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FREE ADVICE AND CONSUMER ASSISTANCE
In the year of the outbreak of the COVID-19 pandemic,
the European Consumer Centre Network (ECC-Net) was
overwhelmed with the volume of questions and complaints
from consumers facing mass cancellations of services regarding
travel, flight, accommodation, events and so on. The claims
mainly referred to refunds for cancelled bookings, but there were
also a number of questions and doubts about the fulfilment of
contracts already in effect regarding the use of future services
and dilemmas concerning the conclusion of new contracts.
The state of emergency led to an increase of almost 31 % in the
volume of all consumer claims addressed to the ECC Slovenia
compared to 2019, with the number of complaints dealt with
almost doubling compared to 2019.
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METHOD OF
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91 %

were online
Due to the pandemic
purchases
and measures to
contain the infection
rates, consumer
purchases were
redirected online, which is also reflected in a 9% increase in
complaints relating to online shopping compared to 2019 (91%
in 2020). Of these, almost 30% of complaints were made against
various booking intermediaries and online platforms. Only 6%
of consumers who filed a complaint with the ECC made their
purchase in the business premises of traders.

Overshadowed by the coronavirus pandemic, the ECC-Net
celebrated its 15th anniversary that was marked by increased
communication activities throughout the year and an event for
stakeholders in November.

1822

consumers
turned to ECC
Slovenia in 2020

1360

pieces of information or
advice were provided

462

complaints against
traders

515

NUMBER OF COMPLAINTS AND REQUESTS FOR
INFORMATION IN PREVIOUS YEARS

cases or 28% of all consumer
claims were labelled under
“coronavirus”

2018
2019

SUCCESS RATE IN RESOLVING COMPLAINTS
ECC Slovenia, in cooperation with colleagues from the
network, assisted 265 foreign and 197 Slovenian consumers
in resolving complaints, achieving:
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REVIEW OF COMPLAINTS BY SECTORS

41%

18%

16%

Transport

Recreational
and cultural
activities

11%

5.5%

4%

Furniture,
home
equipment

Restaurants,
hotels and
accommodation
services

Clothing and
footwear

3%

Communications

2%

Miscellaneous
goods and
services

Other

The top three reasons for complaints from Slovenian consumers
were cancellations of flights by carriers (25%), or other cancellations
of contracts (21%), such as booked trips or accommodation, and
complaints about defective goods or non-compliant goods (15%).

Foreign consumers had the most difficulty with Slovenian traders
in exercising their rights due to withdrawal from a contract (35%),
most often due to non-compliant or wrong products (29%). Car
rental was another major source of complaints (8%).

REVIEW OF COMPLAINTS BY COUNTRY
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COMMUNICATION ACTIVITIES

ECC-Net JOINT ACTIVITIES IN 2020

12 TOPICS – SOCIAL MEDIA CAMPAIGN

15TH ANNIVERSARY OF THE ECC-NET

Each month, ECC presented a specific topic on social media that is
related to the protection and exercise of consumer rights. Some of the
topics are presented in more detail in the form of online brochures – a
guide to package travel across the EU, safe streaming of video on
demand services, redress and enforcement of consumer rights, and
a guide to online shopping.

In 2020, the ECC-Net celebrated 15 years of operation, marked by
the publication of an anniversary report on milestones and ECC-Net
achievements during this period and an online event in November,
where ECC-Net representatives and major EU stakeholders in consumer
protection met. The event was opened by EU Commissioner Didier
Reynders.

NEW ECC-NET WEBSITE

THE EPC.SI AND COVID-19

The Consumer Rights section on the epc.si website created a new
COVID-19 content category, allowing consumers to fully inform
themselves about their rights and possibilities for exercising them
during the outbreak of COVID-19.

ORIGINALEN.SI

In cooperation with the Slovenian Intellectual Property Office,
the ECC participated in the presentation of the new Originalen.si
website and in raising consumer awareness about counterfeiting
and piracy. The website was launched on 10 June 2020 marking
the World Anti-Counterfeiting Day.

MEDIA

In five press releases, the ECC drew consumers’ attention,
among other things, to scams that prey on people on social
media, provided advice on frequent pandemic-related issues and
information about enforcement procedures, announced the 15th
anniversary event, and presented the European Commission’s
report on the implementation of the regulation prohibiting geoblocking.
It sent three editions of the ECC newsletter to around 800
subscribers containing information about the protection of rights
during the COVID-19 pandemic.
The ECC participated in seven radio and three television broadcasts
and recorded 95 references or publications in other media.

In its 15th year of operation, the ECC-Net launched a new, joint
website at www.eccnet.eu, which presents in one place all 29
European Consumer Centres, the scope and mode of operation of the
network, as well as the achievements and efforts of the European
Commission for the protection of consumer rights.

ALERT ISSUED BY THE ECC-NET TO SUPERVISORY
AUTHORITIES AT THE CPC NETWORK
In accordance with the new powers under the CPC Regulation*, the
ECC-Net has issued an alert to the Consumer Protection Cooperation
Network of repeated infringements of certain online intermediaries
and operators of online platforms intended for transport and other
tourism and travel services.
*Regulation 2017/2394 on cooperation between national authorities responsible for the
enforcement of consumer protection laws

REPORTS AND POSITIONS OF THE ECC-NET
In January, the ECC-Net released a document assessing the level of
protection of air passengers’ rights and shortcomings in the exercise
of these rights. In March, an updated presentation was published
of the chargeback procedure and two assessments of the situation
regarding online marketplaces and purchases in third countries, as
well as an assessment of the situation regarding platforms offering
services in the travel sector. At the end of the year, the ECC-Net
published a report on car rentals, one of the areas with the highest
number of complaints from European consumers.

STATISTICS FOR THE ENTIRE ECC NETWORK IN 2020
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Of a total of 167,833 cases, 37% were related to consumer
difficulties caused by the pandemic. Of the 8,520 complaints
related to the coronavirus, 51.3% were in transport and
tourism sectors.

USER SATISFACTION WITH ECC SERVICES
According to a survey conducted among consumers
who contacted ECC Slovenia in 2020, 84% of
consumers were satisfied with the ECC’s services.

84%

SUCCESSFULLY RESOLVED CASES

A consumer who had an apartment booked in an
Austrian hotel in March 2020 wanted to find an amicable
solution with the provider a few days before his arrival
due to the declaration of the pandemic, namely to
postpone the reservation to a later date or receive a
partial refund or a discount for a later period. The price
of the reservation was not negligible since it cost the
consumer a little over EUR 2,000.
The hotel insisted on the validity of the general terms
since Austria was slower in imposing measures than
Slovenia and, at the time of cancellation, it was still
possible to travel from Slovenia to Austria. There were
also no specific restrictions on movement in the holiday
area, so the hotel refused to recognise the force majeure
defence invoked by the consumer. Under the general
conditions, the consumer would only be entitled to a
refund of the tourist tax and the cleaning fee.
As the consumer and the provider did not find an
acceptable solution, he sought assistance from the
ECC, which handed over the complaint to ECC Austria.
In response to a request from the Austrian ECC, the
provider explained that, due to the significant increase in
the volume of work, the consumer’s messages had been
overlooked and that the matter would be dealt with and
settled directly with the consumer. Shortly thereafter,
the consumer informed the ECC that he had nevertheless
settled the matter with the provider, also due to the
effective intervention of the ECC.

In February 2020, a Danish consumer paid for the
reservation of two trips with a Slovenian tourism agency,
which were cancelled by the organiser due to the declared
epidemic. The consumer demanded a refund, which the
agency approved at the time, but subsequently sent the
consumer a voucher instead of the promised refund. In
doing so, the agency referred to the Slovenian emergency
legislation, according to which Slovenian providers were
able to offer consumers a voucher or a refund for cancelled
packaged travel within 12 months of the announcement of
the end of the epidemic.
The consumer, who refused to accept the voucher or wait
for a refund, turned to ECC Denmark, which handed the
case over to ECC Slovenia, and which in the appeal to the
agency explained that the reserved trips did not fall under
the category of package travel, which preconditions at
least two different travel services for the same journey,
and therefore the provider could not rely on the emergency
legislation and use the possibility of deferred refund or
issue of a voucher in this case. The provider then agreed to
refund the paid reservations and the consumer received it
at the end of 2020.

The consumer ordered computer components worth
almost EUR 400 online. When they were delivered, the
consumer found that the package was not adequately
protected with filler or foam to mitigate possible
impacts and vibrations during transport, even though
sensitive technical products could be damaged, of
which he also informed the seller.
After some time, the seller responded and informed
the consumer of the possibility to return the products,
but costs of the return would have to be covered
by the consumer. The consumer disagreed with this
because the reasons for withdrawing from the contract
were inappropriate delivery of a sensitive package and
there was a possibility that the ordered products would
be damaged.
The consumer sought advice from the ECC, which
examined the case and referred the consumer’s
complaint to ECC Hungary. At first, the seller did not
respond, but finally informed us that the matter was
settled, which was confirmed by the consumer, who
was refunded the entire purchase price to his account
without deducting the cost of returning the products.

EUROPEAN CONSUMER CENTRE SLOVENIA (ECC)
The European Consumer Centre Slovenia (ECC) is part of the network of European Consumer Centres (ECC-Net) operating in all EU Member
States, 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, Iceland or Norway. All services for consumers are free of charge.

MAJOR GAINS FOR CONSUMERS
AT THE EU LEVEL
INCREASED CONTROL OF
CROSS-BORDER SALES
The CPC Regulation* entered into force in January
2020. The regulation improves the cooperation
between authorities responsible for the
enforcement of EU consumer protection laws and
their coordination with the European Commission
in order to ensure the smooth functioning of the
internal market and improve the protection of
consumers’ economic interests.

BETTER ACCESS TO JUSTICE FOR
CONSUMERS’ COLLECTIVE INTERESTS
IN THE EU
In November 2020, the European Parliament
approved the Directive on representative actions**,
which will enable consumer groups to join forces
in exercising their rights through representative
actions. This is an important asset, especially in
cases where the individual damage is so small
that the consumer does not consider it worthwhile
to raise a claim against an unfair provider. EU
Member States have to transpose the Directive
into national law by the end of 2022.

European Consumer Centre
Ministry of Economic Development and Technology
Kotnikova 5
1000 Ljubljana, Slovenia
e-mail: epc.mgrt@gov.si
Telephone: +386 1 400 3729

NEW CONSUMER AGENDA
The New Consumer Agenda, adopted by the
European Commission in November 2020, presents
five key action points in the priority areas of the
new strategic framework for consumer protection:
empowering consumers to play an active role in the
green and digital transitions, protecting vulnerable
consumers, enforcing consumer rights and
strengthening international cooperation, while also
taking into account the impact of the COVID-19
pandemic on consumers.

* Regulation 2017/2394 on cooperation between national
authorities responsible for the enforcement of consumer
protection laws
** Directive (EU) 2020/1828 on representative actions for the
protection of the collective interests of consumers
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