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Interviewees: European Consumer Centres 

Background information 

European Consumer Centre:  The Netherlands 

Location:  Utrecht 

Name:  N.R. van der Vorst  

Unit:  ECC NL is part of the head department of our host organization, The Legal Service Counter 

Title/function:  Lawyer Advisor ( also temporarily replacing our ECC Director) 

Phone Number:  +31 (0) 33 469 9021  

Email:  info@eccnl.eu 

 

1. Nature and scale of problems arising in cross-border and domestic transactions 

In addition to the specific issues related to the eight directives (covered in the introduction and Annex A), 
there are other, often more general problems that may occur when sales transactions are being concluded 
between consumers from your country and traders in another Member State or between traders from your 
country and consumers from another Member State. The following questions seek to identify these problems 
and find out what causes them. Furthermore, we would like to find out whether there are evident trends in the 
extent to which these problems occur and if any new types of problems are emerging. If you are unable to 
provide exact figures, then please provide estimations where possible.  

Nature and scale of the problems arising in cross-border transactions 

Questions concerning cross-border transactions 

1.1 a) What are, from a consumer’s view point, presently the main obstacles/disincentives when buying cross-border (i.e. 
transnational transactions)? Please rank in terms of importance with 1=most important obstacle to cross-border trade. 

1. Obstacles of a practical nature (rank from 1-6) 

4   Price differentials between the Member States are not significant enough to shop in other countries 

5   The variety and availability of goods and services in other Member States is not superior to domestic goods and services. Consumers 
are therefore not encouraged to shop in other Member States 

2   Risk of delayed or non delivery 

1   Risk of not being able to resolve issues arising after sale 

3   Language obstacles 

6   Other, please specify        

2. Obstacles related to confidence (rank from 1-3) 

2   Lack of trust in foreign sellers/traders 

1   Lack of trust in safety / quality of goods and services purchased from foreign sellers/traders 

3   Other, please specify        
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3. Obstacles related to legislation/enforcement (rank from 1-5) 

1   Lack of information/knowledge about consumer protection laws in other Member States  

3   Lower standards of consumer protection laws in other Member States 

2   Consumers do not know where to turn to in the event of a complaint 

4   A lower degree of enforcement possibilities 

5   Other, please specify        

1.1 b) Which of the above types of obstacles do you think forms the main obstacle to cross-border shopping? Please tick the 
appropriate box 

 Obstacles of a practical nature 

 Obstacles related to confidence 

 Obstacles related to legislation/enforcement 

1.1 c) Please describe briefly the reasons for your answer  

Consumers won't shop cross-border when they are confronted with obstacles of practical nature because it will be much more 
efficient and safer for them to shop in their own country. Then cross border shopping has no added value. They will only 
overcome the risk of these obstacles of pratical nature when they need something that isn't available in their own country and 
therefore have to buy it cross border.  

1.1 d) Have there been evident trends during the past five years in  the relative  importance of these obstacles? Please describe 
briefly 

Don't know 

1.2 a) Which obstacles lead to the most cross border complaints that your organisation deals with? Please rank in terms of 
importance with 1=the most important obstacle. (rank from 1-4) 

3   A different level of protection in consumer legislation – conflicting standards 

4   Difficulty of determining which national legislation applies 

2   Problems other than legislation, e.g. rogue trader 

1   Other issues, please specify  non delivery, non conformity product / service, not acting in conformity with legislation   

1.2 b) Did any of the above obstacles to reaching an agreement became more important or alternatively less important in the past 
five years? Please explain your answer briefly 

The obstacle a different level of protection in consumer legislation became less important in the past five years because the 
Commission has done a great deal to harmonize the consumer legislation in Europe.  
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1.3 What are the total numbers of complaints your organisation received in 2006 A) from consumers in your country concerning a 
transaction with traders in another Member State and B) from consumers in other Member States concerning traders in your 
country? 

      A. Consumer complaints sent to another 
Member States (concerning a trader in 
their country) 

B. Consumer complaints received by 
other Member States concerning a trader 
in your country) 

 

Please give number: 117 182 

1.4: What was the average value of the transaction that led to of a cross border consumer complaint in 2006?   

 Below € 200 

 Between  € 200 – 499 

 Between € 500 – 1000 

 Above € 1000 

1.5 To which of the following sectors did these complaints relate to? Please rank in terms of importance with 1=the sector to 
which most of the complaints related to in 2006 Rank from 1-12 

Sector (please provide other sectors if 
necessary) 

A. Consumer complaints sent to another 
Member States (concerning a trader in 
their country) 

B. Consumer complaints received from 
other Member States (concerning a 
trader in your country) 

a) Food and drink 1.  12 1.  10 

b) Cars and motor vehicles 2.  6 2.  6 

c) Clothing and accessories 3.  11 3.  5 

d) White goods 4.  7 4.  8 

e) Furniture 5.  3 5.  9 

f) Electronic goods 6.  4 6.  2 

g) Package travel  7.  5 7.  4 

h) Timeshare 8.  2 8.  12 

i) Health and beauty products 9.  9 9.  7 

j) Education, culture and leisure (including 
books, magazines, CDs, theatre tickets, 
etc.) 

10.  8 10.  1 

k) Property services (e.g. double-glazing, 
driveways, garden services) 

11.  10 11.  11 

l) Other types of consumer sales at cross-
border level (please list them) 12.  1 (Airlines) 12.  3 (Airlines, accomodation) 
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1.6 a) Is there a trend visible in the past five years with regard to the number of complaints and the average value of transactions 
subject to a complaint? Please indicate the trend per sector and explain briefly the reasons for a decreasing or increasing 
trend in the number of complaints. 

 

Trade sector Number of cross-border complaints Average value of transactions subject to 
a cross-border complaint 

a) Food and drink  Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/average value of transactions subject to a 
cross-border complaint 

      

 

Trade sector Number of cross-border complaints Average value of transactions subject to 
a cross-border complaint 

b) Cars and motor vehicles  Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/ average value of transactions subject to a 
cross-border complaint 

In the past few years more and more consumers use the internet to purchase goods cross border. They also use the internet 
more and more to buy (secondhand) cars (often cars are less expensive abroad). Since consumers buy more cross border 
through the internet this also leads to more complaints about these purchases. Concerning this sector we also received 
complaints from consumers who were deceived by sales persons saying they want to sell a car.  After consumers had paid (part 
of) the money the seller was vanished.        

 

Trade sector Number of cross-border complaints Average value of transactions subject to 
a cross-border complaint 

c) Clothing and accessories  Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/ average value of transactions subject to a 
cross-border complaint 

Like I said before consumers buy more and more goods through the internet and because of the increase in the use of e-
commerce they also shop more easily cross border. A negative consequence of this increase in e-commerce is the increase of 
complaints of consumers. These complaints often arise due to a mutual  misunderstanding.    
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Trade sector Number of cross-border complaints  Average value of transactions subject to 
a cross-border complaint 

d) White goods  Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/ average value of transactions subject to a 
cross-border complaint 

More and more Dutch consumers buy these goods across the border because most of theses goods are cheaper abroad. Further 
it is much more easier to buy these goods because of e-commerce. The increase in purchasing through the internet also leads to 
an increase in complaints. 

 

Trade sector Number of cross-border complaints Average value of transactions subject to 
a cross-border complaint 

e) Furniture  Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/ average value of transactions subject to a 
cross-border complaint 

It is popular under Dutch consumers to buy their furniture in Belgium. The complaints in this sector increase because more 
people become aware of the Dutch ECC and now know where to turn to when they have  a complaint.  

 

Trade sector Number of cross-border complaints Average value of transactions subject to 
a cross-border complaint 

f) Electronic goods  Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/ average value of transactions subject to a 
cross-border complaint 

As said above more and more consumers are buying products through the internet. Buying through the internet leads to more 
cross border shopping. So it is also  likely that  the complaints in this sector increase. The increase in average value is also due 
to the internet because  people buy more easily expensive goods through the internet.    
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Trade sector Number of cross-border complaints Average value of transactions subject to 
a cross-border complaint 

g) Package Travel  Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/ average value of transactions subject to a 
cross-border complaint 

- 

 

Trade sector Number of cross-border complaints Average value of transactions subject to 
a cross-border complaint 

h) Timeshare  Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/ average value of transactions subject to a 
cross-border complaint 

The complaints from Dutch consumers concerning timeshare related products have increased in the past few years probably 
because there also is an increase in companies abroad offering these timeshare related produts to consumers when they are on a 
holiday. Further the traders are also very consistent with offering these timeshare related products so more people buy these 
products and therefore in the past few years more complaints have arised. Last people become more aware of organizations 
where they can report their complaint so because of the increasing familiarityof the ECC we also receive more complaints from 
consumers in the last years.    

 

Trade sector Number of cross-border complaints Average value of transactions subject to 
a cross-border complaint 

i) Health and beauty products  Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/ average value of transactions subject to a 
cross-border complaint 

- 
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Trade sector Number of cross-border complaints Average value of transactions subject to 
a cross-border complaint 

j) Education, culture and leisure (including 
books, magazines, CDs, theatre tickets, 
etc.) 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/ average value of transactions subject to a 
cross-border complaint 

In comparison with five years ago more foreigners buy concert tickets at companies in The Netherlands since in the Netherlands 
it is still allowed to sell concert tickets with a profit meaning for a higher price then the official price. this is often the only way 
foreigners can get a ticket for a sold out concert.    

Further because of the increase in shopping through the internet consumers buy the products in this sector more often through 
this medium. This increase also leads to more complaints.  

 

Trade sector Number of cross-border complaints Average value of transactions subject to 
a cross-border complaint 

k) Property services (e.g. double-glazing, 
driveways, garden services) 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/ average value of transactions subject to a 
cross-border complaint 

- 

 

Trade sector Number of cross-border complaints Average value of transactions subject to 
a cross-border complaint 

l) Other sectors (please list them)  Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Please explain shortly reasons for decreasing or increasing number of complaints/ average value of transactions subject to a 
cross-border complaint 

In other sectors,  like Airlines, the complaints we receive have increased in the last five years. This is amongst other things due to 
an increase in travelling by plane by consumers. Consumers are better aware of their rights concerning air travel and therefore 
know to what they are entitled to and also take the steps to enforce their rights for example by way of the ECC's.    

 

1.6 b) Could you please indicate any sources which could provide us with detailed quantitative data and other information on the 
number of cross-border complaints, the average value of transactions subject to a cross-border complaint, the total value of 



Phase I of the Impact Assessment on the Review of the Consumer Acquis –  Questionnaire to 
ECC 

 9

cross-border complaints per sector for several years (e.g. annual reports, etc.)? 

We can provide you with our statistics from the Final reports in which you can find more detailed information about our cross 
border complaints. If you need a copy don't hesitate to contact us, we will provide you with one if it is approved by the 
Commission.   

 

1.7 a) To which of the following selling methods did most complaints in 2006 relate to? Please rank in terms of importance with 
1=the selling method to which most of the complaints related to in 2006 Rank from 1-7 

Selling method: A. Consumer complaints sent to another 
Member States (concerning a trader in 
their country) 

B. Consumer complaints received from 
other Member States (concerning a 
trader in your country) 

a) On the premises 1 2 

b) Distance selling 3 3 

c) Auctions 4 6 

d) Door to door 5 5 

e) E-commerce 2 1 

f) Other (please specify) 6 4 

1.7 b) Please specify, for the selling method that according to you received most complaints, the nature of the problem(s) 
encountered. (Do for example the  factors mentioned in 3.1 apply or  other factors?)  

e-commerce: most problems occur due to problems with the after sales. Also a lot of problems occur with the delivery of the 
goods. Further problems occur due to a non-conformity.    

 

1.7 c) When looking at the different types of selling methods, is there any evident trend in the number of complaints received with 
regard to certain methods? If yes, please explain for which selling methods there is a decrease or increase in the number of 
complaints. 

Increase in the number of complaints where consumers have used e-commerce to purchase a good. Since consumers use the 
internet more and more to purchase goods we also receive more complaints from consumers about "e-commerce traders".  

 

1.8 a): Considering the extent to which complaints related to cross-border transactions occur, what do you think are the most 
important repercussions / negative effects on consumers and businesses? Please rank in terms of importance with 1. being the 
most important repercussion /negative effect rank from 1-5 

2   Consumers’ confidence 

4   Costs for consumers because of having to file for a complaint (e.g. time, administrative costs, loss on amount paid for good, costs on 
court cases or other forms of dispute resolution, etc.) 

1   Costs for businesses – legal advice/support to handle complaints 

3   Costs for businesses – after sales services 

5   Others, please specify        
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1.8 b) Please briefly elaborate the reasons for your answer  

The most important negative effect on businesses and also indireclty on consumers are the costs for businesses to handle 
complaints / call for legal advice. It costs the businesses a lot of money to establish a department for Legal advise and a 
department to handle cross border complaints. These costs will be passed on to the products they sell and indirectly the 
consumers are the ones who have to pay these extra expenses. Further the second most important negative effect is when 
consumers encounter problems shopping cross border they will have second thoughts about shopping cross border another 
time. So this negative effect influences the consumer confidence.     

 

 



Phase I of the Impact Assessment on the Review of the Consumer Acquis –  Questionnaire to 
ECC 

 11

 

2. Scale and trends in the phenomena covered by the eight directives 

The following questions are aimed at estimating the size (i.e. the total number and value) of cross-border 
transactions, as well as the main trends in different industry sectors.  Some additional questions look at the 
selling methods applied in cross-border transactions and any specific trends in the latter. If you are unable 
to provide exact figures, then please provide estimations where possible.  

 

Scale and trends in the phenomena covered by the eight directives 

2.1 a) Is there a trend visible in the past five years with regard to the number of cross-border transactions and the average value 
of these transactions? Please indicate the trend per industry sector and explain briefly the reasons for a decreasing or increasing 
trend in the number of cross-border transactions. 

Trade sector Number of cross-border transactions Average value of cross-border 
transactions 

a) Food and drink National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 

Please explain shortly reasons for decreasing or increasing  number / average value of the transactions 

- 

 

Trade sector Number of cross-border transactions Average value of cross-border 
transactions 

b) Cars and motor vehicles National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 
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Scale and trends in the phenomena covered by the eight directives 

 Don’t know  Don’t know 

 

Please explain briefly the  reasons for decreasing or increasing number / average value of the transactions 

Since the internet consumers buy more goods through this medium also in this sector, cars and motor vehicles. Because of the 
fact consumers buy more cars and motorvehicles through the internet we automatically also receive more complaints. This is the 
consequence of the increase in e-commerce. Also our ECC becomes more known to consumers whats also leads to an increase 
in complaints in comparison with the last few years.    

 

Trade sector Number of cross-border transactions Average value of cross-border 
transactions 

c) Clothing and accessories National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 

Please explain briefly the  reasons for decreasing or increasing number / average value of the transactions 

Like I also said above since the internet consumers buy more goods through this medium also in this sector, clothing and 
accessories. Because of the fact consumers buy more through the internet we automatically also receive more complaints. This 
is the consequence of the increase in e-commerce. Also our ECC becomes more known to consumers whats also leads to an 
increase in complaints in comparison with the last few years.    

 

Trade sector Number of cross-border transactions Average value of cross-border 
transactions 

d) White goods National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 
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Scale and trends in the phenomena covered by the eight directives 

 Increasing 

 Don’t know 

 Increasing 

 Don’t know 
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Please explain briefly the  reasons for decreasing or increasing number / average value of the transactions 

More and more Dutch consumers buy these goods across the border because most of theses goods are cheaper abroad. Further 
it is much more easier to buy these goods because of e-commerce. The increase in purchasing through the internet also leads to 
an increase in complaints. 

 

Trade sector Number of cross-border transactions Average value of cross-border 
transactions 

e) Furniture National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 

Please explain briefly the  reasons for decreasing or increasing number / average value of the transactions 

It is popular under Dutch consumers to buy their furniture in Belgium. The complaints in this sector increase because more 
people become aware of the Dutch ECC and now know where to turn to when they have  a complaint.  

 

Trade sector Number of cross-border transactions Average value of cross-border 
transactions 

f) Electronic goods National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 

Please explain briefly the  reasons for decreasing or increasing number of cross-border transactions 
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As said above more and more consumers are buying products through the internet. Buying through the internet leads to more 
cross border shopping. So it is also likely that  the complaints in this sector increase. The increase in average value is also due to 
the internet because  people buy more easily expensive goods through the internet.    

 

Trade sector Number of cross-border transactions Average value of cross-border 
transactions 

g) Package Travel National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 

Please explain briefly the  reasons for decreasing or increasing number / average value of the transactions 

- 

 

Trade sector Number of cross-border transactions Average value of cross-border 
transactions 

h) Timeshare National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 

Please explain  briefly the  reasons for decreasing or increasing number / average value of the transactions 

As a reaction on the Timeshare Directive a lot of foreign companies have adjusted their contracts so they fall out of the scope of 
the Directive. We receive more complaints about this kinds of practices because a lot of companies are trying to sell these 
contracts that fall out of the scope of the Directive. Companies are more aggressive when offering these contracts. Consumers 
often don't know what their rights are concerning these kind of contracts and close such a contract.  

In the Netherlands we are not aware of traders who sell timeshare to foreign consumers. Probably these transactions don't excist 
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or maybe just a few of them.    
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i) Health and beauty products  Number of cross-border transactions Average value of cross-border 
transactions 

 National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 

Please explain briefly the  reasons for decreasing or increasing number / average value of the transactions 

- 

 

Trade sector Number of cross-border transactions Average value of cross-border 
transactions 

j) Education, culture and leisure (including 
books, magazines, CDs, theatre tickets, 
etc.) 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 

Please explain briefly the  reasons for decreasing or increasing number / average value of the transactions 

In comparison with five years ago more foreigners buy concert tickets at companies in The Netherlands since in the 
Netherlands it is still allowed to sell concert tickets with a profit meaning for a higher price then the official price. This 
is often the only way foreigners can get a ticket for a sold out concert.    

Further because of the increase in shopping through the internet consumers buy the products in this sector more often through 
this medium. This increase also leads to more complaints.  
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Trade sector Number of cross-border transactions Average value of cross-border 
transactions 

k) Property services National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 

Please explain briefly the  reasons for decreasing or increasing number / average value of the transactions 

- 

 

Trade sector Number of cross-border transactions Average value of cross-border 
transactions 

l) Other sectors (please list them) National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

National traders to foreign consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

Foreign traders to national consumers 

 Decreasing 

 More or less the same 

 Increasing 

 Don’t know 

 

Please explain  briefly the  reasons for decreasing or increasing number / average value of the transactions 

In other sectors,  like Airlines, the complaints we receive have increased in the last five years. This is amongst other things due to 
an increase in travelling by plane by consumers. Consumers are better aware of their rights concerning air travel and therefore 
know to what they are entitled to and also take the steps to enforce their rights for example by way of the ECC's.  
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2.1 b) Could you please indicate any sources which could provide us with detailed quantitative data and other information on the 
number of cross-border transactions, the average value of these transactions, the total value of cross-border transactions per 
sector for several years? 

We can provide you with the statistics in our Final reports from the last years concerning detailed information about cross border 
complaints. We can only provide you with these statistics if this is approved by the Commission.    

 

2.2 Please indicate which selling method is most commonly used for cross-border transactions in each sector (please rank in 
terms of frequency, i.e. 1=most frequent to 6=least frequent) 

a) From traders in your country to consumers in other countries 

Method 

Sector 

On the 
premises 

Distance selling Auctions Door-to-door E-commerce Other 

a) Food and 
drink 

1 4 5 3 2 6 

b) Cars and 
motor vehicles 

2 4 3 5 1 6 

c) Clothing and 
accessories 

2 3 4 5 1 6 

d) White goods 1 3 4 5 2 6 

e) Furniture 1 2 3 6 4 5 

f) Electronic 
goods 

3 4 2 6 1 5 

g) Package 
Travel 

1 3 5 6 2 4 

h) Timeshare 1 3 5 2 4 6 

i) Health and 
beauty products 

3 2 4 5 1 6 

j) Education, 
culture and 
leisure (including 
books, 
magazines, CDs, 
theatre tickets, 
etc.) 

3 2 4 6 1 5 

k) Property 
services (e.g. 
double-glazing, 
driveways, 
garden services)  

1 3 6 5 2 4 
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l) Other sectors 
(please list them) 

2 3 6 5 1 4 

b) From traders in other countries to consumers in your country 

Method 

Sector 

On the 
premises 

Distance selling Auctions Door-to-door E-commerce Other 

a) Food and 
drink 

1 2 4 6 3 5 

b) Cars and 
motor vehicles 

3 4 2 6 1 5 

c) Clothing and 
accessories 

2 3 4 5 1 6 

d) White goods 1 3 4 5 2 6 

e) Furniture 1 2 3 6 4 5 

f) Electronic 
goods 

2 4 3 6 1 5 

g) Package 
Travel 

1 3 4 6 2 5 

h) Timeshare 2 3 5 1 4 6 

i) Health and 
beauty products 

3 2 6 4 1 5 

j) Education, 
culture and 
leisure (including 
books, 
magazines, CDs, 
theatre tickets, 
etc.) 

3 2 4 5 1 6 

k) Property 
services (e.g. 
double-glazing, 
driveways, 
garden services)  

1 3 6 5 2 4 

l) Other sectors 
(please list them) 

2 3 6 5 1 4 
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2.3 Please indicate the overall trend in terms of the selling methods used in cross-border transactions over the five past years: 

a) On the premises  Decreasing 

 More or less the same 

 Increasing 

b) Distance selling  Decreasing 

 More or less the same 

 Increasing 

c) Auctions  Decreasing 

 More or less the same 

 Increasing 

d) Door to door  Decreasing 

 More or less the same 

 Increasing 

e) E-commerce  Decreasing 

 More or less the same 

 Increasing 

f) Other (please specify) Type 1:        
 Decreasing 

 More or less the same 

 Increasing 

Type 2:        
 Decreasing 

 More or less the same 

 Increasing 

Type 3:        
 Decreasing 

 More or less the same 

 Increasing 

2.4 a) Are there any trends visible over the past five years with regard to the number of Member States your consumers purchase 
goods and services from? 

Dutch consumers still buy a lot of goods just across the border like in the Member States Belgium and Germany. They buy these 
goods by visiting the stores (buying on the premises).  This trend keeps on excisting. Further Dutch consumers are increasingly, 
in comparison with the last years,  buying timeshare related products in Spain.    
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2.4 b) Are there trends visible over the past five years with regard to the number of Member States your traders sell goods and 
services to? 

In the last five years traders also sell more to consumers in other member states because of the increase in the use of e-
commerce. Through the internet traders have been discovering new markets on which they can sell their goods. Further since 
more member states joined the EU traders in the Netherlands also sell to these new member states.     

 

 

 

 


