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257 
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2019
FREE ADVICE AND CONSUMER ASSISTANCE
Economic growth in recent years has affected the welfare of 
consumers, and has also been reflected in growing demand 
(and, consequently, supply) in the travel and transport sectors, 
where numerous on-line intermediaries for bookings, specialised 
platforms and new forms of remote marketing of these services 
have appeared, and with them have arisen frequent ambiguities 
regarding the responsibility of traders to consumers.

In 2019, the European Consumer Centre Network (ECC-Net) 
highlighted the problems of passengers in air travel, including 
the non-transparent pricing policy of low-cost carriers and the 
bankruptcies of two travel companies: Thomas Cook and Adria 
Airways - the latter had a strong impact on the work of the ECC 
Slovenia.

Compared to previous years, what is particularly notable is the 
information that the ECC Slovenia received almost three times 
more complaints from foreign consumers against Slovenian 
online traders and has mostly successfully resolved them.

COMPLAINTS 
RELATED TO 
METHOD OF 
PURCHASE
82% consumers who 
turned to the ECC with 
a complaint made 
their purchase online. 
Of those, almost 7% 
made their purchases through booking intermediaries or online 
platforms, while 7% of consumers made their purchases in the 
business premises of traders.

82%
were online 
purchases

Number of complaints

Number of requests for information

NUMBER OF COMPLAINTS AND REQUESTS FOR 
INFORMATION IN PAST YEARS

200 400 600 800 12001000 16001400

2017

2018*

2019

67%
successfully 
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SUCCESS RATE IN RESOLVING COMPLAINTS

48%
successfully 
resolved 
complaints 
from 
Slovenian 
consumers 
against 
foreign 
traders

INFORMATION AND ADVICE
Around 600 questions from consumers (50%) were related to rights 
regarding the purchase of flawed goods and delays in or failure 
to deliver goods, and to the exercise of the right to withdraw from 
contract.
More than 300 questions (27%) from consumers were related to 
the rights of airline passengers, and more than half of them were 
related to cancellations by the carriers. 
51 of the processed cases involved fraud or other forms of unfair 
business practice.

* changed method of recording applications in the IT tool of the ECC-Net



CONDITIONS FOR PROCESSING A COMPLAINT AS PART OF 
THE ECC NETWORK
A consumer must first try to resolve the problem with a foreign 
trader themselves. They may be successful in many cases, as they 
are protected by the single European legislation. If the trader rejects 
a request without a justified reason or fails to respond to it within 
a reasonable time, the consumer can file a complaint at the ECC 
Slovenia, on the “I have a complaint” form on the website of the 
ECC or by e-mail at the address: epc.mgrt@gov.si and attach all 
relevant documents proving the purchase of goods or services.

REVIEW OF COMPLAINTS BY SECTORS
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REVIEW OF COMPLAINTS BY COUNTRY

Germany 22%

Spain 10%

Hungary 15%

Other 29%

United Kingdom 9%

Croatia 8%

Netherlands 8%
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Austria 7%

Other 35%

Croatia 9%

Bulgaria 8%Slovakia 8%

Hungary 20%

Czech Republic 14%
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NETWORK’S PROMOTIONAL VIDEO 
As part of an educational workshop in Denmark, 
held ahead of the upcoming 15th anniversary of the 
ECC-Net, a presentational video clip was made to 
showcase the work of European consumer centres 
in 27 EU member states, the United Kingdom, 
Iceland and Norway.

CONFERENCE FOR STAKEHOLDERS IN 
BRUSSELS
The ECC-Net hosted in Norway House, Brussels, a 
conference entitled “For more sustainable consumption 
in Europe and safer trade with third countries”, which 
also discussed challenges in consumer protection in 
relation to responsible and sustainable consumption. 
The ECC-Net has shared its rich experience in 
assisting consumers with representatives of the 
European Parliament, European Commission and 
European consumer organisations. Together with other 
stakeholders, the ECC-Net has called on the European 
Commission presided over by Ursula von der Leyen to 
commit itself to protecting the interests of consumers 
over the next five years.

JOINT PROJECTS OF THE ECC NETWORK IN 2019

USER SATISFACTION WITH ECC SERVICES
According to a survey conducted among consumers 
who contacted the ECC in 2019, 89% of consumers 
were satisfied with the ECC’s service.

5%
Restaurants, hotels 
and accommodation 
services

18%
Recreational 
and cultural 
activities

9%
Miscellaneous 
goods and 
services

https://www.epc.si/pages/topics/15-let-mreze-epc.php?lang=SI


SUCCESSFULLY RESOLVED CASES

A consumer purchased three tickets for a concert by Andrea 
Bocelli worth a total of EUR 311.64 through an Italian 
ticket sale platform. Due to bad weather, the concert was 
cancelled two hours before the start, and postponed by 
two days. The ticket information stated that in the case 
of bad weather, the concert would be rescheduled for the 
following evening. As the consumer was not able to attend 
the concert on the rescheduled date, he asked for refund 
from the ticket provider. The provider rejected the request 
with the explanation that the consumer had missed the 
deadline for the request. Since the deadline had not been 
clearly specified, the consumer asked the ECC Slovenia for 
assistance, which presented the facts to the provider, with 
the assistance of the ECC Italy, and noted the lack of pre-
contract information both in terms of the alternative date 
of the event and the deadline for submitting a request for 
refund for an unused ticket. The provider eventually said 
that the case had been re-examined and that the ticket 
holder would be refunded, minus the costs of commission, 
while noting that it did not recognise the debt to the 
consumer and that the refund was exclusively an expression 
of goodwill.

A consumer booked accommodation in Turkey 
at the Booking.com portal, for which a EUR 87 
discount was advertised. When checking the 
confirmed booking she noticed that the price was 
not reduced by the mentioned discount, and that 
the amount without the discount was taken from 
the debit card. After receiving a complaint, the 
Booking.com platform offered compensation of EUR 
25 to the consumer, which she rejected. After an 
intervention by colleagues at the Dutch ECC and 
based on proof, Booking.com established that the 
consumer had indeed been affected, and approved 
the refund, transferring the amount (EUR 87) to her 
user account with the option of payment in cash.

A consumer ordered and paid for a product online which they 
did not receive within 60 days, so they informed the seller 
that they would withdraw from the contract and demanded 
a refund of all costs of purchase – these amounted to EUR 
408.90 including shipping. Due to a lack of response from 
the seller, the consumer turned to the ECC Slovenia. After 
the matter was handed over to the ECC Germany, which 
had already been acquainted with similar practices of the 
trader, suspicion was raised that this may be fraud, and as 
the seller did not even respond to calls from the ECC-Net, 
the matter was handed over to the German supervisory 
authorities and recorded in the information exchange 
system of the Consumer Protection Cooperation Network 
(CPC). The Slovenian consumer gave their consent for their 
documentation to be used in support of action against the 
unfair seller, while the ECC Slovenia presented them with 
other options for exercising the request, including a lawsuit 
in Germany, the use of the European payment order or the 
European small claims procedure. Even before the consumer 
decided on one of the proposed options for the exercise of 
their rights, they told us the good news that the requested 
amount had been repaid to their credit card. The ECC 
Germany was also informed about this, and reported in its 
response about positive outcomes in other cases, especially 
in those where consumers used the European payment order 
or had a solicitor’s letter sent to the seller.

103,917
requests for 
information

16,442
complaints
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EPC Belgium
2,617 complaints

EPC Spain
1,387 complaints

EPC France 
1,321 complaints
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transport 42%
recreational 
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miscellaneous 
goods and 
services 11%

STATISTICS FOR THE ENTIRE ECC NETWORK IN 2019
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MAJOR GAINS FOR CONSUMERS 
AT THE EU LEVEL

SIMPLER AND SAFER CROSS-BORDER PURCHASE 
OF DIGITAL CONTENT IN THE EU
Directive (EU) 2019/770 on the supply of digital content 
and services introduces a high level of protection, both for 
consumers who pay for a service, and for those who provide 
their information in return for such a service (for example, 
while downloading or installing computer programmes, 
mobile applications, streaming of video content, use of 
cloud computing services or social media platforms, etc.). 
In accordance with the new rules, a consumer is eligible for 
a reduced purchase price or even a full refund when flaws 
cannot be eliminated within a reasonable time. What is more, 
the warranty period must not be shorter than two years.

NEW ASPECTS OF SALE OF GOODS AND 
CONSUMER PROTECTION
Directive (EU) 2019/771 on certain aspects concerning 
contracts for the sale of goods includes a set of rules 
regulating all forms of sale – online sale, physical sale, 
including retail.
The objective of the directive is to eliminate key obstacles 
related to the differences between the EU member states 
in terms of contract law, which hamper cross-border sales. 
Both companies and consumers may have problems due to 
complicated legal frameworks applied for various distribution 
channels, and related high costs. 

SAFETY AND COMPLIANCE OF PRODUCTS WITH 
THE EU LAW ON THE SINGLE MARKET 
Regulation (EU) 2019/1020 on market surveillance and 
compliance of products attempts, by introducing new rules, 
to limit the negative effects of non-compliant products on 
consumer health, while also pertaining to the environment 
and the issue of public safety. Non-compliant products which 
enter the EU market distort the competition and may also be 
hazardous for the consumer or the professional end user.

STRENGTHENING CONSUMER PROTECTION  
IN THE EU   
As part of the “New Deal for Consumers”, which the 
Commission adopted in 2018, a Directive regarding better 
enforcement and modernisation of Union consumer 
protection rules ((EU) 2019/2161) was adopted in 2019, 
which raises the standard for the unacceptability of unfair 
business practices and demands that the member states, 
among other things, impose fines of at least 4% of the 
annual turnover of the unfair seller in cases of widespread 
infringement, identifies the possibility of misleading dual 
quality practices in relation to food, regulates greater 
transparency of online marketplaces and also greater 
transparency of search results on online platforms.

INFORMATIVE MATERIAL 
Consumer’s Pocket – an informative leaflet intended for practical use and 
information about free services provided by the ECC.

WORLD CONSUMER RIGHTS DAY
On 15 March, the ECC organised the annual open day to mark World 
Consumer Rights Day, this time in a shopping centre in Celje. With help 
from invited representatives of the Civil Aviation Agency and the Market 
Inspectorate, the ECC raised awareness about consumer rights related 
to travel and shopping in other EU member states. Visitors were able to 
participate in a prize draw and test their knowledge of consumer rights in 
an interactive game.

CAMPAIGN ON CONSUMER RIGHTS FOR YOUTH
An awareness-raising campaign for young people continued on displays 
in city buses in Ljubljana, this time about rights related to the European 
health insurance card, roaming and online shopping in the EU.

FAIRS
In September, the ECC participated in the International Trade Fair in Celje 
as part of a presentation by the Ministry of Economic Development and 
Technology.

MEDIA
In press releases (5), the ECC provided clarification about rights in cases 
of delay or cancellation of a flight, informed consumers of their rights 
and procedures related to the bankruptcy of the Adria Airways carrier 
and presented consumer rights related to delivered parcels. On World 
Consumer Rights Day and on Europe Day, it stressed the importance of 
providing consumer protection and effective exercise of consumer rights.

The ECC participated in 11 radio and 6 television shows and recorded 
83 publications in other media. It sent 3 editions of the ECC newsletter 
to around 800 subscribers containing travel advice, advice for carefree 
holidays and presentation of news based on the regulation prohibiting 
geo-blocking.

COMMUNICATION ACTIVITIES
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EUROPEAN CONSUMER CENTRE SLOVENIA (ECC)
The European Consumer Centre Slovenia (ECC) is part of the network of 
European consumer centres, which are active in all EU member states, the 
United Kingdom, Norway and Iceland. The ECC-Net informs consumers, 
advises them, and provides them with professional assistance in resolving 
their complaints against foreign traders of goods and services from the 
EU, UK, Iceland or Norway. All services for consumers are free of charge.

Co-funded by the
European Union

https://www.epc.si/pages/topics/potrosnikov-zep.php?lang=SI

