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December 21, 2006

Thomas Meites, Esq.

Chairman, LSC Operations and Regulations Committee
Legal Services Corporation

3333 K Street, NW, 3rd Floor

Washington, DC 20007-3522

Dear Chairman Meites:

As the Chairperson of the Client Policy Group of the National Legal Aid & Defender
Association, I am writing to address the proposed changes to Part 1621 of the Legal
Services Corporation Regulations dealing with Client Grievance Procedures. I am
specifically requesting that the Legal Services Corporation retain the current language in
Section 1621.1 the Purpose Statement.

Client grievance procedures play a vital function in the delivery system of legal services
for low income people and clients. Clients and applicants for services need to be
afforded an opportunity to bring their concerns and complaints to the program leadership
including the boards of directors of grantee programs. Client feedback from complaints,
client letters, and client satisfaction surveys provide a check on the quality of
representation and services provided by programs. Complaints and concerns about the
denial of services and the quality of legal assistance should be welcomed, addressed and
resolved in a timely and effective manner. It is my belief that the Legal Services
Corporation, other funders, Executive Directors of LSC grantee programs, and boards of
directors of LSC grantee programs should welcome client feedback.

The client grievance procedure insures that programs are accountable to the clients they
represent and serve. Congress recognized this idea as being fundamentally important to
the effectiveness of legal services programs. The Notice of Proposed Rulemaking for
Part 1621 states in the Supplementary Information: Background that the regulation is
intended to help, “insure that legal services programs are accountable to those whom they
are expected to serve.”

I am concerned that the proposed changes to Section 1621.1 will water down and weaken
the intent of Congress and the purpose of having client grievance procedures. I have read
and reviewed the Notice of Proposed Rulemaking. This notice proposes to remove
language that says:



By providing an effective remedy for a person who believes that legal assistance
has been denied improperly, or who is dissatisfied with the assistance provided,
this part seeks to insure that every recipient will be [accountable to] those it is
expected to serve, and will provide the legal assistance required by the Act.

I believe that the removal of the words “providing an effective remedy” will greatly
weaken this regulation governing client grievance procedures. Clients who submit a
grievance in the form of a complaint about the denial of services and or the quality of
services received should expect that their complaint will be effectively resolved.
Eliminating reference to an effective remedy will allow programs to create and enforce
client grievance procedures that do not address the concerns of the client. Leadership of
grantee programs could implement procedures that create a process that doesn’t resolve
the problem and provides clients with a process that sends them in circles without a
resolution of their complaint. This is not acceptable. It clearly undermines the intent of
Congress to every program is “accountable to those it is expected to serve.”

Many times the problem that brings clients to legal services program is based on the
denial of due process rights from a public agency. I find it troubling that the proposed
revision for a client grievance procedure is one that lessens the rights clients have when
seeking assistance from a legal services program. Legal services programs represent
clients every day in actions against other agencies because the due process rights of the
agency are inadequate and fail to resolve or remedy the complaint or situation.

It is disappointing and unbelievable that the Legal Services Corporation might adopt a
regulation that will lessen the legal rights of clients by eliminating their right to a
resolution or remedy of their complaint against the program. I urge the Legal Services
Corporation to keep the current language and refuse to adopt the proposed change that
calls for deleting the language, “By providing an effective remedy. . . those it is expected
to serve, and will provide the legal assistance required by the Act.”

I am also troubled by the recommendation of the LSC staff to add language that says,
“This Part is not intended to and does not create any entitlement to legal assistance.” It is
my firm belief that this language does not belong in a client grievance procedure that is
intended to hold programs accountable. The LSC regulations speak to issues of
eligibility and spells out grounds for denying services in other places. It is not necessary
to place this additional language into the regulation. It is not appropriate to add this
language in the client grievance procedure. It adds insult to injury for a complaining and
disappointed client to be told that they are not entitled to assistance. Placing this
language in the purpose section of the regulation covering client grievance procedures
undermines the purpose of this important regulation.

I am well aware of the movement to create a Civil Gideon. While I know that the
establishment of a defined right to counsel in civil matters is a state matter, I believe the
ABA resolution passed in August 2006 that calls for a defined right to counsel is a
significant development for low income people. It will assist us in our efforts to close the
justice gap and address the increasing unmet need.



As an advocate, ambassador and gatekeeper for equal justice, [ believe that clients must
work as partners with program staff, program leadership, boards of directors, funders, and
community partners to meet the legal needs of low income people. It is my firm belief
that we cannot afford to water down our efforts toward building a network of well funded
quality programs that meet client needs in all fifty states.

Approving the proposed changes to Section 1621.1 will cause damage to the credibility
of legal services programs and the legal services community with low income people.
Denying clients a resolution or remedy to their grievance about the denial of services or
the quality of representation is fundamentally unjust and unfair. Enclosed you will find
petitions and letters received by the Client Policy Group and Client Section of the
National Legal Aid & Defender Association. These letters and petition signatures
represent the concerns and opinions of clients of programs located around the country. I
urge the Legal Services Corporation to keep the original language of Section 1621.1 and
disapprove the adoption of the proposed changes.

Respectfully submitted,

s

Rosita Stanley
Chairperson
Client Policy Group
cc: Helaine Barnett
Frank Strickland
Karen Sarjeant
Jo-Ann Wallace
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= Indiana Legal Services, Inc.

NORMAN P. METZGER, EXECUTIVE DIRECTOR
JOSEPH E. SIMPSON, DIRECTOR OF ADMINISTRATION

BOARD OFFICERS:
William T. Enslen, President

Paul A. Leonard, Jr., 1* Vice-President
Carolyn Barlow, 2™ Vice President
Jennifer Sommer, Secretary

Mark Dinsmore, Treasurer

Norman P. Metzger, Assistant Secretary

Charles A. Wynder Jr.
Vice President for Program Leadership and Support
National Legal Aid & Defender Association
1140 Connecticut Ave. NW, Suite 900
Washington, DC 20036
December 11, 2006

RE:  Petition regarding proposed changes to LSC Regulation Part 1621.1
Dear Mr. Wynder:

On Friday, December 8, 2006 and Saturday, December 9, the Indiana Legal Services
Board met and hosted a client training event. During the meeting and training, the enclosed
petition was circulated to clients and client-eligible board members. Fourteen (14) individuals
signed the petition regarding LSC Regulation Part 1621.1. Please use this petition as the
expression of the clients’ interests in disapproving the proposed change to the purpose section of
the regulation. Thank you for your kind attention to this matter and the enclosed, signed petition.

Sincerely, )

Iy It
qirie

Norntan P. Metzger
Executive Director

C.C. Harry Johnson S ‘ ,

Enclosure/eb

___|| LSC OFFICE OF ADMINISTRATION
"= 151 North Delaware Street, Suite 1640
Indianapolis, Indiana 46204
Legal Services Corporation Phone (317) 631-9410 FAX (317) 631-9773

Indiana toll free: 1 (800) 869-0212

America’s Partner for Equal Justice www.indianajustice.org



PETITION
REGARDING
PROPOSED CHANGES TO THE
CLIENT GRIEVANCE PROCEDURE
LSC REGULATION PART 1621.1

BE IT KNOWN, that the undersigned individuals agree that the purpose section of the
regulation covering client grievance procedures for federally funded legal services
programs should remain unchanged and remain as originally drafted; and

BE IT ALSO KNOWN that we disagree with the proposed changes in the purpose
section of this regulation referred to as Part 1621.1. We do not believe that the remedy
language should be removed from this regulation. We also disagree with the
recommendation that the regulation should include language that receiving legal
assistance through legal services programs is not an entitlement.

THEREFORE, we call upon the Board of Directors of the Legal Services Corporation to
disapprove any recommendation to change the purpose section of LSC Regulation 1621.
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BE IT KNOWN, that the undersigned individuals agree that the purpose section of the
regulation covering client grievance procedures for federally funded legal services
programs should remain unchanged and remain as originally drafted; and

BE IT ALSO KNOWN that we disagree with the proposed changes in the purpose
section of this regulation referred to as Part 1621.1. We do not believe that the remedy
language should be removed from this regulation. We also disagree with the
recommendation that the regulation should include language that receiving legal
assistance through legal services programs is not an entitlement.

THEREFORE, we call upon the Board of Directors of the Legal Services Corporation to
disapprove any 7commendation to change the purpose seetion of LSC Regulation 1621.
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LSC REGULATION PART 1621.1

BE IT KNOWN, that the undersigned individuals agree that the purpose section of the
regulation covering client grievance procedures for federally funded legal services
programs should remain unchanged and remain as originally drafted; and

BE IT ALSO KNOWN that we disagree with the proposed changes in the purpose
section of this regulation referred to as Part 1621.1. We do not believe that the remedy
language should be removed from this regulation. We also disagree with the
recommendation that the regulation should include language that receiving legal
assistance through legal services programs is not an entitlement.

THEREFORE, we call upon the Board of Directors of the Legal Services Corporation to
disapprove any recommendation to change the purpose section of LSC Regulation 1621.
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REGARDING
PROPOSED CHANGES TO THE
CLIENT GRIEVANCE PROCEDURE
LSC REGULATION PART 1621.1

BE IT KNOWN, that the undersigned individuals agree that the purpose section of the
regulation covering client grievance procedures for federally funded legal services
programs should remain unchanged and remain ag originally drafted; and

BE IT ALSO KNOWN that we disagree with the proposed changes in the purpose
section of this regulation referred to as Part 1621.1. We do not believe that the remedy
language should be removed from this regulation. We also disagree with the
recommendation that the regulation should include language that receiving legal
assistance through legal services programs is not an entitlement.

THEREFORE, we call upon the Board of Directors of the Legal Services Corporation to
disapprove any recommendation to change the purpo?e section of LSC Regulation 1621.
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