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ConsumerFlow

Complaints and Information request

Process “as-is”

N
Process Complaint? S .
Remains information request
launch *

Automated
reception

Process type change (IR = C)

Out of scope

Legal Complainant Insurance
requirements gets a direct undertaking

2% *
met”~ response Acknowledge approached

receipt

Response & Case
classification
(complaint
manager)

—>

Complainantis informed on ASF response based on

missing requirements and complaint cause, products

analysis of causes and involved & supporting docs.*
products identified *

Case classification

D Process launch/end . Response process
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documentation analysis
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ConsumerFlow

Complaints and Information request

Submission channels for
consumers

Interactive interface providing real-time
access to the ASF Consumer Website and
integration with the management platform

PORTAL DO
CONSUMIDOR

CRIBAGE D SUPERWE LD
= 215 E SURDOS OF FERSOES

Inicio - Site PC - ASF

PORTAL DO )
AS.E ‘ CONSUMIDOR @ seguros  Poupanca Servicos doc

Servicos / Reclamacbes / Apresentar uma Reclamagao

Ajuda a Reclamacao

De forma a poder ajudé-lo na sua reclamagao precisamos de conhecer melhor a sua situagéo. Para
que tal acontega pedimos-Ihe que responda s seguint t

. Ja conhece a informagé&o disponibilizada no Portal do Consumidor,
sobre os varios tipos de contratos de seguro e de fundos de pensdes, e
sobre a atividade de mediagao de seguros?

O Nao conhego, e pretendo consultar

Sing,ja conheco.

Processo - DCC_F/1179924

Tipo de Fluxo: X1

Tipo de. contra

Data Inicio: 2026-08-13

Gestor de Processo: Unidade de Apoio ao Consumidor

Tarees | e WECRITN overadores | T | Gt | weicionssss S

dagosReclamacan20260813133500.pal 2026-08-12 ENT-ASF, 115699 - Fichewro gerado (Portal do Consumidor)
Documento anex Lad! 2026.0813 | ENT-ASF/2026/115695 - Ficheiro anexado (Portal do Consumidor)
Bedlamacdo contra operador.pdt 2026-08-13 ENT-ASF, 115697 - Fieheiro anexado (Portal do Consumidor)

Respostamsg 2026-08-13 | ENT-ASF/2026/115696 - Ficheiro anexada (Portal do Consumidor)

Inserir Dacumentos na gestdo documental
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|1dentificada juntode V. Exas. apresenta

Depaitamento de Registo | Seleccionar . (doravante “Seguradora’), referente 8o |

With regard to the @Consumidor mailbox, the —" - ' I“"“"“'"'"‘*""‘”"““"”""

salongem do sinistro, oramento de repan

aim is to submit an Information Request and o t— —
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understand the need to integrate the case — L~ : | M ————

om fundamento em que os dan os cbserv

within the platform = - gl

1A técnicopor si dos imvel 6 11és 805, & que 8s CoNsequ

ASF




INOVA

ConsumerFlow SUup
DAV 26

Complaints and Information request

Lista de Tarefas

e
@) Process management platform

3 Processos FX1 - 1
|| Emandlise - 1
Elaborar Informagho - 0
Tigo de s (Todos "l | Validagdo de documentagio pelas chefias - 0
Tarel: : - vl | Outras taretas - 0
Identificador eDoc: 1179924 ] . Processos FX3 - Processos ASF - 0
Integration with the IT workflows (FX1 & FX2) i, u Db iy
. . Nowvidades por ler? D 3l Processos FX12 - 0
for the handling of Complaints and Ao Todos v] il
. . . d 4 m laborar Inl urmnq
Information Requests is required Dot Lt d Excuch: W Valdagho de documentagBo peascheias 0
Dutras tarefas - 0
Pesquisa Avancada v | Outios Processos - 0
=l Processos Genénicos
e e Solicitar informaqdo ao operador - 0
- | LIPALEATRE | Aguardand de Operad ]
Analisar Resposta de Operadores - 0
Enviar 4 DJU - 0
Qutras Tarelas - 0

Nimero de tarefas: 1

. . ! Data da
FX1_Complaints submitted to ASF (RASF) e | Nomega Tt A s— Dtade | enudage | Ve E::-;_
FX2_Information Requests (Direct Consumer Service) ' Unidacede | X1 | 1300 |

° fea— A4, Analisar Apoio a0 Redamagio UAConsumidor ‘l.i-ﬂ.S ?D.Eﬁ 2026 Nome do 13 u{i J'UAG
nm{p“i!j o op;:;n:;es 11:57:22 133501 reclamante 13:35:51
|
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Q Main sources for legal and

. Regulatory Standard no. 7/2022-R, 7 June
= regulatory requirements

Complaint vs. Information Request: Complaints to be handled by ASF
Use as a reference the criteria set out in Article 3 of Regulatory Standard Use as a reference the criteria set out in Article 35 of Regulatory Standard
no. 7/2022-R, of 7 June, classifying as a Complaint those submissions in no. 7/2022-R, of 7 June

which a Complaint is identified: — The Complaint must have been previously submitted to the entity

— Disagreement with positions adopted by supervised entities concerned

— Dissatisfaction with services provided — The entity concerned must either have failed to respond within the
maximum period of 20 working days or, where a response has been

— Allegations of potential non-compliance ) ) ) T
provided, the complainant must disagree with it

— The matter must not be pending before any other body or dispute-

Exclusions (cases that not qualify as Complaint) resolution mechanism (e.g., courts, Justice of Peace Courts, CIMPAS,
— Information / clarification requests etc
— Statements made in the context of contractual negotiations [ﬂ) The legislation applicable to the supervised activities

— Demands for compliance with legal or contractual obligations and products can be consulted at the following links:

— Communications relating to Complaints handling and settlement
processes Inicio - Site PC - ASF

— Communications relating to the payment of benefits Inicio - Site ASF Institucional - ASE

ASF - Biblioteca
— ASF
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