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Minutes of the European Consumer Consultative Group (ECCG) meeting  

7-8 February 2013 
 

BRUSSELS, Centre Albert Borschette 
CHAIR: EUROPEAN COMMISSION 

 
1. Welcome and approval of the agenda 

The European Commission (Ms Jacqueline Minor, DG SANCO) welcomed the ECCG 
members. Ms Minor asked the members present if they have any other points to add to the 
Agenda. 

• The ANEC representative proposed to discuss and to reassess the priorities of different 
topics for drafting possible ECCG opinions. She recalled that the issue had already 
been brought up but has not yet been brought to a conclusion. 

• The BEUC representative asked if there will be any time allocated for discussing the 
flash opinion on Package travel directive.  

Ms Minor noted the remarks, and reassured that both points would be dealt with. The Agenda 
was adopted without modifications.  

She further introduced the new Director of DG SANCO's Directorate B, Ms Despina Spanou. 

2. Preliminary orientations of legislative proposal transparency and switching of Bank 
account 

EC (Ms Anna Passera, DG SANCO) explained that the legislative proposal was a joint 
initiative with DG MARKT. Regarding the state of play she briefly recalled the work on bank 
accounts since 2007. In October 2012 the Commission identified key legislative initiatives to 
introduce into the Single Market Act II covering 3 areas: access to basic accounts for all 
citizens, transparency and comparability of bank fees and switching. 

• The BEUC representative asked why the text could not be shared with the ECCG so 
the members could consider suggesting drafting. She deplored the fact that regulators 
had access to the proposal before the ECCG. She also warned that if the text would not 
be satisfactory and consumer friendly, there would be criticism.    

Ms Passera reminded that the ECCG was consulted on the occasion of the public consultation 
launched in 2012. She further explained that the inter-service consultation was concluded and 
that currently the comments received were under consideration, in particular the comments 
provided by the Legal Service and the Secretariat General. Only when the text will be 
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formally adopted, the Commission will be in a position to provide more details, most likely at 
the next meeting in June.   

• The UK representative reminded about payments accounts, and informed that the UK 
has introduced pro-consumers provisions and therefore it is expected the provisions to 
be in line with the Commission proposal. 

5. ECCG opinion on Consumers and vulnerability 

Ms Minor declared the opinion adopted by unanimity. She further informed that the Opinion 
will be published on the SANCO website. It will also be sent to other Commission services, 
highlighting recommendations relevant for different DGs, as well as to the European 
Parliament. ECCG members suggested forwarding the opinion also to EESC and CPN. 
 

• The ANEC representative requested to discuss some of the recommendations at 
subsequent meetings by inviting relevant Commission services.  
 

3. Code of EU online rights 

EC (Mr Tomas Soria Esteban, DG CONNECT) gave a presentation on the Code of EU online 
rights focussing on the objectives and key characteristics of the project and the content of the 
Code.  

EC explained that the issuing of a Code of EU online rights by 2012 was part of the actions of 
the Digital Agenda for Europe (DAE action 16). The aim of the Code of EU online rights is to 
compile into a single online platform the existing rights under EU law applicable to the digital 
environment. By doing that, the project aims to contribute to the following: easier 
understanding for EU citizens and consumers of the existing EU legislation as regards online 
rights and to raise awareness about key digital rights of EU citizens. By doing that, Action 16 
together with other DAE and EC initiatives, the Code aims to contribute to inspire trust and 
confidence among consumers when acceding and using online services and applications as 
well as to encourage consumers to conduct more activity online. 

With regard to implementation of the project and publication, the EC informed that the Code 
of EU online rights website is integrated in the Digital Agenda for Europe website where a 
full text version of the Code is also for download in all EU languages. This website is also 
linked to the Your Europe-Citizens portal online rights section where a simplified section on 
EU online rights with sample stories and practical information in all EU languages has also 
been published. 

• Several representatives (DK, ES and EL) remarked that the title "Code" could be 
misleading. 

• The BEUC, IE and ES representatives welcomed the initiative. The BEUC and IE 
representatives drew attention to the fact that the content was difficult to understand 
for average consumers. The BEUC representative further suggested looking at 
possible ways of simplification of the language.  



 3

• The UK and PT representatives supported BEUC's comment regarding language 
simplification.  

• The Portuguese representative offered to send link to a website illustrating a good 
example of how complex financial information is explained in plain English for the 
benefit of users. (i.e.: Canadian Banking Association).  

• The UK representative also supported language simplification and raised the issue of 
accessibility for the visually impaired.  

• The Belgian representative asked about the added value of the website, arguing that it 
seemed to be only a communication tool on existing legislation. 

EC explained that the Code was indeed a communication exercise and that its primary 
objective was to compile the existing rights and principles applicable to the digital 
environment under EU law, which are scattered in a series of EU legislative instruments, into 
a one single tool for the use of citizens and consumers. EC confirmed the challenge of using 
simplified language while keeping legal certainty. Whilst acknowledging that further 
consideration could be given to this aspect in the future, the EC pointed out that this issue had 
been taken into consideration in the implementation of the project. In particular, a simplified 
version of the Code was available in all languages in the EC Your-Europe website. As regards 
the name of the project, the EC explained that the title "code" refers to a document compiling 
EU legislation but that the EC did not intend to make a reference to a new legal act.  

4. Net neutrality 

EC (Ms. Emoke Maembe, DG CONNECT) debriefed the group on the state of play and 
legislative situation regarding net neutrality in Europe and on the planned Recommendation in 
this field. 

In April 2011, the Commission asked BEREC to undertake a fact-finding exercise on issues 
crucial to ensuring an open and neutral internet.  

In December 2011, BEREC, jointly with the Commission, launched a Europe-wide data 
collection exercise on traffic management practices. The evidence from BEREC published in 
May showed that there is a problem regarding net neutrality on European markets and that 
Member States had started to take different approaches that would lead to a fragmentation of 
the Digital Single Market while investors need regulatory certainty. 

On 29 May 2012, VP Kroes published a press memo proposing action on consumer choice 
and net neutrality. This will include guidance on transparency (e.g. clear information about 
real internet speeds, data ceilings, etc.), elements of traffic management, switching and the 
responsible use of traffic management tools, such as DPI.  

In this context, the Commission launched a public consultation focusing on specific aspects of 
transparency, traffic management and switching in an Open Internet on 23 July that ended on 
15 October 2012. An impact assessment is currently being prepared on the relevant policy 
options. 
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The EC proposes guidance on transparency, switching and the responsible use of traffic 
management tools. 

• The BEUC representative asked for examples of infringements of net neutrality and 
enquired about the form of the planned legislation. 

EC provided the following examples: blocking of specific applications like 'Voice over IP' 
(example Skype), throttling (i.e. slowing down) certain traffic (like peer-to-peer applications, 
when downloading a movie), excluding certain traffic usage from data cap. As regards the 
form of the planned legislation EC replied that it will be a recommendation. The 
interpretation for NRA to apply will be based on Art 19 of the Framework Directive.  

• The Greek representative enquired why the European Commission doesn't consider 
adopting legislation in the net neutrality field. 

EC explained that the revised Regulatory Framework already contains the tools that are 
needed by national regulatory authorities to deal with net neutrality issues. EC also explained 
that the existing legislation had to be transposed. The intention is to introduce a less intrusive 
instrument at the moment. However further action is not excluded.  

• The Dutch representative contested the efficiency of measures regarding transparency 
and switching in this field. NL expressed concerns about the reasoning of the 
Commission, claiming that it was wrong and argued that allowing restrictions in the 
telecom sector could have a spill over effect and could lead to similar measures i.e. in 
the energy sector. 

EC announced that it is also working on guidance regarding reasonable use of traffic 
management tools. DG CONNECT reassured that the Commission would never support 
negative discrimination and that the position was less interventionist now. The future of the 
industry should be based on innovation and competitiveness.   

• The BEUC representative asked, whether it will be mentioned in the Recommendation 
that further legislative action will be taken, if the goals are not met. 

EC answered that discussions are on-going. 

6. Country presentation: Latvia 

The Latvian representative (Latvian National Association for Consumer Protection) gave a 
comprehensive overview of the national economic and political situation and their impacts on 
consumer issues.  

The economic crisis has led to structural changes in the Latvian society.  Politically important 
issues - such as the forthcoming Latvian Presidency of the EU or the preparations of 
introducing the Euro - may overshadow these changes.  

One of the EC Europe 2020 country specific recommendations for Latvia was to promote 
competition in major energy networks (electricity, natural gas and heating) and to improve the 
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connectivity with European energy networks. However, EUROSTAT data suggests that the 
highest increase of prices of household heating were registered in Latvia and Cyprus 
respectively. In this context energy represents a sensitive issue for consumers.  

Therefore the three main areas of work chosen by the Latvian National Association for 
Consumer Protection in 2011 and 2012 were energy (district heat, electricity and gas sector), 
ADR (awareness raising, information, education) and financial services (current issues - fast 
loans, fast consumer credit, consumer credit etc.). The Latvian representative highlighted the 
innovative approach taken by the Association in its activity. 

The representative said that Latvian problems were similar to those of the other CESEE 
countries. She explained that sources of funding were scarce, and no direct support from the 
public budget was earmarked to consumer issues. She emphasised the difficulties encountered 
by the Association in engaging relevant government officials to promote policy on consumer 
issues.  

• The Danish representative noted the importance of each of the three areas of activity 
and enquired if they were imposed by the funding projects or if there was a wider 
choice. 

• The Latvian representative replied that funding is obtained through different projects 
while the possibility to select certain areas of activity remains open. Answering to the 
question of the Finnish representative, she informed that in Latvia the legislation on 
ADR is still being drafted. 

• The Bulgarian representative asked if the Commission could exercise its powers on 
governments to pursue consumer protection and enforcement.  

• The ECCG members suggested having representatives of Commission 
Representations in MS as intermediaries in setting up high-level dialogues with the 
national governments in order to encourage more active engagement on consumer 
issues. 

 
EC ensured that the messages will be passed on i.e. at the Consumer Summit. (Even in the 
CPN some representatives are faced with similar difficulties.) 

Afternoon session 

6. Country presentation: Ireland 

The Irish representative gave an overview of the economic and social context in Ireland 
putting emphasis on the consumer policy environment and key consumer issues. He also 
referred to EU Irish presidency programme priorities. 

Ireland has been facing the economic crisis with a very high level of public and private 
indebtedness and significant drop in incomes.  As a result significant segments of the 
population emigrated.  
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As regards consumer policy the key issues in Ireland are linked to banking (mortgage, 
personal debt), rising energy costs, introduction of new taxes, redress and ADR and 
institutional reform.  

As regards redress and ADR in Ireland the small claims court and financial ombudsman 
services work very effectively. Thus consumers rate ADR highly, a big issue remains in the 
airline sector where there is no ADR and the group action procedure is absent.  

On consumer policy environment the representative underlined that consumer rights and 
protection has never been a Government priority and it remains a challenge. The last policy 
dates back to 2004 and there is no dedicated ministry for consumer affairs.  

He further announced the “Collective Redress” Conference and the ECC-half day seminar to 
take place in May 2013 during the Irish Presidency.  

• The DK representative asked how many people are employed by the Irish Consumers' 
Association and if their activity is focusing on particular areas. 

• The IE representative answered that the Association had very limited funding and thus 
it was difficult to cover the whole range of issues that the members would like to 
cover. Following the drop in membership and the cuts in income, currently two people 
are working for the Association.  

 
7. Interim report on identification of consumer organizations' training needs 
 
Dr Christian Thorun presented the objectives, the scope and the preliminary findings of the 
study "Identification of Priority Training Needs of Consumer Organizations in order to 
Develop Further Capacity Building Activities".  

The objective of the study is to provide DG SANCO and the EAHC with input on how to 
effectively build the capacity of consumer organisations by means of training. In so doing the 
study identifies: the scope of current and planned activities and projects of consumer 
organisations, the related training needs, the forms by which trainings should be provided, the 
countries and organisations most in need of training as well as the willingness of consumer 
organisations to pay a fee. 

The scope of the study covers all Member States of the EU (EU27); the acceding country 
Croatia, the candidate countries FYR of Macedonia and Montenegro and the EEA country 
Norway. The data has been collected though an online survey and in-depth interviews. 

The preliminary findings which are based on the results of the online survey show that the 
current work priorities for consumer organisations are general consumer law, financial 
services, telecommunication, consumer education, food & nutrition and energy. Future work 
priorities will possibly focus on financial services, consumer education, general consumer 
law, sustainability and digital rights. 

As regards training needs, the highest training needs are seen on sector specific issues, 
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management skills, media and PR.  The respondents from  the accession and candidate 
countries see higher training needs for management skills, consumer law and consumer 
research. 

Respondents see most training needs on those sector specific issues that are or will become 
more important in the future. In the field of media and PR all skills seem to be of relevance 
for training. 

In the field of management respondents see a particular need for training on strategic 
planning, project management, fund raising and budgetary skills. 

The preliminary findings show that different forms of training should be offered, thus 
combining structured class room teaching, exchange of best practices in networks of 
interested consumer organisations and e-learning.  The willingness to pay for training exists 
but is rather low. 

In-depth interviews have been conducted to obtain a more complete picture and a better 
understanding of the training needs of the European consumer organisations. In January 2013 
directors and senior management of consumer organisations from 68 consumer organisations 
from 31 countries (incl. BEUC and ANEC) have been interviewed by phone. 

The results of the in-depth interviews are now being analysed. A draft final report is expected 
to be ready by the end of March. 

• The Finish representative asked about the selection procedure of the organisations and 
what was meant by consumers organisations recognised by the state. 

• The Bulgarian, the Danish and ANEC representatives requested more information as 
regards the willingness to pay for trainings. 

• The Portuguese representative questioned the choice of e-learning. He added that it 
could be looked at as a substitute. He also offered to provide a link for a good example 
of online trainings available in the education area. 

8.  Follow-up CESEE 2 
 

Ms Minor recalled the purpose and the findings of the 2nd study conducted to analyse the 
current situation of consumer movement in CY, EE, MT, LV, SK and SL.  She emphasised 
that the EC will remain committed to strengthen consumer organisations analysed in both 
CESEE studies, of course taking account of available resources and appropriate tools. 
 
Ms Minor explained that the Commission's new capacity building programme (follow-up to 
the TRACE programme) will integrate several of the CESEE report's recommendations, such 
as: learning about using social networking platforms most efficiently, as well as new forms of 
marketing. The new capacity building programme can also address the identified need in 
specialised expert training of consumer organisations’ staff. 
 
She announced that the recommendations of the study as regards training and capacity 
building, business planning and communication will also be shared with the CPN members. 
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Ms Minor informed that Commissioner Borg is currently paying visits to different Members 
States and that his next visit will be to Greece. 
 

• The BEUC representative suggested inviting the Commissioner to the next ECCG 
meeting when the new mandate of the group will start. 

9. Consumer Programme 

DG SANCO (Mr Olivier Micol, DG SANCO) reported on the state-of-play of the 
negotiations between the European Parliament, the Council and the Commission on the 
adoption of the future financial framework, the 2014-2020 Consumer Programme. 

During the informal trilogue on 4 December 2012, the issues of substance could be solved. 
The remaining pending issues were not of substance but relate to the management of the 
Programme (e.g. adoption of the annual financial programme) and to its financial envelope. 
On the first issue, the Commission's main objective was to keep the programme manageable, 
also taking into account its small size. The financial envelope issue was obviously linked to 
the on-going global negotiations on the EU Multiannual Financial Framework (MFF) for the 
period 2014-2020. 

In this context, Mr Micol mentioned the possibility of a reduced financial envelope for 
Heading 3 of the MFF (under which the Consumer Programme is included) compared to the 
Commission proposal. In case the reduction of the envelope for the Consumer Programme is 
substantial, the content of the Consumer Programme might have to be renegotiated. 

• The Danish representative asked for clarification on the figures. 

• The UK representative enquired if the Commission could send updates to the group on 
the outcomes of the MFF negotiations and the impact on the Consumer Programme.   

Ms Minor replied that if the Council agrees on the MFF, it will go to the European Parliament 
which will either accept it or reject it. At this stage, decisions are taken mainly as regards the 
financial envelope of the various MFF headings and it will therefore remain unclear what the 
final amount for individual programmes under each heading will be.  

10. The programme of the next Consumer Summit 
 
EC (Ms Carina Törnblom, DG SANCO) informed that the European Consumer Summit will 
take place on 18-19 March 2013. The theme of the Summit this year is enforcement - as a key 
issue identified in the European Consumer Agenda - and its objective is to revisit the 
enforcement cooperation as it is today and to explore ways to raise its efficiency and provide 
effective responses to cases of EU relevance in the Single Market. 

During the first day, the results of the two workshops launched at the last Consumer Summit 
of 2012 will be presented. The two workshops have been initiated as a follow up of the 
actions listed in the Consumer Agenda: on comparison tools and environmental claims.  Very 
active work has been carried out so far with various stakeholders and with the involvement of 
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different Commission DGs. The results of this work are two reports which will be presented 
at the Consumer Summit. 

EC (Ms Marie-Paule Benassi, DG SANCO) informed about the afternoon of the first day 
when a high level expert panel composed of representatives of consumers, national 
authorities, business and the European Parliament, will open the discussion on enforcement. 
The discussion will be followed by a ministerial session where the Ministers in charge of 
consumer protection will present their views on the main challenges for enforcement of 
consumer rights and their vision for the future of enforcement. She explained that in the 
context of the revision of the CPC regulation the objective of the ministerial session is to 
launch a strategic reflection on these issues with an open and frank exchange of views on the 
way forward. Possible options for a strengthening of enforcement, especially at the EU level 
will be discussed. The reflection will continue in the different thematic workshops during the 
second day. The outcome of the Summit discussions will serve to identify options for a public 
consultation and later on will feed into the impact assessment on the possible revision of the 
CPC regulation.  

Ms Törnblom further announced the programme of the second day, when five workshops on 
the enforcement will take place. The objective is to work on concrete solutions for improving 
cooperation at national and European levels.  

One of the workshops will be a workshop on joint enforcement at the national level by energy 
regulators and consumer agencies. She further referred to future events that will take place in 
the energy sector in 2013. 

Ms Törnblom encouraged ECCG members to register and attend the Summit.  

Ms Benassi invited the Members to send their contributions as regards their assessment of the 
cooperation between consumer organisations and national enforcers as a preparatory work for 
the Summit. 

11. SANCO Multi-stakeholder Dialogue on Environmental Claims and Price 
Comparison Websites 

Ms Törnblom explained that the work of the Multi-stakeholder Dialogue on Comparison 
Tools is built on the active participation of consumer organisations, national authorities (incl. 
regulators) and EU-level business associations. 

Three workshops have taken place so far in October and November 2012 and on 6 February 
2013 with very interesting presentations from participants and expert speakers, followed by 
exchanges of information. The Multi-stakeholder group will put forward clear 
recommendations on what is not negotiable, what is desirable and next steps to take.  

Regarding the Multi-stakeholder Dialogue on Environmental Claims Ms Törnblom added that 
the outcome of the dialogue can be used by DG Justice to update the guidance under the 
UCPD on environmental claims.  
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Ms Törnblom announced that the two reports presenting the main findings, conclusions and 
recommendations following the Dialogues will be presented at the 2013 Consumer Summit.  

 
                                      8th February –morning session 

12. Overview of the current legislative initiatives from DG JUST 

EC (Ms Paraskevi Michou, DG JUST) informed about future consumer policy initiatives. She 
mainly referred to the report on the functioning of the UCPD, the CESL proposal and the 
revision of the Directive on package travel. 

She announced that an initiative on collective redress is still on the Commission's agenda. The 
report on the functioning of the UCPD was announced to be published in March (first two 
weeks). It has initially been foreseen for the beginning of the year. The short delay in its 
adoption is due to the translation process, as the report will be available in all languages.  The 
CESL proposal is in progress in the Council and in the European Parliament. Following the 
mandate given by the Council, the work on substance started during the Cypriot presidency 
and 6 meetings are scheduled for the Irish presidency. Timing of the European Parliament 
JURI Committee draft report in February, deadline for tabling amendments: 23-04-2013, final 
report to be adopted by the Committee in September. As regards the revision of the Directive 
on Package Travel she recalled that although consultations have been taken place since 2008, 
the stakeholders' views have been changed. All options of the impact assessment are actually 
on the table as the right balance between consumer and business interest has to be found.  She 
explained that the most difficult part was delimiting the scope. 

She announced that DG JUST has a new Unit dealing with efficiency of justice and the 
developments of a Justice 'scoreboard'. She announced a possible Communication about the 
Scoreboard for late March. 

• The BEUC representative recalled that the revision of the Directive on Package Travel 
has been requested by the ECCG for a long time as there is a real need to protect 
consumers in a modern way. She highlighted that by not acting now, EC could 
postpone for another few years the implementation of the necessary measures.  

• The Greek representative emphasized that the European Union is based on the respect 
of human rights and not on economic profit. 

• The French representative welcomed the initiative on collective redress and asked for 
a binding instrument. She confirmed the need to revise the Package Travel Directive 
and reminded the group's opposition to the CESL proposal. 

• The Austrian representative welcomed an initiative on collective redress. As regards 
the Directive on Package Travel she remarked that repealing the directive would place 
higher value on business interests. 
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• The Belgian representative also commented that repealing the directive will represent 
a paradox in the context of the smart regulation process and at the same time will 
contradict the EU declared objectives of getting rid of fragmented markets. 

EC replied that while Member States are tired of getting more and more legislation, there is a 
gap between the consumer legislation in force and what is actually applied and encouraged a 
continuous cooperation between the Commission and the national authorities/consumer 
organisations. 

13. Results of flash Eurobarometer surveys of consumers and retailers 

EC (Luca Protti, DG SANCO) presented the findings of the Eurobarometer surveys on cross-
border trade and consumer protection. He detailed the aspects linked to the information and 
awareness of legal obligations towards consumers, problems and complaints, unfair 
commercial practices experienced by consumers, consumer confidence, product safety 
environment and consumers knowledge of the European Consumer Centres. Overall 
consumers tend to have better knowledge of the length of guarantee validity rights, of the 
cooling-off period in distance selling, of contract validity, and of Unfair Commercial practices 
than retailers. Also, 1 out of 5 consumers are aware of the European Consumers Centres. 

EC clarified that the reports from the two Eurobarometer surveys (not finalized yet by the 
contractor) will be available on the Eurobarometer website around May 2013 in parallel with 
the publication of the Consumer Scoreboard.  

• The Danish representative remarked that a survey conducted in Denmark had similar 
findings as regards the insufficient knowledge of consumer rights from the part of 
retailers. Subsequently, trainings targeting retailers are now being organised. 

• Several other representatives (RO, CZ, FI) commented on the survey's evidence 
showing that most of EU retailers seem not to be aware of consumer legislation 
(which is in line with evidence collected at country level).  

The Commission answered that indeed the available evidence raises doubts on the retailers' 
knowledge of the consumer legislation.   

Following a question from PL, the Commission clarified that the question on problems 
experienced by consumer and the tendency to complain about them has slightly changed in 
2012 (with respect to 2011) so any comparison of the results should rather be avoided. 
However, if we still want to (roughly) compare, we see that data on the tendency of 
consumers to complain when they experience a problem are not so much different comparing 
the 2 years. 

The Commission informed that the two Eurobarometer surveys will be conducted again in 
2014. The possibility to slightly amend questions on problems and complaints, for instance by 
looking at consumers who seek advice from consumer organizations when complaining to the 
seller/manufacturer, will be taken into consideration. 
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14. Study on the meat market 

EC (Paulina Gbur, DG SANCO) presented the results and conclusions of the study of the 
functioning of the meat market for consumers in the EU.  

The meat market is highly regulated at the EU and at national levels and represents 4% of the 
household budget. The study has been conducted following the results of the  2010 Consumer 
Markets Scoreboard were the meat market ranked particularly low as regards the level of 
consumer trust.  

The study looked into market conditions and consumer decision making. In particular, it 
surveyed consumers’ use of information, the provision of different information aspects on 
meat, the importance for consumers of the link between meat consumption and health, the 
consumer perception of safety of meat, and sustainability of consumption, including waste of 
edible meat.  

Amongst suggestions on how to improve consumer conditions in the meat market were: 
further enforcement of the rules on food information to consumers, communication of 
outcomes of safety controls (positive and negative) to consumers in order to increase market 
transparency, targeted consumer education on how to handle meat safely, raising consumer 
awareness of the impact of meat on health, etc. 

In this context, EC also informed about relevant studies which are currently conducted on 
voluntary food labelling schemes, on the usage of environmental claims on non-food 
products. 

• Several representatives (UK, IE, FI, NL) signalled a recent case of misleading 
consumers in their countries when horse meat has been found in beef lasagne and in 
other meat products.  

• The IE representative also mentioned that traceability is important and that veterinary 
products which should not be there in meat are being found. 

• The BEUC representative remarked that food safety provisions are still seen as being 
burdensome for SMEs.  

15. Study on the internet services market 

EC (Konstantinos Zisis, DG SANCO) presented the findings of an in-depth Consumer Market 
Study on the functioning of the market for Internet access and provision from a consumer 
perspective. After introducing the scope, objectives and methodology of the study, key 
findings were presented on:  availability of offers (choice, speeds, prices), clarity of the 
information provided by internet providers, use and functionality of comparison websites, 
switching, type of unfair commercial practices and contract terms encountered, most common 
types of problems experienced by consumers, complaints/complaint handling and alternative 
dispute resolution.  
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The ECCG members expressed their interest in setting up an ECCG sub-group with a view to 
prepare an opinion on the subject. 

16. AOB - top 10 burdensome legislative acts for SMEs 

EC (Luca Barani, DG ENTR) presented the methodology and questionnaire on which the 
Public Consultation on the TOP-10 most burdensome EU legislative acts was conducted in 
the last trimester of 2012. Enterprises, organisations and other stakeholders, such as national 
governments and European citizens, have been taken part in the consultation, which gathered 
around 1000 contributions.  The questionnaire covered a list of 53 policy areas and 55 specific 
EU legislative items. The results of the public consultation will be included in the 
Communication to the 2013 March European Council. The Commission has already taken 
some initiatives with the aim of looking into ways of minimizing the regulatory burden for 
SMEs, and especially micro-enterprises, and adapting EU regulation to their needs to the 
extent possible.   

• The BEUC representative remarked that it is obvious that business will answer yes to 
the question if consumer legislation is burdensome. She further asked how is this 
going to be smart regulation if the rules only apply to a small segment of the market. 

• The Polish representative noted that by looking comparatively at the results of this 
public consultation and at those of the Eurobarometer presented earlier, it emerges that 
actually business answer 'yes' without really knowing the legislation and what 
burdensome is.  

16. AOB - next mandate of ECCG members  

Ms Törnblom announced that according to the provisions set out in the ECCG Decision of 14 
September 2009 setting up a European Consumer Consultative Group (2009/705/EC), the 
procedure of putting together a new group has started.  

The Spanish representative said that, as the new members of the ECCG will need some time to 
adjust to be able to work together, it would be important to develop the proposal of ANEC and 
elaborate a list of issues to give continuity to the work with established priorities. 

The European Commission (Ms Jacqueline Minor), thanked the ECCG members and closed the 
meeting. 


