
Neleos Legal Services Complaints Procedure 
 
Article 1 Definitions 

The terms in this complaints procedure have the following meanings: 

- complaint: any written expression of dissatisfaction by or on behalf of the client to the lawyer or the 
persons working under his or her responsibility about the conclusion and the execution of a contract for 
services, the quality of the service provided or the amount of the invoice, not being a complaint as 
referred to in section 4 of the Counsel Act; 

- complainant: the client or its representative who submits a complaint; 

- complaints officer: the lawyer charged with handling the complaint. 
 

Article 2  Scope 

1. This complaints procedure applies to any contract for services between Praktijkvennootschap Neleos 
B.V., through which company mr. A.J. van Soelen runs his legal practice, and the client. 

2. The lawyer is responsible for complaints handling in accordance with the complaints procedure. 

 
Article 3  Objectives 
The purpose of this complaints procedure is as follows: 

a. to lay down a procedure for handling complaints by clients constructively within a reasonable 
time; 

b. to lay down a procedure for establishing the causes of complaints by clients; 
c. maintaining and improving existing relationships by means of good complaints handling; 
d. training employees in client-focused responding to complaints; 
e. improving the quality of the service using complaints handling and complaint analysis. 

 

Article 4  Information at start of service 

1. This complaints procedure has been published. Before concluding the contract for services the lawyer will 
draw the client’s attention to the fact that the company employs a complaints procedure and that it applies 
to the service. 

2. The lawyer will lay down in contracts for services that complaints as referred to in Article 1 of this 
complaints procedure that have not been resolved following handling will be submitted to the Amsterdam 
District Court for a binding decision. 

 
Article 5  Internal complaints procedure 

1. If a client approaches the office with a complaint, the client will be offered the choice of having it 

handled by mr. A.J. van Soelen or having it passed to Ms mr. S.I. Janssen of JENS Advocaten in 
Utrecht. The person to whom the complaint is then passed will therefore act as complaints officer. 

2. The complaints officer will inform the person about whom a complaint has been made of the submission of 
the complaint and will give the complainant and the person about whom a complaint has been made the 
opportunity to give an explanation of the complaint. 

3. The person about whom a complaint has been made will try to reach a resolution with the client, with or 
without the intervention of the complaints officer. 

4. The complaints officer will handle the complaint within four weeks of receipt of the complaint or will 
inform the complainant, giving reasons, when this deadline cannot be met, stating the time within which 
a decision about the complaint will be given. 

5. The complaints officer will inform the complainant and the person about whom a complaint has been 
made in writing about the decision on the validity of the complaint, whether or not accompanied by 
recommendations. 

6. If the complaint has been handled satisfactorily, the complainant, the complaints officer and the person 
about whom a complaint has been made will sign the decision on the validity of the complaint. 

 
Article 6  Confidentiality and free complaints handling 
1. The complaints officer and the person about whom a complaint has been made will observe 

confidentiality in the handling of the complaint. 
2. The complainant will not owe any fee for the costs of handling the complaint. 

 

Article 7  Responsibilities 
1. The complaints officer is responsible for the prompt handling of the complaint. 
2. The person about whom a complaint has been made will keep the complaints officer informed about any 

contact and a possible resolution. 
3. The complaints officer will keep the complainant informed about the handling of the complaint. 
4. The complaints officer will update the complaint file. 

 
Article 8  Complaint registration 

1. The complaints officer will register the complaint, noting the subject of the complaint. 
2. A complaint can be classified in several subjects. 
3. The complaints officer will periodically report on the handling of the complaints and make 

recommendations for the prevention of new complaints and the improvement of procedures. 
4. At least once a year the reports and the recommendations will be discussed in the office and be 

submitted for decision-making. 


