NedLes – complaints procedure

Goal and responsibilities

1. NedLes supports you with learning the Dutch language  and improving your language skills: 
· We give advise concerning learning methods, books and useful websites
· We give explanation
· We offer exercises
· We give feedback on written and spoken Dutch

2. The final results depends on your own effort.

Satisfaction

3. Please, tell us if you have a complaint. We’ll try to resolve the issue as soon as possible, on a practical way.

4. Even if your bill is paid by someone else, our indirect client, we like to hear when you are not satisfied. 

5. At the end of each course, we’ll ask you to fill in a evaluation form about the course.  

You might be approached by en external organisation to take part in a  customer satisfaction survey

In case you want to make an official complaint, please send us a written complaint

Written complaints

Any written complaints will be answered within two weeks. We will let you know 
· How we will deal with this complaint
· When we will have dealt with it

6. We want to handle your complaint tot your satisfaction within six weeks. We will ask you whether the problem is solved to your satisfaction. We will inform the KIWA, the company that provides our “keurmerk inburgering’ seal of approval about the complaint. Of course, you are always free to come out with your complaints.  We’ll  do our utmost that there won’t be any reason to do so.


Annelies Braams,  Amsterdam, December 2008
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