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The European Consumer Centres Network

Information and support to consumers across Europe

Consumers must be able to take advantage of the best deals on offer in the EU and feel confident in
making purchases both at home and abroad. The ECC-Net is there to help consumers with questions
and problems they may encounter as they shop across Europe.

WHAT IS THE ECC-NET AND WHEN WAS IT SET UP?

e The ECC-Net is a European network consisting of 29 European Consumer Centres (in all
27 Member States, Iceland and Norway), which work together to provide consumers with
information on cross-border shopping and assist in the resolution of cross-border complaints
and disputes.

e The ECC-Net is co-financed by the European Commission, the EU Member States, Norway and
Iceland.

e The ECC-Net was launched in 2005 (result of a merger of 2 previous networks - Euroguichets
and Clearing Houses).
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WHAT ARE THE ECC-NET'S ACTIVITIES AND SERVICES? Activities of the European

e The ECC-Net provides information on cross-border shopping and ensures that consumers consumer Centres
are aware of their rights. It also provides information on both EU and national rules and on
opportunities offered by the Internal Market.

e Itgivesadvice and support to anyindividual with a problem related to a cross border purchase.
The contacted ECC will work together with the ECC of the country where the problem has
originated. Th e 2 9
European Consumer Centers

* Inmost cases ECC-Net help consumers reach an amicable solution with the trader.

* Alternatively, the ECC-Net will help the consumer reach an out-of-court agreement through work tog.ether
the appropriate mechanism (a neutral third party). In some cases the only solution may be and with
taking the case to court. other European Networks
to:

* Members of the EEC-Net cooperate in so called joint-projects to investigate specific sectors

where consumers experience particular difficulties. On the basis of registered cases the
ECC-Net reports periodically on air passenger rights and e-commerce problems in Europe.
e Aspecifically developed IT-tool, where all complaints are registered, connects the different ECCs Inform ctizens
and facilitates sharing cases. This IT-tool is also useful for compiling different types of statistics. about their rights as consumers
An online complaint form will be available as of 2009 on the 29 ECC-Net websites and will allow The ECC-Net helps
consumers to register their questions or complaints online. consumers make a
complaint and reach an
* The ECC-Net also cooperates with other EU-wide networks, for example the European Judicial amicable solution with
Network which is concerned with improving the implementation of civil and commercial law, the trader
SOLVIT which addresses problems arising from misapplication of Internal Market rules, and Hel‘p consumers
FIN-NET which is an out-of-court network for financial services. address problems The ECC-Net also helps
with cross-border consumers reach a
e The ECC-Net, on the basis of its practical experience with everyday consumers, also provides shopping solution through the
highly relevant input for consumer policy makers at national and EU level. appropriate mechanism
(a third party)
Provide input
to the EU’s new consumer policy,
based on consumers’ experience

ALL SUPPORT OFFERED BY THE ECC-NET IS FREE OF CHARGE FOR THE CONSUMER
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THE ECC-NET AND YOU

WHEN CAN A EUROPEAN CONSUMER CENTRE HELP YOU?
e When you need general information on consumer rights in Europe

* When you need help if you have a problem with a trader in another country of the EU, Iceland
or Norway.

HOW WILL THE ECC-NET HELP YOU?

The ECC-Net will:

e Informyou on your rights under European and national consumer legislation
* Give you advice on possible ways of dealing with your complaint

* Provide you with assistance in resolving your complaint

e Refer you to the appropriate body if not able to resolve your complaint

WHICH TYPES OF PROBLEMS CAN THE ECC-NET HELP YOU WITH?

The ECC-Net provides information, advice and assistance relating to any purchase of goods or
services within the EU, Iceland and Norway. The following consumer areas are subject to close
monitoring by the ECC-Net:

* Airtravel

e Shopping online

* Package travel

* Timeshare and holiday clubs
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THE SERVICES PROVIDED BY THE ECC-NET ARE FREE OF CHARGE FOR YOU

The ECC-Net provides free information, through:
* Brochures

* Internetsites

* Press releases

* Electronic newsletters

* Presentations to interested organisations

The ECC-Net provides free legal assistance, in particular:

* Analysis of consumer situations and provision of legal advice

e Assistancein the formal filing of complaints

 Intervention with the trader in order to reach an amicable solution

e Search for an alternative resolution in case an amicable solution cannot be reached

HOW CAN YOU CONTACT THE ECC-NET?

Any consumer from the EU, Iceland and Norway can contact the ECC office in their own country by
phone, fax, mail, e-mail or by visit in person.




WHERE CAN YOU CONTACT THE ECCS?

AUSTRIA

EUROPEAN CONSUMER CENTRE AUSTRIA
EUROPAISCHES VERBRAUCHERZENTRUM
Mariahilfer StraBe 81

1060 Wien

7 +43/1588770
Europa-Hotline 0810 - 810 225 (only available in Austria)
+43/158877 99 342
7% info@europakonsument.at
E www.europakonsument.at

BELGIUM

EUROPEAN CONSUMER CENTRE BELGIUM
EUROPEES CENTRUM VOOR DE CONSUMENT
CENTRE EUROPEEN DES CONSOMMATEURS
Hollandstraat/rue de Hollande 13

1060 Brussel/Bruxelles

# 4+32/2 5423346/ +32/2542 33 89
+32/25423243

Y% info@eccbelgium.be

8 www.eccbelgium.be

BULGARIA

EUROPEAN CONSUMER CENTRE BULGARIA
EBPOIMENCKW MOTPEBUTE/NICKU LLEEHTBHP BbJITAPUA
14, Bacho Kiro street

1000 SOFIA

7 +35929867672
+359 29875508
Y% ecc.bulgaria@kzp.bg
www.ecc.kzp.bg

CYPRUS

EUROPEAN CONSUMER CENTRE OF CYPRUS

c/o Ministry of Commerce, Industry and Tourism
6, Andreas Araouzos Street

1421 Nicosia

# 4+357/22 867167 /22 867177
+357/22 375120

“B ecccyprus@mcit.gov.cy

2 www.ecccyprus.org

CZECH REPUBLIC

EUROPEAN CONSUMER CENTRE OF THE CZECH REPUBLIC
EVROPSKE SPOTREBITELSKE CENTRUM

Stépéanska 15

120 00 Prague 2

# +420/29636 6155
+420/29636 6236
‘B esc@coi.cz
WWW.C0i.cz/esc

DENMARK

EUROPEAN CONSUMER CENTRE DENMARK
FORBRUGER EUROPA

Amagerfaelledvej 56

2300 Copenhagen S

% 4+45/32 66 90 00
+45/32 66 91 00
“% info@forbrugereuropa.dk
2 www.forbrugereuropa.dk




ESTONIA

EUROPEAN CONSUMER CENTRE ESTONIA
EUROOPA LIIDU TARBIJA NOUSTAMISKESKUS
Kiriku 4

15071 Tallinn

® +372/6201 708
+372/6201 701

‘¥ consumer@consumer.ee
2 www.consumer.ee

FINLAND

EUROPEAN CONSUMER CENTRE FINLAND
EUROOPAN KULUTTAJAKESKUS SUOMESSA
P.O.Box 5

00531 Helsinki

7 +358/977267816
+358/9 7726 7557

Y% ekk@kuluttajavirasto.fi
2 www.eccfi

FRANCE

EUROPEAN CONSUMER CENTRE FRANCE
CENTRE EUROPEEN DES CONSOMMATEURS
Rehfusplatz 11

77694 Kehl

Germany

7% +49/7851 991480

0820/200 999 (only accessible from France)
+49/78 5199148 11
“B info@euroinfo-kehl.eu
www.euroinfo-kehl.eu

GERMANY
EUROPEAN CONSUMER CENTRE GERMANY
EUROPAISCHES VERBRAUCHERZENTRUM DEUTSCHLAND

ECC Kehl office
Rehfusplatz 11
77694 Kehl

7 +49/7851 991480
+49/7851991 48 11
“ info@euroinfo-kehl.eu
www.euroinfo-kehl.eu

GREECE

EUROPEAN CONSUMER CENTRE GREECE
c/o Hellenic Ministry of Development
Plateia Kanigos

10181 Athens

7™ +30/210 3847253
+30/210 3847106
“% infoecc@efpolis.gr
= www.eccefpolis.gr

HUNGARY

EUROPEAN CONSUMER CENTRE HUNGARY
EUROPAI FOGYASZTOI KOZPONT

Logodi u. 22-24.

1012 Budapest

7 +36 147303 38;+36 13117030
+3613317386

‘B info@efk.hu

2 www.efk.hu

ECC Kiel office
Andreas-Gayk-Stra3e 15
24103 Kiel

7 +49/431 590 99 50
+49/431 59099 577
“% info.kiel@evz.de

2 www.evz.de




ICELAND

EUROPEAN CONSUMER CENTRE ICELAND
Hverfisgata 105

101 Reykjavik

7 4354/ 5451200
+354/545 1212
“B ena@ena.is
www.ena.is

IRELAND

EUROPEAN CONSUMER CENTRE IRELAND
13a Upper O’Connell Street

Dublin 1

7 +353/1 8090 600
+353/1 8090 601
Y3 info@eccdublin.ie
2 www.eccdublin.ie

ITALY
EUROPEAN CONSUMER CENTRE ITALY
CENTRO EUROPEO CONSUMATORI

ECC Rome office ECC Bolzano office

Via G.M. Lancisi 31A Via Brennero, 3

00161 Roma 39100 Bolzano

7 +39/06 442 38 090 7 +39/0471 980939

+39/06 441 18 348 +39/0471 980239

‘B info@ecc-netitalia.it “% info@euroconsumatori.org
B www.ecc-netitalia.it E www.euroconsumatori.org
LATVIA

EUROPEAN CONSUMER CENTRE LATVIA
EIROPAS PATERETAJU INFORMESANAS CENTRS
Kr.Valdemara Street 157-228

1013 Riga

7% +371/6738 8625
+371/6738 8625
‘B info@ecclatvia.lv
E www.ecclatvia.lv

LITHUANIA

EUROPEAN CONSUMER CENTRE LITHUANIA
EUROPOS VARTOTOJY CENTRAS

J. Basanaviciaus 20-11

03224 Vilnius

7 +370/5/2650368
+370/5/2623123
Y% info@ecc.It
www.ecc.lt

LUXEMBOURG

EUROPEAN CONSUMER CENTRE LUXEMBOURG
CENTRE EUROPEEN DES CONSOMMATEURS GIE
55 rue des Bruyeres

L-1274 Howald

7 +352 26 84 64-1
+35226 845761

Y% info@cecluxembourg.lu
B www.cecluxembourg.lu

MALTA

EUROPEAN CONSUMER CENTRE MALTA
47A, South Street

Valetta, VLT 1101

7 435621221901

+356 21221902

“¥ eccmalta@gov.mt

E www.eccnetmalta.gov.mt

THE NETHERLANDS

EUROPEAN CONSUMER CENTRE NETHERLANDS
EUROPEES CONSUMENTEN CENTRUM (NEDERLAND)
Catharijnesingel 55

Postbus 487

3500 AL Utrecht

7 +31/(0)30 232 6440
+31/(0)30 234 27 27
B info@eccnl.eu
2 www.eccnl.eu
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NORWAY

EUROPEAN CONSUMER CENTRE NORWAY
FORBRUKER EUROPA

P.0.Box 4594 Nydalen

NO-0404 Oslo

7 447 23 400 500
+47 23 400 501
Y3 post@forbrukereuropa.no
2 www.forbrukereuropa.no

POLAND

EUROPEAN CONSUMER CENTRE POLAND
EUROPEJSKIE CENTRUM KONSUMENCKIE
Plac Powstancéw Warszawy 1

00-950 Warsaw

7 4+48/22 5560118
+48/22 55 60 359
Y5 info@konsument.gov.pl
8 www.konsument.gov.pl

PORTUGAL

EUROPEAN CONSUMER CENTRE PORTUGAL
CENTRO EUROPEU DO CONSUMIDOR

Praca Duque de Saldanha, 31-1°

1069-013 Lisboa

7 +351/21 356 47 50

+351/21 35647 19

“¥ euroconsumo@dg.consumidor.pt

& http://cec.consumidor.pt

ROMANIA

EUROPEAN CONSUMER CENTRE ROMANIA

CENTRUL EUROPEAN AL CONSUMATORILOR ROMANIA

Bd. Nicolae Balcescu nr. 32-34, etaj 4, cam. 16
Sector 1, Bucharest, 010055

@ +40213157149

+ 40213157149

“B office@eccromania.ro
& www.eccromania.ro

SLOVAKIA

EUROPEAN CONSUMER CENTRE SLOVAKIA
EUROPSKE SPOTREBITEL'SKE CENTRUM
Mierova 19

827 15 Bratislava

#® 4+421/2 4854 2019
+421/2 4854 1627

“B ecc@economy.gov.sk

2 www.economy.gov.sk/ecc

SLOVENIA

EUROPEAN CONSUMER CENTRE SLOVENIA
EVROPSKI POTROSNISKI CENTER
Frankopanska 5

1000 Ljubljana

# 4+386/14323035
+386/143 33 371
B epc@epc.si
2 www.epc.si

SPAIN

EUROPEAN CONSUMER CENTRE SPAIN
CENTRO EUROPEO DEL CONSUMIDOR
Principe de Vergara 54

28006 Madrid

7 +34/918224555
+34/91 82245 62

‘¥ cec@consumo-inc.es

2 www.cec.consumo-inc.es
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SWEDEN

EUROPEAN CONSUMER CENTRE SWEDEN

KONSUMENT EUROPA
Lagergrens Gata 8

Box 48

65102 Karlstad

7 +4654194150
+4654194159
Y info@konsumenteuropa.se
www.konsumenteuropa.se

UNITED KINGDOM
EUROPEAN CONSUMER CENTRE UK
1 Sylvan Court, Sylvan Way,
Southfields Business Park

Basildon Essex UK SS15 6TH

7 +44 (0)8456 04 05 03
+44 (0)8456 08 96 00
Y% ecc@tsi.org.uk

8 www.ukecc.net

Further information

The European Commission Directorate General for Health and Consumer Affairs
http://ec.europa.eu/consumers/index_en.htm

European Consumer Centres Network
http://ec.europa.eu/consumers/redress/ecc_network/index_en.htm

FIN-NET : Consumer Complaints Network for Financial Services
http://ec.europa.eu/internal_market/finservices-retail/finnet/index_en.htm

SOLVIT : Effective Problem Solving in the Internal Market
http://ec.europa.eu/solvit/site/index_en.htm

European Judicial Network
http://ec.europa.eu/civiljustice/

Eurobarometers
http://ec.europa.eu/consumers/strategy/facts_eurobar_en.htm

ECC-Net joint projects
http://ec.europa.eu/consumers/redress/ecc_network/joint_projects_en.htm

Unfair Commercial Practices Directive
http://ec.europa.eu/consumers/rights/index_en.htm

Regulation on European Small Claims Procedure
http://ec.europa.eu/consumers/redress_cons/individual_redress_en.htm

Regulation on Air Passenger Rights
http://ec.europa.eu/transport/air_portal/passenger_rights/legislation_en.htm

Air Services Regulation
http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=0J:L:2008:293:0003:0020:EN:PDF
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