
 

ECC Ireland Internal Complaint Procedure 

ECC Ireland offers a free and confidential information and advice service to the public on their rights 

as consumers in the European Union, as well as assisting consumers resolve their cross-border 

disputes in an amicable fashion. ECC Ireland has no enforcement powers to impose any sanction, 

penalty or fine where consumer legislation is contravened, as it is not a statutory body with legal 

mandate to do so, and therefore, whilst expertise, persuasion and leverage may increase the 

chances of resolving complaints, the outcome of any liaison with the disputing parties may 

ultimately depend on the latter’s willingness to cooperate. 

In order for ECC Ireland to perform its duties in the context of ECC-Net and to ensure that heavy 

workloads are adequately handled, complaints are dealt with in order of arrival and updated every 

25 working days, although at times of heavy demand this cannot always be guaranteed. In all 

instances, ECC Ireland endeavours to deal with cases as soon as possible and to address all queries 

respectfully and reasonably. In turn, consumers are required to provide ECC Ireland, with all 

reasonable courtesy and due respect at all times, all the necessary information and documentation 

to enable ECC Ireland to perform its duties. Failure to do so may result in ECC Ireland’s service to 

that consumer being discontinued. 

ECC Ireland is committed to providing a high standard service to all consumers. Following the closure 

of a case, irrespective of the outcome, feedback from consumers is always sought in order to 

improve ECC Ireland’s performance.  

In the event of a consumer being concerned about the handling of his/her case by ECC Ireland, the 

consumer should be advised to first seek an explanation in writing from the case handler concerned 

and to escalate the matter to ECC Ireland’s Legal Adviser via info@eccireland.ie if no satisfactory 

response is received within 10 working days. The case will then be reviewed as regards its merits and 

the manner in which it has been handled.  

Should this response fail to adequately address the consumer’s concerns, the matter can then be 

reported to ECC Ireland’s Manager via info@eccireland.ie for further consideration. The consumer is 

likewise welcome to bring the matter to the attention of ECC Ireland’s external co-funders, the 

Competition and Consumer Protection Commission, at http://www.ccpc.ie/get-touch, and the 

European Commission’s Directorate-General for Justice and Consumers, at 

http://ec.europa.eu/consumers/index_en.htm. 
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