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Ladies and Gentlemen, 

 

It is a great pleasure for me to be here today to meet with 

representatives of the association of consumer ombudsmen. 

It is of vital importance for me to keep a close link to the 

everyday reality of consumers. I am therefore very happy to 

meet people dedicated to assist consumers on the ground at 

the regional and municipal level.  

I often consider myself as the consumer ombudsman on the 

European level. My everyday task is to serve the consumers 

of the European Union to the very best I can.  
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To do so, I value very much having frequent contacts with 

organisations such as yours, to grasp the consumer 

difficulties and see how they evolve in time.  

I am fully aware and highly appreciative of the role that you 

play to assist Polish consumers get their rights protected, and 

ultimately that consumer laws are complied with by business 

and well enforced by responsible authorities. 

I would like to share with you our efforts at the European 

level to further develop these rights, but also to ensure that 

they are correctly implemented.  

The EU consumer policy is based on the economic 

significance of private consumption. I think that only safe, 

informed and confident consumers can play a leading role in 

driving the economy. This is very important for economic 

growth, particularly in the times of economic crisis. 

 

Ladies and Gentlemen, 

Let me highlight a number of specific areas on which I have 

focussed my priorities since last July, when I took my office 

as European Commissioner: 
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1. Strengthening the enforcement of existing consumer laws; 

2. Taking forward ongoing legislative proposals; and 

3. Ensuring timely and effective implementation of recently 

adopted measures on alternative and online dispute 

resolution. 

I will take each of these priorities in turn. 

Regarding enforcement, I often say that consumer rights 

mean nothing if they are not properly translated into practice.  

Consumer laws need teeth. 

Enforcement of consumer law is, of course, the responsibility 

of national authorities – they often have to operate within 

budgetary constraints, which are usually tight, given the 

generally difficult economic climate.  

The Commission's role is to co-operate with Member States 

to increase their efficiency by assisting them with 

transposition, interpretation guidelines and co-operation 

mechanisms.  
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A powerful way to improve consumer conditions within the 

Single Market is to target widespread breaches of consumer 

laws, common to most Member States, and which inflict a 

high degree of harm on consumers.   

Our latest initiative of this kind concerned in-app purchases in 

mobile phone or computer games targeted at children. They 

are advertised as 'free' but might actually involve costs within 

the game, of which parents are often unaware. 

National authorities, coordinated by the Commission, 

presented their common assessment of unfair commercial 

practices in this area to the main market players. These now 

have until the end of this month to make concrete proposals 

to improve the present situation. This action, that attracted a 

lot of media attention, successfully conveyed the message 

that enforcement cooperation is a powerful tool to set high 

standards at EU level. 
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In order to get advice and ideas for long term improvement of 

enforcement cooperation, I also launched a public 

consultation which has just been completed. It generated 

over 200 responses. The consultation confirms the need for 

an up-to-date system of surveillance to detect emerging 

market trends and threats to consumers.  A stronger alerting 

role from various stakeholders and, in particular, 

organisations such as yours, is one of the options that we will 

study further.  

To give consumers more rights, I focussed in particular on 

two legislative proposals: on product safety and bank 

accounts. As you know, the Commission presents its 

proposals, and then it is for the European Parliament and the 

Council to decide. 

The Product Safety and Market Surveillance package 

provides improvements to product safety through better 

enforcement co-operation and clearer obligations on 

businesses. 

Reinforcing traceability, in particular for products coming from 

third countries, is a vital element. This will be done through 

better identification of the manufacturer as well as of the 

product's origin.  
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I very much hope that the Council and the European 

Parliament will come to an agreement on the package by the 

end of 2014. 

The proposed Directive on Payment Accounts seeks to 

improve access to bank accounts, the transparency and 

comparability of bank fees, and to enable consumers to 

benefit from better offers. I am very happy to inform you that 

four days ago the European Parliament and Council reached 

a political agreement on this proposal and it should therefore 

be finalised soon.  

In addition to these two proposals, important discussions are 

also ongoing on improving the legislative framework that 

ensures safety of medical devices. I hope that we will be able 

to agree on it by the end of this year. 

 

The third priority I would like to mention today is to pursue the 

timely and thorough implementation of Alternative Dispute 

Resolution and Online Dispute Resolution mechanisms. They 

will need to be put in place in all Member States by July 2015 

and January 2016 respectively.  
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The Commission is determined to support this process and 

will issue implementation guidelines by the middle of this 

year. In parallel, we are working on the development of the 

Online Dispute Resolution platform, which will need to be 

operational in January 2016. 

I also want to take forward the recent Commission 

Recommendation on Collective Redress. I am confident that 

this first step towards a coherent framework for collective 

redress across the EU will lead to the implementation of 

national schemes in line with the agreed common principles. 

 

Ladies and Gentlemen, 

I would like to share with you also my views on the broad 

issue of support to consumer representation and assistance 

bodies. 

Organisations such as yours not only have a duty to assist 

consumers on the ground but also to assist policy-makers 

obtain a thorough understanding on the issues that 

consumers face every day.  

I know that appropriate financial support is often an issue.  
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At the EU level, we are providing capacity-building tools for 

consumer organisations. For example, we are extending our 

range of actions to include the development of an interactive 

web networking platform, E-learning modules, classroom 

teaching, local training courses and expert courses.   

Topics developed for these courses will be adapted to local 

needs, and will be offered, for the first time, in the relevant 

national language.  

We are also conducting information campaigns. At the 

occasion of the Consumer Day, I have just launched a new 

set of consumer missions and the campaign on consumer 

rights. This campaign will also be unveiled in your country in 

a few weeks.  

It aims to increase awareness among consumers and traders 

of the existence of EU-wide rights mostly stemming from the 

implementation of the Consumer Rights Directive.  

‘The EU empowers consumers’ is our main message. It will 

help consumers understand that wherever they live in the 

EU, they have the right:  

• to have defective goods repaired or replaced; 

• to return products bought on-line during the first 14 days; 
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• to get true and complete statements on what they buy; 

• to have fair contracts;  

• to receive advice in the case of dispute with a trader from 

another EU country, thank to European Consumer 

Centres. 

I count on you to relay our messages when our campaign 

material will be available in the Polish language. 

I now look forward to hearing your views on the matters I 

have raised. 

Thank you very much for your attention. 


