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Procedures in complaint handling in Portugal 

Are you a consumer? Do you have a conflit?

Have you tried to solve the problem with the trader? 

No results? 

Get information and help

Solve the 
problem?

ADR Entities 

Easy, fast and
     affordable

Make a formal complaint? 

Complaints book 

  At the store
(shopping facilities)

The trader 
must answer 
in 15 working 

days 

Online
 Home 
livroreclamacoes.pt 

Enforcement and 
regulatores entities 

And decide what you want



The Complaints Book

September, 2005

Decree-Law 156/2005, establishes the 
requirement for the existence and 
availability of the Complaints Book in all 
sectors (in shopping facilities).

The complaints must follow a uniform 
procedure.

A single model of the Complaints Book is 
now available in the main shopping 
facilities.



GENERAL PROCEDURES

• The consumer makes the complaint in the 
Complaints Book.

• The professional, cuts out the original (the 
red page), that must be sent to the 
regulatory or enforcer  authority within a 
maximum of 15 working days, giving an 
explanation about the complaint;

• The duplicate copy (the blue page) is given 
to the consumer;

• The last page (the yellow page) remains in 
the book.





https://www.livroreclam
acoes.pt/Inicio/

SINCE 2017 
THERE IS ALSO 
AN ELETRONIC 
COMPLAINTS 

BOOK  



https://www.livroreclamacoes.pt/Inicio/







What does the competent authority do?

• Examines the complaint and adopts the proper 
procedure if the facts indicate illegal practices;

• Depending on the content of the complaint and 
the allegations made by the professional, the 
authority may take the appropriate necessary 
measures according to the powers conferred by 
the law;

• Informs the consumer of the competent ADR 
entities, if an ilegal pratice is not found.





11 ADR Bodies in 
Portugal 
• 7 with generic regional competence

• 2 with generic national competence

• 2 with national expertise competence 
in

– Insurance Sector
– Travel agencies



The Portuguese Consumer Directorate-
General (DG Consumer) is the competent 
authority to monitor the performance ADR 
entities established in Portugal

• Notifies the list of ADR entities authorized to 
the European Commission (ADR Directive);

• Monitors compliance with the obligations 
established for these entities, including the 
application of fines and penalties;

• Coordinates and promotes the consumer 
arbitration network. 



Consumer Dispute 
Resolution In 
Portugal

Consumer Dispute Resolution Centres’ Activities – Include the 
provision of legal information and assistance to consumers and 
rely on mediation, conciliation or arbitration in order to reach a 
solution.

✓ Consumer Information and Complaints – Data - roughly 
12.000 complaints a year handled; 

✓ Average file timeframe is of 70 days;

✓ No fees or just moderate file taxes are charged during the 
complaint procedure (only 4 entities have fees); 

✓ Nowadays most of the complaints handled reach a solution 
through the Centres’ intervention, 80% due to mediation 
and 20% due to conciliation or arbitration; 



OBRIGADA! THANK YOU! SÓNIA PASSOS SONIA.PASSOS@DG.CONSUMIDOR.GOV.PT
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