
European Consumer Centres Network

Help and advice
for consumers

in Europe

QUESTIONS & COMPLAINTS

Cases labelled as being 
related to coronavirus 

53167 questions
8520 complaints



CONSUMER ADVICE

In 96% ECCs could answer the consumer’s question, provide advice on the consumer’s rights and 
means of redress. The remaining 4% were out of scope or did not require an action of the ECC-Net.

TRADER COUNTRIES
The six countries having received most of the questions in their function as trader ECC

6,93% don’t know
6,02% outside EU, Iceland, Norway and the UK

COUNTRIES

Questions in the ECC-Net 2020



CONSUMER COUNTRIES
The six countries having received most of the questions in their function as consumer ECC

OVERALL NUMBERS (both as consumer and as trader ECC)



SELLING METHOD

ECONOMIC SECTORS

In 73% the ECC-Net could establish the selling method, by far e-commerce was the most common 
vector of cross-border contract conclusion (64%).
It is however interesting to see that the share of e-commerce in the individual countries is quite 
different ranging from 26% in Sweden (where this is not a main data collected) to 91% in Hungary, 
with 16 countries over 71%.

NATURE OF QUESTION



6 MAIN CONSUMER AND TRADER COUNTRIES

Complaints in the ECC-Net 2020

CONSUMER COUNTRIES

TRADER COUNTRIES



SELLING METHOD

ECONOMIC SECTORS

In 86.43% the contract was concluded online, out of which 19.35% of contracts were concluded 
via booking intermediaries.

NATURE OF COMPLAINT



SOLUTION MANAGEMENT

CASE HANDLING TIMES

In 62%

 of all cases registered 
and closed 

in 2020 which were suited for 
an amicable settlement,

 the case could be solved 
(52% to the full satisfaction of 

the consumer).

a total value of settlement 
could be calculated in 

8388 cases  
amounting to

Out of 9728

The average 
handling time was

93 days

With a minimum
of cases handled in

less than a day

for 
322 

cases

in less than a week,

722 
cases

and a maximum 
of 415 days in 1 case.

 2 335 580.61€


