
Office Complaints procedure 

 

1. Definitions  

 

Attorney  

The Attorney (Advocaat) against whom the Complainant 

expresses its Complaint.  

 

Office 

The private company with limited liability, according to 

the law of the Netherlands, Marxman Advocaten B.V., 

having its registered office at (3824 MR) Amersfoort 

located at Spacelab 4. 

 

Complaint 

Any written or outspoken expression of dissatisfaction 

by or on behalf of a client against the lawyer or the 

person(s) working under his/her responsibility regarding 

the conclusion or execution of a client engagement for 

professional services. 

 

Complainant 

A Client, or its representative, filing a Complaint.  

 

Complaint procedure  

The procedure that will be followed during the handling 

of a Complaint.  

 

Office Complaints procedure 

This document, which is the written documentation of 

the procedure that will be followed during the Complaint 

procedure.  

 

Complaints officer  

The person, not being the attorney against whom a 

Complaint is filed, that is charged with the handling of 

the Complaint. The Complaints officer of the Office is mr. 

S. Palm. 

 

2. Scope of application 

 

1. This Complaints procedure applies to every 

engagement for professional services rendered by 

the Office to its clients. 

2. Every lawyer of the Office is responsible that 

Complaints are handled in conformity with this 

Complaints procedure 

 

3. Objectives 

 

The objectives of the Office Complaints procedure are: 

1. to lay down a procedure by which client 

Complaints can be resolved in a solution-

oriented manner and within a reasonable period 

of time; 

2. to lay down a procedure for establishing the 

cause(s) of a client Complaint; 

3. to maintain and improve existing client 

relationships by handling Complaints in a 

proper manner; 

4. to promote the response to any Complaint in a 

client focused manner; 

5. to improve the quality of the services by 

resolving and analyzing Complaints. 

 

4. Deadlines for filing the Complaint 

 

1. A Complaint that can be classified according to the 

categories I, II and/or IV, as described in section 9, 

paragraph 1 of this Office Complaints procedure, 

must be submitted to the Office within three (3) 

months after the moment of which the Complainant 

took notice or could reasonably have taken notice of 

the acts or omission of the Attorney that gave rise 

to the Complaint. 

2. A Complaint that can be classified according to 

category III, as described in section 9, paragraph 1 

of this Office Complaints procedure, must be 

submitted to the Office within fourteen (14) days 

after the date of the declaration that gave rise to the 

Complaint.  

 

5. Informing the Complainant 

 

1. This Complaints procedure has been made public. In 

any engagement letter with a client, the client shall 

be informed that there is a Complaints procedure in 

place, and that this procedure will apply to the 

services provided. 

2. Complaints that are unresolved after handling, will 

be submitted to the Dispute Committee of legal 

profession (Geschillencommissie Advocatuur). 

 

6. Internal Complaints procedure  

 

1. When the Complainant approaches the Office with a 

Complaint (in any way), the Attorney must be 

informed of the Complaint.  

2. The person against whom the Complaint has been 

made shall attempt to resolve the issue together 

with the relevant client, whether or not subject to the 

intervention of the Complaints officer. 

3. Confidentiality must be guaranteed under all 

circumstances.  

4. The decision on the Complaint shall be 

communicated to the Complainant. 



7. Confidentiality and free of charge Complaints handling  

 

1. The Complaints officer and the person against 

whom the Complaint has been made shall observe 

confidentiality with regard to the handling of the 

Complaint. 

2. The complainant shall not owe any compensation 

with respect to the costs of the handling of the 

Complaint. 

 

8. Responsibilities  

 

1. The Complaints officer shall be responsible for a 

timely handling of the Complaint. 

2. The person against whom the Complaint has been 

made shall keep the Complaints officer informed 

about any contact with the complainant and any 

viable solution. 

3. The Complaint officer shall keep the complainant 

informed about the handling of the Complaint. 

4. The Complaint officer shall ensure a file on the 

Complaint is kept. 

 

9. Complaint registration 

 

1.  The Complaints officer shall register the Complaint, 

identifying the topic of the Complaint. The 

Complaint will be classified as oral or written and by 

nature according to the following categories: 

I. Complaints regarding practice of the Attorney 

or treatment by the Attorney; 

II. Complaints regarding legal aspects of the 

execution of the professional services; 

III. Complaints regarding financial aspects of the 

execution of the professional services; 

IV. Complaints regarding the practice in general. 

2. A Complaint can be subdivided into separate topics. 

3. The Complaint officer shall periodically report on the 

handling of any Complaints and shall make 

recommendations in order to prevent new 

Complaints arising and to improve procedures. 

4.  Any report and recommendations shall be discussed 

at the Office and submitted for decision making at 

least once a year. 
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