
Complaints Procedure of European Merchant Services 
B.V. 
 
 
1. Introduction 

European Merchant Services B.V. (hereinafter: EMS) attaches great value to a solid and 
transparent relationship with its customers. Our services have and will continue to have a human 
aspect, while automated systems can also fail. As such, the chance of a customer being 
dissatisfied with EMS's service or of something going wrong cannot be ruled out. EMS has 
established this complaints procedure in order to ensure that any complaints receive due care 
and attention. The procedure applies to all types of complaints from EMS’s customers. 
 
 
2. Publication 

The complaints procedure can be downloaded from the EMS website and will be sent to 
customers on request.  
 
 
3. Lodging complaints 

EMS has a Sales Department (tariffs) and Merchant Service (other matters) that are available for 
all types of enquiries concerning its services. 
 
Customers with any enquiries can firstly approach EMS’s Sales Department or Merchant Service. 
The current contact details of these departments can be found on the EMS website 
www.emscard.com. 
 
In the unlikely event that a particular enquiry is not handled satisfactorily, a customer may lodge a 
complaint as follows:  
 
In writing: EMS Quality Control, P.O. Box 22764, 1100 DG Diemen, the Netherlands 
 
E-mail: qualitycontrol@emscard.com 
 
 
4. Period 

Complaints can be lodged until no later than one year from the relevant act or omission by EMS, 
or from the time that the customer could reasonably have become aware thereof. 



5. Procedure 

5.1. Coordination of the complaints procedure 
EMS’s Quality Control Department coordinates the processing of complaints. 
 
5.2 Processing 
a. Receipt of the complaint is confirmed to the customer within two weeks of receipt by the 

Quality Control Department and he/she is kept informed of the further progress of the procedure. 
b. The customer receives a written report within six weeks of receipt of the complaint detailing 

how the complaint has been settled, alternatively providing the current status of its processing 
and the expected date on which he/she will receive a final report. 
c. If the complaint is not settled within three months of receipt, it will be deemed not to have been 

handled to the customer's satisfaction. 
 
5.3 Appeal 
If the client is not satisfied with the handling of the complaint, he/she can forward the complaint in 
writing to EMS's board of directors within six weeks. 
The board of directors will settle the complaint within six weeks of its presentation. If it does not 
do so, the complaint will be deemed not to have been handled to the customer’s satisfaction.  
 
6. Court 

If EMS's board of directors does not handle the complaint to the customer’s satisfaction, he/she 
may bring the dispute before the competent court. 


