1 0.0 

Family owns mobile 98.5 97.4 99.0   98.5 97.4 99.0 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme.  
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Table A-2: Profile of Non-beneficiaries 

Non-Beneficiary 
Background 

All Non-Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 
Section 
12 Section 12 

All Male Female Male Total Male Female 
All States            

Age 35 35 36 38 35 35 36 

Family size 5 5 5 6 5 5 5 

Educational Qualifications:            

 Below Primary 8.0 6.2 16.2 10.0 7.9 5.9 16.2 

 Primary 21.1 21.0 21.6 20.0 21.2 21.1 21.6 

 Higher secondary 43.7 47.5 27.0 30.0 44.4 48.7 27.0 

 Graduate or higher 20.6 20.4 21.6 30.0 20.1 19.7 21.6 

 Illiterate 6.5 4.9 13.5 10.0 6.3 4.6 13.5 

Primary occupation:            

 Farmer 85.4 87.0 78.4 80.0 85.7 87.5 78.4 

 Labourer 8.5 8.0 10.8 20.0 7.9 7.2 10.8 

 Self-employed 5.5 4.9 8.1 .0 5.8 5.3 8.1 

 Unemployed .5 .0 2.7 .0 .5 .0 2.7 

Family owns mobile 88.9 89.5 86.5 100.0 88.4 88.8 86.5 

Assam               

Age 34 34 34 36 34 34 34 

Family size 5 5 4 6 5 5 4 

Educational Qualifications:            

 Below Primary 8.0 6.3 18.8 .0 8.4 6.6 18.8 

 Primary 22.3 22.9 18.8 40.0 21.5 22.0 18.8 

 Higher secondary 45.5 46.9 37.5 40.0 45.8 47.3 37.5 

 Graduate or higher 19.6 18.8 25.0 20.0 19.6 18.7 25.0 

 Illiterate 4.5 5.2 .0 .0 4.7 5.5 .0 

Primary occupation:            

 Farmer 96.4 95.8 100.0 80.0 97.2 96.7 100.0 

 Labourer 1.8 2.1 .0 20.0 .9 1.1 .0 

 Self-employed 1.8 2.1 .0 .0 1.9 2.2 .0 

Family owns mobile 88.4 89.6 81.3 100.0 87.9 89.0 81.3 

Bihar               

Age 46 45 47 40 48 48 47 

Family size 7 8 6 6 7 8 6 

Educational Qualifications:            

 Below Primary 14.3 15.4 12.5 25.0 11.8 11.1 12.5 

 Primary 19.0 23.1 12.5 .0 23.5 33.3 12.5 

 Higher secondary 19.0 23.1 12.5 .0 23.5 33.3 12.5 

 Graduate or higher 19.0 23.1 12.5 50.0 11.8 11.1 12.5 

 Illiterate 28.6 15.4 50.0 25.0 29.4 11.1 50.0 

Primary occupation:            

 Farmer 47.6 46.2 50.0 75.0 41.2 33.3 50.0 

 Labourer 42.9 46.2 37.5 25.0 47.1 55.6 37.5 

 Self-employed 4.8 7.7 .0 .0 5.9 11.1 .0 

 Unemployed 4.8 .0 12.5 .0 5.9 .0 12.5 

Family owns mobile 100.0 100.0 100.0 100.0 100.0 100.0 100.0 
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Contd…. All Beneficiaries Section 12/Other than Section 12 
Category 

Other 
than 

Section 
12 

Section 12 

All Male Female Male All Male Female 

Meghalaya               

Age 31 30 40  31 30 40 

Family size 5 5 6  5 5 6 

Educational Qualifications:           

 Below Primary 16.7 .0 100.0  16.7 .0 100.0 

 Primary 16.7 20.0 .0  16.7 20.0 .0 

 Higher secondary 33.3 40.0 .0  33.3 40.0 .0 

 Graduate or higher 33.3 40.0 .0  33.3 40.0 .0 

Primary occupation:           

 Farmer 83.3 80.0 100.0  83.3 80.0 100.0 

 Labourer 16.7 20.0 .0  16.7 20.0 .0 

Family owns mobile 66.7 60.0 100.0  66.7 60.0 100.0 

Tripura              

Age 28 26 33  28 26 33 

Family size 4 4 4  4 4 4 

Educational Qualifications:           

 Primary 28.6 20.0 50.0  28.6 20.0 50.0 

 Higher secondary 42.9 60.0 .0  42.9 60.0 .0 

 Graduate or higher 28.6 20.0 50.0  28.6 20.0 50.0 

Primary occupation:           

 Farmer 50.0 60.0 25.0  50.0 60.0 25.0 

 Self-employed 50.0 40.0 75.0  50.0 40.0 75.0 

Family owns mobile 92.9 90.0 100.0  92.9 90.0 100.0 

Uttar Pradesh               

Age 34 36 29 45 34 35 29 

Family size 5 6 4 5 5 6 4 

Educational Qualifications:            

 Below Primary 6.5 5.3 12.5 .0 6.7 5.4 12.5 

 Primary 17.4 15.8 25.0 .0 17.8 16.2 25.0 

 Higher secondary 52.2 55.3 37.5 100.0 51.1 54.1 37.5 

 Graduate or higher 19.6 21.1 12.5 .0 20.0 21.6 12.5 

 Illiterate 4.3 2.6 12.5 .0 4.4 2.7 12.5 

Primary occupation:            

 Farmer 87.0 86.8 87.5 100.0 86.7 86.5 87.5 

 Labourer 10.9 10.5 12.5 .0 11.1 10.8 12.5 

 Self-employed 2.2 2.6 .0 .0 2.2 2.7 .0 

Family owns mobile 87.0 89.5 75.0 100.0 86.7 89.2 75.0 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-3: Type of dispute - Beneficiary 

Types of dispute 
faced by 

Beneficiaries 

All Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 

Section 12 Section 12 

All Male Female Male Total Male Female 

All States            

Property/ Land 26.8 22.7 32.3 70.2 26.6 22.3 32.3 

Crime/ Violence 12.4 12.0 13.0 0.0 12.4 12.1 13.0 

Family related 29.5 30.5 28.2 22.4 29.5 30.6 28.2 

Govt Schemes 14.2 9.8 20.1 0.0 14.2 9.9 20.1 

Documents related 17.2 25.1 6.5 7.5 17.2 25.2 6.5 

Total disputes 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Assam               

Property/ Land 21.0 17.9 29.5 20.0 21.0 17.9 29.5 

Crime/ Violence 13.4 12.6 15.4 0.0 13.4 12.7 15.4 

Family related 29.2 36.2 10.0 60.0 29.1 36.1 10.0 

Govt Schemes 14.9 8.9 31.4 0.0 14.9 8.9 31.4 

Documents related 21.6 24.4 13.8 20.0 21.6 24.5 13.8 

Total disputes 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Bihar               

Property/ Land 38.0 34.5 39.1 100.0 37.2 30.4 39.1 

Crime/ Violence 20.9 25.3 19.5 0.0 21.2 26.9 19.5 

Family related 18.5 14.8 19.5 0.0 18.7 15.7 19.5 

Govt Schemes 22.6 25.4 21.8 0.0 22.9 27.0 21.8 

Documents related 0.0 0.0 0.0 0.0 0.0 0.0 0.0 

Total disputes 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Meghalaya               

Property/ Land 20.0 13.7 37.8   20.0 13.7 37.8 

Crime/ Violence 0.0 0.0 0.0   0.0 0.0 0.0 

Family related 0.0 0.0 0.0   0.0 0.0 0.0 

Govt Schemes 15.3 14.0 18.9   15.3 14.0 18.9 

Documents related 64.8 72.4 43.2   64.8 72.4 43.2 

Total disputes 100.0 100.0 100.0   100.0 100.0 100.0 

Tripura               

Property/ Land 27.6 31.6 0.0   27.6 31.6 0.0 

Crime/ Violence 0.0 0.0 0.0   0.0 0.0 0.0 

Family related 7.5 0.0 59.1   7.5 0.0 59.1 

Govt Schemes 0.0 0.0 0.0   0.0 0.0 0.0 

Documents related 64.9 68.4 40.9   64.9 68.4 40.9 

Total disputes 100.0 100.0 100.0   100.0 100.0 100.0 

Uttar Pradesh               

Property/ Land 36.0 55.7 26.6   36.0 55.7 26.6 

Crime/ Violence 3.5 7.8 1.4   3.5 7.8 1.4 

Family related 58.2 31.8 70.7   58.2 31.8 70.7 

Govt Schemes 2.3 4.7 1.2   2.3 4.7 1.2 

Documents related 0.0 0.0 0.0   0.0 0.0 0.0 

Total disputes 100.0 100.0 100.0   100.0 100.0 100.0 
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-4: Type of dispute - Non-beneficiary 

Types of dispute faced 
by Non-Beneficiaries 

All Non-Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 

Section 12 Section 12 

All Male Female Male Total Male Female 

All States            

Property/ Land 30.9 30.7 31.9 44.4 30.4 30.0 31.9 

Crime/ Violence 6.9 7.0 6.4 11.1 6.8 6.8 6.4 

Family related 38.6 39.7 34.0 44.4 38.4 39.5 34.0 

Govt Schemes 10.2 9.0 14.9 0.0 10.5 9.5 14.9 
Documents related 12.6 12.6 12.8 0.0 13.1 13.2 12.8 

Total disputes 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Assam               

Property/ Land 26.1 24.4 34.6 40.0 25.6 23.8 34.6 

Crime/ Violence 6.2 6.7 3.8 20.0 5.8 6.2 3.8 

Family related 40.4 41.5 34.6 40.0 40.4 41.5 34.6 

Govt Schemes 10.6 11.1 7.7 0.0 10.9 11.5 7.7 

Documents related 16.1 15.6 19.2 0.0 16.7 16.2 19.2 

Total disputes 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Bihar               

Property/ Land 55.0 66.7 37.5 66.7 52.9 66.7 37.5 

Crime/ Violence 0.0 0.0 0.0 0.0 0.0 0.0 0.0 

Family related 10.0 16.7 0.0 33.3 5.9 11.1 0.0 
Govt Schemes 35.0 16.7 62.5 0.0 41.2 22.2 62.5 

Documents related 0.0 0.0 0.0 0.0 0.0 0.0 0.0 

Total disputes 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Meghalaya               

Property/ Land 50.0 60.0 0.0   50.0 60.0 0.0 

Crime/ Violence 16.7 0.0 100.0   16.7 0.0 100.0 

Family related 16.7 20.0 0.0   16.7 20.0 0.0 

Govt Schemes 16.7 20.0 0.0   16.7 20.0 0.0 
Documents related 0.0 0.0 0.0   0.0 0.0 0.0 

Total disputes 100.0 100.0 100.0   100.0 100.0 100.0 

Tripura               

Property/ Land 23.1 22.2 25.0   23.1 22.2 25.0 

Crime/ Violence 7.7 11.1 0.0   7.7 11.1 0.0 

Family related 23.1 11.1 50.0   23.1 11.1 50.0 

Govt Schemes 0.0 0.0 0.0   0.0 0.0 0.0 

Documents related 38.5 44.4 25.0   38.5 44.4 25.0 
Total disputes 100.0 100.0 100.0   100.0 100.0 100.0 

Uttar Pradesh               

Property/ Land 37.0 39.5 25.0 0.0 37.8 40.5 25.0 

Crime/ Violence 10.9 10.5 12.5 0.0 11.1 10.8 12.5 

Family related 52.2 50.0 62.5 100.0 51.1 48.6 62.5 

Govt Schemes 0.0 0.0 0.0 0.0 0.0 0.0 0.0 

Documents related 0.0 0.0 0.0 0.0 0.0 0.0 0.0 

Total disputes 100.0 100.0 100.0 100.0 100.0 100.0 100.0 
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-5: Awareness of Tele-Law scheme among beneficiaries 

Category-wise share of 
beneficiaries 

All Beneficiaries 

Section 12/Other than Section 12 Category 
Other than 
Section 12 Section 12 

All Male Female Total Male Total Male Female 
All States            
Sources of Information         

 PLV 18.9 20.4 17.4 35.4 35.4 18.9 20.3 17.4 

 VLE 13.7 12.3 15.2 36.1 36.1 13.7 12.2 15.2 

 GP 14.1 12.6 15.7 0.0 0.0 14.1 12.6 15.7 

 Family/Neighbours 37.6 41.4 33.6 28.5 28.5 37.6 41.5 33.6 

 Ad/Newspaper 15.7 13.4 18.1 0.0 0.0 15.7 13.5 18.1 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 
Aware of TLS guidelines 77.6 73.1 84.1 40.4 40.4 77.8 73.4 84.1 
Aware of Fee Waiver 76.2 69.8 85.5 61.9 61.9 76.3 69.8 85.5 
Assam                 
Aware  100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 
Sources of Awareness         

 PLV 12.8 14.9 6.5 20.0 20.0 12.8 14.8 6.5 

 VLE 19.2 16.3 28.3 0.0 0.0 19.2 16.4 28.3 

 GP 14.0 14.5 12.5 0.0 0.0 14.1 14.6 12.5 

 Family/Neighbours 42.7 43.5 40.1 80.0 80.0 42.6 43.4 40.1 

 Ad/Newspaper 11.2 10.8 12.6 0.0 0.0 11.3 10.8 12.6 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 
Aware of TLS guidelines 76.6 77.2 74.4 100.0 100.0 76.6 77.1 74.4 
Aware of Fee Waiver 74.6 73.4 79.5 75.0 75.0 74.6 73.4 79.5 
Bihar                 

Aware  100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 
Sources of Awareness         

 PLV 29.8 38.2 27.0 43.9 43.9 29.8 38.0 27.0 

 VLE 0.4 1.6 0.0 56.1 56.1 0.0 0.2 0.0 

 GP 23.1 11.8 27.0 0.0 0.0 23.2 12.1 27.0 

 Family/Neighbours 45.1 42.4 46.0 0.0 0.0 45.4 43.5 46.0 

 Ad/Newspaper 1.5 6.1 0.0 0.0 0.0 1.6 6.2 0.0 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 
Aware of TLS guidelines 89.1 68.6 100.0 14.0 14.0 90.3 71.1 100.0 
Aware of Fee Waiver 92.6 78.5 100.0 56.1 56.1 93.1 79.6 100.0 
Meghalaya                 
Aware  69.5 58.7 100.0    69.5 58.7 100.0 
Sources of Awareness         

 PLV 10.9 8.3 14.5    10.9 8.3 14.5 

 VLE 16.2 8.7 26.8    16.2 8.7 26.8 

 GP 5.1 8.7 0.0    5.1 8.7 0.0 

 Family/Neighbours 41.1 28.7 58.7    41.1 28.7 58.7 

 Ad/Newspaper 26.8 45.7 0.0    26.8 45.7 0.0 

 Total 100.0 100.0 100.0    100.0 100.0 100.0 
Aware of TLS guidelines 61.5 61.1 62.2    61.5 61.1 62.2 
Aware of Fee Waiver 38.2 35.7 42.3    38.2 35.7 42.3 
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Contd… 
All Beneficiaries 

Section 12/Other than Section 12 Category 
Other than 
Section 12 Section 12 

All Male Female Total Male Total Male Female 
Tripura                 
Aware  100.0 100.0 100.0    100.0 100.0 100.0 
Sources of Awareness         

 PLV 51.1 54.2 0.0    51.1 54.2 0.0 

 VLE 5.7 0.0 100.0    5.7 0.0 100.0 

 GP 5.7 6.0 0.0    5.7 6.0 0.0 

 Family/Neighbours 29.3 31.0 0.0    29.3 31.0 0.0 

 Ad/Newspaper 8.3 8.8 0.0    8.3 8.8 0.0 

 Total 100.0 100.0 100.0    100.0 100.0 100.0 

Aware of TLS guidelines 51.1 44.1 100.0    51.1 44.1 100.0 
Aware of Fee Waiver 32.8 23.0 100.0    32.8 23.0 100.0 
Uttar Pradesh                 
Aware  100.0 100.0 100.0    100.0 100.0 100.0 
Sources of Awareness         

 PLV 14.0 22.5 11.4    14.0 22.5 11.4 

 VLE 22.2 6.1 27.2    22.2 6.1 27.2 

 GP 1.8 2.3 1.7    1.8 2.3 1.7 

 Family/Neighbours 12.2 32.7 5.8    12.2 32.7 5.8 

 Ad/Newspaper 49.8 36.5 53.9    49.8 36.5 53.9 

 Total 100.0 100.0 100.0    100.0 100.0 100.0 
Aware of TLS guidelines 72.4 75.0 71.1    72.4 75.0 71.1 
Aware of Fee Waiver 74.7 75.0 74.6     74.7 75.0 74.6 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-6: Awareness of Tele-Law scheme among non-beneficiaries 

Category-wise share of 
non-beneficiaries 

All Non-Beneficiaries 

Section 12/Other than Section 12 Category 
Other than 
Section 12 Section 12 

All Male Female Total Male Total Male Female 

All States                 

Aware  69.8 71.0 64.9 70.0 70.0 69.8 71.1 64.9 

Sources of Information         

 PLV 18.6 19.3 15.2 23.1 23.1 18.4 19.1 15.2 

 VLE 19.8 20.3 17.4 30.8 30.8 19.2 19.6 17.4 

 GP 12.0 12.3 10.9 0.0 0.0 12.7 13.1 10.9 

 Family/Neighbors 31.8 32.1 30.4 38.5 38.5 31.4 31.7 30.4 

 Ad/Newspaper 17.8 16.0 26.1 7.7 7.7 18.4 16.6 26.1 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Aware of TLS guidelines 62.6 60.0 75.0 57.1 57.1 62.9 60.2 75.0 

Aware of Fee Waiver 62.6 59.1 79.2 57.1 57.1 62.9 59.3 79.2 

Assam                 

Aware  90.2 91.7 81.3 100.0 100.0 89.7 91.2 81.3 

Sources of Awareness         

 PLV 17.2 17.9 13.3 30.0 30.0 16.6 17.2 13.3 

 VLE 20.6 21.8 13.3 30.0 30.0 20.1 21.3 13.3 

 GP 11.5 11.7 10.0 0.0 0.0 12.1 12.4 10.0 

 Family/Neighbors 36.8 35.2 46.7 40.0 40.0 36.7 34.9 46.7 

 Ad/Newspaper 13.9 13.4 16.7 0.0 0.0 14.6 14.2 16.7 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Aware of TLS guidelines 61.4 59.1 76.9 40.0 40.0 62.5 60.2 76.9 

Aware of Fee Waiver 62.4 59.1 84.6 40.0 40.0 63.5 60.2 84.6 

Bihar                 

Aware  85.7 76.9 100.0 50.0 50.0 94.1 88.9 100.0 

Sources of Awareness         

 PLV 18.2 25.0 10.0 0.0 0.0 21.1 33.3 10.0 

 VLE 22.7 25.0 20.0 33.3 33.3 21.1 22.2 20.0 

 GP 18.2 16.7 20.0 0.0 0.0 21.1 22.2 20.0 

 Family/Neighbors 40.9 33.3 50.0 66.7 66.7 36.8 22.2 50.0 

 Ad/Newspaper 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Aware of TLS guidelines 83.3 90.0 75.0 100.0 100.0 81.3 87.5 75.0 

Aware of Fee Waiver 83.3 90.0 75.0 100.0 100.0 81.3 87.5 75.0 

Meghalaya                 

Aware  33.3 40.0 0.0     33.3 40.0 0.0 

Sources of Awareness         

 PLV 0.0 0.0       0.0 0.0  

 VLE 0.0 0.0       0.0 0.0  

 GP 50.0 50.0       50.0 50.0  

 Family/Neighbors 50.0 50.0       50.0 50.0  

 Ad/Newspaper 0.0 0.0       0.0 0.0  

 Total 100.0 100.0       100.0 100.0  

Aware of TLS guidelines 0.0 0.0       0.0 0.0  

Aware of Fee Waiver 0.0 0.0       0.0 0.0  
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Contd… 

All Non-Beneficiaries 

Section 12/Other than Section 12 Category 
Other than 
Section 12 Section 12 

All Male Female Total Male Total Male Female 

Tripura                 

Aware  50.0 60.0 25.0     50.0 60.0 25.0 

Sources of Awareness         

 PLV 75.0 83.3 50.0     75.0 83.3 50.0 

 VLE 12.5 0.0 50.0     12.5 0.0 50.0 

 GP 0.0 0.0 0.0     0.0 0.0 0.0 

 Family/Neighbors 12.5 16.7 0.0     12.5 16.7 0.0 

 Ad/Newspaper 0.0 0.0 0.0     0.0 0.0 0.0 

 Total 100.0 100.0 100.0     100.0 100.0 100.0 

Aware of TLS guidelines 0.0 0.0 0.0     0.0 0.0 0.0 

Aware of Fee Waiver 0.0 0.0 0.0     0.0 0.0 0.0 

Uttar Pradesh                 

Aware  23.9 23.7 25.0 0.0 0.0 24.4 24.3 25.0 

Sources of Awareness         

 PLV 11.8 7.7 25.0     11.8 7.7 25.0 

 VLE 11.8 7.7 25.0     11.8 7.7 25.0 

 GP 11.8 15.4 0.0     11.8 15.4 0.0 

 Family/Neighbors 29.4 30.8 25.0     29.4 30.8 25.0 

 Ad/Newspaper 35.3 38.5 25.0     35.3 38.5 25.0 

 Total 100.0 100.0 100.0     100.0 100.0 100.0 

Aware of TLS guidelines 90.9 88.9 100.0     90.9 88.9 100.0 

Aware of Fee Waiver 81.8 77.8 100.0     81.8 77.8 100.0 
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-7: Channels for spreading awareness by PLVs 

PLVs spreading Awareness 
All PLVs 

Total Male Female 
All States       
Spreading awareness 91.9 94.6 89.2 
Spread awareness through:      

 Local government 34.8 31.9 38.3 

 Local institutions 20.5 19.4 21.7 

 Holding meetings 23.5 27.8 18.3 

 House Visits 21.2 20.8 21.7 

 Total 100.0 100.0 100.0 
Assam       
Spreading awareness 95.2 94.7 95.7 
Spread awareness through:      

 Local government 42.5 37.5 47.5 

 Local institutions 26.3 27.5 25.0 

 Holding meetings 18.8 22.5 15.0 

 House Visits 12.5 12.5 12.5 

 Total 100.0 100.0 100.0 
Bihar       
Spreading awareness 100.0 100.0   
Spread awareness through:      

 Local government 35.3 35.3   

 Local institutions 5.9 5.9   

 Holding meetings 29.4 29.4   

 House Visits 29.4 29.4   

 Total 100.0 100.0   
Meghalaya       
Spreading awareness 100.0 100.0 100.0 
Spread awareness through:      

 Local government 0.0 0.0 0.0 

 Local institutions 20.0 0.0 33.3 

 Holding meetings 60.0 100.0 33.3 

 House Visits 20.0 0.0 33.3 

 Total 100.0 100.0 100.0 
Tripura       
Spreading awareness 60.0 66.7 50.0 
Spread awareness through:      

 Local government 0.0 0.0 0.0 

 Local institutions 0.0 0.0 0.0 

 Holding meetings 66.7 50.0 100.0 

 House Visits 33.3 50.0 0.0 

 Total 100.0 100.0 100.0 
Uttar Pradesh       
Spreading awareness 86.7 100.0 80.0 
Spread awareness through:      

 Local government 22.2 18.2 25.0 

 Local institutions 14.8 18.2 12.5 

 Holding meetings 22.2 27.3 18.8 

 House Visits 40.7 36.4 43.8 

 Total 100.0 100.0 100.0 
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-8: Registration Process 

Registration 
Process 

All Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 

Section 
12 Section 12 

All Male Female Male Total Male Female 

All States               

Process easy 56.2 44.0 74.2 69.3 56.1 43.8 74.2 

PLV helped  88.9 91.2 85.5 75.7 89.0 91.3 85.5 

VLE helped  94.5 92.4 97.5 95.1 94.5 92.4 97.5 

Received 
confirmation SMS  91.3 89.6 93.9 90.3 91.3 89.6 93.9 

Assam               

Process easy 19.5 23.2 5.1 0.0 19.5 23.3 5.1 

PLV helped  99.7 99.8 99.4 100.0 99.7 99.8 99.4 

VLE helped  98.9 98.7 99.5 100.0 98.8 98.7 99.5 

Received 
confirmation SMS  96.2 95.4 99.3 100.0 96.2 95.4 99.3 

Bihar               

Process easy 96.4 89.5 100.0 100.0 96.3 89.1 100.0 

PLV helped  95.4 86.6 100.0 65.0 95.9 87.7 100.0 

VLE helped  99.9 99.7 100.0 93.0 100.0 100.0 100.0 

Received 
confirmation SMS  90.5 72.5 100.0 86.0 90.6 71.9 100.0 

Meghalaya               

Process easy 81.7 83.5 76.6   81.7 83.5 76.6 

PLV helped  37.8 35.9 43.2   37.8 35.9 43.2 

VLE helped  37.8 35.9 43.2   37.8 35.9 43.2 

Received 
confirmation SMS  74.9 86.3 42.3   74.9 86.3 42.3 

Tripura               

Process easy 38.5 44.1 0.0   38.5 44.1 0.0 

PLV helped  81.6 78.9 100.0   81.6 78.9 100.0 

VLE helped  74.1 70.4 100.0   74.1 70.4 100.0 

Received 
confirmation SMS  81.6 78.9 100.0   81.6 78.9 100.0 

Uttar Pradesh               

Process easy 89.9 74.7 97.4   89.9 74.7 97.4 

PLV helped  70.1 95.4 57.6   70.1 95.4 57.6 

VLE helped  100.0 100.0 100.0   100.0 100.0 100.0 

Received 
confirmation SMS  87.5 87.9 87.4   87.5 87.9 87.4 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-9: Infrastructural Quality of CSCs 

Infrastructure Quality 

All VLEs 

Total Male Female 

All States      
Satisfactory rating on:      

 Phone connection 40.2 42.1 25.0 

 Computer 48.6 47.4 58.3 

 Internet    51.4 53.7 33.3 

 Scanner 54.2 54.7 50.0 

 Printer 53.3 53.7 50.0 

 Web camera 48.6 47.4 58.3 

 Headphones 51.4 50.5 58.3 
Power Backup available for:      

 All equipment 78.5 80.0 66.7 

 Only computers 18.7 16.8 33.3 

Assam       

Satisfactory rating on:      

 Phone connection 31.3 34.9 0.0 

 Computer 47.9 48.8 40.0 

 Internet  43.8 46.5 20.0 

 Scanner 33.3 37.2 0.0 

 Printer 31.3 34.9 0.0 

 Web camera 37.5 39.5 20.0 

 Headphones 39.6 41.9 20.0 
Power Backup available for:      

 All equipment 87.5 88.4 80.0 

 Only computers 10.4 9.3 20.0 

Bihar       

Satisfactory rating on:      

 Phone connection 80.0 80.0   

 Computer 70.0 70.0   

 Internet  90.0 90.0  

 Scanner 90.0 90.0   

 Printer 90.0 90.0   

 Web camera 90.0 90.0   

 Headphones 100.0 100.0   
Power Backup available for:      

 All equipment 100.0 100.0   

 Only computers 0.0 0.0   

Meghalaya       

Satisfactory rating on:      

 Phone connection 71.4 66.7 75.0 

 Computer 57.1 66.7 50.0 

 Internet  71.4 66.7 75.0 

 Scanner 71.4 66.7 75.0 

 Printer 71.4 66.7 75.0 

 Web camera 71.4 66.7 75.0 

 Headphones 57.1 33.3 75.0 
Power Backup available for:      

 All equipment 71.4 33.3 100.0 

 Only computers 28.6 66.7 0.0 
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Contd… 

All VLEs 

Total Male Female 

Tripura       

Satisfactory rating on:      

 Phone connection 20.0 20.0   

 Computer 20.0 20.0   

 Internet  20.0 20.0  

 Scanner 40.0 40.0   

 Printer 40.0 40.0   

 Web camera 80.0 80.0   

 Headphones 40.0 40.0   
Power Backup available for:      

 All equipment 40.0 40.0   

 Only computers 20.0 20.0   

Uttar Pradesh       

Satisfactory rating on:      

 Phone connection 50.0 50.0   

 Computer 46.2 46.2   

 Internet  53.8 53.8  

 Scanner 57.7 57.7   

 Printer 57.7 57.7   

 Web camera 46.2 46.2   

 Headphones 53.8 53.8   
Power Backup available for:    

 All equipment 96.2 96.2   

 Only computers 3.8 3.8   

Other North-eastern States       

Satisfactory rating on:      

 Phone connection 9.1 12.5  0.0 

 Computer 45.5 25.0  100.0 

 Internet  45.5 62.5  0.0 

 Scanner 100.0 100.0  100.0 

 Printer 100.0 100.0  100.0 

 Web camera 36.4 12.5  100.0 

 Headphones 54.5 37.5  100.0 
Power Backup available for:    

 All equipment 0.0 0.0  0.0 

 Only computers 100.0 100.0  100.0 
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-10: Quality of Service 

Quality of Service 

All Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 

Section 
12 Section 12 

All Male Female Male Total Male Female 

All States               

Availed 20 minutes of consultation 81.9 80.2 84.4 50.1 82.1 80.5 84.4 

Availedupto3 calls of consultation 74.4 68.8 82.7 61.1 74.5 68.9 82.7 

Different lawyer assigned each time 53.6 59.5 44.8 50.1 53.6 59.6 44.8 

Privacy ensured during calls 90.5 86.6 96.3 85.4 90.6 86.6 96.3 

Assam               

Availed 20 minutes of consultation 89.5 92.9 76.7 100.0 89.5 92.9 76.7 

Availedupto3 calls of consultation 80.3 77.3 91.5 100.0 80.2 77.2 91.5 

Different lawyer assigned each time 81.6 81.8 80.8 100.0 81.5 81.7 80.8 

Privacy ensured during calls 98.1 97.6 100.0 100.0 98.1 97.6 100.0 

Bihar               

Availed 20 minutes of consultation 92.5 78.3 100.0 28.0 93.5 80.6 100.0 

Availedupto3 calls of consultation 75.8 76.0 75.7 43.9 76.3 77.5 75.7 

Different lawyer assigned each time 20.4 12.1 24.7 28.0 20.2 11.4 24.7 

Privacy ensured during calls 99.2 97.6 100.0 79.0 99.5 98.5 100.0 

Meghalaya               

Availed 20 minutes of consultation 33.6 30.5 42.3   33.6 30.5 42.3 

Availedupto3 calls of consultation 38.7 30.5 62.2   38.7 30.5 62.2 

Different lawyer assigned each time 19.5 18.1 23.4   19.5 18.1 23.4 

Privacy ensured during calls 53.5 37.1 100.0   53.5 37.1 100.0 

Tripura               

Availed 20 minutes of consultation 35.1 31.6 59.1   35.1 31.6 59.1 

Availedupto3 calls of consultation 24.1 19.1 59.1   24.1 19.1 59.1 

Different lawyer assigned each time 0.0 0.0 0.0   0.0 0.0 0.0 

Privacy ensured during calls 18.4 21.1 0.0   18.4 21.1 0.0 

Uttar Pradesh               

Availed 20 minutes of consultation 72.8 69.0 74.7   72.8 69.0 74.7 

Availedupto3 calls of consultation 80.3 61.3 89.7   80.3 61.3 89.7 

Different lawyer assigned each time 51.4 56.7 48.8   51.4 56.7 48.8 

Privacy ensured during calls 85.7 75.1 91.0   85.7 75.1 91.0 
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-11: Difficulty of access to scheme 

Difficulty Accessing scheme 

All Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 

Section 
12 Section 12 

All Male Female Male Total Male Female 

All States               

Difficulty accessing 38.7 53.5 16.8 30.7 38.7 53.7 16.8 

Stage where difficult:            

 When approached PLV 46.2 49.4 31.1 75.0 46.1 49.3 31.1 

 During registration at CSC 37.1 40.9 19.3 0.0 37.3 41.1 19.3 

 Other 16.7 9.7 49.6 25.0 16.6 9.6 49.6 

Assam               

Difficulty accessing 76.1 79.2 64.2 100.0 76.0 79.1 64.2 

Stage where difficult:            

 When approached PLV 48.6 52.2 31.8 75.0 48.4 52.0 31.8 

 During registration at CSC 40.1 44.3 20.9 0.0 40.3 44.5 20.9 

 Other 11.3 3.6 47.3 25.0 11.2 3.5 47.3 

Bihar               

Difficulty accessing 3.9 11.2 0.0 0.0 3.9 11.7 0.0 

Stage where difficult:            

 When approached PLV 0.0 0.0 0.0 0.0 0.0 0.0 0.0 

 During registration at CSC 6.5 0.2 0.0 0.0 0.2 0.2 0.0 

 Other 93.5 3.2 0.0 0.0 2.7 3.2 0.0 

Tripura               

Difficulty accessing 25.3 28.9 0.0   25.3 28.9 0.0 

Stage where difficult:            

 When approached PLV 6.8 6.8 0.0   6.8 6.8   

 During registration at CSC 0.0 0.0 0.0   0.0 0.0   

 Other 93.2 93.2 0.0   93.2 93.2   

Uttar Pradesh               

Difficulty accessing 6.7 11.3 4.5   6.7 11.3 4.5 

Stage where difficult:            

 When approached PLV 44.7 62.7 22.3   44.7 62.7 22.3 

 During registration at CSC 0.0 0.0 0.0   0.0 0.0 0.0 

 Other 55.3 37.3 77.7   55.3 37.3 77.7 
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-12: Profile of PLVs 

  
  
  All 

Gender 

Male Female 
Mean Age 31 33 29 

Education Primary 5.4 2.7 8.1 

Higher Secondary 44.6 45.9 43.2 
Graduate or Higher 47.3 48.6 45.9 
Illiterate 2.7 2.7 2.7 

Legal Education None 18.9 18.9 18.9 

Experience with lawyer/court 10.8 13.5 8.1 
Experience with other 
institutions 

24.3 29.7 18.9 

Own efforts 23.0 21.6 24.3 

Training under TLS 23.0 16.2 29.7 
Time devoted to 
TLS 

Full time 62.2 56.8 67.6 

Half time or more 31.1 37.8 24.3 
Less than half time 6.8 5.4 8.1 

Starting Year as 
PLV 

2017 29.7 32.4 27.0 

2019 70.3 67.6 73.0 
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 

 

Table A-13: Training of PLVs 

PLVs Training 
All PLVs 

Total Male Female 
All States 87.8 86.5 89.2 
Assam 92.9 94.7 91.3 
Bihar 100.0 100.0  
Meghalaya  75.0 50.0 100.0 
Tripura 20.0 0.0 50.0 
Uttar Pradesh  93.3 100.0 90.0 

   Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-14: Distribution of all trainings to PLVs 

  
Total 

Gender 

  Male Female 

All 5 States 
Software 36.1 35.1 37.3 
Hardware 28.5 28.6 28.4 
Law related matter 35.4 36.4 34.3 
Share of total training 100 100 100 

Assam 

Software 37.7 36.6 38.9 
Hardware 26.0 24.4 27.8 
Law related matter 36.4 39.0 33.3 
Share of total training 53.5 53.2 53.7 

Bihar 
Software 36.4 36.4  
Hardware 31.8 31.8  
Law related matter 31.8 31.8  
Share of total training 15.3 28.6  

Meghalaya 
Software 33.3 33.3 33.3 
Hardware 33.3 33.3 33.3 
Law related matter 33.3 33.3 33.3 
Share of total training 6.3 3.9 9.0 

Tripura 
Software 33.3  33.3 
Hardware 33.3  33.3 
Law related matter 33.3  33.3 
Share of total training 2.1 0.0 4.5 

Uttar Pradesh 
Software 33.3 27.3 36.4 
Hardware 30.3 36.4 27.3 
Law related matter 36.4 36.4 36.4 
Share of total training 22.9 14.3 32.8 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-15: Interaction of Non-beneficiaries and the PLV (% distribution 
of responses) 

Interaction with PLV 

All Non-Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 

Section 
12 Section 12 

All Male Female Male Total Male Female 

All States           

PLV available 63.3 64.8 56.8 70.0 63.0 64.5 56.8 

Met PLV 49.7 50.0 48.6 30.0 50.8 51.3 48.6 

Discussed dispute with PLV 47.2 46.9 48.6 30.0 48.1 48.0 48.6 

Assam               

PLV available 85.7 86.5 81.3 100.0 85.0 85.7 81.3 

Met PLV 65.2 62.5 81.3 40.0 66.4 63.7 81.3 

Discussed dispute with PLV 64.3 61.5 81.3 40.0 65.4 62.6 81.3 

Bihar               

PLV available 66.7 61.5 75.0 50.0 70.6 66.7 75.0 

Met PLV 57.1 61.5 50.0 25.0 64.7 77.8 50.0 

Discussed dispute with PLV 57.1 61.5 50.0 25.0 64.7 77.8 50.0 

Meghalaya               

PLV available 0.0 0.0      0.0   

Met PLV 16.7 20.0      20.0   

Discussed dispute with PLV 0.0 0.0      0.0   

Tripura               

PLV available 50.0 60.0 25.0   50.0 60.0 25.0 

Met PLV 50.0 60.0 25.0   50.0 60.0 25.0 

Discussed dispute with PLV 42.9 50.0 25.0   42.9 50.0 25.0 

Uttar Pradesh               

PLV available 19.6 21.1 12.5   20.0 21.6 12.5 

Met PLV 13.0 15.8 0.0   13.3 16.2 0.0 

Discussed dispute with PLV 8.7 10.5       10.8   
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 

 

Table A-16: Case records with PLVs 

  All 
PLVs 

Gender 
  

Male Female 
Share of PLVs who reported that 
more PLVs are required 

85.1 83.8 86.5 

Share of PLVs who authenticate 
facts reported by beneficiaries 

79.7 75.7 83.8 

Maintaining the case records    

 Manual Register 61 54 68 

 Use of computer/mobile 32 38 27 

 Do not maintain 7 8 5 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-17: Beneficiary satisfaction 

Beneficiary Satisfaction  

All Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 

Section 12 Section 12 

All Male Female Male Total Male Female 

All States               

Access to justice improved  85.6 76.4 99.2 92.3 85.5 76.2 99.2 

How it improved:            

 Improved access to legal aid 73.3 80.4 64.2 100.0 73.2 80.2 64.2 

 Reduced cost of legal aid 26.7 19.6 35.8 0.0 26.8 19.8 35.8 

Would recommend TLS 85.0 75.4 99.2 100.0 84.9 75.2 99.2 

TLS was helpful rating 65.07 72.99 53.34 100 64.86 72.72 53.34 

Assam               

Access to justice improved  79.9 74.8 99.0 75.0 79.9 74.8 99.0 

How it improved:            

 Improved access to legal aid 75.8 82.7 52.3 100.0 75.7 82.7 52.3 

 Reduced cost of legal aid 24.2 17.3 47.7 0.0 24.3 17.3 47.7 

Would recommend TLS 83.1 79.1 98.5 100.0 83.0 79.0 98.5 

TLS was helpful rating 80.84 76.25 98.3 100.0 80.8 76.13 98.3 

Bihar               

Access to justice improved  100.0 100.0 100.0 100.0 100.0 100.0 100.0 

How it improved:            

 Improved access to legal aid 81.6 93.9 75.3 100.0 81.4 93.7 75.3 

 Reduced cost of legal aid 18.4 6.1 24.7 0.0 18.6 6.3 24.7 

Would recommend TLS 96.9 90.9 100.0 100.0 96.8 90.5 100.0 

TLS was helpful rating 62.2 87.8 48.59 100 61.58 87.2 48.59 

Meghalaya               

Access to justice improved  71.8 61.9 100.0   71.8 61.9 100.0 

How it improved:            

 Improved access to legal aid 57.2 55.6 61.3   57.2 55.6 61.3 

 Reduced cost of legal aid 42.8 44.4 38.7   42.8 44.4 38.7 

Would recommend TLS 61.5 47.9 100.0   61.5 47.9 100.0 

TLS was helpful 78.8 71.4 100.0   78.8 71.4 100.0 

Tripura               

Access to justice improved  52.9 46.1 100.0   52.9 46.1 100.0 

How it improved:            

 Improved access to legal aid 100.0 100.0 100.0   100.0 100.0 100.0 

 Reduced cost of legal aid 0.0 0.0 0.0   0.0 0.0 0.0 

Would recommend TLS 34.5 30.9 59.1   34.5 30.9 59.1 

TLS was helpful rating 25.8 20.9 59.1   25.8 20.9 59.1 

Uttar Pradesh               

Access to justice improved  91.2 77.6 97.9   91.2 77.6 97.9 

How it improved:            

 Improved access to legal aid 58.0 58.7 57.7   58.0 58.7 57.7 

 Reduced cost of legal aid 42.0 41.3 42.3   42.0 41.3 42.3 

Would recommend TLS 91.7 74.9 100.0   91.7 74.9 100.0 

TLS was helpful rating 29.3 58.29 14.9   29.3 58.3 14.9 
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-18: Payment of the consultation fee (% distribution of responses) 

Payment of 
consultation 

fees (Rs.) 

All Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 

Section 12 Section 12 

All Male Female Male Total Male Female 
All State               
None 48.4 51.8 43.3 38.1 48.4 52.0 43.3 
Up to 30 50.9 46.9 56.7 61.9 50.8 46.8 56.7 
More than 30 0.7 1.2 0.0 0.0 0.7 1.2 0.0 
Assam               
None 61.8 61.5 63.1 25.0 62.0 61.7 63.1 
Up to30 38.2 38.5 36.9 75.0 38.0 38.3 36.9 
More than 30 0.0 0.0 0.0 0.0 0.0 0.0 0.0 
Bihar               
None 17.1 3.6 24.3 43.9 16.7 1.8 24.3 
Up to30 82.6 95.6 75.7 56.1 83.0 97.5 75.7 
More than 30 0.3 0.7 0.0 0.0 0.3 0.8 0.0 
Meghalaya               
None 53.5 64.1 23.4   53.5 64.1 23.4 
Up to30 46.5 35.9 76.6   46.5 35.9 76.6 
More than 30 0.0 0.0 0.0   0.0 0.0 0.0 
Tripura               
None 66.7 70.4 40.9   66.7 70.4 40.9 
Up to30 14.9 8.6 59.1   14.9 8.6 59.1 
More than 30 18.4 21.1 0.0   18.4 21.1 0.0 
Uttar 
Pradesh               
None 53.4 44.8 57.6   53.4 44.8 57.6 
Up to30 46.6 55.2 42.4   46.6 55.2 42.4 
More than 30 0.0 0.0 0.0   0.0 0.0 0.0 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-19: Grievance redressal 

Grievance Redressal 

All Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 

Section 12 Section 12 

All Male Female Male Total Male Female 

All States               

Any Grievance 47.1 53.3 38.1 23.0 47.3 53.6 38.1 

Type of grievance:            

 No privacy at CSC 30.1 36.1 14.1 100.0 30.1 36.0 14.1 

 Unsatisfactory phone connection 26.5 24.0 33.2 0.0 26.5 24.1 33.2 

 Difficult to reach CSC 23.4 18.1 37.7 0.0 23.4 18.1 37.7 

 Lawyer not able to advise 20.0 21.8 15.0 0.0 20.0 21.8 15.0 

Grievance resolved 96.8 95.6 99.2 100.0 96.7 95.5 99.2 

Assam               

Any Grievance 81.6 77.2 98.2 75.0 81.6 77.2 98.2 

Type of grievance:            

 No privacy at CSC 33.3 36.8 18.3 100.0 33.2 36.7 18.3 

 Unsatisfactory phone connection 31.8 26.2 55.7 0.0 31.8 26.2 55.7 

 Difficult to reach CSC 13.1 16.2 0.0 0.0 13.2 16.3 0.0 

 Lawyer not able to advise 21.8 20.8 26.0 0.0 21.8 20.8 26.0 

Grievance resolved 98.7 98.7 98.7 100.0 98.7 98.7 98.7 

Bihar               

Any Grievance 20.4 12.1 24.7   20.7 12.7 24.7 

Type of grievance:            

 No privacy at CSC 0.0 0.0 0.0   0.0 0.0 0.0 

 Unsatisfactory phone connection 1.4 6.9 0.0   1.4 6.9 0.0 

 Difficult to reach CSC 98.6 93.1 100.0   98.6 93.1 100.0 

 Lawyer not able to advise 0.0 0.0 0.0   0.0 0.0 0.0 

Grievance resolved 83.8 21.4 100.0   83.8 21.4 100.0 

Uttar Pradesh               

Any Grievance 18.0 29.7 12.2   18.0 29.7 12.2 

Type of grievance:            

 No privacy at CSC 54.6 47.6 77.7   54.6 47.6 77.7 

 Unsatisfactory phone connection 5.2 0.0 22.3   5.2 0.0 22.3 

 Difficult to reach CSC 0.0 0.0 0.0   0.0 0.0 0.0 

 Lawyer not able to advise 40.1 52.4 0.0   40.1 52.4 0.0 

Grievance resolved 100.0 100.0 100.0   100.0 100.0 100.0 
Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme.  
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Table A-20: Perception of beneficiaries regarding TLS 

 

All Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 

Section 
12 Section 12 

All Male Female Male Total Male Female 

All States               

Improve overall by:            

 Increasing awareness 46.2 44.6 48.6 48.2 46.2 44.6 48.6 

 Improving infrastructure 25.7 22.5 30.8 6.9 25.9 22.7 30.8 

 Increasing PLVs 18.9 22.8 12.9 36.8 18.8 22.7 12.9 

 Increasing lawyers 9.2 10.1 7.7 8.0 9.2 10.1 7.7 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Improve for women by:            

 Increasing awareness of women 22.2 17.5 32.5 21.7 22.2 17.5 32.5 

 Appointing female PLVs 15.8 14.8 18.0 23.3 15.8 14.8 18.0 

 Appointing female lawyers 12.3 12.8 11.1 13.5 12.3 12.8 11.1 

 Ensuring privacy at CSC 8.9 9.7 6.9 7.9 8.9 9.8 6.9 

 Other 40.8 45.0 31.5 33.5 40.8 45.2 31.5 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Assam               

Improve overall by:            

 Increasing awareness 34.6 37.1 27.5 42.9 34.6 37.1 27.5 

 Improving infrastructure 27.7 25.8 33.1 14.3 27.8 25.9 33.1 

 Increasing PLVs 24.3 25.0 22.2 42.9 24.2 24.9 22.2 

 Increasing lawyers 13.4 12.0 17.3 0.0 13.4 12.1 17.3 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Improve for women by:            

 Increasing awareness of women 12.2 12.7 10.2 13.3 12.2 12.7 10.2 

 Appointing female PLVs 14.9 13.8 18.9 13.3 14.9 13.8 18.9 

 Appointing female lawyers 13.0 12.7 14.0 10.0 13.0 12.7 14.0 

 Ensuring privacy at CSC 10.7 11.2 8.7 13.3 10.7 11.2 8.7 

 Other 49.2 49.5 48.2 50.0 49.2 49.5 48.2 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Bihar               

Improve overall by:            

 Increasing awareness 74.7 73.9 75.3 50.5 75.3 75.5 75.3 

 Improving infrastructure 16.9 5.1 24.7 3.8 17.2 5.2 24.7 

 Increasing PLVs 7.7 19.1 0.0 34.3 7.0 18.0 0.0 

 Increasing lawyers 0.8 1.9 0.0 11.4 0.5 1.2 0.0 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Improve for women by:            

 Increasing awareness of women 87.8 67.7 100.0 34.1 89.6 70.9 100.0 

 Appointing female PLVs 8.0 21.0 0.0 38.0 6.9 19.4 0.0 

 Appointing female lawyers 1.4 3.8 0.0 18.6 0.8 2.4 0.0 

 Ensuring privacy at CSC 0.2 0.6 0.0 0.0 0.2 0.7 0.0 

 Other 2.6 6.9 0.0 9.3 2.4 6.6 0.0 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 
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Contd… 

All Beneficiaries 

Section 12/Other than Section 12 
Category 

Other 
than 

Section 
12 Section 12 

All Male Female Male Total Male Female 

Meghalaya               

Improve overall by:            

 Increasing awareness 70.8 73.8 63.4   70.8 73.8 63.4 

 Improving infrastructure 29.2 26.2 36.6   29.2 26.2 36.6 

 Increasing PLVs 0.0 0.0 0.0   0.0 0.0 0.0 

 Increasing lawyers 0.0 0.0 0.0   0.0 0.0 0.0 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 

Improve for women by:            

 Increasing awareness of women 66.5 73.6 51.4   66.5 73.6 51.4 

 Appointing female PLVs 4.1 6.0 0.0   4.1 6.0 0.0 

 Appointing female lawyers 0.0 0.0 0.0   0.0 0.0 0.0 

 Ensuring privacy at CSC 0.0 0.0 0.0   0.0 0.0 0.0 

 Other 29.5 20.4 48.6   29.5 20.4 48.6 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 

Tripura               

Improve overall by:            

 Increasing awareness 45.1 37.3 71.0   45.1 37.3 71.0 

 Improving infrastructure 20.3 26.5 0.0   20.3 26.5 0.0 

 Increasing PLVs 25.6 33.3 0.0   25.6 33.3 0.0 

 Increasing lawyers 9.0 2.9 29.0   9.0 2.9 29.0 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 
Improve for women by:            

 Increasing awareness of women 22.5 20.6 100.0   22.5 20.6 100.0 

 Appointing female PLVs 24.8 25.4 0.0   24.8 25.4 0.0 

 Appointing female lawyers 20.7 21.2 0.0   20.7 21.2 0.0 

 Ensuring privacy at CSC 0.6 0.6 0.0   0.6 0.6 0.0 

 Other 31.5 32.3 0.0   31.5 32.3 0.0 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 
Uttar Pradesh               

Improve overall by:            

 Increasing awareness 45.6 42.3 47.0   45.6 42.3 47.0 

 Improving infrastructure 28.3 14.9 34.0   28.3 14.9 34.0 

 Increasing PLVs 19.0 26.3 15.9   19.0 26.3 15.9 

 Increasing lawyers 7.1 16.5 3.1   7.1 16.5 3.1 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 
Improve for women by:            

 Increasing awareness of women 27.6 22.0 29.5   27.6 22.0 29.5 

 Appointing female PLVs 25.3 20.2 27.0   25.3 20.2 27.0 

 Appointing female lawyers 15.6 22.3 13.4   15.6 22.3 13.4 

 Ensuring privacy at CSC 7.9 6.3 8.4   7.9 6.3 8.4 

 Other 23.6 29.3 21.7   23.6 29.3 21.7 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 
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Table A-21: Perceptions of non-beneficiaries regarding TLS 

Note: (i) Based on authors’ calculation. (ii) Data source: NCAER Survey on Tele-law scheme. 

  

 
All Non-Beneficiaries 

Section 12/Non- Section 12 
Category 

Non- 
Section 12 Section 12 

All Male Female Male Total Male Female 
All States               

Improve overall by:            

 Increasing awareness 34.7 34.5 35.9 58.3 33.9 33.3 35.9 

 Improving infrastructure 23.9 22.5 29.7 0.0 24.8 23.5 29.7 

 Increasing PLVs 26.9 28.8 18.8 33.3 26.6 28.6 18.8 
 Increasing lawyers 14.5 14.2 15.6 8.3 14.7 14.5 15.6 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Improve for women by:            

 Increasing awareness of women 21.0 20.7 22.3 26.7 20.9 20.5 22.3 

 Appointing female PLVs 14.2 13.8 15.7 13.3 14.2 13.8 15.7 

 Appointing female lawyers 12.2 11.5 14.9 6.7 12.4 11.7 14.9 

 Ensuring privacy at CSC 7.6 8.0 5.8 6.7 7.6 8.1 5.8 

 Other 45.0 46.0 41.3 46.7 44.9 46.0 41.3 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 
Assam               

Improve overall by:            

 Increasing awareness 33.3 32.8 36.1 42.9 33.0 32.4 36.1 

 Improving infrastructure 19.9 18.3 27.8 0.0 20.6 19.1 27.8 

 Increasing PLVs 30.1 31.7 22.2 42.9 29.7 31.2 22.2 

 Increasing lawyers 16.7 17.2 13.9 14.3 16.7 17.3 13.9 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Improve for women by:            

 Increasing awareness of women 17.0 17.3 15.7 20.0 16.9 17.2 15.7 

 Appointing female PLVs 12.5 12.1 14.3 10.0 12.6 12.2 14.3 

 Appointing female lawyers 11.2 10.9 12.9 10.0 11.3 10.9 12.9 

 Ensuring privacy at CSC 9.1 9.3 8.6 10.0 9.1 9.2 8.6 

 Other 50.1 50.5 48.6 50.0 50.1 50.5 48.6 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Bihar               

Improve overall by:            

 Increasing awareness 56.0 73.3 30.0 75.0 52.4 72.7 30.0 
 Improving infrastructure 24.0 6.7 50.0 0.0 28.6 9.1 50.0 

 Increasing PLVs 4.0 6.7 0.0 25.0 0.0 0.0 0.0 

 Increasing lawyers 16.0 13.3 20.0 0.0 19.0 18.2 20.0 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 

Improve for women by:            

 Increasing awareness of women 42.1 50.0 35.0 25.0 44.1 57.1 35.0 

 Appointing female PLVs 15.8 16.7 15.0 25.0 14.7 14.3 15.0 

 Appointing female lawyers 13.2 5.6 20.0 0.0 14.7 7.1 20.0 

 Ensuring privacy at CSC 0.0 0.0 0.0 0.0 0.0 0.0 0.0 

 Other 28.9 27.8 30.0 50.0 26.5 21.4 30.0 

 Total 100.0 100.0 100.0 100.0 100.0 100.0 100.0 
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Contd… 

All Non-beneficiaries 

Section 12/Non- Section 12 Category 
Non- Section 

12 Section 12 

All Male Female Male All Male Female 

Meghalaya               

 Increasing awareness 60.0 50.0 100.0   60.0 50.0 100.0 

 Improving infrastructure 20.0 25.0 0.0   20.0 25.0 0.0 

 Increasing PLVs 20.0 25.0 0.0   20.0 25.0 0.0 

 Increasing lawyers 0.0 0.0 0.0   0.0 0.0 0.0 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 

Improve for women by:            

 Increasing awareness of women 25.0 16.7 50.0   25.0 16.7 50.0 

 Appointing female PLVs 12.5 16.7 0.0   12.5 16.7 0.0 

 Appointing female lawyers 12.5 16.7 0.0   12.5 16.7 0.0 

 Ensuring privacy at CSC 0.0 0.0 0.0   0.0 0.0 0.0 

 Other 50.0 50.0 50.0   50.0 50.0 50.0 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 

Tripura               

Improve overall by:            

 Increasing awareness 18.8 16.7 25.0   18.8 16.7 25.0 

 Improving infrastructure 56.3 58.3 50.0   56.3 58.3 50.0 

 Increasing PLVs 25.0 25.0 25.0   25.0 25.0 25.0 

 Increasing lawyers 0.0 0.0 0.0   0.0 0.0 0.0 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 

Improve for women by:            

 Increasing awareness of women 21.1 22.2 18.2   21.1 22.2 18.2 

 Appointing female PLVs 26.3 25.9 27.3   26.3 25.9 27.3 

 Appointing female lawyers 10.5 11.1 9.1   10.5 11.1 9.1 

 Ensuring privacy at CSC 0.0 0.0 0.0   0.0 0.0 0.0 

 Other 42.1 40.7 45.5   42.1 40.7 45.5 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 

Uttar Pradesh               

Improve overall by:            

 Increasing awareness 33.3 32.1 38.5   32.4 30.9 38.5 

 Improving infrastructure 29.0 32.1 15.4   29.4 32.7 15.4 

 Increasing PLVs 26.1 26.8 23.1   26.5 27.3 23.1 

 Increasing lawyers 11.6 8.9 23.1   11.8 9.1 23.1 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 

Improve for women by:            

 Increasing awareness of women 29.2 28.2 33.3   28.4 27.1 33.3 

 Appointing female PLVs 15.7 15.5 16.7   15.9 15.7 16.7 

 Appointing female lawyers 16.9 15.5 22.2   17.0 15.7 22.2 

 Ensuring privacy at CSC 7.9 8.5 5.6   8.0 8.6 5.6 

 Other 30.3 32.4 22.2   30.7 32.9 22.2 

 Total 100.0 100.0 100.0   100.0 100.0 100.0 
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