
Volunteer Lawyers Network (VLN) Client Complaint Procedure
A.
PURPOSE

This client grievance procedure is established to assure that clients and potential clients have full access to the services of the organization.  It provides an opportunity for review by senior staff members and, when appropriate, by a member of the Board of Directors of complaints by clients dissatisfied with the legal services provided them by the volunteers of VLN, treatment by staff and of complaints by persons rejected for placement with a VLN volunteer.

.
B.
IF YOU THINK YOU HAVE BEEN DENIED SERVICES OR TREATED IN 
AN UNFAIR MANNER BY VLN EMPLOYEES OR VOLUNTEERS:
a. You may request a meeting with the appropriate supervising attorney or Program Director as soon as possible.  This meeting may be by phone.  
b. If the complaint is not resolved by the supervising attorney or Program Director, you may request a meeting with the Operations Director or Executive Director, who will typically meet with you within five working days.
c. If the complaint is not resolved after meeting with the Operations Director or Executive Director, you may send a written complaint to the Chairperson of the Board of Directors.  This letter must be received by the office within fifteen days after the discussion with the Operations Director or Executive Director. 

d. If you request a hearing before the Board, you must sign a form allowing the Board of Directors to review information from your file and, if necessary, waiving the attorney-client privilege for purposes of the grievance proceeding.  Client confidentiality will be protected during the grievance proceeding.
e. A grievance shall be heard by a Board Member designated by the Chair within fifteen days after the receipt of the written complaint.
To request a meeting with a supervising attorney or the Program Director of Volunteer Lawyers Network, or a copy of the full text of the Client Grievance Policy, please call our intake line at 612.752.6677 or write to the following address;
Supervising Attorney or Program Director

Volunteer Lawyers Network

600 Nicollet Mall, Suite 390

Minneapolis, MN 55402

Please be aware that Volunteer Lawyers Network does not provide any walk-in services at its office location.
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