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Complaints procedure 
 
Introduction 

Elycio works in accordance with ISO 9001:2015 certification and strives to meet our clients' needs and wishes 
every day. In both the professional market (where companies and governments strive for more international 
collaboration and better results) and the integration process (where we help new residents find their way in Dutch 
society), people trust that our high-quality translation and language services will help them achieve 
communicative success and satisfaction.  

This calls for an effective complaints procedure, as misunderstandings are inevitable. If you are not satisfied with 
our services, the actions or inactions of our employees, or any aspect of our organisation, please let us know as 
soon as possible. We take your comments seriously and will do our best to find a suitable solution for you. 
 

Elycio has drafted this complaints procedure to ensure that all complaints are processed as efficiently as possible. 
This procedure entered into effect as of 1 July 2018 and can be consulted on request. For integration students, 
this complaints procedure forms an integral part of the course contract. The procedure can be downloaded on the 
Elycio website.  

Article 1 Definitions 

The terms used in these regulations are defined as follows: 
 
Elycio  
The language institutes Elycio BV, Elycio Talen BV and Elycio Vertalers BV (hereinafter referred to as 'Elycio') 
provide language and translation services, with a specific focus on face-to-face and online training programmes, 
translation and interpreting, text editing, and online language tests. This companies are governed by a single 
management entity, which is ultimately responsible for the enforcing this complaints procedure.  
 
Complaint 
a complaint is an expression of dissatisfaction with respect to an organisation's products or services or the 
complaint-handling process itself, in which a response or a solution is expected either explicitly or implicitly. 
 
Complainant 
A person who enters into a business relationship with Elycio and submits a complaint in line with this procedure. 
 
Participant 
A person who participates in a training course provided by Elycio after the course fees have been paid. 
 
Accused 
The individual to whom the complaint pertains. 
 
Complaints officer 
The employee who receives the complaint and who is responsible for handling and processing that complaint. 
The employee should not be involved in the initial complaints process. The complaints handling process aims to 
reach an amicable solution to the problem raised by the complainant. 
 
Complaints register 
An online overview for Elycio employees with information about the complaints received. 
 
Branch manager  
The branch manager periodically evaluates the complaints from the complaints register with respect to the nature 
of the complaint, the number of complaints reported, the way the complaint was reported, the manner in which the 
complaint arose, and the costs for Elycio. The manager also monitors the extent to which improvement proposals 
are documented in the quality documentation system (procedures, checklists, forms). Finally, the manager 
ensures that complaints are discussed at an Elycio branch during the annual management review. 
 
 
Article 2 Complainant's rights and obligations 

2.1. All clients have the right to submit a complaint about the activities that have been or will be carried out 
on behalf of the complainant.  

2.2. The complainant shall not be adversely affected from the complaint or the filing thereof.  
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2.3. Elycio will ensure the proper handling of the complaint. 
2.4. The complainant may request the status of the complaint at any time, to which Elycio will respond within 

a reasonable timeframe. 
 
Article 3 Responsibility and confidentiality 

3.1. Elycio management is responsible for the correct and adequate handling of complaints. 
3.2. Elycio management delegated the handling of complaints to the branch managers. 
3.3. Management will ensure that all complaints are handled confidentially. 

 
Article 4 Procedure for filing a complaint 

4.1. Complaints can be filed in the following ways: 
Online (preferred): https://elyciotalen.nl/klachtenformulier 
Verbally or in writing: https://elyciotalen.nl/adressen-routes/ 

4.2. A written complaint can be submitted to an Elycio employee, who will enter the complaint into the 
complaints register. 

4.3. In the event of a verbal complaint, the complaint handler will immediately file a report in the complaints 
register. 

4.4. A complaint must include the following information:  
a) the name and e-mail address of the complainant 
b) the date 
c) a description of the complaint 

4.5. If a written complaint does not meet the requirements outlined in Article 4 of this procedure, the 
complainant will be informed of the incompleteness of the complaint and will be given two weeks to 
rectify it.  

4.6. If the complaint is written in a foreign language and a translation is required in order to properly deal 
with the complaint, the complainant is responsible for obtaining a translation. 

4.7. Complaints can be submitted up to six weeks after the complainant could reasonably have become 
aware of it. 

 
Article 5 Process 

5.1. The complaint handler will send a confirmation e-mail to the complainant within a week of receiving the 
complaint, with additional information about the complaints procedure.  

5.2. The complaint handler will endeavour to find a feasible solution. 
5.3. In principle, this solution must be implemented within six weeks of receipt, after which the complainant 

will be consulted to determine whether he or she is satisfied with the outcome. 
5.4. If the complainant is satisfied, he or she will receive an e-mail confirmation that the complaint has been 

resolved. 
 
Article 6 Processing/handling not required 

6.1. Elycio is not required to handle a complaint in accordance with this complaints procedure if: 
a. the complaint is submitted anonymously. An anonymous complaint will be regarded as input to 

help us improve our services, but will not be handled in accordance with this complaints 
procedure; 

b. the complaint concerns a request to change an ongoing or previously terminated contract; 
c. the complaint has already been handled; 
d. Elycio received a prior complaint from the same complainant which was handled with due 

observance of this procedure, but not in accordance with Article 5 (5, 6); 
e. the complaint was submitted outside the timeframe specified in Article 7(4); 
f. the complaint is or was subject to the ruling of a court or tribunal. 

6.2. If the complaint is rejected, the complainant will be notified by e-mail as soon as possible, but no later 
than four weeks after the complaint was received. 

 
Article 7 Appeal 

7.1. The complainant has the right to appeal the measures taken and/or the resolution confirmation. If a 
complaint is not resolved in accordance with the aforementioned internal procedure, all parties can 
submit an appeal within four weeks of receipt of the resolution confirmation. The appeal will be 
processed by Elycio management. Send an e-mail to dienstverlening@elyciotalen.nl, to the attention of 
management. Management will submit a report about the handling process and the results within four 
weeks. Management's verdict is binding. 

7.2. Elycio may decide not to handle a complaint that does not meet the stipulations of Article 5(4), provided 
that the complainant was given the opportunity to amend the complaint within a reasonable period of 
time. This decision cannot be appealed. 

https://elyciotalen.nl/ik-heb-een-klacht/
https://elyciotalen.nl/adressen-routes/
mailto:dienstverlening@elyciotalen.nl
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7.3. Integration course participants may seek the help of the Blik op Werk Board of Arbitration (for a fee) if 
the complaint was not handled to their satisfaction. For more information, 
visit:http://www.blikopwerk.nl/inburgeren/klachtenlijn-voor-inburgeraars 

 
Article 8 Modifications and evaluation 

8.1. Elycio reserves the right to modify this complaints procedure in consultation with management and the 
quality manager and in accordance with the applicable provisions. This complaints procedure is 
evaluated each calendar year by Elycio management and the management team. 

 

http://www.blikopwerk.nl/inburgeren/klachtenlijn-voor-inburgeraars

