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RG-060, DEPARTMENT OF JUSTICE 
DIVISION Litigation Client Satisfaction 
(1994-1995) 

CIVIL 
Study 

Pursuant to Executive Order 12862 (September 11, 
1993), "Setting Customer Service Standards," and In 
accordance With the National Performance Review 
process, the Department of Justice (DOJ) established a 
Litigation Client Service Team In 1994 to review and 
Improve client agency satisfaction With DOJ's litigation 
services Thrs Team Included representatives from the 
Department's Civil DIVISion, Antitrust DIVISion, CIvil 
Rights DIVISion, Criminal DIVISion, Environment and 
Natural Resources DIVISion, selected U S Attorneys' 
Offices, and the Office of Policy Development It 
conducted a study that gathered client satisfaction 
responses for use In developing a customer service plan 
and performance standards The Team surveyed a 
sample of DOJ litigation clients In the Department of 
Defense (DOD) to determine agency satisfaction With 
(1) the conduct of DOJ attorneys and staff, (2) agency 
ability to participate In decrsron-rnakmq, (3) the resolution 
of disputes between agencies, (4) the conduct of 
litigation, (5) the provision and quality of DOJ legal 
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counseling, and (6) the provisron and quality of DOJ legal services The final 
report, made In March 1995, found that DOD was generally very satisfied With 

DOJ's conduct of litigation but was less satisfied In the areas of available 

resources, communications, and participation In decision-rnakmq The report 
made recommendations for actions to Improve services, Including a continuing 

assessment of client satisfaction, and proposed DOJ standards committed to 
providing the highest quality legal representation and advice to ItS clients 

The records Include documentation of the research and planning for the method 

and performance of the survey, Internal DOJ reporting on the status and progress 
of the survey, copies of original survey responses, statistical tabulation and 

analyses of the responses, the final report, and correspondence Within the CIvil 
DIVISion concerning the Implementation of recommendations, standards, and 

pohcres derived from the conclusions of the study 
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