
Customer Service and the FOIA 
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 Applying a Presumption 
of Openness

 Proactive Disclosures

 Removing Barriers to 
Access and Reducing 
FOIA Request Backlogs

 Ensuring Fair and 
Effective FOIA 
Administration 

Department of Justice FOIA Guidelines

https://www.justice.gov/ag/page/file/1483516/download
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Communication with Requesters
 A key aspect of good FOIA customer service is open and frequent 

communication with requesters, as emphasized in OIP’s Guidance 
on Applying a Presumption of Openness and the Foreseeable Harm 
Standard.

 FOIA requesters often do not know how agency records are 
organized or what might be involved in searching for the records 
they seek. 

 Having the ability to talk through an approach to the request and 
reach an understanding can be very helpful to both the requester and 
the agency. 

 As part of the presumption of openness, the DOJ FOIA Guidelines 
direct agencies to confirm in response letters that they have 
considered the foreseeable harm standard when reviewing records 
and applying FOIA exemptions.

https://www.justice.gov/oip/oip-guidance-applying-presumption-openness-and-foreseeable-harm-standard
https://www.justice.gov/oip/oip-guidance-applying-presumption-openness-and-foreseeable-harm-standard
https://www.justice.gov/oip/oip-guidance-applying-presumption-openness-and-foreseeable-harm-standard
https://www.justice.gov/ag/page/file/1483516/download
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Estimated Dates of Completion 

The FOIA requires 
agencies to provide an 
“estimated date” by 
which processing will 
be complete.  5 U.S.C. 
§552(a)(7).

Agencies should make 
a reasonable judgment 
as to when they believe 
they will complete the 
request.

https://www.justice.gov/oip/assigning-tracking-numbers-and-
providing-status-information-requests-updated-guidance 

https://www.justice.gov/oip/assigning-tracking-numbers-and-providing-status-information-requests-updated-guidance
https://www.justice.gov/oip/assigning-tracking-numbers-and-providing-status-information-requests-updated-guidance
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Estimated Dates of Completion Best Practices 
 EDCs should be provided promptly.

 Compare the time it took to process similar 
requests in the past. 

 Utilize data available in the agency Annual FOIA 
Report or on FOIA.gov.

 Consider whether providing proactive updates via 
your case management system is appropriate.

 Provide an updated timeframe when an EDC 
passes.
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FOIA Requester Service Center and FOIA Public Liaison 

Agency FOIA 
Requester Service 
Centers and FOIA 
Public Liaisons 
serve a vital role in 
providing helpful 
and timely 
explanations of the 
FOIA process to 
members of the 
public. https://www.foia.gov/?id=8216158f-8089-431d-b866-

dc334e8d4758&type=component#agency-search
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FOIA Requester Service Center and FOIA Public Liaison 
 The FOIA Requester 

Service Center is the first 
point of contact for 
requesters and should be 
ready to provide 
information about the status 
of a request.

 The FOIA Public Liaison is 
intended to supervise the 
Requester Service Center 
and ensure a service-
oriented response to FOIA 
requests and FOIA-related 
inquiries.  

https://www.justice.gov/oip/importance-quality-requester-services-
roles-and-responsibilities-foia-requester-service-centers
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 Interim responses can facilitate open 
communication with the requester. 

 When a request involves voluminous records 
or searches in multiple locations, agencies 
should provide the requester with interim 
responses, whenever feasible, rather than 
waiting until all records are located and 
processed. 

Interim Responses
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 This can help the requester better understand 
the type of records the agency has and can 
release, so that the requester can determine if 
there is still an interest in the request 
continuing to be processed. 

 Providing interim responses may also 
facilitate clarification or narrowing of the 
request.

Interim Responses
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 In making FOIA 
proactive disclosures, 
agencies should post 
records online as soon as 
feasible. 

 Agencies should also 
continue to maximize 
their efforts to post more 
records online quickly 
and systematically in 
advance of any public 
request.

Posting Records Online

https://www.justice.gov/oip/available-documents-oip
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 The DOJ FOIA Guidelines note that “agency websites 
should be easily navigable, and records should be 
presented in the most useful, searchable, and open 
formats possible.” 

 OIP’s guidance on agency FOIA websites addresses 
key elements that should be included.  

 Overall, consider how to best serve your agency’s 
community of users when organizing your site and 
posting records.   

Website Navigation

https://www.justice.gov/oip/oip-guidance/OIP%20Guidance%3A%20%20Agency%20FOIA%20Websites%202.0
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Website Navigation Tips
 Include a clear link to FOIA on your agency homepage
 Ensure your FOIA homepage contains key information and 

resources
 Conspicuously label proactive disclosures
 Consider posting frequently asked questions to clarify the request 

process and reduce misdirected requests
 Adopt consistent styling
 Use plain language
 Regularly review website for accuracy and updated links
 Collaborate with IT staff to identify areas for improvement
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 Chief FOIA Officers play a critical role in 
ensuring fair and effective FOIA administration. 

 As noted in the DOJ FOIA Guidelines, “FOIA 
professionals deserve the full support of their 
Chief FOIA Officers and all their agency 
colleagues.”

Chief FOIA Officers

https://www.justice.gov/ag/page/file/1483516/download


Questions?
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