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1. Disposiciones generales

CONseJeríA de sAlud

Orden de 25 de julio de 2016, por la que se actualizan los modelos incluidos en los Anexos I y IV 
del decreto 72/2008, de 4 de marzo, por el que se regulan las hojas de quejas y reclamaciones de las 
personas consumidoras y usuarias en Andalucía y las actuaciones administrativas relacionadas con ellas.

el decreto 72/2008, de 4 de marzo, por el que se regulan las hojas de quejas y reclamaciones de 
las personas consumidoras y usuarias en Andalucía y las actuaciones administrativas relacionadas con ellas, 
incorporó en su Anexo I el modelo oficial de hoja de quejas y reclamaciones que las personas titulares de 
actividades que comercialicen bienes o presten servicios en la Comunidad Autónoma de Andalucía deben tener, 
a disposición de las personas consumidoras y usuarias, en sus centros y establecimientos.

Asimismo, en el Anexo IV del citado decreto figura el distintivo acreditativo que deben exhibir las 
empresas titulares de actividades que se hayan adherido al Sistema de Hojas electrónicas que se desarrolla 
mediante la Orden de 11 de diciembre de 2008.

en los citados Anexos se hace referencia a la denominación oficial de la Consejería que tiene atribuida 
la competencia en materia de consumo y a su página web, habiendo sido modificados por ordenes posteriores 
para adecuarlos a los cambios en las denominaciones y competencias de las Consejerías que se han venido 
produciendo desde la publicación del decreto 72/2008, de 4 de marzo. 

Por otra parte, a partir de la publicación de la Orden de 9 de febrero de 2015, por la que se regula la 
edición, distribución, comercialización e impresión de las Hojas de Quejas y reclamaciones de las personas 
consumidoras y usuarias en Andalucía, dichas actividades son libres, sin perjuicio de que la edición cumpla los 
requisitos establecidos en el Anexo I del decreto 72/2008, de 4 de marzo, y en las ordenes que lo actualicen, 
lo que obliga a las empresas a asumir las cargas económicas derivadas de la sustitución de los formularios 
obsoletos por otros actualizados.

Por ello, se ha considerado conveniente actualizar el contenido de los referidos Anexos de forma 
que, en lo sucesivo, no se vean afectados por la aprobación de normas que modifiquen la organización y las 
competencias de las Consejerías. 

en este sentido se han eliminado, en el Anexo I, las referencias a la Consejería competente. Asimismo, 
en el reverso del ejemplar para la parte reclamante del modelo oficial de hoja de quejas y reclamaciones, 
apartado relativo a las instrucciones, se ha sustituido la mención a la delegación del Gobierno por la del Servicio 
de Consumo en la provincia y se ha suprimido el último párrafo por no considerarse relevante la información que 
se suministra a la persona consumidora. 

Por lo que se refiere al Anexo IV, se ha sustituido la referencia a la página web institucional correspondiente 
por la de la Plataforma Multicanal Consumo responde.

La disposición final segunda del citado decreto habilitó a la entonces Consejera de Gobernación para 
modificar, en caso de que sea necesario, los modelos que figuran en los Anexos. La citada habilitación debe 
entenderse conferida actualmente al Consejero de Salud de acuerdo con lo dispuesto en el artículo 7 del decreto 
de la Presidenta 12/2015, de 17 de junio, de la Vicepresidencia y sobre reestructuración de Consejerías. 

en la tramitación de la presente Orden se ha dado audiencia al Consejo de Personas Consumidoras 
y Usuarias y se ha emitido informe por la dirección General de Planificación y evaluación de la Consejería de 
Hacienda y Administración Pública.

 en su virtud, a propuesta de la dirección General de Consumo y conforme a las facultades conferidas 
en la disposición final segunda del decreto 72/2008, de 4 de marzo, en relación con el artículo 46.4 de la Ley 
6/2006, de 24 de octubre, de Gobierno de la Comunidad Autónoma de Andalucía,

O r d e n O

Primero. Modificar el modelo de hoja de quejas y reclamaciones así como el modelo de cartel informativo 
de la existencia de hojas electrónicas de quejas y reclamaciones contenidos, respectivamente, en los Anexos I y 
IV del decreto 72/2008, de 4 de marzo, que quedan sustituidos por los modelos que figuran en los Anexos de 
la presente Orden. 00
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Segundo. dar publicidad a los nuevos modelos normalizados de los Anexos I y IV y poner en conocimiento 
de las personas interesadas que el modelo de hoja de quejas y reclamaciones del Anexo I está disponible en 
la página web www.consumoresponde.es y en el Portal de la Administración de la Junta de Andalucía en la 
dirección electrónica:

http://www.juntadeandalucia.es/haciendayadministracionpublica/ciudadania/procedimientos

Tercero. La presente Orden comenzará a producir efectos el día siguiente al de su publicación en el 
Boletín Oficial de la Junta de Andalucía.

Sevilla, 25 de julio de 2016

AQUILInO ALOnSO MIrAndA
Consejero de Salud
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Ejemplar para la Administración 
Copy for the Administration
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Ejemplar para la parte reclamada 
Copy for the party under complaint
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 c
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 p
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 m
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sc
rip

tio
n 

of
 y

ou
r r

ea
so

ns
 fo

r d
oi

ng
 s

o.

IN
ST

RU
C

C
IO

N
ES

:
La

 e
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 c
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 d
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 ra
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na
do

. N
o 

co
nt

es
ta

r e
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 c
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re

pl
y

to
th

e
co

ns
um

er
w

ith
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Ejemplar para la parte reclamante 
Copy for the complainant
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H
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o.

N
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at
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Pr
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O
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at
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n
Do

m
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dr
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s

M
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io
:
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w

n
Pr

ov
in
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Pr
ov

in
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 C

ou
nt

ry
Có

d.
 P

os
ta
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Po
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e

Te
lé
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Te
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e 
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m
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N
º 
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N
º 
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O
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s
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e 

N
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O
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s

Di
re

cc
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n 
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 c
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o 
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:

El
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 d
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o 
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 p
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l p
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 y
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an
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itr
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n 
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tio
n 
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oc

ed
ur
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 to

 b
e 

ta
ke

n 
in
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so
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e 
pr

ob
le

m
?

Sí
, a

ce
pt

o 
la

 re
al

iza
ci

ón
 d

e 
un

 a
rb

itr
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e.
 

(2
) Y

es
, I
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an

t a
rb

itr
at

io
n 

pr
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ed
ur
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 b
e 

ta
ke

n.
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, a
ce

pt
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 re
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iza
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ón

 d
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a 

m
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ia
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(3
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n 
pr
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ur
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 b

e 
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n.

2
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S 
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A 
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ES

A 
O 
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L 

/ C
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R 
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OF
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SI
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 D
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N
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e 

o 
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n 
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ci
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:

N
am

e 
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 c
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 n
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e

N
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Ta
x 
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io

n 
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tiv
id
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:

Co
m

pa
ny
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Do
m
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Ad

dr
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s

M
un

ic
ip

io
:

To
w

n
Pr

ov
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Pr
ov

in
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 C

ou
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Có
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 P

os
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Po
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Te
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e 
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m
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r
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 c
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 d

e 
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o 
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 p
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a 
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l p
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 w
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t a
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itr
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io
n 
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 m
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ia

tio
n 
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ed
ur
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 to

 b
e 

ta
ke

n 
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 o
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er
 to

 re
so

lve
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e 
pr

ob
le

m
?

Sí
, a

ce
pt

o 
la

 re
al

iza
ci

ón
 d

e 
un

 a
rb

itr
aj

e.
 

(2
) Y

es
, I

 w
an

t a
rb

itr
at

io
n 

pr
oc

ed
ur

es
 to

 b
e 

ta
ke

n.
Sí

, a
ce
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o 
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al
iza

ci
ón

 d
e 

un
a 

m
ed

ia
ci

ón
 

(3
) Y

es
, I

 w
an

t m
ed

ia
tio

n 
pr

oc
ed

ur
es
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 b

e 
ta

ke
n.

3
D

ES
C
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IÓ
N
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H
O
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N
SI

O
N
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E 
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M
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D
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N
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TH

E 
C

O
M
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T 

AN
D

 C
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M
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N
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S 
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)
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N
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 D

E 
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M
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H
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O
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CÓ
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 ID

EN
TI
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TI
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O

/B
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K
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)E

n
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o
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y
O
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a
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n

a
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r
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co
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,
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ta
m
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fic
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m
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A
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N
DE
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N
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M

O
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N
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is
m

o
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a
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e
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y
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m
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 d
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s 

da
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o 
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s 
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ac
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s 
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 c
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a 
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s 
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ie
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 d

e 
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n 
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rr
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 a
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s 

ór
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s 
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e 
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an
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s 
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.
De
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o
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n
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y

O
rg
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a,
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e
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r
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,
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n
y
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n
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o
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ito

a
la

Di
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ió

n
Ge

ne
ra

ld
e
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az

a
N

ue
va

,
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C.
P.
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1
–

SE
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A.
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)
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m
pl
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e
w

ith
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e
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ns
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Sp
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h
O
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an
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w
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m
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e
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cí
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s
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in
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n
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ed
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m
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g
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do
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m

en
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rm

w
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be
en

te
re

d
an

d
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d

in
to

a
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m

at
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e
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d
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DE
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AC

IÓ
N
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N
SU

M
O
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N
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th
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n
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d
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at
m
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d
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at
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n
is
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e 

w
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 c
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nd
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m
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em
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t, 
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g 
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e 
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ch
 h
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e 
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e 
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l d
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w
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e
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ov
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e
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d

O
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an
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w
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m
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ex
er

ci
se
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to
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,r
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ca
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an

d
op
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se

th
is
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rm
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n
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w

rit
in

g
to

th
e

Di
re
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ió

n
Ge

ne
ra

ld
e

Co
ns

um
o.

Pl
az

a
N

ue
va

,4
.C

.P
.

41
07

1 
– 

SE
VI

LL
A.
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)
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bi

tra
je

.E
s

un
a
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vo
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y
gr
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ra
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sa
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ad
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em

pr
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a
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Si
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a

Ar
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e
Co
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o
o
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e
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a
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el
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ra
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co
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.E
ló

rg
an

o
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tra

l q
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 d
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e 
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e 
el
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fli
ct

o,
 e

m
ite

 u
n 

"L
au

do
" 
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e 

tie
ne

 c
ar
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te

r f
irm

e 
y 

qu
e 

es
 v

in
cu

la
nt

e 
pa
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 a

m
ba

s 
pa

rte
s.

(2
)

Ar
bi

tra
tio

n:
a

fre
e

an
d

vo
lu

nt
ar

y
w

ay
of

re
so

lvi
ng

co
nf

lic
ts

.T
he

co
m

pa
ny

m
us

tb
e

a
m

em
be

r
of

th
e

Si
st

em
a

Ar
bi

tra
ld

e
Co

ns
um

o
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m
er

ar
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ge
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st

em
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th

e
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m
pa
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m
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n
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r
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e
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c
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se

.
Th

e 
ar
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g 
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th

or
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he
 c
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 d
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n 

w
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 s
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 c
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at
 h
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o
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at
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ce
m
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at
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at
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us
ive
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 p
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ed

.
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 d
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n 
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 d
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 d
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 d
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 c
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Este establecimiento admite la presentación de 
quejas y reclamaciones a través del sistema de hojas 
electrónicas de quejas y reclamaciones. Si usted 
dispone de certificado electrónico reconocido, podrá 
presentar su queja o reclamación en la siguiente 
dirección de Internet: 

www.consumoresponde.es

This establishment accepts claims and complaints 
through the electronic claim and complaint form 
system. If you have a qualified electronic certificate, 
you can submit your claim or complaint at the 
following Internet address: 

www.consumoresponde.es
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