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INTRODUCTION

The UrHome Group currently consists of the companies Vista Bay, SA, taxpayer ID 518 472 990, with
registered office at Rua Duque de Palmela, 27 1 dt, 1250-097 Lisbon, and Future Profit, Mediação Imobiliária,
Lda, taxpayer ID 513 388 818, also with registered office at Rua Duque de Palmela, 27 1 dt, 1250-097. Within
its activities, the UrHome Group attaches great importance to service quality, which is a key element in its
positioning and differentiation in the market. The satisfaction of Clients, Potential Clients, and Partners is
therefore central to all actions of the UrHome Group and its employees. This objective is also pursued through
an effective and efficient complaints-handling system.

The Complaints Management Regulation (hereinafter the “Regulation”) are thus a key instrument for the
UrHome Group, whose purpose is to identify find appropriate solutions for each complaint submitted, using
simple, transparent and precise language. Furthermore, the analysis and handling of complaints also
enables the UrHome Group to introduce improvements and adjustments to its business activity.

The UrHome Group ensures all legally required channels and means for customers and other interested parties
to file a complaint.

SCOPE OF APPLICATION

1. The purpose of this Regulation is to establish the procedures followed by the UrHome Group in
managing and responding to formal complaints submitted to the companies within the UrHome Group.

2. For the purposes of this Regulation, a “Complaint” is considered to be any communication from a
Client, or Potential Client or other interested party (“Complainant”), submitted directly to the UrHome
Group or through consumer protection or supervisory entities, by which the Complainant expresses
disagreement, objection, opposition or reports adverse events arising from their relationship with the
UrHome Group, namely due to non-compliance with legal or contractual provisions.

3. Complaints may be submitted in respect of all products and services marketed by the UrHome Group
or regarding the actions of UrHome Group employees in the course of their duties.

WHO CAN FILE A COMPLAINT?

1. Any individual or legal person may file a complaint with the UrHome Group regarding a situation in
which they are directly involved.

2. A complaint may also be filed by a legal representative or a duly authorized person volunteer, upon
subject to proof of their powers of representation.

TO WHOM SHOULD A COMPLAINT BE SUBMITTED

1. Complaints must be submitted through the following channels:
a. By registered letter to Rua Duque de Palmela, 27 1 dt, 1250-097 Lisbon;
b. By email to geral@urhome.pt;
c. Through the Complaints Book, available at the company's registered office other designated

locations or at www.livroreclamacoes.pt;
d. Through the Group's digital channels, at www.urhome.pt;
e. Through the supervisory authorities with which the Urhome Group has its companies are

registered.
2. Without prejudice to the above, the UrHome Group also offers various of customer support, to maintain

continuous dialogue and excellent a high level of service, including clarification of doubts,
implementation of instructions, and resolution of incidents. In this context, Customers may contact the
UrHome Group through the following means:

mailto:geral@urhome.pt
http://www.livroreclamacoes.pt
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1. What are cookies?
"Cookies" are small software tags that are stored on your computer through the browser, retaining only information related to your preferences and not including your personal data.

2. What are cookies used for?
Cookies are used to help determine the usefulness, interest, and number of uses of websites, allowing for faster and more efficient navigation, eliminating the need to repeatedly enter the same information.

3. What types of cookies do we use?
There are two groups of cookies that can be used:

Permanent cookies - These are cookies that are stored at the browser level on your access devices (PC, mobile, and tablet) and are used whenever you visit one of our websites. They are generally used to tailor navigation to the user's interests, allowing us to provide a more personalized service.
Session cookies - These are temporary cookies that remain in your browser's cookie file until you leave the website. The information obtained through these cookies is used to analyze web traffic patterns, enabling us to identify issues and provide a better browsing experience.

4. How long are cookies stored on my device?
Two types of cookies can be stored:

Session cookies: These are automatically deleted when you close your browser.
Persistent cookies: These remain on your computer until they are deleted or expire. Persistent cookies can retain your user preferences to make future navigation easier and more relevant.

5. Where are your information stored and processed?
We may transfer and store the information we collect about you outside your country of origin. It may be processed by our in-house team or by thirdparty companies providing services to UrHome Portugal. When we do so, we ensure that the information is secure and properly protected. These measures are based on adequacy decisions or the implementation of appropriate safeguards (e.g., standard contractual clauses).

6. How can I change my cookie preferences?
You can change your cookie preferences through the cookie settings.

7. Cookie Type and Purpose 
7.1. Strictly Necessary Cookies These allow you to navigate the website and use its applications, as well as access secure areas of the website. Without these cookies, the requested services cannot be provided.

7.2. Analytical Cookies These are used anonymously for the purpose of creating and analyzing statistics to improve the website's functioning.
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7.3. Functionality Cookies
These store user preferences regarding site usage so that you do not need to reconfigure the site each time you visit.

7.4. Third-Party Cookies
These measure the success of applications and the effectiveness of third-party advertising. They can also be used to personalize a widget with user data.

7.5. Advertising Cookies
These target advertising based on each user's interests, and also limit the number of times an ad is shown, helping to measure the effectiveness of advertising and the success of website organization.

7.6. Technical cookies
This website only uses cookies that allow its proper functioning and the provision of the services offered on it, and, if applicable, proprietary cookies with the sole purpose of measuring its audience, which are therefore exempt from consent. Therefore, according to Article 22 of the Information Society Services Act, your consent is not required for their installation.


Links
https://allaboutcookies.org/

https://allaboutcookies.org/



