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European consumers should feel as confident when buying in another EU country as they do at home. 
ECC Ireland is committed to empowering consumers and helping them take full advantage of the internal 
market by providing, free of charge, information, advice and assistance in the resolution of cross-border 
consumer complaints within the EU/EEA. ECC Ireland endeavours to ensure a high quality standard 
service.

Where appropriate, disputes may be referred to an Alternative Dispute Resolution (ADR) entity, 
a National Enforcement Body (NEB), or, if no amicable solution is reached, the courts (for example, 
European Small Claims Procedure).

ECC Ireland also engages in promotional activities addressed to consumers, businesses, and ADR 
providers. It works closely with policymakers and enforcement authorities, and cooperates with other EU-
wide networks, such as the Enterprise Europe Network (EEN), the Consumer Protection Cooperation (CPC) 
network, Europe Direct, FIN-Net, Solvit or the European Judicial Network (EJN).

Profile
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The European Consumer Centre (ECC) 
Ireland is part of an EU-wide network of 
cross-border dispute resolution bodies. 
They play an integral role for consumers 
who ever-increasingly make purchases from 
traders across the EU and who seek help 
when problems arise.

In general, ECCs are an extension of 
a State agency or ministry and are funded 
accordingly. However, Ireland is one of the 
more unique structures that is established 
under the Companies Act with a board of 
directors responsible for its oversight. I 

have had the great pleasure, through my position in the 
Consumers’ Association of Ireland (CAI), of being a founding 
member of the ECC in Ireland and have watched it grow in 
stature to become one of the most respected offices in the 
network.

This is, of course, a result of the enormous dedication 
and focus from director, Ann Neville, and the ECC Ireland 
staff, supported by a small number of fully engaged 
board members who graciously contribute their time and 
experience in a voluntary, unpaid capacity.

The structure of ECC Ireland relies on annual funding 
from the Competition and Consumer Protection Commission 
(CCPC) that is matched in a co-funding model by the 
European Commission. Annual exchequer considerations 
and allocations to and through the Department of Jobs, 
Enterprise, and Innovation provide an ongoing challenge for 
ECC budgeting and all medium to long-term considerations.

In recognition of the importance of the greatest 
possible adherence to best practice at every level of the 
organisation, the board and director tendered in 2015 for an 
in-depth review of our levels of compliance with the general 
provisions of existing codes of corporate governance. Arising 
from this exercise, we embarked upon the recruitment 
of new, additional and experienced directors who would 
assist us in bringing ECC Ireland forward following the 
recommendations of that report. These initiatives are 
progressing positively at the time of writing.

This Annual Report provides insight into the strong 
levels of delivery that I refer to earlier. The continuing high 
levels of quality being achieved are impressive and, I hope 
you will note, represent a valuable return for the funds 
invested.

Ireland is beginning to attempt to come to terms with 
the effects that Brexit will bring to its citizens. ECC Ireland 
is facing a great challenge in the context of the numbers of 
complaints it receives and manages from consumers with 
our nearest neighbours in the Britain and Northern Ireland. 
I would contend that resources are always stretched for 
consumer bodies but this exit will likely bring enormous 
pressure on the capacity of ECC Ireland which is, currently, 
at its limit.

We therefore enter into the next period with concern 
but, with a realisation that if change is required, ECC Ireland 
is equipped to manage it with professionalism and concern 
for the consumers who rely upon its vital services.

Dermott Jewell

Chairperson

DERMOTT JEWELL 
Chairperson

Chairperson’s Introduction
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GRAHAM LONG

PAUL BRENNAN

Board of Directors

DERMOTT JEWELL 
Chairperson

BRIAN FARRELL

Dermott Jewell (B.Sc. (Mgmt.) Law (TCD)) is Policy and Council Advisor at the Consumers’ Association of Ireland. 

His current representations include:

Chairperson/Director of the European Consumer Centre (ECC) Ireland; Member of the Legal Services Regulatory 
Authority (LSRA); Member of the Financial Services Ombudsman Council; Director of the Investor Compensation 
Company Limited (ICCL) at the Central Bank of Ireland. He is Ireland’s representative on the European Consumer 
Consultative Group (ECCG) of the European Commission and a Member of the Banking Stakeholder Group of the 
European Banking Authority. Dermott is a member of the Chartered Institute of Arbitration (Irish Branch) (CIArb) with 
accreditations in Employment Investigation and Mediation. He is a Member of the Mediators’ Institute of Ireland 
(MII).

Brian Farrell is Chief Financial Officer of Londinium DAC, an Irish investment manager providing regulated wealth 
management solutions to high net worth individuals, family offices and institutional clients. During the previous 
10 years, Brian was a Vice President in the compliance and regulatory consulting practice, and also managed the 
financial reporting business, of Duff & Phelps, a global advisory firm. Brian has also worked in finance roles with 
Goldman Sachs in Melbourne and a number of other investment firms in Australia and Ireland. Brian is a Fellow 
of the Association of Chartered Certified Accountants and has over 20 years’ experience in the financial services 
industry. Brian was appointed to the Board in September 2016 and is also Chairman of the Finance, Audit and Risk 
Committee.

Graham Long has worked in the Citizens Information Board since 2007 and has been involved in developing the 
organisation’s information content and websites, particularly citizensinformation.ie. He is currently responsible for 
social policy, research, information resources, ICT and eLearning.

Paul Brennan is an official of the Department of Jobs, Enterprise, and Innovation and serves as the Departmental 
representative to the Board of the European Consumer Centre Ireland. Paul joined the Board of the organisation 
in 2013.
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Board of Directors

DR MUIRIS 
Ó CEIDIGH 

JOHN SHINE

Dr Muiris Ó Ceidigh is Chief Executive of the National Milk Agency. Muiris holds a Doctorate in Governance from 
Queens University Belfast. He is a member of Property Services Regulatory Authority and has extensive experience 
in consumer related issues. He is a member of the Medical Scientists Registration Board representing the public 
interest. He was appointed as a non-executive director of the Economic Research Institute of Northern Ireland by 
UK government in 2003. Prior to his appointment as CEO of the National Milk Agency, he practiced as a commercial 
lawyer with A & L Goodbody solicitors – one of Ireland’s leading law firms. His primary degree was a BA in law and 
sociology from NUIG and this was followed by an LLB. He qualified as a solicitor in 1992. He holds an MBA from 
Trinity College and has also achieved an MSc (Economics) from Trinity. In addition, he has graduated with an MA in 
Public Management from the Institute of Public Administration. Muiris has an interest in the restoration of buildings 
particularly of the Regency and Georgian periods. He is a published poet and was recipient of the Francis Ledwidge 
International Poetry Prize in 2003. Muiris is an associate faculty member of the National College of Ireland and a 
Fellow of the Irish Institute of Training and Development.

John Shine is the Director of Regulation and Advocacy in the Competition and Consumer Protection Commission, 
since 2014, with a brief that straddles both consumer protection and competition issues. Prior to that, John worked 
in the National Consumer Agency where he had responsibility for enforcement of consumer legislation. Earlier in 
his career, John held a variety of roles in the then Department of Enterprise and Employment and the Department 
of Finance. John is a graduate of Trinity College Dublin and has a post graduate Diploma in Regulatory Governance 
from University College Dublin.

FINANCE, AUDIT AND RISK COMMITTEE

The board of directors has for good governance established a Finance, Audit and Risk Committee to support the board in its 
oversight and monitoring of financial control, budgetary oversight, adequacy of internal controls and risk management. The 
committee, which is chaired by a qualified accountant, is comprised of four board members. The committee has responsibility for 
monitoring and reviewing the statutory financial statements and other financial information provided; the independent auditors 
including their qualifications and independence; the accounting, budgetary and financial reporting process; and the system of 
internal controls and enterprise risk management.
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2016 was a busy year for ECC Ireland. It actively ensured an 
awareness of and increased access to alternative dispute 
resolution (ADR) provided by the Directive on Alternative 
Dispute Resolution which entered into effect throughout 
Europe in 2015. 

In January a new EU-wide Online Dispute Resolution (ODR) 
platform was launched by the European Commission, 
making it easier, faster, and less expensive for consumers and 
traders to resolve online disputes. Pursuant to the European 
Union (Online Dispute Resolution for Consumer Disputes) 
Regulations 2015 (S.I. No. 500/2015), ECC Ireland is the host 
of the national ODR contact point, where two advisers assist 
consumers who may require support when using the ODR 
platform.

ECC Ireland staff were also active in research, leading the joint 
ECC-Net report on discrimination in access to, and provision 
of, services in ‘Do Invisible Borders Still Restrict Consumer 
Access to Services in the EU’. 

It was a year where consumer demand for access to our 
services reached unprecedented levels, with the number of 
contacts increasing by 27.9 per cent on the 2015 figures. 
I would like to pay tribute to the dedication and hard work 
of ECC Ireland staff who ensured that despite the increase 
in contacts, the quality of the service provided to the public 

remained high.

It was a year that saw a great turnover in staff, with ECC 
Ireland’s legal adviser, Juan Bueso, who has been with 
us since 2004, taking a well-deserved sabbatical in late 
December 2016. This was followed by a secondment to the 
European Commission’s DG Justice where he will work on 
improving the case handling tool of the European Consumer 
Centres Network.  

2016 is also my last full year at ECC Ireland where I have 
served as the company manager since 2008. During this 
period the staff of ECC Ireland have been untiring in their 
efforts to serve consumers not just in Ireland but throughout 
Europe. I would like to thank them for their hard work 
and professionalism and wish them every success in their 
continued endeavours. 

Ann Neville

Manager ECC Ireland to June 2017

 Foreword 
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 Executive Summary

In 2016, ECC Ireland dealt with 4,337 contacts from consumers 
with over half (53 per cent) concerning cross-border complaints 
while the remaining contacts were information requests. The 
number of cross-border complaints which required further 
assistance from ECC-Net came to 719. When these cases are 
further examined it is clear that air travel is once again the 
top area of complaint; this category has held the top spot 
year-after-year. Other areas of complaint that have made it into 
the top five are car rental, electronic products, furniture, hotels 
and accommodation. It is interesting to note that the hotel and 
accommodation category hit the top five for the first year since 
2011 which reflects the increased popularity of consumers 
choosing to book their own accommodation rather than opting 
for package holidays.

During 2016, ECC Ireland continued its work on the 
promotion of Alternative Dispute Resolution (ADR) in Ireland. In 
addition to this, with ECC Ireland being designated the national 
contact point for the new EU-wide Online Dispute Resolution 
(ODR) platform, we also worked hard to help promote this new 
initiative by the European Commission and provide information 
not just to consumers but also traders and other stakeholders. 
In October, ECC Ireland in conjunction with the Dublin Chamber 
of Commerce (host to Leinster Enterprise Europe), held a 
seminar on ADR and ODR legislation and obligations and the 
event was also an opportunity to launch a new guide for traders 
selling online. 

It was also a very busy year for ECC Ireland due to a joint 
ECC-Net project examining the effectiveness of the Directive 
2006/123/EC on Services in the Internal Market (‘Services 

Directive’) and cases that relate to it. ECC-Ireland was the project 
leader, assisted by a working group made up of ECCs Austria, 
Netherlands, Norway, Sweden, and the UK. The project resulted 
in the publication of a report titled, ‘Do Invisible Borders Still 
Restrict Consumer Access to Services in the EU?’

Our media coverage during 2016 was extremely successful 
with 249 media interviews/mentions across all media 
channels. ECC Ireland promoted and provided consumers 
with information on a range of subjects including safer online 
shopping, Brexit and worries about its effects on consumer 
rights, advice for  UEFA Euro 2016 fans, geo-blocking, the new 
ODR platform, air passenger rights, and scams. There was a 
considerable emphasis placed on outreach activities with ECC 
Ireland staff providing free information talks on consumer 
rights at Europe Direct Centres across the country, participating 
in major events such as the National Ploughing Championships 
as well as the launch of a new information leaflet and report.

ECC Ireland continued to play an active role in the ECC-Net 
during the year by taking part in study visits to ECCs Iceland, 
France, and Germany, and hosting visits from ECCs Belgium, 
Slovenia, the UK, Austria, and Italy. 

On a national level, we continued our collaboration with 
our national funder, the Competition and Consumer Protection 
Commission (CCPC), as well as the Department of Jobs, 
Enterprise, and Innovation, and the European Commission 
Representation in Ireland. ECC Ireland also collaborated with 
the Enterprise Europe Network (EEN) – more specifically the 
Dublin EEN hosted by the Dublin Chamber of Commerce - by 
jointly producing a new online selling guide for traders.
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 2016 in Numbers

47%
of cases related to 

air passenger rights

11%
of cases related 

to car rental

8%
of cases related to 

electronic products

33%
increase in Twitter 
followers in 2016

78%
of website sessions 2016 

were unique visitors

2,116
subscribers to 

monthly eBulletin

4,337
Total contacts dealt with 

by ECC Ireland in 2016

ASSISTANCE TO CONSUMERS

MAIN PROBLEMS ENCOUNTERED

COMMUNICATIONS

53%
of contacts were 

complaints 

719
cases actively pursued by 

ECC Ireland

8



Assistance to Consumers

OVERVIEW OF COMPLAINTS RECEIVED

In 2016, ECC Ireland dealt with 4,337 consumers (figure 
1). Roughly, half of these contacts concerned cross-border 
complaints (2,330), whilst the other half is classified as requests 
for information (2,007).  This is a significant increase of almost 
24 per cent on the number of contacts handled in 2015.

Out of the 2,007 requests for information received in 
2016, 1,901 involved queries regarding general guidance 
on consumer law, domestic disputes and referrals to relevant 
organisations, whilst a further 106 related to requests for 
publications, such as leaflets. This represents a remarkable 
increase of 50 per cent in the number of this type of complaint 
when compared with 2015.  

Most cross-border complaints involved consumers 
from Ireland (1,714) about traders based in other European 
countries (figure 2). If this figure is added to the number of 
contacts requesting information, it follows that over 83 per 
cent of ECC Ireland’s contacts derive from consumers based in 
Ireland.

ECC Ireland provided these consumers with continued 
support to solve their complaints amicably but in 167 instances, 
further assistance was required and the intervention of our 
ECC-Net counterparts in other EU/EEA countries was sought 
with a view to contacting the trader in the country in question 
on behalf of affected consumers.

ECC Ireland was also contacted by 64 consumers with 
residence in other European countries in relation to complaints 
against Irish traders.

Our colleagues from other ECCs also registered in the 
same period 1,739 complaints against traders operating 
from Ireland, bringing up to 1,803 the number of complaints 
involving traders with their place of business in Ireland (figure 
2). Of these complaints involving traders from Ireland, ECC 
Ireland’s intervention was sought by our ECC-Net counterparts 
in 552 cases.

The overall number of cross-border complaints actively 
pursued by ECC Ireland on behalf of a consumer in 2016 was 
719 (i.e. 167 cases involving consumers from Ireland, and 552 
cases involving consumers from other European countries).

Requests for Information:  2,007

Complaints:   2,330

Total:     4,337

FIGURE 1: 
Total contacts dealt with by ECC Ireland in 2016

FIGURE 2: 

Complaints from consumers in Ireland against 

traders in other European countries:  1,714

Complaints against traders in Ireland from 

consumers in other European countries:  1,803

Total:  3,517

Cross-border complaints with an Irish component 
registered by ECC-Net in 2016

53% 47%
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Assistance to Consumers

In order to gain a better understanding of the complaints dealt with in 2016, we provide in this section an analysis of the 719 
cases which required further assistance through ECC-Net. In most of these cases, the trader was contacted by ECC Ireland or by our 
counterparts in other European countries, on behalf of a consumer. The bar chart below (figure 3) illustrates the 719 cases in which 
ECC Ireland was actively involved, sorted by category.

338  Air Travel

78  Car Rental

57 Electronic products

49 Furniture

39 Hotels/Accomodation Providers

27 Communication services

25 Micellaneous

24 Recreational Items

17 Financial Services

15 Car Purchase Parts

13 Other Transport Services

 11 Clothing and Footwear

6 Package Holidays

5 Timeshare and Holiday Clubs

4 Health

1 Housing etc.

1 Books / Newspapers

FIGURE 3: 
Breakdown of 2016 cases by category

0 50 100 150 200 250 300 350

NO. OF CASES   % OF TOTAL

1.       Air Travel 338  (47%)

2.       Car Rental 78  (11%) 

3.       Electronic products 57  (7.9%)

4.       Furniture 49 (6.8%)

5.       Hotels/ Accommodation 39 (5.4%)

Taking into account these cases only,

the top 5 categories are as follows:

providers
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Air Passenger Rights

In 2016, air passenger rights complaints continued to constitute the highest 
number of complaints handled by ECC Ireland. In this regard, it can be noted 
that in comparison with 2015 wherein air passenger complaints accounted 
for 41 per cent of the total complaints handled, this figure increased to 47 per 
cent of the total in 2016.  As in previous years, flight cancellation and delays 
constituted the number one cause for air passenger-related complaints. This was 
followed by: Lost, delayed or damaged luggage; airline booking errors; denied 
boarding; and passenger illness.

Reflecting the strength of the aeronautical industry in Ireland, the great 
majority of air passenger rights complaints (94 per cent of the total) handled 
by the office in 2016 involved a consumer based in another European country 
complaining against a trader based in Ireland. Thus the figures continue to 
underline the important role played by ECC Ireland in the protection of the 
rights of consumers throughout Europe in this important sector. In many 
instances queries received by this office in this area necessitated only the 
provision of information or a referral to another body. However, 338 complaints 
in this area resulted in the ECC contacting the trader on behalf of a consumer. 
Of the cases in which the ECC intervened in this way in 2016, 24 remain open 
at the time of writing. Of those that have been finalised, 166 have concluded 
in amicable resolutions such that the trader recognised the legitimacy of the 
consumer’s grievance and provided appropriate redress.  Of the remaining 
cases, 76 were cases in which disclosures by the trader or by the consumer 
suggested the original complaint was ill-founded. Such cases usually involved 
a failure by the consumer to abide by the terms and conditions of contract 
or involved a failure by the consumer to reasonably provide supporting 
documentation in circumstances wherein the factual basis of the complaint was 
disputed by the trader. 

Apart from on-going, amicably resolved and ill-founded cases, the 
remainder of cases comprised those in which the trader rejected the consumer’s 
right to redress or those in which either the traders failed to respond to the 
ECC or consumers failed to progress their complaint. In respect of these cases, 
wherever appropriate, ECC Ireland advised consumers of further avenues of 
redress available to them. Thus 15 consumers were referred to the European 
Small Claims Procedure and nine consumers were referred to a National 
Enforcement Body in respect of unresolved complaints.

Overall, in terms of outcome, the number and proportion of complaints 
handled by ECC Ireland that were amicably resolved in this area increased 
significantly in 2016. When one accounts for on-going and ill-founded 
complaints made to the office, the rate of amicable resolutions achieved in this 
area in 2016 was 70 per cent. This is an increase of seven per cent from the 
previous year wherein 63 per cent of legitimate grievances resulted in amicable 
resolution. Looking beyond the headline figures noted above, analysis of the 
complaints received by the office in this area is illuminating in a number of 

respects.  Regulation [EC] 261/2004 provides for compensation in the case of 
denied boarding, and cancellation or delay of flights. Notwithstanding, however, 
that this piece of legislation has provided a useful mechanism of redress for 
in excess of a decade, the provision it contained wherein consumers’ right to 
compensation could be vitiated in the case of extraordinary circumstances was 
problematic in so far as the legislation failed to provide clarification as to what 
constituted such an exception. 

In 2016, guidelines as to the interpretation of this provision were finally 
issued. Given that, as in previous years, cancellation and delay was the most 
prevalent basis of complaint in the area of air passenger rights in 2016, it is not 
unreasonable to imagine that some of the positive trends in terms of outcome 
reported in 2016 were partially attributable to increased legal clarity in this area 
provided by the guidelines. Analysis of complaints in this area in 2016 bears 
out the value of clear and transparent pan-European legislation in promoting 
consumer rights. After cancellation and delay, the next most common basis 
for complaint in this area in 2016 related to lost or damaged luggage. Lost or 
damaged luggage, unlike the aspects of air passenger rights referred to above, 
has not yet been the focus of legislation at European level. In seeking redress for 
consumers in respect of luggage-related claims, the ECC relies most prominently 
on the Montreal Convention. Overall, the rate at which cases under this 
Convention are successfully resolved is lower than other kinds of air passenger 
rights cases: the total proportion of luggage-related complaints that result in 
amicable resolution is 60 per cent.

The comparatively low rate of amicable resolution in relation to luggage-
related complaints cannot be wholly contributed to the legislative provisions 
involved.  Analysis of the complaints handled by the office in 2016 in this area 
reveal that the evidential difficulty involved in establishing the value of lost 
and damaged goods creates a significant level of uncertainty in settling claims. 
In this regard, the synergy between the case-handling and communications 
functions of the ECC is exemplified in relation to lost or damaged luggage as 
ECC Ireland continues to inform consumers of risks involved in transporting 
luggage by air and the steps that can be taken to mitigate these risks. In respect 
of some complaints, although the issue involved relates to air passenger rights, 
the legal issues raised are of a more general nature. Examples of such cases 
encountered in 2016 include a number of cases wherein consumers were 
charged as a result of technical errors that occurred while making online air-
travel bookings and the ECC Ireland intervened to recover amounts erroneously 
charged.  Equally, in some cases, the basis for ECC Ireland intervention was 
provided not by a legal principle but by the terms and conditions of the contract 
between airlines and their passenger. Examples of such cases include cases 
wherein passengers who could not travel due to illness sought a refund on the 
basis of contractual provisions. In many but not all such cases in 2016, ECC 
Ireland was able to secure refunds on behalf of consumers.
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Case Studies

LOST IN TRANSLATION 

Although relevant country-specific passport information was provided in the English language version of a particular airline’s 
website, the Polish language version did not provide the same information. When a Polish passenger was denied boarding 
on account of his passport he complained to the ECC. Following an intervention by the ECC the airline involved provided 
reimbursement in the amount of €240 of the cost of the flight ticket affected but refused to provide any further compensation in 
respect of the inconvenience and consequential losses of the consumer.

DENTED SUITCASE

Following a flight between Faro and Charleroi, upon picking up her luggage at the airport carousel, a consumer noticed that 
her hard-shell suitcase had been dented.  The consumer immediately reported the damage to airport authorities and received a 
Property Irregularity Report (PIR) form which she subsequently used to register a claim for compensation online. Having received 
no response from the airline, the consumer contacted the ECC. The ECC asked the consumer to provide receipts reflecting the 
purchase price of the damaged luggage which was €120 and contacted the airline involved to request compensation in this 
amount. Reflecting the age of the case, the airline compensation in the amount of €90 for the damage incurred to the luggage. The 
consumer accepted this offer.

DELAYED LUGGAGE

A consumer returning from holidays found that her luggage was not returned at the end of her homeward flight. Having reported 
the matter to the airport authorities, the consumer was informed her luggage was delayed and would subsequently be delivered 
to her home. While the first item of luggage was delivered the following day, the consumer was informed by the airport authorities 
that the airline had not paid for the courier to deliver a second piece of luggage that arrived a few days later. While the airline 
involved initially refused redress, following the intervention of ECC Ireland, the airline provided reimbursement of €220 for 
items the consumer needed to buy while waiting for her luggage and €100 compensation for the traveling costs sustained by the 
consumer in travelling to the airport to collect her second piece of luggage.

OFF AND ON AGAIN

A consumer and his family were returning home from a holiday when, on the day they were due to fly, they received a text message 
advising that their flight had been cancelled. Having made enquiries with the airline involved and receiving information that the 
next available flight would not be that day, the consumer booked a flight with another airline. Later that day when the consumer 
had returned to his home country, he received a text notification that the original flight had been reinstated. Although the airline 
initially refused to provide any redress to the consumer in this case, following intervention by ECC Ireland, the airline agreed to 
provide the compensation in the amount of €1,500.
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Complaints relating to car rental constituted the second largest 
category of complaints received by ECC Ireland in 2016, 
representing 11 per cent of cases where direct intervention by 
the centre was required.  

Of the 78 complaints dealt with in this category, 59 
originated from consumers based in other EU/EEA countries 
complaining about car rental traders established in Ireland, 
whilst a further 19 cases were pursued on behalf of consumers 
from Ireland. 

Fifty seven per cent of cases where ECC-Net liaised with 
traders directly on behalf of consumers  were amicably resolved 
in favour of the consumer with the average refund per case 
amounting to €265. Despite ECC Ireland’s intervention, it 
was not possible to secure a solution in 24 cases. Of the cases 
actively dealt with, six were referred to an Alternative Dispute 
Resolution (ADR) body . A successful outcome was reached in 
one of these cases. Sixteen cases could not be pursued due to 
lack of evidence to support the consumer’s claim or because the 
claim was considered ill-founded. Six cases were still active at 
time of writing.  

Supplementary charges faced by consumers upon 
returning a rental vehicle are persistently the most problematic 
area of complaint and represent more than one-third of 
all complaints handled in this sector. As such charges are 
frequently levied several weeks or even months after the rental, 
without notification or explanation, it is unsurprisingly often 
difficult for consumers to dispute the charge. The majority of 
complaints received under this heading pertained to charges 
imposed due to alleged damage to the rental vehicle. This is 
an area where consumers face significant financial detriment 
given the frequently large sums of money involved. Without 
a check-out report confirming that the vehicle was returned 
in good condition it is exceptionally difficult for consumers to 
dispute the charge, yet frequently car rental companies fail or 
refuse to carry out this essential inspection leaving consumers 
vulnerable to subsequent claims.

2016 saw a surge in the number of complaints received 
concerning the booking process. More than 55 per cent of 
cases received against traders established in Ireland concerned 
car rental booking agents. Consumers who arrange car hire 
through online brokers are faced with two sets of terms and 

conditions. This can be very confusing for a consumer who 
may not know who is responsible in the event of a dispute. 
Consumers frequently complain that certain material 
information, including surcharges, is not displayed in a clear, 
transparent or sufficiently prominent manner, or that they are 
provided with conflicting information at the time of booking 
and at the rental desk. Complaints about documentation 
and credit card requirements often arise out of deficiencies 
in the way the information is presented during the booking 
process. Discrepancy between the information given at the 
time of booking and the reality at the rental desk often leads to 
considerable unexpected expenses and inconvenience. 

Finally, of concern is the number of complaints about 
hard-selling techniques engaged by certain car rental locations. 
Consumers complain that expensive insurance products are 
added to their rental without their knowledge or consent, 
or that they are not always provided with information about 
the actual cost of the insurance product, e.g. super collision 
damage waiver. In order to avoid uncertainty and, potentially, 
inflated prices, if they leave the issue of insurance/cover until 
they reach the car rental location, some consumers decide 
to take out relevant covers through the broker’s site during 
the booking process. However, car rental locations often fail 
to recognise such insurance policies requesting significant 
deposits and, in some cases, even refuse to release the vehicle 
unless the consumer takes out their own cover.

Although the European Commission and national 
enforcement authorities have already taken a number of steps 
over the past few years to better enforce consumer rights in 
the car rental sector and a number of improvements have 
in fact been achieved, consumer complaints and concerns 
in this sector continue to re-emerge. At present there is no 
industry specific legislation relating to car rental sector and 
while consumers are protected by other instruments with 
more general scope – Directive 93/13/EEC on Unfair Terms 
in Consumer Contracts and Directive 2005/29/EC on Unfair 
Commercial Practices, it is the view of ECC Ireland that in order 
to address some of the shortcomings observed and narrow 
down the ability of certain traders in the car rental industry 
to treat consumers unfairly, the introduction of sector-specific 
legislation is necessary. 

Car Rental
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Case Studies

ALLEGED DAMAGE 

A consumer from Ireland hired a car in Spain. Upon returning the car, the consumer asked whether she should sign any form, but was 
advised it was not necessary. On return to Ireland the consumer noticed her credit card was charged €230, including €80 loss of income 
arising from the vehicle not being available for renting for two days. When she contacted the rental location, she was advised that the 
vehicle had been damaged during her hire period and she was provided with a copy of the document to state the damage in question 
had been noted on the return form but that the consumer refused to sign it. The consumer requested relevant repair paperwork. As this 
was not provided, the consumer contacted ECC Ireland for assistance which, in turn requested the intervention of ECC Spain. Despite 
initial difficulties securing a response from the car rental location, ECC Spain managed to secure a refund of €180. 

INCORRECT INFORMATION

A Slovenian consumer made a reservation via an Irish booking agent for a rental vehicle in Spain. In his booking, he was informed that 
a daily mileage is limited to 1,200 km. However, upon arriving at the rental location, the consumer was advised that this information 
was incorrect and that the limit of 1,200 km applies to the entire rental period of 8 days with the subsequent charge of €0.27 per 
km for exceeding the limit. The consumer would have never considered the car hire offer, had he known the mileage was limited to 
1,200 km. The consumer decided to accept another non-limited mileage offer made by the vehicle provider at the rental location, and 
subsequently sought a reimbursement of additional costs incurred from the booking agent in Ireland. The latter refused to refund the 
consumer but following the intervention of ECC Ireland the consumer was reimbursed. 

DEPOSIT 

During his holiday in Ireland, a French consumer hired a car, paying a deposit of €1,300 on picking up his car. The car rental company 
stated that they would refund the deposit to the consumer’s account provided that no damage was caused to the vehicle. However, 
the car rental company did not proceed as advised and failed to return the deposit with no explanation. The consumer then sought 
assistance from the French ECC and contact with the trader followed via ECC Ireland. The trader explained that upon the closure of the 
rental, damage to the front passenger side was found; however as the damage was not found during check in and both parties had left 
without this noted, the rental location decided to remove this charge. A full refund was issued back to the card details the consumer 
provided on arrival at the rental location. 

FUEL 

A consumer from Spain rented a car in Ireland. Upon returning the car, additional charges were applied. The trader explained that the 
vehicle should have been returned with a full tank, and that the consumer failed to do that. The consumer contested this and furnished 
the receipt from a petrol station to show that he had refilled the tank before returning the vehicle. As no agreement between the parties 
was reached, assistance from ECC Spain was requested. The case was forwarded to ECC Ireland in order to contact the car rental location 
on behalf of the consumer with a view to bringing finality to this matter. Following this approach, the trader agreed to refund the 
amount requested of €85.90. 
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This category consists of complaints relating to the purchase 
of laptops, televisions, headsets, smartphones and other 
electronic goods.

Electronic goods ranked third in 2016 in the top five areas 
of consumer complaints lodged with ECC Ireland. Just under 
half of the complaints in this category were generated by an 
Irish technology company, with these complaints amounting to 
23 (40 per cent) out of the total 57 complaints in this sector. In 
particular, the complaints frequently concerned the purchase of 
smartphones and laptops.

The category of electronic goods has consistently appeared 
in the top five areas of consumer complaints from 2015 to 
2007. The amount of complaints received by ECC Ireland 
during the year of 2016 has only marginally increased from the 
number of complaints received in 2015 (56 complaints). 

Out of the 57 complaints recorded in 2016, 19 (33 per 
cent) had been resolved following the intervention of the ECC-
Net and with satisfactory results for the consumers involved, 
with either a refund being awarded or with the consumer being 
offered a repair or replacement of the product. This meant that 
approximately 26 (46 per cent) of the complaints submitted 
were left unresolved or referred to another organisation (i.e. the 
courts or dispute resolution bodies), five complaints (nine per 
cent) were found to still be ongoing and seven (12 per cent) 
were closed as they were ill-founded.

Thirty five of the total amount of complaints (57) arose from 
consumers across the EU who were lodging complaints against 
traders based in Ireland. Of these complaints, 13 (37 per 
cent) of them had been resolved amicably. The remaining 22 
complaints reported were from consumers resident in Ireland 
who lodged complaints against traders based across the EU/
EEA and six (27 per cent) of these complaints were resolved 
amicably. 

The most recurring issues reported appeared in cases 
where consumers had purchased smartphones and laptops 
which soon became faulty or defective. The consumer would 
be informed of their right to receive the appropriate remedy 
(repair/replacement/refund) if the product was found to be 
faulty by the trader, through no misuse of their own. Another 
recurring problem arose where consumers had bought 
smartphones, CDs and other electronic products and found that 
they had not been delivered within the promised timeframe. 
The purchaser would be entitled to request an additional 
period of time in which the product could be delivered, before 
the contract could be terminated and a refund sought. It is 
interesting to report there have been complaints regarding the 
purchase of virtual reality headsets. Furthermore, there was also 
a complaint regarding the purchase of digital content which 
the consumer found was not as ordered, though they could not 
avail of the cooling-off period as this would have been forfeited 
once they had downloaded the product.

Electronic Products
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Case Studies

VIRTUAL REALITY HEADSET

A German consumer had received a virtual reality headset from an Irish trader and five days later, the consumer tried to 
contact the trader on the basis of cancelling his order in line with his right to withdraw from a contract within 14 days 
under the Consumer Rights Directive. However, the Irish trader stated that they could not accept the headset as a return 
as the article had already been opened. Following an assessment of this case, ECC Ireland brought the matter to the 
trader, drawing attention to the applicable legislation in their correspondence. This intervention proved to be successful 
in this case as the consumer was offered a refund for the full cost of the product.

DEFECTIVE LAPTOP 

A consumer from the UK had purchased a laptop online and following delivery, the consumer found that the goods had 
become faulty within seven months of purchase. The consumer had contacted the Irish trader to indicate that there is a 
fault with his product, however, the company had referred the consumer to the manufacturer who claimed that the goods 
were not covered by their warranty as the product was refurbished. ECC Ireland contacted the trader on the consumer’s 
behalf on the grounds that a consumer should be offered a repair or replacement in the first place if their product is 
found to be faulty. Following a discussion of the matter, the Irish trader promised to provide the consumer with a full 
refund for the product and the consumer subsequently confirmed receipt of this refund.

DIGITAL CONTENT 

An Irish consumer purchased an online game after watching a promotional video which advertised a number of features, 
including a multiplayer function. However, after downloading this game, the consumer discovered that the game did not 
have features as advertised. The consumer requested a refund from the UK trader but this was refused on the basis that he 
could not avail of his right to withdraw as the game had been downloaded. ECC Ireland advised the consumer that under 
the unfair commercial practises directive it is made clear that the ‘main characteristics of the product’ including features, 
fitness for purpose, and results expected from its use will be considered misleading if it contains false information and 
is therefore untruthful or is likely to deceive the average consumer and cause, or is likely to cause, the consumer to take 
a transactional decision that he would not have otherwise taken. The UK ECC contacted the trader including a reference 
to the UK Consumer Rights Act 2015 which states that consumers are entitled to receive goods that are of a satisfactory 
quality, fit for purpose, and as described and if the consumer doesn’t receive this, they can argue that a breach of 
contract has taken place. The trader subsequently denied the request for the refund as they argued that the game fit the 
description advertised.
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In 2016, 6.8 per cent of complaints requiring further 
assistance from ECC-Net related to furniture, ranking this 
area fourth in the most complained about categories. The 
total number of complaints requiring our intervention in 
this category was 49, of which 33 or 67 per cent, related to 
complaints against a single trader which established a presence 
in Ireland in 2016.

Complaints involving furniture have been a regular 
feature in the top five categories of complaint at ECC-Net in 
recent years. Transactions involving furniture typically entail 
above-average sums in the context of traditional consumer 
expenditure and therefore the level of detriment experienced 
by consumers who encounter difficulties can be significant. This 
sector is also characterised by longer delivery periods which 
can have the result of depriving consumers from availing of 
chargeback schemes operated by credit/debit card companies 
or other payment intermediaries in the event of non-delivery.

Although complaints related to the quality of the goods, 
delivery times or guarantees still feature, the vast majority of 
complaints in this sector in 2016 related to unfair terms in 
consumer contracts, unfair commercial practices, and a failure 
of traders to comply with the withdrawal provisions contained 
in Directive 2011/83/EU on consumer rights.

This area of consumer complaint is categorised, as noted 
above, by relatively high value claims and unfortunately a 
relatively low success rate in the resolution of complaints 
received. In 2016, 30 per cent of cases within this category 
were resolved successfully, while no solution could be found 
in almost 40 per cent of cases. A further 28 per cent of cases 
remain active but it is unlikely that a positive outcome will be 
reached in these complaints. 

We have noted in the past how companies in this sector 
have displayed a higher than average level of volatility as 
regards altering trading names and transferring countries of 
establishment. In this latter regard, we have recently noticed 
an increase in the migration of traders engaged in the sale of 
furniture who had previously been based in the UK to Ireland, 
following the repeal in the UK of section 52 of the Copyright, 
Design and Patents Act 1988. The Department of Jobs, 
Enterprise and Innovation published a consultation paper in 
the autumn of 2016 aimed at gathering stakeholder views on 
the amendment of the law in this jurisdiction and it is hoped 
that this legislative lacuna will soon be closed. 

Furniture
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Case Studies

CUSTOM MADE?

A French consumer ordered two replica design chairs from a company based in Ireland and cancelled the order after six days. The 
company then advised that he could not cancel the order since it was considered ‘custom made’ and was therefore excluded from 
the right to cancel provided for in the Consumer Rights Directive. Following a request from our colleagues in France, ECC Ireland 
contacted the company pointing out that the products purchased by the consumer could not be considered to be personalised as 
the consumer did not provide any individual specifications, measurements, or personalised features. Rather he ordered a product 
from the trader’s general offer to the public and as such the product selected could not be considered ‘tailor-made’. Nonetheless, 
the trader maintained reliance on their terms and conditions and refused to accept the consumer’s cancellation. 

ORDER NOT RECEIVED

An Austrian consumer ordered a bench from a furniture company based in Dublin at a cost of €799. Soon afterwards, the 
consumer changed her mind about the colour selected and amended her order which the trader confirmed. Six months later, 
the consumer had still not received the product and decided to cancel her order. The trader undertook to refund the consumer 
but failed to do so and as a result the consumer sought the assistance of ECC-Net. ECC Ireland made contact with the trader 
concerned and the refund was processed within 7 days.

PARTS MISSING

An Irish consumer purchased garden furniture from a German company following an offer availed of from a third party voucher 
company. Following delivery, the consumer noticed that parts were missing when the furniture was assembled. Although the 
company had the parts needed, they requested the consumer to disassemble, repackage and return the full furniture set in order 
to receive a new one. The consumer was not agreeable to this onerous and impractical suggestion and contacted ECC Ireland for 
assistance. Our sister office in Germany referred the case to a competent ADR body which decided in favour of the consumer. The 
parts were then couriered to the consumer which resolved matters to their satisfaction.

WRONG SOFA

An Irish based consumer ordered a two-seater sofa from a Polish company but received a one-seater sofa instead, and in a 
different colour to that ordered.  The trader initially assured the consumer that the incorrect item would be collected and a 
refund processed but later determined that this would be too costly and instead offered the consumer a partial refund only.  
The consumer had no desire to keep the unsuitable item and sought assistance from ECC Ireland in securing a full refund.  
Following the intervention of our Polish office, the consumer was refunded in full and kept the sofa as the trader concluded it was 
uneconomic to collect it.
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In 2016, ECC Ireland handled 39 complaints related to hotels 
and accommodation services. This means that over five per 
cent of the year’s complaints fell into this category, with 
2016 marking the first year since 2011 in which complaints 
about hotel and accommodation services entered our top five 
complaints. 

This category’s position as fifth most common type of 
complaint is largely attributable to the increasing numbers 
of consumers choosing to book their own accommodation 
rather than opting for package holidays. At the moment, if a 
consumer’s accommodation complaint does not fall within the 
remit of the 1990 Package Travel Directive, somewhat minimal 
legal protection is available. 

Of the 39 complaints handled by ECC Ireland, 56 per 
cent of these were shared with our office by our counterparts 
across the EU/EEA and concerned traders based in Ireland. The 
remaining 44 per cent involved Irish consumers who contacted 
ECC Ireland for advice and assistance in relation to a cross-
border complaint. 

A large portion of the complaints received concerned 
bookings made through online intermediaries/booking agents. 
Consumers often encounter difficulties when trying to cancel 
their bookings, not realising that the accommodation provider 
and booking agent may have separate and distinct cancellation 
policies. Difficulties also arise for consumers when seeking 
to determine whether their final contract was made with the 
intermediary or accommodation provider. Complaints about 
the standard and quality of accommodation also accounted 
for a large portion. Other complaints concerned overcharging, 
mistakes with details of bookings, and problems encountered 
during the booking process. 

The new EU Package Travel Directive (2015/2302/EU) came 
into force on December 31st 2016 and will be applicable from 
July 1st 2018. Extending the protection of the 1990 Package 
Travel Directive, the new Directive not only increases the scope 
of travel arrangements falling under EU legislation, but also 
improves upon the rights of consumers when a complaint or 
dispute arises. The new Directive aims to further align with the 
changing booking practices of consumers and only time will 
tell if it addresses their needs. 

Hotels and Accommodation
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Case Studies

CANCELLATION MISINFORMATION

Whilst planning a summer holiday, an Irish consumer booked hotel accommodation in France and paid a deposit 
of €180. An air traffic control strike was announced the day before the consumer’s flight to France and her flight was 
cancelled as a result. The consumer immediately contacted the accommodation provider who assured her that she 
would receive a refund of her deposit and there would be no cancellation costs. Two weeks later, the hotel contacted the 
consumer and incorrectly informed her that she had used a cancellation voucher to book accommodation for alternative 
dates. The hotel did not provide the consumer with a refund. The consumer got in touch with ECC Ireland and we shared 
the complaint with our colleagues at ECC France who contacted the hotel on the consumer’s behalf. The complaint was 
successfully resolved with the assistance of ECC-Net and the consumer received a full refund of €180.

AGE RESTRICTION NOT MADE CLEAR

A French consumer’s booking for youth hostel accommodation in Amsterdam for two adults and two children was 
made via a trader based in Ireland. Having made the booking, the consumer realised that the hostel only welcomed 
guests under the age of 30. As the consumer and her husband were over the age of 30, the consumer cancelled her 
reservation. The trader refused to furnish a refund of the deposit. The consumer sought ECC France’s assistance and the 
case was shared with ECC Ireland. We assessed the complaint and noted that the information about the age restriction 
had not been provided to the consumer during the booking process. We contacted the trader and resolved the 
complaint amicably. The trader provided a refund of €62.88.

BOOKING CANCELLED BY TRADER 

An Irish consumer booked accommodation online for a family holiday from a booking agent/intermediary based in 
another EU/EEA member state. As a result of an issue between the intermediary and the accommodation provider, the 
intermediary had to cancel the consumer’s booking 24 hours before he and his family were due to travel. The consumer 
had no choice but to book alternative accommodation at short notice, and had to pay significantly more than his 
original booking. ECC Ireland was contacted by the consumer who sought assistance with recovering the difference in 
price from the intermediary. We shared the complaint with our counterparts in the relevant EU/EEA member state and 
the intermediary agreed to provide €887 in compensation. 

WHO TO MAKE THE COMPLAINT TO?

A French consumer booked hotel accommodation in France through a trader based in Ireland. When the consumer 
arrived at the hotel, the doors of the hotel were locked. The consumer had to wait in the rain whilst she tried to phone 
the hotel. Eventually, an employee of the hotel arrived and suggested that the consumer sleep in a cabin for the night. 
The reception service, bar and pool were not available and the accommodation site had the appearance of being closed 
down. The consumer felt that the hotel did not comply with her booking and as she did not feel safe there, she chose 
not to stay for the night. ECC France shared the complaint, and after ECC Ireland assessed it, we contacted the trader. 
The consumer was advised to pursue the issue with the accommodation provider as her contract was made with the 
hotel, and not the trader based in Ireland. 
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2016 was an important year for ADR in Ireland. With the 
Directive 2013/11/EU on alternative dispute resolution (ADR) 
for consumer disputes transposed into Irish legislation by S.I. 
343/2015 and 368/2015, these instruments were followed by 
S.I. 500/2015 and finally in 2016 S.I. 32/2016 to give effect 
to Regulation (EU) 524/2013 on online dispute resolution 
(ODR). The latter legal instrument establishes an EU-wide, 
web-based platform developed by the European Commission 
to facilitate, as a single portal, the settlement of consumer 
disputes online. This may involve assistance from ADR entities 
notified by the Member States. The new regulatory framework 
is complementary; whilst the ADR legislation operates in its 
own right, the ODR platform relies on the functioning of ADR 
entities on which ODR is anchored. The availability of quality 
ADR entities is thus a precondition for the proper operation of 
the ODR platform. 

Each Member State is required to designate a national 
ODR contact point to provide practical assistance to users of 
the ODR platform. The European Consumer Centre Ireland 
has been designated, pursuant to S.I. 500/2015, as the ODR 
contact point in the State and assumed this role from January 
2016 onwards. 

The focus of the work on ADR in 2016 was to raise 
awareness at national level among consumers of the 
important opportunities for redress provided to consumers 
by this legislation, and among traders of the obligations 
imposed on them by legislation when selling online, or 
engaged in business-to-consumer transactions generally. 
With this in mind ECC Ireland engaged in an outreach 
campaign to reach consumers and inform them about ADR 
and also ODR. To achieve this we partnered with the Europe 
Direct Network which has a series of branches throughout the 
country to run information sessions to the public. In 2016 

Alternative Dispute Resolution

When ECC Ireland is unable to resolve a complaint with a trader we will assist consumers to locate and, where the 
consumer consents, refer unresolved complaints to Alternative Dispute Resolution (ADR) or Online Dispute Resolution 
(ODR), where there is an applicable scheme available. ADR and ODR procedures involve the resolution of disputes outside 
the courts.

The small number of notified ADR bodies in Ireland under the new regime imposed by the ADR Directive limited the number 
of referrals possible at national level to ADR bodies (currently only one body is notified under the ADR Directive in Ireland, 
NetNeutrals.eu), however ECC Ireland continued to refer consumers to ADR bodies when unable to resolve the dispute by direct 
contact with the trader. During 2016 we referred ten unresolved cases to ADR bodies in Ireland, while three unresolved cases 
involving Irish consumers were referred to ADR bodies in other EU Member States, amounting to a total of 13 cases referred to ADR 
during the year. Given the low level of activity in the handling of disputes the focus of ECC Ireland in 2016 was the promotion of 
ADR among stakeholders and consumers. 

Martina Nee, Press Officer of ECC Ireland, speaking about 
ADR and ODR at Blanchardstown Europe Direct

ECC IRELAND’S ADR ACTIVITIES
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we gave a total of seven talks which took place in Portlaoise, 
Portarlington, Mountmellick, Dundalk, Sligo, Letterkenny, and 
Blanchardstown.

ECC Ireland participated in an ADR stakeholders group 
set up by the Department of Jobs, Enterprise and Innovation 
and comprising representatives of the Department, and the 
Competition and Consumer Protection Commission, the 
competent authority under the Directive. The group met twice 
and ECC Ireland participated both as a body whose remit 
includes the promotion of ADR, as well as the host of the ODR 
Contact Point. 

ECC Ireland organised a Seminar on ADR and ODR which 
took place at Dublin Chamber of Commerce in October. This 
was run jointly with the Europe Direct Network and Dublin 

Chamber of Commerce, host to Leinster EEN. It was chaired by 
the Head of the Law Society’s ADR Committee and speakers 
included representatives of the Competition and Consumer 
Protection Commission, the competent authority under the 
Irish transposition of the ADR Directive, as well as ECC Ireland’s 
legal adviser. It was attended by traders and ADR bodies. The 
aim of the seminar was to raise awareness among traders of 
their obligations under the ADR Directive and ODR Regulation. 
It also saw the launch of an updated resource for traders, a 
joint Dublin Chamber of Commerce and ECC Ireland leaflet 
summarising the legal obligations of traders when they sell 
online to consumers, which now reflects the legislation on ADR 
and ODR. 

Alternative Dispute Resolution

Speakers at the joint ECC Ireland and Dublin Chamber of Commerce seminar on ADR and ODR. From left are Juan Bueso, 
Legal Adviser ECC Ireland, John Shine Director of Regulation and Advocacy at the CCPC and ECC Ireland board member, 
Mary Rose Burke CEO Dublin Chamber of Commerce, Jo de Mars, founder of NetNeutrals.eu, James Kinch of the Law 
Society’s ADR Committee, Isolde Goggin Chairperson of the CCPC.
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Online Dispute Resolution

According to the European Union (Online Dispute Resolution for Consumer Disputes) Regulations 2015 (S.I. No. 500/2015), 
ECC Ireland hosts the national ODR contact point, where two advisors assist consumers who may need help when using the 
ODR platform. The ODR Regulation creates an EU-wide platform to enable the online resolution of ‘contractual disputes’ 
between EU consumers and traders over purchases made online. This ODR platform will act as a link for all the ADR entities 
notified by the Member States in line with the ADR Directive. If consumers have a complaint about a product or service they 
have bought online, instead of going to court, they can choose to submit a complaint on the ODR platform.

ODR STATISTICS:

Eighty-one contacts were received by the ODR Contact Point regarding the platform and the ODR regulation. Approximately 
56 per cent of these contacts came from consumers, 36 per cent from traders, five per cent from other ODR Contact Points, 
one per cent from dispute resolution bodies and one per cent from Citizens Information Centres. The majority of the contacts 
were received through the info@odr.ie email address (48 per cent) and by phone (36 per cent). The number of contacts 
made through the ODR platform itself came to the total amount of 16 per cent of the contacts for the entire year. These 
contacts overall included requests for information on how the platform works, as well as requests for information on traders’ 
obligations regarding the platform. The consumers and traders still favour contact through the provided phone number and 
email address as there is no requirement to sign in to their dashboard on the platform. This means that the contacts through 
the platform were quite low for the duration of the year.

The top five most complained about sectors include the following: 1) Clothing (including tailor-made goods) and 
footwear, 2) airlines, 3) information and communication technology (ICT) goods, 4) electronic goods (non-ICT/recreational), 
and 5) mobile telephone services. The top five issues reported to the ODR Contact Point with regards to the ODR Platform 
are as follows: 1) The automatic closure of complaints, 2) ODR advisors are not given access to complaints unless that 
request is made through the platform, 3) there is no option to classify a complaint as resolved if an agreement has been 
reached between the parties outside of the platform, 4) there has been confusion regarding the applicable jurisdiction and 
competency of ADR entities in certain cross-border disputes, and 5) the email notifications received from the ODR Platform on 
occasion will either go to the junk/spam folder or do not link properly to the relevant user account. 

ODR CONTACT POINT ACTIVITIES:

Throughout the year each of the ODR advisors, along with the Director of ECC Ireland, attended the second and third meeting 
of the network of ODR contact points as organised by the European Commission. The focus of both of the meetings was the 
exchange of feedback with the Commission regarding the national ODR Contact Points’ experiences and interactions with the 
platform.  On 10th February, staff from the ODR Contact Point and ECC Ireland met with the Department of Jobs, Enterprise, 
and Innovation, and the Competition and Consumer Protection Commission (CCPC), to discuss the work done to promote 
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ODR and ADR. On 17th February, the launch of NetNeutrals EU, currently the only notified ADR body, was also attended. Throughout 
the year, staff from the ODR Contact Point and ECC Ireland travelled to a number of libraries across Ireland, as part of ECC-Net’s 
obligations to promote ADR and ODR. Information workshops and presentations were held in conjunction with Europe Direct 
Information Centres, which operate through the local libraries. This gave staff from the ODR Contact Point the opportunity to actively 
promote and create awareness of the ODR Platform. The fourth quarter of the year included a joint ECC Ireland and Dublin Chamber 
of Commerce seminar on ADR and ODR focusing on the legal requirements for online sales and was attended by trade associations 
and ADR bodies. 

As ECC Ireland hosts the national ODR contact point a Twitter account (@ODRIreland) was created in January 2016. The account 
was used to help promote the new EU-wide ODR platform, provide information about ODR to both consumers and traders, and 
generally spark discussion about consumer issues such as alternative redress and rights, advice on selling online, and other related 
topics. 

QUERIES TO THE ODR CONTACT POINT: 

Query #1: 

A user of the platform wanted to know if a French citizen could try to resolve a dispute with a Polish trader via a dispute resolution 
body in the UK, using French and Polish that is then translated automatically to English. The ODR Contact Point informed the user 
that once the trader has agreed to use this online dispute resolution procedure for this complaint, the respondent party will send, 
via the system, the name of one or more dispute resolution bodies which are competent to deal with this complaint. The details 
of the sectors and countries where the dispute resolution bodies are competent to handle complaints are accessible on the ‘more 
information’ tab on the dispute resolution bodies’ page and something which will be automatically picked up on at this stage. 
This tab will also specify what language the dispute resolution body can handle complaints in and the ODR Platform itself offers a 
translation function. 

Query #2:

 The consumer submitted a complaint against an Irish airline and received an email that their complaint had been closed because 
the user had not chosen a dispute resolution body. Unfortunately, the consumer was not aware of the deadline and wanted to 
know if there was anything further that could be done. The ODR Contact Point advised this user that when a complaint is lodged 
on the platform, the respondent party must reject or accept the complaint and a dispute resolution body must be chosen within 
30 days, otherwise the complaint is automatically closed. No further action is required from the complainant at this point until the 
responding party either accepts or rejects the complaint. A trader is not legally obliged to use this form of dispute resolution and 
unfortunately, instances may arise where the case may not be accepted by the responding party. The consumer was also informed of 
the alternative means of redress that would be available to assist with the resolution of this complaint.

Query #3: 

Since the consumer lodged this complaint, they had made contact with the trader again and was told that a refund had been sent to 
them. As the consumer had received a full refund, the complaint was now resolved and the consumer wanted to know how to ‘close’ 
the complaint. The consumer was informed by the ODR Contact Point that as long as your complaint has not been sent to a dispute 
resolution body, you can withdraw it from the system yourself, if you follow the instructions provided on the ODR Platform under 
the ‘complaints’ section. Alternatively, the complaint will automatically close within 30 days if there is no agreement on a dispute 
resolution body between both parties or if the respondent party fails to accept the complaint.
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Article 21 

The free movement of people, goods and services across 
Member States’ borders is one of the main benefits of EU 
membership for citizens and business alike, providing greater 
choice and price competition. Services account, in most 
Member States, for 70 per cent of Gross National Product (GNP) 
and employment.

Directive 2006/123/EC on Services in the Internal 
Market (‘Services Directive’) aims to release the growth 
potential of services markets in Europe by removing legal 
and administrative barriers to trade in the services sector. 
The Services Directive strengthens the rights of recipients 
of services, which can be both consumers and businesses. 
For instance, it prohibits discriminatory conditions based on 
the nationality or residence of the service recipient, such as 
discriminatory tariffs. It also lays down a set of measures to 
promote high quality services and to enhance information 
and transparency relating to service providers and their 
services. Further, the Directive also obliges the Member States 
to cooperate with each other in order to ensure efficient 
supervision of providers and their services. This helps to prevent 
unjustified obstacles for consumers seeking to avail of business 
services abroad. 

Consumers benefit from:

•   Strengthened rights of consumers and businesses receiving 
services

• Higher quality of services
• Enhanced information and transparency on service providers
 Businesses benefit from:
• Easier establishment
• Easier provision of cross-border services
• Simplified procedures and formalities

Article 21 of the Services Directive 

states that:

Member States shall ensure that recipients can obtain, in their 
Member State of residence, the following information:

(a) General information on the requirements applicable 
in other Member States relating to access to, and exercise 
of, service activities, in particular those relating to consumer 

protection;
(b) General information on the means of redress available 

in the case of a dispute between a provider and a recipient;
(c) The contact details of associations or organisations, 

including the centres of the European Consumer Centres 
Network, from which providers or recipients may obtain 
practical assistance. ECC Ireland receives requests for 
information from Irish consumers, as well as from Article 
21 bodies in other Member States. In addition, ECC Ireland 
continued to assist consumers through our general complaint 
handling work as part of ECC-Net, given that a significant 
proportion of consumer complaints received relate to services.

Article 20(2)

ECC Ireland’s primary role under the Services Directive 
is defined by the provisions of Article 21 of the Directive.  
However ECC Ireland also handles consumer queries that may 
be governed by other provisions contained in the Directive.  
A recurrent one is that set out by Article 20(2), which obliges 
Member States to ensure that the recipients of services are not 
subjected to discriminatory conditions based either on their 
nationality or place of residence, unless objective justification 
can be provided.

Article 20(2) states that:

Member States shall ensure that the general conditions of 
access to a service, which are made available to the public at 
large by the provider, do not contain discriminatory provisions 
relating to the nationality or place of residence of the recipient, 
but without precluding the possibility of providing for 
differences in the conditions of access where those differences 
are directly justified by objective criteria.

The Services Directive prohibits discrimination against 
EU consumers of services with regard to their nationality or 
country of residence. Yet consumers still experience such 
discrimination. It can be blatant or less obvious, for example 
in situations where nationality or country of residence are 
hidden behind requirements concerning the country of credit 
card issuance, the place of delivery or the IP address. In some 
cases, businesses are permitted to treat consumers differently. 
However, this is possible only when they have an objective 

Services Directive
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reason to do so. Any arbitrary discrimination is not allowed 
under EU law. Objective reasons could include additional 
costs incurred because of the distance involved in delivery, the 
technical characteristics of the services, specific risks linked to 
rules and regulations in force in other Member States, different 
market conditions, such as pricing by different competitors 
or lack of intellectual property rights. Unfortunately, it is not 
possible to say in general terms which reasons really are 
objective. It requires a case-by-case analysis. Services are 
affected by the non-discrimination rule.
•  Distribution of goods and services (retail and wholesale)
•  Tourism services (e.g. travel agencies)
•  Leisure services (e.g. sports centres and amusement parks)
•  Rental and leasing services (including car rental)
•  The activities of most regulated professions and craftsmen
•  Event organisation, advertising and recruitment services

ECC Net Report ‘Do Invisible Borders Still Restrict 

Consumer Access to Services in the EU’

The European Consumer Centre Network’s (ECC-Net) report, 
titled ‘Do Invisible Borders Still Restrict Consumer Access to 
Services in the EU?’, was officially launched at the European 
Commission Representation for Northern Ireland in Belfast, 
Northern Ireland. ECC Ireland was the project leader, assisted 
by a working group made up of ECCs Austria, Netherlands, 
Norway, Sweden, and the UK. The report is an analysis of cases 
of different treatment of customers across Europe, potentially 
relevant pursuant to Article 20.2 of the Services Directive, 
which outlines the principle of non-discrimination on the 
basis of nationality and place of residence.The report found 
that consumers continue to face restrictions and are regularly 
confronted with refusal to deliver or higher prices based on 
their nationality or place of residence. The complaints show that 
some traders have created artificial barriers and the reasons 
given for the restrictions applied are often unjustified. The 
largest number of Article 20.2 related complaints came from 
consumers based in Austria, Italy, and Ireland.

Report key findings:

• Between January 2013 and December 2015, ECC-Net 
received 532 Article 20.2 related complaints. This 
represents an increase of 140 per cent in respect of 
the 222 complaints of this nature reported to ECC-Net 
between 2010 and 2012.

• The largest number of Article 20.2 related complaints 
originated from consumers based in Austria (138), Italy 
(68), and Ireland (66).

• More than 82 per cent of cases reported related to 
consumers’ residence rather than nationality and took 
place mostly in relation to online transactions.

• Nearly 68 per cent of complaints were where consumers 
faced price or service differentiation – mostly with 
the purchase of goods such as electronic, household 
appliances, vehicles, clothes, books, music, or data 
downloads.

• Nearly 25 per cent of cases were in relation to the provision 
of services in the field of tourism and leisure, including 
those provided by travel agencies, accommodation 
providers or amusement parks.

• More than 5 per cent of cases were in the rental and 
leasing services sector.

• Traders that carried out service and price restrictions/
differentiation based on consumers’ nationality or place of 
residence did so by: Blocking access to websites, automatic 
re-routing to another website, refusing delivery or 
payment, or applying different prices or sales conditions.

• Out of 243 cases which required ECC-Net’s active 
intervention, 54 were reported to the relevant enforcement 
authorities. This was mainly due to traders’ failure 
to cooperate with ECCs and the lack of satisfactory 
explanation in respect of business practices. In relation to 
57 per cent of cases referred, no further information about 
the outcome could be obtained.

• In 19 Member States relevant enforcement authorities 
have powers to impose sanctions or penalties where the 
provisions of the Services Directive are contravened. In 
Cyprus, Lithuania and The Netherlands the competent 
enforcement bodies have no powers to impose sanctions 
on traders.
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PRICE DIFFERENTIATION BASED ON PLACE OF RESIDENCE, ARTICLE 20(2)

A consumer wanted to purchase magazine subscription online to be delivered to an address in Ireland from a Polish 
trader. His order was processed and he received the order confirmation. However the consumer was informed that 
international subscriptions were at a higher price. The consumer was not prepared to pay the higher price and was 
unable to secure a refund, however due to the intervention of ECC Net the consumer received a full refund.

PRICE DIFFERENTIATION BASED ON NATIONALITY, ARTICLE 20(2)

An Irish consumer wanted to purchase a mobile device from another Member State and was advised that the trader 
does not ship to Ireland. The consumer provided a UK postal address however, as this was a parcelling forward service, 
the trader refused to provide the service.

QUERIES UNDER ARTICLE 21

An Irish consumer had a problem with dental services provided in Northern Ireland and requested information on 
acquiring legal representation from a solicitor registered in the Republic of Ireland. ECC IE provided the contact details 
of the relevant authority in Ireland and the UK that could offer the consumer assistance.

ECC IE receives numerous requests for information from other article 21 contact points for example we have 
provided information on taxi regulations in Ireland.

Case Studies
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Media and events

ECC Ireland achieved 249 media contacts (media interviews 
and/or mentions) in total during 2016 which is nearly 65 per 
cent higher than the previous year (151 media mentions in 
2015). Some of the press headlines included: 
• ‘Irish holidaymakers stung for up to €7,000 in Canary Island 

scams’ (Irish Independent, February 5th, 2016); 
• ‘Fake Airbnb hosts in holiday scams’ (Sunday Times, February 

21st, 2016); 
• ‘Buying an import? Better do it before Brexit’ (The Irish Times, 

March 30th, 2016); 
• ‘Europe moves to free consumers from tyranny of 

geoblocking’ (The Irish Times, May 26th, 2016); 
• ‘Avoid a holiday hangover: problems with car hire, phones, 

and flights’ (The Sunday Times, September 4th, 2016); and 
• ‘Buyer Beware: When it comes to festive shopping, know 

your rights under consumer law’ (Sunday Business Post, 
December 4th, 2016). 

We were also very busy on the airwaves with discussions 
on a wide variety of consumer topics taking place on radio 
stations throughout the country. By participating in live radio 
interviews, ECC Ireland’s press and communications officer 
was able to provide information on issues ranging from the 
usual consumer rights advice (which included air passenger 
rights, shopping online, returning unwanted goods, and 
car rental) to more in-depth discussions about Brexit and its 
impact on consumer rights, the benefits of ODR for consumers 
and traders’ obligations, and consumers being denied access 
to goods and services because of their place of residence. 
ECC Ireland also had a number of mentions on online news 
websites such as Newstalk, Journal.ie, Today FM, RTE Business, 
Silicon Republic, and BusinessWorld.ie. We joined TV3’s 

Saturday AM/Sunday AM team for chats about online shopping 
and air passenger rights, spoke about how changes to roaming 
charges benefit consumers on RTE news, gave advice for EURO 
2016 football fans on Irish TV, and talked to TV3 News about 
safe online shopping for Cyber Monday. 

Of the 249 media mentions achieved during 2016, 
nearly 50 per cent came about as a result of the 10 press 
releases sent out to the media. The press release topics were 
as follows: The launch of the new ODR platform and the 
national contact point, a warning about scams in the Canary 
Islands for Scam Prevention Month, the ECC-Net report on 
cross-border car purchases, Europe Day and what the EU has 
done for consumers, advice about doing your research when 
buying horses online, the European Commission’s e-commerce 
package, how consumer rights have not changed despite Brexit, 
ECC-Ireland’s Annual Report 2015, learning more about your 
consumer rights ahead of Black Friday and Cyber Monday, and 
the launch of ECC-Net’s Services Directive report. The remainder 
of the media mentions came about through a combination 
of queries from journalists, pitching ideas, the monthly 
ebulletins, and articles published on ECC Ireland’s website and 
promoted on social media (e.g. Euro 2016 tips). The European 
Commission Representation in Ireland continued to assist us 
in reaching a greater audience by reissuing a number of our 
press releases, retweeting tweets, and through our weekly 
collaboration with its news wire service EC Radio Ireland.

In addition to media activities and providing information to 
consumers, ECC Ireland was also active in ensuring that traders 
and other stakeholders were kept up-to-date. With this in 
mind, ECC Ireland and the Dublin Chamber of Commerce, host 
to Leinster Enterprise Europe, held a seminar on Alternative 
Dispute Resolution (ADR) and Online Dispute Resolution 

Communications  Activity 2016

ECC Ireland experienced a record year for media mentions with some of the most popular topics for 2016 being Brexit and worries 
about its effect on consumers, advice for UEFA EURO 2016 fans, the Services Directive and geo-blocking, the new Online Dispute 
Resolution (ODR) platform, air passenger rights complaints, car purchase, online shopping and scams. It was also a year when ECC 
Ireland got out from behind our case-handling desks more to meet the public by holding lots of information talks throughout the 
country, organising seminars and launches, and attending events. 
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(ODR) on 21st October, 2016, at the Chamber offices. While 
a number of traders and other stakeholders attended to hear 
about changes in ADR/ODR legislation and obligations, it was 
also used as an opportunity to launch a new guide for traders 
selling online. 

Another major event for ECC Ireland was the launch of 
Services Directive report which was jointly organised with the 
Consumer Council for Northern Ireland. The launch took place 
at the offices of the European Commission Representation in 
Northern Ireland in Belfast on 14th December, 2016, and there 
was significant media coverage following the issuing of a press 
release and photographs. 

ECC Ireland also participated in a number of public events 
and outreach activities during 2016. One of the highlights was 
the National Ploughing Championships in Tullamore where 
we had an information stand in the European Union marquee. 
This was a great opportunity to talk to the public, tweet pictures 
with consumers, ministers, and MEPs, and spread the ECC-Net 
message. We also held a number of talks at various Europe 
Direct Centres throughout the country, a training session with 
Citizens Information Centre staff, and held information stands 
at The Central Library in the Ilac Shopping Centre and at the 
Eurodesk national ‘Time to Move’ event at Dublin Castle. 

Online:

2016 was a big year for the ECC Ireland website, 
www.eccireland.ie, as it underwent extensive changes. As the 
number of people accessing websites almost exclusively via 
their mobile devices increases, it was paramount to ensure that 
our website supported mobile responsiveness. Other issues to 
tackle were website accessibility and SEO. 

ECC Ireland’s press and communications 
officer also evaluated how the Twitter 

account can be better used to drive more traffic to the website. 
Efforts were made to improve content creation by increasing 
the frequency of European Commission news uploaded to the 
site, advisories on major events affecting consumers such as the 
Lowcostholidays crisis, creating fun and informative pages such 
as travel tips for EURO 2016 football fans (which also resulted 
in considerable media coverage), videos, as well as updating 
the ADR page and creating a new ODR page. 

The hard work certainly paid off as Google Analytics figures 
show that there was a substantial increase in the number of 
visitors, improvements in how these visitors interact with the 
content, and increased awareness about ECC Ireland. In total, 
there were 56,525 sessions during 2016 – 44,192 (78.18 per 
cent) of these were unique visitors. The number of organic 
searches also increased to 29,686, compared to 28,630 in 
2015. 

Social Media 

ECC Ireland is committed to building a strong social media 
presence, not just by increasing the number of followers 
(although this is indeed important) but also by ensuring we 
provide regular consumer tips and relevant news items on our 
Twitter feed. We also want to engage with followers, consumers, 
journalists, experts, and other stakeholders.

The Twitter account - @eccireland – has proven to be an 
essential tool in the promotion of ECC Ireland’s work, events, 
consumer news, press releases, eBulletins, annual reports, and 
other relevant information that may be of interest to followers. 
Following on from a change of approach initiated in late 2015, 
2016 saw the development of a new social media strategy. The 
increase in activity as well as improvements in the utilisation of 
hashtags and content helped to promote ECC Ireland by driving 
more traffic to the website. At the close of 2016, 

Communications  

ECC Ireland increased to

1,008
Twitter followers
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ECC Ireland had 1,008 Twitter followers which represents 
an increase of 33 per cent on the previous year. 

eBulletin:

The monthly ebulletin continued to be assessed during 2016 
in terms of what works, and what doesn’t, the purpose of which 
was to achieve the goal of not only providing information to 
consumers on topical issues but driving traffic to the website. 
The new ‘blog-style’ format allowed us to impart important 
information to consumers and other stakeholders in a more 
relaxed manner. It was an opportunity to really connect with 
subscribers, using more visuals to grab people’s attention and 
therefore get the message across better. 

This strategy proved to be extremely successful, resulting 
in the number of subscribers growing to 2,116. This represents 
a percentage increase of 19.62 per cent (or 347 subscribers) 
over the course of the 2016 and an average monthly increase 
of about 28.9 subscribers per month, making it ECC Ireland’s 
most successful year. 

Advertising:

In 2016, ECC Ireland successfully applied for the Google 
Adwords for Non-Profits grant which provided us with the 
opportunity to advertise about EU consumer rights on 
the Google search engine. These ads proved to be highly 
effective, resulting in an increase in traffic to the website 
and contacts from consumers (via the online contact form 
mostly) looking for advice and assistance.

As ECC Ireland was manning a stand at the 
European Union marquee at the National Ploughing 
Championships, we were included in the event’s 

official brochure along with other European Commission 
funded organisations and projects.

In the run-up to the Christmas shopping period, ECC 
Ireland conducted a major press and online advertising 
campaign to raise awareness about EU consumer protection 
and the free services that we provide. The campaign, which 
was funded by the European Commission Representation in 
Ireland, focused on online shopping issues such as the 14 day 
cooling-off period, the importance of reading a trader’s terms 
and conditions, and returning unwanted or faulty presents. 
The ads appeared in the press and online editions of the Irish 
Independent, the Sunday World, and The Herald, and ran from 
mid-November 2016 to early January 2017. The campaign 
proved to be very successful, resulting in an increase in contacts 
from consumers and the online adverts secured 9,430 click-
throughs.

Communications  

30



Communications  

Publications:

ECC Ireland led a joint project on the Services Directive in 
2016 which resulted in the publication of the report titled, ‘Do 
Invisible Borders Still Restrict Consumer Access to Services in 
the EU?’ The report was distributed to the media along with a 
press release and photos while copies of the report were also 
sent to a number of stakeholders. 

One of ECC Ireland’s most popular information leaflets, 
10 Tips for Online Selling, was also given a new lease of life. 
The leaflet was updated to reflect changes to the ADR Directive 
and the ODR Regulation, as well as traders’ obligations. The 
leaflet was produced jointly with the Enterprise Europe Network 
(EEN), specifically the Dublin EEN which is hosted by the Dublin 
Chamber of Commerce.

Work continued in 2016 to 
ensure ECC Ireland’s 
other 

information leaflets had the most up-to-date information, as 
well as correct logos. The Summer Survival Kit, Travelling to 
Spain, Shopping Online, and About Us leaflets were updated 
with ECC Ireland’s new logo as well as other information and 
requirements. 

ECC Ireland conducted a major mail-out of updated 
information leaflets to Europe Direct Centres, Citizens 
Information Centres, and also locations where ECC Ireland held 
information stands and outreach activities. The 2015 Annual 
Report was distributed to the centre’s stakeholders, both 
national and within the EU. An insert was also placed in print 
and online phonebooks with details about the centre. A further 
insert appeared in the Institute of Public Administration’s year 
book and diary. ECC Ireland was included in a Leaving Cert 
home economics textbook published by Gill Education. 
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Working together

COOPERATION IRELAND

The Competition and Consumer Protection Commission 

The Competition and Consumer Protection Commission (CCPC) 
is the national funder of ECC Ireland. It was established when 
the former National Consumer Agency and the Competition 
Authority were merged to form a single entity, the Competition 
and Consumer Protection Commission, on 31st October 2014, 
under the Competition and Consumer Protection Act 2014.

ECC Ireland and the CCPC have signed a Memorandum 
of Understanding committing us to sharing information in 
relation to possible enforcement issues and signposting 
consumer queries where appropriate. The Memorandum of 
Understanding provides for the holding of at least one formal 
meeting each year between both organisations to discuss 
enforcement and in 2016 we reported our concerns about a 
number of problematic traders based in Ireland. 

Enterprise Europe Network

The Enterprise Europe Network (EEN) is an EU-funded network 
which provides advice and assistance to small companies, 
helping them to take advantage of business opportunities 
within the European Single Market. ECC Ireland, as part of 
ECC-Net, has a contractual obligation to work with business 
organisations and traders to ensure their compliance with 
consumer protection laws. ECC Ireland provided training to 
Enterprise Europe Network staff who are drawn from Local 
Enterprise Offices (LEOs), as well as Chambers of Commerce 
and Enterprise Ireland, on Alternative Dispute Resolution (ADR) 
and Online Dispute Resolution (ODR). Together with Dublin 
Chamber of Commerce, host of the Leinster EEN, ECC Ireland 
jointly launched a leaflet designed to inform traders of their 

obligations when selling to consumers online which was sent 
out to LEOs and other business organisations. Also with Dublin 
Chamber, ECC Ireland ran an event for traders focussing on ADR 
and ODR.

The Consumer Council for Northern Ireland 

This is a statutory body which promotes and safeguards the 
interests of consumers in Northern Ireland. The Consumer 
Council and ECC Ireland, along with Trading Standards Northern 
Ireland, the Consumer Advice Centre Belfast City Council, the 
Department of Jobs, Enterprise and Innovation and the CCPC, 
are members of the North/South Consumer Organisations 
Working Group which meets periodically to share information 
on topics of interest and concern to consumers throughout the 
island of Ireland. ECC Ireland continued its cooperation with 
the Consumer Council attending both meetings of the North/
South Consumer Organisations Working Group hosted by the 
Consumer Council. 

Together with the Consumer Council we jointly launched 
at the European Commission Representation in Belfast in 
December 2016 the ECC-Net joint network report on the 
Services Directive which was drafted by a working group 

Launch of the ECC-Net joint network report on the Services 
Directive, Do Invisible Borders Still Restrict Consumer Access to 
Services in the EU? Pictured from left to right are: Sonia Payne 
ECC UK, Philippa McKeown-Brown, the Consumer Council 
for Northern Ireland, Reinhold Schranz ECC Austria, Colette 
FitzGerald, Head of the European Commission Representation 
in Northern Ireland, Nathalie Kurvers ECC Netherlands, Ann 
Neville, Daniel Hanrahan, Martina Nee and Emma Byrne ECC 
Ireland.

ECC Ireland is part of ECC-Net, a pan-European network present in 30 countries, throughout the EU, as well as Norway and Iceland. 
Being part of ECC-Net allows us to address consumer problems right across the EU internal market and beyond, thus building 
confidence among consumers and encouraging cross-border consumer transactions. At a national level, ECC Ireland enjoys 
partnerships with key consumer policy stakeholders, ensuring an effective exchange of information and maximising the resources 
available for problem solving in issues of concern to consumers.
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made up of ECCs Austria, Netherlands, Norway, Sweden, 
and the UK, and led by ECC Ireland. The launch consisted of a 
seminar attended by consumer policy stakeholders from both 
sides of the island, as well as members of the working group. 
Speakers discussed the main findings of the report and new 
EU legislation in the area of cross-border parcel delivery and 
geoblocking. Representatives of the European Commission 
participated remotely via teleconference. 

We continued our cooperation with other consumer policy 
stakeholders such as the Department of Jobs, Enterprise and 
Innovation, the European Commission Representation, the 
Europe Direct network and the European Movement, during 
the year.

COOPERATION EUROPE

During 2016, ECC Ireland played an active role in ECC-Net, 
attending network meetings and participating fully in the 
role of ECC-Net. ECC Ireland was active in research leading the 
working group that produced the joint network report on the 
Services Directive, which examined complaints received by ECC 
Net in 2013, 2014 and 2015. It was published as ‘Do Invisible 
Borders Still Restrict Consumer Access to Services in the EU?’ 

ECC Ireland also participated in the joint projects on 
counterfeiting and online travel booking led by ECCs Belgium 
and Luxembourg. Staff from ECC Ireland carried out study 
visits to ECCs France and Germany, chosen because of their 
expertise in communications, as part of the training of the 
new Communications Officer at ECC Ireland. We also visited 
ECC Iceland, chosen as it is based in an NGO, with a similar 
corporate structure to that at ECC Ireland. 

ECC Ireland hosted study visits from the ECCs Belgium, 
Slovenia, Italy, Austria and the UK. The study visit from ECC UK 
also comprised a joint training session on consumer contract 
law, telephone handling and traders. Staff from ECC Ireland 
attended the Trading Standards Institute Annual Conference 
in Bournemouth. This is the largest consumer policy event in 
the UK and ECC Ireland staff assisted ECC UK in running their 
information stand. 

ECC Ireland’s Director and Legal Adviser met with Vera 
Jourova, Commissioner for Justice, Consumers and Gender 
Equality, when she visited Ireland in November 2016, 
discussing the consumer environment in Ireland. 

Study visit from ECCs Belgium and Slovenia, August 2016. 
Pictured from left to right are: Karen Mentens, Press Officer 
ECC Belgium, Juan Bueso, Legal Adviser ECC Ireland, 
Ibtissame Benlachhab, Case Handler ECC Belgium, Martina 
Gašperlin, Case Handler ECC Slovenia, Daniel Hanrahan, 
Case Handler ECC Ireland, Romana Javornik, Director ECC 
Slovenia, Donal Feehan, Online Dispute Resolution Adviser 
at the ODR Contact Point in Ireland, Ann Neville, Director 
and Martina Nee, Press Officer ECC Ireland, William 
Matgen, Case Handler ECC Belgium 

Commissioner Jourova meeting with consumer policy 
stakeholders in Ireland, including ECC Ireland’s legal 
adviser, Juan Bueso (pictured).

Working together
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Events 2016

ECC IRELAND PARTICIPATED IN THE FOLLOWING EVENTS IN 2016:
Enterprise Europe Network Ireland consortium meeting
European Movement morning talk about Brexit and its implications
European Commission Representation in Ireland Europe Day talk on Brexit
North/South Consumer Organisations Working Group hosted by Consumer Council of Northern Ireland
Chartered Trading Standards Institute (CTSI) conference 2016
European Consumer Summit 2016 
Social Media Dublin conference organised by Eolas Magazine
Social Media Summit

EUROPEAN CONSUMER CENTRE NETWORK EVENTS:
ECC-Net Cooperation Day hosted by ECC Netherlands
ECC-Net communications workshop hosted by ECC Lithuania

ECC IRELAND PROVIDED TRAINING/EXPERT SPEAKERS FOR THE 

FOLLOWING:
Citizens Information Board training day for staff officers - rights of the online consumer

TRAINING COURSES ATTENDED:
Irish Computer Society
Data protection course
Association of Certified Chartered Accountants (ACCA)
Accountancy course
Common Purpose
Management course
Learn InBound
Learn InBound marketing workshop

LEGAL OPINION AND FEEDBACK
Contributing to policy making is a core objective of ECC Ireland. In 2016, ECC Ireland responded to eight consultations at both EU 
and national level during the year. They are:
1.  An evaluation study of the impact of national procedural laws and practices on the free circulation of judgements and on the  
 equivalence and effectiveness of the procedural protection of consumers under EU law, Max Planck Institute for DG Just 
2.  2017 CPC Priorities – DG Just 
3.  Department of Jobs, Enterprise and Innovation’s consultation on the European Commission’s proposal for a Regulation on   
 cooperation between national authorities responsible for the enforcement of consumer protection laws
4.  Public consultation for the Fitness Check of EU consumer and marketing law – DG Just 
5. Public Consultation on a proposal for a Regulation addressing geo-blocking and other forms of discrimination based on   
 customers’ nationality, place of residence or place of establishment within the internal market and amending Regulation (EC)  
 No 2006/2004 and Directive 2009/22/EC, Department of Jobs, Enterprise and Innovation
6.  An evaluation study of the impact of national procedural laws and practices on the free circulation of judgements and on the  
 equivalence and effectiveness of the procedural protection of consumers under EU law. Mutual Trust. DG Just 
7.  Personal Insolvency – WVA on behalf of DG Just
8.  Volkswagen emissions – DG Just 
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