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Where and how does the government
receive consumer complaints?

& dtigov.ph/konsyumer/complaints/
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Check the Latest Prices COMPLAINTS
I File a Complaint

Know Your Consumer Rights DTl is committed to providing a fair, timely, and professional response to your feedbac  Complg

for review of our processes help us continuously improve the quality of our services and r —
Newly Accredited and Licensed Business

How to File a Complaint
Product Standards and Conformance

You can send us your concerns on warranties, No Return, No Exchange (NRNE) &
concemns through our national or provincial offices and via email. To file a complaint
Programs and Projects the Complaint Form or prepare a complaint letter with the following details:

Accreditation

1. Complete name, address, email and contact number of complainant and respondent

2. Narration of facts

3. Demand

4. Scanned and attached proof of transaction and any government-issued ID of the complainant

Where to File a Complaint Sele




Where and how does the government

receive consumer complaints?

Due to limitations on physical movement that are imposed
amidst the pandemic, more Filipinos are now using digital
channels to conduct transactions. Thus, the shift to online

transactions necessitates the adoption of receiving
complaints via emaill. If not under the jurisdiction of the DTI,
received complaint/s will be endorsed to the appropriate
govt agency/ies.



What kind of complaints have
iIncreased at the height of COVID-197

NATURE OF COMPLAINT

Poor Customer Service
Advertising and Sales Promotion
Consumer Product Quality and Safety

Consumer Product and Service Warranties

Deceptive Unfair or Unconscionable Sales Act or Practices

Liability for Product and Service Imperfection (defective)

Travel Package
Price Act

Disputed billings

Poor internet connection



DTl Consumer Complaints Handling

1-384
Consumer Care Hotline

Redress under the
E-Commerce Act

Internal complaint-handling mechanism for
consumer complaints by the business
establishment

ConsumerCare@dti.gov.ph
fteb@dti.gov.ph

Filing of consumer complaint before the
appropriate government agency

Snail Mail

Filing of consumer complaint before the
Philippine trade/consular office/embassy or
directly in the foreign government agency or

regulator of the country where the retailer,
seller, distributor, supplier or manufacturer is
located

0917.8343330 (SMS)

FILING OF COMPLAINTS

Complaints go thru the process of:
* Mediation and/or
* Adjudication



mailto:ConsumerCare@dti.gov.ph
mailto:fteb@dti.gov.ph

DTl Consumer Complaints Handling

CONSUMER COMPLAINTS HANDLING PROCESS FLOW CHART

CONSUMER DTI OTHER AGENCY

FILE A COMPLAINT
gl T ENDORSE
* Phone ACKNOWLEDGE EVALUATE DTl NO  (within 24-48 ADDRESS
o SMS —> > JURISDICTION? ~—* " T  COMPLAINT

] hours)
* E-mail
* Post Mail YES l
» KATBP l

FEEDBACK TO

NO ENDORSE DTI

— to DTI Provincial
Office

Within
NCR?

ADJUDICATION l
(Within 15 working MEDIATION Upon agreement

days upon SETTLED? 4— (Within 7 working days —  of both parties,
submis.s.ion far upon receipt) mediation may be
decision) extended for no
l longer than 10
waorking days

YES

FILE FOR APPEAL DECISION YES

SECRETARY l

n DECISION ON APPEAL UPDATE RECORDS

(Within 30 working days)




How to improve the system of
handling consumer complalnts

Use of Social Networking Sites

Increase of manpower handling consumer

complaints (mediators, administrative staff)

J Develop data base management system,
computerize reporting systems and provide more
S " training and capacity building for mediators




THANK YOU!

CONNECT WITH US

f DTI.Pnilippines
W) @DTIPhilippines
@DTIPhilippines
2 DTiPhilippines

L) www.dti.gov.ph
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