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Abstract:
The digitalisation of advice, support and justice processes demands of us a digital capability that not everyone can operationalise. The digital justice system comprises a range of processes and tools including online hearings, virtual advice, technological tools, and forms. We know very little about how lay people make use of digital processes and what role intermediaries (friends and family, GPs, local settings, charities, local advice services, law centres) play in their individual digital journeys. This lack of understanding was exacerbated by the premature implementation of digital justice services during COVID-19. This paper starts to fill the gap in our understanding by asking questions of people about their digital journeys to resolve their justiciable grievances.
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