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The employees of the European Consumer Center (ECC) will always try to provide you with the best possible service. 
If you had an unpleasant experience and when you are dissatisfied with our service, it is possible to submit an official 
complaint. We consider every complaint as an opportunity to improve the quality of our service and to help consumers 
even better in the future. 

What can I complaint about?  
The complaint can be an expression of dissatisfaction with the (legal) advice you received or about the behavior of our 
employee(s). It is not possible to submit a complaint about our policy. The complaint must be filed within 12 months 
from the date it originated. Complaints that arose more than a year ago will no longer be considered. We also do not 
treat complaints that have been assessed before and where no new facts or circumstances have been presented.

I want to file a complaint. What is the best way to do so?
There are two ways to submit a complaint, by telephone via +31(0)30 232 64 40 or in writing. In writing this can be 
done by means of a complaint form. The form can be found on www.eccnederland.nl. 

Please send the letter to the following address:

European Consumer Centre
Attn. Director ECC
Postbus 487
3500 AL Utrecht

I have filed a complaint. What is the next step?
We will send you an acknowledgment of receipt, an explanation of the complaint handling procedure and the expected 
period for finding a solution, within one week of receiving your complaint. The supervisor of the involved employee(s) 
assesses the nature of the complaint. You will receive a solution from the supervisor within four weeks of receipt.

I am not satisfied with the answer. What else can I do?
If you are not satisfied with the answer of ECC’s supervisor, you can send a letter to the General Director of the Legal 
Service Counter within six weeks. The General Director will respond within two weeks of receipt. 

Please send the letter to the following address:

Het Juridisch Loket
Attn. Managing Director 
Postbus 487 
3500 AL Utrecht

Complaint handling procedure


