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Together with air passenger rights, car rental is the number 
one area of complaint for the ECC-Net.

Since 2008, the ECC-Net has, on numerous occasions, notifi ed the 
European Commission and the national enforcement authorities 
about the imbalance in the relationship between consumers and 
car rental companies. 

It should be noted that the industry has improved in recent years, 
thanks to its active engagement with the European Commission 
and national enforcement authorities (CPC-Network), as well as 
the promotion of codes of practice, alternative dispute resolution 
and other undertakings.

However, based on ECC-Net’s experience, the industry’s existing 
shortcomings cause massive harm to consumers. Sector-specifi c 
legislation for car rental services could go a long way towards 
defi ning the obligations of the parties, including brokers, and 
securing the market.

Several steps towards creating a more secure and transparent 
car rental market could be considered: 

1.  Final price quoted by booking intermediary sites should include 
all compulsory/mandatory charges, as well as required options 
for the consumer.     

• All unavoidable and foreseeable charges (mandatory charges) 
paid by all consumers should be included in the headline price 
quoted to consumers, and not just in the reservation price at 
the end of the booking process or at the rental desk. The most 
common of these charges is a refuelling surcharge that is una-
voidable with certain fuel policies. 

• Charges that are mandatory for a certain group of consumers 
(mainly age-related surcharges and one-way fees) should also 
be included in the headline price quoted to consumers. This may 
require to change the booking process so that the appropriate 
information (i.e. the driver’s age and whether the rental car is 
to be returned to the pick-up location) is obtained from the 
customer before the headline price is returned.

2.  The fuel policy should be clearly and prominently stated.        



3.  Transparent information on excesses and pre-authorisation or 
deposits.

4.  Any important exclusions from the CDW (Collision Damage Waiver) and 
optional waiver products (such as damage to the roof or to the undercarriage 
of the car) should be highlighted to the consumer.

5.  Clear instructions about complaint procedures. 

The key requirement is that booking intermediaries/ brokers provide 
clear and prominent information.

For information related to mandatory prices this means putting the informa-
tion in the headline price. 

For fuel policies, excesses, pre-authorisation and deposits and CDW exclusions 
prominence requires that this information is no more than one-click away.

How should this information be displayed?
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30 centres across all EU Member States, Iceland, Norway and 
UK, providing free information and advice on your consumer 

rights when shopping in or traveling to another Member State.
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