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Article 1 Definitions  

This office complaints procedure uses the following definitions:  

- complaint: a written expression of dissatisfaction by or on behalf of the client against the lawyers or 
people who work under their responsibility concerning the formation and performance of a contract 
for services, the quality of the services or the amount of the fee statement, not being a complaint within 
the meaning of paragraph 4 of the Dutch Counsel Act (Advocatenwet); and 

- complainant: the client or his/her representative who makes a complaint known. 

- complaints officer: the person, not being the person against whom the complaint is made, who is 
responsible for dealing with the complaint. 

Article 2 Scope  

This office complaints procedure applies to all contracts for services between The Data Lawyers and the client. 
All complaints should be handled in conformity with this office complaints procedure.  

Article 3 Aims  

The aims of this office complaints procedure are:  

- to establish a procedure for dealing with clients’ complaints in a constructive manner and within a 
reasonable time frame; 

- to establish a procedure to determine the causes of complaints from clients; 

- to preserve or improve existing client relationships by means of handling complaints well; and 

- to improve the quality of our services through handling complaints and complaint analysis.  

Article 4 Information on commencement of service provision  

This office complaints procedure has been made public. Before concluding a contract for services, the lawyers 
will point out in the engagement letter to be signed by the client that the firm has an office complaints procedure 
and that it applies to the services provided. The complaints procedure is also made available at 
www.thedatalawyers.com and is sent to clients on request. The Data Lawyers’ general terms and conditions state 
that a complaint that has not been resolved after having been dealt with internally may be submitted to the 
competent court in Amsterdam.  

Article 5 Internal complaints procedure  

If a client contacts the office with a complaint, the complaint is to be dealt with by the complaints officer. The 
complaints officer is Vonne Laan (vlaan@thedatalawyers.com). If the complaint concerns services provided by 
Vonne Laan, then the complaints officer will be Eliëtte Vaal (evaal@thedatalawyers.com).  

- The complaints officer will offer the complainant and the lawyer involved the opportunity to further 
expand on the complaint  in order to determine what the complaint entails and which solution the client 
is aiming for; 
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- The lawyer involved will first endeavour to reach a solution together with the client either with or without 
the complaints officer. The lawyer involved will inform the complaints officer of any further contact and 
any possible resolutions of the complaint; 

- The complaints officer will respond to the complaint in writing within four weeks after its receipt, or 
inform the complainant that they will depart from this term, stating the reasons for this as well as the 
term within which it will be possible to give an opinion on the complaint;  

- The complaints officer will inform the complainant in writing of the opinion on and the merits of the 
complaint, with or without recommendations.  

If the complaint has been resolved satisfactorily, the complainant, the lawyer involved and the complaints officer 
will jointly sign the opinion on the merits of the complaint.  

 
Article 6 Confidentiality and cost-free procedure 

Confidentiality by the complaints officer and the lawyer involved is guaranteed. 

The complainant will not be charged any cost of handling of the complaint.  

Article 7 Responsibilities  

The complaints officer: 

- is responsible for the timely handling of the complaint; 

- keeps the complainant informed of the handling of the complaint; and  

- keeps the complaint file of the complaint and its subject up to date.  

 
Article 8 Complaints registration 

The complaints officer registers the complaint internally and classifies the complaint by category. A complaint 
may be classified into several categories.  

The complaints officer will periodically report on the registered and compiled complaints and on how these 
complaints were handled. The complaints officer will also make recommendations in order to prevent new 
complaints and also to improve procedures. Once a year these reports and recommendations will be reviewed 
internally to assess whether further measures for either prevention or improvement should be taken by the firm. 
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