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DECLARATION OF SERVICES TO THE PUBLIC 
 
The Declaration of services to the public sets out the commitment of the Commission 
des services juridiques and the Community Legal Centres to providing quality services 
across the legal aid network. Both bodies undertake to ensure and, where necessary, 
improve accessibility to services and establish service delivery standards. 

The Client Service Statement provides for an efficient and effective complaints 
management system and a continuous quality improvement program. The Commission 
and the Community Legal Centres fully acknowledge that complaints filed by legal aid 
recipients regarding accessibility, quality and delivery of services are a vital source of 
feedback when it comes to improving those services. 

 
Our Mission 
Our Services 
Our Commitment 
An efficient system for handling complaints 
Your cooperation 
Improving our services 

Our Mission 
The Commission des services juridiques sees to it that legal aid is provided to persons 
who are financially eligible for such services.
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The community legal centres and regional centres provide legal aid services in the 
territory of Québec.  
Up

Our Services 
Legal aid services covered by the system are provided to persons who are financially 
eligible; they are provided either free of charge or upon payment of a contribution. 
This contribution, which is determined by regulation, is always collected by the legal 
aid centre. 

Principal areas of practice: 

Family law, matrimonial law, youth protection law, young offenders law, criminal 
and penal law, administrative law, social law, civil law and immigration law. 

Legal aid services provided: 

Representation by a lawyer before a court of first instance or a court of appeal, 
as plaintiff or defendant; 

Assistance from a lawyer in certain cases expressly provided for in the Legal Aid 
Act; 

Legal consultation with a lawyer; Telephone consultation with a lawyer, available 
around the clock if you have been arrested or are being held in custody; 

Legal information regarding the rights and obligations of legal aid recipients; 
Community involvement of the lawyers; 

Some services may be rendered by a notary. 

How to access our services: 

Call to obtain an appointment within a reasonable delay. 

You can be received at a legal aid bureau, with or without an appointment; it 



will usually be the bureau closest to your place of residence. 

In an emergency, a lawyer can assist you in taking measures to preserve your 
rights.  
Up

Our Commitment 
The accessibility of our services 

(A) Bureaus 

There are over one hundred (100) legal aid bureaus in more than ninety-
eight (98) cities in Québec where legal aid services are provided to meet 
the needs of the public. Your request for legal aid will generally be 
handled at the legal aid bureau closest to your place of residence. 

The physical layout of the legal aid bureaus has been designed to ensure 
the confidentiality of your dealings with our staff. Lawyers have access to 
private offices. 

(B) Business hours 

Each legal aid bureau posts its own fixed business hours. 

(C) Telephone access 

We will answer you promptly and courteously, identify our organization 
and offer a word of welcome. 

If you leave your name, telephone number and the name of the person to 
whom you wish to speak, we will call you back promptly. 

(D) Waiting time and appointments 

We will determine the urgency of the services required and will give you 
an appointment in a timely manner. We will inform you of the principal 



documents you should provide to establish your eligibility for legal aid. 

(E) Promoting our services 

We promote our legal aid services to the public in general and to 
our target population in particular: 

1.  By publishing a list of the bureaus with their addresses and 
telephone numbers; 

2.  By disseminating information describing our services, the rules 
of eligibility and the rights and obligations of legal aid 
applicants; 

3.  By ensuring that posters advertising the on-call emergency 
legal aid service are posted in police stations; 

4.  By publicizing our services to agencies and governmental 
departments that serve our clientele. 

(F) Access by detainees 

If you are being held in custody, you may request and obtain the services 
of a legal aid lawyer from your place of detention. 

The manner in which our services are provided 

Generally, you will be welcomed on the day and at the time set for your legal 
aid appointment and, if applicable, you will meet with a lawyer. 

From the very first moment you deal with a legal aid employee, all your 
communications and dealings with the employee are covered by professional 
secrecy and are confidential. 

The quality of our services 

Availability and diligence 

In the practice of his profession, a lawyer must display reasonable availability 
and diligence. 



A lawyer from a legal aid bureau must be present in court when necessary and, 
if applicable, meet there with his client. 

Staff members must act with reasonable diligence in the performance of the 
work entrusted to them. 

Support staff members are required, by their terms of employment, to be 
available at all times during their working hours, to answer clients' requests and 
to send them all relevant information. 
Up 

An efficient system for handling complaints 

Procedure for filing a complaint

Complaints provide information to the legal aid network allowing it to improve its 
services. 

Complaints can deal with the way you were welcomed, either by a staff member or a 
lawyer, or the quality of the legal services you received. Rest assured that all 
complaints are received and processed confidentially. 

It is important to note that certain decisions, such as the refusal or withdrawal of legal 
aid, eligibility for legal aid, the amount of the contribution payable and the repayment 
of costs, are not covered by the procedure described here, because they may be 
submitted to the legal aid Review Committee by way of an application for review. 

Every complainant can rest assured that he or she will suffer no discrimination or 
reprisals resulting from his or her complaint. 

The procedure for filing a complaint is as follows: 

1st step 

We suggest you make your oral or written complaint known to the director of the legal 
aid office in question or to the person in charge of the office. 
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2nd step 

If you are not satisfied with the outcome of your complaint, you may submit it in 
writing (.pdf) to the director general of the community legal centre to whom the staff 
member or lawyer of the office in question reports. 

Your reasoned and detailed complaint must mention the name of the person or the 
situation about which you are complaining. A notice of receipt of your complaint will be 
sent to you within fifteen (15) days. Where applicable, the notice will indicate the 
name and telephone number of the person in charge of your complaint. Within thirty 
(30) days after receipt of your complaint and thereafter, every thirty (30) days if 
necessary, you will be informed of the status of your file until a decision is rendered. 

Written complaints and decisions are recorded and numbered. 
Up

Your cooperation 
In order to ensure that you receive the best possible service in a timely manner, you 
must provide us with the requested information and documents so that we can process 
your legal aid application and handle your case. 
Up 

Improving our services  
The Commission des services juridiques and the regional legal aid centres seek to 
continuously improve the quality of their services. To this end, they may consult you in 
order to determine your needs and expectations; the results of such consultations will 
be published in the management report submitted annually to the Ministère de la 
Justice. 
Up 
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