
 

               

 

 

 

Factual summary report: 
Improving compliance with consumer rights 

across the EU 
 
 
This document should be regarded solely as a summary of the contributions made by the 
stakeholders of the public consultation. It cannot in any circumstances be regarded as the 
official position of the Commission or its services. Responses to the consultation activities 
cannot be considered as a representative sample of the views of the EU population.  

 

Introduction 

A public consultation (PC) was set up through the online EU survey tool to collect 

views on the functioning of the Alternative Dispute Resolution (ADR) and Online 
Dispute Resolution (ODR) systems and the consumer enforcement cooperation 
mechanism from the general public, and relevant stakeholders, including consumer 
organisations, trader organisations, and ADR entities1.  

The PC comprised 14 questions focusing on the following topics:  

 Respondents’ experience of online retail as consumers and traders in 2021;  

 Respondents’ overall awareness of dispute resolution mechanisms available 
to consumers and traders;  

 Respondents’ opinions on the role of public authorities in the context of cross -
border business to consumers (B2C) trading activities.  

The public consultation ran from 4 April 2022 to 27 June 2022. 121 responses were 
received. 

 

PC Respondents 

 Consumers2 and organisations representing their interests were the most 

numerous to take part in the consultation. The category “other” included non-
governmental organisations, academic/research institutions and non-ADR 
public entities or authorities. 

                                              

1 ‘ADR entity’ means any entity, how ever named or referred to, w hich is established on a durable basis and offers 

the resolution of a dispute through an ADR procedure and that is listed in accordance w ith Article 20(2) ADR 

Directive. 
2 Three out of the 37 EU citizens/consumers that responded, also w ork for the European Commission.  
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 Respondents to the consultation across all categories hailed from  
23 countries in total, representing 19 EU Member States, Iceland, Norway, 

the United Kingdom, and the United States. The largest number of responses 
across all respondent categories were received from Belgium (16), followed by 

Germany and the Netherlands (15 each). No responses were received from 
Croatia, Denmark, Estonia, Lithuania, Luxembourg, Romania and Slovenia. 

 

Experiences of online retail in 2021 

 The majority of respondents across all stakeholder categories (45; 60%) had 
purchased goods or services online over 10 times in 2021.  

 Only 4 (5%) consumers noted they never purchased goods or services online 
in 2021. 

 Nevertheless, among the 8 responding traders, 3 (38%) reported that the 
share of online transactions was less than 20% in their 2021 turnover figures.  

 

Experience of consumer disputes and use of ADR/ODR 

 Half of all respondents (62) reported that they had experienced a consumer 
dispute (namely, a complaint that they had to escalate by referring to a third 

party) in 2021.  

 

 Across all respondent categories, the majority responded that, when faced 
with a dispute in 2021, they reverted to an out-of-court option (namely, a 

neutral third party such as arbitration, ombudsman, mediator).  

 According to the PC results, compared to consumers, traders are more likely 
to use the services of a lawyer to deal with a dispute . 
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 Across all respondent categories, the majority of PC respondents indicated 
that they are aware of and would use ADR again. The views of consumers 

were, however, more negative than those of ADR entities and traders, as 
close to one fifth were not interested in using ADR for dispute resolution 

again.  

 71 (61%) respondents across all stakeholder categories considered that the 
availability of support to the ADR process to consumers is the main driver 

when they choose to engage with ADR to resolve a dispute. 

 On using the ODR platform, 90 (74%) of all respondents stated that they will 

not use it or not be interested in using it again to solve a dispute or that they 
weren’t aware of it at all.  

 

ADR Promotion 

 According to 75 (64%) respondents, the best medium to enhance 
knowledge about ADR systems was considered to be a national/EU-wide 

ADR-focused campaign using communication channels such as social media, 

TV/radio, newspaper or a dedicated Consumer Rights Campaign spanning 
over multiple media.  
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ADR-related challenges 

Respondents were asked choose up to 5 top challenges which make the use of ADR 
by consumers and traders difficult in their country. 68 (58%) of respondents chose 

lack of awareness about ADR as a redress mechanism as the biggest challenge.  

 Two other challenges considered as significant for the use of ADR were 
traders not adhering to an ADR scheme  and difficulties to understand 
the process, each selected by around 48 (40%) of respondents. 

 

 The three least popular options chosen were the lack of independence of ADR 

entities, the cost of ADR for consumers and the preference to use courts as 
more trustworthy mechanisms. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Use of other non-ADR mechanisms 
 

 The use of consumer organisations to resolve a consumer dispute is an 

option valued by consumers and traders alike, though consumers appeared 

less interested in making use of this option as a whole.  
 

 Traders were keener than consumers to make use of the European 
Consumer Centres to solve a dispute and were also more aware of their 

existence.  
 

 Stakeholders across all categories indicated they have more limited interest in 
collective actions as a mechanism to find an amicable solution to their 

dispute 
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Use of digital tools and artificial intelligence (AI) in ADR 

 Two thirds of ADR entities are convinced that current ADR processes in 
Member States are digitalised and easy to use, but the remaining 

stakeholder groups, in particular the consumer representatives answering the 

PC disagreed.  

 Across all stakeholder categories, respondents were in agreement that the 
use of digital tools in dispute resolution is not an option accessible to 

everyone, the views of consumers being particularly strong on this statement. 

 57 (50 %) respondents across all stakeholder categories were open to the 
use of AI in consumer disputes, but felt that the final decision should be 

made by a human. According to the PC results, traders are more confident 
than consumers using AI in the context of dispute resolution. 

 

Role of public authorities and cross-border cooperation 

 The two most important actions that respondents considered public authorities 
should take were, in equal measure, to raise awareness on consumer 
rights among traders and consumers and to stop traders from infringing 
the law (both chosen 48 times (41%)). 

 Consumers and traders views strongly diverged as to whether the actions 
taken by the public authorities in their country are effective  enough to 

ensure that consumer law is well respected. The majority of traders stated that 

such actions are effective but the majority of consumers disagreed.  
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 Across all stakeholder categories, respondents agreed that consumer 
authorities in their country are weak when it comes to the protection of 

consumers against illegal practices committed by traders that are 
established outside of the EU. 

 The two main priorities of cross-border cooperation of consumer 
protection authorities should be to investigate dishonest traders engaged in 

cross-border activities (69/59%) and force them to comply with the law 
(66/56%).  

 

 


