Legal Aid Board 

Customer Charter 

Introduction 

The Legal Aid Board provides legal advice and legal aid in civil cases to persons of modest means   who satisfy the requirements of the Civil Legal Aid Act, 1995.

The Mission Statement of the Legal Aid Board is :-

To provide a professional, efficient and cost-effective legal aid service.

We are committed to providing you, our customer, with an excellent service.  This charter sets out the standards of service you can expect from us.

Our commitments to you 

· Customer care and quality service:  

· the legal needs of our customers will always be identified;

· we will provide a timely and quality service; 

· customers will receive a first appointment in a timely manner;

· where it is not possible to give our customer an appointment with a solicitor in a timely manner, we will keep you informed;

· We will deal with our customer in a fair and open manner irrespective of race, gender, socio-economic status, language, disability and/or other social attributes;

· We will be polite and professional in all our dealing with our customer.  

· Confidentiality: 
· we will respect and maintain the confidentiality of our customers; and

· we will provide the necessary facilities in our offices to ensure the privacy of consultations.  

· Integrity/professional standards: 

· We will conduct our business to the highest standards of ethical and professional behaviour in an atmosphere of mutual respect and courtesy;

· we will ensure our front line staff are appropriately trained to provide a professional customer service. 

· Efficiency and cost effectiveness: 
· we will seek to provide an efficient and value for money service in all areas of our operations;

· we will operate systems for case management and case monitoring to ensure best  throughput of cases without compromising the appropriate, professional standards. 

· Consistency : 
· at all times we will operate our services in a consistent manner as between applicants for our services, while recognising that each case will have individual characteristics.  

· Information: 
· we will provide comprehensive, accurate and timely information about the Board’s services in the form of Information leaflets;


our Information leaflets will be written to the greatest extent possible, in plain language and in an easy to understand format;  

· we will maintain an accessible, comprehensive and updated website at www.LegalAidBoard.ie;

· we will make available copies of our Information leaflets and appropriate forms in all of our work locations;

· our customers will be informed of their entitlements and obligations under the Civil Legal Aid Act;

· we will promptly provide clear and correct information when it is requested - and in cases where we cannot release information, we will explain why. 

Customer service standards
Contact by telephone

If you telephone us........ 
· our staff will answer the phone promptly and courteously;

· we will give our name and the name of the section or Law Centre you have called;

· if the member of staff concerned is unable to deal with the subject matter of the call personally, he/she will transfer the caller to someone who can;

· if it is not immediately possible to transfer the caller to the staff member who can best deal with the issue, details will be taken from the caller and arrangements will be made for the appropriate staff member to return the call at the earliest possible time.

Contact by letter or e-mail 

 If you write to us........
· we will issue an interim response to your letter or e-mail, where appropriate, within seven working days of receipt of correspondence;

· we will issue a substantive response within fifteen (15) working days;

· arrangements will be put in place to ensure that correspondence does not go unanswered where the staff member to whom the correspondence is addressed is absent from the office;

· letters/faxes issuing from the Board’s offices will include the name, address and telephone/fax number of the staff member dealing with the subject matter of the correspondence;

· all correspondence will be written in plain language, using technical and official terms only where this is absolutely necessary.

The Board’s actions to comply with this standard are conditional on the timely receipt of information and instructions from our customers, where appropriate.

Personal callers 

If you call to see us........
· you will be treated with respect, courtesy and efficiency;

· all areas open to our customers will be maintained to acceptable standards of cleanliness and comfort;

· Every effort will be made to ensure access by people with disabilities in existing buildings, and where new offices are being acquired, the opportunity will be taken to provide access for people with disabilities; 

· accommodation will be made available where customers may consult with staff members in a private and confidential environment.

Service through Irish 

We will aim to ensure that........
· correspondence received in Irish will be answered in Irish;

· every effort will be made to accommodate telephone callers and personal callers who wish to conduct their business through Irish;

· while the provision of a service through Irish is not possible at all locations at present, training in the Irish language will be made available to all staff as part of the Board’s staff training programme;

· we will fulfil our obligations under the Official Languages Act, 2003;

· our most important publications will be made available in Irish. 

Complaints procedure 

You have a right to complain if the service you receive from us does not meet the standards set out in this charter, or if you believe that any action or decision that we have taken is not in line with our rules, practice or policy.  If you wish to make a complaint: 

about a member of staff in a law centre 

· you should initially make the complaint to the Managing Solicitor in the law centre;

· the Managing Solicitor will aim to resolve the matter as quickly as possible and, if necessary, will meet with you;

· if you are still dissatisfied, you should  make the complaint in writing to the Managing Solicitor;
about a Managing Solicitor of a law centre 

· you should put the complaint in writing and send it to the Director of Legal Aid, Legal Aid Board, 47 Upper Mount Street, Dublin 2;

about a member of staff (other than law centre staff) 

· you should put the complaint in writing to the Chief Executive, Legal Aid Board, 47 Upper Mount Street, Dublin 2.

Customer Liaison Officer
The Board has appointed a Customer Liaison Officer. This person has overall responsibility for the service provided to customers. You can contact the Customer Liaison Officer at the Legal Aid Board, 47 Upper Mount Street, Dublin 2,  in relation to any matter about the services provided to you that remain unresolved to your satisfaction.

about the facilities in the law centre or failure to meet the standards set out in this Charter

·  you should put the complaint in writing to the  Customer Liaison Officer, Legal Aid Board, 47 Upper Mount Street, Dublin 2.

about a Barrister or private solicitor who is providing you with legal services

· you should initially make the complaint to the Managing Solicitor in the law centre;

· the Managing Solicitor will aim to resolve the matter as quickly as possible and, if necessary, meet with you to discuss your concerns;

· if you are still dissatisfied, you should  make the complaint in writing to the Managing Solicitor; 

A full copy of our complaints procedure can be found in Leaflet No. 10 Customer Care and Complaints Procedure.  

If you are dissatisfied with a decision on your application for legal aid/advice, you may have the decision reviewed or you may appeal the decision to an appeal committee of the Board.  The arrangements for appeals are set out in Leaflet No. 12 Withdrawal of Legal Services.

How can you help us 

We can help you best if you:
· Provide any information you have which may be relevant;
· Provide any documents and reference numbers you have which may be relevant;
· Treat our staff and other customers with courtesy and respect.
Feedback

· We welcome your comments, suggestions and views on any aspect of our service;

· Please let us know if you are particularly pleased with any aspect of our service;

