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ONLINE DISPUTE RESOLUTION (ODR) IN
BRAZIL

The Consumidor.gov.br platform

5-6 September, Tokushima, Japan
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Consumidor IS a public alternative consumer dispute
resolution platform that allows direct dialogue between consumers
and companies to solve consumption conflicts over the internet.
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1)

2)

3)

The service allows direct communication among

consumers and providers for troubleshooting consumption

disputes;
It provides essential Information to the

government to develop and implement public policies

for consumer protection;

It encourages COMpetitiveness in the market by

Improving products, services and quality of customer

service.



€& How does it work?



Focus on Trust and Dialog

The CcONsuUuMmer registers the complaint;
The COMpPany answers;
The CONsSUMer evaluates it - citizen empowerment;

All aCtors monitor



It’s free, public and transparent!

\Voluntary participation and commitment with

the solution

SLOGAN: “It'yours. It's easy. Take part.”



» Less information asymmetry
» Problems solved in less than 10 days

» Positive marketing

Participo do
> Seal (in development):




Results




.5 NUMBERS
Platform

Received for

2 million 538

concluded complaints companies
registered

Period: June, 2014 — June, 2019

Secretaria Nacional do Ministério da PATRIA AMADA
Consumidor Justica BR ASIL

BERAZILIAN GOVERNMENT




consumidorcovbr
INumbers 2018
99,3%

Answered

~

o

Complaints
% 6,7 days
Average Answer Time
Complaint Resolution index
BJﬂ 2

609k

Concluded Complaints
*In 2018 Average Consumer
** 357k: from January to June 2019 Evaluation

Secretaria Nacional do Ministério da I Eﬁlﬂgﬂi[ﬁ

Consumidor Justica

NNNNNNNNNNNNNNNNNNN




Percentage of complains by Area

Telecom
Other Segments Operators
Demais Segmentos Operadoras de
23,33% Telecomunicagdes

39,07%

Ai Transpog:_te
Ir Aéreo |
Transport 6,34%

|

|

Comércio Eletrdnicol
8,12%

E-commerce

Bancos, Financeiras e Administradoras de Cartao
23,14%
Banks, Financial Institutions and

Credit Card Companies
*From January to July of 2019
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Thank You!
Obrigado!

Arigato!
HYMES
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