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Ladies and gentlemen, 

I am glad to join you today at the annual co-operation days, 

which demonstrate, once again, the dynamism of the 

European Consumer Centres (ECCs).  

Your work is vital in building consumers' confidence in the 

Single Market. As internet shopping continues to power 

ahead, cross border purchases become a part of everyday 

life. I therefore foresee an increasing role for ECCs and, 

given our recent progress in the field of alternative dispute 

resolution, I would like to invite you to take an active role in 

its implementation.  

Just over a year ago, the Commission put on the table two 

legislative proposals for:  

A Directive on consumer Alternative Dispute Resolution 

(ADR); and  

A Regulation on consumer Online Dispute Resolution (ODR).  
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The European Parliament and the Council have reached a 

first reading agreement on these two proposals, which was a 

great achievement. We expect the legislation to be published 

in the Official Journal in June. 

Why did we insist on a rapid adoption of this legislation? 

We know that about one in five EU consumers encounters a 

problem when buying goods or services in the internal 

market. Only a small fraction of these consumers currently 

seek and secure effective redress. 

The ADR and ODR legislation will strengthen their 

possibilities to solve their disputes out-of-court in a simple, 

fast and low-cost way.  

This improvement will not only prevent overburdening court 

proceedings with low value affairs, but it is expected to 

motivate consumers to seek redress in the first place.  

Let me briefly outline the breakthrough elements that these 

two measures will introduce: 

First, with the exceptions of health and education, we have 

secured full ADR coverage. This means that consumers, 

regardless of sector and of geographical location, can 

address their dispute to an ADR entity. 
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Second, we set requirements for the quality of ADR entities, 

which will have to respect certain principles –such as those of 

impartiality, transparency, independence, effectiveness and 

fairness. 

Furthermore, we enhanced consumer information. This 

means that traders who will commit to using ADR will also 

need to inform consumers accordingly.  

Finally, we will introduce the innovative ODR platform for 

online disputes. Both consumers and traders will be able to 

submit their disputes online, in any official EU language, and 

have it dealt with entirely online. 

The ODR platform is based on the national ADR entities. 

They will deal with disputes submitted in the platform.  

We believe that the ODR platform will boost the confidence of 

both consumers and traders in cross-border online shopping  

We are aware of the valuable work of ECCs in the field of 

cross-border dispute resolution. The ADR and ODR 

legislation foresees steps that can contribute to enhancing 

the role of ECCs. 
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The ADR Directive provides that consumers receive 

assistance to identify the right ADR entity in another country. 

Member States can give this role to ECCs. 

ECCs are also requested to publish on their websites the 

consolidated list of ADR entities in all the Member States.  

According to the ODR Regulation, each Member State will 

designate one ODR contact point, which will host at least two 

ODR advisors. The role of the contact points will be to 

provide support to the dispute resolution and facilitate 

communication between the parties and the ADR entities. 

Member States can designate the  ECCs as the ODR contact 

points. 

Appointing the European Consumer Centres as ODR contact 

points could be an efficient option, as ECCs have indeed 

cumulated a very valuable experience in this subject matter. 

The decision will of course depend on the national competent 

authorities and, if you are interested in fulfilling this role, I 

would encourage you to be in contact with them. 

Before I finish, let me stress that the Commission's work is 

not over. We are committed to delivering a well-functioning 

and user-friendly ODR platform. 
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We have set up an expert group for that purpose and 4 ECCs 

participate in it (Ireland,Poland, Malta and Finland). 

We will also help Member States by issuing implementation 

guidelines on ADR. We intend to publish them at the end of 

the year. 

Finally, in co-operation with stakeholders and Member 

States, we will undertake a series of flanking measures to 

promote ADR and ODR across the European Union.  

Let me conclude by stressing that the adoption of the ADR 

and the ODR legislation is a milestone for the completion of 

the internal market for retail trade, for the benefit of both 

consumers and retailers. It will improve citizens' everyday 

lives and therefore I believe that we should all give our 

support to making it a reality. 

Thank you very much. 

 

 


