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About 

SOLVIT was created in 2002 by the Commission and the EU Member States (plus Iceland, 
Liechtenstein and Norway) for citizens who move or travel abroad and for businesses who 
are active across borders. It provides them with fast and pragmatic solutions to problems 
caused by the breach of EU law by a public authority. SOLVIT is an informal 
alternative to other problem-solving mechanisms, such as national court 
procedures, formal complaints to the Commission and petitions. 

There is a SOLVIT centre in each Member State as part of the national administration. To 
resolve problems, SOLVIT centres cooperate directly with each other via an online 
database. 

 

Performance 

 

 

  

Indicator [1] - How quickly do Home centres reply to applicants? 

Home centres should give a first reply to the applicants within 7 days and, after analysis, 
submit a case to the Lead centre no later than 30 days. 

Home centres that succeeded in meeting both requirements are marked "green", those 
who met one requirement "yellow" and those who met none "red". 

Indicator [2] - How quickly is a case handled by a Lead centre? 

Cases received as a Lead centre should be solved within a maximum period of 70 days. 

SOLVIT centres solving on average a case within 55 days or less are marked "green", 
those that needed 56 to 74 days are marked "yellow" and those who needed more than 
75 days are marked "red". 

Indicator [3] - How successful are Lead centres when looking for solutions? 

A resolution rate of above 90 % leads to a "green" mark, a rate between 70 % and 90 % 
leads to a "yellow" mark, and a rate below 70 % is marked as "red". 

No performance rating is calculated where a country handled less than 10 cases for an 
individual indicator, Home or Lead as relevant, (marked as "n/a"). Information on the 
operation of SOLVIT centres in these countries is, however, available in the country 
reports. 
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Overall performance 

 

 

 

 

A country's overall performance is calculated by attributing the following values to 
each of its three individual indicators: red = 0, yellow = 1 and green = 2. The average is 
calculated and then converted to the relevant colour. 

For Lithuania, Hungary, Slovenia, Slovakia and Norway the "overall performance" is 
based on handling cases as a Home centre only, as these countries did not receive 
sufficient cases to be evaluated as a Lead centre. 
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How does SOLVIT work? 

SOLVIT cases are handled by two centres: the Home centre prepares the case together 
with the client, the Lead centre deals with the authority that took the decision at stake. 

 

 

 

 

The Home centre is the SOLVIT centre applicants turn to when they are having a 
problem. Home centres should give a first response to applicants within 7 days. 

15 out of 25 SOLVIT centres take too long to provide a first response to clients (the 
average time within the network is 10 days instead of the required 7 days). This is a 
point for future attention. 

On the other hand SOLVIT centres still manage to prepare a case for submission to the 
Lead centres within an average time of 13 days, which is well below the deadline of 
30 days. All SOLVIT centres had an average preparation time below the deadline of 
30 days.  
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This graph shows the case handling time and resolution rate as Lead centre. The size 
of the bubble corresponds to the number of cases handled as Lead centre. 

Lead centres should solve the cases submitted to them within 70 days. In the reporting 
period, the average case handling time across the network has improved to 68 days 
(compared with 75 days in the previous 12-months period). AT, FI, LU NL, PT and UK 
manage, on average, to handle cases within less than 56 days. However, BG, CZ, FR and 
IT need to take steps to reduce the case handling time. 

Resolution means that individuals or businesses turning to SOLVIT found a solution to 
their problem (in case EU law was breached) or were being informed about their legal 
rights (in case a perceived problem did not amount to a breach of EU law). Overall, the 
resolution rate across the network in the reporting period was 89 %, which is even 
slightly better than in the same period before. This can be considered proof for the high 
quality and effectiveness of the network. Having said this, CZ, FI, DK and SE have a 
particularly low resolution rate (but in the case of SE, this is due to the take-up of 
structural problems relating to personal identity numbers). 

Two countries (Portugal and the United Kingdom) managed to be fast and have a good 
resolution rate as Lead centre. The Czech SOLVIT centre however has been very slow in 
handling cases and has a low resolution rate. 
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Facts and figures 

 

 

 

 

In the reporting period, SOLVIT handled a total of 3 023 cases (compared with 3 154 in 
the previous 12-months period), of which 1 238 fell within its mandate (compared with 
1 306). Over the last years, the total number of cases has stagnated. 
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As in the years before, social security questions generate the largest number of cases. 
Citizens coming to SOLVIT experience most often problems relating to social security, 
residence rights and recognition of professional qualifications. The main problem 
area of business cases is taxation, notably the reimbursement of VAT.  
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This graph shows that SOLVIT centres tend to go beyond the deadline for resolving cases, 
if they see a chance of still finding a solution to a problem. They give priority to finding a 
solution, rather than to strictly follow the deadlines. 

  

 

 

 

The case load varies considerably throughout the network, even between Member States 

of a similar size. France has the highest case load as a Lead centre, and Germany 

submitted most cases to other SOLVIT centres. 

If read together with the previous data on performance, this graph shows that there is no 

correlation between the individual performance of a SOLVIT centre and its case 

load. For instance, the UK and PT SOLVIT centres have a very high case load and still 

manage to have a very good performance. 
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Priorities 

Following the Action Plan of February 2012, the Commission is taking a set of actions to 

further enforce SOLVIT. In particular, it is taking action to: 

 Clarify the rules and principles governing SOLVIT. After extensive consultations 

with SOLVIT centres and Member States, the Commission will adopt a new 

recommendation, which the Council will be invited to endorse. 

 Improve the visibility of SOLVIT. Citizens and businesses that need the 

network should be able to find it easily via on line means, as well as through other 

networks organisations. In this context, the Commission will improve the visibility 

of SOLVIT within Your Europe and other relevant web pages managed by the 

Commission. It will also make the SOLVIT website more attractive and will make 

the online complaint form more user-friendly. 

 Further improve the co-operation between SOLVIT and other networks, in 

particular Your Europe Advice, Enterprise Europe Network and Europe Direct. 

The SOLVIT centres should for their part: 

 Further improve the quality of their service by establishing a self-check 

mechanism measuring their performance on a regular basis. 

 Make SOLVIT better known to the relevant national stakeholders and within 

their national administration. 

 Further improve the cooperation between SOLVIT and other national networks 

and parts of the national administration. 

 

 

 

 


