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Various bylaws derived from the CPA further regulate 
consumer protection in Serbia.  These bylaws cover issues such 
as the registration of consumer protection associations, the 
resolution of disputes outside of court, and the withdrawal 
forms for timeshare and distance contracts.  Key bylaws 
include:

	■ The Rulebook on the Content and Manner of Keeping 
Records of Associations and Unions for Protection of 
Consumers.

	■ The Rulebook on the Tasks and Powers of the 
Regulatory Authority for Out-of-Court Settlement of 
Consumer Disputes.

	■ The Rulebook on the Form and Content of the 
Template for Withdrawal from Distance Contracts or 
Contracts Concluded Outside Business Premises.

	■ The Decree on the Content of the Form for 
Withdrawal from Timeshare Contracts, Permanent 
Holiday Reliefs, Assistance in Resale, and Facilitating 
Exchange.

	■ The Decree on the Content of the Standard Information 
Form for Timeshare Contracts, Permanent Holiday 
Reliefs, Assistance in Resale, and Facilitating 
Exchange.

1.2	 What is the definition of “consumer” (i.e., who 
does consumer protection law protect)?

The CPA defines a consumer as an individual who acquires 
goods or services in the marketplace for reasons unrelated to 
their business or commercial endeavours.

1.3	 Who is/which entities are required to comply 
with consumer protection law?

The CPA governs the interactions between traders and 
consumers.  A trader refers to a legal entity, entrepreneur, 
or individual engaging in the market for commercial or 
business-related purposes or acting on behalf of a trader.

1.4	 Which agency/agencies is/are responsible for 
enforcing consumer protection law (i.e., who is the 
investigator and who is the adjudicator)?

The Ministry of Trade, Tourism, and Telecommunications is 
responsible for overseeing consumer protection, enforcing 
the CPA, and deriving regulations.  Within the Ministry, the 
Consumer Protection Sector is specifically responsible for 

12 General

1.1	 What legislation, regulations and guidelines are 
relevant to consumer protection in your jurisdiction?

The consumer protection policy in Serbia is set by the 
Constitution of the Republic of Serbia, with the Consumer 
Protection Act (CPA) serving as the primary regulation governing 
the relationship between traders and consumers.  In addi-
tion to the CPA, several other legal frameworks are applicable, 
including the Civil Proceedings Act, the Contracts and Torts Act, 
the Market Surveillance Act, the Inspection Supervision Act, 
the Administrative Proceedings Act, and the Misdemeanours 
Act.  Together, these laws form a comprehensive framework for 
protecting consumer rights and enforcing penalties.

As consumer protection is related to a variety of state poli-
cies, it is regulated by numerous laws, including:

	■ Product Safety and Compliance: The Act on Technical 
Requirements for Products and Conformity 
Assessment and the General Product Safety Act regu-
late security and compliance with product standards.

	■ Food Safety: The Food Safety Act, the Organic 
Production Act, the Veterinary Medicine Act, the 
Sanitary Supervision Act, the Rulebook on Food 
Hygiene Conditions and other laws address food safety 
and health regulations in the food sector.

	■ Tourism Services: Consumer rights in tourism are 
governed by laws such as the Tourism Act, the Public Ski 
Resorts Act, the Advertising Act, and the Associations 
Act.

	■ Energy Protection: The Energy Act is crucial for regu-
lating the protection of consumers involved in the 
purchase of energy or energy sources.

	■ Financial Services: Several regulations related to 
the financial sector, such as the Insurance Act, the 
Protection of Financial Services Users Act, the Banks 
Act, and the Financial Leasing Act, address consumer 
protection in financial transactions, particularly 
concerning distance contracts and leasing.

	■ Environmental Protection: The Environmental 
Protection Act and the Waste Management Act regu-
late environmental concerns impacting consumers.

	■ Infrastructure Quality: The Metrology Act, the 
Accreditation Act, and related acts govern standards 
related to product conformity, technical requirements, 
and infrastructure quality.

	■ Competition: The Protection of Competition Act 
ensures fair competition in the market and protects 
consumers from anti-competitive practices.



166 Serbia

Consumer Protection 2025

2.3	 What types of goods and services are covered 
by the protections relating to the quality of goods and 
services?

General consumer protection regulations apply to all goods 
and services.  However, specific rules govern certain cate-
gories of goods and services, such as those in the food 
industry, tourism, medical products, and financial services, 
where quality standards are subject to further regulation.  
Consequently, traders must adhere to these specialised regu-
lations when offering such goods and services to consumers.

2.4	 Are there any exceptions to these protections?

For second-hand goods, the trader and consumer may agree to 
a reduced period of liability for non-conformity, provided it is 
not less than one year.

Additionally, the trader will not be held liable for 
non-conformity if, at the time of purchase, the consumer 
was aware of, or should reasonably have been aware of, the 
non-conformity.  The trader is also exempt from liability if the 
consumer supplies the product’s material.

In the case of services, the trader is not liable for non-con-
formity if the service description does not align with that of 
a third party, provided that: 1) the trader was unaware (or not 
obligated to be aware) that the description was provided by a 
third party on their behalf; or 2) the description was promptly 
and appropriately corrected.

Lastly, the consumer cannot terminate the contract if the 
non-conformity is deemed to be minor.

2.5	 What remedies are available for a breach of the 
protections in relation to the quality and function of 
goods and services?

Under the CPA, a consumer (buyer) who has promptly and 
properly notified the trader (seller) of a product defect is enti-
tled to: 1) request the defect to be repaired or the defective 
product to be replaced with a new, defect-free one (fulfilment 
of the contract); 2) request a price reduction; or 3) terminate 
the contract.

Similarly, if services do not meet the terms of the agreement, 
the consumer is entitled to: 1) request the trader to provide a 
service that complies with the contract (fulfilment of the 
contract); 2) request a price reduction (if this is not feasible, 
unlawful, or would impose an unreasonable burden on the 
trader); or 3) terminate the contract.

2.6	 Who has or which agencies have standing to 
initiate proceedings for a breach?

Consumers can initiate out-of-court dispute resolution 
proceedings before the relevant bodies designated by the 
Ministry of Trade, Tourism, and Telecommunications, 
provided they have first submitted a complaint or objection to 
the trader without success.

However, initiating and engaging in out-of-court dispute 
resolution does not preclude or impact the consumer’s right to 
seek judicial protection.

The CPA also allows for initiating collective interest 
actions before the Ministry of Trade, Tourism, and 
Telecommunications.  Such actions can be brought against a 
trader by the Ministry itself or by consumer protection associ-
ations registered for this purpose.

addressing consumer protection issues.  Additionally, state 
administration bodies, as well as authorities from autono-
mous provinces and local governments, are responsible for 
initiatives and actions aimed at enhancing consumer rights 
within their jurisdictions.

Market inspectors oversee market inspections to ensure 
traders comply with the CPA.  Other inspection authorities 
also conduct assessments within their respective areas of 
responsibility, which often overlap with consumer protection 
matters.

Consumer protection is further ensured by providing 
consumers with the right to 1) lodge complaints against 
traders with relevant bodies that offer alternative dispute 
resolution options, and 2) take legal action against traders by 
filing a lawsuit before the competent court.

22 Protections in Relation to the Quality 
and Function of Goods and Services

2.1	 Please describe any protections regarding the 
quality and function of goods and services acquired by 
consumers.

Consumers have several legal options to protect themselves 
regarding the quality and performance of the goods and 
services they purchase.  According to the CPA, traders are 
obligated to deliver goods and provide services that conform 
to the agreement made with the consumer.  This also brings 
the Contracts and Torts Act into play as a general regulation 
for trader-consumer relationships, though the CPA typically 
favours consumer-friendly solutions.

The trader is responsible for any material defects in the 
product.  A product is considered conforming if: 1) it matches 
the description and possesses the qualities shown in a model 
or sample; 2) it includes specific qualities required by the 
consumer, provided the trader was aware of the consumer’s 
specific needs; 3) it has qualities typically expected from prod-
ucts of the same type; and 4) it meets the qualities and func-
tions that a consumer could reasonably expect based on its 
nature, as well as any public promises made by the seller or 
manufacturer, especially in advertisements or on packaging.

These rights do not impact the consumer’s ability to 
demand compensation for damages due to lack of conformity.  
Additionally, consumers may benefit from special rights under 
any warranty the trader provides at the time of purchase.

For services, similar principles apply.  Services are consid-
ered not to conform to the agreement if: 1) the service does 
not match the information provided by the trader in adver-
tising; 2) the service contradicts information given during its 
provision, especially if it influenced the consumer’s decision; 
3) it lacks unique characteristics required for the intended 
purpose, which the trader knew or should have known; 4) it 
does not possess the usual qualities expected from services of 
the same type; 5) it fails to meet reasonable expectations; and 
6) the service does not align with descriptions given by a third 
party on behalf of the trader before the agreement was made 
(in any form).

2.2	 Please outline the substantive tests for these 
protections.

There are no uniform tests.
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3.4	 Are there any exceptions to these protections?

Products that need refurbishing prior to use (provided the 
supplier has informed the consumer of this requirement) as 
well as antiques are exceptions to these protections.

3.5	 What remedies are available for a breach of 
the protections in relation to the safety of goods and 
services?

The General Product Safety Act imposes fines of up to RSD 1 
million (approximately EUR 8,541) for violations of its provi-
sions.  Additionally, the sale of goods in breach of this Act may 
result in criminal liability under the Criminal Code, or civil 
liability if the goods are found to be defective, in accordance 
with the Contracts and Torts Act and the CPA.

3.6	 Are there mandatory reporting requirements with 
respect to the safety of goods or services?

The manufacturer, its authorised representative, and the 
importer must promptly notify the relevant market surveil-
lance authorities if they are aware, or should reasonably 
be aware, that a consumer product they have placed on the 
market poses a risk to health and safety.

3.7	 Describe any voluntary or mandatory product 
safety recall regimes.

The General Product Safety Act governs mandatory product 
recalls, which are enforced by the relevant authorities (such 
as inspections, customs, etc.).  The decision to recall a product 
must be made on a case-by-case basis.

3.8	 List at least two examples of public or private 
enforcement of these protections in the last five years, 
including the breach/alleged breach, result and 
penalties imposed.

The Ministry of Internal and External Trade ordered the recall 
of a hair dryer (ISKRA model RH-1558-1BL) due to the high risk 
of electric shock.

The Ministry of Internal and External Trade ordered the 
recall of children’s products due to chemical risks.  The product 
in question is a colourful soft ball from Mogly Toys.  Product 
testing revealed the presence of DEHP and DnOP at levels 
exceeding the permitted limit.  The presence of these phtha-
lates may negatively affect the health and safety of children.

42 Prohibitions Relating to “Conduct” 
Against Consumers

4.1	 Please describe any protections/prohibitions 
relating to the conduct of persons or businesses (e.g., 
manufacturers/retailers) which sell or supply goods 
and services to consumers (“Conduct”). For example, 
misleading and deceptive Conduct, unconscionable 
Conduct, etc.

As outlined in section 1 above, consumer protection legislation 
is extensive.  European consumer policy plays a crucial role 
in shaping Serbia’s consumer policy within the EU accession 

A collective interest action can be initiated if: 1) at least 10 
consumers have experienced similar violations of their rights 
by the same trader; and 2) unfair contract terms, as defined in 
the CPA, have been identified.

The Ministry of Trade, Tourism, and Telecommunications 
has the authority to impose several measures, including 1) the 
cessation of current and future violations, 2) the removal of 
irregularities, and 3) the elimination of unfair contract terms, 
all without delay.

Nonetheless, even if a collective interest action is in progress, 
consumers retain the right to seek damages from the trader or 
service provider.

2.7	 Describe at least two examples of public or 
private enforcement of these protections in the last 
five years, including the conduct/alleged conduct, 
result and penalties imposed.

The Ministry of Trade, Tourism, and Telecommunication 
ruled in a collective interest action case against “Preslap” 
doo.  The service provider included an unfair provision in its 
service agreement, stipulating that in the event of a dispute 
between “Preslap” as the plaintiff and the consumer as the 
defendant, the competent court will be in Pančevo, which is to 
the trader’s advantage.  The Ministry of Trade, Tourism, and 
Telecommunications determined that there had been a viola-
tion of the CPA’s unfair provisions rules and ordered the service 
provider to eliminate the unfair provision from the service 
agreement.

The Ministry of Trade, Tourism, and Telecommunications 
also adjudicated a collective interest action against a car 
rental company.  In this case, the company failed to clearly 
inform consumers about the requirement to wash the car 
before returning it or face a contractual penalty.  As a result, 
the Ministry ordered the removal of the unfair provision.

32 Protections/Prohibitions in Relation to 
the Safety of Goods and Services

3.1	 Please describe any protections regarding the 
safety of goods and services acquired by consumers.

Various laws govern the safety standards for goods purchased 
by consumers, the most relevant of which is the General Product 
Safety Act.  This Act stipulates that a product may only be sold 
in the market if it does not pose a risk to the safety and health 
of individuals when used as intended or reasonably expected.  
Moreover, importers and distributors are prohibited from placing 
goods on the market unless they comply with legal requirements 
concerning consumer health and safety protection.

Other regulations, such as the Medical Products Act and the 
Food Safety Act, further address consumer health concerns.

3.2	 Please outline the substantive tests for these 
protections.

The safety of goods shall be assessed considering specific regu-
lations that depend on the type of goods.

3.3	 What types of goods and services are covered 
by the protections relating to the safety of goods and 
services?

The General Product Safety Act generally applies to all goods 
sold by commercial suppliers, except for products that are 
subject to specific regulations.
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4.5	 Are there any specific rules which apply in 
relation to online marketplaces?

Online marketplaces in Serbia are held to a high standard of 
transparency and consumer protection, especially informing 
consumers about their rights, such as the right to withdraw 
and return, and ensuring the safe and legal sale of goods and 
services.  They also play an important role in ensuring fair 
practices and providing a platform for resolving disputes. 

Consumers have the right to withdraw from contracts 
concluded remotely or outside business premises (e.g., online 
or by phone) within 14 days without providing any reason and 
without incurring additional costs, except for specific cases 
outlined in the law (e.g., return shipping costs).  The with-
drawal must be communicated through a formal declaration 
(such as a cancellation form or other clear means).  The with-
drawal notice is considered timely if sent within 14 days of 
receiving the goods or concluding the service contract.  When 
the consumer exercises the right to withdraw, it is as though 
the agreement was never concluded.  The trader must then 
refund the consumer within 14 days of receiving the with-
drawal declaration.

If the seller fails to provide transparent information 
regarding the cancellation rights, including the necessary 
forms, the consumer may have up to 12 months to exercise 
their right to cancel.  This extended period can be invoked if 
the trader fails to provide the required information within the 
initial 14-day cancellation period.

When a consumer cancels, the trader must refund all 
payments received, including the cost of standard delivery.  
Refunds must be processed within 14 days after receiving 
the withdrawal notice.  The consumer is only responsible for 
returning goods at their own expense unless the trader agrees 
otherwise.

Online marketplaces must comply with the Personal Data 
Protection Act (which aligns with EU data protection laws 
like GDPR).  This includes ensuring that consumer data is 
processed and stored securely, with explicit consent obtained 
for any use of personal information.

4.6	 What remedies are available for a breach of the 
protections/prohibitions relating to Conduct?

The current institutional framework for consumer protection 
offers four methods for resolving consumer disputes.

First, consumers can directly contact traders by filing a 
complaint regarding the conduct in question.

Second, if the complaint does not lead to a satisfactory 
resolution for the consumer, they may seek assistance from 
consumer associations, which provide legal advice, support, 
or even mediation services.

Third, as briefly outlined in section 2, consumers may 
initiate out-of-court dispute resolution proceedings.  These 
proceedings are managed by an authorised body, as listed by 
the Ministry of Trade, Tourism, and Telecommunications.  
Before initiating this process, the consumer must have 
submitted a complaint or objection to the trader.  The trader is 
required to participate in the out-of-court dispute resolution 
process.  Such a procedure can last a maximum of 90 days from 
the date of initiation.  It is important to note that engaging 
in out-of-court dispute resolution does not affect or limit the 
consumer’s right to seek judicial protection.  Additionally, a 
consumer dispute may also be resolved through arbitration.

Fourth, consumers can initiate a dispute regarding the 
conduct in question before the competent court.

process, serving as a tool for introducing and implementing 
high consumer protection standards.  Serbia is committed to 
aligning its legislation with EU laws and principles as a nego-
tiating party for EU membership.

The CPA establishes various restrictions against unfair busi-
ness practices towards consumers in this context.  Business 
practice is deemed unfair if: 1) it deviates from professional 
standards of care; or 2) it significantly disturbs or threatens 
to disrupt the economic behaviour of the average consumer 
significantly.  Additionally, misleading and aggressive busi-
ness practices are prohibited.

A business practice is considered misleading if it induces or 
threatens to induce a consumer to make an economic decision 
they would not have made otherwise.  For instance, adver-
tising products with features they do not possess is considered 
misleading and, therefore, prohibited.

A practice is considered aggressive if the trader uses harass-
ment, coercion (including physical coercion), or undue influ-
ence to undermine the consumer’s freedom of choice or behav-
iour, thereby leading or threatening to lead the consumer into 
making an economic decision they would not have otherwise 
made.  For example, visiting a consumer’s home without prior 
consent or ignoring a request to leave is classified as aggressive 
conduct and is prohibited.

Moreover, a business practice is deemed misleading if the 
trader fails to disclose essential information that the average 
consumer requires to make an informed decision or provides 
information in a misleading, untimely, vague, or incompre-
hensible manner.  Additionally, if the trader fails to disclose 
their commercial intent when interacting with consumers or 
threatens the consumer to make an economic decision they 
would not have otherwise made, the practice is considered 
misleading.

The conclusion of any agreement that contains unfair 
contract terms is also prohibited.  Such provisions are consid-
ered void.  An unfair contractual provision is any term that 
causes a significant imbalance in the rights and obligations of 
the parties to the detriment of the consumer.

Lastly, placing goods or services on the market that are 
unsafe for use is strictly prohibited.

4.2	 Please outline the substantive tests for the above-
mentioned protections/prohibitions.

There are no uniform tests.

4.3	 What types of goods and services are covered 
by these protections/prohibitions? Is the payment of 
a price for these goods/services always required for 
their enforceability?

The CPA generally applies to all goods sold by commercial 
suppliers, including real estate and rights and obligations.  
Even without making a payment, a consumer can enforce their 
rights if: 1) they withdraw from the contract withing the cool-
ing-off period (for distance or off-premises contracts); 2) the 
goods or services are defective, and they request remedies like 
repair, replacement, or cancellations; and 3) the trader fails to 
provide essential information or meet the agreed terms.

4.4	 Are there any exceptions/exemptions to the 
protections/prohibitions relating to Conduct?

There are no specific exemptions.
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	■ Request repair or replacement.
	■ Request a price reduction.
	■ Terminate the contract.
For non-conforming services, the consumer may:

	■ Demand proper performance.
	■ Request a price reduction if correction is not possible.
	■ Terminate the contract.

5.5	 List at least two examples of public or private 
enforcement of these protections in the last five years, 
including the breach/alleged breach, result and 
penalties imposed.

In October 2024, the Competition Authority initiated proceed-
ings against four retail chains (Delhaize, Mercator S, DIS, and 
Univerexport) for price-fixing, constituting a competition law 
breach.  The Commission conducted unannounced inspec-
tions and analysed the retail market for certain food prod-
ucts, finding that prices for selected products were identical 
across all the observed retailers.  This case highlights how the 
lack of competition and coordinated pricing can negatively 
affect the market and consumers.  This case is ongoing, and 
the Commission will continue to examine these actions and 
consider potential sanctions under competition law.

In February 2024, the Serbian Competition Authority (KZK) 
imposed fines totalling approximately EUR 2 million on 
Atlantik Group and Strauss Adriatic for breaching competition 
laws.  The investigation, initiated in September 2021, found 
that the companies coordinated their business strategies 
through direct or indirect information exchanges regarding 
pricing and future wholesale prices for ground coffee in Serbia.  
As a result, they were found guilty of entering into a restrictive 
agreement violating the Competition Protection Act.  The fines 
imposed were approximately EUR 2 million, with a detailed 
total of 237,907,176 RSD.

62 Investigation of Potential Breaches

6.1	 What powers does/do the consumer authority/
authorities in your jurisdiction have to investigate 
potential breaches of consumer law? Describe the key 
steps in a typical investigation.

The authority’s investigative powers are generally determined 
by the specific nature of the alleged breach.  These powers can 
vary, depending on factors such as the type of violation and 
the evidence available.  The process usually involves identi-
fying the issue, gathering relevant information, and assessing 
whether legal action is warranted based on the findings.

For instance, the Market Inspector has the authority to:
1.	 inspect business premises where trade activities are 

carried out;
2.	 review financial records, documents, electronic files, and 

other materials related to trade, including the ability to 
copy or seize them;

3.	 identify individuals engaged in trade activities by 
inspecting identification documents or other official 
documents with a photograph;

4.	 collect written and oral statements from traders, 
witnesses, or officials, and request their statements on 
matters relevant to the inspection; and

5.	 take photographs and record videos of the premises, 
goods, and other items subject to supervision.

While conducting inspections, the Market Inspector can 
also enforce the following measures:

Violations of the CPA may result in penalties of up to RSD 2 
million (approximately EUR 17,082).  Moreover, the CPA also 
stipulates the prohibition of certain activities and the imposi-
tion of protective measures on the trader.

4.7	 List at least two examples of public or private 
enforcement of the protections relating to Conduct 
in the last five years, including the breach/alleged 
breach, result and penalties imposed.

The Ministry of Trade, Tourism, and Telecommunications 
adjudicated a collective interest action against the Public 
Enterprise “Srbija Gas”.  In this case, the enterprise has violated 
the collective interests of consumers by using dishonest and 
misleading business practices to deceive consumers into 
believing that a director’s decision had changed the gas price 
for unauthorised use.  Additionally, it was determined that 
the company violated the collective interests of consumers by 
discriminating against consumers by applying different gas 
prices and violating the consumer’s rights by setting a dead-
line for settling overdue obligations shorter than 30 days from 
the date of the warning notice. 

The Ministry of Trade, Tourism, and Telecommunications 
ordered the recall of the “Tonus” breadstick product due to 
false claims of extraordinary health benefits.

52 Other Protections/Prohibitions

5.1	 Does consumer law in your jurisdiction have 
any other prohibitions/protections not covered by 
the questions above? If so, please describe these 
prohibitions/protections.

Serbian consumer law includes further protections in addi-
tion to those covered in the previous questions.  Please refer to 
question 2.1 for relevant details.

Additionally, Serbia enacted the Personal Data Protection 
Act, which applies to consumer protection matters.  This legis-
lation aligns with the General Data Protection Regulation 
(GDPR) 2016/679, ensuring transparency regarding the collec-
tion and use of personal data in commercial matters.

Moreover, the Competition Act plays a significant role in 
consumer protection.  While its primary objective is market 
regulation, one of its key considerations in approving concen-
trations is assessing their potential impact on consumer inter-
ests.  The act also contains numerous provisions aimed at safe-
guarding consumer rights.

5.2	 Please outline the substantive tests for the above-
mentioned protections/prohibitions.

There are no universally established tests.

5.3	 Are there any exceptions/exemptions?

There are no uniform exceptions/exemptions.

5.4	 What remedies are available for a breach of 
these protections?

For a breach of these protections, please refer to question 2.5.
If a product is defective, the consumer may:
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6.5	 Are there criminal penalties for non-compliance 
with a consumer law investigation? If so, provide 
examples where such penalties have been imposed.

There are no criminal penalties associated with non-compli-
ance in consumer law investigations.  Instead, the Consumer 
Protection Agency imposes administrative fines for failing to 
cooperate with investigations into consumer law violations.

6.6	 Can investigations be resolved by way of 
commitments or undertakings?

The inspector may direct the trader to correct the issue within 
a specified timeframe if a violation is identified.

Should the trader comply and rectify the violation, the 
inspection process is concluded with a report confirming that 
the identified issues have been addressed.

However, if the trader fails to resolve the violation within 
the deadline, the inspector will issue a decision mandating 
corrective action.  If the trader continues to neglect the direc-
tive, the inspector may impose a temporary ban on the sale of 
goods or provision of services, among other sanctions.

72 Enforcement

7.1	 How does/do the consumer authority/authorities 
seek to enforce consumer law (e.g., by administrative 
decision or by commencing proceedings in court)?

Consumer law enforcement typically involves two main 
methods: 
1)	 administrative proceedings, which vary based on the 

nature of the violation, the measures involved, and the 
relevant authority; and

2)	 judicial proceedings, which are initiated after adminis-
trative actions and are aimed at ensuring the effective 
implementation of the required measures.

7.2	 Is/are the consumer protection authority/
authorities bound by a time limit to commence 
proceedings on breaches?

Yes, the consumer protection authority must adhere to specific 
time limits depending on the case and applicable laws.  Under 
the Consumer Protection Act (CPA), the general deadline 
for initiating proceedings is two years.  However, for cases 
involving the collective interests of consumers, the time limit 
extends to three years.

7.3	 Where regulators/enforcement bodies 
have a choice of enforcement tools/powers, 
what considerations do they take into account in 
determining which tools/powers to use?

The enforcement tools available to the relevant bodies depend 
on the specific measure being imposed.  These can include: 
1)	 freezing or seizing financial assets from the trader’s 

accounts;
2)	 imposing business activity bans;
3)	 requiring the trader to alter their business practices; or
4)	 initiating criminal proceedings, among other actions.

1.	 Preventive actions.
2.	 Removal of identified violations.
3.	 Temporary ban on the trade of specific goods or services.
4.	 Temporary closure of sales facilities.
5.	 Temporary ban on personal offering of goods.
6.	 Temporary ban on conducting distance sales.
7.	 Seizure of goods.

Moreover, inspectors from the Ministry of Agriculture, 
Forestry and Water Management and the Ministry of 
Health have specialised powers concerning the food industry.

The typical steps in an investigation are:
1.	 Initiation of the inspection process either ex officio or 

upon request.
2.	 Delivery of the inspection order to the trader (in most 

cases).
3.	 Preparation of a protocol with instructions for the trader 

to eliminate violations.
4.	 Trader’s undertakings.
5.	 Decision-making by the inspector if the trader fails to 

comply with the order.
6.	 Appeal procedure.
7.	 Administrative dispute process.

6.2	 How is an investigation triggered (e.g., ex officio, 
whistleblower or complaint)?

An investigation can be triggered in the following ways:
1.	 Ex officio.
2.	 Consumer complaints.
3.	 Third-party reports.
4.	 Consumer organisations/associations, whose primary 

activity involves consumer protection.

6.3	 Describe any complaints procedure for (i) 
consumers, and (ii) businesses.

Consumer Complaints Procedure: A consumer dissatisfied 
with a trader’s response or with other requests directed to a 
trader may submit a consumer report to a registered consumer 
organisation, either directly or electronically via the Ministry 
of Trade, Tourism, and Telecommunications portal.  The 
consumer protection organisation will assess the merits of the 
request, provide legal advice on how to exercise rights, and, 
where possible, contact the trader to address the consumer’s 
concerns.  However, a consumer report is not a formal request 
to initiate legal proceedings; it is a petition for the removal of 
consumer rights violations.  Therefore, the trader is not obli-
gated to take any action in response.

The Market Inspector may initiate an investigation if the 
consumer report indicates potential harm caused by the 
trader.  In cases where several similar consumer reports are 
received, the consumer organisation may start proceedings 
to protect the collective interests of consumers, provided the 
legal conditions are met.

Business Complaints Procedure: There are no specific formal 
procedures for complaints from businesses.

6.4	 What is the timeline for a typical investigation?

There is no set timeline for an investigation, as each case is 
unique and determined by its specific circumstances.
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8.2	 Can consumers or retailers/manufacturers appeal 
decisions made by the consumer authority/authorities 
or by a court?

Consumers, retailers, or manufacturers who are directly 
involved in administrative or judicial proceedings have the 
right to appeal decisions that affect them.  However, third 
parties do not possess this right to appeal.

8.3	 Does an appeal suspend the effect of any 
penalty/the requirement to pay any fine (if 
applicable)?

Whether an appeal suspends the effect of a penalty depends on 
the nature of the proceeding.  Generally, in court proceedings, 
an appeal suspends the enforcement of the penalty.  However, 
in cases involving appeals under the Consumer Protection Act 
(CPA) against administrative decisions, the appeal does not 
suspend the execution of the penalty or fine.

92 Current Trends and Anticipated 
Reforms

9.1	 What are the recent enforcement trends in your 
jurisdiction and what key trends do you expect in the 
next 12 months?

In recent years, Serbia has experienced significant develop-
ments in consumer protection enforcement, particularly in 
the expanding e-commerce sector.  In 2023, the e-commerce 
industry saw a 26% annual increase in active online stores, 
reflecting a robust digital economy.

In the next 12 months, key trends are expected to include 
the continued growth of e-commerce, stricter regulatory 
oversight on competition and consumer rights, and the digi-
talisation of retail services.  The rise of online marketplaces 
and cross-border transactions will likely prompt authori-
ties to refine enforcement strategies, ensuring fair competi-
tion and transparency.  Additionally, sustainability concerns 
and adopting EU-aligned consumer protection standards may 
shape market dynamics, influencing both domestic and inter-
national players in Serbia.

Despite these advancements, challenges persist in the 
administrative proceedings related to consumer protection.  
The duration of these proceedings can undermine the efficiency 
of consumer protection laws.  Additionally, the underutilisa-
tion of out-of-court settlements is a concern, primarily due 
to insufficient designated bodies to facilitate such processes.  
Addressing these issues is crucial to enhancing the effective-
ness of consumer protection in Serbia.

9.2	 Are there any proposed reforms to consumer law 
or policy within the next 12 months?

Since the Consumer Protection Act (CPA) came into effect in 2021, 
there have been no significant amendments or proposed reforms 
to the law in recent years.  However, with Serbia’s ongoing EU 
accession process, new developments should arise in this area.  
This development will likely prompt updates and changes to 
Serbian consumer protection laws to align with EU standards.

7.4	 Describe the relevant rules and procedures that 
must be followed by such bodies (e.g., administrative, 
judicial).

When selecting enforcement tools or powers, the relevant 
authorities aim to apply the most effective measure while 
ensuring it is the least restrictive for the trader.

7.5	 Is there a right to a stand-alone action and 
follow-on right of action within consumer law? Who 
has standing to bring these actions?

While explicit follow-on actions are not recognised under 
consumer law, consumers can use rulings from collective 
interest actions as evidence in their individual claims for 
damages.  Follow-on actions are expressly provided for under 
competition law, which also applies to consumer law.  In both 
scenarios, the consumer (plaintiff) must still demonstrate the 
damage incurred.

7.6	 Is there a statute of limitations for bringing stand-
alone or follow-on actions?

The statute of limitations for stand-alone actions depends on 
the specifics of the consumer’s claim.  For example, in cases 
involving damage claims, the consumer has three years from 
the moment they become aware of the damage, defect, and the 
identity of the trader to file a lawsuit.

7.7	 Describe any international or regional 
cooperative mechanisms (e.g., MOUs) in which your 
jurisdiction is involved in the enforcement of consumer 
protection.

As an EU candidate, Serbia is involved in several EU initia-
tives.  One example is its participation in the RAPEX system, 
which facilitates the rapid exchange of information between 
EU member states and the European Commission regarding 
measures taken to address health and safety risks associated 
with products on the market.

82 Appeals

8.1	 Describe any appeal processes.

The Serbian Constitution guarantees the right to appeal, and 
both administrative and court proceedings offer appeal mech-
anisms.  Under the Consumer Protection Act (CPA), in admin-
istrative proceedings conducted by the Ministry of Trade, 
Tourism, and Telecommunications, the interested party has 
the right to appeal decisions directly to the Ministry within 
eight days.  Following this, the party can initiate a lawsuit 
before the Administrative Court.

In court proceedings, the interested party can file a lawsuit 
by the Civil Procedure Act.
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Gecic Law offers comprehensive legal services across all areas of Serbian 
business law, with a strong focus on administrative and regulatory law, 
artificial intelligence and robotics, banking and finance, competition law 
and state aid, constitutional litigation, corporate law, mergers and acqui-
sitions, dispute resolution, environmental law, ESG, European law, trade 
and enlargement, family office and high-net-worth advisory, ICT and digital 
assets, immigration law, labour law, legislative and government affairs, media 
and intellectual property, mining, energy, infrastructure and public-private 
partnerships (PPPs), privacy and data protection, real estate, restructuring 
and insolvency, tax law and white-collar defence and investigations.
Gecic Law has consistently earned "Top Tier" rankings in The Legal 
500 and been listed among leading firms by Chambers and Partners.  

Miloš Petaković is a Counsel at Gecić Law in Belgrade, where he leads the firm’s real estate practice team.  Recognised as a leading 
expert in his field, Miloš has developed a strong reputation for his ability to handle complex and high-stakes real estate transactions.  
His practice covers a broad range of matters, including large commercial leases, acquisitions, contractor agreements, and development 
projects.  With a strategic and meticulous approach, Miloš provides authoritative guidance to clients navigating some of the region’s most 
challenging and high-profile real estate matters.
Miloš is a senior member of Gecić Law’s banking and finance team, contributing to some of the firm’s most prominent matters in this field.  
His work spans complex cross-border financing transactions and advising on innovative developments in capital markets.  In addition, Miloš 
provides counsel in other practice areas, including corporate and commercial transactions, dispute resolution, and intellectual property.  
His cross-disciplinary skill set enables him to deliver comprehensive solutions tailored to address clients’ diverse legal challenges.
Before joining Gecić Law, Miloš amassed substantial regional experience, leading teams in managing bank-secured portfolios and 
advising clients on transactions and workouts for both banks and investors.
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Aleksa Stojanović is a Junior Associate at Gecić Law, focusing on Corporate/M&A, Labor, and Dispute Resolution.  He holds a bachelor’s 
degree from the University of Belgrade’s Faculty of Law and is currently pursuing his master’s degree in international business law at the 
same institution.
Aleksa’s academic journey has been marked by active participation in legal clinics, workshops, and conferences, covering various 
branches of law.  He also completed a specialist course in international law at the University of Pittsburgh.  Aleksa was part of the 
University of Belgrade’s team that won a Special Award for Best Performance of a Team from a University Participating in the Competition 
for the First Time, issued by ICC International Centre for ADR.  He was also a part of the Ian Fletcher International Insolvency Moot Team.
Prior to joining Gecić Law, Aleksa gained valuable experience during his internship at a renowned regional law firm, where he focused 
on corporate and labour law matters.
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Marko Jović is an Associate at Gecić Law, focusing on Corporate/M&A, Labor, and Dispute Resolution.  He holds a bachelor’s degree from 
the University of Belgrade’s Faculty of Law and is currently pursuing his master’s degree in labour and social law at the same institution.
Marko’s academic journey has been marked by active participation in legal clinics, workshops, and conferences, covering various 
branches of law.  He also completed a specialist course in international law at the University of Pittsburgh.  Marko was part of the 
University of Belgrade’s team that qualified for the final rounds of the prestigious International Competition in Sports Arbitration, 
ranking among the top five teams worldwide.
Prior to joining Gecić Law, Marko gained valuable experience during his internship at a renowned regional law firm, where he focused 
on commercial and labour disputes, white-collar crime, and contract law.
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Gecic Law has also been named a "Recommended Firm" by Benchmark 
Litigation, with individual team members recognised by Who’s Who Legal.

www.geciclaw.com



The International Comparative Legal Guides 
(ICLG) series brings key cross-border insights to legal 
practitioners worldwide, covering 58 practice areas.

Consumer Protection 2025 features two expert 
analysis chapters and 21 Q&A jurisdiction chapters 
covering key issues, including:

 Protections in Relation to the Quality and
      Function of Goods and Services
 Protections/Prohibitions in Relation to the
      Safety of Goods and Services
 Prohibitions Relating to “Conduct” Against
      Consumers

 Other Protections/Prohibitions

 Investigation of Potential Breaches

 Enforcement

 Appeals

 Current Trends and Anticipated Reforms

International 
Comparative 
Legal Guides

The International Comparative Legal Guides are published by: glg Global Legal Group


