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ABSTRACT

Access to justice is a fundamental human
right that protects individuals from violating
their rights. According to recent statistics, a
significant number of Sri Lankans have been
unable to obtain legal assistance and have
given up on resolving their legal issues. The
literature claims that this incident happens
mainly due to a lack of legal education and
limited access to legal resources. Such
inefficiencies could cause inconveniences and
incur unnecessary costs to citizens. Also, in
most developing countries, there is a
significant gap between citizens and the
judiciary system. However, countries in the
western hemisphere use multi-dimensional
approaches to embed legal awareness into
their daily lives. Thus, this study aims to
introduce an Information and
Communication Technology (ICT) platform
to provide equal access to justice and increase
legal awareness among Sri Lankan citizens.
Data was gathered by using a survey, which is
based on the Technology Acceptance Model
(TAM), and semi-structured interviews. This
research is largely exploratory, and data
analysis was carried out using an open
engagement strategy to determine the user
requirements for the proposed ICT-based
platform.

Keywords - Law, Legal awareness, Legal
literacy, Sri Lankan citizens, TAM based
analysis

1. INTRODUCTION

One of the most important things about living in
a country is awareness and understanding of the
legal system and the laws and regulations in
place. However, that understanding is
considerably lower among the Sri Lankan
general public. It may cause inconveniences and
unnecessary costs to citizens. Also, people
sometimes tend to use illegal ways because they
do not have enough legal knowledge to handle
such situations. Out of Sri Lankan citizens who
experienced a legal problem, only 19% could
access legal help, and 8% had given up any
action to resolve it. (Access to Justice | World
Justice Project, n.d.) One reason for that is the
lack of legal education.

Internationally, this is manifested as the 16th
Sustainable Development Goal in the United
Nation’s 2030 Agenda. The 16th Goal is “Peace,
Justice, and Strong Institutions”. It is “dedicated
to the promotion of peaceful and inclusive
societies for sustainable development, the
provision of access to justice for all, and
building effective, accountable institutions at all
levels.” (Goal 16 | Department of Economic and
Social Affairs, n.d.) It highlights that “the rule
of law and development have a significant
interrelation and are mutually reinforcing,
making it essential for sustainable development
at the national and international level.” (Goal 16
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| Department of Economic and Social Affairs,
n.d.) Sri Lanka needs to improve the existing
justice system, resources, and human factor to
align with that.

1.1 Rationale

There is no proper mechanism in secondary
schools in Sri Lanka to educate students about
laws because it is not part of the existing
curriculum. However, it is essential to cultivate
the correct values and self-discipline in children
from an early age. Most developed American
and European countries have already included
the law into the school curriculum and are trying
to enhance the legal awareness of citizens in
various ways. Even though those countries show
a high awareness among ordinary citizens
(Access to Justice | World Justice Project, n.d.),
separate government and non-government
organisations still promote and enhance legal
awareness. Furthermore, there are several kinds
of research carried out regarding legal
awareness. Even though that research identified
that this is a critical issue, they did not suggest
or introduce a proper ICT-based solution to
address this issue. Since computer literacy is
rapidly increasing in Sri Lanka, finding an ICT-
based solution to address those issues would be
more valuable.

1.2. Research Question & Objectives

1.2.1. Research Question

How to improve access to justice and legal
awareness through ICT interventions?

1.2.2. Research Objectives

1. To investigate how the general public
accesses the current legal system.

2. To identify the challenges faced by the
general public when accessing the judiciary

system in Sri Lanka.

3. To ascertain the acceptance of technological
solutions.

2. LITERATURE REVIEW

Empowerment

2.1. Legal Awareness

Previous research identified that the most
common legal problems concern family, land,
employment, community, and neighbourhood
issues. Some of these issues come from day-to-
day life and are experienced daily by many
people. This can also create social difficulties.
Legal problems are not limited to a particular
category of citizens. However, they often affect
certain groups of people more than others, such
as women, children, and disabled persons.
(Hyeon & Kim, 2016) Whereas individuals face
specific legal issues, businesses also face
different issues than individuals. For businesses,
most problems are related to regulations, taxes,
employees, payments, settlements, services and
debt. Some of these issues are especially difficult
for small and medium sized enterprises (SMEs).

Some impediments to accessing legal services
are cost, time, complexity, and lack of legal
knowledge and capability. Therefore, only a
handful of people decide to take legal action,
while others give up without even trying. As a
result, the proportion of unresolved problems is
still high in most developing and least developed
countries. (Yasmin, 2012).

Equality and

Inclusion \

Accessibility

Individuals
Families

Communities

Outcome-focus
and fairness
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Prevention, Proactivity,
Timeliness

Appropriateness
and Responsiveness

P ——
Figure 1. Design Criteria for people-centered

legal and justice service
(OECD, 2019a)

Some research on legal needs identified several
significant concerns based on people’s evidence
and experiences. Those studies emphasise that
those looking for legal aid are more likely to
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prefer a people-centred justice system and legal
service.

2.2. Public Legal Education

As per some studies, Public Legal Education
(PLE) is an emerging concept that has increased
public awareness of the law by using various
innovative methods that are easy to understand
for most people. It is also called by different
names in certain countries, such as in Australia
as “Community Legal Education”, in New
Zealand as “Law Related Education”, and in
several other countries as “Public Legal
Information”. (Developing Capable Citizens:
The Role of Public Legal Education The Report
of the PLEAS Task Force, 2007)

According to the Public Legal Education and
Support Task Force of the UK (2007) report,
“PLE provides people with awareness,
knowledge, and understanding of rights and
legal issues, together with the confidence and
skills they need to deal with disputes and gain
access to justice.” (Developing Capable
Citizens: The Role of Public Legal Education
The Report of the PLEAS Task Force, 2007)
Although this is not the right answer to
improving legal awareness, it can provide legal
knowledge to address daily legal issues.

2.3. Dimensions of Access to Justice and Legal
Needs

Several studies indicate the importance of using
amultidimensional approach to understand legal
needs and access to justice. It goes beyond the
formal process and into an informal dispute
settlement. These studies revealed that access to
justice should have at least seven or more
distinct dimensions, which are: content of the
law; availability of formal and informal
institutions to ensure justice; quality of formal
and informal judicial institutions; availability of
legal aid; quality of legal aid services; quality of
outcomes; and legal capability (OECD, 2019b).

2.4. Citizens’
Compliance

Attitudes Toward Legal

There is a study which was mainly performed
utilising the structural equation model approach
with the data gathered from the 2012
Cooperative Congressional Election Study
(CCES). The results of that study identified that
the citizens’ perceptions of the legitimacy of
legal institutions, justice system scandals, and
social capital considerations could impact
citizens’ beliefs on the importance of obeying
the law. It explainshow the perceived legitimacy
of legal institutions may affect a citizen’s
commitment to following the law. (Cann &
Yates, 2020)

A direct influence can be observed, especially in
different age categories where individuals under
40 show a lower level of obedience than those in
the 40-60 age group (by about 0.4 standard
deviations). In contrast, individuals over 60
years of age have a comparatively higher level of
obedience (by nearly 0.3 standard deviations)
than their middle-aged counterparts. When
observing the hypothesise aspects, it can be
identified that lower-income individuals may
have fewer pro-obedience attitudes in the
income category ($40,000 — $100,000 household
income). However, individuals in the highest
income levels (over $100,000 per year) scored
about one-third of a standard deviation lower on
the obedience index than their middle-income
counterparts (Cann & Yates, 2020).

The study mentioned above observed that other
variables such as college, race, jury service, and
gender have no significant direct influence on
legitimacy at the conventional p < 0.05 level,
which is a (two-tailed) standard. The results
based on this study show that men score
comparatively lower obedience index levels than
women. Also, college degree holders have
higher pro-obedience beliefs than those without
college degrees, as they have an indirect effect
on the importance of obeying the law. (Bangani,
2018)

As technology is rapidly growing, social
boundaries are also changing at a higher rate;
hence, citizens’ commitment to following
established laws is gradually gaining
prominence towards legal compliance.
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2.5. Legal Needs Surveys

Most of the time, investigations of legal needs
focus on the experiences of individuals with
legal problems while legal institute &
organisations play a significant role in their
resolution. Surveys of legal needs identify real
issues that people face and how they face them.
Although both individuals & businesses are
facing legal problems, most legal needs surveys
focused on personal experiences, while only a
handful of business-focused surveys were
conducted. Most of these investigations of legal
needs involve civil rights, such as
administration, family, land, rather than criminal
law. However, some specialised studies were
carried out to investigate criminal law
experiments. The most popular survey on legal
needs is the World Justice Project survey
conducted annually in more than 100 countries
(Hyeon & Kim, 2016).

2.6. Role of ICT in Legal Services

Previous research indicates that most countries
do not have enough resources and capacity to
provide sufficient information on legal rights
and services. Only a few countries offer ICT-
based capacity building initiatives such as
judicial websites, training staff on how to
involve citizens in judicial services, etc. (Laptev
& Fedin, 2020).

Moreover, in many countries, information on
legal rights and judicial services is less
accessible. In these countries, legal aid
institutions provide legal support services
through television and radio programs as a non-
formal legal education method.

Another identified issue is that people living in
rural areas are often unable to access the
necessary legal services. They also noted that
the high penetration of mobile devices could be
used as a valuable way to enhance access to
justice and awareness of the law. Several mobile
apps have already been created to access their
constitutions in developing countries like
Ghana, India, Kenya, Nigeria, and Zimbabwe.

Although these apps have limited functionality,
they can be improved further. (Durojaye et al.,
2020).

2.7. Technology Acceptance Model (TAM)

Davis (1989) proposed the Technology
Acceptance Model (TAM), and it has two
constructs, which are perceived ease of use
(PEOU) and perceived usefulness (PU), and
these constructs determine a user’s attitude
towards using an ICT-based legal support
system, which influences the behavioural
intention to use it. Perceived usefulness (PU) is
defined as the user’s perception of the degree to
which using the system will enhance his or her
legal awareness, while perceived ease of use
(PEOU) refers to the user’s perception of the
amount of effort needed to use the system, which
would be both physical and mental effort.

The main survey of this study has been
composed by utilising the Technology
Acceptance Model (TAM) model, which
facilitated understanding the relationship
between humans and technology through
Perceived Usefulness (the intention to use) and
Perceived Ease of Use (computer self-efficacy).
TAM further elaborates on the disparity between
usage intentions and behaviours with a variety of
IT-based technologies. The gap between legal
awareness and justice can be influenced by
manipulating the determinants of IT adoption
and use. Here, the TAM works on the
determinants of Perceived Usefulness and
Perceived Ease by developing a comprehensive
integrated model, testing the proposed integrated
model, and presenting a research agenda focused
on potential pre-and post-implementation
interventions that can enhance legal awareness
through IT interventions.

3. METHODOLOGY

3.1. Research Design

This study follows a mixed approach using
quantitative and qualitative techniques. Data was
gathered using self-administered questionnaires
and semi-structured interviews. A simple
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random sampling technique is used as a
statistical measurement based on the gender,
age, social class, and educational level of general
citizens.

Perceived

]
Usefulness
External / Behavioral Actual
T Attitude [
Variable \ Intention Usage

Figure 2. Technology Acceptance Model (Davis,
1989)

Ease of use

Data collection and analysis were carried out
based on responses from members of the public
and legal professionals. Face-to-face interviews
are conducted with legal professionals. Surveys
and focus group discussions were used to gather
information from the public. The expected
outcome is to propose an ICT-based solution to
increase public legal awareness.

Furthermore, this research was conducted by
following the Design Science Framework as
follows.

Environment

Design science research Knowledge base

Rigour cycle

-Requirements | { erounsg | - Exparience & experise
“Feldtestng |\  Addtions to
y 7\ Knovedge base
4 N A 4
- Evaluate - * Meta-antefacts
(Design products &
design processes)

+ Problems & opportunities

Figure 3. Design Science Framework (Hevner
et al., 2004)

The relevance cycle incorporates contextual
environmental criteria into analysis and places
research objectives in the environmental field of
study. It has been selected for thegeneral public
and expertise in the legal field,and for analysis
of the legal awareness throughout the
community by using data collection methods
such as surveys, interviews, and document
review.

The Rigor Cycle incorporates foundational
theories and techniques into domain experience.
A comprehensive literature review has been
done by following the previous research and
identifying the facts that have been successes
and failures. The design cycle encourages a more

closed loop of testing activity to develop and
assess design artefacts and processes. Well-
executed assessment processes must prove these
artefacts in design evaluation. This artefact
would be designed as an information system to
enhance legal awareness among the community.

The research project’s background connects with
the practices of design science using the
Relevance Cycle. The Rigor Cycle links design
science practices to the research project’s
knowledge base of theoretical foundations,
experience, and skills. The Research Design
Cycle loops back and forth between the main
tasks of creating and reviewing research design
objects and procedures.

3.2. Data Collection Methods

As data collection tools, interviews, focus group
discussions, and surveys have been used. All
these tools are focused on capturing the users'
preferences on technological platforms and the
feature requirements of such platforms.

In semi-structured interviews, where the
interviewer may not strictly adhere to the
interview script. This data collection method
clarifies what someone is saying deeply in terms
of personal feelings, perceptions, and opinions
about the topic.

Focus groups were made up of six to eight
individuals who shared a common experience. It
helped to ensure that all associates had an equal
chance to participate in the discussion. So, it was
possible to figure out what made them come for
legal consultation and suggestions on an ICT-
based solution to prevent those problems.

The total population of the survey is considered
to be the whole country, which has an
approximate population of 22 million people.
The sample consists 0f385 individuals with a
95% confidence level and a 5% margin of error.
Randomness governed the selection process,
and each member of the population had an equal
probability of selection. Therefore, the sample
sufficiently represents the population. The
survey is mainly composed by utilising the
Technology Acceptance Model (TAM) to
evaluate the users' acceptance of technology
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based platforms. A few other questions were
included to capture the design requirements of
intended applications.

4. RESULTS AND FINDINGS
4.1. TAM Based Analysis

4.1.1. Perceived Ease of Use (PEOU)

Perceived ease of use defines the level of trust
among individuals who use new systems and
technologies free from difficulties. In this study,
it is found that the majority the individuals have
a positive effect on access to legal awareness
through ICT interventions. An increase in ease
of use leads to better performance ease of use,
which will directly affect perceived usefulness
and attitude towards using an ICT-based Legal
Aid System. Cronbach’s reliability coefficient
for PEOU was 0.951.

4.1.2. Perceived Usefulness (PU)

Perceived usefulness is the degree to which an
individual believes that using a particular
system would enhance their legal awareness. As
per the TAM model, perceived usefulness is
influenced by perceived ease of use, since the
easier the system is to use, the more useful it can
be.

Perceived usefulness has a significant influence
on attitudes toward and intentions to use an ICT-
based Legal Aid System. The perceived
usefulness of the system plays an important role
in shaping the end-users’ perception of using an
ICT-based legal support system. Cronbach’s
reliability coefficient for PU was 0.868.

4.1.3. Attitude toward Using (AU)

An attitude toward using constructs is used in
this research to measure the user’s feelings or
how an individual responds to using the ICT-
based legal support system. In the TAM model,
users’ attitude towards using an information
system is shown as a function of the constructs
perceived usefulness (PU) and perceived ease of
use (PEOU). The intention to use an ICT-based
Legal Aid System is significantly influenced by

one's attitude toward using it.. Cronbach’s
reliability coefficient for AU was 0.984.

4.1.4. Intention to Use (IU)

As per TAM, a user’s behaviour is determined
by their intention to perform the behaviour.
Intention to use a construct is defined as an
individual’s intention to use or commitment
towards an ICT-based legal support system.
Cronbach’s reliability coefficient for IU was
0.849.

Table 1. Reliability Analysis Results

Scale Mean Std. Cronbach’s
Deviation Alpha

Perceived ease 0.951
of use

PEIL 3.99 1.029

PE2 4.02 0.955

PE3 4.02 0.948

PE4 4.00 0.964
Perceived 0.868
usefulness

PUIL 4.02 1.001

PU2 4.09 0.947

PU3 4.06 0.871

PU4 4.16 1.006
Attitude towards 0.984
using

ATI1 4.06 0.903

AT2 4.02 0.887

AT3 4.06 0.896

AT4 4.02 0.872
Intention to use 0.849

1U1 4.01 0.984

02 4.03 0.905

103 3.95 0.895

Since the Cronbach’s Alpha is greater than 0.80
in all four scenarios, the questionnaire’s internal
consistency is good. So, it can be considered that
there is high reliability in the questionnaire.

Hypothesis:

1. Perceived ease of use has a significant
effect on the perceived usefulness of an ICT

based Legal Aid System
Table 2. Hypotheses Testing Results (1)
Independ | 8 Std | t P Notes
ent err
Variable or
of B
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Perceived | 0.7 0.0

204 | <0.0 | Accept

ease of | 58 33 50 01 ed

use

Perceived ease of use has a significant
effect on attitude towards using an ICT
based Legal Aid System

Perceived usefulness has a significant effect
on attitude towards using an ICT based
Legal Aid System

Table 3. Hypotheses Testing Results (2)
Independ | 8 Std |t p Notes
ent err
Variable or

of B
Perceived | 0.7 | 0.0 | 19.0 | <0.0 | Accept

ease of | 35 37 82 01 ed

use

Perceived | 0.7 | 0.0

20.1 | <0.0 | Accept

usefulnes | 53 40 15 01 ed

S

Perceived usefulness has a significant effect
on the intention to use an ICT based Legal
Aid System

Attitude towards using has a significant
effect on the intention to use an ICT based
Legal Aid System

Table 4. Hypothesis Testing Results (3)

S

Independ | Std |t p Notes
ent err
Variable or
of B
Perceived | 0.8 | 0.0 | 31.4 | <0.0 | Accept

usefulnes | 73 28 73 01 ed

Attitude 0.8 | 0.0

30.1 | <0.0 | Accept

towards 64 27 99 01 ed

using

Conceptual Model:

=873 p<.001

Perceived Usefulness

®=519  Ngo s
<l Bl f= 864:p <.001

“1 Attitude Toward Using Behavioral Intention to
f=.758: p<.001 P Use
f (R*=.631)

(R = 861)

Perceived Ease of Use |/g = 735 p <001

Figure 4. Updated Conceptual Model

The following functional and non-functional
requirements were embedded into the proposed
system based on the findings of the TAM and
qualitative interview findings to enhance
perceived usefulness and perceived ease of use.

Proposed Features:

*  Self-Learning Area for citizens which
is categorised according to age

* Categorised legal information which
facilitates easily find required legal
information

*  Virtual Assistant, which facilitates Al-
based natural language processing

* Speech recognition facility which
enables easily search by speaking

*  Connect with law experts

*  Feedback facility

*  Less number of steps

I Digtal aw Conmtant

Discover Your Legal Consultation Here

Figure 5. Interface of the proposed system

Proposed Non-functional requirements:

Usability, Reliability, Accuracy, Simplicity,
Performance, Security, Conciseness, Privacy,

Legal Compliance.
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5. DISCUSSION

According to the conceptual model, it is
identified that perceived ease of use (PEOU) and
perceived usefulness (PU) have a significant
effect on a user’s attitude towards using an ICT-
based legal support system, which influences the
behavioural intention to use it.

Through the findings of this research, attitude
towards using and perceived usefulness have a
substantial impact on behavioural intention to
use. However, even though all these have an
influence, there is only 86% of the impact, and
the remaining 14% will be based on other factors
like experience, social norms, attitude, and risk-
taking propensity. Also, the literature suggests
that there can be wvarious external factors
affecting the remaining value.

As per the analysis, (H1) perceived ease of use
has a significant effect (P<0.001) on the
perceived usefulness. Therefore, the self-
learning area for citizens, which is categorised
according to age, has been added. Therefore, the
literature suggestion of availability, timeliness,
appropriateness, responsiveness, and
effectiveness would also improve.

The study identified that (H2) perceived ease of
use has a significant effect (P<0.001) on attitude
towards wusing it. Therefore, the speech
recognition feature, which enables easy search
by speaking, has been added. Therefore, the
literature suggestion of responsiveness would
improve as well.

Also, (H3) perceived usefulness has a significant
effect (P<0.001) on attitude towards using.
Therefore, the feature of Virtual Assistant,
which facilitates Al-based natural language
processing, has been added. Therefore, the
literature  suggestion of timeliness and
empowerment would improve as well.

Also, (H4) perceived usefulness has a significant
effect (P<0.001) on intention to use. Therefore,
the feature of speech recognition has been added.
Therefore, the literature suggestion of
responsiveness would improve as well.

Furthermore, (HS5) attitude towards using has a
significant effect (P<0.001) on intention to use.
Therefore, the feature of speech recognition has

been added. So, the literature suggestion of
empowerment and integration would improve as
well.

In this research analysis, the findings
demonstrated a positive signal that most end-
users tend to accept and use this ICT-based legal

support system. The findings were also
consistent with the viewpoint of legal
professionals.

6. CONCLUSIONS AND RECOMMENDATIONS

This study aims to provide equal access to
justice and enhance legal awareness through
ICT interventions. An ICT-based solution has
been proposed to bridge the identified gaps by
analysing the current legal system in Sri Lanka.
The three identified research objectives could be
successfully achieved with all the key findings
and results analysed in this research.

The first objective, which was to investigate
how the general public accesses the current legal
system, identified how the community interacts
with the existing justice system based on gender,
age, social level, and educational level.

The second objective identifies to what extent
the citizens are familiar with existing laws and
the challenges, including difficulties faced by the
citizens when accessing the judiciary system in
Sri Lanka.

The third objective is to ascertain the acceptance
of technological solutions. The results from end-
users’ demographic analysis illustrated a
significant impact on end-users’ intention to
adopt and use ICT based systems.

Since the findings of this research suggest that
the majority of the respondents are particularly
interested in utilising an ICT based system, the
proposed solution is likely to have a significant
positive impact on legal awareness among Sri
Lankans.
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