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The workshop was organized and chaired by DG CONNECT and attended by over 30 invited 

stakeholders representing provider associations, providers, consumer associations and Member 

States' telecommunications National Regulatory Authorities (NRAs).  

The first part of the workshop included presentations1 on the relevant Article 102 of the European 

Electronic Communications Code (EECC)2 and on the rules on pre-contractual information to 

consumers in the Consumer Rights Directive (CRD)3.  

Article 102 of the EECC on information requirements for electronic communications 

contracts is applicable to all providers of publicly available electronic communications 

services other than transmission services used for the provisions of machine-to-machine 

services, i.e. the rule applies to internet access services and number-based and number-

independent interpersonal communications services, in addition to conveyance of signals 

(with the exception mentioned above). The Article mandates that a concise and easily 

readable contract summary shall be provided to consumers. The Article furthermore 

includes a list of the elements to be included in the summary template: name, 

characteristics, prices, duration, design for end-users with disabilities and additional detail 

on speed and remedies for internet access services. The template is not intended to be the 

equivalent of a complete list of pre-contractual information (this is given in the CRD and 

Annex VIII of the EECC), but could be understood as an extract of the main elements. 

The Consumer Rights Directive provides for minimum requirements for pre-contractual 

information for on-premises contracts. For distance and off-premises contracts the Directive 

gives an exhaustive list of pre-contractual information requirements. These information 

requirements apply also for electronic communications services. A self-regulatory initiative is 

currently developing practical guidance on how to comply with consumer information 

requirements.  

As an example from another sector, an existing template (fee information document) in the Payment 

Accounts Directive 2014/92 was presented. The "Fee Information Document" template has been 

adopted as a Commission Implementing Regulation in 2018. The subsequent discussion focused on 

how to arrive to all the different details of a template.  

                                                           
1
 Presentations are available at https://ec.europa.eu/digital-single-market/events/cf/contract-summary-

template-for-providers-of-electronic-communications-services/programme.cfm?id=446 
2
 Directive (EU) 2018/1972 of the European Parliament and of the Council of 11 December 2018 establishing 

the European Electronic Communications Code 
3
 Directive 2011/83/EU of the European Parliament and of the Council of 25 October 2011 on consumer rights, 

amending Council Directive 93/13 and Directive 1999/44/EC of the European Parliament and of the Council 
and repealing Council Directive 85/577/EEC and Directive 97/7/EC of the European Parliament and of the 
Council.   

https://ec.europa.eu/digital-single-market/events/cf/contract-summary-template-for-providers-of-electronic-communications-services/programme.cfm?id=446
https://ec.europa.eu/digital-single-market/events/cf/contract-summary-template-for-providers-of-electronic-communications-services/programme.cfm?id=446


The EC's Joint Research Centre gave an overview of behavioural insights and consumer information. 

A disclosure (providing information) does not always work. To improve the effectiveness of 

disclosures the following can be used: catching consumer’s attention, providing context, simplicity, 

attractive presentation of relevant information, preventing biases from influencing decisions and 

consumer testing. Comparability could be given as one of the most important purpose of templates. 

Comparability requires consistency in the provisions of information. For comparability, consumers 

should ideally get the template already when comparing different offers.  

The co-chair of the BEREC end-users working group presented the BEREC report on contractual 

simplification4 based on a NRA-survey. Member States have already taken a range of measures in 

order to clarify information elements in consumer contracts. In the survey NRAs provided their 

rating of elements they consider should be included in a contract summary. A public consultation on 

the report provided additional feedback, including suggestions to allow flexibility in the template. 

The workshop discussed the possibility to use links in the template and the importance to 

use consistent terminology. Providers' representatives also highlighted the importance to 

allow providers to use branding (logos, fonts and colour).  

The second part of the workshop started with a short EC presentation on the European Accessibility 

Act (EAA) that is referred to in Art 102(1) and what the EAA would require from the template as 

regards format and content. 

Three NRAs presented their contract summary templates. In all three Member States significant 

work has been invested in developing the templates. In Belgium, "Information sheets" are used in 

the telecoms sector for telephone, internet and television services. The mandatory sheets are 

available on websites and in stores and must be given to the consumer before the conclusion of the 

contract. 

A template for internet access services is used in Germany since 2017. An instruction manual for 

filling out the template is provided. Different templates are used for different type of internet access 

services. Some flexibility for providers is given but the items to be included are prescribed. 

Portugal has worked on a template for all electronic communications services, but it is not yet in 

use.  

 

The workshop discussed prescriptive templates versus flexibility for branding and how to achieve the 

best balance. Different comparison tools were compared to the templates and questions were 

raised related to bundles. It was noted that smaller providers welcomed prescriptive templates. It 

was highlighted that the purpose of the template is to help consumers.  
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 BoR(18)217 https://berec.europa.eu/eng/document_register/subject_matter/berec/reports/8309-berec-

report-on-contractual-simplification 


