
Minutes of the European Consumer Consultative Group (ECCG) 
 

28 and 29 June 2012 
BRUSSELS, Centre Albert Borschette 

CHAIR: EUROPEAN COMMISSION 
 
The Commission (Ms Carina Törnblom, DG SANCO) as chair of the meeting, welcomed the 
ECCG members.  
Ms Törnblom announced that starting from 1 April 2012, there has been some changes of 
rules about data disclosure for the expert working groups. Therefore all documents, agendas 
and presentations will be published on the SANCO ECCG website. 
 

2. Consumer Agenda & Consumer Programme: state of play 
 
The Commission (Mr Olivier Micol, DG SANCO) reported on the state of play and the 
follow-ups of both Consumer Agenda and Consumer Programme.  
 
He said that the Agenda, a joint initiative of Vice-President Reding and Commissioner Dalli 
published on 22 May, presented the Commission's vision of EU consumer policy in the years 
to come, in line with the objectives of the Europe 2020 strategy. The Agenda's ambition was 
to set out a comprehensive view of EU consumer policy. To this end, it is built around four 
main objectives, namely improving product safety; enhancing knowledge; improving 
implementation, stepping up enforcement and securing redress; and aligning rights and key 
policies to economic and social change. A key issue in this context is to ensure the integration 
of consumer interest in the design of sectoral policies important for consumers, in particular 
digital, financial services, food, energy and transport. Under each of the four objectives, the 
Agenda also contains specific initiatives to be implemented under the mandate of this 
Commission, by 2014. The Agenda identifies a number of challenges for EU consumer 
policies, such as the increased complexity of markets, the need to move towards more 
sustainable patterns of consumption, the issue of social exclusion and vulnerable consumers, 
and digitalisation. Mr Micol noted the strong convergences with the document issued by 
BEUC on the occasion of its 50th anniversary. He also referred to the "Report on Consumer 
Policy" published as a Staff Working Document accompanying the Agenda and presenting the 
main EU initiatives in the field of consumer policy between mid-2010 and end 2011.  
He said that the Agenda would be further complemented by a forthcoming Staff Working 
Document on Empowerment. 
 
Ms Törnblom underscored the importance of empowerment activities supported financially 
through the Consumer Programme and said that Staff Working Document on Empowerment 
will be presented at the next ECCG meeting. 
 
The Commission (Mr Carl Gösta Petri, DG JUST) presented more in detail actions under DG 
JUST responsibility and highlighted in particular the importance of informing both consumers 
and business. He referred to the development of the consumer law database making consumer 
legislation more accessible for practitioners. A report on the Unfair Commercial Practices 
Directive will be published later this year and the Package Travel Directive is undergoing 
revision (text tbc) 
 
Mr Micol briefly described the state of play of the discussions in the Council and the 
European Parliament on the future financial framework, the 2014-2020 Consumer 



Programme. He said that discussions in both institutions have showed a strong support to the 
principle of a Consumer Programme and the objectives as proposed by the Commission. 
However, a number of issues, both on substance and on legal issues, will have to be solved 
during the forthcoming trilogue discussions between Commission, Parliament and Council. 
 
Ms Törnblom noted that Commission services are working more and more closely with each 
other in the areas that are identified as priorities for consumer policy, e.g. partnerships for 
energy. 
 

• The Danish representative asked for clarification about the timeframe of the Agenda. 
She stated the need for clear terminology to reduce confusion about the 
"empowerment" objective. 

• The Spanish representative questioned the effectiveness of consumer empowerment 
and current enforcement. She pointed out that due to manifold problems and the 
worsening economic situation, the consumers are worse off than before, but will find it 
even more difficult to obtain credit when included in lists showing names of indebted 
persons.   

 
• The Luxemburg representative focused on e-commerce and on the cross-border feature 

of e-commerce. In particular, he enhanced the intensity of cross-border transaction for 
small countries, i.e. Luxemburg, Malta, and Cyprus. 

• The Greek representative reported some subjects that have been left out from the 
Consumer Agenda: collective redress, consumer health, and financial support to 
consumer organisation. 

• The Swedish representative asked for clarifications on future actions and on the digital 
content policies. 

• The Slovene representative highlighted the issue of funding of consumer organisations 
beyond capacity building initiatives. 

 
Mr Micol clarified that the notion of consumer empowerment in the Consumer Agenda 
encompassed the four objectives of the Agenda. He made clear that the principles and vision 
in the Consumer Agenda were long term, while the specific initiatives listed in the Agenda 
will be implemented by 2014. He clarified that, in line with the results of the evaluation of the 
current programme and the impact assessment, the Commission proposed to provide direct 
financial support to EU-level consumer organisations, but not to national consumer 
organisations, a matter for national authorities. On the other hand, the Commission fully 
recognises the key role of national consumer organisation as highlighted in the Consumer 
Agenda, and has proposed to continue and strengthen the capacity building actions under the 
2014-2020 Consumer Programme. 
 
Mr Petri referred to the existence of a similar database to the one under preparation for 
consumer law issues, i.e. the database for unfair commercial practices. The effectiveness of 
this database is greater, since the legislation is fully harmonised (text tbc)  
 
Mr Petri added that the digital content is addressed in the Consumer Agenda: indeed, there are 
measures to improve the experience of digital contents and standardise them, where possible. 
DG MARKT is currently working on the access to digital contents and on the licence 
requirements. Improvements are expected on the Collective Rights Management as well, and 
they will ease the multi-territorial scope of the licensing. In the long term, the Unfair 



Commercial Practices Directive could be adapted to the digital environment with focus on 
minors and digital contents (text tbc) 
 

3. Consumer Summit 
 
The Discussion moved on to the Consumer Summit that took place on 29 May 2012. This 
year two workshops were organised in parallel: on Greenwashing and on Comparison Tools. 
 
For the Workshop on Greenwashing, Mr Van Laer (DG SANCO) reported the participation of 
around 100 representatives from all the different stakeholders working on the issue of 
environmental claims (from national regulators to self-regulatory bodies, consumer 
organisations, environmental NGO's, advertising sector, industry and also research 
community). 
   
The workshop was divided in two parts, the first part focussed on the State of Play, and the 
second part launched a discussion on the way forward. There were several conclusions from 
the workshop:  
• There is a need for a consistent methodology for the assessment of environmental claims 

throughout EU.  
• There is a need to focus on enforcement and further support for national enforcers to 

properly implement the requirements of the Unfair Commercial Practices Directive 
(UCPD).  

• Sectoral and voluntary codes of conduct with more specific rules could help to prevent 
misleading environmental claims in certain markets to implement the general UCPD rules. 
However, some stakeholders at the workshop argued that more specific EU wide rules are 
needed. 

• Businesses are sometimes discouraged to enter into green marketing e.g. because of the 
risk of being seen as "greenwashers". However, responsible green marketing has a great 
potential to empower consumers. 

 
Stakeholders have shown interest in continuing this multi-stakeholder dialogue, exchanging 
best practices, monitoring the situation and providing input to the development of possible EU 
policies for the future. A possible follow-up concerns also the launch of an EU study on 
green-claims. 
 
Ms Törnblom invited the interested ECCG members to inform DG SANCO if they want to be 
involved in the multi-stakeholder meetings on green claims. 
 
Ms Kanellopoulou (DG SANCO) reported on the Workshop on Comparison Tools (more than 
150 participants). The 2011 e-Commerce study commissioned by DG SANCO looked into 
existing price comparison websites for goods and indicated a number of difficulties that 
consumers face when using such tools. In some cases, the offers displayed first did not 
actually represent the best deal for consumers. The Commission will therefore focus on the 
transparency and reliability of information intermediaries. The first step in this process was 
the Workshop at the 2012 European Consumer Summit which gathered a wide range of 
stakeholders from various sectors in order to cover most types of comparison tools. The 
discussion was fruitful, offering a more accurate picture of the current state of play and 
highlighted existing gaps more clearly.  
 



The demand for reliable comparison tools is going to increase, as they can help both 
consumers and business by creating a level plain field between big and small players and, 
therefore, by triggering competition and promoting switching. 
 
Comparison tools provided by National Regulatory Authorities are seen by the public as 
impartial, whereas the privately run tools are required to be trustful thanks to user friendly 
pages, reliable and updated information, and transparency in the business model (ranking 
criteria and finance). Other features worth of focus are the need to go beyond price, including 
parameters such as sustainability, ADR options, information on delivery costs and 
geographical limitations, and the accessibility of products and services to vulnerable 
consumers. Stakeholders indicated their willingness to engage further in the dialogue process 
and the discussion will be taken forward in the autumn. 
 
Ms Törnblom invited the interested ECCG members to inform DG SANCO in order to be 
involved in the multi-stakeholder meetings on price comparison tools. 
 

4. Sustainable Consumption 
 
Mr Van Laer explained that DG ENV was not able to be present because of an Away Day. He 
presented the last updates on Sustainable Consumption and Production (SCP) activities from 
the Commission, and on the strategic documents adopted by the Commission in this field such 
as the Sustainable Consumption and Production Action plan (2008) and the Resource 
Efficiency Roadmap (2011) and the European Consumer Agenda (2012). He reported about 
several SCP actions announced in these documents and he explained about the Sustainable 
Consumption and Production Action Plan Review and the public consultation on possible new 
SCP policies. 
 
Ms Van Tongelen (DG SANCO) presented the topic of food loss and waste. She explained 
the context, the state of play and the future actions at European level for both the short and 
long term.  
 

• The Luxemburg representative expressed his interest in the Sustainable Consumption 
area but pointed out that more time is needed to have a proper discussion on this topic. 

• The Swedish representative suggested to market 'sustainable consumption' as one of 
the key consumer rights. He reported also about an upcoming event on 15th of 
November in Stockholm about "Consumers Act for Sustainability" and underlined the 
need to work more to enlarge the sustainability aspect in all political decisions. 

• The ANEC representative stated that her organisation is working on the sustainable 
consumption issue along with BEUC. More ambitious targets and the extension of the 
Eco-design Directive would be appreciated. Moreover, a critical paper on the 
environmental footprint methodology has been published and it is available for further 
analysis and discussion with the Commission.  
 

• The Danish representative stated that food waste is becoming an important issue in 
Denmark as well. Denmark is therefore active and interested in tackling and 
monitoring this problem. 

• The Greek representative underlined the need for new energy labels, as consumers do 
not understand the current labels.  

 



Mr Van Laer welcomed the interest from the ECCG members on sustainable consumption. He 
said that he would be also happy to support a longer discussion on sustainable consumption 
policies in a future ECCG meeting, together with representatives from DG SANCO and DG 
ENV but also DG ENER, ENTR, CLIMA. ECCG members welcomed this. Concerning the 
paper from ANEC, Mr Van Laer indicated that DG SANCO had already a meeting with the 
responsible policy officer in ANEC and he understands that there were also contacts with DG 
ENV on this point. 
 
Ms Van Tongelen stated that DG SANCO is in touch with DG AGRI. The delicate issue 
requires a deep analysis and the involvement of a lot of stakeholders.  
 
From the educational point of view, DG SANCO is supporting an initiative against obesity by 
providing the participant schools with fresh fruit. 
 

5. Energy and Consumers 
 
Ms Törnblom introduced the topic of energy and consumers. She referred to the two Working 
Groups that the Commission is currently undertaking in the field of energy: the Working 
Group on Price Transparency in EU Energy Retail Markets (chaired by DG SANCO) and the 
Working Group on Vulnerable Consumers in Energy (chaired by DG ENER). Both WGs are 
expected to present reports on their respective subjects at the Citizens’ Energy Forum which 
will be taking place in London on 13 and 14 November. In parallel to the WGs the agenda of 
this year’s Forum is being prepared. 
 
The ECCG Sub-group on Energy has recently increased in membership and for this the 
Commission would like to thank the ECCG members for their expressed interest and for 
actively searching for representatives in their countries. But there is still lack of 
representatives from a number of Member States such as France, Bulgaria, Romania, and 
Ireland. Participation to the sub-group is an opportunity for consumer representatives to give 
input towards the improvement of EU (and eventually) also national energy legislation, 
particularly in the areas that really matter for energy consumers.  The establishment of a well- 
functioning network of consumer representatives will improve the quality of the European 
energy market. 
 
Mr Gialoglou (DG SANCO) highlighted that the Third Energy Package is a comprehensive 
piece of legislation. The package includes several and detailed provisions for consumers 
covering, for example, complaint handling and ADR bodies, and for switching. It also gives 
more competences and responsibilities for energy regulators to deal with consumer issues. 
 
The involvement and feedback from consumer organisations is vital for the correct 
functioning of the energy market, as stated also in the two conferences about energy and 
consumers that took place in June: June 20th conference at the European Parliament organised 
by Fondazione Consumo Sostenibile and the 21st June event at Borschette Centre organised 
by the Council of European Energy Regulators. During the conferences the importance of the 
involvement of consumers was pointed out not only for ‘core’ retail electricity and gas 
markets issues but also when it comes to decisions of investments in infrastructure (e.g. high 
voltage power lines and gas pipelines). 
  



To this end, the work of the ECCG sub-group on Energy is very important as a tool for the 
consultation of consumer experts in these areas and as a platform for consumer 
representatives to voice their priorities at national and EU level. 
 
Finally, Mr Gialoglou responded to questions from ECCG members on energy labelling for 
household appliances. He commented that energy labels can be complex, but this is because 
they aim to convey information that consumers need (and want to have) to make an informed 
choice. At the same time, it is necessary to balance information with explanation and 
presentation to consumers. To this effect, the Commission is working on a behavioural study 
to understand how consumers perceive energy labels in order to improve the layout. 
 
Ms Blake (DG ENER) explained the view and work of DG ENER related to consumer 
protection. The London Citizens' Energy Forum in November and the EU Single Energy 
Market Communication in October are the main areas of focus at the moment. More in detail, 
there will be few changes in the format of the Forum. The level of coordination between 
stakeholders will be increased, as well as the interactivity thanks to break out sessions on 
smart metering and grids, vulnerable consumers, and on energy efficiency. Together with the 
Spanish Representation at EU level, a national Energy Consumer Day will be held in Madrid 
as well on the 19th of July. The conference will cover the topics of retail energy market, smart 
metering, energy efficiency, vulnerable consumers and infrastructures. The participation of 
consumer agencies and other relevant stakeholders will be very welcomed. 
 

• The British representative referred to smart meter issue and stated that no 
improvements have been made in billing accuracy since the roll-out. 

 
Ms Blake answered that it is challenging to communicate the specific benefits to consumers, 
apart from accurate billing. Still, the experience will help for the communication of future 
roll-outs and produced benefit regarding the reduction of peaks in energy and in the increased 
possibility of micro/self-generation. 
 
 

6. ADR/ODR 
 
Ms Russo (DG SANCO) updated the ECCG representatives on ADRs and ODRs. The 
opinion will be voted by the IMCO committee on July the 10th. 
 
The discussion on ADR at the Council has been arduous, as several Member States tried to 
reduce the scope of the proposal to cross-border issues only and to some selected sectors. The 
sectors which are not included in the general approach are the Health sector and Education. 
The achievements of the discussion have been: keeping the scope as wide as possible, and 
maintaining the foreseen quality criteria. On the other hand, the information requirements 
have been watered down by the Council. The general approach on ODRs is quite satisfactory. 
Some clarifications have been introduced on the functioning if the ODR platform.  
 
In the EP, the rapporteurs are working very hard on these proposals in order to get their report 
voted by the IMCO Committee on 10th July. 
 

• The Spanish representative asked for a list of the Member States that are against the 
proposal in order to address the specific problems at the national level. 



• The French representative considers it necessary to maintain the exclusion of internal 
services and to expressly refer to independence.  

• The Luxembourg representative argued about the measure to maintain the legal 
structure at a national level in small countries like Luxemburg. Moreover, he pointed 
out the incoherencies of the current text regarding hosting national authorities in cross-
border complaints handling. He indicated that contacts have to be taken with the co-
legislators to tackle these issues.   

• The Danish representative expressed her doubts on the legality problem as in the 
general approach and on the cost of the complaints procedures. Finally, she pointed 
out that the ODR is "slightly a joke". 

 
 
 

7. Bank accounts 
 
Ms Passera, (DG SANCO) presented the bank account legislative package. The related 
initiatives on retail bank accounts are: access to bank account, transparent and comprehensive 
fees, and the possibility of switching financial providers by overcoming the barriers to switch. 
Attempt on transparency auto-regulation has been done, as well as a Recommendation, but 
seems not to be promising. DG SANCO is completing an impact assessment and it is aiming 
to implement the legislative package for November. A public consultation has been already 
launched and the answers are currently under examination. 
 

• The Czech representative informed the Commission of a study in Czech Republic on 
the self- regulation Codex on mobility of bank accounts. Consumers, however, are not 
aware of it. 

 
Ms Passera thanked the Czech representative and asked to receive more information. 
 

• The Irish representative welcomed the initiatives and suggested to move quickly on 
the matter. There are currently very troublesome issue on the bank sector, included 
the lack of credit, and that the consumer are afraid of the charges level in case of 
switch. 

 
8. Consumer Condition Scoreboard 

 
Mr Dionisie (DG DANCO) presented the Consumer Conditions Scoreboard released at the 
end of May 2012. It looks at the integration of the retail market and national conditions for 
consumers. It includes the Consumer Conditions Index, which is calculated based on the 
quality of regulation concerning consumers and businesses, the effectiveness of resolving 
disputes and handling complaints, consumer trust in authorities, retailers, advertisers and 
consumer organisations, and the degree of trust in the safety of products on the market. The 
Scoreboard shows continued recovery in consumer conditions in most EU countries in 2011. 
However, knowledge of fundamental consumer rights remains disappointingly low among 
both consumers and businesses, and work remains to be done to remove the obstacles that 
frustrate consumers from shopping as easily across borders as they can at home.  
 
Ms Törnblom added that, as shown by the figures of Mr Dionisie's presentation, the future 
efforts should focus on enforcement. That is the way forward. 
 



• The Luxemburg representative commented on the public consultation that will be 
launched soon on delivery in e-commerce. 

• The Slovenian representative reported that figures for Slovenia in chapter 3.5.2. 
'Dispute Resolution' are not correct, because in Slovenia there is no ADR body 
dealing with consumers complaints.    

 
9. Consumers and vulnerability 

 
Mr Panek (DG ENER) informed that the Citizens' Energy Forum members decided to launch 
a stakeholder discussion focusing on the current consumer environment, marked by the 
financial crisis, the increase of the gas and electricity prices and the overall market 
transformation following liberalisation. In this context DG ENER and DG SANCO 
established two working groups: one on Vulnerable Customers and one on Price 
Transparency. The groups are made of representatives from all the different stakeholders 
working in the energy field: NGOs, regulatory bodies, industry, research community, 
consumer organisations etc.  
 
The main task of the group on vulnerability is to look at vulnerability from different 
perspectives: on how the existing legislation and the requirements from the 3rd Energy 
Package are being implemented in the Member States, and at the same time look beyond the 
legislation. The WG will identify what measures – legislative and non-legislative- are needed 
to properly protect customers by exchange of best practices between the Member States? 
 
The objective will be to identify policies that will help reduce the number of vulnerable 
consumers, work preventively and towards efficiency measures that will be easily accessible 
for vulnerable consumers.  
 
Mr Panek announced that the final report will not be ready by the next Citizens' Energy 
Forum to be held in November 2012, but that the group will present a preliminary report 
instead, indicating priority areas for developing further activities by the group. 
 

• The Dutch representative expressed his support and appreciation for the Commission 
initiative and added that the Netherlands has not yet defined the concept of 
vulnerability and moreover no reference is made to vulnerability in the legislation, 
customers being referred to as "small users or large users". 

 
ANEC made a presentation following the published position paper on "How to protect 
vulnerable consumers". The presentation addressed elements of a definition of vulnerable 
consumers, also by looking at the vulnerable consumer compared to the average consumer, 
the actual reference point in consumer legislation. It mainly focused on safety issues but also 
on how to protect vulnerable consumers beyond safety. 
 
The meeting continued in workshop mode. The ECCG members formed four groups to 
discuss from their own country perspective the following questions: 
 
- Define the concept of consumer vulnerability and list different type of vulnerabilities.  
- In what sectors/ retails markets and in what ways could consumers experience vulnerability? 
- Different types of vulnerability could be addressed by different types of policy tools. What 
types of tools exist in your country? 



- What type of successful policy tools are or could be used to address vulnerability (EU 
horizontal or sectorial legislation, national law, public private partnerships, voluntary 
gentlemen agreements, local schemes etc.)? 
 
At the end one representative of each group made a summary of the discussions (published on 
the website and in annex to the minutes). 
  
Ms Törnblom congratulated the group for the constructive feedback and reminded the 
members of their previous request on developing an opinion about vulnerability and 
consumers. She asked if anybody would be willing to be the rapporteur and she referred to the 
ANEC representative, as a follow-up to their position paper. 
 

• The ANEC representative accepted and suggested to also invite BEUC and other 
interested ECCG members as her organization will rather focus on the safety aspects. 

 
Continuation of the meeting on 29 June 2012 
 
The Commission (Ms Carina Törnblom, DG SANCO) welcomed the members and reminded 
them that point 9 on the agenda "Recommendation on consumer complaints" that had not 
been dealt with on Thursday, 28 June 2012, will be added to the agenda after the country 
presentations of Germany and the Netherlands. 
 

10. Country presentation by Germany – General part 
 
The German representative gave a presentation on the developments and the characteristics of 
consumer organisations and consumer protection in Germany.  
  

• The representative from the Netherlands asked about the organisation's role in terms 
of enforcement and what kind of sanctions they can  impose (e.g. in case of misleading 
advertising).  

 
The German representative answered that as a first step a warning can be given to the 
company by the German Association of Consumer Protection Centres (VZBV), or the VZBV 
can go to the German Advertising Council. After the initial warning an injunction can be 
issued by VZBV combined with an agreement on a sanction in case the violation did not 
cease.  If the problem is not solved, a general statement on the illegality can be made by 
VZBV which can be brought before the court.  
 

• The representative from the UK asked about the single contact point for consumer 
protection in Germany and if Germany has a consumer regulator. 

 
The German representative answered that in terms of implementation the EU wants a state 
authority, but the VZBV is not a state organisation. There is a contact point set-up which does 
the legal implementation and is mainly responsible for monitoring of food and nutritional 
products.  

• The Finish representative asked how many members are working for the organisations 
and how the organisation is funded. 

 



The German representative responded that 120 people are working at VZBV. The VZBV is 
funded almost entirely by public money and partially also by contributions from consumers 
who have to pay a small fee (5 – 6 Euro) when requesting assistance.  

 
• Carina Törnblom asked what the top priorities are for VZBV this year and who the 

members of the board of VZBV are.  
The German representative answered that there is a Board of Administrators (discussing 
general affairs) and General Assembly (representation of the members and discussing the 
work programme). Top issues are inter alia financial markets and regulation, digital agenda, 
mobile commerce, data protection, energy market.   
 

• Anita Fokkema (DG SANCO, B6) asked about the development of membership of 
consumer organisations in relation to the development of social media.  

The German representative answered that as the traditional German consumer organisations 
do not have individual members, they cannot lose them. On the other hand, an interactive 
approach (incl. social networks and blogs) helps also to get information where problems lie at 
the moment.  

 
Country presentation by Germany – Campaign on Switching and Energy Consulting  

 
The German representative gave a presentation on two initiatives of the German consumer 
organisations: the campaign on switching between energy providers and the energy consulting 
services.   
 

• Anita Fokkema (DG SANCO) asked if the organisation had any measureable data 
regarding the impact of the campaign on prices, on the behaviour of energy suppliers 
and on its influence on the energy consumption.  

 
The German representative answered that the number of consumers changing providers had 
increased significantly, since the campaign providers have been offering comparison services 
on the internet that benefit consumers. However there is a need for more consumers actively 
changing providers. Enforcement is also dealt with. Often consumers are insufficiently 
informed by providers about the actual energy costs. Sometimes the VZBV goes to court if 
they feel there may be e.g. cartel agreements. As part of the energy advice project people can 
get information on the return on investments.  

 
Country presentation by the Netherlands 

 
The Dutch representative gave a presentation on the political climate in the Netherlands in 
relation to consumer issues and on the work carried out by the Dutch consumer organisation, 
de Consumentenbond.  
 

• The Danish representative asked if the organisation is still using the old system of 
energy switching tool and if both systems are offered in parallel. 

 
The Dutch representative explained that the traditional on-line switching tool for energy is 
still in place. The 'energy collective' is a new tool which is offered in parallel. This tool 
enables consumers to collectively purchase energy; through an auction the provider with the 
best bid is chosen.  
 



• The Romanian representative made the comment that usually consumer organisations 
do not receive money from companies. Through the switching tool the 
Consumentenbond does receive money from the energy providers, how is this 
perceived by the consumers?  

 
The Dutch representative answered that a high level of transparency is observed and that 
inquiries showed that consumers are not opposed to the receiving of fees by the 
Consumentenbond.   
 

11. Presentation on the Recommendation on consumer complaints 
 
Mr Chroscicki ( DG SANCO) gave a presentation on the Commission Recommendation on 
the use of a harmonised methodology for classifying and reporting consumer complaints and 
enquiries. 
 

• At the request of the Danish representative, Mr Chroscicki clarified that there are two 
possible solutions: 1) Some complaint handling bodies may already have existing IT 
systems, databases and trained case handlers in place for complaint handling. In such a 
case the present situation will be maintained and only a link with the Commission 
database will be established. 2) In cases when the systems of the complaint handling 
body are not that advanced, the Commission provides the free of charge software. It 
will be decided by the national bodies which solution works best for them. Despite the 
different national solutions, the data is still comparable because it is entered in the 
same database and it should be entered in the same format.  

 
• The representative of the Czech Republic asked how many complaints were received 

in the overall database per country and if the technical problem with uploading claims 
from the Czech Republic had been solved.  

 
Mr Chroscicki replied that the problem is solved and that the Commission will wait with 
disseminating the data till a critical mass is in the database and a statistically relevant analysis 
can be made. 
 

• At the request of the Finish representative Mr Chroscicki clarified that all contact by 
consumers with the organisations is registered by the Commission. The aim of the 
recommendation is to urge organisations to differentiate between complaints and 
enquiries. Some organisations do not distinguish between the two and this distorts the 
statistical results.  

• The Spanish representative inquired about  the current situation of the work being 
done in Spain with the Autonomous Communities?   

 
Mr Chroscicki replied to the Spanish representative that in case of Spain the Commission is 
still working on finalising the IT work. Mr Chroscicki proposed to further discuss on a 
bilateral level.  
 

• The Slovenian representative asked if this project on the common qualification of 
consumer complaints is not showing that also the activities of the national consumer 
organisations (instead of only the European ones) are of EU concern.  

 



Mr Chroscicki replied that there is a clear EU added value and therefore a grant possibility is 
foreseen under the next financial framework for complaint bodies which are involved. For 
further discussion on the specific situation in Slovenia further bilateral discussion was 
proposed.  
 

12. Presentation on the CPC regulation 
 
Ms Marie-Paule Benassi (Commission, DG SANCO, B5) gave a presentation on the review of 
the Consumer Protection Cooperation (CPC) regulation. She explained that there is an 
obligation in the Regulation to review its functioning by the end of 2014 and that a number of 
steps had to be completed in the coming months. The first step is an on-going external 
evaluation due by end October, which would be followed by a public consultation and a large 
stakeholder event in spring 2013. She asked consumer associations to get involved in the 
process.  
 

• The Danish representative suggested resending the questionnaire on the evaluation of 
the CPC regulation due to the low rate of response. A general discussion followed 
about the big number of questionnaires being sent by the Commission (and others) to 
the members. Members affirmed that there are insufficient resources to reply to all of 
them.  

 
• The Belgium representative stated that qualitative questions can be answered but that 

for the quantitative questions the scarce resources of associations should not substitute 
for the lack of expertise/time of consultants . At the same time, there should be a more 
coherent approach for questionnaires in order to generate usable datasets. 

 
Ms Benassi replied that the quantitative data requested would not be used to make statistics, 
as this would not be representative. The purpose is to ask the memberstheir opinion on trends. 
She confirmed that the questionnaire will be sent again in a smaller version and she 
encouraged the members to signal at an early stage  un-clarities or issues in questionnaires.  
 

• The Belgium representative suggested that the Commission should rather request 
political input on enforcement in connection with European legislation, in the form of 
a joint position by BEUC. Ms Törnblom said that the Commission should not 
disconnect from the individual consumer organisations and suggested to the group to 
later return to this issue and have a constructive discussion.  

• The Spanish representative explained that questionnaires from the ECCG secretary get 
distributed to the Counsumer Council. With documents from another source it has to 
be decided if they fall within the category of more urgent priorities since due to the 
budgetary reduction and fewer ressources it was not possible to answerthem all. These 
questionnaires require investigation and consulting among the various consumer 
organisations, something that even if the subjects are very important, they are unable 
to do at the moment This is a big problem,, because it means lack of effective 
consumer participation, comparable to the issue of lack of participation in 
standardization 

•  
 
Ms Törnblom said that the Commission should not disconnect from the individual consumer 
organisations and suggested to the group to later return to this issue and have a constructive 
discussion.  



 
13. Presentation on ECC-Net 

 
Ms Benassi (DG SANCO) gave a presentation on the development of the role of the European 
Consumer Centres Network (ECC-Net). ) She explained that following the adoption of their 
new vademecum, the centres had to develop their activities in several directions: most notably 
to improve the quality and relevance of their joint projects, to increase their networking with 
enforcement authorities, to cooperate with Traders and trader associations, mostly to ensure 
they are better informed on the legislation and agree to best practices in the domain.  
 
 
 

• The Finish representative asked in how many cases the ECC is situated within an 
NGO and if there are problems related to that. 

  
Ms Benassi answered that for e.g. in Belgium the ECC is working very well together with 
Test Achat and so does the French and German ECC hosted by a trans-border French-German 
association dealing primarily with cross boarder issues.  

 
• The Slovenian representative asked what will be the effect of the new ODR regulation 

on the ECCs. 
 

Ms Benassi answered that the ODR regulation is very relevant for the work of ECCs. The 
ECCs welcomed the initiative and expressed their will to be part of the process.  

 
• The representative of Slovakia made an observation as regards the high costs per 

contact at the ECC level as compared to the cost at the national level.  
 
• Ms Benassi replied that the statistics on contacts of the ECCs are incomplete, as a lot 

of requests for information are not encoded in the database. Informing the consumer is 
taking an important part of the ECCs resources. The purpose is to maximise value for 
money across all activities undertaken by the ECCs. 
 

 
14. Presentation on the postal directive 

 
Mr Pochmarski (DG MARKT) gave a presentation on EU regulatory developments in the 
postal sector. 
 

• The German representative raised a few points, including that there should be an 
assessment of the situation in the countries where there was already liberalisation. In 
Germany e.g. there was already price competition, but for consumers there are no real 
advantages reported yet.  Some distribution channels are e.g. not open to consumers. It 
is not always easy for competitors to get access to the market place. She suggested 
that it should be possible to give a package to a neighbour if you are not at home. 
Furthermore, she also noted that the tracing of packages is also a problem.   

• The representative of ANEC added that there are standards underpinning the directive 
and ANEC is working on them. For example, methodology for measuring the time for 
parcel delivery. Standards cover the issue of vulnerable consumers.  



• The Romanian representative said that postal services in Romania have become more 
profitable, but that the quality of the service somehow has diminished due to the fact 
that the post offices also offer other services, e.g. banking services.  

• The Irish representative asked if the process is also having a look at the quality of 
services.  

 
Mr Pochmarski answered that the purpose of the directive is not to have 3 – 5 or 6 market 
players, but to create possibilities. The potential of market opening has already led to more 
innovation, services and customer orientation. Concerning parcels: the possibility of choosing 
to whom and when the parcel is alternatively delivered and where it can be picked up is 
already an increase of convenience. Furthermore, doing other businesses in post offices can 
have negative implications, but sometimes it may e.g.in the countryside, not be feasible to 
have a post office without other services. Concerning the Irish question he answered that the 
general tendency in 27 member states is that the improvement in general mail is high, but 
there may be exceptions to the rule.  
 

15. CESEE 2 
 
The BEUC representative gave a short presentation on the CESEE 2 study on the state of the 
consumer movement in Central, Eastern and South Eastern Europe. The study is not finished 
yet and therefore the results cannot be shared. The objective of the study was to evaluate the 
consumer movement at national level. A strong European consumer policy requires strong 
national consumer policies. In the CESEE countries there seems not to be such a strong 
consumer movement.  
 

16. ANEC/BEUC brochure on nanos 
 
Mr Vogelgesang (DG SANCO) gave a brief response relating to the ANEC-BEUC brochure 
"NANO: Very small and everywhere - A technological magic silver bullet or a serious safety 
risk?" The brochure draws the attention to nano silver and its (anti-microbial) applications, 
but also to the regulation of nano materials in general.  
 
Mr Vogelgesang pointed at the mandate to the Scientific Committee on Emerging and Newly 
Identified Health Risks (SCENIHR). The ensuing opinion, which is under development, could 
provide a good basis for further action in this area.  
 
In the upcoming Commission Communication on the "2nd regulatory review on 
nanomaterials" (and the accompanying Staff Working Paper), the Commission's 
considerations on some of the suggestions, requests or recommendations as covered in the 
brochure can be found.   
 
Closing remarks 

• The next meeting to be held on the 29 and 30 November 2012 (29 Nov full day, 30 
Nov morning only). 

• Carina Törnblom invited the group to consider further developing the group work on 
vulnerable consumers issue and she suggested maybe to start for e.g. with a 
preliminary working document or a report. To this end, the Commission could provide 
support while BEUC and ANEC could coordinate the work.  



• The representative of ANEC said that they could focus on the coordination of the 
safety aspect. For the coordination of the other elements ANEC and BEUC will work 
together on a first draft text by the autumn.   
 
                                           END of meeting 

 


