INSTRUCTION 1/1999, THROUGH WHICH THE GENERAL COUNCIL OF
THE JUDICIARY APPROVES THE SERVICE PROTOCOLS AND CITIZEN
CLAIMS, COMPLAINTSAND PRIOR INFORMATION PROCESSING FORMS.

The Citizen Service and Information Center can wharsitself an essential part of the
current group of public institutions and administra since they highlight several
policies, among which; Law 30/1992 Article 35 undiee Civil Service and the Joint
Administrative Proceedings Legal Framework, Lawo8/d Article 4, April 14, from the

Organization and Operation of the State’s Genermnidistration, and Law 1/1998,
February 26, from the Contributor’s Rights and Gunéees.

The Citizen Service and Information Center can wharsitself an essential part of the
current group of public institutions and adminisbias. Since they highlight, several
policies among which; Law 30/1992 Article 35 undie Civil Service and the Joint
Administrative Proceedings Legal Framework, Lawo8/d Article 4, April 14, from the

Organization and Operation of the State’s Genermnidistration, and Law 1/1998,
February 26, from the Contributor’s Rights and Gunéees.

In the meeting held June 29, 1999, the PlenarhefGeneral Council of the Judiciary
took these same considerations into account upocugng the Instruction Bill. Also
taken into account are the hearings and reportedsia Article 110.3 of the Judiciary
Organic Law. To provide the best guarantee passibl regards to correction,
confirmation and opportunity, the process of tegvaelopment includes not only the
Judges and Magistrates Associations, but also timestvl of Justice and Autonomous
Communities with duties in regard to service meghofithe Administrative Office of the
Courts, Government Bodies and Department of Pulftimsecution and also
representative professional entities of which hattebuted the citizen representation and
assistance before the Administrative Offices ofCloeirt.

By means of the present Instruction, through tmentgation of service protocols that the
body responsible for developing this activity withve to comply by, the Council hopes
to achieve a better concretion of the conceptkidiand directive intervention that must
be taken into account by different organs and sesvi This will allow for adequate
application of the cited Legislation 1/98 of then®eal Council of the Judiciary. The
document templates must be used independently ethehthe common services of the
Citizen Customer Service exist or not. The aforeimaed is part of the mission to bring
the Administrative Offices of the Courts closerthe citizens, facilitating them with all
of the information required with respect to theitsrcommanded by the law. Claims that
are founded in disciplinary responsibility are intent on their specific rules and fall
outside of this scope of the law. Likewise, uponfoaming to that which is stated within
Legislation 1/1998, in Article 3 Paragraph 3, itat®n to analogous resolutions in other
scopes of the jurisdiction (Article 4.2 para. B) the Law 6/1997, art. 24 of R.D.
208/1996, of February 9 and art. 3 of the R.D. 24986, of December 2, about non-
constituent appeals whose attention doesn’t makaee for any appeal. They regulate
more precisely the treatment given to requestatefésted parties in accordance with the
specific nature of the type of claims and agreementformalities that they proceed to



adopt. These are more suited for the informadiatie branch, or management material,
or of service arrangements. Through them susdeptsolutions aren’t constituted that
affect the rights or interests of individual legdtuations, with independence that if the
issue requires the request or matter receive apptepgovernmental procedure, or
submit the matter to the competent organ for itsolgion. Through analogous

considerations, the claims or suggestions procedarmot move or substitute the
governmental or jurisdictional moves or appeals tizave previously given notice or the
notice could proceed subsequently.

The suggestions, complaint and claims presenteditigens must be confronted and
achieved through actions which satisfy the citizsnwell as improve the image of the
Court Operations so that it becomes efficient atk ibureaucratic in its resolution. It
must also, help diagnose deficiencies in the Adstriaiive Offices of the Courts so as to
contribute to the progressive improvement of thality of public service. Through
which, the dissident expressions from the citizeith the Courts Operation, it is to say
the complaints, claims, appeals and suggestiomaeirabout the Courts must not be
ignored, but rather, treated adequately so thaiCibxarts can fulfill their duties better.
The litigators will also have a more effective jcidi tutelage and achieve a more
complete identification of the citizens with thenstitutions, in particular with the
Judiciary Bodies.

This Instruction has a flexible character that rezpithe bill to be implanted again,
through which it leaves open the possibility toustljand define what is the derivative
experience necessary for the service operation.to d

Lastly, and notwithstanding the Regulation Pubiaratin the Official Bulletin of the
State, in order to facilitate the best distributioihthe contents and documents of the
present Instruction, it has been posted on the pegje- of the General Council of the
Judiciary — www.cgpj.es-.

In respect to the previous considerations, the @lenf the General Council of the
Judiciary, in the meeting held on the date, haveeyto pass the present Instruction and
conform to Appendix | and Il that are attached,irthmiblication is provided in the
Official Bulletin of the State.

APPENDIX |
SERVICE PROTOCOLS OF THE CLAIMS AND PRIOR INFORMATION
PROCESSING TO THE CITIZEN

1. SERVICE AND INFORMATION FOR THE CITIZEN IN THEIRRELATIONSHIPS
WITH THE ADMINISTRATIVE OFFICE OF THE COURTS

1.1 .- CITIZEN SERVICE: Working with the Jurisdiotial Organs and with the
Administrative Offices of the Courts, the Citizererice in its broadest sense,



comprehends that the actions related to receiumgigveelcoming citizens that come to or
call the Judicial Branches must facilitate orieistatand help specification, whether done
out of the insistence of Court Bodies or Servicehmir own initiative. This service
provided must be personalized, that is, adapteti@social characteristics, cultures and
relatives of each citizen that comes to the Coarnt$ Tribunals soliciting service and
information. They must also take into account,t tivben they are establishing a
relationship they represent the Jurisdictional Bedi

The Public Service and Information reserves, howeie need to respond to concrete
demands of information about legal channels, prdiogs, procedures, requirements and
documentation for the actions the citizen propésesrry out.

The service and information facilitated must entaggulatory interpretation,
consideration or advising or some economic assegsmwéhout first providing simple
information of general character about possibleallggocedures and organ duties for
their knowledge and resolution. However, this dedsathe collaboration of the Central
Government in the formal completion of the formgexnuests that interested parties may
carry out directly without the necessity of repraaéion.

1.2. INFORMATION FOR THE CITIZEN
The information activity for the citizen in theelationship with Judicial Organs cover:
1.2.1 — The general information referring to:

The identification, location and functions of angdy of the Administrative Offices of
the Courts and especially those found located enBhanch where the citizen comes.
Also reach to the interrelated bodies with the Adistrative Offices of the Courts.

Information about the requirements that the rulessgntly enforced are available for
interested parties, likewise, the information abthe general characteristics of the
different types of Judicial proceedings.

Information in relation to concrete distribution oftters between the Judicial Bodies of
the branch, the rules of distribution in generad &ime diffusion of those Judicial Acts

that, for their public character, must be knowrdi¢ating the place and date of the
holding and other dates that could be of interest.

Any other general data that the citizen needs towkim their relationship with the
Administrative Offices of the Courts.

When a wide diffusion of determined general infotiora related to the law seems
convenient for its social interest it will be oféer to the groups or institutions that are
interested. By the initiative of the organs ingteel in the diffusion and in coordination
with the Citizen Service Unit of the General Colidithe Judiciary, the manner most
adequate for each circumstance will be used tadptee information.



1.2.2. — Private information is a concern for thates and phase of the procedure in
processing. The identification of the authoritiesd service personnel of the
Administrative Office of the Courts that take parthe processing of said procedures.

1.2.3 Requirements and Limitations.

The general information will facilitate without tmecessity to demand any accreditation
with the following limitations: that it affects theontents of the jurisdictional legal
authority, that it assumes legal advice, that iuldointerfere with the exercise of the
representation or defense in the trial, that iemefto information relative to honor,
privacy or images of the people or that refer tioas declared secrets for the time that
this measure lasts. The private information willlyobe facilitated to the interested
people in each proceeding or to their legal repriagiwe with the due prior accreditation.

1.3 INFORMATION FACILITATION FORMS
1.3.1 In person and telephone modes

The specific process of service and informatiopenson and by telephone t the citizen
not only requires listening, talking and transmtiinformation, but rather, and with
frequency, its necessary to confront situationsofgefthose that the administrative
assistant must adopt behaviors of a kind psychcédgand social nature that aren’t
subject to the rules, regulations and proceduikesthe rest of the internal work of the
Courts Office. This manner of behavior is a neagssesult in order to adequately
develop the Public Service of the Citizen Serviod @nformation activity. In these
processes they must respect the basic phases aothmunication process, this is ,
reception, listening , management, information liiation and the farewell. Each of
these adapted to the characteristics of the citizesach concrete case. The service and
information activities must be reinforced and supgd with written information that
facilitates it, among others, through preparedrimtative pamphlets readily available.

In every case, the offered response must be deacise, viable, and explicative in order
for the best understanding of the citizen.

1.3.2.- Written mode

To receive the service and information requestteanitt is admitted through different
corresponding formal register automated drop-boXgken the citizen prefers to address
themselves in writing to the corresponding requagians any types of service and
information in the first moments it will proceedrake the raised issues concrete in their
written communication so that subsequently a fastsonalized, clear and concrete and
viable response is offered.



This response will be facilitated in writing. Oy bther methods that are more efficient
according to the concrete case, but always ensitarrgception. Without prejudice, the
aforementioned, will be recorded for internal pups

When a concrete case is required, the pertinentirdentation can accompany the
facilitated response for the best understanding.

Suppositions that request complex information ajuinee an analysis about if the
petitioner can meet the interested condition dhi$ can affect the procedures that are
declared secret, to data in relation to the hopvacy, or image of the people, or more
that the through these or other diverse motivesy ttan’t offer the solicited information
or can’'t do so in an immediate manner, it will puplace a circumstantial manifestation
for the interested party and in this case it wiform about the possibility or presenting
their petition in writing using the “Citizen Serei@and Information” template which is
placed in the appendix of this instruction.

The regulated citizen service and information faan be found, available for the public,
in all of the buildings of the Judicial Organs fterlegal use by the citizens.

Equally, it will be placed in a visible advertisagn. The sign will be of a minimum size
of Dim A3 with the following message “We are at yalisposal to inform you and listen
to your suggestions and complaints*

The sign in each Citizen Service Office, or if rasailable the receiving organ, must
clearly identify, making stated in the upper lefangin of the citizen service form: their
name, address, telephone, fax, city and postal,cadd other indicating data that
proceed.

The forms as well as the advertiser signs mustbéxim the co-official languages of the
Autonomous Communities.

In places of large foreign tourism influx or reside of people of other nationalities,
particularly if relating to citizens from other adues outside the European Union, also
exhibit the corresponding language in concordarite thve largest linguistic groups.

Fulfilling these requirements will adopt the circstances of the Judicial Branches where
the Citizen Service Common Offices exist, in thtveet will centralize these actions.

1.3.3 General

Document processing must include how many modes pratesses it could
progressively incorporate. This depends on thelywed advances in the means had by
the Governmental and Jurisdictional Bodies, inipaldr, as a result of the progressive
computerization of the Administrative Offices ofettCourts. In particular, all that
benefits the improvement of efficiency and quality service of Citizen Service and
Information.



2. PROCESSING OF SUGGESTIONS, COMPLAINT AND REPORTS

The proceedings that regard lodged complaintsmslaand suggestions are protected
under the order of Law 1/1998, on December 2, efGeneral Council of the Judiciary.

Due to the specific nature of claims they cannfacfindividual legal rights and interests

or situations. They cannot fall object to an appdatn such rights, interests or situations
aren’t affected, independently of those who couldsgle over the governmental and
jurisdictional proceedings with those who couldrélated to said claims or complaints or
that could result in the like. Insuring in evergse the respect of the Jurisdictional
Authority of the Body that would be apprising saidtter.

Through which, if the contents of a claim, compltar suggestion exceeds the scope of
the cited Law it will proceed to receive the saméable process or be referred to the
competent body for its understanding and resolutidbhe lodged claims, suggestions or
complaints under the protection of the order of LBM©Q98 cannot affect the possible
governmental or jurisdictional proceedings takingacp, again notwithstanding,
unnecessarily delaying the required service andllfoént of the law for its own
underlying interests or situations, in the shaperaf by the corresponding organ.

2.1 AMBIT
2.1.1 Suggestions

We will accept suggestions related to general sdodged by phone or in writing,
always expressing the objection in either relewsdatistical data or other interests of the
Administrative Offices of the Courts operation, ewaough the interested party did not
give their identity.

The suggestions presented by identified peoplepaneessed in similar manners to
complaints. In considering general issues, if thtimat the communication is a simple
response of gratitude use the diagram of respamplates in the appendix, following
the applicable aspects.

With exception, in order to not lose informatiorattcould result in being relevant to
statistical data or the like, we will accept anomy® suggestions that deal with general
operational issues. In this case, the governmmpi@ee that helps the interested party
will fill out the corresponding Citizen Service forand note in the correlated box the
name “Anonymous”. Following without more formalityt will proceed to the
verification and solution that proceeds dependimghe interest of the suggestion.

2.1.2 — Formal complaints
Formal complaints about the operation of the Judges Courts will always have to be

presented in writing and it will be compulsory the interested party show proof of
identity and residency.



The acts or incidences that motivate the processntjresolution of formal complaints
considered in Law 1/98 of the JGC and that develgihis instruction refer exclusively

to issues that would be beyond the disciplinarypsco If that weren't the case, any
formal complaint that is presented with indicatioofs disciplinary character will be

immediately sent to the Inspection Service or iniclwhcase (art. 423 JLO) to the
Courtroom of the Supreme Court Justice or to theidtty of Justice or the Autonomous
Communities Regional Ministry of Justice, dependamgthe body to which the affected
government employee belongs, notwithstanding, ideorto excuse the situation in
question, if possible.

2.2.- COMPETENCE

The authority for the processing, service and avigional preventions and methods
related to claims and suggestions that are fourtzbtpertinent is placed in the scope of
the Presiding Judges of the Courts and Hearings Seémior Judges, and where these
where this don't exist, the Judge alone. Thesensland suggestions should be directed
to the according body as well as to the Inspectdfice of General Council of the
Judiciary.

In the assumption that the body receiving the camplbr suggestion is the affected, that
is, the body in reference in the dissatisfactidre hecessary methods to rectify the
situation will be transferred immediately to thgp8uor Governing Body.

If the object of the complaint, claim or suggessiatoesn’t refer to the Administrative
Office of the Courts, but to other bodies and etdithey will be notified. This insures
that the interested party is offered the necessdwymation and help for the exculpation
of the matter.

2.3. PROCESSING
2.3.1. Efficiency:

The processing of suggestions, complaints and slaimast avoid conventionality and
assume a perspective of efficient service and inédion and positive explanation for the
citizen. When viable, always use the office autbomaprocess in order to ensure the
fastest processing possible and discretion.

2.3.2.- Presentation:

The Citizen Service Form that is in the appendithaf Instruction can be used for the
presentation of claims, complaints, formal compkiand suggestions as well as for
requesting information when it cannot be facilithiemmediately. It will be available for
the interested parties in the manner listed in B\2.of Law 1/1998.



Due to the character of authority of these forrhe,texts and documents presented must
contain the complete and sufficient mention of tentifying circumstances of the
interested parties, the object of your claim, camy| report, or suggestion. Also include
the body to which it is directed and the jurisaio&l body and the proceeding to which
you refer. Following these ends in your case anbure the presentation of your request
is without difficulties or delay. You will admitour request in any manner. It could be
on paper, whether by means of the normative formoor When the citizen so wishes or
when the circumstances of the supposed requinegogsts will be admitted in different
manners and formats, in order to allow for the enhof the request known and followed
through. Equally, the presentation of the requeifit be admitted through different
automated machines to the corresponding registratifice without damage to the
process.

The complaints, reports and suggestions can beemexs directly in the Common
Services of the Citizen Service Offices. Whereséhdon't exist, present in the Judicial
or Government Bodies. Equally, they can be presktitrough the Registration Offices
mentioned in Article 38.4 of the Law 30/92 of 26 Wémber (bodies of the State
Administration, Autonomous or Local, Post OfficegleéSpanish Diplomatic or Consulate
Offices abroad).

When the proficient Judicial Body receives claingmplaint, report or suggestion
documents that are not on the regulated Citizemi&eform, the government employee
will transfer the fitting information and data dmetreceived document onto the regulated
Citizen Service form.

The forms contained in Appendix Il of the preserstiuction can be modified depending
on the service and experience necessity upontrtsdinction.

2.3.3 — Availability:

Following the guidelines and model establishedlthe 1/98 of the General Council of
the Judiciary and present Instruction, The resilityi of making the “Citizen Service
Form” available to the public lies in each Judi@ahnch, Service Center or Office.

2.3.4 — Accessibility:

When the interested parties request their assista@vernment employees will
collaborate in completing the form. Government Eyges will also verify that the
required data is completed.

2.3.5 Notification:

It is obligatory to notify the citizen at the tinoé presentation that their lodged claims,
complaints and suggestions will by no means qualsyan Administrative Resource and
that its introduction will not paralyze the deadbnestablished by the rules in force.
Likewise, they will inform them that the presentatiof their claim, complaint, report or



suggestion will not affect in any manner the piaef the remaining actions or rights
that conform with regulations of each proceedirgj the interested party could practice.

2.3.6. — Registration Office:

Upon receiving a written claim, complaint, suggastor petition, the Registration Office
will register it immediately or in the quickest nream possible. The original copy of the
Citizen Service Form will be the first documenttbé developing proceeding. In the
case that the interested party does not leave mfomfentity, it will proceed, with less
formality, to be checked and resolved dependinthennterest of the suggestion.

Each petition presented by the citizen will be g®sd a number in consecutive order
that, separated by a bar or similar, will go foliog/the last two digits of the year of the
presentation, the number one corresponding tarstepfesented of each year.

When the same person presents the same complaimis e same matter and for the
same motive the registration office will cumulatieoato the first, processing in only one
action. The accumulation will be put on record #mel statistical effect will be that of

only one complaint.

2.3.7- Acknowledgement of receipt:

When the citizen presents their complaint diretttgy will also complete the information

that could be omitted and a stamped copy of thedfibut form will be turned in, noted as
receipt acknowledged. Information about the precgenerated by presenting their
document will simultaneously be offered.

When the citizen presents their complaint by otheans the acknowledgment of receipt
will be written, by telephone or other telematedamse putting these cases on internal
record as such action. On this document, they mvdke the notifications indicated in
section 2.3.5 of the present Instruction and, at time, inform the body that will resolve
the claim and go through the established procesffeat.

The written acknowledge of receipt will follow thmodel that is presented in the
appendix of this Instruction. In which, they widt the citizen know that the resolution
process of said claim will begin as soon as possibl

2.3.8.- Mailing of the copy to the General Couméithe Judiciary:
They will send a copy of the complaint, claim omggestion to the Citizen Service
Central Unit of the JGC on the same day of thegurdion or, by all means, a maximum

deadline of forty-eight hours.

This Unit will receive, register and archive thea®ed copy in the hopes to receive the
adopted resolution on this matter in a maximum hieadf one month.



If the Citizen Service Central Unit of the Gene@auncil of the Judiciary receives the
copy of the claim, complaint or suggestion and dwaithat the its contents refer to
possible indications of disciplinary responsibilitiyey will send it to the General Council
of the Judiciary Head of the Inspections, notwdhsling that the place of origin
continues acting so as to rectify the reported ali@s

2.3.9.- Transaction sheet

A transaction sheet will be placed with each clagontinuing the original form. A

model to be followed is attached in the appendixhef present Instruction. In it, the
government employee will note in chronological ardee management that is going to
carry out the resolution of the claim, likewisefoimation of interest for its best
understanding. If the interested party presentugh@ntation, this will be placed along
with the transaction sheet.

2.3.10- Information obtainment about the manifésteomalies:

Noting the outside channels through which the clasomplaint, report or suggestion
could be received, the receiver will proceed taussq any data, document, clarification
or complementary information from the interestedipa as fast as possible. This will be
done through the fastest and most efficient medftelephone, fax, email, post...) in
order to adequately assist their request.

To resolve the claims, complaints and suggestibascompetent bodies must request,
complying with the oral or written form according Wwhat is required of the case, the
background information and reports about the predoknatter in order to adequately
assist it or take the opportune steps so as thyréoe anomaly.

When it proceeds to transfer the claim to anothuelicial Body for its resolution, the

interested party will be let known that the bodyl wend and once the claim, complaint,
or suggestion is received the body will acknowledgeeipt in any of the described
means with a 48 hour deadline. This acknowledgesoéipt will be carry out by the

sending organ as well as by the interested party.

2.3.11.- Correction of the anomalies:

When the citizen presents the claim directly byrfar in person solution to the problem
at hand will tried to be reach in an immediate neannlf this isn’t possible, the citizen
will be informed about the arrangements that folkwd will be kept informed about the
matter upon request or when it is deemed neceds@yo the nature of the case at hand.

Once the base of the matter is verified, if itsedirsolution from the relevant body is
viable, they will take the necessary steps to figthie detected anomalies.

If this isn’t possible, the Judicial Body that agsponds to the adoption of the actions that
proceed will take interest. This body will takeetmecessary steps to rectify the



anomalies that were in the origin of the complainsuggestion, notifying said matters to
the first receiving body of the claim, who will meed to communicate the means taken
to the interested party. When at the initial cabtef the suggestion or claim, or during
its processing, it is deduced that the solutioredels completely or partly on the relevant
body, the Administrative Office of the Courts wik send a copy of the same request at
the time that they communicate the measures takanh will rectify the manifested
anomalies, notifying the interested party about tkeord of remittance, like the
subsequent response, once received.

2.3.12- Communication to the interested partyhefdteps taken:

The body responsible for processing the claim onmlaint will inform the interested
party as soon as possible of the means taken tifyrdee anomaly complying with oral
or written standards, according to that which thsecrequires or the interested requests,
notwithstanding leaving proper internal proof oa tlorresponding processing sheet.

The communication to the interested must contaitivegdate, the steps taken to rectify
the anomaly and the number of the assigned expediéake a brief reference to the acts
object to the complaint and inform the interestethe finalization of the expedient.

This communication must be explanatory. Use clat simple language for its best
comprehension. When using the written responsaust follow the ‘Response to the
Citizen’ model that is attached in the appendithef present instruction.

2.3.13.- Communication to the General Council efdhdiciary of the steps taken:

When the communication to the interested is executevriting a copy of the letter will
be sent to Citizen Service Unit of the General @dwf the Judiciary. In other cases, an
official letter will be sent to this unit that statthe communication date, the assigned
expedient number, a brief reference to the actecvlmf the matter, the decisions and
measures taken, likewise the fact that the expediralized. All of which, for the
purposes of recording the statistics, verificaamal other granted procedures.

2.3.14. Verification of the rectification of the@naly:

The Presiding Judge of the Courts and Hearing, Baye Inspection Service of the
General Council of the Judiciary will check to séehey have applied the correct
methods necessary for the rectification of the agmituation, all of which with strict
respect to the jurisdictional authority.

2.3.15 -Archive:
Once the communication to the interested is ingpkad a copy or official letter, in that

case, is sent to the Central Citizen Service Uhthe General Council of the Judiciary,
they will proceed to archive the claim, complainsaggestion.



The finalized expedient that will be consist of Drizen Service Form, the Processing
Sheet, the contributing documents of the interepttly and the written documents that
will lead to their processing. These will be send maximum deadline of one year from
the date of the archive in the Central Archivevi®er of the corresponding body of
government.

2.3.16: Statistics:

The processing centralization and analysis of thetistical data relative to the
suggestions, claims, and complaints correspondketcCitizen Service Central Unit of
the General Council of the Judiciary. This statigiill elaborate upon the documentation
that each Judicial Body and Service must obliggteend to the cited Unit. The statistic
results will be published in the Annual Report editoy the General Council of the
Judiciary.

3. CITIZEN SERVICE OFFICES

Under the protection of Article 272 of the Judigi®rganic Law and Article 97 of Law

5/95 of the Judicial Actions Accessory Aspectsagreement that the Citizen Service
Offices can establish common services for the bestice to the citizen. In order to
contribute to the elaboration of some referencacatns in the establishment and
presentation of service and premises, and withexasio the contents of number 4 of
Article 272, it is recommended that the relevantharities take into account the
following directional criteria basics so as to adagly set up and follow through the
operations of the Citizen Service Offices of tlyisd.

Common Services — It is advised that of Citizenviger Offices common services be
installed in every Judicial Building and especialty those that have more than four
Judicial Organ. Priority to those who count morartien.

Location.- It is recommended that the Offices alacgd the closest possible to the
busiest entrances of the buildings and, if possieith the minimal architectural barriers
for its access. If not possible, ensure that tgessand identification of the Offices be
sufficient and strategic, even from the exterioras to facilitate the location.

Infrastructure.- It is recommended that the Offickat are installed have common
identifying elements and homogenous designs. Liewthat they are well lit,
welcoming spaces with comfortable waiting areabeyTshould include an area in which
to consult books and write documents. Informagpeenphlet displays and suggestion
boxes should be available in plain view.

The design and furnishings of these offices shqadnit the citizens to be able to be
helped comfortably, preserving their privacy. dtrecommended that check-in desks,
glass windows and similar obstacles be eliminategérsonalized service.



Organization.- In the Citizen Service Offices irecommended, when advisable by the
demand volume, to separate the Service Units imtopérson’/ quick and slow, for
information that is more detailed and requires algmged process of procedures.
Likewise, the Telemated Service Units. This isoreamended so as to avoid mutual
distortions of service.

Means.- Equally, it is recommended to provide tlitec€ with the sufficient and current
consultation tools so that the information facikt to the interested parties can be agile,
correct and viable. It's advisable to leave ogenfuture possibility of connections with
the anticipated comprehensive network. This isthed the group of Administrative
Offices of the Courts can permit fast access ams$utation for the information at their
disposal.

Availability.- For convenience, service should féeied during the complete hours of
the workday and, if spacing allowing, the servibeldd be prolonged into the afternoon
hours. If not possible, it is recommended to ihstaltomatic response machines or
similar or other technological means that permét taception of requests of processed
information petitions from other places or outside hours of the workday. In this case,
an adequate announcement of the Citizen Servicel@fiodmation Office telephone
number, allowing the citizen to use it in order &woid unnecessary waits and
displacements.

Flexibility.- It is advisable that the organizatiand distribution of work in these offices
are processed with the maximum flexibility possisle as to adapt to the variety of
situations or requirements depending on the distypes of locality and characteristics
of the branches in which the services are offered.

Staff.- At all times, the staff should maintainnemand of service depending on the
rhythm of persons and service and information jeetiinflux. Normally this fluctuation
is variable at the end of the workday, thereforanplng a sufficient amount of posts
throughout the workday is recommended.

The general criteria recommended is as follows: @mgployee per half-day at the
Information workstation, 80 citizen consultationsaximum. Or following another
guideline, one employee at the Information workstatfor every 25.000 document
processing’s of all the Judicial Organs in the bhan In any case, a minimum of
government employees in the class of service issad\per Judicial Building.

Personnel Characteristics.- The government empoyeat offer their service in the
Citizen Service Offices should be selected in agesd with the job post they are
working. The value of their characteristics shobll taken, not just their judicial-
procedural knowledge. Their capability and williegs to help the citizens and their
sensitivity for quality service provided shouldalse taken into account, and can also be
subject matter for recommending them to receiveresg and specialized training in
regards to the judicial scope.



Coordination.- The coordination of the citizen seevand information activities in this
field corresponds to the Citizen Service Centraltli the General Council of the
Judiciary, notwithstanding that which correspondsttie relevant Administrations in
regards to the methods of service of the AdminiseaOffices of the Courts in their
responsible field.

The premises of said Unit can be moved dependinghenneeds of the service, but
exclusively for informative purposes and for coaation with other institutions and
bodies, it can be found on C/ Trafalgar, 27 — M&d#8010), telephone: 91-7005868,
email: atencion.ciudadano@cgpj.es , and fax 91-8605

Collaboration: Work teams will consist of personfrem the Citizen Service Central

Unit of the JGC and from the relevant autonomogsiin regards to the Administrative
Offices of the Courts. Likewise, affected Chairmamd Doyens can have direct or
delegated involvement. These collaborating grarpsformed in order to have the best
planning, creation and control for Citizen Serv@#ices’ operation and for the purposes
of guaranteeing service quality, ensuring smoott@mmunication between distinct

bodies and administrations that also assist inigemiven, avoiding the duplication of

proceedings as well as exchanging necessary infanma

Final Section- The General Council of the Judiciaag independence of the application
of this Instruction depending on the availabilifycorrrent personnel and material means.
In their initial application of its previsions, ti&eneral Council of the Judiciary will not
increment or alter its conduct. It will expresahyolve this General Instruction in the
Ministry of Justice and Autonomous Communities valg to the subject of the
Administrative Offices of the Courts’ personnel andterial means. It will also include
the necessary mentions in circumstantial relatiothé existing needs. This to be done,
abiding by that disposed in Article 37 numbers H @&nof the Organic Law of the
Judiciary, for the purposes of taking the necesstaps so as to improve and develop the
anticipated activities in the Law 1/1998 and in pinesent Instruction until the there is an
integrated system and full citizen service in trdbnistrative Offices of the Courts.

APPENDIX 11

CITIZEN CLAIMS, COMPLAINTS AND PRIOR INFORMATION PRCESSING
FORMS

CITIZEN SERVICE FORM
Please:

* Fill out the form with clear print.

» Explain your complaint, suggestions or informatiequest.

» Ifitis possible, indicate proceeding number amifje or court.
* We would appreciate a clear and concise explanation



» If this paper is insufficient you may extend youpkanation onto other paper.
* We would appreciate an attached photocopy of astyjfipble documentation.
» If you need help, please ask an employee.

* Sign the document with finished. Thank you.

1.- PROCESSING SHEET

2.- COMMUNICATION EXAMPLE DIRECTED AT THE CITIZENIN RESPONSE
TO THE MATTER IN QUESTION

3.- CITIZEN SERVICE FORM

4.-COMMUNICATION EXAMPLE DIRECTED AT THE CITIZEN IN RESPONSE
TO A REQUEST OF INFORMATION

5.- WRITTEN ACKNOWLEDGE OF RECEIPT EXAMPLE FOR THEITIZEN

Citizen Service Central Unit.
The General Council of the Judiciary.

C/ Trafalgar, 27 — 28010 — Madrid.
Tele. 91 — 7005868 Fax 91-7005867
Email: atencion.ciudadano@cgpj.es




