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Good Morning Ladies and Gentlemen,  

Introduction 

I would like to thank the Irish Presidency for organising this 

conference and giving me the opportunity to put the spotlight 

on the vital role of enforcement in enabling consumers to 

take maximum benefit from what the market has to offer, and 

in doing so make their full contribution to growth and new 

opportunities for the European economy. 

As you may know, Commissioner-Designate from Croatia (Mr 

Neven Mimica) has been nominated for the post of consumer 

Commissioner within the College and will now appear before 

the European Parliament in June with the aim to take over 

this policy field at the beginning of July.   

So my first Competition and Consumer Day may also (sadly) 

be my last in my current capacity.  But although my tenure 

may have been brief, I feel we have made some important 

progress in recent months – for example:  

Agreement on the legislation on Alternative Dispute 

Resolution (ADR) and Online Dispute Resolution (ODR) on 

which I will expand later; 
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Adoption of a package of proposals on Product Safety and 

Market Surveillance; and 

Adoption of a proposal for a Directive on Bank Accounts. 

As regards today's event, I will focus on how we can enhance 

the enforcement of consumer rights across the European 

Union and the European Economic Area. 

In order to strengthen the position of consumers and build 

their confidence the European Union has developed, over the 

years, an impressive and solid set of consumer rights of 

which we can and should be proud.  So far so good… 

But we all recognise that rights only exist in a meaningful way 

if they are properly enforced.  

This is why it is important to pool our resources wherever 

possible to ensure a credible, robust enforcement capacity 

across the European Union. 

Enforcement is, of course, one of the four pillars of the 

European Consumer Agenda, adopted by the Commission 

last year, and of the forthcoming Consumer Programme.  

Our policy initiatives towards a stronger enforcement 

framework for consumer rules in the EU encompass:  
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better monitoring of consumer complaints;  

proactive cooperation within the network of consumer 

authorities under the Consumer Protection Cooperation 

Regulation; and  

more effective and consumer friendly redress mechanisms, 

including through the use of the European Consumer 

Centres. 

Complaints 

An efficient enforcement framework requires a clear view of 

the problems encountered by those that the rules seek to 

protect. Consumer complaints provide useful information to 

authorities about where policy intervention may be needed. 

As you will know, the Commission adopted in 2010 a 

Recommendation on the use of a harmonised methodology 

for classifying and reporting consumer complaints and 

enquiries. Harmonisation of consumer complaints data 

gathering is essential to ensure comparable assessment of 

consumer protection across EU. 
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The Commission assists Members States through dedicated 

country visits as regards the practical challenges of the 

implementation of the complaints Recommendation. Over the 

past year, dedicated country visits and workshops have taken 

place in 10 Member States.  

Consumer Protection Cooperation 

A harmonised statistical view of consumer problems across 

national and European borders is also crucial for closer 

cooperation within the network of enforcers of consumer 

rules. 

Similar to the European Competition Network – of which 

many of you are members – national authorities responsible 

for the enforcement of consumer rules have, since 2007, their 

own network through the Regulation on Consumer Protection 

Cooperation – or CPC Regulation. 

Like their antitrust counterparts, national consumer enforcers 

have a powerful framework to stop rogue operators harming 

consumers across borders.  The network also facilitates 

better co-ordination of national enforcement actions.  
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Every year, the Commission coordinates a "sweep" in a given 

on-line retail sector. Last year, we looked at music, games, 

videos and books which can be downloaded. "Sweeps" aim 

to identify breaches of consumer rules and subsequently to 

secure the necessary corrections from the traders concerned. 

However, national enforcers are too often constrained by 

procedural and jurisdictional boundaries. They struggle to 

keep pace with the constant evolution of the market. To be 

effective, enforcers must have at their disposal adequate and 

modern tools and resources. 

In the light of these challenges, I believe that we should look 

at ways to step up enforcement.  At the Consumer Summit in 

March, I led a strategic debate with European consumer 

Ministers and State Secretaries, as well as consumer and 

business stakeholders.  

The Summit discussed how to devise more cost-efficient 

enforcement solutions building on the pooling of resources 

and expertise at national and European level, as well as on 

synergies between central and sector-specific regulators and 

with other players, such as consumer and business 

associations.  



7 

 

Summit participants called for more co-ordination of 

enforcement at EU-level in priority areas, with the 

Commission playing a leading role. As the next step, the 

Commission services will launch a public consultation this 

summer in order to gather more information. 

Redress 

General enforcement of consumer rules against rogue 

traders is complemented by the provision of solutions and 

redress for the specific problems faced by individual 

consumers and by consumer groups. 

In the field of redress, the adoption of legislation on 

Alternative Dispute Resolution (ADR) and Online Dispute 

Resolution (ODR) marks a major step forward for consumers 

and traders across the European Union.  

Consumers will, in future, be able to resolve their disputes 

out-of court in a simple, fast and low-cost manner. Traders 

will be able to avoid litigation costs and keep good relations 

with customers.  
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The Directive on ADR ensures full ADR coverage. This 

means that consumers, regardless of the sector and their 

geographical location, can address their dispute to an ADR 

entity.  We also set minimum requirements for the quality of 

ADR entities, which have to respect certain principles – such 

as those of impartiality, independence, effectiveness and 

fairness. 

The Regulation on ODR establishes an innovative ODR 

platform for online disputes.  Both consumers and traders will 

be able to submit their dispute online, in any official EU 

language, and have it dealt with entirely online. 

Traders will also need to inform consumers about the 

availability of both ADR and ODR. 

The new legislation will certainly serve to boost consumer 

and trader confidence in the Single Market and its digital 

dimension.  

 

However, 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 will also help Member States by issuing implementation 

guidelines on ADR.  

Finally, we will undertake a series of flanking measures to 

promote ADR and ODR across the European Union. 

As regards collective redress, I am fully aware of the range of 

views of consumer representatives, industry stakeholders 

and of the Member States.  My view is that we need a 

coherent framework in the EU for collective redress.  

Indeed, the Commission is willing to come forward with an 

initiative on collective redress during the course of this year.  

I am working in close co-operation with Vice-President 

Reding and Vice-President Almunia in order to finalise this 

joint initiative.  

The initiative would be a framework for all Member States to 

make available national schemes of collective redress in 

accordance with a set of common principles across the 

Union.  
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It would follow a horizontal approach to collective redress 

covering all relevant areas, for example: consumer protection 

and competition.  It would also respect Member States' legal 

traditions and entail strong safeguards against abusive 

litigation.  

It is important to stress that alongside the horizontal initiative 

on collective redress the Commission is preparing a 

legislative initiative on Antitrust Damages Actions.  

I would invite you to follow this afternoon's panel debate on 

collective redress within which the specific aspects of the 

interaction between collective redress and competition law 

will be discussed.  

Information campaign on Consumer Credit 

Turning to other matters, let me take this opportunity to say a 

few words about an information campaign that we are 

launching today, here in Dublin, on consumer credit.   

Its purpose is to inform consumers about the rights that they 

have when they take out credit, as granted to them by the 

Consumer Credit Directive.  
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The campaign will take place in four Member States (Ireland, 

Spain, Malta and Cyprus) and will focus on five key rights, 

including the right to receive comparable pre-contractual 

information and the right to withdraw from a credit agreement 

within 14 days. 

We will evaluate the impact on the campaign and – based on 

the results – will consider whether it should be extended it to 

more Member States. 

European Consumer Centres 

A presentation of the European enforcement framework for 

consumer rules would not be complete without reference to 

the contribution of the European Consumer Centres (ECCs). 

Since their creation in 2005, ECCs have been communicating 

and interacting directly with consumers, providing help where 

needed.  

Their close daily contact with consumers and their expertise 

in enforcing consumer rights in relation to cross-border 

issues are the keys to their success.  
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In 2012, the ECCs had more than 72,000 contacts with 

consumers – a significant increase compared to 2011.  Some 

32,000 of these contacts concerned cross-border complaints, 

60% of which related to online shopping.  

Over 50% of the cases received by the ECCs are now 

resolved and closed by amicable settlements.  Unfortunately 

there remains a high number of traders unwilling to agree to 

a common solution. So even if the closure rate has improved 

significantly over recent years, there remains room for future 

improvement. 

Ladies and Gentlemen, 

Let me finish by encouraging everyone to participate fully in 

today's discussions. We look forward to hearing your views 

on the challenges ahead and on how best to enhance 

enforcement of consumer laws.   

Finally, let me say how much I have enjoyed working on 

European consumer policy issues and thank you all for your 

commitment and support. 

End 
 
 

 


