DG Sanco Questionnaire on the collection of consumer complaints

The Netherlands Competition Authority (NMa), the Independent Post and Telecommunications Authority (OPTA) and the Netherlands Consumer Authority (Consumentenautoriteit) are the three participating organisations in ConsuWijzer, the information desk for consumers. Through ConsuWijzer, (individual) consumers can receive information on their rights and obligations under consumer protection law (including energy and telecommunication regulations) and can ask questions or file complaints. ConsuWijzer can be reached by telephone and email and has a website dedicated to providing information (www.consuwijzer.nl). The information which is collected via questions and complaints from consumers to ConsuWijzer is important information for the three participating organisations as enforcement bodies: it gives an indication of where the biggest problems are. 

ConsuWijzer does not solve disputes for consumers: it helps consumers understand the relevant legislation and –if necessary- informs them about ways to resolve a dispute (including providing information on relevant dispute resolution bodies). 

Since, for the three organisations aforementioned, ConsuWijzer is the portal through which consumer complaints are received and classified, the answers below reflect the combined opinions of these three organisations.

1. Do you collect: a) consumer complaints b) consumer enquiries? 

Yes, both. 

2. Do you classify complaints and enquiries separately?

Yes

3. How do you define ‘complaints’ and ‘enquiries’? 

Complaints: an expression of dissatisfaction about the performance or compliance of a supplier, service provider or seller. 
Enquiries: a (general) question of a consumer about his/her rights and obligations under consumer protection law.

4. Who is eligible to send you a complaint?

Any consumer can send a complaint or enquiry to ConsuWijzer. It is not possible for businesses to do this.

5. Classification structure regarding sectors: 

Please find attached a copy of this structure

6. Would you be prepared to change your existing classification methodology to be in line with a voluntary harmonised methodology?

In principle yes, there is willingness to cooperate where this is possible. It depends however on the exact outcome of the discussions about a voluntary methodology (number, nature and scope of the changes compared to our existing methodology) if we would be prepared to change our methodology.

7. Do you use an IT-tool to classify complaints?

Yes 

8.Please provide more information on the system; is it a specialised software or a single spreadsheet, etc.?

The system used is build specifically for registration of complaints and enquiries. It is used by the front office as well as the back offices of the participating organisations (web based system). The classification of complaints and enquiries is determined by the enforcement bodies. These organizations can abstract signals from the registration system.  

9. Which is your preferred policy option (voluntary, mandatory, no action) on the issue of harmonising consumer complaints classification systems?  Please, explain your answer.

Voluntary. The voluntary option has the best of both worlds: it means that some form of harmonisation will be worked towards in joint effort and it the other hand increases the willingness to participate, all the more if this voluntary option results in a compromise that everybody can live with.

10. Do you agree that only the classification of complaints / enquiries addressed to third parties (e.g. public agencies, ministries, self-regulatory bodies, consumer NGOs, trade associations, ADR bodies, others) should be harmonised and not those made to sellers/retailers?

Yes

11. For each of the following, please give your view on whether a new classification system should include data on the following variables:

As a first remark: any type or category of information (variable) means that additional data need to be collected, which means additional questions need to be included in an online complaint form or on a callscript of a consultant on the phone. This needs to be taken into account when thinking about including categories of information. Experience learns that the more information is asked of a consumer, the fewer consumers tend to fill out a form. 

a) number of complaints: 

yes

b) number of enquiries;

yes

c) sectors; 

yes

d) nature / type of complaints (e.g. faulty good, late delivery, overcharging, incorrect labelling, etc.);

yes

e) mediums of transaction (e.g. face to face, internet, telephone sales, etc.);

no

f) associated monetary value;

no, this is too debatable

g) type of infringement and relevant legislation (e.g. horizontal legislation such as Unfair Commercial Practices or sector specific legislation such as Package Travel).

yes

12. Should the system use COICOP or an alternative sectoral classification?

We have no practical experience with using COICOP as classification system. At first glance, it appears however that the system that we use now, is less complicated than the COICOP classification.

13. How often should participating parties report aggregate collected complaints to the Commission (e.g. monthly, yearly, etc.)?

Yearly

14. What would be the cost implications of changing your methodology?

This depends on the nature and scope of the changes that would have to be made, but roughly costs would be associated with:
- changes to be made in the IT-tool
- training of staff


Personal Data

- Name of organisation

ConsuWijzer (with participating organisations Netherlands Competition Authority, Independent Post and Telecommunications Authority and Netherlands Consumer Authority)

- Country of establishment of the organisation

The Netherlands

- Address

Wijnhaven 24

2311 GA The Hague
- Website address

www.consuwijzer.nl

- Name contact person

Sjoerd Ammerlaan

- Telephone number contact person

+ 31 70 330 5977

- Email contact person

s.w.ammerlaan@consumentenautoriteit.nl
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