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GROUP 5 
 

 
 

Client/Customer 
 

Paul is an attorney at Downtown Legal Services (DLS), a small, non-profit law office that 

represents low-income clients in a variety of civil legal matters.   

 

The office is located in a three-story building in a relatively sparse, unpopulated area of 

�W�R�Z�Q�������7�K�H���R�W�K�H�U���W�H�Q�D�Q�W�V���L�Q���W�K�H���E�X�L�O�G�L�Q�J���D�U�H���D���I�R�R�G���E�D�Q�N���D�Q�G���D���S�V�\�F�K�L�D�W�U�L�V�W�¶�V���R�I�I�L�F�H�������$�O�O���R�I��
the building employees park in a big lot behind the building that they share with those 

coming to the building to visit any of the three agencies it houses.   

 

The office building itself is not locked and can be entered at virtually any time.  Anyone 

who enters can access the hallways, stairwells, the elevator, and common areas such as 

�U�H�V�W�U�R�R�P�V�����O�R�F�D�W�H�G���L�Q���W�K�H���K�D�O�O�Z�D�\�V���R�Q���H�D�F�K���I�O�R�R�U�������7�K�H���L�Q�G�L�Y�L�G�X�D�O���D�J�H�Q�F�L�H�V�¶���V�X�L�W�H�V���G�R���K�D�Y�H��
alarm systems. 

 

�3�D�X�O�¶�V���R�I�I�L�F�H���K�D�V���I�L�Y�H���O�D�Z�\�H�U�V����two paralegals and two support staff.  When one enters the 

DLS office suite, there is a waiting area where clients can wait.  The waiting area is 

separated from the main part of the office by a simple wooden door that can only be 

opened by a four digit code.  Visitors can speak to the staff person at the front desk 

through a glass partition.   

 

Many of the of�I�L�F�H�¶�V���V�W�D�I�I���Z�R�U�N���O�R�Q�J���K�R�X�U�V���± coming in well before 9:00 a.m. and often 

leaving after dark.   

 

Paul has been in court a lot lately with his client, Dave.  Dave has a number of mental 

health issues and is going through an eviction proceeding.  Yesterday, Paul was in court 

�Z�L�W�K���'�D�Y�H���I�R�U���V�H�Y�H�U�D�O���K�R�X�U�V�������7�K�L�Q�J�V���Z�H�Q�W���S�R�R�U�O�\���D�Q�G�����R�Q���W�K�H���Z�D�\���R�X�W�����'�D�Y�H���W�R�O�G���3�D�X�O�����³�,��
�G�R�Q�¶�W���W�K�L�Q�N���\�R�Xr office is �U�H�D�O�O�\���I�L�J�K�W�L�Q�J���I�R�U���P�H�������,���W�K�L�Q�N���,�¶�P���J�H�W�W�L�Q�J���V�F�U�H�Z�H�G�������<�R�X���E�H�W�W�H�U��


