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Introduction

Cross-border trade within the EU is growing and there is a general consensus that this is 
a positive development since it means a wider choice of products and services as well as 
lower prices for consumers. But as cross-border trade is growing so are cross-border 
complaints.

If consumers are to have trust in cross-border trade they need to know that it is safe to 
shop in other EU-countries. And different remedies are already in place to help consum-
ers solve their cross-border complaints, one of these being the European Consumer Cen-
tres Network (The ECC-Network).

The ECC-Network is an EU-wide network consisting of 29 centres, one in each EU mem-
ber state together with a centre in both Iceland and Norway. The Network is co-financed 
by the Health and Consumer Protection Directorate General of the European Commis-
sion and by the member states. The main aim of the ECC-Network is to create consumer 
confidence in the Internal Market and assisting consumers with cross-border complaints 
is one of the key objectives of the network.

Since 2007 the ECC-Network has systematically been registering complaints received in 
an online case handling system and data shows that the number of complaints has grown 
from 5,000 in 2007 to 6,500 in 2008 to estimated 8,000 in 2009. In other words an in-
crease in the number of complaints of 60 % from 2007 to 2009.

With this network report we want to have a look at how likely consumers are to have their 
cross-border complaints solved today and which role alternative dispute resolution 
mechanisms (ADR) play in this. ADR we define as complaint handling mechanisms1 
dealing with consumer complaints without involving the traditional court system.

Cooperation with and development of ADR are among the core objectives of the ECC 
Network and in the EU consumer policy strategy for 2007-2013 the use of ADR1 is men-
tioned as one of the ways to reach the goal of the consumer strategy that every EU-con-
sumer should be able to shop from anywhere in the EU confident they are equally effec-
tively protected.

Even though cross-border trade is growing it has the potential to grow much more in 
coming years so it is important to prepare for this by setting up systems being able to deal 
with cross-border complaints in an effective way. We hope with this report to be able to 
contribute to this.

A special thanks to Laine Vitola, former manager/adviser at European Consumer Centre 
Latvia, now ph.d. student at the University of Latvia, for all her help in preparing this 
report, especially chapters 3, 4 and 5.

Peter Fogh Knudsen, director, ECC Denmark, pfk@forbrugereuropa.dk
Piotr Stanczak, director, ECC Poland, piotr.stanczak@konsument.gov.pl
Federico Vicari, director, ECC Italy, federico.vicari@ecc-netitalia.it
Elisabetta Sciallis, lawyer, ECC UK, elisabetta@tsi.org.uk

1	  �Meeting the two existing recommendations, Commission Recommendation 98/257/EC of 30 March 1998 on the principles ap-
plicable to the bodies responsible for out-of-court settlement of consumer disputes, and Commission Recommendation 
2001/310/EC of 4 April 2001 on the principles for out-of-court bodies involved in the consensual resolution of consumer dis-
putes.
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Scope

The purpose of this report is:
1.		� To analyse the number of complaints received in the ECC-Network in 2007 and 2008 

and the outcome of these cases to the extent that they have been closed by the end of 
2007/2008

2.		� To analyse the existence of ADR in a cross-border context and how ECCs are working 
together with ADR in dealing with cross-border complaints

3.		� To identify the product/service-specific areas where each ECC receives the most 
cross-border complaints today against traders in its country

4.		� To suggest recommendations for possible improvements in the dealing of cross-bor-
der complaints

Each member of the European Consumer Centres Network has participated in this joint 
project which means that the report covers 29 countries. Countries such as Bulgaria, Ro-
mania, Slovenia and Slovakia are the newest members of the ECC-Network and therefore 
the numbers of received complaints in their centres are not yet very big as well as ADR 
activity is not very high.

Data has been collected in two ways:
1.		� statistical data concerning the number of complaints and the outcome of the cases 

has been  provided by the European Commission which collected the data from the 
so-called it-tool, the common online case-handling system used by all ECCs to regi-
ster all complaints received in the network

2.		� a questionnaire asking for additional information not registered in the it-tool has 
been answered by all ECCs (the questionnaire can be found in Appendix 1)

The way data has been collected presents some limitations. Only complaints received and 
registered by the European Consumer Centres are analyzed, the way complaints are regi
stered may vary to some extent from centre to centre and regarding the distributed ques-
tionnaire not all ECCs have been able to answer all questions. This should be kept in 
mind throughout the report.

The following terms are referred to throughout the report:
�� 	� Normal complaint: a statement of dissatisfaction by a consumer concerning a cross-

border transaction with a seller or a supplier
�� 	� Simple complaint: a complaint that has been dealt with by an ECC in a one-step 

operation without any follow-up (typically an e-mail or telephone answer to a con-
sumer inquiry about a complaint where the consumer is informed about his/her 
rights and advised on how to approach the trader in order to solve the issue directly 
with the trader

�� 	 ECC: European Consumer Centre
�� 	� ADR: Alternative Dispute Resolution mechanisms dealing with consumer compla-

ints without involving the traditional court system
�� 	� NEB: National Enforcement Bodies responsible for dealing with air passenger com-

plaints according to Regulation 261/2004
�� 	 ODR: Online Dispute Resolution

The opinions contained in this Report are not those of the European Commission or 
national funding bodies.
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1. �Alternative Dispute Resolution in 
the European Union

Alternative Dispute Resolution (meaning complaint handling mechanisms dealing with 
consumer complaints without involving the traditional court system) has been an im-
portant part of the European Commission’s concept of consumer policy for a number of 
years. In view of its potential effectiveness in the resolution of disputes, the practical ben-
efits for consumers are self-evident. Though in practice there is still a need for consistent 
movement towards full exploitation of the potential of these kinds of mechanisms 
throughout Europe.

1.1.	 Structure and procedure

Many member states have not had long traditions of ADR, and the development of such 
mechanisms was determined significantly by the needs of the Common Market, as well 
as by EU membership. The Commission adopted a Communication on the out-of-court 
settlement of consumer disputes in 1998, which in turn included the Commission Recom-
mendation 98/257/EC on the principles applicable to the bodies responsible for out-of-court 
settlement of consumer disputes. Three years later this recommendation was supplemen
ted by Recommendation 2001/310/EC which widened the scope from procedures where 
a third party proposes or imposes a decision to resolve the dispute to also include consen-
sual settlement procedures (such as mediation) where the third party facilitates the reso-
lution of a consumer dispute by bringing the parties together and assisting them in 
reaching a solution by common consent. Member States may notify to the Commission 
the ADR that they deem in conformity with these two Recommendations (the so-called 
notified ADRs). A list of these notified ADRs can be found in the EU Commissions ADR 
database (http://ec.europa.eu/consumers/redress/out_of_court/adrdb_en.htm)

ADRs may be set up by public authorities both at central level (such as the model of con-
sumer complaints boards in the Nordic countries) and at local level (such as the arbitra-
tion courts in Spain and the mediation of the regional units of the Trade Inspection in 
Poland). On the other hand, extra-judicial schemes can arise as initiatives supported or 
organized by associations or federations running their activities in specific sectors (e.g., 
mediators or ombudsmen for banking or insurance sectors in France, Ireland, or the 
United Kingdom), or by professionals or establishments offering mediation or arbitra-
tion services as their main activity (e.g., lawyers or private arbitration centres).

1.2.	 Overview of the different ADR-schemes existing today

This significant diversity in the ADR-schemes mentioned above is obviously reflected in 
the procedural form as well as in the status of the conclusion of disputes relating to the 
various kinds of ADR bodies.

Some schemes might be aimed at settlement between the parties and a solution based on 
mere recommendations (seen in consumer complaints boards and the private ombuds-
men schemes across the EU), while others result in decisions that are binding (e.g. arbi-
tration) or semi-binding (as in the case of most of the bank ombudsmen).

In the following you will find a short overview of the main groups of ADR-schemes exist-
ing today. It should be taken into account that apart from the below-mentioned basic 
types of schemes the formula of ADR allows to produce a wide range of extra-judicial 
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procedural variants and hybrid forms, such as: med-arb, adjudication, neutral fact find-
ing, semi-binding mediation, high-low or final-offer arbitration etc.2

1.2.1.	 Mediation and conciliation
With mediation or conciliation, the parties try to reach an amicable agreement through 
the participation of a third party. 

Mediation is the technique by which a third party mediator, who is neutral in the dispute, 
is appointed by mutual consent to try to explore ways in which the parties can reach an 
outcome which satisfies both of them. At the same time, it needs to be stressed that the 
outcome is not necessarily that which a court would have reached, or even would have 
had the power to reach. The mediator does not impose any solution, but tries to ensure 
that the parties reach a compromise independently. 

Conciliation is the mechanism in which the neutral third party assists the parties to settle 
their differences and apart from that may deliver his opinion as to the merits of the case. 
In some variants the conciliator may be required to make a recommendation as to the 
dispute resolution if agreement cannot be reached. 

In mediation and conciliation proceedings, the parties are not limited either by the provi-
sions of substantive law or by rules of procedure. The dispute settlement, therefore, does 
not have to be based on specific legal regulations, but may invoke general principles such 
as honesty, legitimacy, loyalty, or good faith. In most cases, an amicable agreement con-
cluded in such proceedings requires in addition the granting of an enforcement clause by 
a court.3

1.2.2.	 Ombudsmen
In the context of ADR an ombudsman is a person appointed individually to settle dis-
putes between entrepreneurs and consumers (some countries use the word ombudsmen 
in another meaning where the ombudsman can not be considered an ADR dealing with 
individual cases). Those appointed to this position possess expert knowledge and profes-
sional qualifications in the field in question, and enjoy considerable standing in society as 
well as an untarnished reputation. This ADR type most often stems from the initiative of 
an entrepreneur in a given sphere, and constitutes one of the instruments of soft law. 
Although the ombudsman is appointed by such entrepreneurs, he or she usually has the 
status of an independent authority when it comes to settlement of the dispute. Ombuds-
men generally have competence for a given range of cases, and arrive at their decisions on 
the basis of legal provisions, rules of equality or guidelines accepted in the branch of ac-
tivity concerned. Such decisions are usually binding on the entrepreneur, or else not 
binding on any party.

1.2.3.	 Complaints boards
Consumer organisations, associations of traders or commercial institutions may jointly 
or independently organize complaints boards based on the provisions of national legisla-
tion as well as soft-law instruments (such as codes of conduct, trust-mark systems, guide-
lines etc.). Complaints boards are of a collective nature with equal representation of con-
sumers and entrepreneurs.

A complaints board’s settlements are not usually binding, although in some systems they 
are binding on the entrepreneur.

2	� It is noteworthy that in line with various sources, such as the Green Paper of 2002 on alternative dispute resolution in civil and 
commercial law, there is a need to set “ADR in the context of judicial proceedings” apart from “conventional ADRs”. In other 
words there are schemes conducted by the court or entrusted by the court to a third party and mechanisms used by parties on a 
strict out-of-court procedural basis. Though facing the fact that courts are a rare solution for consumer complaints that division 
does not seem to have a crucial meaning for the individuals’ access to justice.

3	 �See art. 3 of Directive 2008/52/EC of the European Parliament and of the Council of 21 May 2008 on certain aspects of mediation 
in civil and commercial matters: For the purposes of this Directive the following definitions shall apply: ‘Mediation’ means a 
structured process, however named or referred to, whereby two or more parties to a dispute attempt by themselves, on a voluntary 
basis, to reach an agreement on the settlement of their dispute with the assistance of a mediator. This process may be initiated by 
the parties or suggested or ordered by a court or prescribed by the law of a member state.
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Some complaints boards can conduct consumer cases even without the entrepreneur’s 
consent. Though decisions in such cases are not binding, they may have an impact on the 
entrepreneur’s reputation.

1.2.4.	 Arbitration
Arbitration is a formal and binding process where the dispute is resolved by the third 
body either of a collective or an individual nature. Through reviewing the case this kind 
of settlement technique leads to decisions (awards) that are enforceable in the same way 
as court judgments and in principle limited possibilities for appeal exist.

The procedure can be governed by private agreement or parties can refer to an institu-
tionalized scheme founded on the basis of legal framework.

This kind of ADR scheme is more formal or “court-like” than consensual mechanisms, 
since parties resign from reaching amicable solutions by themselves agreeing to be bound 
by the final decision of the one or more neutral persons.

Arbitration is generally considered to offer the following advantages: speedy proceedings, 
anonymity, binding and enforceable decisions, a comprehensive framework for interna-
tional arbitration and recognition and enforcement of foreign arbitral decisions, and the 
free choice of the parties of the body responsible for arbitration, the arbitrator, the pro-
cedural law and the law applicable to the dispute. The key disadvantage is that the deci-
sion of an arbitrator cannot be appealed.

1.3.	 Online dispute resolution

Another crucial aspect of European consumer policy and the real challenge for the devel-
opment of the information society is Online dispute resolution, often abbreviated ODR. 
The term refers to methods of alternative dispute resolution that incorporate the use of 
information technology in alternative dispute resolution processes (the internet, web-
sites, e-mail communications, streaming data etc.).

Despite the fact that certain online ADR-services may only be used to resolve disputes 
arising from online transactions, this formula may also be adapted to all other forms of 
disputes. However, at the moment the use of ODR is not very widespread.
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2. �The ECC-Network’s role in solving 

cross-border consumer complaints

2.1.	� About the European Consumer Centres Network  
(the ECC-Network)

The European Consumer Centres Network (the ECC-Network) is an EU-wide network 
designed to promote consumer confidence in cross-border trade by advising consumers 
on their rights when shopping cross-border and by providing them with information and 
easy access to redress in the event of a complaint.

The ECC-Network consists of 29 centres all around EU, Island and Norway. The network 
is co-financed by the Health and Consumer Protection Directorate General of the Euro-
pean Commission and by each national government. According to the Consumer Pro-
gramme the host organisations of the European Consumer Centres must be a public 
body or a non-profit-making body designated by the member state or the competent 
authority concerned and agreed by the European Commission.

The network was created in 2005 by merging two previously existing networks:
�� 	� the European Consumer Centres or ‘Euroguichets’, which provided information and 

assistance on cross-border issues
�� 	� the European Extra-Judicial Network or “EEJ-Net” which helped consumers to re-

solve their disputes through alternative dispute resolution schemes (ADRs) using 
mediators or arbitrators

The aim of the European Consumer Centres is to guarantee consumer confidence when 
buying cross-border similar to when buying in their own country. The role of the ECC-
Network is to provide consumers with a wide range of services, from providing informa-
tion on their rights to giving advice and assistance with their complaints and the resolu-
tion of disputes with the help of appropriate ADR schemes.

The ECC-Network deals only with business-to-consumer issues and among its main ob-
jectives and tasks are the following:
�� 	� to inform consumers and to give them advice about their rights when shopping 

cross-border within the boundaries of EU, Iceland and Norway;  
�� 	� to give advice and support to any consumer with a complaint related to a cross-bor-

der purchase;
�� 	� to provide easy access to ADR-bodies in situations where it has not been possible to 

solve a cross-border consumer complaint amicably and to assist in this process; 
�� 	� to raise the awareness of the out-of-court resolution schemes (ADR) among consu-

mers and businesses by organising seminars, workshops and conferences and sharing 
problems and best practices at national and EU level;

�� 	� to cooperate with other EU-networks which provide essential information on EU, 
national legislation and case-law, such as SOLVIT which addresses problems arising 
from misapplication of internal market rules by national authorities, and FIN-NET, 
an out-of-court network for financial services;

2.2.	 Case-handling procedures within the ECC-Network

Ideally consumers should be able to resolve problems regarding cross-border purchases 
on their own, complaining directly to the trader who would then respond seriously to the 
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complaint and comply with European legislation in trying to solve the complaint amica-
bly with the consumer where the claim is not ill-founded.
Where the consumer and the trader are not able to reach an amicable settlement the con-
sumer should turn to the ECC in the consumer’s own country for assistance. The two 
ECCs in the country of the consumer and in the country of the trader can decide to try 
and assist the consumer in contacting the trader (again) but besides that the role of the 
ECCs should be to act as intermediaries between the consumer, who faces a cross-border 
problem and the appropriate alternative dispute resolution mechanisms competent to 
assist in finding an amicable settlement between the consumer and the trader. In this 
context the work of the ECCs includes the following:
1.		 to determine the appropriate out-of-court scheme;
2.		� to provide the consumer with detailed information about such an out-of-court body. 

If more than one out-of-court body is available, the consumer should be provided 
with details on the various options in order to make his/her own choice;

3.		� to inform the consumer of the advantages and disadvantages that out-of-court reso-
lution may have over other methods of redress, such as any time limits, or any other 
factors which may affect the consumer’s ability to enforce his rights;

4.		 to help consumers monitor their dispute, where necessary;
5.		 to provide access to translation services when required.

Therefore theoretically, when a consumer with a cross-border complaint has not suc-
ceeded in finding an amicable settlement with the trader on his own, he/she should turn 
to the ECC in his own country – the consumer ECC – for help and assistance. The con-
sumer ECC should then assist the consumer with the translation of the complaint into 
English, if necessary, and then transfer the complaint to the ECC where the trader is lo-
cated – the trader ECC. The trader ECC should find an appropriate ADR scheme which 
would be competent to solve the case and then forward the case to this ADR. Afterwards 
the competent ADR according to its own procedures should contact the trader and try to 
solve the case. When an amicable settlement would be reached the ADR should inform 
the trader ECC about the results, which afterwards would forward this information to the 
consumer ECC, which accordingly would inform the consumer about the ADR decision.
In picture (2.1.) below the procedure is illustrated.

Pict. 2.1. �Theoretical cross-border case handling – the ECC-Network  
cooperating with ADR
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As the statistics in chapter 3 will show the possibility of forwarding a complaint to a com-
petent ADR-body does not exist in the vast majority of complaints received by the ECC-
Network. Due to this ECCs normally play a more active role in trying to help the con-
sumer solve his/her complaint.
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In reality, after the case has been submitted to the consumer’s ECC and translated into 
English, it is forwarded to the ECC where the trader is located, where case handlers of the 
trader’s ECC make a legal assessment of the case and try to solve it on their own as a first 
step. If they have not been successful in solving the case, then only very rarely and only as 
a step 2 they try to contact appropriate ADR.  In the vast majority of cases the reason for 
this is that no ADR possibility exists for the complaint in question.

In picture (2.2.) below the real procedure is illustrated.

Pict. 2.2. �Real cross-border case handling – the  ECC-Network cooperating  
with ADR
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3. �Statistical analysis of complaints  
received in the ECC-Network in 2007 
and 2008

On the following pages we will take a look into the statistics of the European Consumer 
Centres. Since 2007 the ECC-Network has systematically been registering all complaints 
received in an online case handling system, specifying among other things what kind of 
product/service the consumer is complaining about, the nature of the complaint (deliv-
ery problems, faulty goods, unfair contract terms etc.) and the outcome of the case. Based 
on these data we are able to see how many cases have been received during 2007 and 2008, 
in what areas the number of complaints are the highest and what the outcome of the 
cases has been.

Before reading the diagrams you should know the distinction between normal com-
plaints and simple complaints. The definitions used for the purpose of this report are as 
follows:
�� 	� Normal complaint: a statement of dissatisfaction by a consumer concerning a cross-

border transaction with a seller or a supplier
�� 	� Simple complaint: a complaint that has been dealt with by an ECC in a one-step 

operation without any follow-up (typically an e-mail or telephone answer to a con-
sumer inquiry about a complaint where the consumer is informed about his/her 
rights and advised on how to approach the trader in order to solve the issue directly 
with the trader

The reason for showing also the simple complaints is to illustrate the existing potential of 
cross-border complaints to the extent that these complaints have reached the European 
Consumer Centres.
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3.1.	 Complaints received in 2007 and 2008

3.1.1.	 Total number of received complaints in 2007 and 2008 
In 2007 the European Consumer Centres received almost 20,000 simple complaints and 
5,000 normal complaints. In 2008 the number normal complaints increased by 1,500 or 
30 % whereas the number of received simple complaints stayed at around 20,000.

Total number of received simple and normal complaints in 2007 and 2008
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3.1.2.	 Top 10 of all received normal complaints in 2007and 2008
When analyzing the received normal complaints by type of the complaints, data shows 
that the types of cases located in the top 10 are quite similar in the two years with some 
minor changes in the last places. Complaints about transport services have taken the 1st 
place in both years, even with an increase of 400 complaints or 31% from 2007 to 2008, 
confirming the fact that complaints related to airline transport is the single biggest cate-
gory of complaints in most ECCs.

Top 10 of all received normal complaints in 2007 and 2008
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3.1.3.	 Solution of the normal complaints in 2007 and 2008
Out of the 5009 normal complaints received in 2007 approximately two thirds had been 
closed by the end of the year with the ECCs being able to solve about half of the closed 
cases amicably without the intervention of others. The percentages were approximately 
the same in 2008, having the 30 % increase in the number of complaints in mind. Data 
also reveals that most of the rest of the cases (38 %) were closed without any solution. 

From all the normal complaints closed in 2007 only 8 % were forwarded to other or-
ganisations such as ADRs, NEBs (national enforcement bodies dealing with air passenger 
complaints) and other appropriate organisations.  This number increased to 15% of all 
received cases in 2008, still leaving, however, 85% of all received cases for the ECC-Net 
itself to deal with.

Solution of normal complaints in 2007 and 2008
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3.2.	 Complaints forwarded to ADR

3.2.1.	 Total number of complaints forwarded to ADR in 2007 and 2008
Looking only at the complaints forwarded to ADR the statistics show that from all re-
ceived normal complaints in 2007 only 3.7 % were forwarded to appropriate ADR-bod-
ies. Although the number of forwarded complaints increased by 69% in 2008, propor-
tionally it almost stayed the same – only 4.9 % of all received normal complaints in 2008 
were forwarded to ADR.

This diagram probably is the most illustrative way of showing that in practice ADR-
bodies only play a very small role in dealing with cross-border complaints today.
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3.2.2.	 Complaints forwarded to ADR in 2007 and 2008 by country
The possibility for consumers to have their complaints against businesses dealt with by 
an ADR meeting one of the EU Commission’s recommendations on out-of-court settle-
ments is traditionally considered as a positive thing since it gives the consumer the pos-
sibility to get an independent decision on whether he/she or the trader is right and a 
better chance of actually getting what he/she is entitled to.

Even though the total numbers of complaints transferred to ADR are very low some 
positive progress can be noted by looking at the country-specific data. Many of the coun-
try-specific numbers indicate that the number of cases forwarded to appropriate ADRs is 
increasing in 2008 compared to 2007. Significant increases of the cases forwarded to ADR 
comparing to 2007 can be observed in Belgium, France, Italy, Latvia, The Netherlands 
and Norway. There are some countries as well where no cases at all to ADRs have been 
forwarded in neither 2007 nor 2008. These are Bulgaria, Cyprus, Lithuania, Malta, Roma-
nia, Slovakia and Slovenia. One of the reasons for this is that some countries such as 
Bulgaria, Slovenia, Slovakia and Romania are the newest ECC-Net members opening 
their centres in 2007 and 2008 and so far they have received only a very small number of 
cross-border complaints. For other countries the reason of such data could be mentioned 
as lack of ADRs meeting the requirements of the European Commission.
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3.2.3.	 Top 10 categories of complaints forwarded to ADR in 2007 and 2008
The type of complaints in the top 10 has changed within the two years. Whereas insur-
ance, package holidays and financial services were in the top 10 looking only at 2007 these 
categories are not in the top 10 for 2007 and 2008 together due to more complaints trans-
ferred in 2008 in the categories personal effects, fixed telephone and telefax services and 
mobile telephone services.

The highest increase of complaints forwarded to ADR has been in the transport service 
area - from 56 cases in 2007 up to 119 cases in 2008 (regarding this particular area it 
should be noted, however, that some ECCs register cases as forwarded to ADR when in 
fact the case is forwarded to one of the national enforcement bodies dealing with air pas-
senger complaints). Second place in 2008 is taken by mobile telephone services which is 
a completely new area where no cases were forwarded to ADR in 2007. Of course the low 
number of cases forwarded to ADR in general should be taken into consideration when 
comparing these data.

Top 10 of normal complaints forwarded to ADR in 2007 and 2008
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3.2.4.	 Solution of complaints handled by ADR in 2007 and 2008
In 2007 from all received cases in the ECC-Network only 3.7 % or 187 complaints were 
forwarded to appropriate ADR. By the end of 2007 71 % of these forwarded complaints 
were still open. Only in 29 % of these cases the ADR-bodies had dealt with and closed the 
case by the end of the year. The ADR-bodies had decided in favor of the consumers or a 
compromise had been reached in 38% of the cases that were closed during the year. In the 
rest of the cases decisions by the ADR-bodies were not in favor of the consumer, the ADR 
had not been competent or it was impossible to obtain information on the ADR-decision. 

This clearly shows that even if cases are forwarded to appropriate ADRs there is no guar-
antee that the consumer will receive a decision in his/her favor. This may be due to the 
claim being ill-founded in some cases but to the extent there are other reasons this may 
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be a barrier in relation to consumer confidence in cross-border shopping in general and 
in relation to increasing trust in ADRs in specific.

In 2008 the situation has improved and the number of forwarded cases to appropriate 
ADRs has increased to 316 cases which is an increase of 69 % according to 2007. How-
ever, proportionally it is almost the same percentage of forwarded cases to appropriate 
ADR by the ECCs as in 2007, that is, 4.9 %. By the end of 2008 36 % of the cases had been 
closed by the ADRs, leaving 64 % still open. (see also chapter 4.2.2 for average case hand
ling times at ADRs)
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4. Questionnaire results

4.1.	 General cooperation between ECCs and ADRs in EU

One of the aims of this report is to get a clearer picture of the real cooperation between 
ECCs and ADRs in each member state and try to identify possible obstacles withholding 
ECCs from forwarding complaints to appropriate ADRs.

Because of this all ECCs were asked to provide typical examples of ADR cases dealt with 
by their respective centres. A review of the ADR cases presented by the ECCs presents a 
number of patterns from which partial conclusions can be made. It should be stated here 
that the information is taken from a qualitative survey question, and as such cannot be 
seen as statistically representative of ADR experiences but it gives information on practi-
cal experience which could be followed up by a quantitative survey at a later stage.

It seems that the responses can be divided into 4 categories:

1.		� The first type is the nil returns where no cases have been sent to ADR by the ECCs. 
The reasons for this vary but the main reasons are the lack of competent ADR-bodies, 
no cases appropriate for ADR have been identified, high success rates using more 
conventional techniques such as the ECC contacting the trader and solving the case 
amicably, or barriers preventing the correct function of ADR. (see Appendix 3)

At present few firm conclusions can be drawn from the nil returns from countries 
other than those without ADR schemes. Follow up action is recommended to further 
probe the reasons behind the nil returns.

2.		� In a number of the case-examples ECCs have not been able to find solutions using 
their current modus operandi but the possibility to refer to a relevant ADR is not 
available. These cases have been offered as possible candidates for ADR since the 
impartial and independent nature of ADR could probably help lift the current dead-
lock in these cases. Typical examples of this type are related to the tourist industry 
and include difficult traders who refuse to accept the opinion of the ECCs or other 
agencies related to the industry, and airlines who refuse to give adequate compensa-
tion for delay or loss of luggage. The lack of ADR in the relevant area/industry is re-
sulting in these cases being closed without any solution.

3.		� Some of the cases have been referred to ADR but the trader has refused to partici-
pate in the resolution, or systemic failures during cross border disputes have lead to 
the apparent failure of the ADR process. For the former, there appears to be a lack of 
incentives for the trader to take part in the ADR, and for the latter there appears to be 
a lack of transparency, or system robustness which is causing blockages to the ADR 
process.

4.		� The last category consists of cases which have been forwarded to ADR and where a 
solution has been found through full co-operation from the trader. The cases sub-
mitted are very encouraging as they often feature traders who would not respond 
positively to direct communication from either the consumer, or the ECC, but have 
responded to ADR and a resolution has been found.

As it can be seen from categories 1-3 gaps in the process have been identified, and resolv-
ing these issues form a significant challenge to the ECC-Network, although the final out-
comes, as many of the cases testify, will be rewarding. The cases in the last category are 
encouraging, and there is plenty of scope for best practices to be adopted with due respect 
to national contexts.
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Overall, when the national context is favorable to allow ADR to proceed, the results have 
been highly encouraging and there is a lot of scope for lesson learning and sharing 
amongst the ECCs and ADRs as well. There is still a lack of viable ADR schemes in a large 
number of the countries, which is or in the majority of cases are due to the fact that no 
ADRs are currently up and running, or that the individual powers of the ADR in certain 
sectors are weak, or in a minority of cases there is a systemic failure resulting in ADR 
‘ready’ cases going unresolved.

4.2.	� Analysis of the answers to the specific questions in the 
circulated questionnaire

4.2.1.	 ADR bodies in EU, Iceland and Norway

Number of notified ADR bodies in EU, Iceland and Norway

14%

21%

27%

24%

14%

None

1

2 to 10

11 to 30

More than 30

*Information source – 29 countries

About 1/3 of the countries have no or only 1 ADR notified under the two EC recommen-
dations whereas half of the countries have from 2 and up to 30 notified ADRs. Of course 
the number of ADRs does not give any detail on the ADR coverage in the country in 
question but it can give a general indication as to the use of ADR.
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Do you have any ADR bodies not notified yet?

Yes

No

No information available

3%

38%

59%

*Information source – 29 countries

In most countries relevant ADR bodies have been notified according to the EC recom-
mendations but it is worth noticing that in 11 countries (38 %) ADR-bodies exist that 
could have been notified but for some reason have not been notified. This suggests that a 
very relevant activity following this joint project could be to contact these ADR bodies 
and convince them to become notified.

Do you have any ADRs acting as ODRs?

Yes

No

28%

72%

*Information source – 29 countries

An Online Dispute Resolution mechanism (ODR) is an ADR which is able to handle 
consumer complaints only via internet/e-mails, that is, it communicates with all parties 
involved in the case via the internet.  At the moment these types of institutions are estab-
lished only in 28 % of the ECC countries and mostly in the largest countries. Obviously 
ODR would be particularly relevant when dealing with cross-border complaints so this 
might be an area where further development would be welcomed.
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4.2.2.	 ADR case-handling procedures in EU, Iceland and Norway

Do ADRs accept complaints only in the language of the ADR?

Yes

No

19%

81%

*Information source – 26 countries (not included – Bulgaria, Malta, Slovenia)

Most ADRs seem to accept complaints not only in their own language but at least in Eng-
lish as well. Some ADRs accept complaints in several languages. However, it does not 
mean that all ADRs in a certain country will accept several languages. Mostly it means 
that in a certain country one or more ADRs,  but not all, accept consumer complaints not 
only in the language of the ADR.

Do ADRs have minimum/maximum values for accepting complaints?

Yes

Depends on the ADR

No

23%

12%

65%

 
*Information source – 26 countries (not included – Bulgaria, Malta, Slovenia)

ADRs in most ECC-countries do not have any minimum and/or maximum value barri-
ers for the complaints to be accepted for ADR procedure. In a quarter of  the countries 
such barriers are established but in most cases they exists only for minimum or maxi-
mum values, not both together.  In 3 countries (12 %) minimum and/or maximum lim-
its exist in some ADRs but not all.
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Do consumers pay a fee for the ADR procedure?

Yes

Depends on the ADR

No

23%

46%

31%

*Information source – 26 countries (not included – Bulgaria, Malta, Slovenia)

ADRs where consumers have to pay a fee before their complaint is dealt with can be met 
in most countries. In a quarter of the countries all ADRs charge a fee for their procedures. 
In  half of the countries both ADRs – those who charge a fee and those who do not exist. 
Only in a third of countries all ADRs provide their services free of charge.

Average case handling time at ADRs
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*Information source – 29 countries (more answers possible)

The average case handling time varies a lot between the ADRs. Taking that into account 
and after summarizing roughly all the answers for different ADRs in different countries 
it seems that more than half of the ADRs are able to deal with the cases in less than 6 
months whereas it takes more than 6 months at only 10 % of the ADR-bodies.
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Sanctions against traders not participating in ADR procedures
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*Information source – 27 countries (not included – Bulgaria, Slovenia) (more answers possible)

In most situations (2/3) ADRs do not have sanctions in place to “motivate” the trader to 
participate in ADR procedures. However, 22 % of the ECCs have answered that in some 
of their ADRs traders are obliged to participate in the proceedings and the same percent-
age of ECCs have answered that in some of their ADRs the complaint is dealt with no 
matter if the trader agrees to the proceedings or not. Some ADRs also blacklist traders 
who do not participate in the proceedings.

Sanctions against traders not following ADR decisions
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*Information source – 27 countries (not included – Bulgaria, Slovenia) (more answers possible)

ECCs were also asked what kind of sanctions traders can expect if they refuse to follow 
the decisions of the ADR. 26 % of the countries have one or more ADRs were the decision 
of the ADR is binding and thus other sanctions are in principle not necessary. Other 26 
% say that they have no sanctions if a trader do not follow an ADR decision. The most 
common sanction when a trader do not follow an ADR decision is blacklisting of the 
trader. 22 % of the ECCs that this sanction is used by some of their ADRs.
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4.2.3.	� ECC-Net cooperation with ADRs and need for ADR development in EU,  
Iceland and Norway

Reasons for not forwarding cases to ADRs
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52%
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21%

*Information source – 29 countries (more answers possible)

Most of the ECCs consider that they have to try and solve the case as the 1st step, that is, 
when they receive a complaint from another ECC they try to solve the case on their own 
and thus many ECCs mentins as a reason for not transferring cases to ADR that they are 
able to solve the cases on their own. But statistics also shows that approxomately half of 
the cases received are not solved by the ECCs on their own and for these cases the main 
reason for not transferring cases to ADR is that a competent ADR do simply not exist. 
Half of the countries have higlighted this as being the reason. Under “other” reasons cen-
tres mentioned, for example a lack of willingness from  businesses to participate in ADR 
procedures as well as consumers refusing to participate in ADR procedures because of the 
case handling fee collected by an appropriate ADR.
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Where complaints are forwarded if no ADR exists
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*Information source – 29 countries (more answers possible)

When it comes to the cases-handling where no ADRs exist, the most common thing what 
centres mention is that they try to deal with the complaint within the ECC-Network. 
Specifically concerning fraud cases ECCs mention that they refer the consumers to the 
police. One third of the ECCs mention forwarding to lawyers, courts and other institu-
tions. Under “ssOther” centres mention national enforcement bodies (NEB)  and other 
institutions dealing with consumer issues.

Is there a need to promote ADR in your country?

Yes

No
72%

28%

*Information source – 29 countries

Basically all ECCs agree that ADRs should be promoted both at national and cross-bor-
der levels. Most of them are already working and cooperating with national governments 
and ministries on this issue. However, in some countries a lot of work has already been 
carried out in this area through promotion campaigns and other activities which is the 
reason why some do not feel the need as present as the majority.
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The reasons, explained by ECCs why ADRs should be promoted, can be divided into two 
groups:

1.		 The general advantages of ADR

�� 	 Low costs
�� 	 Shorter proceedings than judicial proceedings
�� 	� ADR procedures overcome and reduce the differences among procedures, languages 

and laws in cross-border cases
�� 	 ADR enhance the number of offered means of consumer redress
�� 	 ADR is an efficient mean of repairing economic damages sustained by consumers

2.		 Country-specific needs

�� 	� Where ADR is still a relatively new mechanism it still needs to be introduced more 
broadly and developed further

�� 	� The necessity of assisting the government in reaching higher participation of the 
traders in the ADR process

�� 	� Legislation needs to make it easier to refer cases to ADR
�� 	� Consumers and traders do not have enough knowledge about the existence and be-

nefits of ADR
�� 	� Not notified ADRs meeting the requirements in the two recommendations need to 

know much more about the notification procedures in order to increase the media-
tion services’ offer.

�� 	� Better knowledge of ADRs can help consumers to gain trust in cross-border shop-
ping



30
5. Country Overview

As part of the project all ECCs have been asked to make a short presentation of the ADR 
system in their own country and a short description of how they deal with the cross-
border consumer complaints they receive concerning traders in the country of the ECC 
in question.

As an introduction to each country’s presentation a table with a top 5 of the complaints 
received in the country in question is shown to illustrate where the need for ADR is the 
biggest. In the same table the last column shows if a notified ADR do actually exist today. 
Summarizing this part of the tables it appears that notified ADRs exist in approximately 
half of the situations. At a first glance this may look as more than would be expected 
when looking at the very low number of cases the ECCs have transferred to ADR but it 
should be noted that even where the table shows that a notified ADR exist for a certain 
category this does not mean that all complaints in the category can be dealt with by ADR. 
It can be an ADR with only regional competence, an ADR which requires the consent of 
the trader to be able to handle the case or an ADR that only deals with cases concerning 
members of a certain organization just to mention a few of the main reasons why existing 
ADRs can not deal with all complaints within a certain product category.

The column showing the number of simple complaints in each of the top 5 categories has 
been added to illustrate the existing potential of cross-border complaints to the extent 
that these complaints have reached the European Consumer Centres. It should be noted 
that the columns “Amicable settlement”, “Transferred to ADR”, “Transferred to other org.” 
and “No solution found” only refer to the column “Closed cases” and not the “Simple 
complaints”.

Some of the tables will show that complaints have been forwarded to ADR even though 
the last column shows that there are no notified ADR in the area. This is due to the fact 
that the column “Transferred to ADR” also contains complaints transferred to ADRs that 
are not notified.

5.1.	 Austria

ECC Austria’s top 5 of cross-border cases against Austrian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Recreational and cultural  
services

2214 91 74 0 1 16 Yes

4 Audio-visual, photographic  
and information processing 
equipment

295 78 21 0 3 54 No

2 Transport services 72 47 19 0 3 25 No

3 Accommodation services: 
n.e.c.

41 26 11 2 2 11 No

5 Medical products, appli-
ances and equipment

10 25 23 0 0 2 No

General description of ADR in Austria
In general, the European Consumer Centre Austria is the only national competence cen-
tre for cross-border consumer issues.
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Consumers from all over Austria and all over Europe can contact ECC Austria directly or 
via other ECC-Net centres. Furthermore, other institutions dealing with consumer is-
sues, like the Chamber of Labour or the Federal Ministry for Labour, Social Affairs and 
Consumer Protection regularly forward cross-border consumer complaints to the ECC 
Austria.

ECC Austria understands its work in dealing a complaint first by itself. This includes legal 
advice and legal representation of consumers during case-handling.

In general, first ECC Austria, when handling a cross-border consumer complaint, is shar-
ing it within the ECC-Net or contacting the trader directly in writing in order to enforce 
a legal entitlement or to achieve an amicable settlement.

Only if this way of case-handling is not successful ECC Austria forwards the complaint to 
an ADR body (if available) as a 2nd step.

If ADR is not available and there cannot be found a solution with the help of ECC Austria 
consumers are advised to contact a lawyer or introduced to possibilities of a Small Claims 
Procedure. In a case of fraud consumers are advised to contact the police or the public 
prosecution authorities.

In ECC Austria’s daily work the relationship to the Austrian ADR-bodies has only minor 
relevance. Due to the fact that most of the notified ADR-bodies have either only a na-
tional or local competence area they are not suitable for the majority of cross-border 
consumer issues.

So far there have not been set up any formal protocols or agreements between the Aus-
trian ADRs and ECC Austria. Nevertheless, there are good relations to some of them 
(Internetombudsmann, RTR, etc.)

Due to the fact that most of the notified ADRs have no large case-load, they are rather an 
“ad hoc”-dispute resolution scheme than an ADR mechanism.

ECC Austria regularly receives the annual reports of the main ADRs in Austria (RTR, E-
Control, Internetombudsmann) and therefore is updated about their progress and re-
sults.
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5.2.	 Belgium

ECC Belgium’s top 5 of cross-border cases against Belgian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 122 73 28 0 11 34
Yes (for 

train 
passengers)

2 Financial services n.e.c. 172 61 36 4 3 18 Yes

3 Furniture and furnishing, 
carpets and other floor 
covering

126 58 19 2 6 31
Yes (only 

members)

4 Mobile telephone services 71 36 16 9 2 9 Yes

5 Purchase of vehicles 100 34 5 0 4 25

Yes for 
second-

hand motor 
cars (only 
members)

General description of ADR in Belgium
In Belgium, there is no formal way to handle consumer complaints. There is no con-
sumer complaints board or ombudsman for general consumer problems like in the Scan-
dinavian countries. When a consumer has a complaint, he can turn to a private con-
sumer organization like Test-Achats, if he is a member. Or he can phone to the contact 
centre of the Public Administration, where they will inform him on his right. In some 
sectors privately organized ADR schemes exist (Package travel, telecom, railways, postal 
services, financial services, etc.). If it concerns a cross border complaint, he can ask for 
assistance from the ECC Belgium.

In general, first the ECC Belgium will try to find an amicable solution for the cross border 
consumer. If this fails, the case will be forwarded to a competent ADR body if there is one. 
If the ADR body is free of charge, the case will normally be forwarded and followed up by 
ECC Belgium. If the complaint is too specific and concerns a sector where an ombuds-
man can intervene, the case will be sent to the competent ADR which keeps ECC Belgium 
informed about the handling of the case. If the ADR procedure is not free of charge, the 
consumer will be informed on procedures and advantages of the ADR. If the consumer 
chooses to go to the ADR then he is informed about contact details and he has to contact 
the ADR himself because of the fee what he has to pay for the ADR procedure.

In a case no appropriate ADR exists then there are consumer organisations which handle 
the complaints of consumers/members. On the judicial level, in Belgium there is no spe-
cific procedure for the consumers. There is only the common civil procedure. The con-
sumer can contact the ECC Belgium for a cross border complaint. If no consumer or-
ganisation is competent (e.g. because the consumer is not a member) and if no ADR 
exists, the consumer has to contact a lawyer or forget about his complaint.

There is no protocol of collaboration between ECC Belgium and ADRs and there is no 
formal update on the notifying procedures. However ECC Belgium has regular contacts 
with the representatives of the Federal authority for the latest updates in the ADR scene.
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5.3.	 Bulgaria

ECC Bulgaria’s top 5 of cross-border cases against Bulgarian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 11 13 4 0 1 8 No

2 Accommodation services 
n.e.c.

5 2 0 0 0 2 No

3 Mobile telephone  
equipment

0 1 0 0 0 1 No

4 Furniture and furnishing, 
carpets and other floor 
covering

6 1 0 0 0 1 No

5 Medical products, appli-
ances and equipment

0 1 0 0 0 1 No

General description of ADR in Bulgaria
ECC Bulgaria has started its activities only in 2008. In Bulgaria there is no notified cross-
border ADR bodies, therefore no case can be transferred to any kind of ADR.  Tradition-
ally, whenever the case is received by ECC Bulgaria, it is dealt within ECC Bulgaria or 
forwarded to the National Enforcement Bodies or the Court.

5.4.	 Cyprus

ECC Cyprus’s top 5 of cross-border cases against Cypriot traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 24 12 5 0 0 7 No

2 Accommodation services: 
timeshare and related/
similar products

26 7 2 0 0 5 No 

3 Recreational and cultural 
services

14 6 2 0 1 3 No

4 Accommodation services 
n.e.c.

7 3 1 0 0 2 No

5 Internet services 5 2 0 0 0 2 No

General description of ADR in Cyprus
In Cyprus there is no ADR scheme with general competence on consumer issues yet and 
only 1 with special competences exist. The draft law on “The out of court settlement of 
consumers’ small claims”, which has been prepared by the Competition and Consumer 
Protection Service of the Ministry of Commerce, Industry and Tourism, is pending be-
fore the House of Representatives since 2005. ECC Cyprus is making a lot of efforts with-
in its powers to promote the voting of the draft law on ADR. In particular, the Director 
of ECC Cyprus participated in two of the meetings of the Parliamentary Committee on 
Legal Affairs of the House of Representatives in order to promote the voting of the draft 
law on ADR and inform the MPs of the implementation of ADR schemes in other mem-
ber states.
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ECC Cyprus advises EU consumers facing problems in their cross-border transactions 
and supports them in seeking redress through alternative means of dispute resolution. 
The Centre assists consumers in lodging complaints against companies in relation to 
cross border transactions and when necessary, it assists consumers with a complaint by 
contacting an EU company on their behalf through the Network’s centres.

As no ADRs exist in Cyprus cross-border consumer complaints are mostly dealt with by 
ECC Cyprus and/or the ECC-Net. If no amicable solution is found, the consumer is ei-
ther advised to seek legal advice on the matter or in some cases he/she is referred to the 
national competent authority. For example, in cases of air passengers’ complaints, con-
sumers are referred to the Department of Civil Aviation (NEB), in cases that involve 
fraud, consumers are referred to the competent police department, in cases that involve 
immovable property consumers are referred to the Council for the Registration and Con-
trol of Buildings and Civil Engineering Contractors and/or the Ministry of Interior and/
or to the Relative Professional Registration Board.

ECC Cyprus has no cooperation protocol set up with the one notified ADR scheme that 
exists in Cyprus, the Commissioner of Electronic Communications and Post Offices.

5.5.	 Czech Republic

ECC Czech Republic’s top 5 of cross-border cases against Czech traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 72 54 22 4 3 25 Yes*

2 Other services n.e.c. 14 18 17 0 0 1 Yes*

3 Fix telephone and telefax  
services

4 14 14 0 0 0 Yes*

4 Clothing 4 8 4 0 0 4 Yes*

5 Mobile telephone services 12 7 7 0 0 0 Yes*
*as a pilot project

General description of ADR in Czech Republic
Until recently there were no notified ADR-schemes in the Czech Republic but in April 
2008 the Ministry of Industry and Trade (MIT) in cooperation with many other organi-
sations prepared a pilot project which offered consumers and entrepreneurs an alterna-
tive procedure when resolving their disputes.  This pilot project will be in operation until 
the end of March 2010. This is the reason why there is still very little experience with 
cooperation with notified ADRs and forwarding cases to ADRs.

In the pilot project when a consumer dispute arises the consumer or trader can proceed 
in the following manner:

He contacts the contact place with his suggestion and request for the out-of-court resolu-
tion of a dispute

The contact place gives qualified information about the matter and proposes possibilities 
of solution – mediation or arbitration proceedings. The person who submitted the sug-
gestion, chooses the form

Then the other party is contacted – request for expression on suggestion and proposal for 
resolution of dispute through the selected out-of-court method
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It may be assumed that after the provision of qualified information there will be settle-
ment between the parties without the necessity of initiating out-of-court proceedings

If there is no settlement, and if the opposing side agrees – a mediator or arbitrator is 
chosen, and the contact place passes on all the paperwork to the appropriate place

If one of the parties does not agree with the proposed solution the dispute will not be 
resolved out of court, and the proceedings are terminated.  From then on it will only be 
possible to resolve the dispute through the courts.

If both parties have agreed to the proceedings, the outputs of this out-of-court dispute 
resolution can either be a settlement or renunciation of suggestion after provision of 
qualified information, a binding agreement in the framework of mediation, or an en-
forceable arbitration award or ruling concerning the halting of arbitration.
Most of this is free of charge to the consumer. Only the arbitration method is subject to 
a fee of CZK 800 (32 €). The costs associated with the activity of the designated mediators 
and arbitrators are paid out of the budget of the MIT.

In the pilot project consumers from abroad can contact any ADR contact point directly 
with his/her complaint. When ECC Czech Republic receives dispute from other ECCs, 
which it was not possible to solve amicably with the traders, ECC Czech Republic looks 
into whether the trader is ready for out-of-court solution and if yes it recommends the 
consumer to which contact point to turn and give advice on how to proceed.

The Czech ECC cooperates with the Ministry of Industry and helps with the ADR system 
promotion. ECC Czech Republic published and paid the brochure ADR system in the 
Czech Republic – 130 000 pieces, even in English and German versions. ECC Czech Re-
public will also assist in the process of assessment of the pilot project of the ADR system. 
The Czech ECC is also a member of ”ADR platform” by the MIT, which evaluates and 
auspices the project.

5.6.	 Denmark

ECC Denmark’s top 5 of cross-border cases against Danish traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 185 45 14 15 3 13 Yes

2 Accommodation services 
n.e.c.

39 17 5 6 1 5 Yes

3 Audio-visual, photographic 
and information processing 
equipment

51 16 5 6 1 4 Yes

4 Household appliances 10 8 1 2 0 5 Yes

5 Clothing 18 7 2 1 0 4 Yes

General description of ADR in Denmark
In Denmark there is a long tradition of using ADR to settle consumer complaints and 
besides the national consumer complaints board a number of private complaints boards 
exist and in total these complaints boards are able to deal with most of the consumer 
complaints arising in Denmark as well as cross-border complaints against Danish trad-
ers.
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Because of this wide access to ADR the first thing ECC Denmark does when receiving a 
complaint from a consumer is to check if the case can be dealt with by a competent com-
plaints board. Most of the cases we receive as trader ECC are transferred to an ADR or to 
the national enforcement body dealing with complaints concerning airline passengers’ 
rights. Before transferring the case the consumer is always asked if he/she agrees to have 
the case sent to ADR. We are not informed about the case handling during the time the 
case are being dealt with, but we always ask to receive the decision in the end.

Where a competent ADR exist ECC Denmark as a general rule does not contact the trad-
ers before transferring the case to ADR. If no ADR is available ECC Denmark contacts the 
trader directly to find an amicable solution if the case is suitable for this. If there are no 
other possibilities the consumer can be referred to the national small claims procedure or 
the normal court procedures. Sometimes consumers are also referred to national en-
forcement bodies such as the Danish Consumer Ombudsman or the police.

All the notified ADRs in Denmark are established according to law and the conditions are 
approved by the Ministry of Economics and Business Affairs (The Consumer Agency, our 
host organisation). We have no formal cooperation agreements with the different ADRs 
but the cooperation in general is very good and we are often in contact with the boards 
by phone or e-mail to discuss legal matters.

5.7.	 Estonia

ECC Estonia’s top 5 of cross-border cases against Estonian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Audio-visual, photographic 
and information processing 
equipment

7 34 18 4 0 12 Yes

2 Transport services 9 12 4 0 1 7 Yes

3 Accommodation services 
n.e.c.

3 7 1 0 3 3 Yes

4 Other services n.e.c. 
(Miscellaneous)

7 6 2 0 0 4 Yes

5 Recreational and cultural 
services

2 5 2 0 0 3 Yes

General description of ADR in Estonia
The main ADR for consumer disputes in Estonia is the Consumer Complaints Commit-
tee, which is an independent institution operating at the Estonian Consumer Protection 
Board (host of ECC Estonia) and settling disputes between consumers and traders, if the 
parties have not been able to settle the disputes amicably. The Committee consists of a 
chairman of the committee and members from business side (in the form of representa-
tives appointed by business organisations, professional associations) and consumer 
side (from the Consumer Protection Board or the consumer associations).

The very exact complaint handling rules of ADR are set with the Estonian Consumer 
Protection Act. The regulation includes all the procedural steps, which should be taken by 
ECC Estonia before sending the dispute to the ADR. It includes the deadlines, rules for 
contacting the trader, transferring the trader’s response to the consumer and the con-
sumer’s obligation to send a written complaint to the ADR with the request to take over 
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the dispute handling. ECC Estonia cooperates and forwards the cases to ADR only if the 
cases are justified and if ECC Estonia has not succeeded in finding an amicable settlement 
in a first step and if there is an appropriate ADR available. Then the dispute is transferred 
to the ADR, since ECC Estonia (as the unit who started the complaint handling) has to 
complete the dispute folder with all relevant documents and pass the folder to the ADR. 
ECC Estonia will also afterwards translate the ADR’s decision into English and forward it 
to the consumer or consumer’s ECC.

In areas there is no ADR-system available or the complaint is out of ADR competence 
(fraud or demand for moral compensation, etc) ECC Estonia will provide the consumer 
with the necessary contact details of the competent authority (court, police department) 
and close the proceeding of the case. European Small Claims procedure is available in 
Estonia through the county courts as a first instance courts.

There are no protocols involved in reference with cooperation between ADR and ECC, 
since law sets all the steps and procedural rules.

5.8.	 Finland

ECC Finland’s top 5 of cross-border cases against Finnish traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 71 49 5 14 15 15 Yes

2 Audio-visual, photographic 
and information processing 
equipment

6 6 2 0 0 4 Yes

3 Other recreational items  
and equipment, gardens 
and pets

3 6 1 1 1 3 Yes

4 Mobile telephone services 4 5 3 0 1 1 Yes

5 Personal effects n.e.c. 3 4 1 2 0 1 Yes

General description of ADR in Finland
There are three notified ADRs in Finland although only two are mentioned in the Com-
mission’s database. The third one, The Finnish Securities Complaint Board is notified 
under FIN-NET and fulfills the requirements of Recommendation 2001/310/EC.

Most ADR cases are handled by the Consumer Disputes Board. It (hereafter “the board”) 
is a public independent body, which has a general competence to handle all kinds of 
cases. ECC Finland has an excellent relationship with the ADR since the establishment of 
the network in year 2000. There are meetings with the staff of the board once or twice a 
year and the ADR sends to ECC Finland all cross-border complaints in which they are 
not competent.

ECC Finland forwards most incoming trader ECC cases to the board unless the case is 
ill-founded. It is followed by exchange of information on a regular basis and in the end 
the board is asked to inform ECC Finland of the outcome.

If no ADR exists, then consumer’s complaint is dealt with by ECC Finland or if it is an air 
passenger right violation complaint, then it is forwarded to the national enforcement 
body for these complaints.
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5.9.	 France

ECC France’s top 5 of cross-border cases against French traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Audio-visual, photographic 
and information processing 
equipment

700 340 230 18 11 81
Yes, but 
only via 

ODR, see*

2 Transport services 585 247 79 30 18 120

Yes, for 
railway 

(only for 
the SCNF 
- French 
railway 

company)

3 Accommodation services: 
n.e.c. 152 99 33 0 5 61

Yes, but 
only via 

ODR, see*

4 Clothing 60 48 27 7 2 12
Yes, but 
only via 

ODR, see*

5 Other recreational items and 
equipment, gardens and 
pets

62 47 22 10 2 13
Yes, but 
only via 

ODR, see*

*They have an ADR for disputes arising from the use of the internet (legal not technical problems)

General description of ADR in France
In France, there are few notified ADR-bodies. There are no ADRs which competence is 
general and most of the mediators are specialised for a certain field of competence (tele-
communications, insurance, banks, ecommerce, etc.).

No formal work protocol has been set up between the ECC and the ADRs yet, because it 
doesn't seem necessary at the moment. Although, on a daily basis, ECC France organised 
its work with the ADRs (e.g. the ODR “Médiateur du Net” (internet/e-commerce ADR), 
SNCF ADR (French railway Company) and the Médiateur communications électron-
iques (telecom) etc.) to facilitate the transfer and the follow up of complaints but not 
with a formal protocol. E.g: one person is designated within the ECC and the ADR to 
communicate and follow up the complaints. This way, a close cooperation via an efficient 
workflow and regular update and exchange can be easily organised.

Regarding the ADR notification procedures, this is handled by the French ministry with 
the Commission and ECC France is traditionally informed about the new notifications. 
ECC France however can propose ADRs for notification and it informs the ministry 
about the needs in the ADR-field whenever it is appropriate and necessary.

ECC France deals directly with the trader if no competent ADR exists. With some of the 
ADRs it has been agreed, that ECC France makes a first attempt before transferring the 
case to the ADR. ECC France can as well advise the consumer to contact a lawyer or to 
make a judicial procedure if necessary. For foreign residents in France, especially if they 
are speaking French, they can be advised to contact a French consumer association.
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5.10.	 Germany

ECC Germany’s top 5 of cross-border cases against German traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Audio-visual, photographic 
and information processing 
equipment

868 438 206 3 20 209

Yes, in 
case of 
online-

shopping

2 Purchase of vehicles 598 295 76 2 9 208
Yes, for 
second-

hand cars

3 Transport services 663 283 107 8 20 148 No

4 Internet services 4658 201 131 1 4 65 Yes

5 Recreational and cultural 
services 1875 182 148 1 7 26

Yes, if it is a 
service 

provided via 
internet

General description of ADR in Germany
In Germany, there are quite a lot of notified ADR bodies, none with a general competence 
for consumer issues, but mediators specialised for a certain field of competence (telecom-
munications, insurance, banks, ecommerce, travel etc.).

In 2006, the 203 notified German ADR bodies were evaluated. The outcome of this eval-
uation was discussed at a meeting in Berlin on the 27th October 2007 with the head of 
department for conciliation in the Federal Ministry of Justice.

At this meeting it was decided that a completely new list with notified ADR bodies shall 
be created. It was furthermore decided that the new list has to be more concise and con-
sumer friendly. Since the ADR system in Germany is very diverse and manifold (several 
thousand ADR bodies in total) a clear and consumer-friendly overlook can only be given 
by notifying only the central and most important ADR bodies. This new approach was 
already implemented by notifying new central ADR bodies in the banking and insurance 
sector. It was continued in 2007 and 2008 by notifying new central bodies in different 
economic sectors.

Regarding the ADR notification procedures, ECC Germany is promoting the idea of ADR 
and evaluates interested bodies. The pre-chosen files are transferred to the Federal Min-
istry of Justice. After a second evaluation, the Ministry transfers the chosen ADR bodies 
to the European Commission. We are informed about the transfer as well as about the 
new notifications. ECC Germany regularly informs the ministry about lacks and needs in 
the German ADR system. However, no work protocol has been set up between ECC Ger-
many and the mediators.

Since most of the cases cannot be transferred to appropriate ADR because of a lack of 
competent ADR bodies or trader’s refusal to participate in the ADR system, most cases 
are dealt with by ECC Germany directly contacting the trader to try and reach an amica-
ble solution. If ECC Germany is not able to help the consumer is advised to contact a 
lawyer or to make a judicial procedure if necessary.
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5.11.	 Greece

ECC Greece’s top 5 of cross-border cases against Greek traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Accommodation services: 
timeshare and related/
similar products

205 150 101 0 1 48 Yes

2 Transport services 74 66 19 1 4 42 No

3 Accommodation services: 
n.e.c.

21 12 7 1 0 7 Yes

4 Package holidays 11 10 4 0 0 6 No

5 Audio-visual, photographic 
and information processing 
equipment

6 6 1 2 0 3 Yes

General description of ADR in Greece
In Greece there are 54 Amicable Settlement Committees in the Prefectures of the country, 
coming under the Consumer Ombudsman. As the number is so high, it makes it very 
difficult to track their action. Mostly because of that, there is no daily co-operation be-
tween ECC Greece and ADR schemes and no feedback is given to ECC Greece in order to 
be aware of their work.

In general, whenever ECC Greece receives a complaint, it tries to deal it on its own as 
there often are no suitable ADR schemes available to forward the case to. If ECC Greece 
cannot help the consumer there are many consumer organisations, where the consumer 
may address themselves to have their problem solved. These organisations try to push the 
wrong-doer trader to rectify the problem caused by their commercial practice. Often 
these organisations file collective legal actions.

5.12.	 Hungary

ECC Hungary’s top 5 of cross-border cases against Hungarian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 196 101 64 3 6 28 No

2 Recreational and cultural 
services

86 13 5 0 1 7 No

3 Outpatient services 14 9 2 1 2 4 No

2 Other major durables for 
recreation and culture

44 6 1 0 0 5 No

5 Accommodation services: 
n.e.c.

4 3 0 0 0 3 No

General description of ADR in Hungary
In Hungary the first 20 ADRs were notified only in September 2009.
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In general, ADR proceedings are free of charge. In course of the proceedings there is held 
at least one hearing where the appearance is not compulsory - in this case the ADR body 
comes to a decision on the basis of the documents made available.

In practice, ECC Hungary tries to solve the case on its own because of several practical 
barriers, such as the fact that the ADR proceedings are in Hungarian language, parties 
have to participate in the hearing (although not obligatory) to discuss a compromise and 
no legal possibility for proceedings in writing. Only if it is impossible for ECC Hungary 
to settle the dispute with the trader the case is forwarded to the relevant ADR body.

ECC Hungary has recommended to the legislative authorities at several conferences as 
well as in the course of the present review of the Act on consumer protection to alter the 
regulation of the ADR-bodies’ operation in order to make legal remedies easier/more 
simply available for foreign citizens.

5.13.	 Iceland

ECC Iceland’s top 5 of cross-border cases against Icelandic traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 38 11 3 1 0 7 Yes

2 Accommodation services: 
n.e.c

1 3 0 0 0 3 No

3 Audio-visual, photographic 
and information processing 
equipment

3 2 1 0 0 1 No

4 Furniture and furnishing, 
carpets and other floor 
covering

0 1 1 0 0 0 No

Household appliances 0 1 1 0 0 0 No

General description of ADR in Iceland
In Iceland there are several ADRs, although some of them are not notified. They deal with 
disputes between Icelandic traders and consumers and it does not matter whether the 
consumer is Icelandic or not. Also there is no minimum value rule – consumers can sub-
mit a case to an ADR even if it concerns a small amount of money. However in some 
ADRs there is a small fee for submitting a complaint to the ADR procedure. It is a gen-
eral rule that ECC Iceland, as well as its host structure, first contacts the trader and tries 
to come to an agreement with the trader before submitting a case to the ADR. In many 
cases there has been a simple mistake or a misunderstanding, therefore contacting the 
trader first saves a lot of time and trouble for the consumer.  There is also possible for 
consumers to contact and submit the complaint directly to the ADR without contacting 
ECC Iceland or its host organization first.

There are no specific protocols between ECC Iceland and the ADR, but the host structure 
of ECC Iceland is a part of most of the ADRs and has much contact with them and has a 
representative in most of ADRs.

If ECC Iceland has not succeeded in solving a case and and the complaints regards a sub-
stantial amount of money, but no appropriate ADR is available, then the most cases are 
referred to a lawyer or transfered to the consumer agency or another government agency. 
However, in most cases an ADR does exist.
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5.14.	 Ireland

ECC Ireland’s top 5 of cross-border cases against Irish traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 1171 512 179 19 67 247 No

2 Audio-visual, photographic 
and information processing 
equipment

92 36 17 1 4 14 No

3 Accommodation services: 
n.e.c.

33 18 3 1 2 12 No

4 Personal effects n.e.c. 9 7 5 0 0 2 No

5 Financial services n.e.c 15 5 1 0 0 4 Yes

General description of ADR in Ireland
Due to the lack of available ADR schemes in Ireland, all cross-border consumer com-
plaints received are handled by ECC Ireland directly. ECC Ireland will contact the trader 
on behalf of a consumer where there has been a communication breakdown, or the busi-
ness needs to be reminded of their obligations under consumer protection legislation. If 
a trader fails to respond, referral of the complaint to an ADR Body will be considered. At 
this stage the Dispute Resolution Adviser will try to find a competent notified/non-noti-
fied ADR body to handle the dispute. Once it is established that there is a competent body 
available, the consumer’s ECC will be provided with general information on the proce-
dure and any costs involved and asked for the consent of the consumer to forward the file 
on to ADR.

Each ADR Body has their own set of protocols for the referral of cases to their service. All 
require that the documentation sent to them is presented in English, and the general rule 
is to send the file by email, post or fax. In all cases the consumer must have made an at-
tempt to resolve the dispute before it is forwarded onto them.

Daily co-operation with notified ADR bodies does not exist, although the Dispute Reso-
lution Adviser will contact ADR bodies from time to time to ensure that they are happy 
with the way cases are referred to them, and that they still wish to have their service listed 
on the EU ADR database, and to see if they have any other outstanding issues.
If ECC Ireland finds that there is no appropriate ADR Body to handle the dispute or a 
business is unwilling to participate in the ADR procedures, consumers are provided with 
information on the European Small Claims Procedure. If a complaint relates to fraud, 
ECC Ireland will contact the police and make them aware of the company. Likewise if 
there is an apparent breach of Consumer Legislation the complaint will be referred to the 
National Consumer Agency for investigation. Finally in the case of air passenger rights 
violation the file will be referred to the national enforcement body for air passenger com-
plaints.
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5.15.	 Italy

ECC Italy’s top 5 of cross-border cases against Italian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 600 350 104 51 56 139 Yes

2 Accommodation services 
n.e.c.

85 67 16 21 0 30 Yes

3 Audio-visual, photographic 
and information processing 
equipment

67 29 12 4 2 11 Yes

4 Clothing 49 23 17 3 0 3 Yes

5 Furniture and furnishing, 
carpets and other floor 
covering

41 19 4 6 0 9 Yes

General description of ADR in Italy
In Italy ADR possibilities exist for almost all kinds of disputes. Some ADR services are 
being promoted all over the country with the initiative of Ministry of Economic Devel-
opment and of Chambers of Commerce. ECC Italy itself has become a point of reference 
for cross-border complaints, especially with regards to air transport and e-commerce.  
There has been established and undersigned a convention about the cooperation be-
tween ECC Italy and one of the four Italian notified ADR bodies - the Chamber of Arbi-
tration of Milan, which provides an On-line mediation service (Risolvionline). The co-
operation consists in suggesting and promoting the access to the related procedures 
among consumers whose cases have not been positively closed.  Moreover, representa-
tives of ECC Italy participate in meetings of the Chamber of Arbitration of Milan in or-
der to spread out the knowledge of both structures and provided services and vice versa.

ECC Italy is currently making and developing further contacts with notified and also not 
notified (when acting in accordance with the two EC Recommendations) ADR bodies in 
order to better spread out the knowledge of the cross-border cooperation among institu-
tions, associations and bodies to solve consumers’ matters.

Regarding case handling process of cross-border complaints, the main problems are - the 
difficulty to reach the trader in the proper way as well as the difficulty to get an answer or 
to make the intervention be effective and carried out in the right time, or to make the 
trader recognize the consumer’s rights. Also on this side, it is deemed that a wide activity 
of sensitization towards the companies about consumers’ rights and policies is the best 
course of action to strengthen consumer protection.

Traditionally, whenever ECC Italy receives a case, first it is trying to deal it on its own. In 
a case of fraud and/or other crimes ECC Italy addresses the consumer to the police.
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5.16.	 Latvia

ECC Latvia’s top 5 of cross-border cases against Latvian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 59 87 22 21 8 36 Yes

2 Package holidays 1 3 1 0 2 0 Yes

3 Newspapers, books and  
stationery

2 2 0 0 0 2 Yes

4 Footwear 3 2 0 0 0 2 Yes

5 Clothing 1 1 1 0 0 0 Yes

General description of ADR in Latvia
With the initiative of ECC Latvia, in the end of 2006 the Consumer Rights Protection 
Centre of Latvia (hereafter – CRPC) was notified under Commissions Recommendations 
98/257/EC and 2001/310/EC as an official ADR body in Latvia. Besides this there are 3 
other ADR bodies in Latvia (Public Utilities Commission, Ombudsman of the Associa-
tion of Commercial Banks of Latvia and Ombudsman of the Association of Insurance of 
Latvia), but unfortunately they are not notified under Commissions Recommendations 
so far.

CRPC has a general competence and it treats almost any kind of disputes, except those 
which are under the competence of the other 3 ADRs. ECC Latvia’s cooperation with 
CRPC is very close as ECC Latvia is working as a department under CRPC and CRPC is 
its host organization

When ECC Latvia receives a complaint from another ECC or in exceptional cases di-
rectly from a foreign consumer, it tries as a first step to handle the case on its own. If it is 
not able to solve the case or if already in the beginning the case is considered as a difficult 
one and could be a possible dispute under the competence of CRPC, ECC Latvia for-
wards the case to CRPC for further case handling and it is required to enclose all case 
documentation.

When CRPC has made its decision, they inform ECC Latvia about it and ECC Latvia 
forwards the information to the Consumer ECC.
If no ADR is available ECC Latvia tries to find a solution between the consumer and the 
trader on its own. If that is not possible the consumer is advised to turn to court. If the 
matter concerns fraud the consumer is referred to the police.
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5.17.	 Lithuania

ECC Lithuania’s top 5 of cross-border cases against Lithuanian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Newspapers, books and 
stationery

6 17 17 0 0 0 Yes

2 Transport services 13 5 1 0 0 4 Yes

3 Household appliances 13 2 2 0 0 0 Yes

4 Recreational and cultural 
services

0 2 2 0 0 0 Yes

5 Maintenance and repair of 
the dwelling

3 2 0 0 1 1 Yes

General description of ADR in Lithuania
The Law on Consumer Protection which came into force on 1st March 2007, finally es-
tablished the institutional framework of the ADR bodies in Lithuania. Lithuania has only 
one notified ADR body - State Consumer Rights Protection Authority. Under the above 
mentioned Law, there are other ADR bodies, which handle complaints in the areas of 
electronic communications, postal and courier services; insurance; energy; non-food 
products; food and veterinary services and other.

ECC Lithuania has a close cooperation with the ADR bodies in Lithuania. ECC Lithuania 
regularly arranges meetings with representatives of ADR bodies to discuss common 
problems and to get the latest news about their activities. Besides that, ECC Lithuania 
invites the representatives of ADR bodies to different conferences and seminars and em-
ployees of ECC Lithuania attend the events organized by ADR bodies.

When receiving a case from a consumer ECC Lithuania tries to handle the case on its own 
with the consultative assistance of the appropriate ADR body. Only if the complaint can-
not be resolved by ECC Lithuania and if it is available it is forwarded to the appropriate 
ADR body.

Where no ADR possibilities exist, ECC Lithuania refers consumer complaints to the law 
enforcement institutions, and informs consumers of the possibility to turn to court.
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5.18.	 Luxembourg

ECC Luxembourg’s top 5 of cross-border cases against Luxembourgian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Audio-visual, photographic 
and information processing 
equipment

199 69 37 0 6 26 No

2 Other services n.e.c. 55 42 35 0 1 6 No

3 Financial services n.e.c 97 39 17 2 1 19 Yes

4 Recreational and cultural 
services

46 30 26 0 0 4 No

5 Purchase of vehicles

52 28 9 0 4 15

Yes for 
second-

hand car 
repairs 

General description of ADR in Luxembourg
There are five notified ADR bodies in Luxembourg, operating in the field of financial 
services (CSSF), travel (CLLV), insurance (ACA), car repair (Fegarlux), and for general 
matters (CMBL).

ECC Luxemburg generally handles cross-border consumer complaints by using the ECC-
Net. As the trader ECC, it sends a letter to the trader. If there is no answer or an unsatis-
fied answer, a second letter is sent (sometimes registered). If there is no (satisfying) result, 
the case is transferred to appropriate ADR. After that some of the notified ADRs inform 
directly ECC Luxembourg about the progress and the results of the procedure, other 
ADRs with information turn directly to the consumers.

If no ADR possibilities exist or if a case cannot be solved amicably because the trader is 
not a member of a founder trade association of the relevant ADR body, and by conse-
quence, the trader has no pressure to accept the competence of the ADR body, the case is 
referred to lawyer. In other matters the case can be transferred to any other relevant body 
such as enforcement body (NEB, CPC Network) or in case of fraud to the police.

However, there is a very good daily cooperation between ECC Luxembourg and notified 
ADRs even without any protocols. 



47

5.19.	 Malta

ECC Malta’s top 5 of cross-border cases against Maltese traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1  Accommodation services: 
timeshare and related/
similar products

64 38 7 0 3 28 No

2 Transport services 19 19 5 0 3 11 No

3 Recreational and cultural 
services

27 11 0 0 6 5 No

4 Accommodation services: 
n.e.c.

9 5 0 0 0 5 No

5 Maintenance and repair of 
the dwelling

0 2 1 0 0 1 No

General description of ADR in Malta
In Malta there are at present no notified ADRs. Nonetheless, efforts are being made with 
the objective of achieving the setting up of the first notified ADR in Malta. There are 
three bodies that have agreed to be notified as ADR bodies and for two of them the notice 
for notification is being processed in that the ECC has submitted an assessment in line 
with the Commission recommendations to the notification point in Malta.

Besides this notification of the Euro-label complaints board which can hear disputes be-
tween consumers and online traders bearing the Euro-label trust mark has been discussed 
and it has been concluded that this ADR can be notified to the European Commission as 
well. An assessment of the scheme will be submitted to the notification point in Malta 
shortly.

As no ADR has existed so far the complaints have been referred to sector-specific regula-
tors and to the Consumer Claims Tribunal through the national consumer authority 
(The Consumer and Competition Division within the Ministry of Finance, the Economy 
and Investment ) or a consumer organisation (when the contract was made in Malta and 
when the claimant (the consumer) is willing to come to Malta for the hearing).
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5.20.	 Norway

ECC Norway’s top 5 of cross-border cases against Norwegian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services
87 40 8 20 1 11

Yes for air 
and sea 

transport

2 Recreational and cultural 
services

27 23 14 0 0 9 No

3 Medical products, appliances 
and equipment

61 9 4 3 0 2 Yes

4 Operation of personal 
transport equipment

7 6 2 1 0 3 Yes

5 Audio-visual, photographic 
and information processing 
equipment

21 5 2 3 0 0 Yes

General description of ADR in Norway
There is no daily cooperation nor any protocols set up with the notified ADRs as ECC 
Norway is mainly a consumer ECC. However, there was a seminar where Norwegian 
ADRs were invited and introduced to the ECC Network and possible types of future 
transferred cases from ECC Norway. So far ADRs have accepted cases received from ECC 
Norway and kept ECC Norway updated on the progress and result of the procedure.

Traditionally, when receiving a complaint from another ECC, ECC Norway will check if 
the case can be handled by an ADR. If the case can be handled by one of Norwegian ADRs 
the consumer will be asked for the consent to he transfer. Only after receiving acceptance 
from the consumer, the case will be forwarded to the ADR. The ADR will give a feedback 
to ECC Norway on the progress of the case and reached decision.

As the ADR procedure is often a lengthy process, ECC Norway chooses to contact the 
trader directly in cases where it is obvious that a solution can be found by ECC Norway. 

If there is no ADR that can handle the case, ECC Norway will try mediating with the 
trader directly. This is done mostly by letter or e-mail, but occasionally by phone. If the 
trader does not respond after two attempts from ECC Norway, the case will be closed as 
unresolved.  In case of scams and frauds, ECC Norway will refer a case to the police. Or 
in matters, where a Norwegian consumer has used his/her credit card or Visa abroad, 
complaints will be referred to his/her credit card provider.
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5.21.	 Poland

ECC Poland’s top 5 of cross-border cases against Polish traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR?

1 Transport services
100 54 11 3 20 20

Yes, but 
see*

2 Recreational and cultural 
services

20 11 4 1 1 5
Yes, but 

see*

3 Operation of personal  
transport equipment

12 10 4 1 1 4
Yes, but 

see*

4 Furniture and furnishing, 
carpets and other floor 
covering

10 8 2 3 0 3
Yes, but 

see*

5 Accommodation services 
n.e.c.

8 6 1 0 1 4
Yes, but 

see*

*ADRs have general competence and regional coverage and they are not sector-oriented

General description of ADR in Poland
Since the establishing of ECC Poland in 2005, three schemes have been already notified 
to the EU Commission’s ADR Database.

Especially important was the notification of the mediation run by Trade Inspection Au-
thority (TI) in 2007. According to ECC Poland’s cooperation experience, TI procedures 
are well adapted to the cross-border dimension and after certain adapting improvement 
could be a good tool for consumer dispute resolution.   As another advantage of TI could 
be mentioned that its procedures are free of charge, both for the consumer and the entre-
preneur and there are no financial limits fixed. However, costs of an expert opinion re-
garding the quality of a product or service, if necessary, conducted on the consumer’s or 
entrepreneur’s demand can incur costs to the ordering party. Mediation run by trade 
inspectorates on the regional and sub-regional level covers all areas of the market except 
sectors specified by legal regulations. At the same time trade inspectorates are specialized 
in some specific fields such as clothing cases, vehicles, transport services etc.

Regarding two other notified bodies as well as some ADR bodies not notified, there has 
been insignificant cooperation in few cases mostly in the level of consultations.

Traditionally, when ECC Poland receives a complaint, it first looks for the possibility of 
an amicable solution in a way of its own action directed to the trader. If an amicable set-
tlement is not to be reached in that way, ECC Poland is looking for other efficient possi-
bilities. In most of the cases, ECC Poland then refers complaints to mediation run by 
inspectorates or sometimes other relevant bodies.

In cases where ADRs do not exist, ECC Poland tries to deal with them on its own or for-
wards them to administration bodies/authorities if they are competent in case handling 
of individual complaints.
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5.22.	 Portugal

ECC Portugal’s top 5 of cross-border cases against Portuguese traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services
146 85 9 25 12 39

Yes, but 
regional 

coverage

2  Accommodation services: 
timeshare and related/
similar products

70 47 5 20 2 20
Yes, but 
regional 

coverage

3 Accommodation services: 
n.e.c. 37 30 4 3 2 21

Yes, but 
regional 

coverage

4 Furniture and furnishing, 
carpets and other floor 
covering

6 13 2 2 0 9
Yes, but 
regional 

coverage

5 Audio-visual, photographic 
and information processing 
equipment

10 8 2 1 0 5 Yes, but 
regional 

coverage

General description of ADR in Portugal
In Portugal most of existing ADRs has the regional competence, that is, ADRs doesn’t 
cover the entire country but they deal with different sectors in their region. Only ADR for 
car sector and car insurance have national scope. Portugal is also member of Fin-Net for 
financial services with two entities, one for banks and insurance services and the other for 
securities market. Efforts were developed to create a broad national ADR to deal with 
cases out of the regional or sector available coverage and this new ADR is now starting to 
be organized.

In general after ECC Portugal receives a case, the problem and possibilities to find a solu-
tion through competent ADR are analyzed. If appropriate ADR exists then ECC Portugal 
will ask consumer for consent to forward the case to the ADR and after receiving it, the 
case will be referred to appropriate ADR. After reception by the ADR, the contacts with 
the consumer are made directly by the ADR. The ADR legal service instructs the process 
for the mediation of the conflict and if an agreement is reached by mediation process and 
signed by the parties it can be homologated by the judge-arbitrator. In this case the agree-
ment will have the same executive force of an arbitral decision.

If mediation fails, the parties are invited to submit the conflict to arbitration. Arbitration 
is a voluntary mean and depends on the express acceptance of the parties. In which con-
cerns the trader, his acceptance can be for one specific conflict or following a previous full 
adhesion acceptance to submit eventual conflicts to the ADR in question. In case both 
parties agree to submit the conflict to the Arbitration Court, the Centre normally carries 
out conciliation attempt. If the attempt fails, a judgment will follow. The judgment re-
spects the principle of contradictory and the trader is notified to contest. All the evi-
dences are allowed.

In a case no appropriate ADR exists then ECC will try to contact the trader and reach a 
solution on its own.  In cases of air passenger right violation, cases will be forwarded to 
NEB.
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5.23.	 Romania

ECC Romania’s top 5 of cross-border cases against Romanian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 13 14 5 1 1 7 No

2 Accommodation services 
n.e.c.

0 2 0 0 0 2 No

3 Financial services n.e.c. 2 2 0 0 0 2 No

4 Mobile telephone services 1 1 0 0 0 1 No

5 Other services n.e.c. 0 1 0 0 1 0 -

General description of ADR in Romania
ECC Romania started its activity on 1st of January 2008. So far there is only one notified 
ADR in Romania which is dealing with the services of the information society and postal 
services, due to ECC Romania’s efforts in 2008. At the moment there are no any other 
ADR bodies fulfilling the requirements in order to be notified.

The explanation for the lack of ADR bodies can be found in the relative recentness of the 
ADR system in Romania. The Law on mediation was only adopted in 2006 and it became 
fully applicable in 2008. Also, even if ADR bodies have started to function, the interest for 
the consumer protection field is quite low. Still, efforts are being made in this direction, 
especially for the implementation of a financial ADR body in 2010-2011.

Since almost in all cases received by ECC Romania, no competent ADR exists, ECC Ro-
mania mostly tries to deal with the cases on its own. Otherwise, if no solution can be 
found (the trader doesn’t respond or doesn’t agree with the consumer’s claim), depend-
ing of the type of the case, they are forwarded mostly to the National Authority for Con-
sumer Protection (governmental body), or to consumer protection associations, the po-
lice etc. If no other body is competent, the consumers are advised to go in court.
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5.24.	 Slovakia

ECC Slovakia’s top 5 of cross-border cases against Slovakian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 86 126 45 3 11 67 No

2 Audio-visual, photographic 
and information processing 
equipment

6 5 2 0 0 3 No

3 Accommodation services 
n.e.c.

3 3 1 0 1 1 No

4 Recreational and cultural 
services

14 3 3 0 0 0 No

5 Medical products,  
appliances and equipment

1 3 2 0 0 1 No

General description of ADR in Slovakia
No ADR system exists in Slovakia. Therefore ECC Slovakia is handling cases as Trader 
ECC itself. If there is a need for intervention of more powerful institutions ECC Slovakia 
can turn to the Slovak Trade Inspection to investigate the case. This could be in cases 
where the trader is not responding or not willing to accept the solution proposed to solve 
the consumer’s complaint. Then the Slovak Trade Inspection can access the file of the 
trader to see how the complaint is being processed. There is also the possibility to refer 
the consumer with his/her complaint to court.

5.25.	 Slovenia

ECC Slovenia’s top 5 of cross-border cases against Slovenian traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 11 5 3 0 1 1 No

2 Accommodation services 
n.e.c.

4 2 1 0 0 1 No

3 Audio-visual, photographic 
and information processing 
equipment

3 1 0 0 0 1 No

4 Outpatient  services 1 1 0 0 0 1 No

5 Financial services n.e.c. 0 1 1 0 0 0 No

General description of ADR in Slovenia
No notified ADRs exist in Slovenia and no ADRs meet the requirements of the European 
Commission, so no notification process can be expected in the nearest future. Therefore 
no cooperation has been possible between ECC Slovenia and ADRs so far. However, there 
is a hope that Slovenia will get ADR legislation soon as a draft law on ADR has already 
been in public consultation.
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So far ECC Slovenia has handled only a few cases as trader ECC and it has tried to deal 
with them on its own. In some cases, complaints have been forwarded to the police, to the 
Market inspectorate, to national enforcement body or to the courts.

5.26.	 Spain

ECC Spain’s top 5 of cross-border cases against Spanish traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Accommodation services: 
timeshare and related/
similar products

1991 679 92 0 17 570 No

2 Transport services 1404 651 217 15 77 342 No

3 Audio-visual, photographic  
and information processing 
equipment

194 109 24 0 6 79 No

4 Accommodation services: 
n.e.c

146 88 25 0 5 58 No

5 Recreational and cultural 
services

639 46 7 1 10 28 No

General description of ADR in Spain
The Spanish Voluntary Alternative Dispute Resolution procedure, where the resolution 
of a dispute is entrusted to a Group of Arbitrators, with the same power and validity of a 
Judicial Sentence, contains all the principles and characteristics contained in EC Recom-
mendations: rapidity, power, voluntary, enforcement and free.

The Spanish ADR has been regionally organized. There are ADR in every Autonomous 
Community, in some provinces and big metropolitan areas. There are not sectorial ADR 
although ECC Spain takes initiative in trying to develop some sectorial ADRs, especially 
for cross-border complaints, but keeping always the territorial Spanish system that works 
quite well at a national level. So far ECC Spain has presented different proposal to the 
National Institute for Consumption for enlarging the sectorial ADR.

The purpose of the Spanish ADR System is to reach compulsory resolutions in order to 
solve the problems between consumers and professionals, according to the consumer’s 
rights, apart from the protection offered by the Judges.

The main contact between ECC Spain and an ADR body has been with Aviación Civil. 
There have been several meetings recently in order to find solutions against all the prob-
lems provoked in the scope of Regulation 261 on air passengers’ rights. The protocol has 
been established regarding complaints concerning Regulation 261/2004. It indicates that 
all cases regarding this Regulation should be forwarded to Aviación Civil. As this coop-
eration has been reached recently, there is no data yet of the progress in the procedure.

There is also cooperation with other ADRs when the situation requires it and good rela-
tions with the Banco de España, where ECC Spain forwards the cases about financial 
services.

Where no ADR exists, ECC Spain refers the cases to the local consumer protection and 
the autonomic consumer protection.
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5.27.	 Sweden

ECC Sweden’s top 5 of cross-border cases against Swedish traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 153 64 13 21 2 28 Yes

2 Personal effects n.e.c. 25 14 7 4 0 3 Yes

3 Audio-visual, photographic 
and information processing 
equipment

50 11 4 2 0 5 Yes

4 Purchase of vehicles 38 10 1 6 0 3 Yes

5 Mobile telephone equip-
ment

10 9 3 1 1 4 Yes

General description of ADR in Sweden
The cooperation between ECC Sweden and the National Board for Consumer Com-
plaints is rather informal, but nonetheless well functioning. Although there are no regu-
lar meetings or formal framework for cooperation, there is a mutual recognition and 
awareness about one another. ECC Sweden provides information about the ADR proce-
dure and directs the relevant cases to be handled by the board. The National Board for 
Consumer Complaints likewise provides information about the ECC and directs con-
sumer with cross-border complaints to ECC Sweden.

Traditionally, after receiving complaint, ECC Sweden learns if there is a possibility to 
solve a case amicably. If it is considered that there is a chance that the parties might agree, 
ECC Sweden tries to promote this option by sending a letter to the trader. The ECC has 
successfully solved a number of cases in this way. If no amicable solution can be reached, 
a case is transferred to the notified ADR. As ECC Sweden has access to the ADR-database 
of the National board it is able to follow the progress of an ongoing case and to receive 
the final decision from the board when the case is closed.

The only notified ADR in Sweden handles almost all conceivable consumer disputes. The 
exceptions are medical services, legal services, purchase of property, tenant disputes, an-
tiques (in part) and cases submitted to other court proceedings (litis pendens). Some of 
the exceptions listed above are not even considered as consumer disputes. In these cases 
there is often a simplified court procedure available (such as the tenancy tribunal) or 
other ways to have the case tried such as a national complaint system for regulated profes-
sions (eg. lawyers, doctors, dentists, real estate agents).
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5.28.	 The Netherlands

ECC Netherland’s top 5 of cross-border cases against Dutch traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 291 130 59 6 8 57 Yes

2 Audio-visual, photographic 
and information processing 
equipment

172 118 64 0 4 50
Yes, in 

some cases 

3 Mobile telephone services 92 45 16 13 0 16 Yes

4 Other recreational items and 
equipment, gardens and 
pets

73 40 22 0 4 14 Yes

5 Recreational and cultural 
services

170 39 13 0 4 22
Yes, in 

some cases

General description of ADR in the Netherlands
In The Netherlands there is the Dutch Disputes Committee Foundation (De Geschillen-
commissie) which includes 44 separate “disputes committees” for different industries. All 
of these comply with European standards, are supervised by the Dutch authorities, and 
operate independently and impartially. Two other bodies offering extrajudicial dispute 
resolution are the Financial Services Complaints Institute (“KiFiD”) and the Advertising 
Code Committee (“RCC”), which makes a total of 46 ADR bodies in the Netherlands.

Each EU complaint is going through the ECC Netherlands as ADRs in the Netherlands 
accept complaints only in Dutch. After ECC Netherlands receive a complaint, it examines 
if the consumer’s complaint can be sent to one of the just mentioned ADR bodies. If this 
is the case, ECC Netherlands translates all relevant documents and asks the consumer to 
fill out a specific questionnaire of the Disputes Committee. The questionnaire has to be 
fulfilled within a specific period of time and it has to bare the original signature of the 
consumer. If the deadline is already passed and a complaint cannot be sent to the ADR 
body anymore, ECC Netherlands handles the complaint itself. If the complaint has been 
submitted to the ADR on time the Disputes Committee informs ECC Netherlands about 
the decision when the committee has made its ruling. If no ADR exists ECC Netherlands 
handles the case itself.

ECC Netherlands has an extensive protocol with the Disputes Committee Foundation 
which indicates the procedure of cooperation thereby making it more understandable for 
the (foreign) complainants. At the moment there are no protocols established between 
ECC Netherlands and the Financial Services Complaints Institute and the Advertising 
Code Committee since ECC Netherlands has not received many complaints for these 
bodies.
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5.29.	 United Kingdom

ECC United Kingdom’s top 5 of cross-border cases against English traders in 2007 and 2008

No. Nature of complaint Simple 
com-
plaints

Closed 
cases

Amicable 
settle-
ment

Trans-
ferred to 
ADR

Trans-
ferred to 
other org.

No 
solution 
found

Notified 
ADR

1 Transport services 1352 428 118 13 44 253 Yes

2 Audio-visual, photographic 
and information processing 
equipment

591 195 61 2 16 116 Yes

3 Accommodation services: 
n.e.c.

145 84 20 4 4 56 No

4 Recreational and cultural 
services

469 67 27 0 6 34 No

5 Other recreational items and 
equipment, gardens and 
pets

152 64 24 1 4 35 No

General description of ADR in United Kingdom
There is a large variety of methods for and providers of alternative dispute resolution 
services in the UK. For example many Trade Associations offer ADR services, Ombuds-
man schemes exist for some sectors including financial services, estate agents and legal 
services. ADR schemes are also offered as part of the Small Claims service run by courts. 

Since the launch of ECC United Kingdom in November 2007, there has been formed a 
new working relationship with the list of notified bodies provided by the EU Commis-
sion website. In the past few months there has been some meetings with a number of the 
ADR providers and ECC United Kingdom has started using the schemes in the resolution 
of cross border disputes. When the ECC deals with a case as Trader ECC, ECC United 
Kingdom writes to the business in order to solve the dispute. If an amicable solution can-
not be found and after exhausting all avenues with the Trading Standards departments, 
which provide the trader local enforcement of consumer law and are wide spread 
throughout the country, only then a suitable ADR scheme will be contacted.

Currently there are no protocols established to give guidance for how to seek the assist-
ance of the ADR providers, or how to obtain progress updates. There are a number of 
forms available on the ADR websites which set out a procedure to follow when submit-
ting a case and once the case has been submitted ECC United Kingdom monitor updates 
on the progress of the case on a regular basis.

Where there are no ADR bodies available, cases are forwarded to the agencies or organi-
sations outlined above. If nothing further can be done for the resolution of consumer 
disputes, because for example the complaint is against a company that is not possible to 
investigate, the case will be addressed to the police. This will not give the consumer re-
dress, only maybe preventing other victims fall into the same traps. Under the Consumer 
Credit Act, the consumer can take the case against their credit card providers in case of 
breach of contract or mis-representation, but this cannot be seen as an ADR, only as an-
other way for the consumer to find redress.
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Conclusions and recommendations

In 2007 and 2008 the ECC-Netwok received a total of around 11,500 cross-border com-
plaints from consumers. ECCs were able to solve approximately half of these on an ami-
cable basis which shows that ECCs are making a very good job, having in mind that ECCs 
do not have any enforcement powers.

However, the fact that ECCs could solve half of the complaints on their own also means 
that another half of the complaints could not be solved since the forwarding of com-
plaints to other organizations other than ADR normally means that the complaint will in 
fact not be solved.  This shows that there is a big potential for ADRs in dealing with cross-
border complaints. Often ADR is the last hope for a consumer to have a complaint re-
solved since going to court is not a practical approach for the normal consumer.

In this light it is very disappointing that the data has shown that only 500 out of the 
11,500 cases were transferred to alternative dispute resolution mechanisms. And in the 
first 9 months of 2009 ECCs have received 6,130 cases from which only 212 have been 
forwarded to appropriate ADR. In other words the number of received cases is increasing 
every year, whereas the number of forwarded cases to ADR relatively stays the same. 

The main reasons for this is the reasons stated by ECCs that in the vast majority of cases 
where ADR could be relevant the ADR possibility does not exist and if it does exist there 
are so many limitations in the competences of many ADR-systems such as the ADR deal-
ing only with cases concerning members of a certain organization, only dealing with 
cases if the trader agrees or only having regional competences that the ADR-way is not a 
possible approach in practice.

The most obvious conclusion based on this is that ADR is not working at a cross-border 
level today and the need and importance of ADR development is clearly indicated and 
thus an obvious recommendation would be to have a wider ADR-coverage when it comes 
to cross-border complaints.

One of the aims of this report has been to focus the ADR-work on the areas where it is 
needed the most and at the same time making the existing differences in the access to 
redress more visible. A good place to start is to create ADRs where the number of cross-
border complaints is the highest. These areas have been highlighted in this report both at 
a European level with the top 10 of complaint areas and the national top 5 areas of com-
plaints making it easier to focus national initiatives in the area.

Another conclusion which is maybe a bit more surprising is that the answers to the dis-
tributed questionnaire showed that not notified ADRs exist in many countries even tough 
they meet the criteria for being notified. It is recommendable that these ADRs are noti-
fied so that they appear on the European Commission’s list and so that complaints can be 
forwarded to them through the ECCs.

Regarding the European Commission’s list of notified ADRs it would be recommendable 
if the Commission could facilitate an improvement. Today the list only consists of the 
names of the notified ADRs together with their contact details. A list giving an overview 
of the actual competences of a country’s ADR bodies would provide a better overview of 
the real ADR-coverage in each country since the number of ADRs does not say much 
about the coverage. A list like this could also help establishing real ADR coverage in some 
countries. 

In many countries traders have to agree to the ADR proceedings for an ADR to be able to 
deal with a complaint whereas in other countries the complaints are dealt with by the 
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ADRs even though the trader does not want to participate. A question that could be 
raised based on these differences is if it is fair in today’s Europe that traders can force 
consumers to go to court simply by denying to deal with a complaint, knowing that it 
almost never happens in real life that the consumer can find the resources to go to court 
and especially in a cross-border situation. Maybe it would be fairer if all traders were 
obliged to take consumer complaints serious and to participate in ADR proceedings 
where they exist.

Other conclusions and recommendations of this joint project:
�� 	� The complaints analysed and the answers to the questionnaire in this report show the 

importance of the cooperation between the ECC-Net and ADR and the significance 
of ADR operation in substantial areas where the number of consumer cross-border 
complaints is the highest.

�� 	� The quality of supply of ADR services has been far from even across the EU and in 
that context it is necessary to improve the process in case handling procedure bet-
ween ECCs and ADRs. Currently it takes a long time and the results are not always 
positive.

�� 	� Since at present most cases handled by the ECCs are not resolved through ADR, the 
European Commission and member states may wish to look at the extent to which 
the mandate of the ECCs to deal with cross-border complaints on their own should 
be widened or at least provide clarifications as to what the ECCs offer to consumers 
and what they should not offer.

�� 	� Information to the consumers at all levels is a necessity. Particular in cross-border 
disputes it is necessary to inform about the possibility of filing a complaint and to 
help the consumer identify the relevant ADR scheme.

�� 	� An evaluation could be made analyzing whether some types of ADR are better suited 
for cross-border complaints than others and looking further into some of the barri-
ers in ADR handling such as appearing before the ADR in person, language issues etc.

�� 	� ECCs have to always remember that one of their key tasks is to gather detailed infor-
mation on national ADR schemes and facilitate co-operation with these schemes, to 
notify the European Commission about changes in the contact details of notified 
ADRs and to assist national authorities in the promotion and the development of 
new ADR schemes

�� 	� Increased focus should be placed on transnational learning and a “good practice/les-
sons learnt” guide with the “Do’s and Don’ts” of ADR system building could be cre-
ated. One example of a good practice in this area is the yearly Baltic Sea Countries 
seminars on ADR continued since the beginning of ECC-Network in 2005.

�� 	� The possibilities within the relatively new European small claims procedure which 
have not been touched upon in this report could be explored more by all parties in-
volved in solving cross-border consumer complaints, among these also the ECC-
Network.
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Appendix 1

Questionnaire - Joint Project – ADR across borders in practice

General description of ADR in your country
As an introduction to the project we would like each country to make a short presenta-
tion (maximum ½ page) of how cross border consumer complaints are dealt with in 
general in your country and how your ECC cooperate with the notified ADRs in your 
country. Please include the following points:

�� 	 a presentation of the daily cooperation between your ECC and the notified ADRs
�� 	� if you have any protocols set up between your ECC and existing notified ADR sche-

mes
�� 	� How your ECC is updated on the progress and the result of notified ADR procedure

Furthermore we would like each ECC to give one or two examples of cross border com-
plaints/disputes describing a typical problem in solving a consumer complaint/dispute.

Specific questions:
1.		� Can you confirm the number of notified ADRs in your country in the attachment 

“List of notified ADRs”? If not, what is the correct number?
2.		� To your knowledge do you have any ADRs meeting the requirements of Commission 

recommendations 98/257/EC and 2001/310/EC that are not notified. If yes, how 
many and why are they not notified?

3.		� In the attachment named with your country initials you see a top 10 list of product/
service-specific areas where you as trader-ECC received and closed the most cross-
border complaints in 2007 according to it-tool statistics. Please identify which ADR-
possibilities (meeting the requirements mentioned in the two recommendations 
mentioned above) already exist today in your country in these 10 areas

4.		� If there is a difference between the number of cases in each of the top 10 categories 
and the number of cases forwarded to ADR where ADR exist what are the reasons for 
this?

�� 	 Successfully solved by the ECC?
�� 	� Successfully solved in other ways (i.e. trade associations, trust mark schemes - please 

mention these other ways)
�� 	 other reasons?

5.		� In some countries there is a big difference in the top 10 list depending on if you look 
at all cases received and closed in 2007 as trader ECC or if you just look at all cases 
received. Please compare the top 10 list on the last page in the attachment named 
with your country initials with the top 10 list on the first pages. If there is a big dif-
ference between the two top 10 lists please try to give the reason for this

6.		� How does your country deal with consumer complaints where no ADR-possibilities 
exist today (e.g. the ECC-network and other consumer organisations, referrals to 
police, referrals to lawyers, referrals to small claims court etc. No explanations of 
procedures please, just specific categories as the examples mentioned)

7.		� For each of the ADRs identified in your answer to question 3 are there any legal or 
practical barriers in the consumers’ access to these ADRs, i.e.

�� 	 Depending on if the consumer is national or foreign?
�� 	 Are there any national territorial or similar barriers for consumers?
�� 	 Do the ADR insist on national language only?
�� 	 Do the ADR require the complainant to appear in front of the ADR?
�� 	� Are there any minimum and/or maximum values concerning the product or service 

for the ADR to be competent?
�� 	 Are there any fees for handling cases by the ADR in question?
�� 	 Other relevant obstacles?
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8.		� What is the average handling time of the relevant ADRs mentioned in your answer to 

question 3?
9.		� Do you have any sanctions in place to force the trader to participate in ADR (i.e. le-

gislation) or sanctions if the trader does not participate?
10.	 �Is the ADR decision mandatory for the trader or do you have any sanctions in place 

to force the trader to follow the decision of the ADR?
11.	 �Do any of the notified ADRs in the top ten operate as ODRs (Online Dispute Reso-

lution)? If yes, which ones?
12.	 �In your opinion is there a need to promote ADR across borders in your country and 

to assist the state in ADR development?
13.	 �Can you give an estimate of the number of notified ADR procedures globally (both 

national and cross border) carried out in you country in 2007 (or 2006)?
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Appendix 2

ECC Number of 
ADRs in the 
country

Not 
notified 
ADRs which 
are meeting 
the 
requirements 
of Commis-
sion 
recommen-
dations 
98/257/EC 
and 
2001/310/EC 

Any notified 
ADR 
operating as 
ODRs 
(Online 
Dispute 
Resolution)

Average 
handling time 
for ADR 
procedures

Sanctions for 
traders to partici-
pate in ADR 
procedures

Character of the decision 
made by the ADR/ Sanctions 
to force the trader to 
follow the ADR decision

Austria 14 None Austrian 
Internet-
Ombudsman 
(AI)

�� AI – 4 weeks;

�� Austrian 
Regulatory 
Authority for 
Broadcasting 
and Telecom-
munications 
(RTR) – 3 
month

�� AI - traders not 
participating in AI 
procedures are 
published on a 
“black list”.

�� RTR - trader is 
obligated by law 
to participate in 
RTR procedures. 
The legal sanction 
when refusing to 
participate is a 
penalty due to 
public administra-
tive law.

Both ADRs give recommenda-
tory decisions.

If trader (relevant only to 
Online Companies) not 
complying with the decision 
then published in the “black 
list” at the AI homepage.

Belgium 25? None None Several months Depending on the 
type of ADR, in some 
ADR procedures the 
trader is obligated to 
participate if 
consumer has started 
the procedure.

In other ADRs the 
procedure can be 
started only when 
the both parties have 
agreed to it, 
otherwise if the 
trader refuses to 
participate, case can 
not be started.

�� ADRs working as dispute 
commissions take binding 
decisions.

If trader refuses to follow 
the decision, consumer can 
ask a document from the 
court in order to make the 
decision of ADR equivalent 
to the judgment of a court.

�� Other ADRs give recom-
mendatory character 
decisions which generally 
are accepted by traders.

Bulgaria None None None Not applicable Not applicable Not applicable

Cyprus 1 None None No information 
available

No legal sanctions ADR take binding decisions 
which can be enforced in the 
same manner as Court 
decisions orders of the same 
nature by the Courts’ 
competent authorities.

Czech 
Republic

1
(pilot project)

None 1 If there is a lack 
of consent from 
the trader - 15 
days, otherwise - 
up to several 
months

No sanctions ADRs give mostly recommen-
datory decisions.

The Czech ADR has 3 stages:
1) �Qualified advice (the ADR 

contacts trader and tries to 
solve the complaint)

2) �Mediation (ADR cooper-
ates with the mediators, 
who are able to find 
consensual solution of the 
dispute)

3) �Arbitration (Arbitration is 
so far very rare; it is very 
similar like a court decision 
and the decisions are 
binding)
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Denmark 18 None None The Consumer 

Complaints Board 
- 6 months

The case is dealt with 
no matter if the 
trader wants to 
participate or not. If 
the trader loses the 
case he has to pay a 
case handling fee 
which is enforceable

ADRs give recommendatory 
decisions.

If the trader does not object 
to the decision it becomes 
binding after 6 weeks.

At the private boards traders 
are often committed through 
membership of a trader 
organisation

Estonia 2 1 None One month No sanctions.

However the case 
will be dealt on the 
basis of the 
consumer’s complaint 
even though trader 
refuses to participate 
in ADR procedure.

ADRs give recommendatory 
decisions.

If trader is not complying 
with the decision then 
published in the “black list” 
at the Consumer Protection 
Board’s homepage.

Finland 3 None None From few months 
up to 15 months

No sanctions.

However the case 
will be dealt on the 
basis of the 
consumer’s complaint 
even though trader 
refuses to participate 
in ADR procedure.

ADRs give recommendatory 
decisions.

If trader is not complying 
with the decision then 
published in the “black list” 
by the Consumer organiza-
tion.

France 20 2 (in the 
process of 
checking)

The 
"Médiateur 
du Net" 
(ADR for 
internet / 
ecommerce)

Mostly – 2 
months

No sanctions ADRs give recommendatory 
decisions (except for the bank 
ADR, where banks are 
obliged to follow the 
decision).

No sanctions.

Germany 209 10 (in the 
process of 
notification)

Online-Schli-
chter 
Baden-Würt-
temberg, 
"Reises
chiedsstelle"

No information 
available

No sanctions Depends on the ADR system 
of the different sectors.

There is no legal obligation.

Greece 3 None None No information 
available

No sanctions No sanctions.

Hungary 20 None None From 60 up to 90 
days

(Regulated by 
law)

Traders not 
participating in ADR 
procedures are 
published on a 
“black list”.

The case will be dealt 
on the basis of the 
consumer’s complaint 
even though trader 
refuses to participate 
in ADR procedure.

ADRs give recommendatory 
decisions if the trader does 
not accept the decision of the 
ADR.

ADRs give binding decisions if 
the trader accepts the 
decision of the ADR.

If the trader is not complying 
with the decision then the 
competent consumer agency 
shall be entitled to publish 
the name of the trader.
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Iceland 3 Several (in 
the process 
of notifica-
tion)

None 2 months If a trader is a 
member of a trader’s 
association, he is 
obligated to 
participate in ADR 
procedures.

No sanctions known, 
but it is up to traders 
associations.

When an ADR – as it usually 
is – is based on an agreement 
between two associations – 
then members of the traders 
association agree to follow 
the rulings of the ADR.

In some cases the trader can 
choose not to do so, but then 
he must notify it within a 
certain time limit – but there 
are no measures of forcing 
parties to follow the rulings 
– it is, however usually done.

One ADR - The Complaints 
Committee of consumer 
goods and services is not 
based on such an agreement 
and give recommendatory 
decisions which generally are 
accepted by approx. 50% of 
traders according to the num-
bers for 2008.

Ireland 4 10 None 90 working days No sanctions Advertising Standards 
Authority of Ireland take 
binding decisions for 
members of the Advertise-
ment community.

Scheme for Tour Operators, 
Chartered Institute of 
Arbitrator take binding 
decisions for members of Irish 
Tour Agents Association.

The Financial Services 
Ombudsman’s Bureau take 
binding decisions for all 
financial services operators in 
both the banking and 
insurance sector.

The Office of the Pensions 
Ombudsman takes binding 
decisions for members selling 
private pensions in Ireland.
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Italy 4 Several 2 2 month �� There is no 

obligation for the 
trader to 
participate in ADR, 
with some 
exceptions (e.g. 
telecommunica-
tions operators, in 
front of the 
Regional 
Committees 
- Corecoms).

�� The Banking 
Ombudsman is a 
particular kind of 
ADR, having 
competence on 
bank and financial 
services, since no 
acceptance of the 
procedure is asked 
to the trader: the 
arbitration 
judgement is 
started upon 
request of the con-
sumer and the 
Ombudsman’s 
decision is 
mandatory for the 
trader.

The agreement, what is 
reached and signed in 
mediation procedure is legally 
binding for the parties (like a 
contract).
If the trader is not complying 
with it, then consumer can to 
apply the ordinary court and 
ask for the forced implemen-
tation.

Arbitration decisions are 
always binding and equiva-
lent to a court decision.

Latvia 1 3 None �� Consumer 
Rights 
Protection 
Centre (CRPC) 
and Public 
Utilities 
Commission 
(PUC) – from 1 
up to 4 
months;
�� Ombudsman of 
Commercial 
Banks 
Association 
(OCBA) and 
Ombudsman of 
Insurance 
Association 
(OIA) - from 2 
months up to 1 
year

(Regulated by 
law)

�� There is a legal 
obligation for the 
trader to 
participate in 
CRPC and PUC 
procedures. The 
legal sanction 
when refusing to 
participate is a 
penalty due to 
public administra-
tive law.

�� No sanctions by 
not participating in 
OCBA and OIA 
procedures. 
However the case 
will be dealt on 
the basis of the 
consumer’s 
complaint even 
though trader 
refuses to 
participate in ADR 
procedure.

CRPC and PUC’s decisions are 
binding. For not following 
the decision - penalty due to 
public administrative law.

OCBA and OIA give 
recommendatory decisions. 
No sanctions.

Lithuania 1 No 
information 
available

None �� The State 
Consumer 
Rights 
Protection 
Authority – 20 
working days;

�� Other ADR 
bodies – up to 
2 month

(Regulated by 
law)

No sanctions ADRs give recommendatory 
decisions.

If the trader is not complying 
with the decision in specified 
time limit then the State 
Consumer Rights Protection 
Authority (SCRPA) provides 
the relevant information on 
their official website.

However, such procedure is 
not applied in all ADR bodies; 
some of these bodies may 
force traders to follow their 
decisions once traders fail to 
implement them.
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Luxemburg 5 None None Between 2 to 3 
months

No legal sanctions Most of the ADRs which are 
using conciliation as method 
of resolution give recommen-
datory decisions.

Only the Fegarlux Arbitration 
takes binding decisions.

No sanctions.

Malta None 6 1 No information 
available

No information 
available

Depends on the ADR.

In a case of Euro-label 
Procedure, if the trader is not 
fulfilling his liabilities, then 
the Euro-label trust mark can 
be deprived from him.

Norway 18 None None 6 months Some ADRs have a 
legal basis where the 
trader is obliged to 
participate in the 
ADR procedure.

If the trader refuses 
to participate in ADR 
procedure the case 
will be dealt on the 
basis of the 
consumer’s complaint 
despite the absence 
of the trader.

The Consumer Disputes 
Commission take binding 
decisions.

The private ADRs give 
recommendatory decisions. If 
trader is not complying with 
the decision then published 
in the “black list” at the 
Consumer Council’s 
homepage, although it has 
been done only once.

Poland 88 36 None 90 days No legal sanctions Depends on the ADR scheme, 
e.g., Banking Consumer 
Arbitration issue binding 
decisions while mediation ran 
by the Trade inspectorates 
issue recommendatory 
decisions.

Portugal 13

(1 with 
national 
scope)

1 None 90 days No sanctions ADRs take binding decisions 
which have the same effect 
of decisions made by a Court 
of First Instance.

Romania 1 None None Up to 30 days No sanctions The ADR gives recommenda-
tory decisions.

No sanctions.

Slovakia None 2 None Between 2 to 3 
months

If trader undertook  
in a contract to use 
mediation before 
initiating a lawsuit he 
will have to bear the 
consequences for the 
case of rejection of 
mediation before 
commencing a 
lawsuit. On the other  
hand, arbitrary 
decisions are valid 
and binding such as 
judicial decisions and 
must be obeyed. 
Sanctions may arise 
in conclusion with 
nin-fulfilment.

The available ADR is 
mediation. Decision issued by 
a mediator is binding for the 
parties in mediation who 
then have the possibility to  
propose judicial execution in 
case this agreement/ decision 
is committed in form of 
notary deed or approved  as 
judicial conciliation.

Slovenia None None None Not applicable Not applicable Not applicable

Spain 74 None None From 6 up to 12 
months

No sanctions ADRs take binding decisions.

The execution of decisions is 
according to Spanish Civil 
Procedure Rules.
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Sweden 1 None None Between 4 to 6 

months
No legal sanctions.

However the case 
will be dealt on the 
basis of the 
consumer’s complaint 
even though trader 
refuses to participate 
in ADR procedure.

ADR gives recommendatory 
decisions.

If trader is not complying 
with the decision then 
published in the “black list” 
at the national consumer 
magazine.

The 
Nether-
lands

46 None The  
Foundation 
for 
Consumer 
Complaints 
Boards

5 months If a trader is a 
member of a branch 
association he is 
obligated to 
participate in ADR 
procedures.

ADRs take binding decisions.

If the trader refuses - the 
trade association will comply 
to the decision of the ADR 
and the trader is no longer a 
member of the trade 
association.

United 
Kingdom

22 Several ODR scheme 
on trial 
between UK 
and Ireland 
covering 
“On- Line 
purchases”

Between 3 to 6 
months

No legal sanctions.

However certain 
sanctions possible 
within a trader 
association where 
the trader is 
participating on a 
voluntary basis.

ADRs take binding decisions 
if particular type of out-of 
court settlement is used such 
as Arbitration or Adjudica-
tion.

In other circumstance ADRs 
give recommendatory 
decisions.
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Appendix 3

Are there 
any legal or 
practical 
barriers in 
the 
consumers’ 
access to 
ADRs?

Depending 
on if 
consumer is 
national or 
foreign

Any 
national 
territorial 
competence 
or similar

Complaints 
accepted 
only in 
national 
language

Complain-
ant have to 
appear in 
front of the 
board

Complaint’s 
minimum/ 
maximum 
values

Fee for ADR 
procedure

Other obstacles

Austria No No No No No, except at 
RTR - 20€ 
minimum

No No

Belgium No No Dutch, 
French and 
German

Most 
procedures 
are written

Depends on 
the board

Depends on the 
board

Trader needs to be a 
member for some 
ADRs

Bulgaria N/A N/A N/A N/A N/A N/A N/A

Cyprus No No No Sometimes, 
depends on 
the arbitrator

Maximum 
values for 
consumer 
claim is 
5,125 €

Complaint fee 
(5-17 €) and 
Arbitrator’s fee 
(86-170 €)

The case can only be 
transferred if mutual 
consent

Czech 
Republic

No No No, also 
Slovak and 
English

No No Only in a case of 
arbitration (3% of 
principle, at least 
32 €)

No

Denmark No No Scandinavian 
and English

No Yes, in most 
boards

Yes, all boards, 
between 20 and 
70 €

No

Estonia No No Yes, if part 
of a hearing

No, it is not 
necessary

Yes, 
minimum 
300 EEK (19 
€)

No, but maybe 
cost for experts 
opinion

No

Finland No Only one, 
Åland, which 
has it own 
ADR (not 
notified)

Yes, except 
in cases 
falling under 
EC Regula-
tion 
261/2004 
(English)

No No No Language

France No Sometimes, 
but rarely

Yes (except a 
few of them 
who can 
treat 
complaint in 
English but 
will answer 
in French)

No No No Preliminary steps 
before consumer 
being entitled to 
contact the ADR (eg: 
banking sector)

Germany No No Yes No No No No

Greece No No No Yes, at the 
certain point  
where the 
case is tried

No No No

Hungary No No Yes, but now 
one of the 
notified ADR 
body plans 
to have 
hearings/
procedures 
in English, 
German and 
French

Normally yes, 
but the lack 
of appear-
ance does 
not interfere 
decision 
making

No No No

Iceland No No No No No Yes, in most 
boards (5-33 €)

No
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Ireland No No Yes, as both 

Irish and 
English are 
the national 
languages

No No Only, one the 
Chartered 
Institute of 
Arbitrators Irish 
Branch (380€)

Lack of willingness to 
participate (trader)

Italy No No No, also 
English

Not in case 
of ODRs 
(Chambers 
of Arbitra-
tion of Rome 
and Milan)  

No No No

Latvia No No No No No Only for 
ombudsman 
approx. 21€

No

Lithuania No No No No No Mostly no No

Luxem-
bourg

No No No Mostly no, 
but for use 
of mediation 
as method of 
resolution it 
is essential.

No Mostly no, only in 
one

If the trader has to 
be a member

Malta NIA NIA NIA NIA NIA NIA NIA

The 
Nether-
lands

No No Yes, but not 
at all the 
ADR’s and 
not such a 
strict 
condition.

No No Yes, between 25 
and 125 €

The trader will have 
to be a member.

Norway No No Scandinavian 
and English

No No No No

Poland No Yes, 
regionally 
decentralized  
structure in 
case of 
several ADRs

No, also 
English

No Yes, in some Yes, in some. In 
others could be 
only costs for 
expert’s opinion.

No

Portugal No No No, also 
English

No, the 
consumer 
may be 
represented 
by a 
consumer 
association

Mostly no 
but some 
have 
maximum 
limits 5000/ 
30.000 €)

Only for two 
ADRs (car sector 
and car insur-
ance). Cost to 
specialized 
experts can occur.

No

Romania No No No, also 
English

No No No No

Slovakia Yes, national No Yes No No Yes, depends on 
the ADR

No

Slovenia N/A N/A N/A N/A N/A N/A N/A

Spain No No Also English 
and French

No No No No

Sweden No No Yes, but 
exemptions 
can be 
made. 
English, 
Danish and 
Norwegian 
are generally 
accepted

No Yes (500/ 
1000/2000 
SEK 
depending 
on the 
product 
service)

No No

United 
Kingdom

No No Not known 
yet, but 
English

Mostly not, 
but depends 
on the ADR

Yes Mostly not, but it 
depends on the 
ADR

The absence of 
uniform regulations 
and the imbalance in 
the distribution of 
ADRs across sectors.

N/A – Not applicable
NIA – No information available
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AUSTRIA
EUROPEAN CONSUMER CENTRE AUSTRIA
EUROPÄISCHES
VERBRAUCHERZENTRUM
Director: Georg Mentschl
Mariahilfer Straße 81
1060 Wien
	 + 43/1 588 77 0 (general line)
Europa-Hotline 0810 - 810 225
(only available in Austria)
	 + 43/1 588 77 71
	 info@europakonsument.at
	 www.europakonsument.at

BELGIUM
EUROPEAN CONSUMER CENTRE BELGIUM
EUROPEES CENTRUM VOOR
DE CONSUMENT CENTRE EUROPEEN
DES CONSOMMATEURS
Director: Edith Appelmans
Hollandstraat 13 / rue de Hollande 13
1060 Brussel/Bruxelles
	 +32/2 542 33 46 (NL)/ +32/2 542 33 89 (FR)
	 +32/2 542 32 43
	 info@eccbelgium.be
	 www.eccbelgium.be

BULGARIA
EUROPEAN CONSUMER CENTRE
BULGARIA
Director: Albena Palpurina
Bacho Kiro street No14
Bg-1000 Sofia
	 +359/ 298 676 72
	 +359/ 298 755 08
	 ecc.bulgaria@kzp.bg
	 http://ecc.kzp.bg/

CYPRUS
EUROPEAN CONSUMER CENTRE CYPRUS
Ευρωπαϊκό Κέντρο Καταναλωτή Κύπρου
Director: Phrosso Hadjiluca
c/o Competition and Consumers Protection Service
(CCPS), Ministry of Commerce, Industry
and Tourism
6, Andreas Araouzos
1421 Nicosia
	 +357/2286 7100
	 +357/22 375120
	 ecccyprus@mcit.gov.cy
	 www.ecccyprus.org

CZECH REPUBLIC
EUROPEAN CONSUMER CENTRE
OF THE CZECH REPUBLIC
EVROPSKÉ SPOTREBITELSKÉ CENTRUM
Director: Tomáš Večl
Štěpánská 15
120 00 Prague
	 +420/296 366 155
	 esc@coi.cz
	 www.coi.cz | www.coi.cz/esc

DENMARK
EUROPEAN CONSUMER CENTRE DENMARK
FORBRUGER EUROPA
Director: Peter Fogh Knudsen
Amagerfaelledvej 56
DK-2300 Copenhagen S
	 +45/32 66 90 00
	 +45/32 66 91 00
	 info@forbrugereuropa.dk
	 www.forbrugereuropa.dk

ESTONIA
EUROPEAN CONSUMER CENTRE ESTONIA
EUROOPA LIIDU TARBIJA
NÕUSTAMISKESKUS
Director: Silvia Ustav
Kiriku 4
15071 Tallinn
	 +372/6201 708
	 +372/6201 701
	 consumer@consumer.ee
 www.consumer.ee

FINLAND
EUROPEAN CONSUMER CENTRE FINLAND
EUROOPAN KULUTTAJAKESKUS
Director: Leena Lindström
P.O. BOX 5
Box 5
00531 Helsinki
	 +358 10 19 46 76
	 +358/9 8764 398
	 ekk@kuluttajavirasto.fi
	 www.ecc.fi
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FRANCE
EUROPEAN CONSUMER CENTRE
FRANCE CENTRE EUROPEEN
DES CONSOMMATEURS
Director: Bianca Schulz
c/o Euro-Info-Verbraucher e.V.
Rehfusplatz 11
D-77694 Kehl
	 +49/78 51 991 48 0
	 0820/200 999 (only accessible from France)
	 +49/78 51 991 48 11
	 info@euroinfo-kehl.eu
	 www.euroinfo-kehl.eu

GERMANY
EUROPEAN CONSUMER CENTRE
GERMANY
EUROPÄISCHES VERBRAUCHERZENTRUM
DEUTSCHLAND
Director:	 Adress 2: Kiel Office
c/o Euro-Info-Verbraucher e.V.	 Andreas-Gayk-Straße 15
Rehfusplatz 11	 D-24103 Kiel
D-77694 Kehl	 	 +49/431 590 99 50
	 +49/7851 991 48 0	 	 +49/431 590 99 77
	 +49/7851 991 48 11	 	 evz@evz.de
	 info@euroinfo-kehl.eu	 	 www.evz.de
	www.euroinfo-kehl.eu

GREECE
EUROPEAN CONSUMER CENTRE GREECE
Ευρωπαϊκό Κέντρο Καταναλωτή
c/o Hellenic Ministry of Development
Director:
Kanigos Square
GR - 10 181 Athens
	 +30/210 3847253
	 +30/210 3847106
	 infoecc@efpolis.gr
	 www.eccefpolis.gr

HUNGARY
EUROPEAN CONSUMER CENTRE HUNGARY
EURÓPAI FOGYASZTÓI KÖZPONT
Director: György Morvay
Logodi u. 22-24
1012 Budapest
	 +36/1 473 0338
	 +36/1 331 7386
	 info@efk.hu
	 www.efk.hu

ICELAND
EUROPEAN CONSUMER CENTRE ICELAND
EVRÓPSKA NEYTENDAAÐSTOÐIN
ENA – ECC ICELAND
Director: Hildigunnur Hafsteinsdóttir
Hverfisgata 105
101 Reykjavik
	 +354/ 545 1200
	 +354/ 545 1212
	 ena@ena.is
	 www.ena.is

IRELAND
EUROPEAN CONSUMER CENTRE DUBLIN
Director: Ann Neville
13a Upper O’Connell Street
Dublin 1
	 +353/1 809 06 00
	 +353/1 809 06 01
	 info@eccireland.ie
 www.eccireland

ITALY
EUROPEAN CONSUMER CENTRE ITALY
CENTRO EUROPEO CONSUMATORI
Director: Federico Vicari
Via G.M. Lancisi 31
00161 Roma
	 +39/06 442 38 090
	 +39/06 441 18 348
	 info@ecc-netitalia.it
	 www.ecc-netitalia.it

LATVIA
EUROPEAN CONSUMER CENTRE LATVIA
EIROPAS PATĒRĒTĒJU INFORMĒŠANAS CENTRS
c/o Patērētāju Tiesību Aizsardzības Centrs-
Consumer Rights Protection Centre
Director: Aija Gulbe
Kr. Valdemara Street 157-228
1013 Riga
	 +371/738 8625
	 +371/738 8625
	 info@ecclatvia.lv
	 www.ecclatvia.lv

LITHUANIA
EUROPEAN CONSUMER CENTRE
LITHUANIA
EUROPOS VARTOTOJŲ CENTRAS
Director: Viktorija Ostrauskiene
J. Basanavičiaus st. 20-11
LT 03224 Lithuania
	 +370/5/2650368
	 +370/5/2623123
	 info@ecc.lt
	 www.ecc.lt



71

LUXEMBOURG
EUROPEAN CONSUMER CENTRE
LUXEMBOURG
CENTRE EUROPEEN
DES CONSOMMATEURS-GIE LUXEMBOURG
Director: Karin Basenach
55 rue des Bruyères
L-1274 Howald
	 +352 26 84 641
	 +352 26 84 57 61
	 info@cecluxembourg.lu
	 www.cecluxembourg.lu

MALTA
EUROPEAN CONSUMER CENTRE MALTA
Director: Claude Sammut
Annex to Consumer & Competition Division
47A, South Street,
Valletta, Malta
	 +356 21 22 19 01
	 +356 21 22 19 02
	 ecc.malta@gov.mt
	 www.eccnetmalta.gov.mt

THE NETHERLANDS
EUROPEAN CONSUMER CENTRE
NETHERLANDS
EUROPEES CONSUMENTEN CENTRUM
Director: Patricia de Bont
Catharijnesingel 55, 5th floor
3511 GD Utrecht
P.O. Box 487
3500 AL Utrecht, the Netherlands
	 +31/(0) 30 232 64 40
	 +31/(0)30 234 2727
	 info@eccnl.eu
	 www.eccnl.eu

NORWAY
EUROPEAN CONSUMER CENTRE NORWAY
FORBRUKER EUROPA
Director: Elisabeth van Riessen
P.O.Box 4594 Nydalen
0404 Oslo
	 +47 23 400 500
	 +47 23 400 501
	 post@forbrukereuropa.no
	 www.forbrukereuropa.no

POLAND
EUROPEAN CONSUMER CENTRE
POLAND
EUROPEJSKIE CENTRUM KONSUMENCKIE
Director: Piotr Stańczak
Plac Powstańców Warszawy 1
00 950 Warsaw
	 +48/22 55 60 118
	 +48/22 55 60 359
	 info@konsument.gov.pl
	 www.konsument.gov.pl

PORTUGAL
EUROPEAN CONSUMER CENTRE
PORTUGAL
CENTRO EUROPEU DO CONSUMIDOR
Director: Maria do Céu Costa
Praça Duque de Saldanha, 31-1°
1069-013 Lisboa
	 +351/21 356 47 50
	 +351/21 356 47 19
	 euroconsumo@dg.consumidor.pt
	 http://cec.consumidor.pt

ROMANIA
EUROPEAN CONSUMER CENTRE
ROMANIA
CENTRUL EUROPEAN AL
CONSUMATORILOR ROMANIA
Director: Razvan Resmerita
Bd. Nicolae Balcescu nr. 32-34, etaj 4, cam. 16
Sector 1, Bucharest,
RO-010055
	 + 40/ 21 3157149
	 + 40/ 21 3157149
	 + 40/ 21 3110242
	 office@eccromania.ro
	 www.eccromania.ro

SLOVAKIA
EUROPEAN CONSUMER CENTRE SLOVAKIA
EURÓPSKE SPOTREBITEL'SKÉ CENTRUM
Director: Dženšίda Veliová
Mierová 19
827 15 Bratislava
	 00421/2 4854 2019
	 00421/2 4854 1627
	 ecc@economy.gov.sk
	 www.economy.gov.sk/ecc
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SLOVENIA
EUROPEAN CONSUMER CENTRE SLOVENIA
EVROPSKI POTROŠNIŠKI CENTER
Director: Jana Huč Uršič
1000 Ljubljana
Frankopanska 5
	 +386 1 432 30 35
	 +386 1 433 33 71
	 epc@epc.si
	 www.epc.si

SPAIN
EUROPEAN CONSUMER CENTRE SPAIN
CENTRO EUROPEO DEL CONSUMIDOR
Director: José Maria Tamames Rivera
Principe de Vergara 54
28006 Madrid
	 +34/ 91 822 45 55
	 +34/ 91 822 45 62
	 cec@consumo-inc.es
	 http://cec.consumo-inc.es

SWEDEN
EUROPEAN CONSUMER CENTRE SWEDEN
KONSUMENT EUROPA
Director: Jolanda Girzl
Lagergrens gata 8
Box 48
65102 Karlstad
	+46/54 - 19 41 50
	 +46/54 - 19 41 59
	 info@konsumenteuropa.se
	 www.konsumenteuropa.se

UNITED KINGDOM
EUROPEAN CONSUMER CENTRE UK
Director: Jediah Mayatt
1 Sylvan Court, Sylvan Way,
Southfields Business Park
BASILDON Essex UK SS15 6TH
	 +44 (0)8456 04 05 03
	 (Monday to Friday: 10:00am to 3:00pm)
	 +44 (0)8456 08 96 00
	 ecc@tsi.org.uk
	 www.ukecc.net



The ECC-Network is co-funded by the European Commission DG Health and Consumer Protection and by the Member States.
This report has been coordinated and written by the following ECC offices on behalf of the European Consumer Centre’s Network.

ECC Denmark	 ECC Poland	 ECC Italy	 ECC United Kingdom
www.forbrugereuropa.dk	 www.konsument.gov.pl	 www.ecc-netitalia.it	 www.ukecc.net
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