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European Consumer News             November 2017 

Consumer survey finds Irish love to shop online but 

less than half are not confident about rights 

Did you go a liittle mad during Black Friday and Cyber Monday and are now wondering what 

happens if there is something wrong with that wonderful bargain? Maybe you’ve yet to get on the 

Christmas shopping roller coaster and you are a little uncertain about your consumer rights? Well, 

you’re not the only one.  

A survey conducted by the ECC Ireland team in September found that 73% of Irish consumers 

surveyed had bought a good or a service online in the past year, however just under half said that 

they did not feel confident about their consumer rights. It also found that of the online purchases 

made, the majority of them were cross-border with 60% of them from British traders. Around 57% of 

survey respondents said that they were planning to do their Christmas shopping online this year. 

There were also interesting results in relation to shopping cross-border in person with the majority 

of respondents having travelled to Northern Ireland for a shopping trip. The Irish consumers in this 

survey were also much more confident about their consumer rights (86.33%) when shopping in 

person in a shop on the high street. 

Read on to find out more! 

 

 

*** 
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ECC Ireland consumer survey reveals whether Irish consumers like 

to shop online, cross-border in person, and how confident they are 

Armed to the teeth with survey forms, shiny promo pens to lure people in, and of course our 

winning personalities (it’s true), the ECC Ireland ventured forth into the muddy fields of the National 

Ploughing Championships to collect some data about consumers’ shopping behaviour. Throughout 

the three days we collected information from consumers who had travelled from around the country 

to attend the three day outdoor farming event.  

What we discovered is that Irish consumers are shopping online more and more and that they are 

gaining more confidence buying from traders based elsewhere within the EU too, and further afield. 

However, the results also revealed that consumers still need to gain more knowledge about their 

consumer rights when shopping online and the confidence to know what to do if things go wrong. 

The survey showed how Irish consumers travel cross-border to shop, particular to Northern Ireland, 

and that they have far more confidence about their rights when buying in person in a shop.  

 

There were a total of 316 respondents to this survey. However, for the purposes of the following 

breakdown of results we will just be focusing on the 285 respondents who are resident in the 

Republic of Ireland. 

How many bought a consumer good or service online in the last 12 months? 

Out of the 285 total survey respondents to this question, an impressive 210 or 73.68% bought some 

sort of consumer good or service online in the past 12 months.  

 

Unsurprisingly, it was the 18 to 24 year old age group that were the biggest online spenders with a 

whopping 92% of them having bought online in the same period. The 45 to 54 age group were not 

far behind with 87.14% of them having shopped online. This was followed by 35 to 44 year olds 
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(82.61%), the 25 to 34 year olds (78.95%), the 55 to 64 year olds (67.14%), and then the 65 plus 

(46.30%). 

Where was the online trader based? 

Looking at the number of purchases made by the 210 respondents who shopped online in the past 

year it is clear that cross-border shopping is quite popular.  

So, keeping in mind that some consumers made more than one purchase from traders in different 

countries, the survey revealed that 33.81% of purchases were from traders based in the Republic of 

Ireland, 4.76% were from Northern Ireland traders, 60% were from traders based in Britain (England 

mostly), 8.57% were purchases made from traders based elsewhere in the EU/EEA (Germany, 

France, Spain, and Luxembourg were mentioned), 22.38% of purchases were from outside the 

EU/EEA (the USA and China mostly), and in 0.95% of purchases consumers were unsure where the 

trader was based. 

 

Did the consumer experience a problem with their online purchase? 

Of the 208 respondents who answered this question, 67.31% experienced no problem which is 

great. However, if we look at the remaining 68 respondents and their answers we can get a picture 

of the type of issues that they encountered after buying their online purchase. 

The top 10 issues experienced by these consumers were (in descending order):  

1. Product did not arrive on time  

2. There were unexpected charges 

3. There were problems with returns, exchanges and refunds 

4. There were delivery restrictions  
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5. The product was faulty  

6. Product was not as described 

7. There were payment difficulties, e.g. unauthorised payments 

8. The product was not delivered 

9. The service was not performed as expected/according to the contract 

10. The website redirected to a country specific site 

Some of the comments made by consumers about the problems experienced were interesting in 

that they revealed a particular problem with delivery to rural locations in Ireland. At least 5 

consumers said that the trader would/could not deliver to a rural area. Other comments showed 

that sometimes consumers ended up paying more than they originally thought with one consumer 

having to pay customs charges while another got the same product twice but also got charged twice 

for the privilege. Another received a dress that was the wrong colour and was damaged but she 

couldn’t get her money back due to the fact that the trader was based in China and EU consumer 

legislation did not apply.  

When asked if they did anything to resolve the problem, 56 out of the 68 who experienced a 

problem gave answers which showed that: 

 16 consumers didn’t know what to do 

 10 just didn’t do anything 

 18 contacted the trader and resolved the matter 

 6 contacted the trader but the matter was not resolved 

 6 consumers with delivery related issues organised their own delivery through services such 

as Parcel Motel or Address Pal.  

Do you feel confident about your consumer rights when shopping online? 

This was one of the most important questions in the survey and it was asked of all respondents, 

whether they shop online or not. Of the 285 repondents, 55.79% (159) said that they feel confident 

about their consumer rights when shopping online while 44.21% (126) said they didn’t feel 

confident. It seems like a positive result at first but there is isn’t that much difference between those 

who feel confident and those who do not which indicates that there’s a bit more work to be done to 

increase the numbers on the ‘feeling confident’ side.  
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When this question is broken down by age group, unsurprisingly the 65 plus age category was the 

least confident (40.74% were confident/59.26% were not) followed by the 55 to 64 age group 

(42.86% were confident/57.14% were not). Worryingly, although the 18 to 24 age group were the 

biggest online shoppers (see above) they had the third worst confidence about their rights (56% 

were confident/44% were not). The results for the other categories are as follows: 25 to 34 year olds 

(68.42% were confident/31.58% were not); 35 to 44 year olds (78.26% were confident/21.74% were 

not); and 45 to 54 year olds (61.43% were confident/38.57% were not).  

Some of the main reasons given for why respondents didn’t feel confident about their online 

consumer rights include: 

 ‘I don’t like not knowing where to go or who to talk to when there’s a problem’ 

 ‘I’m afraid of credit card scams’ 

 ‘I’m fearful of giving personal information and doing online payments’ 

 ‘Traders seem to have their own rules’. 

How likely are you to shop online for Black Friday/Cyber Monday, Christmas shopping, and 

January Sales? 

When asked this 

question, the results from 

283 respondents showed 

that consumers were 

more likely to consider 

shopping online for 

events like Christmas 

Shopping with January 

Sales being second most 

popular followed by Black 

Friday/Cyber Monday. 

Have you travelled cross-

border for the purposes 

of shopping and where 

was the trader based? 

Out of the 285 

respondents to this 

question, 38.60% said yes 

while 61.40% said they 

had not. When asked 

where they went on their 

cross-border shopping 

trip, the results show that 

trips to Northern Ireland 

were the most popular at 

55.45% of all purchases 

made (Belfast and Derry 

are equally the most 
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popular, followed by Newry and in joint last place was Lisburn and Enniskillen). Britain (mostly 

England) was the second most popular destination with 30.91% of all purchases made there. Other 

popular shopping destinations included Spain, Portugal, France, and the USA. 

ECC Ireland also asked respondents what their reason was for the cross-border shopping trip. Those 

that liked to shop in Northern Ireland did so because: it was cheaper (51.67%), for the shopping 

experience (31.67%), there was more choice (28.33%), for Christmas Shopping (16.67%), Other 

reasons such as a holiday (15%), January sales (10%), Black Friday/Cyber Monday (3.33%), and the 

purchase of a new/second-hand car (3.33%). The reasons for shopping cross-border in Britain 

followed in pretty much the same order except for the purchase of a new/second-hand car which 

moved up into 5th place with 8.33% which is in keeping with the trend of Irish consumers travelling 

to the UK to buy a new or second-hand vehicle.  

Do you feel confident about your consumer rights when shopping in person in a shop/business 

premises? 

It was very clear from the survey results that Irish consumers feel much more confident about their 

consumer rights when they are shopping in person on the high street. Of the 278 who answered the 

question, 86.33% said they were confident while 13.67% said they were not.  

 

Some of the reasons given for this extra confidence includes: 

 ‘You can argue better in person’ 

 ‘I prefer to shop in person and see the good’ 

 ‘You can talk to someone in the shop’ 

 ‘There’s good legislation’ 

 ‘I know I have rights and would be able to find them out’ 

 ‘You can bring it back’ 
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How likely are you to go on a cross-border shopping trip for Black Friday/Cyber Monday, Christmas 

shopping, and January Sales, and where would you go? 

A total of 279 respondents answered this question, the results of which you can see in the image 

below: 

 

Most consumers planned to go to Northern Ireland for their cross-border shopping trip, with Newry 

the most popular, followed by Belfast, and then Enniskillen. Other consumers planned to go to 

England while others will be going to Spain or the USA.  

*** 
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Information about your consumer rights 

If you want to know more tips to help you learn more about your consumer rights then check out 

the following links:  

 Your consumer rights when buying goods and services in the EU/EEA 

 Your consumer rights when shopping online 

 Online shopping delivery issues and your consumer rights 

 November 2016 ebulletin – Christmas consumer rights top tips 

 September 2016 ebulletin – how to do your research when shopping online 

 

*** 

Consumer success story of the month: 

A consumer bought a new Sony Experia z5 from a French online trader for €422.40 and was charged 

for this on 6th February. On the trader’s website it stated that delivery would take just 5 to 6 working 

days. However, by 13th February the consumer still had not received the phone and so she decided 

to cancel the order. The terms and conditions on the trader’s website stated that the consumer 

could cancel within 14 days of making the order but when the consumer tried to cancel the contract, 

the website was not working properly and the customer service department was not answering her 

emails or Facebook messages. ECC Ireland forwarded the case to colleagues in ECC France who 

informed the trader of the consumer’s right to the 14 day cooling off period as well as rights in 

relation to when the trader fails to deliver an item within an agreed time period. The trader then 

refunded the consumer in full.  

Consumer query of the month: 

Q: I ordered two custom-made dresses from a UK website. However, when I tried them on, I realised 

that the first dress did not fit the measurements I provided and the second dress was very poor 

quality and actually fell apart while I was trying it on. As I was satisfied with the quality of the first 

dress I had alterations made to it but I wanted to return the second dress and get a refund for it. 

When I asked the trader for the return address, I didn’t get good response, in fact, they tried to 

discourage me by saying I had to pay high postage and tax and that the dress would most likely go 

missing after I return it and that they couldn’t be held responsible for that. They then refused to 

supply me with an address and said I could just keep the dress and get a 5% refund of the purchase 

price. What can I do? 

A: When you’re shopping online from a trader based within the EU/EEA consumers generally have a 

right to a ‘cooling-off’ period of 14 calendar days where you can withdraw from the contract and 

return the purchase to the seller. However, there are exceptions to this. As both of the dresses you 

ordered were custom-made the right of withdrawal does not apply.  

There is a remedy that may be available to you if it can be proven that the dresses did not comply 

with the contract. Under the Sale of Goods and Associated Guarantees Directive 99/44/EC, a 

consumer good should comply with the description given by the seller and possess the qualities of 

the product shown to the consumer as a sample or model, be fit for purpose for which a good of the 

same type are normally used, and show the quality and performance which are normal in goods of 

the same type and which the consumer can reasonably expect. However, as the first dress has been 

altered it would be difficult to now prove that it was not as expected. In relation to the second dress, 
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it may be possible for you to request a partial refund from the trader on the basis that a consumer 

can reasonably expect that the dress would be of better quality than the pictures and description of 

the dress of the website.  

 

*** 
 
If you want more information about this or any other cross-border consumer issue, please 
contact us on 01 8797 620 or go to www.eccireland.ie. You can also follow us on Twitter. 
 
Martina Nee 
Press and Communications Officer 
 
The European Consumer Centre is part of the European Consumer Centres Network (ECC-Net), which 
covers 30 countries (all EU countries plus Norway and Iceland), and offers a free and confidential 
information and advice service to the public on their rights as consumers, assisting customers with 
cross-border disputes. ECC Ireland is funded by the European Commission and the Competition and 
Consumer Protection Commission. 
 
Disclaimer: Whilst every effort is made to ensure accuracy, the European Consumer Centre cannot be 
held responsible for matters arising from any errors or omissions contained in this publication. The 
information provided is intended as a guide only and not as a legal interpretation. 
 
© 2017 – European Consumer Centre (Ireland), CLG incorporated in Ireland, No. 367035, Registered charity No. 20048617 - 
CHY14708, located at MACRO Centre, 1 Green Street, Dublin 7. 
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