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TRADER’S RESPONSE TIME 
Wiki questionnaire summary 



  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

In majority of cases, there is no legal obligation 
to respond per se.  However, 16 out of 30 
national legislations provide some kind of 
timeframe for answer (especially when it 
comes to legal warranty) and various 

consequences if trader fails to comply with the 
prescribed term. 
 
In our questionnaire only 8 countries indicated 
a particular date to answer as general rule. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Introduction 

In 2019 ECC Poland created a questionnaire regarding the Trader’s response time to a complaint submitted 

by consumer in each of the ECC-net’s countries.  

We asked other ECC’s several questions on that topic. First of all, we wanted to know if there is a general 

rule regarding trader’s answers (date, form, consequences  if the company fails to provide the answer).  

We  also asked about specific provisions regarding non-conformity cases, based both on legal and 

commercial warranties.  

The third and final question focused on any other exceptions from the general rule and whether such 

exceptions exist. 

   
 

 
What is a general timeframe for trader to respond  
to a complaint? 



In Lithuania and Spain consumer’s complaint 
has to be addressed by the trader within 10 
days, while in Latvia, Estonia and Croatia the 
timeframe is a little bit longer – the answer 
needs to be send within 15 days. 
 
In general in  Poland and Hungary complaints 
should be answered within 30 days. However, 

in Poland in case the trader does not answer 
the complaint it is deemed to be accepted. 
In Ireland although trader must confirm the 
receipt of the complaint within 14 days, there  
is no specific timeframe indicated for the 
complaint to be answered.  Nevertheless, 
traders should answer to the complaints in the 
shortest possible time and make their best 
efforts to find a satisfactory solution. 

 

 

 

 

 
 
In case of legal warranty there are several 
approaches visible among member states. 
Some countries introduced a specific 
timeframe for trader to respond to a 

complaint, in some of the countries complaint 
has to be dealt with within ‘reasonable time’ 
while in others there is no timeframe given for 
a trader’s response.

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
WWhat is the timeframe for the trader to respond to  
complaints regarding non- conformity of the goods? 

 



Slovenia, Lithuania and Spain have the most 
demanding response time – with only 8 days  
in Slovenia to respond or comply to consumer 
request and 10 days (as general rule) in Spain  
and Lithuania. What is more, in Slovenia the 
lack of trader’s answer may result in a fine up 
to 1200 EUR. 
 
In Croatia, Estonia and Latvia there is no 
separate timeframe regarding legal warranty 
and the general rule demands a response 
within 15 days. In Romania legal warranty 
based complaints must be resolved within 15 
days. In Poland, when consumer requests a 
repair, exchange or price reduction (when 
specific amount or percentage is indicated by 
the consumer) trader should address the 
complaint within 14 days. Otherwise, the 
complaint is deemed accepted by the trader. 
 
As mentioned before in Hungary seller needs 
to respond to any complaint within 30 days.  
In Bulgaria, Czech Republic and Slovenia the 
complaint should be resolved within 30 days 
and  
if trader fails to do to so consumer has a right 
to withdraw from the contract. The situation is 
quite similar in France – though there is no 
obligation to answer consumer’s complaints 
the lack of trader’s response within a month 
triggers consumer’s right to withdrawal. 
 
It’s worth pointing out that seven countries 
decided to use the actual phrasing of the 
directive i.e. ‘reasonable’ time for trader’s 
response. Such term appears in Austria,  

Belgium, Cyprus, Germany, Ireland, Malta and 
the Netherlands. ECC Austria indicated that 
lack of response may result in consumer 
withdrawal from the contract. In Germany in 
such a case consumer can either withdraw and 
demand a refund or ask for a partial 
reimbursement. 
 
Norway indicated that though there is no 
specific time to respond to a complaint, in case 
trader decides to repair the faulty goods the 
repair must be performed in reasonable time. 
 
In the questionnaire we also asked about 
timeframe to respond in the case of 
commercial warranties. Solutions in each ECC 
seem to be more similar in that matter; most 
of the countries indicated that there is no 
obligation to respond to the complaint in a 
prescripted time unless trader includes such a 
provision in terms and conditions of the 
warranty.  
 
Austria and Bulgaria indicated that if that is a 
case, failure to comply with the given term 
might be considered as Unfair Commercial 
Practice. 
 
Poland seems to be the only country 
adressomh this matter with a provision that 
unless trader indicates otherwise in the 
warranty card trader should perform his 
duties within 14 days after the faulty goods 
are delivered to the company. 
 

 

 

 

 

 

 
Only several countries indicated sectors in 
which separate regulations exist. In general 
those exceptions seem to exist in finance, 
travel services, postal services and utilities 
(energy and telecommunication). 
 
In Bulgaria time to respond in cases regarding 
air travel luggage complaints is 2 months, 

while in Estonia ‘reasonable time’ to answer to 
air passenger’s complaint is approx. 6 weeks.   
 
In France the airline does not have to respond 
but is obliged to refund airport taxes within 30 
days of receiving consumer’s complaint.

Time to respond in particular types of contracts   



Bulgaria and Czech Republic have particular 
regulations when it comes to energy market. 
Czech Republic also have special regulations in 
the field of telecommunication. Ireland 
indicated the exceptions regarding ‘utilities’ as 
a separate category of cases. In France 
separate regulations exist in gas and electricity 
sector – trader  needs to indicate contact 
details and the complaint procedure as an 
obligatory part of terms and conditions. In 
case of France in the telecom sector failure to 
answer to a consumer’s complaint within a 
month enables consumer to submit the case 
to ADR. 
 
In Portugal traders in certain services (water, 
energy, communication and postal services) 
have to answer consumer’s complaints 
written in a physical complaint book within 15 
working days. Since 1.07.2019 the complaint 
book might also have an electronic form with 
the complaints being filled in online. 
 
In France and Ireland there are separate 
regulations regarding financial services. 
In Italy, though there is no obligation to 
respond in general, in telecommunication and 
energy sector relevant authorities established 
a right for consumers to receive compensation 

if trader fails to replied to a complaint within 
the deadline indicated in the service chart. 
 
In Poland there are special regulations 
regarding postal/package delivery services 
with the general deadline to answer being 30 
days, and the exception when consumer 
provides an incomplete complaint – in such 
cases trader within 14 days calls consumer to 
provide a complete complaint within the next 
14 days. If consumer does so, trader has 
another 30 days to answer the complaint. 
 
It’s worth noticing that in Poland the general 
rule of providing an answer within 30 days 
does not apply to package holidays – the is no 
specific date to answer in such cases. 
 
Finally, Slovenia indicated that in case of 
mandatory guarantee, which is issued  
by a manufacturer according to Slovenian law 
consumer may require the defects of the 
goods to be remedied within 45 days. If 
manufacturer fails to do so, the item should be 
replaced with a new one free of charge. If 
manufacturer does not repair or exchange the 
goods within the prescribed time, consumer 
may rescind the contract or demand the 
reduction of the price. 

  

 

 

  
 
Though in the majority of countries traders do 
not have to respond to complaints, in general 
the situation changes when it comes to legal 
warranty complaints. 
 
With legal warranty complaints the rights and 
obligations of the parties vary significantly 
among member states – in some trader has 
only a couple of days to respond or repair the 
defect while in others there is no obligation to 
respond at all. What is more, in some 
countries failure to provide an answer might 
lead to severe consequences for the trader  

(fines or significant losses if the complaint is 
deemed accepted/consumer is entitled to a 
refund). 
 
Differences in the legal systems in that matter 
might lead to confusion both on consumers 
and traders side. Especially, when they 
assume their own legal provisions would be 
applicable to the cross-border contract. 
To avoid confusion and ensure further 
development of the common market it is 
worth considering  to propose some kind of 
common approach in this matter to the 
relevant stakeholders. 

Summary  
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