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1. Opening and approval of the agenda (ECCG2009 008) 
 
The Commission (Ms Minor, DG Health and Consumers) announced that the Belgian member 
Mr. Thibaut has resigned from the group. The meeting agenda was approved. 
 
2. European Consumer Summit, 1-2 April 2009 
 
The Commission (Ms Tornblom, DG Health and Consumers) presented the program of the 
European Consumer Summit. The Summit will bring together EU stakeholders to look at the 
challenges and opportunities facing today's consumers, with a special focus on the digital 
world.  
 
Summit documents are available on the Summit website: 
http://www.european-consumer-summit.eu/ 
 
3. New Commission impact assessment guidelines (ECCG2009 014) 
 
The Commission (Mr Robert Scharrenborg, Secretariat General) presented the state of play of 
the better regulation agenda and the new impact assessment guidelines. In order to improve 
impact assessments, the Commission has already extended the impact assessments to include 
initiatives such as comitology decisions which have a significant impact. The Commission has 
also put in place a central quality control function in the form of the Impact Assessment 
Board.  
 
The principal aim of the new Guidelines is to improve the quality of the impact assessments. 
The guidelines address this by emphasising the central role of the impact assessment units in 
each DG. Director-Generals also have to personally sign impact assessments in order to 
increase ownership. Also, the need for impact assessment steering groups (IASG) in each DG 
to involve other relevant DGs is stressed and the IASG will be required to revise the impact 
assessment before sending it to the central Impact Assessment Board.  Furthermore, public 
consultation will be improved and more emphasis is put on specific aspects of impacts e.g. 
fundamental rights, SMEs and consumers. 
 
The Commission (Ms Michaela Holl, DG Health and Consumers) explained how the new 
Guidelines take consumer interests into account. Firstly, the guidelines give useful tools for 
Commission services wishing to obtain consumer views on the impact of new legislative 
proposals, such as the ECCG consultation. Secondly, the new Guidelines contain detailed 



guidance on how to assess consumer detriment. This is based on the handbook published by 
DG Health and Consumers.  
 
During the discussion: 
• Some members requested to better take into account consumer interests and to involve 

consumer organisations in the impact assessment process. A member criticized the fact 
that taking into account consumer detriment in impact assessments is not obligatory. The 
Commission answered that it aims at getting a balanced and integrated approach and that 
all significant impacts, including consumer ones, have to be included in the impact 
assessment. The burden of proof is requested for different interests. 

• A member requested to discuss these guidelines on the basis of concrete cases. He said 
that impact assessment often result in a political choice without a scientific basis. The 
Commission replied that the impact assessment is an aid to decision making, not a 
substitute for political judgement, which is made by the college of Commissioners. 

 
Follow-up: 
• Commission to send links to roadmaps of proposals planned in the Commission's Work 

Programme for 2009 
See on: 
http://ec.europa.eu/atwork/programmes/index_en.htm 

 
• ECCG to discuss the application of the Consumer Detriment Methodology in the context 

of the Package Travel Impact Assessment as well as impact assessment cases at its next 
meeting (further info to follow). 

 
4. The European Single Market and Consumers 
 
The Commission (Mr Holmquist, DG Internal Market and Services) presented the 
Commission programme for financial services reform which is presented in the Commission 
Communication for the Spring European Council adopted on 4 March 2009. The European 
Council supported the proposals. In the course of 2009, the Commission will propose 
necessary changes in key areas of EU financial services supervision and regulation.   
 
Consumer interests are central to the reform package. The intention is to develop a reliable 
framework for retail financial services. To this end, the Commission will firstly establish a 
clear policy for responsible lending and borrowing. There will be a wide public consultation 
and an open hearing planned for July. In April, a communication will be published on retail 
investment products with the aim of strengthening the safeguards when financial institutions 
market investment products to retail investors. The Commission is also planning a review of 
existing deposit guarantee schemes later this year. Similar guarantees should also be put in 
place for costumers of insurance agencies.  
 
Furthermore, the Commission will support capacity building of consumer and investment 
stakeholders in order for them to better represent consumer interest in financial services 
policies at European level. The Commission will put forward its ideas to this effect before the 
end of 2009. It will also continue to promote financial education in Europe.  
 
The Commission also outlined the main conclusions of the December 2008 report "The Single 
Market Review: one year on". The message of the report is that enhancing consumer 
confidence in the single market will help cushion the effect of the recession. Furthermore, the 



"Single Market Assistance Services" project has been launched to make advice on rights in 
the single market and problem solving more efficient and accessible for citizens and 
businesses. The aim is to have a single gateway to information and assistance which should be 
up and running in 2010.  
 
• Several ECCG members expressed support for the Commission package on financial 

market reform.  
 
• Some members were critical about the banks as well as the national intervention plans 

stressing that they have harmed consumer confidence. They also expressed concern about 
the lack of access to credit and foreclosures due to the financial crisis. The Commission 
was of the view that there are shared responsibilities in today's difficult economic 
situation: responsibilities of banks, regulators and supervisors. Banks which have done 
better were generally submitted to stricter supervisory systems. Consumer confidence 
would have been much lower without national rescue plans. It was essential to save the 
banking system. Last October, the Commission also adopted in a few days time proposals 
to improve the protection of depositors and on accounting rules.  

 
• A member asked for information about the implementation of the Consumer Credit 

Directive. The Commission replied that the implementation has been discussed in a 
number of workshops and in consultations with Member States. One of the issues 
concerns the optional parts of the Directive, including responsible lending. 

 
• The Commission informed that a new DOLCETA module on consumer education on 

budget management is being developed. The module will be adjusted to each Member 
State. 

 
• A member asked if the Commission will consider revising the UCP Directive black list 

taking into account unfair commercial practices in financial services. The Commission 
replied that the basic test of unfairness would apply and found that would be a good idea 
to look at unfair practices concerning advertising and marketing of credit.  

 
• A member welcomed the proposal to support capacity building of consumer and 

investment stakeholders and would like to receive more information on this issue 
 
Follow-up: Timing of initiatives set out in the Commission Communication "Driving 
European recovery" of 4 March 2009 can be found in the annex to the Communication: 
http://ec.europa.eu/commission_barroso/president/pdf/press_20090304_annx_en.pdf 
 
 
5. The Services Directive (ECCG2009 014) 
 
The Commission (Ms Martin-Prat, DG Internal Market and Services) presented the Services 
Directive (Directive 123/2006/EC) which has to be implemented by 28 December 2009. It 
was stressed that not only will the Directive make it easier for service providers to offer their 
services cross border but also it will improve consumer's access to services in the Internal 
Market.  
 
Probably the most important provision of the Services Directive for consumers is Article 
20(2) which gives consumers a right not to be discriminated by businesses on the basis of 



their nationality or country of residence. Today, consumers often face problems when trying 
to buy services or goods across the borders, in particular over the internet. Examples of 
discriminatory practices are refusal of delivery or variation in prices according the country of 
residence. In the context of the implementation of the Services Directive the Commission is 
currently working with Member States to develop guidelines concerning the principle of non-
discrimination.  Other provisions of the Services Directive targeted at consumers are, for 
example, Article 21 which requires Member States to supply general information to 
consumers about consumer protection rules and requirements applicable to service providers 
in other Member States. In many Member States, the ECC-Net will probably take on this role. 
Furthermore, Articles 22 and 27 of the Directive requires service providers to give consumers 
important information such as contact details and prices information.   
 
Concerning the principle of non-discrimination, a member asked if the Commission will 
develop guidelines concerning what would constitute "objective reasons" which can justify 
different treatment according to Article 20, 2 of the Services Directive. The Commission 
indicated that it has launched a study on discrimination against service recipients to identify 
and analyse relevant business practices as well the reasons behind the differences of treatment 
m. Once available, the findings of this study will be discussed with Member States to ensure a 
consistent approach in the implementation and enforcement of this article. The Commission 
specified that this article includes a non-discrimination obligation but not a general obligation 
to sell. The Commission also recently published a report on cross-border e-commerce (see 
point 8 of the agenda). 
 
• A member asked about the practical effect of Article 26, which requires Member States - 

in cooperation with the Commission - to encourage service providers to take voluntary 
actions to develop a policy on quality of services. The Commission replied that Article 26 
of the Services Directive include actions the implementation of which will certainly go 
beyond the end of 2009 implementation deadline. 

 
• A member asked if the Commission is planning to do a comparison of service prices in 

Member States. The Commission replied that although it is very difficult to compare 
service prices, the Commission plans to work on it in the future since it is an important 
issue. 

 
6. ECCG future work and alternative work models (ECCG2009 014) 
 
The Commission (Ms Minor, DG Health and Consumers) presented objectives and plans 
ahead. She explained the 2-step process; 1st: revision of current ECCG Decision this year, 
2nd: creation of a European Consumer Stakeholder Council prepared in 2009 and launched in 
2010. 
 
As regards the 1st phase, ECCG members generally agreed with the need to add 
representativeness criteria in the nomination request. Concerning stricter reporting obligations 
to better involve national consumer organisations, some felt that it could be an obstacle to 
small consumer organisations to be ECCG candidates given the work it implies. Some would 
favour amending the current rule establishing that ECCG members can be nominated for 2 
mandates only since in some countries, there is only 1 consumer organisation. Eurocoop 
requested to become an ECCG full member instead of an associate. 
 



As regards the 2nd phase, the majority of ECCG members said that they still need to consult 
their national counterparts. Several members were concerned that the new stakeholder 
Council would diminish the role of the ECCG, giving it inferior ranking. Some members 
expressed support for the idea and one referred to the positive experience of the French 
"Conseil National de la Consommation".  
 
The members pointed out the following: 
 
• Several favoured ad-hoc meetings or hearings on specific issues with business rather than 

a permanent dialogue on general issues.  
 
• The members pointed out that it should be assured that the asymmetry with business will 

not be deepened by the creation of the Council since it would only be composed of 1/3 of 
consumer representatives.  

 
• The ECCG proposed changing the name of the new Council. E.g. the word "consumer" 

would not reflect the presence of business stakeholders; the word "Council" would give it 
a higher ranking. 

 
• The ECCG also mentioned that in case the Council would be requested to agree on 

specific issues, the parity of the Council could lead to paralysis and to the lowest common 
denominator.  

 
• Some of them felt that the diversity of the ECCG, i.e. the fact that there is one 

representative per Member State, would be diluted in a multi-stakeholder forum. Some 
would like the ECCG, and not the Commission, to select the ECCG Delegation in the 
Council. 

 
• There were also questions related to the articulation between the ECCG and the Council 

(e.g. interdependence of the bodies, sequence / frequency of meetings, link between 
ECCG Opinions and possible Council opinions). 

 
The Commission stressed that it aims at maintaining and upgrading the ECCG role. In 
addition, there is an interest and value for the Commission to consult different stakeholders 
interested by consumer issues in a single, inclusive forum and to listen to different views, the 
objective being to improve policy input to SANCO. There would also be an added-value that 
both groups meet face to face to listen and respond directly to different points of views and to 
debate. The working-group on energy billing was mentioned as an example for how this type 
of direct dialogue can benefit consumers.  
 
The Commission would have to carefully select subjects for discussions in this forum; 
hearings and specialised meetings already take place and would continue, where appropriate, 
but they were not a substitute for a body with stable membership. The new forum would not 
have a superior ranking and could help the ECCG in raising their issues in a dynamic 
dialogue. The 3rd group of the Council would also represent citizens and could bring a useful 
input. The ECCG would not be "forced" to agree on a common denominator. The 



Commission said that the articulation between both bodies would indeed have to be further 
reflected and developed.  
 
Follow-up: ECCG future will be on the agenda of the next meeting 
 
7. Information from consumer organisations on ongoing/upcoming initiatives 
 
ECCG Opinion on consumer collective redress (ECCG2009 013) 
Mr Klimbie (ECCG member for NL and ECCG rapporteur on the opinion) described the 
process of the ECCG opinion on consumer collective redress. He felt that the process had 
been very good and recommended it to be an example to follow for future ECCG opinions. 
An agreement was reached quite fast and several members provided good concrete examples 
which were useful for the drafting of the opinion. He also thanked the Commission for 
publishing the opinion quite fast. The opinion was well received and contributed to the 
visibility of the ECCG. The Commission thanked the rapporteur for the work. 
 
Concerning the Green Paper on Consumer Collective Redress, the Commission has not yet 
received answers from all Member States. Once the many answers to the consultation have 
been analysed, the Commission will give feedback on SANCO website. On 29 May, the 
Commission will hold a hearing on this issue. 
 
Follow up: Commission to send Commissioner Kuneva's statement to the European 
Parliament on the Green Paper on Consumer Collective Redress: 
The statement and the debate on this issue are available on the EP website on:  
http://www.europarl.europa.eu/sides/getDoc.do?pubRef=-
//EP//TEXT+CRE+20090326+ITEM-003+DOC+XML+V0//EN&language=EN 
 
Presentation of the CORENET project (ECCG2009 014) 
Ms Vanhaevre (Alternate ECCG Member for BE and coordinator for the CORENET project) 
presented the CORENET project. The purpose of the project is to strengthen research on 
consumer protection. A first workshop on research methodologies was organised end 2008, 
two other workshops on unfair commercial practices and sustainable consumption will follow. 
A CORENET database is set up to provide information on studies and research on consumer 
issues. This will allow all interested parties to have easy access to consumer research carried 
out by organisations from other Member States. ECCG members were encouraged to insert 
their research and studies into the database at www.consumerresearchnetwork.eu. Ms 
Vanhaevre also invited ECCG members to encourage other consumer organisations to register 
and to upload studies.  
 
ECCG sub-group on energy and working group on billing 
The Commission (Mr. Gialoglou, DG Health and Consumers) informed the group about the 
agreement reached between the Council and the European Parliament on the third Energy 
Package.  
 
The Commission (Mr Labarre, Test-Achats) explained the main outcomes of the working 
group on billing on 23 March, in particular on information requirements.  One of the 
challenges is that national metering practice and legislation are very different. The 
Commission (Ms Minor, DG Heath and Consumers) added that the billing group had been a 
very positive experience of bringing together consumers, industry and regulators. Results of 



the working group on billing will be presented at the Citizen's Energy forum in September. 
Examples of good billing practices will be prepared. 
  
Follow up: Commission to send information on main points of the Council and EP agreement 
on the third energy package 

 
 

8. Consumer Markets 
 
2nd edition of the Consumer Market Scoreboard 
The Commission (Mr Mair, DG Health and Consumers) presented the 2nd edition of the 
Consumer Market Scoreboard. Several changes have been made since the first edition. More 
data is provided on prices, consumer satisfaction and switching. The Commission will 
continue to develop the scoreboard to better identify problematic markets.  
 
One of the main findings is that consumers are more satisfied with goods than with services. 
Furthermore, energy-, banking- and transport markets (rail and bus) are pointed out as 
markets which are not functioning well. Based on these results, the Commission will do a 
follow-up study on retail electricity. The Commission will get back to the ECCG concerning 
this study. Work is already under way concerning banking. The Commission encouraged the 
ECCG to use the scoreboard in the policy debate at national level. It is a powerful instrument 
to compare the situation of consumers across Member States. 
 
The Commission will host a conference on price data in October this year where ECCG 
members are welcome, invitations will be send once the dates are final. Concerning consumer 
satisfaction, the Commission will publish the main figures of the satisfaction survey on 8 
goods in April. The Commission is interested in feedback from ECCG members for the study 
of the retail sector. Questionnaires will be sent to ECCG members. 
 
• Several members congratulated the Commission for the scoreboard and mentioned that it 

is helpful in their work. A member mentioned that the scoreboard had been discussed in 
university courses. 

 
• A member mentioned that consumers in some Member States have trouble buying goods 

over the internet because of that fact that some providers do not accept credit cards from 
certain Member States. The Commission responded that it will do further studies on 
problems of consumers in e-commerce. 

 
• A member encouraged the Commission to look further into food prices and in particular 

the transfer costs when goods are sent from one Member State to the other. There are big 
price differences on the same goods across Member States. The Commission agreed that 
there is a need to look into food prices and to better understand the transfer costs. 

  
Harmonised methodology for classifying and reporting consumer complaints in the EU and 
the EEA 
 
The Commission (Mr. Kyriacou, DG Health and Consumers) presented the project on 
developing the harmonized methodology. The purpose of the project is to make data available 
on consumer complaints which can be compared across Member States. Fred Hahndiek 
(Gartner, Contractor on the project) presented the first phase of the project. Five Member 



States (DE, FR, SE, PL, UK) have been visited to collect information on complaint handling. 
The Member States were chosen to represent a variety in complaint handling.  
 
• Several members said that it will be very useful to have data about consumer complaints 

which can be compared across Member States. 
 
• Several ECCG members mentioned that it will be a challenge for consumer organisations 

and public authorities to adjust to the harmonised methodology. In some Member States 
the collection of consumer complaints is very heterogenic and varies between sectors and 
level of government. The change into the harmonized standard would therefore have to be 
gradual and over some time. A member suggested developing and testing the harmonized 
standard for just one or a few sectors.  

 
• A Member pointed out that even with a harmonised methodology it can be problematic to 

compare consumer complaints between Member States. Consumers from different 
Member States and regions might understand questions about their complaint differently. 

 
Follow-up:  
• Commission to send questionnaire on retail sector services (done – ECCG 2009 015) 
• Commission to send copies of 2nd Consumer Market Scoreboard in paper version 
 
 
9. Information from the Commission on ongoing/upcoming initiatives of interest to 
consumers 
 
Proposal for a Directive on consumer rights 
The Commission (Mr Petri, DG Health and Consumers) presented the state of play of the 
proposed Directive on consumer rights which was adopted by the College in October 2008. In 
the Council, there has been discussion on the articles of the Proposal during the Czech 
presidency. No Member States have taken definitive positions yet. Among Member States, 
there is some support for full harmonization but many Member States have questions and still 
need to analyse the full impact on their national legislation.  
 
In the European Parliament, there have been meetings in the IMCO committee. The general 
aspects of the proposal and the impact assessment have been discussed. IMCO also held a 
hearing on the proposal. The Parliament will not be able to finalise its first reading during this 
mandate. However, the Parliament could adopt a Resolution on the Proposal. In ECOSOC, 
opinions are mixed. 
 
Some ECCG members reminded their concerns that this Directive would lead to a reduced 
level of consumer protection in several countries.  
 
Proposal for a Directive on the safety of toys 
The Commission (Ms Pietilainen, DG Enterprise and Industry) presented the state of play of 
the Directive on the safety of toys. The Directive was adopted in the first reading after one 
year of negotiations. The Council is expected to formally adopt it in May. The directive will 
be applied from 2011 except for the chemical part which will be applied from 2013. The 
Commission is working on a guidance document and an information brochure on the 
Directive. The Commission presented the main elements of the final text. 
 



Proposal on the provision of food information to consumers 
The Commission (Ms Lee, DG Health and Consumers) explained that progress in the EP and 
Council has been slow due to the complexity of the Proposal. The debate is mainly about the 
proposed mandatory requirements. Concerning nutritional labelling, there is limited 
opposition in the Council against mandatory labelling but there is still some discussion on the 
content. In the European Parliament, the rapporteur has proposed to postpone the first reading 
for the next European Parliament, meaning that first reading could not be finalised before the 
end of this year and would probably be in early 2010. 
 
Revision of the Directive 89/398/EEC on foodstuffs intended for particular nutritional uses 
(ECCG2009 014) 
The Commission (Ms Vander Stappen) explained that it is currently working on the impact 
assessment on the revision of the framework Directive on dietetic foods. It presented the 
problem definition, objectives of the revision, options to consider and stakeholder 
consultations. An external consultant is in charge of an impact assessment study consisting in 
collecting quantitative data, identifying the economic impact and social impact on consumers, 
interviewing authorities and stakeholders. The Commission would welcome input from 
consumers. The IA should be finalized by the summer and the proposal is expected to be 
adopted by the College end of this year or beginning of 2010. 
 
Follow-up: Revision of the Directive 89/398/EEC on foodstuffs intended for particular 
nutritional uses: if you wish to receive further information on this issue or send contributions, 
please contact ariane.vander-stappen@ec.europa.eu 
 
10. Proposal on information to patients (ECCG2008 108 – ECCG2009 014) 
The Commission (Ms Sacristan-Sanchez, DG Enterprise and Industry) presented the proposal 
which is part of the pharmaceutical package. It proposes the possibility for pharmaceutical 
companies to disseminate information about their prescription-only medicines to the general 
public. The key elements of the proposals are: 
• Only certain information about prescription-only medicines may be published such as the 

patient leaflet or a different presentation of its contents. 
• Only certain communication channels for the dissemination of information shall be 

allowed, including Internet and health-related publications as defined by the Member 
State of publication. TV and radio are excluded. 

• Strict quality criteria must be fulfilled. 
• Adequate and effective monitoring (through prior control of information) and control must 

be ensured. 
 
An ECCG member was satisfied that the ECCG Opinion has been taken into account in the 
Commission Proposal and stressed the need for the principle of prior approval to be 
maintained.  
 
11. Any other business 
 

We would like to remind you that we would like a representative from every country 
to be present during the whole meeting on both days.   
 
Draft agenda of next meeting – Tuesday 7 - Wednesday 8 July (Afternoon of 7/7 and full 
day of 8/7).  
 



As usual we will not receive confirmation of these dates until 6-weeks before the planned 
date - so please do not book your flights until the date has been confirmed. 

 
Points for information on 7 July (meeting without interpretation) 
 
o Follow-up to the Green Paper on Consumer Collective Redress 
o Proposal for a Directive on consumer rights  
o Guide book on digital rights  
o Recommendation on privacy in RFID 
o CE marking campaign  
 
Points for discussion on 8 July (meeting with interpretation) 
 
o ECCG future work  
o Commission Communication on enforcement (tbc) 
o Impact assessment case studies (further info to follow) 
o Evaluation of the ECCG sub-group on Financial Services, the Financial Services 

Consumer Group (FSCG) 
o Nanotechnologies: please let us know sectors of interest to the ECCG? (e.g. 

chemical products? food? 
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