NATIONAL LEGAL SERVICES AUTHORITY

STANDARD OPERATING PROCEDURE FOR REDRESSAL OF
COMPLAINTS/PUBLIC GRIEVANCES

Every Authority/ Committee, whether at the national, state or district or taluka level receives
various complaints from time to time. While the complaints are a means for the aggrieved to
voice their grievances, they also tell us the reach of our programmes and our failures. It thus
becomes essential that all the complaints are addressed expeditiously and effectively. In
absence of any established mechanism to deal with the complaints or address public grievances,
the approach to the same has remained ad-hoc and mired in delays. NALSA is also in receipt
of OM dated 7" April, 2016 of the Ministry of Personnel, Public Grievances and Pension,
Department of Administrative Reforms and Public Grievances as per which the Hon’ble Prime
Minister had desired that all efforts should be made to reduce the time taken for redress of a
grievance from the existing 2 months period to one month. Thus the need has been felt to lay
down a mechanism to address the complaints and public grievances in a systematic manner.

Source of Complaints: Complaints may be:

i) Received by NALSA directly from the public.

i) Received by NALSA from the office of the President of India, Prime Minister of
India, Chief Justice of India and the Department of Justice, Ministry of Law and
Justice, Government of India.

iii) Received by the State/ District Authorities or Taluka Committees from the public
directly.

iv) Received by the State/ District Authorities or Taluka Committees from the various
authorities including from the office of the Chief Justice of the respective state.

V) Received by the State from NALSA.

vi) District Authorities may further receive complaints forwarded by the State
Authority or NALSA.

vii)  Taluka Committees may also similarly receive complaints forwarded by the State
Authority or NALSA or District Authority.

Nature of Complaints: The complaints may include:

i) Against a legal aid lawyer, where a legal aid lawyer has been assigned to a party at
any level, including in respect of his working and conduct.

i) Against not being provided legal aid, where a party feels that he/ she is entitled to
legal aid.

iii) Against any public authority for inability to get any entitlement.

iv) A general complaint involving a number of issues.

V) A general airing of grievances by a person.

vi) A person may simply be desirous of getting legal aid.
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vii)

viii)

A person may be wanting any specific information.
Anonymous complaints.

Approach of the Authority/ Committee to the complaints/ public grievances

When a complaint is received by any Authority or Committee at any level, the approach should
be towards problem solving rather than replying and disposing of the complaint. |Our
orientation should not be towards somehow getting the complaint off our board and thereby
showing disposal of the complaint at our end. Rather, we need to deal with the complaints/
public grievances pro-actively so that a party feels satisfied that he/ she has received
appropriate response and knows what further course of action is available to it. The objective
should be redressal and not mere disposal. Thus the following mechanism should be adopted
at the different levels for addressing the complaints/ public grievances:

At the level of NALSA

i)

Since NALSA itself does not have a panel of lawyers and does not give legal aid
and in fact acts through the State and District level Authorities, whenever a
complaint is received against a legal aid lawyer or rejection of application for legal
aid or seeking legal aid or even seeking any entitlement under any Scheme, the same
shall be forwarded to the concerned State Legal Services Authority and where
possible to the District Authority as well. Efforts shall be made to ensure that the
same is done at the earliest.

Till the development of an online portal for dealing with complaints, the complaint
shall be scanned and sent by e-mail as well as a hard copy shall be sent by post.
However, the State or District Authority should not wait till the receipt of the hard
copy and they should act on the basis of the soft copy itself.

While forwarding the complaints to the State/ District Authority, certain complaints
may be identified by NALSA for monitoring and follow up.

While forwarding the complaint to the State/ District Authority, a copy of the
forwarding letter should also be sent to the party concerned and/ or to the office/
Department through which the complaint has been received.

The complaints which do not have any merit in them may be filed. However, areply
shall be sent to the party concerned regarding the filing of the complaint and if the
party has any other alternatives available with a copy to the office/ Department
through which the complaint has been received, if received from any other office/
Department.

Anonymous complaints may also be filed.



vi)

Where a general complaint is received, if the same is not forwarded to any
Authority, the party may be informed that the issues raised have been noted and
there is no ground to proceed further.

Where a party wants some specific information, the party may be directed to the
authority/ person who would be best suited to provide the information.

At the level of SLSA

i)

Whenever a complaint is received against a legal aid lawyer or seeking legal aid or
even seeking any entitlement under any Scheme directly or is forwarded by
NALSA, the same shall be forwarded by the concerned State Legal Services
Authority to the District Authority/ Taluka Committee, except where the SLSA
feels that the complaint can be disposed of at its level. The same should be done at
the earliest and in any case, not later than 5 working days of the receipt of the
complaint, by whatever mode.

While forwarding the complaint to the District Authority/ Taluka Committee, a
copy of the forwarding letter should also be sent to the party concerned and/or to
the office/ Department through which the complaint has been received. Where the
complaint was forwarded by NALSA to the SLSA, a copy of the forwarding letter
is to be sent to NALSA as well.

The SLSA shall regularly follow up the progress made on the complaints with the
concerned District Authority/ Taluka Committee and keep NALSA informed where
the complaint has been forwarded by NALSA.

Where a complaint s received against rejection of application for legal aid, the same
shall be examined by SLSA. A report may be called from the DLSA/ Committee
concerned, where necessary. If the SLSA is of the view that the rejection of
application for legal aid was proper, the party may be informed of the same
accordingly and NALSA may also be informed if the application has been
forwarded by NALSA. However, if the SLSA is of the view that the party is entitled
to legal aid, it may pass appropriate orders, including appointing a legal aid lawyer
from amongst the lawyers on the panel of the District Authority/ Taluka Committee.
For the said purpose, the SLSA may give a personal hearing to the party, where
deemed necessary.

The complaints which do not have any merit in them may be filed. However, areply
shall be sent to the party concerned regarding the filing of the complaint and if the
party has any other alternatives available with a copy to NALSA/office/ Department
through which the complaint has been received, if received from any other office/
Department or NALSA.



vi)

vii)

viii)

Anonymous complaints may also be filed.

Where a general complaint is received, if the same is not forwarded to any
Authority, the party may be informed that the issues raised have been noted and
there is no ground to proceed further.

Where a party wants some specific information, the party may be directed to the
authority/ person who would be best suited to provide the information.

At the level of DLSA/Taluka Committee

Whenever a complaint is received against a legal aid lawyer or seeking legal aid or

even seeking any entitlement under any Scheme directly or is forwarded by

NALSA/SLSA, the same shall be taken up by the DLSA/ Committee without any

loss of time.

a) If the complaint is against a legal aid lawyer, a report may be called from the

lawyer concerned and if the DLSA/ Committee is not satisfied with the report of

the lawyer, appropriate action may be taken.

Besides, the party may be contacted and the legal aid lawyer may be changed

immediately.

b) If the application is merely for getting legal aid, appropriate steps may be taken
as are taken in all cases for grant of legal aid.

c) If the application is for seeking any entitlement under any Scheme, the party
may be informed of the recourses available and a PLV may be deputed to
facilitate the party to get the entitlement.

In all such cases, if necessary, the party may be requested to visit the office and
discuss the problem rather than notices for appearance being sent to them.

In order to get in touch with the parties and to save time, all possible modes
should be used such as sending SMS to the party where the mobile number of
the party is available, calling a party telephonically, sending a letter by speed
post, using e-mail if e-mail id is available. Importantly, a PLV may even be sent
to contact the party.

In all these cases, intimation should be sent to the SLSA/NALSA/ concerned
department or office where the same had been forwarded by them.

Where a complaint is received against rejection of application for legal aid, the party
shall be informed of the grounds of the same and that the party has the right to prefer
an appeal against the order of the DLSA/ Committee and to whom the appeal can
be made.



iii) The complaints which do not have any merit in them may be filed. However, areply
shall be sent to the party concerned regarding the filing of the complaint and if the
party has any other alternatives available with a copy to NALSA/SLSA/office/
Department through which the complaint has been received, if received from any
other office/ Department or NALSA/SLSA.

iv) Anonymous complaints may also be filed.

V) Where a general complaint is received, the party may be informed that the issues
raised have been noted and there is no ground to proceed further.

Vi) Where a party wants some specific information, the party may be directed to the
authority/ person who would be best suited to provide the information.

For dealing with the complaints at all levels, it is reiterated that:
-Complaints/ public grievances should be addressed expeditiously.
-A pro-active and sensitive approach should be adopted.

--There should be regular follow up of complaints.

-Where NALSA forwards the applications to SLSAs or SLSAs forward the applications to
DLSAs/ Committees, they should be apprised of the fate of the complaints.

Ultimately the purpose is that the public should feel that their complaints/ grievances are
effectively addressed and without any delays.
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