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FREE ADVICE AND ASSISTANCE FOR CONSUMERS
After the crisis year of 2020, when the number of complaints in 
the ECC Network and also ECC Slovenia doubled, the situation 
slightly calmed down in 2021, but the numbers remained higher 
than before the health crisis, as a result of which it was difficult 
for the ECC to respond to consumer requests within the set 
deadlines. In addition, the ECC’s workload additionally increased 
in 2021 due to the three-day event that it organised for the ECC 
Network within the framework of Slovenia’s presidency of the 
Council of the EU (ECC-NET Cooperation Days).

COMPLAINTS 
BY PURCHASE 
METHOD
88% of all complaints 
were associated with 
online shopping. 94% 
of foreign consumers 
made an online pur-
chase from Slovenian 
providers, while 78% of Slovenian consumers made an online 
purchase from foreign providers.

COMPLAINT PROCEDURE WITHIN THE
ECC NETWORK
The ECC Network can help consumers who have not been 
able to resolve a complaint on their own with a provider 
from another Member State, Iceland, Norway and, for now, 
from the UK – either because the provider has rejected the 
consumer’s complaint or because they have proposed a 
solution that is unacceptable for the consumer or did not 
respond to the complaint at all.
If the complaint is established as founded, the Slovenian 
ECC contacts the ECC in the provider’s country, warning 
them of the violation of consumer rights and urging them to 
fulfil the consumer’s request.
The ECC cannot take action against sellers who do not 
respect consumer rights, and in cases of fraud or deception.
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SUCCESSFUL RESOLUTION OF COMPLAINTS
The ECC helped to resolve the complaints of 189 foreign 
consumers against Slovenian sellers and 119 Slovenian 
consumers against foreign sellers, whereby:

68.5%
complaints of foreign 
consumers against 
Slovenian sellers were 
successfully resolved

54.3% 
complaints of 
Slovenian consumers 
against foreign 
sellers were 
successfully resolved

1289



The most common reasons for complaints by Slovenian 
consumers were flight cancellations by airlines (26%), non-
compliance of goods or services with the contract (19%), non-
compliance of goods or services or accommodations, while 
complaints about undelivered shipments (17%) were third. 

Most problems foreign consumers had with Slovenian providers 
were in exercising their rights due to withdrawal from the 
contract (45%) with the most common reason for this being non-
compliant products (24%). Complaints regarding wrong products or 
undelivered shipments were also common (8%).
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A consumer ordered several pieces of furniture from an Italian 
online store, and upon receiving the package, he realised that 
individual parts were damaged. The trader’s initial response 
regarding the replacement of damaged parts was encouraging, 
but the matter was not resolved within a month. When the 
consumer checked the status of the complaint, he was redirected 
to another contact, from whom he had already experienced a 
lack of response.
After almost two months without a response from the seller 
regarding the replacement of the part, the consumer sought 
help from ECC Slovenia, which forwarded his request to their 
colleagues in Italy, as the seller is responsible for the damaged 
product and should repair or replace it, and the consumer can 
also request a reduction in, or refund of, the purchase price.
After more than four months, the seller settled the case – they 
sent a package with spare parts to the specified address of the 
consumer, upon receipt of which the case was closed.

SUCCESSFULLY RESOLVED CASES

A consumer ordered a product worth almost 200 EUR on 
Amazon.de, but only received the product’s empty packaging 
with instructions for use. He contacted the seller about this, sent 
the package with the packaging back in accordance with the 
seller’s instructions, and finally received a response from the 
seller that they would not refund the payment because they did 
not receive the product.
The consumer sought help from ECC Slovenia, which informed 
him of his rights and helped him resolve the dispute with the 
seller. The seller must fulfil his obligations from the sales 
contract (handover of the product) within the period specified in 
the contract, and if the deadline is not specified, within 30 days 
of purchase.
Based on the established facts, the ECC handed over the 
consumer’s complaint to colleagues from Luxembourg, as the 
Amazon.de platform is registered there. They informed the 
platform of the case, and the platform responded within five 
days, confirming the consumer’s story and commenced the 
refund process for the undelivered product. The next day, the 
consumer confirmed receipt of the transfer to his account and 
the case was successfully closed.

A consumer wanted to access the advertised content on 
the HBO GO portal. Therefore, he registered and paid a 
one-month membership fee. With access, he realised that 
the advertised content was no longer available, so he 
immediately cancelled the subscription without viewing any 
other content and addressed a request for a refund to the 
support service.
Because the support service rejected his request for a refund 
of the paid subscription without specific justification, the 
consumer, in accordance with the provider’s general terms 
and conditions, contacted the Market Inspectorate of the 
Republic of Slovenia, which redirected the consumer to ECC 
Slovenia due to the cross-border element.
The ECC examined, substantiated and handed over the 
consumer’s complaint to colleagues in the Czech Republic, 
where the HBO GO provider is based. In addition to the 
rights due to misleading advertising, the consumer also had 
the right to withdraw from the contract within 14 days, as 
defined in Directive 2011/83/EU on consumer rights.
In their reply, the provider announced that they were resolving 
the matter directly with the consumer, who informed us after 
two months that he had received a refund.
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OVERVIEW OF COMPLAINTS BY COUNTRY

USER SATISFACTION WITH ECC SERVICES
According to the survey conducted among consumers 
who contacted ECC Slovenia in 2021, 80% of users
were satisfied with the ECC service.

80%



COMMUNICATION ACTIVITIES  

ECC-NET COOPERATION DAYS 
As part of Slovenia’s presidency of the EU Council, ECC Slovenia 
organised a three-day ECC-Net Cooperation Days in September 
2021, which was attended by colleagues from the ECC Network, 
representatives of the European Commission and guests invited by 
ECC Slovenia as speakers. The event took place under the common 
Slovenian slogan of the presidency “Together. Resilient. Europe.” and 
was intended for virtual socialising and getting to know colleagues, 
exchanging experiences and discussing the current state and 
innovations in the network, future challenges and, last but not least, 
strengthening cooperation within the network. 

INFORMATION MATERIAL
ECC Slovenia has prepared a flyer,  European Small Claims Procedure 
and European Payment Order, which helps consumers in deciding 
whether to use the judicial channel to resolve a dispute with a 
provider from another Member State. 

ECC SLOVENIA ON COMMERCIAL RADIO
On World Consumer Rights Day on 15 March 2021, the director of 
the centre, Romana Javornik, answered the most frequently asked 
questions regarding consumer rights in the European Union, frauds 
of online providers and accommodation reservations via online 
platforms in five daily short radio contributions.

MEDIA
In three press releases, ECC Slovenia raised awareness of World 
Consumer Rights Day, presented advice and statistics of the ECC 
Network, and informed the public of the new information centre for 
European consumers. ECC Slovenia sent subscribers four editions of 
ECC news – on the new agenda for consumers, directing activities 
from third countries in the EU, the rights of air travellers during the 
pandemic, and advice and information on actions to take when the 
seller is not from an EU Member State. This year, 55 new subscribers 
received the news. ECC Slovenia participated in eight radio and 
television broadcasts and received 40 mentions in other media.
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STATISTICS OF THE ENTIRE ECC NETWORK IN 2021

COMMON ACTIVITIES OF THE ECC NETWORK 

CHRISTMAS FACEBOOK CAMPAIGN
As part of the Christmas campaign between 1 and 24 December, 
ECC Slovenia published useful advice for consumers every day on the 
Facebook page of ECC Slovenia. The ECC Network prepared uniform 
Christmas cards for European consumers.

CAMPAIGN ON EUROPE DAY
On Europe Day, the ECC Network prepared a promotional video on the 
role and mission of the network. The video was translated into the 
language of each Member State of the European Union.

CAMPAIGN ON BLACK FRIDAY
The ECC Network prepared a special flyer and press release on Black 
Friday to raise public awareness with practical advice on finding 
affordable and, above all, sustainable shopping alternatives to Black 
Friday.

CAMPAIGN: DO THE WEB SHOP CHECK
ECC Belgium prepared recommendations in the form of a clear 
brochure to guide consumers on how to check an online store.. 
Summaries of the contents were also published in Slovenian. The 
brochure is intended to inform consumers of how they can avoid 
complications more easily, save time and money and avoid frustration 
in the event of an unsuccessful purchase or problems with an online 
seller. 

CAMPAIGN ON VALENTINE’S DAY
During the Valentine’s Day campaign, the ECC Network shared a press 
release on social networks in which they touched upon online dating 
apps, along with a specific warning to be cautious when purchasing 
such apps. They also prepared tweets on how to shop online safely on 
Valentine’s Day and fun GIFEs posted by ECCs on their social networks.

CONSUMER RIGHTS AFTER BREXIT
ECC Ireland, ECC Malta and ECC Estonia worked together on a project 
called “Post-Brexit Consumer Rights”, which aimed to examine and 
inform consumers about their rights after Brexit.
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EUROPEAN CONSUMER CENTRE SLOVENIA (ECC) 
European Consumer Centre Slovenia (ECC) is part of a network 
of European consumer centres operating in all EU Member 
States, Norway and Iceland. The ECC Network informs 
consumers and provides them with advice and professional 
support in resolving their complaints against foreign providers 
of goods and services from the EU, Iceland or Norway. All 
services are free for consumers.

SIGNIFICANT GAINS FOR 
CONSUMERS AT EU LEVEL

NEW ECC NETWORK WEBSITE AT 
ECCNET.EU 
The new website of the European Consumer 
Centre Network at eccnet.eu contains information 
on all important issues for European consumers. 
A team of European Consumer Centres from 
the Netherlands, Ireland, Sweden, Cyprus, Italy 
and Germany participated in the creation of an 
information centre on consumer rights and the 
creation of a best user-friendly digital online 
environment, where they can learn about their 
consumer rights within the EU and the EEA.

RE-OPEN EU WEBSITE
The Re-open EU website or app helps consumers 
plan holidays in accordance with national 
restrictions, and you can store the proofs needed 
for travel, i.e. vaccination status, test results or 
recovery, with the EU Digital COVID Certificate 
The website uses data from the European Centre 
for Disease Prevention and Control (ECDC) and 
Member States on travel restrictions.

“EUROPEAN UNION AROUND ME” 
PROJECT
This year saw the launch of the “European 
Union around me” website, where citizens and 
organisations can use an interactive map to find the 
most relevant EU institutions to obtain information, 
guidance, support or other types of assistance. The 
project will continue to develop in the future, and 
the current version already contains data about 
the ECC Network.

European Consumer Centre Slovenia 
Ministry of Economic Development  
and Technology 
Kotnikova 5
1000 Ljubljana

e-naslov: epc.mgrt@gov.si
telefon: 01 400 3729

The report is part of measure no. 785371 – ECC-SI FPA 
2018–2021, which was allocated funds for the operation of 
the ECC under the EU Consumer Programme 2014–2020.

The content of this report reflects the views of the authors 
and is solely their responsibility; the content in no case 
expresses the views of the European Commission and/
or the Consumers, Health, Agriculture and Food Executive 
Agency and/or its successor, i.e. the European Innovation 
Council and Small and Medium-sized Enterprises Executive 
Agency, or any other body of the European Union. The 
European Commission and/or the Executive Agency do not 
accept any responsibility for any use of the information 
contained therein.
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