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Any  
problem

24.2%
+6.7
|

Payment 
from your 
country 
refused

12.8%
+7.9
|

Delivery to 
your country 

refused

10.1%
+0.6
|

You were 
directed to 
a website 

in your 
country with 

different 
prices

6.2%
-2
|

Buying  
from a seller 

in same 
country

72.4%
+12.4
|

Buying 
from a 
seller in 

another EU 
country

57.8%
+21.1
|

BARRIERS TO 
BUYING ONLINE 
FROM SELLERS 

IN ANOTHER 
COUNTRY

But  obstacles to 
online shopping 

remain…

TRUST 
IN ONLINE 
SHOPPING 

HAS SURGED
OVER HALF OF EUROPEAN 

CONSUMERS SHOP 
ONLINE

CONSUMER 
CONFIDENCE 

IN ONLINE 
SHOPPING
Trust has 
soared

Consumers 
with 

a problem 
worth 

complaining 
about

20.1%
-2.6

EU average

60.3%

COMPLAINTS 
ARE 

DECREASING

78.6%

|
52.5%

|

74.1%
|

52.4%

|

70.3%

|

50.3%

|

Consumers 
happy 

with way 
complaints 
dealt with

63.4%
+3.5

Consumers 
who 

complain

69.2%
-6.1

CONSUMER 
COMPLAINTS
Fewer consumer 
complaints 
and they are 
handled better

BEST AND WORST PERFORMERS
Complaints and Dispute Resolution
Top three, bottom three and EU average

60.6%

|
63.1%

|
61.1%

|
83%

|
84.4%

|
84.1%

|
EU average

75%

BEST AND WORST PERFORMERS
Compliance and Enforcement
Top three, bottom three and EU average

RETAILERS 
ARE GETTING 

BETTER AT 
RESPECTING 
THE RULES

Unfair 
commercial 

practices

30.1%
-3.6

|

Compliance 
with 

consumer 
legislation

68.2%
-0.1

|

Enforcement 
of consumer 
and product 

safety 
legislation

62%
+0.2

|
RETAILER 

PERCEPTION  
OF COMPLIANCE

Retailers 
increasingly respect 

the rules

CONSUMER 
PERCEPTION 

OF COMPLIANCE
Consumers see 

fewer unfair 
commercial 

practices

Unfair 
commercial 

practices

16.8%
-6.9

|

Other illicit 
practices

8.2%
-4.7

|

CONSUMER 
TRUST

RETAILER TRUST
Retailer trust is high 

but improvement 
more mixed

45%

|
44.5%

|EU average

59.3%

Product safety

78%
+9.4

|

Organisations 
(retailers, 

public 
authorities, 
consumer 

organisations)

72.2%
+8.2

|

Environmental 
claims

65.8%
+12.2

|

Redress 
mechanisms 

to solve 
problems

46.8%
+6.5

|

TRUST IS 
INCREASING 

BEST AND WORST PERFORMERS
Knowledge and Trust

Top three, bottom three and EU average

65.9%

|66.7%

|

66.6%

|

Environmental 
claims

68.8%
-1.5

|

Product 
safety

76.4%
+1.8

|

44%
|

KNOWLEDGE 
OF THREE KEY 

CONSUMER RIGHTS

BUT RETAILERS’ 
KNOWLEDGE 
HASN’T IMPROVED

MORE 
CONSUMERS 
KNOW THEIR 

RIGHTS
Right to return a 
product bought 

at distance within 
14 days

67.4%
+11.0

|

Right to a 
replacement 
and/or the 

repair of faulty 
products

45.8%
+5.5

|

Right to 
neither pay 
for nor return 
unsolicited 
products

34.5%
+0.9

|

53.5%
Questions were 

answered correctly

-0.8

49%
QUESTIONS 
WERE 
ANSWERED 
CORRECTLY
+5.8
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