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SCOPE
This guide aims to clarify the steps and procedures that an entity must implement for a correct
replication of the LISBOA ZERO Web App, which has been developed within the scope of
FORCE – Cities Cooperating for Circular Economy, a project launched by the European
Commission.

2

Replication Guide

TABLE OF CONTENTS
1. Introduction

4

2. Zero Desperdício Program

8

2.1. Stakeholders’ Involvement

8

2.2. Zero Desperdício Program Workflow

10

2.3. Adding New Entities to the Program

11

2.4. Operational Procedures

13

2.5. Monitoring Quality and Food Safety

15

2.6. Monitoring and Evaluation of Performance and Results

16

3. USING THE LISBOA ZERO WEB APP

19

3.1. SCOPE

19

3.2. REGISTRATION

22

3.3. DONATIONS

31

3.4. USER SUPPORT

34

3.5. BENCHMARKING KPIS AND DEDICATED REPORTING

35

REFERENCES

41

APPENDICES

42

SUGGESTIONS TO DEVELOP THIS MANUAL

43

4. BEST PRACTICES IN THE CONTEXT OF THE “COVID-19 ALERT” PERIOD

44
3

Replication Guide

1_ INTRODUCTION
According to the Food and Agriculture Organization of the United Nations (from now designated
by its acronym FAO), one-third of all food produced in the world is lost or wasted (FAO, 2011),
generating annually 8% of global greenhouse emissions (FAO, 2018). In Europe, around 50%
of produced food is wasted; during 2015, 42.5 million people were not able afford a quality meal
every second day (Stenmarck, Jensen, Quested, & Moates, 2018). Recent data about
European Union esteemed that, on average, 173 kilos of food are wasted per person, per year
(Ecologic Institute 2019, 2019).
Considering the values mentioned before, it is important for minds and behaviours to be
changed, building a conscientious society through trainings and giving them the proper tools,
which can support the waste management and measure its impacts. The European
Commission has been working towards this goal, providing support to Researches and Projects
that could result in valuable practices for a sustainable environmental, in line with the circular
economy principles.
In the food sector, it is firstly necessary to draw up action plans and develop procedures and
tools to: prevent the waste of raw materials and other ingredients, so the entire production of
the final product can be processed while generating the least possible impact; food
redistribution for human consumption; or for animal feed production. In a second instance, it
involves managing the organic waste produced, using processes that minimize as many
negative impacts on the environment as possible (Figure 1).
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Figure 1: Food and drink material hierarchy (WRAP, 2018)
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There are long-standing practices to recovery long shelf life food surplus (i.e. foodbank system),
but for those with shorter ones (48 hours or less), the practices remain untapped. The main
reasons for such can be related with:
•

Legal barriers;

•

Food safety and hygiene barriers;

•

Operational barriers;

•

Lack of trust between operators.

In Portugal, these barriers were present when a group of nine citizens started a Zero
Desperdício Movement looking for a solution to avoid food waste. As a way to break down to
these barriers, in 2012, the DARiACORDAR association was born; with the support of ASAE
(Food Security and Economic Authority) and DGVA (Directorate-General for Food and
Veterinary), it started The Zero Desperdício Program. The Program has a national Zero
Desperdício Network that, in a collaborative way, manages food surplus donations inspired on
the circular economy principles, connecting local entities in order to use financial, human and
material resources that already exist inside the community, minimizing additional investments.
DARiACORDAR’s Zero Desperdício Network, with its Zero Desperdício Model, links donors
and receivers of food surpluses, through a procedural, operational model that monitors and
evaluates impacts, ready to manage the food surplus recovered in the network. This model has
norms and a workflow chain, as well as a database with business intelligence functions, which
allow an efficient management and monitoring of the network, and in addition, also evaluate
social, economic and environmental impacts.
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The Zero Desperdício Model was developed and implemented on the field by DARiACORDAR,
which manages in a strategic and operational way the entire Zero Desperdício Network. It is
responsible for ensuring the compliance of the hygiene and food safety norms during the
procedures of the involved entities in the donation and delivery to beneficiaries. It matches the
entities, mediates and communicates with donor and receiver entities, monitors the Zero
Desperdício Network, manages data and updates the database functions, and also measures
the social, economic and environmental impacts.
DARiACORDAR fulfils the goals of Zero Desperdício Movement, since the Zero Desperdício
Model and the implementation of Zero Desperdício Network have been contributing to food
surplus recovery, which would otherwise be wasted, generating organic waste and negative
social, economic and environmental impacts.
In 2016, DARiACORDAR joined FORCE – Cities Cooperating for Circular Economy project,
which aims to minimise the loss of materials from the linear economy, and work towards a
circular economy. Under this project, the Web APP “Lisboa Zero” has been developed, further
supporting the implementation of DARiACORDAR’s Zero Desperdício Model. The Web App
“Lisboa Zero” was developed by Addapters, who was responsible for developing the Web App’s
code and graphic design, and by DARiACORDAR, who was responsible for the data base
management and Zero Desperdício Model design (procedural and operational model that is
connected to the Web App) with new valences to benefit City Councils, such as:
•

Environmental monitoring, through the cross-referencing of data regarding waste
treatment and food recovery data. This contributes for the achievement of waste
reduction goals;

•

Effective local government-to-citizen communication of local environmental policy and
waste reduction measures;

•

Monitoring of the economic and social impacts of the redistributed food.

Being an entity that wants to implement a food recovery project in affiliation with
DARiACORDAR’s Zero Desperdício Program, it, as well as the planet and its society, will
benefit from advantages provided by this new tool – Web App “Lisboa Zero”.
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This replication manual proposes the application of the Zero Desperdício Program to
government organizations that intend to implement it, indicating the necessary procedures for
its implementation, ensuring the safety and quality standards that characterize the Zero
Desperdício Model.
DARiACORDAR is a non-profit association and member of Safe Food – Solutions for a world
aware of its resources.

All technical procedures regarding hygiene and food safety related to food surplus collection,
packaging, transport, and its delivery are in line with European Commissions guidelines on food
donation (European Comission, 2017), Additionally, all procedures have been validated by
Portuguese authorities - ASAE and DGAV.

The current results of DARiACORDAR’s Zero Desperdício Network are available on
www.zerodesperdicio.pt.
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2_ ZERO DESPERDÍCIO PROGRAM
The Zero Desperdício Program has in its organizational structure the following entities:
facilitator entity, receiver entities, donor entities, local authorities, other partners and
beneficiaries.

2.1 Stakeholders’ Involvement
Facilitator Entity:
The facilitator’s role is to manage the relationship between all stakeholders and managing the
Program at the strategic level, matching the supply of food surplus with potential demand and
enabling contact between food donors and receivers. The facilitator is equally responsible for
trust-building initiatives between the donation’s operators, as well as the operational capacity
verification of the receivers and their training for an adequate donation process.

Figure 2: Key roles of the facilitator in the Zero Desperdício
Model
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Receiver Entities:
Receiver entities have the responsibility of transporting, storing and redistributing recovered
food to people in need or for internal use.
These entities are responsible for the food’s safety from the moment of the donation (collection
from donors) until the delivery to the beneficiary. They are equally responsible for an adequate
reporting of the received donations to the facilitator entity within the given framework.
Donor Entities:
Donor entities are food business operators or organizations that provide food surplus from each
stage of the food supply chain.
Their responsibility is to ensure that food surplus that is given for donation is adequate for
human consumption, according to the current norms for hygiene and food safety.
A variety of entities has integrated the Zero Desperdício Program so far, such as: restaurants,
hotels, hospitals, universities, vending machine operators, supermarkets, among others that
could provide food surplus.
Local Authorities:
Municipal Councils, Parish Councils and other similar local authorities can establish
partnerships with the Program assuming a variety of roles. They can help identify potential
donor and receiver entities.
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Local Authorities:
Municipal Councils, Parish Councils and other similar local authorities can establish
partnerships with the Program assuming a variety of roles. They can help identify potential
donor and receiver entities.
Other Partners:
These entities or individuals support the Zero Desperdício Program with funds to acquire
materials (isothermal boxes, packaging, etc.), operational resources (services, human
resources, and others), or other kinds of support.
Beneficiaries:
The Beneficiaries are those in need of the recovered food.
Since they receive the donation, their responsibility is to follow the information conveyed with
the donations regarding their preservation and to consume them before the expiration date.

2.2. Zero Desperdício Program Workflow
The Zero Desperdício Program should be applied through its Network, according to its
operational model and workflow (Figure 3).

Figure 3: Zero Desperdício Program workflow

10

Replication Guide

2.3 Adding New Entities to the Program
INCORPORATION OF NEW DONORS
Potential donors can become part of the Zero Desperdício Program by contacting the facilitator
entity or through an invitation.

Donors become part of the Program by signing a protocol with the Zero Desperdício Program.
This protocol ensures they comply with hygiene and food safety norms and that they have
enough human and material resources to participate in the program as donors. After the signed
protocol, the Zero Desperdício Team inserts the donor entity on the database, and they can
start to make donations of meals fit for human consumption and/or other type of goods (such
as nutritious animal food, clean products, among others).
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I NCORPORATION OF NEW R ECEIVERS
When a receiver entity (NGO, private charity, association, among others) is accepted, a visit is
performed by a hygiene and food safety technician, to verify if they can comply with the hygiene
and food safety norms. The Zero Desperdício team also takes note of the material and human
resources they have, in order to match them with the best donors according to the receiver’s
needs and capabilities. Once a receiver entity is accepted in the program, they must register
the donations received on the Zero Desperdício Network database, using a digital web app
platform.
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2.4 Operational Procedures
D ONATIONS C OLLECTION
Those collecting donations must ensure the best practices in compliance with the norms of
hygiene and food safety (see Appendices 1 and 2).
Donations can be on a daily, weekly or variable basis depending on the quantity and quality of
food available from donors.
Collections are made on specific local and days scheduled between the donor and receiver,
with the mediation by facilitator entity.
It is the responsibility of receivers to collect the food and distribute it to the beneficiaries.
Food must be transported by the receiver entities in suitable containers.
D ONATIONS D ELIVERY
Food should be transported with adequate care to hygiene standards and the correct
temperature should be maintained for the product to avoid contamination or unwanted
alteration. Vehicles must be kept in good condition: cleaned and disinfected at appropriate
intervals (Appendix 1 and 2).
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Means of Transport:
a) Refrigerated vans - temperature controlled with a thermometer or a data logger.
b) Unrefrigerated vans - the transport of food must be made in isothermal boxes.
c) If the vehicle is used for transporting other products - it must have a dedicated
area (physical separation preferably) for the food in isothermal boxes.
Upon arrival, the number of products should be weighed (in kilos) and reported through the
agreed online channels, where the receiver entity can state how much it has received from
each type of food and from each donor.
D ISTRIBUTION OF F OOD
The distributed food must be traceable, particularly regarding its source and quantities. The
receiver entity must keep an updated record of donations.
It is essential that receivers establish appropriate procedures to food surplus reception,
classification, packaging and preservation, before delivering it to the beneficiaries.
The delivery of food should always be made according to food hygiene and safety norms.

c
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2.5 Monitoring Quality and Food Safety
The Zero Desperdício Program empowers receiver entities with knowledge about hygiene and
food safety to ensure compliance with hygiene and food safety norms; it monitors the entire
process from collection, distribution and packaging during the delivery of food surplus.
The Zero Desperdício Program Manual of Hygiene and Food Safety is available for all receiver
entities to ensure that they are aware of their obligations and have the necessary knowledge of
hygiene and food safety for handling the food surplus.
Donors do not need training because their process of manufacture, storage, packaging,
labelling, transportation, distribution and delivery of donated food items are in accordance with
hygiene and food safety procedures based on HACCP (Hazard Analysis and Critical Control
Point), which are according to article 5 of the Regulation (CE) Nº 852/2004 of European
Parliament of 29 of April 2004.
European regulation ensures that procedures developed in collaboration with ASAE and/or
DGAV are valid throughout the European Union (e.g. Regulation (EC) 852/2004; the specific
provisions of Regulation (EC) 853/2004; and Regulation (EC) nº 178/2002). All procedures are
in line with the EC Guidelines for Food Donation (European Comission, 2017).
During the collection phase, it is of great importance that the distribution and delivery ensure
hygiene and food safety. There is a list of procedures that must be followed for each situation
(Appendix 1 and 2).

2.6 Monitoring and Evaluation of Performance and Results
Ongoing monitoring and evaluation should be done systematically but without wasting too much
time, either for the donor or for those who are collecting and processing the data, avoiding
bureaucratic problems, throughout the network’s growth. For each activity, a set of indicators
to report has been defined, and the process of monitoring and evaluation is ensured by the
Zero Desperdício Operating Program Unit, as shown in Table 1 and Table 2.
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Products
Activities

Results

(direct and tangible results of

(What happens? What change was generated by the

planned activities)

Registration of Receivers
and Donors

§
Establishing contact between
Donors, Parishes and

§

Municipal Councils

products offered – short and medium terms?)

No. of registered Receivers
No. of registered Donors

Satisfaction level of Donors and Receivers

No. of links between Receivers and
Donors
No. of municipalities involved
No. and type of occurrences

Increasing the visibility and reputation of Donors
ü

Recorded changes in behaviour/attitudes of
employees to levels of food waste

§
Training in Food Hygiene and
Safety

§
Collecting food

Distribution of food

No. of Receiver Entities trained

Increasing Level of satisfaction

No. of training hours

Changes recorded at the level of learning

No. of donations per month
No. of meals per month

§
§

No. of people supported
No. of households covered
Amount of time support received

ü
ü

ü
ü
ü

Economic:
Annual savings to the state from the estimated cost of collection,
treatment and storage of solids and liquids in landfills. Cost: 18
euros per tonne
Environmental:
Reduction of greenhouse gas emissions resulting from the
reduction of food wasted.

Table 1: Table for Monitoring Performance and Results
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Method of collecting

KEY
Indicators

information

Who collects and when?

From 1-5, how satisfied are you with Zero Desperdício?
(detailing aspects in the questionnaire if necessary) Scale: 5 = very

Online

ü The ZD team; every 6 months

Direct interview

ü The ZD team; every 6 months

Direct interview

ü The ZD team; every 6 months

Direct interview

ü The ZD team; every 6 months

satisfied; 1 = very dissatisfied

Have you noticed an increase in the visibility and reputation of your
organisation since beginning of working with Zero Desperdício? In what
ways?
Scale: 5 = strongly agree; 1 = strongly disagree
Open Question:
What kind of changes in behaviour/attitude have you observed in your
employees regarding the level of food waste?

From 1-5, how satisfied are you with Zero Desperdício? (detailing aspects
in the questionnaire if necessary)
Scale: 5 = very satisfied; 1 = very dissatisfied

How would you assess your knowledge of food hygiene and safety
BEFORE training?
How would you assess your knowledge of food hygiene and safety AFTER
training?

Direct interview or
online

ü Training team; after the session

What were the main lessons of the training session?

Number of tonnes of food that were not wasted x estimated cost of
collection, treatment and storage of solids and liquids in landfills

Donation receipts
Donor’s Monthly

Cost: 18 euros per tonne

ü The ZD team; every 6 months

Activity Report

Tonnes of food not wasted x CO2 generated per tonne of wasted food | CO2
generated per tonne of wasted food: 4.2 tonnes CO2
See indicators: http: //www.zerowasteeurope.eu/2010/12/towards-zerofood-waste-in-the-eu/

Donation receipts
Donor’s Monthly
Activity Report

ü The ZD team; every 6 months

Table 2: Table for Monitoring - key indicators
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3_ USING THE LISBOA ZERO WEB
APP
3.1. SCOPE
The new digital platform LISBOA ZERO developed within the scope of FORCE - Cities
Cooperating for Circular Economy project, is the first integrated platform for the global, 360
management of food production surpluses, aiming to avoid food waste in the entire production
line, distribution, and consumption.

LISBOA ZERO Platform - Homepage

Developed by considering as its starting point and functional base the DARiACORDAR's ZERO
DESPERDÍCIO operational model, the new web app aims to contribute to the reduction of
organic waste directly at its source, looking for an efficient, agile and scalable solution, in which
food products near the end of their life cycle can be rechannelled to new channels and
consumption platforms, according to circular economy, with the following impacts:
18
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a) SOCIAL, given that the rechannelling of surplus food production has as main target
audiences institutions of social solidarity, parish councils, foundations, among other
organizations, and their beneficiaries and families who would otherwise have limited or
even impossible access to these assets. This social impact also unfolds in an
improvement in the levels of quality of life and public health, fighting food shortages;
b) ENVIRONMENTAL, given that it is an active instrument for reducing the carbon and
water footprint from food production, contributing for the reduction of tons of CO2
emissions and water resources consumption that would otherwise be amplified with
increasingly serious results for the sustainability of the environment, either by not
consuming all the food production or by all the processes associated with waste
treatment;
c) ECONOMIC, by avoiding the waste of food production and rechannelling these goods
into a new consumption line, thousands of euros that would be wasted are recovered
through effective consumption, thus delivering to all users an effective management
tool.
Starting from the operational model already implemented in several contexts and sectors - today
present not only in Lisbon but throughout the national territory - and integrating this model,
previously manual, in a new digital approach, the new LISBOA ZERO platform has as its main
ambition the global improvement of the entire process and increase all the great results and
impacts achieved so far.
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This vision is achieved from:
a) Simplification of the registration and access process for all the different agents in the
different stages;
b) Providing more and faster feedback on the different actions taken by different types of
users;
c) Positioning as the main communication channel between the different users;
d) Generation of notifications/alerts to be sent automatically;
e) Dedicated activity dashboards for the different user groups;
f) The global overview of the process and main efficiency and effectiveness indicators;
g) Integrated management of user databases and main activity KPIs;
h) Access to always updated information, facilitating the on-time view of the activity and
results;
i)

Optimization and global improvement of processes and management of resources,
avoiding waste;

j)

Access and use of the platform in any location or any device, given the fully responsive
development with the web app format;

k) Definition of user-profiles with different roles according to the activity designed in the
workflow, thus adjusting to the reality of each company and institution.
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USER EXPERIENCE

COLABORATION

INFORMATION

MANAGEMENT

The LISBOA ZERO
platform delivers
quick and easy
access for all users to
make their donations,
as well as in the
adhesion process,
from any equipment
or place.

The LISBOA ZERO
platform is based on
collaborative models
between the different
agents - companies,
organizations -,
streamlining
communication,
valuing the active
contribution and
bringing entities
together.

In addition to a public
area with the
presentation of
relevant information
for companies and
citizens and
strengthening the
positioning of the City
of Lisbon as a Green
Capital, it has a
private area with
dedicated
sustainability
dashboards and KPIs
and benchmarking
studies.

The LISBOA ZERO
platform is a
management tool for
both participating
entities that access
all relevant
information in one
place, always up to
date, and for
DARiACORDAR, the
managing entity of
the ZERO
DESPERDÍCIO
network, the
application's basic
operating model.

3.2. REGISTRATION
Registration on the LISBON ZERO platform requires adhering to DARiACORDAR's ZERO
DESPERDÍCIO program, in order to ensure procedural compliance, as well as food hygiene
and safety, and legal compliance. This new platform is, therefore, a digital tool that
operationalizes a protocol to be established between the company or institution and
DARiACORDAR within the scope of the city of Lisbon.
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At moment # 1 of registration, the entity - donor or receiver - can make the registration online
by filling in the form available at lisboazero.app (https://www.lisboazero.app). This form is sent
for follow-up by DARiACORDAR for technical verification of all the requirements for joining the
ZERO DESPERDÍCIO program. Another way for the membership to be formalized is through
the marketing and public relations and institutional areas carried out by DARiACORDAR or via
the User Support service, through which entities can request the start of the membership
process or even suggest new entities to integrate the network - donors or receivers.

Online Membership Application Form

In moments #2 and #3, the entire process of analysing and framing the activity of the entity donor or receiver - is carried out on the LISBOA ZERO platform.
This analysis ensures compliance with all requirements by DARiACORDAR, regarding the
operational model ZERO DESPERDÍCIO, as well as by ADAPTERS for making the user manual
available and conducting a training and clarification session - in person or online - with the users
designated by the entity who will be the main ones to access the platform and enter and export
data. It is also at this time that the relationship between the association of receivers associated
with each donor and the various donors associated with each receiver is established in a closed
environment.
22
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This donor/receiver association is fundamental for the entire operation not only of the ZERO
DESPERDÍCIO network but also of the LISBOA ZERO platform, since all the automatic alert
management will be based on this basic association that is reflected in the protocol to be
established, with the possibility of adding more associations in the future.
At moment #4, access codes will be assigned to users according to the possible profiles to be
adjusted to the context of each donor or receiver entity. The LISBOA ZERO platform provides
for a structure of 3 levels of users:

User Profile Structure - Example

a) Master - has access to all functionalities and all activity indicators, even if the donor or
receiver entity has more than one establishment. This profile should normally be
assigned to the entity's representatives. They also have the freedom to create other
users within their structure - Supervisors or Assistants - and the possibility to promote
those users or demote, thus ensuring greater management flexibility.
b) Supervisor - has access to all the information of the groups/establishments that are
under his responsibility, as well as the possibility to create/edit or delete agents within
those groups. This is usually the profile assigned to store managers. This user can be
promoted to Master by another Master.
c) Assistants - has access only to the information of the group/establishment in which
they belong and is not allowed to create new agents. This user can be promoted to
Supervisor or Master by another Master.
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Users management can be performed in the logged area of the platform under the option “User
Management” with the following possibilities:

User Management Area – Example

Users with a Master profile can also manage / update the protocols to which they are associated
with the Protocol Management option:

Protocol Management Area – Example
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Finally, at moment #5, the first access is performed and the platform is ready for using. It is only
necessary for the User to access, from any equipment - desktop, tablet or smartphone - the
public area LISBOA ZERO, available at lisboazero.app (https://www.lisboazero.app ), and
login:

Login Page – Example

After successful login, the user will have immediate access to the homepage, where, according
to donations made or registered - depending on whether it is a donor or receiver -, the user will
always have access to all updated data of the activity through simple and dedicated dashboards
that right from the start position the total already achieved by the LISBOA ZERO network,
gamifying the experience:

KPIs Dashboard – Example
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It also allows the user to analyze the temporal evolution of these indicators and the possibility
of exporting them to an excel or pdf file for internal treatment, according to different filters:

Evolution Charts – Example

It even presents an immediate view of the distribution of its activity by type of goods, thus
allowing to identify areas for improvement of its internal processes. This data allows the
definition of strategies that make social and environmental responsibility compatible, with
greater economic efficiency for entities:

Evolution Charts – Example
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Finally, the user also has access to all the details of donations, per day, quantity and type of
asset, considering GROUP, CATEGORY and TYPE as the classification structure. This
classification is based on the following data and cataloging structure, which prepares the
LISBOA ZERO application to respond to donations not only of food goods, but also other goods:
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Donations Catalogue
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All data entered by the user will be presented in the Total Donations Report Table by Product
Type, which is also shown on the entry page and with the possibility, once again, of exporting
all information to an excel or pdf format, thus supporting the internal processing of data
according to the different filters:

Donation Classification and Categorization Tables - User Report - Example

Excel or pdf document layout to be received by the user in the option “export” table or graph
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From the first access, the user will always have an area dedicated to information and support,
with access to the manuals, information about the campaigns in progress and analysis contents,
a user support area with a Bot & Live Chat of real time response. The user also has the
possibility to access all support / management information, such as the report of their activity or
comparative benchmarking studies, sectoral or geographic. This area, for a better user
experience, is always available on the footer throughout all navigation in the logged area:

Access Area for User Support, Manuals and Other Management Tools

3.3. DONATIONS
After joining and first accessing, the user of the LISBOA ZERO platform will have the possibility
to carry out all their operations and consultations always in 3 clicks, in which the first is to access
from any equipment - desktop, tablet or smartphone - to the public area LISBOA ZERO,
available at lisboazero.app (https://www.lisboazero.app ), and login:

Login Page - Example
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Then select the “Donations” option, available in the main menu:
c

Donations Page – Example

If the user selects the “+” option at the bottom of the table and selects the “Activate Frequent
Donation” option, it is not necessary or required to fill in more tables or any additional data, as
the receivers that are associated with their network are already logistically prepared for this
volume and type of donations.
If, in addition to the frequent donation or in place of the frequent donation, the user wants to
make a special donation - another type of asset that normally does not appear in their donations,
an increase in the quantity of goods that may require a greater logistical effort from the receiver
or even an additional one-off donation -, the user only has to select “Special Donation” and
complete the table according to the Class / Category / Type structure described above. This is
the only time when such a procedure is required.

Then the user must select the option "Activate Donation" and the receiver or associated
receivers will be automatically notified by email, according to the images presented below for
both scenarios - Frequent Donations and Special Donations.
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Frequent Donation Alert Email sent to the Associated Receiver - Example

Special Donation Alert Email sent to the Associated Receiver - Example

As of this moment, the donation is finalized, and in the case of Frequent Donations, all the
information that will feed the LISBOA ZERO database and the various reports and dashboards
is uploaded by the Receivers, who even validate the quantities even in Special Donations,
previously indicated by the Donor.
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3.4. USER SUPPORT
At any time, the user can request support in the management or clarification of their donations,
accessing the support option present in the main menu with a dedicated ticket management
area that ensures the centralization of all tickets on the platform, thus avoiding the loss of
information in other channels such as email.

Tickets Area – Example

In this area, in addition to always being able to create new support and clarification tickets, the
user has the possibility to check in real time the status of their order and create new orders
without losing the interaction history. All monitoring is ensured by the DARiACIORDAR support
team. The entire history of interactions is recorded on the platform, thus ensuring all support
throughout the process.

Ticket Creation / Update - Example
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Interactions – Example

3.5. BENCHMARKING KPIS AND DEDICATED REPORTING
The LISBOA ZERO platform is not only the first digital platform developed for the global
management of processes for Circular Economy, but also the first to provide market studies
continuously updated - monthly - which allows all participating entities to have a global and
comparative view, in the sector, in the geographical area or in all sectors and the entire ZERO
DESPERDÍCIO territory.
In addition, the member and user of the LISBOA ZERO platform has the possibility to access,
customize and export, at any time, a dedicated report of their activity, including the scope and
social impact of their donations, thus closing the information and management cycle planned
for this platform and also here simplifying the whole process.
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Dedicated Entity Report – Example
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Globla KPIs Benchmarking Report – Example
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Regional KPIs Benchmarking Report – Example
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Sectors KPIs Benchmarking Report – Example
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All of these reports have the possibility, once again, of being exported by the user so that the
user can view all the information to excel or pdf, thus supporting the internal treatment of the
data according to the different filters and integration in the various sustainability reports and
social responsibility that entities registered on the LISBOA ZERO platform may wish to develop.
Easier, more integrated, more agile.
LISBOA ZERO.
THE DIGITAL PLATFORM OF THE CIRCULAR ECONOMY.

39

Replication Guide

REFERENCES
Ecologic Institute 2019. (2019). National platforms to fight food waste. Obtido de REFRESH:
https://youtu.be/s_qL-10uDbo
European Comission. (16 de 10 de 2017). COMMISSION NOTICE of 16.10.2017 EU guidelines
on

food

donation.

Obtido

de

https://ec.europa.eu/commission/index_en:

https://ec.europa.eu/food/sites/food/files/safety/docs/fw_eu-actions_fooddonation_eu-guidelines_en.pdf
FAO. (2011). Global Food Losses and Food Waste – Extent, Causes and Prevention. Rome:
FAO (Food and Agriculture Organisation of the United Nations).
FAO. (16 de 8 de 2018). Food wastage footprint & Climate Change. Obtido de
http://www.fao.org/nr/sustainability/food-loss-and-waste:

http://www.fao.org/3/a-

bb144e.pdf
Stenmarck, Å., Jensen, C., Quested, T., & Moates, G. (16 de 8 de 2018). https://www.eufusions.org.

Obtido

de

https://www.eu-fusions.org:

https://www.eu-

fusions.org/phocadownload/Publications/Estimates%20of%20European%20food%20
waste%20levels.pdf
WRAP. (2018). FOOD WASTE MEASUREMENT PRINCIPLES AND RESOURCES GUIDE.
WRAP.

40

Replication Guide

APPENDICES
APPENDIX 1:
List of procedures in collections from large establishments – Click HERE
APPENDIX 2:
List of procedures for occasional collections from caterers and others – Click HERE
APPENDIX 3:
FAQ – Click HERE
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SUGGESTIONS TO DEVELOP
THIS MANUAL
This manual is a living, open and dynamic document.
In order to improve its quality and usefulness, please fill in this space your suggestions, criticism
and new ideas because they are important for us.
You can also send us your suggestions at: geral@zerodesperdicio.pt
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ATTACHMENT
BEST PRACTICES IN THE CONTEXT OF
THE “COVID-19 ALERT” PERIOD
Portugal is in a “State of Alert”, due to the emergence of COVID-19, so it is imperative to adopt
extraordinary and temporary measures to prevent the spread of the new Coronavirus, being a
responsibility shared by all social, economic actors, public, private, collective or individual.
However, it must be possible to continue donating food, as donor entities continue to produce, and
people who lack this food cannot be forgotten.
Thus, the hygiene rules that apply in the area of food safety, already known and implemented, must
now be reinforced, during the process of preparation, packaging and delivery of food, so as not to
promote unnecessary and avoidable risks.
As a first note, it should be noted that the volunteers will not be able to jeopardize this noble activity,
so, if they have been in contact with a positive or even a suspect case, they should not carry out any
activity in the context of food donation, and instead stay at home and articulate directly with the SNS,
calling SNS24 – +351 808242424, following the recommendations CORONAVÍRUS | COVID-19.
In the event that there is no contraindication, that is, if they do not manifest any type of respiratory
infection symptoms (cough, fever or difficulty in breathing), they can thus attend the Institution and
follow the rules below.
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In this sequence, actions that can prevent the spread of the COVID-19 virus are identified below,
namely:
During food preparation / packaging:
Promote hand washing always when entering and leaving the place where food is prepared
and packaged.
ü Promote hand washing several times, using liquid soap;
ü Do not open faucets with your hand; whenever possible, use parts of the body that do not
lead to the face (forearm, elbow, and foot, if the faucet is operated with the foot);
ü Rub your hands with liquid soap, taking at least 20 seconds during washing;
ü Always dry your hands with a non-reusable paper towel or hot air. Provide bins for placing
used wipes near the washbasins;
ü If there is a need to bring your hand to your face, always wash it beforehand, under the
conditions identified above;
ü Avoid touching the eyes, nose and mouth with your hands;
Promote respiratory etiquette measures:
ü Do not cough directly towards other people and / or food and / or countertops; cough
directly onto a paper, or body part (arm) that does not come into contact with other
people or utensils. If you use paper, it must be placed in the trash immediately.;
ü Do not sneeze directly towards other people; use tissue paper, and immediately put it in
the trash;
Social Distance:
ü Do not share food or personal effects (cups, cell phones ...);
ü Change the frequency and form of contact between volunteers, avoiding close contact
(handshakes, kisses, shared jobs);
ü Move at least 1 meter away from the place where the food is prepared and / or packed;
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During food delivery:
During the trip:
ü Maintain a distance of at least 1 meter between volunteers;
ü Use disinfectant gel several times and whenever you need to bring your hand
to your face;
ü Always disinfect after food delivery;
ü Maintain hygiene rules and respiratory etiquette;

When delivering food to beneficiaries:
ü Firstly, explain that volunteers cannot come close, as they pose a risk to
beneficiaries, due to the fact that they move between different destinations
and have contact with several people;
ü Promote a distance of at least 2 meters between the volunteer and the door
of the beneficiaries' home;
ü Never enter the beneficiaries' home;
ü Disinfect your hands when you reach the vehicle;
ü Maintain hygiene rules and respiratory etiquette;

Return to the institution:
ü Wash your hands in the molds already transmitted;
ü Maintain hygiene rules and respiratory etiquette.

45

Replication Guide

This manual was developed by DARIACORDAR, constituting an important instrument of
support and training for all Receiving Entities that are part of the national ZERO DESPERDÍCIO
network for the recovery and distribution of surplus food production.
COPYRIGHT INTELLECTUAL PROPERTY:
DARIACORDAR
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