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2017
FREE ADVICE AND CONSUMER ASSISTANCE
Consumers often enter into contracts with foreign providers of goods 
and services when travelling, hiring a car, for online shopping and 
other distance services enabled by the development of communication 
technologies. In doing so, they encounter a variety of problems that 
they themselves do not know how to solve or which they cannot solve 
with the provider. Every year, the European Consumer Centre Slovenia 
receives more and more questions about consumer rights in another 
Member State and requests for assistance with exercising these rights. 

A consumer who needs information and advice about his or her rights in 
the EU or professional assistance with exercising them can contact the 
ECC by phone, with an online form, by post or personally.

EFFECTIVENESS IN RESOLVING COMPLAINTS
Resolving a complaint with the mediation of the ECC network 
is voluntary both for the consumer and for the trader, as the 
procedure is based on the amicable resolution of disputes. The 
ECC has no authority to act against a trader who does not respect 
a consumer’s rights. Therefore, the effectiveness of resolving 
complaints depends largely on the willingness of the trader to 
cooperate.
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COMPLAINTS 
REGARDING 
SELLING METHOD
In 84% of complaint 
cases, the consumers 
made the purchase 
online. This proportion 
was 79% in 2016. 
The higher proportion 

84 %
made an 
on-line
purchase

of complaints related to online purchases is a consequence of the 
continued growth in online shopping. According to the European 
Commission, in the last two years, this number rose by 12 per 
cent for purchases from domestic traders and by 21 per cent for 
purchases from traders from other EU Member States.



USER SATISFACTION WITH THE ECC’S SERVICES
According to the survey conducted among consumers 
who contacted the Slovenian ECC in 2017, 86% 
of users were satisfied with the ECC’s service.
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STATISTICS FOR THE ENTIRE ECC NETWORK IN 2017
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REVIEW OF COMPLAINTS BY COUNTRIES

Germany 40 %

Spain 10 %

Ireland 12 %

Italy 8 %

The Netherlands 11 %

United kingdom 19 %

Slovenian 
consumers
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Hungary 17 %
Poland 28 %

Croatia 33 %

Austria 22 %

Foreign 
consumers 
– Slovenian 

traders

REVIEW OF COMPLAINTS BY AREAS
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IMPORTANT GAINS FOR CONSUMERS AT EU LEVEL

THE ELIMINATION OF ROAMING CHARGES
as of June 2017, when travelling in the 
EU, consumers can use mobile phones 
under the same conditions as at home.

SIMPLIFIED COURT PROCEEDINGS
the limit value at which consumers may still use 
the European small claims procedure increased 
from EUR 2,000 to EUR 5,000 in July 2017.

MORE EFFECTIVE ACTION IN CASES 
OF CROSS-BORDER VIOLATIONS 
OF CONSUMER LEGISLATION
at the end of 2017, a European regulation was 
adopted to allow the competent authorities 
of Member States to act faster and cooperate 
more effectively with each other in order to 
deter providers from committing violations.

86 %
satisfied consumers 
with the provided 
ECC service



A consumer ordered a dog carrier cage costing EUR 59.99 
from an online trader based in Germany. Two months after the 
purchase, the consumer washed the cage and left it to dry in 
the sun. This caused the plastic bottom to become seriously 
deformed, and the cage became useless.
The consumer filed a complaint with the trader and received the 
answer that such damage to the product was not covered by the 
warranty and therefore the complaint could not be considered.
The ECC examined the case, justified the consumer’s requests 
and sent the matter to be dealt with by colleagues at the ECC 
in Germany, who explained to the trader the consumer’s rights 
in the case of defective goods that apply throughout the EU 
two years after the purchase. The trader then informed the 
consumer that they would refund the entire purchase price, 
which they actually did in the next few days.

EXAMPLES OF SUCCESSFULLY RESOLVED CONSUMER 
COMPLAINTS

Consumers’ questions most frequently referred to rights they have 
in the case of defective goods and the rights of passengers in air 
transport:

A Slovenian traveller bought a return ticket for a flight 
on the Trieste–Reykjavik route through a Swedish online 
agency, for which he received a booking confirmation on 
the e-mail address he provided at the time of purchase. 
He then booked a car hire, paid for the tickets for the 
festival he wanted to attend, paid for transport to the 
airport, and whatever else was needed for the trip. 

A few days before departure, he wanted to check in 
for the flight via the Internet, and found that his flight 
had been cancelled almost a month earlier, but no one 
had informed him of this. The passenger was thus left 
without a flight, and none of the services paid for a week 
of holiday in Iceland were used. 
It was subsequently found that the airline had informed 
passengers of the cancellation of the flight, but the 
e-mail address of the Slovenian passenger provided 
to them by the agency was incorrect. Therefore, the 
passenger requested EUR 2,000 in compensation from 
the Swedish agency for the damage caused, but the 
agency did not respond to his request. 
The ECC examined the case, justified the consumer’s 
request and sent the case for consideration to the 
Swedish ECC. The latter contacted the agency, which 
then paid the passenger compensation of EUR 1816.74.



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

e-mail: epc.mgrt@gov.si
telephone: 01 400 3729

Prepared by: EPC; Designed by: Futura DDB; Photo: Shutterstock; Year: 2018

This report was funded by the European Union’s Consumer 
Programme (2014-2020).

The content of this  report represents the views of the author 
only and it is his/her sole responsibility; it cannot be considered 
to reflect the views of the European Commission and/or the 
Consumers, Health, Agriculture and Food Executive Agency 
(CHAFEA) or any other body of the European Union. The European 
Commission and the Agency do not accept any responsibility for 
use that may be made of the information it contains.

Co-funded by the
European Union

COMMUNICATION ACTIVITIES

BROCHURE
The brochure “Different Ways to Resolve Consumer 
Complaints and Disputes” contains information on 
various forms of informal, administrative, extra-judicial 
and judicial ways of resolving consumer complaints 
and disputes, and contact details of authorities or 
institutions which consumers may contact in the event 
of problems with providers of goods and/or services.

WORLD CONSUMER RIGHTS DAY – ECC OPEN DAY
On 15 March, the World Consumer Rights Day, the 
ECC organised an open day in Kongresni trg square 
in Ljubljana. In addition to the ECC, consultants 
from the Market Inspectorate, the Solvit Centre, 
Slovenian Consumers’ Association and the European 
Commission Representation in Slovenia were also 
available for advice and information. The event was 
made even more interesting by actor Matjaž Javšnik.

PRIZE SURVEY
The prize survey “Defective Product – My Rights?” 
was carried out on the epc.si website between 16 
October and 16 November 2017. The purpose of the 
survey was to obtain information on the experience 
of consumers in the exercise of rights based on 
guarantees and warranties, and at the same time 
raise the awareness of participants about these rights. 
4,572 consumers participated in the prize survey. 
Among the winners, the first three were awarded a 
cash prize, while a thousand received a practical prize.   

LECTURE AT ZAGORJE SECONDARY SCHOOL
At the invitation of Zagorje Secondary School, the 
ECC participated in the event “Day for Changes”, 
organised by the school on 19 May 2017 in 
the town park. Visitors to the event received 
information and advice on consumer rights in 
the EU, and for the students in the class, the ECC 
conducted a workshop on safe online shopping. 

FAIRS
In January, the ECC participated in the Arena 
mladih youth fair in Ljubljana, at the Primorski 
sejem fair in late May in Koper and at the 
International Crafts Fair in Celje in September. 

MEDIA
In press releases, the ECC warned consumers about 
problems with vehicle rental, online dating, and 
the risk of counterfeit purchases, and informed 
them of their rights regarding online reservations 
and airline travel and the purchase of defective 
goods. The ECC also participated in 14 television 
and 6 radio broadcasts and was included in 63 
publications in other media. At the end of 2017, 
there were more than 5,000 recipients of ECC 
e-News, which has been published five times.

THE EUROPEAN CONSUMER CENTRE SLOVENIA (ECC)
is part of the network of European consumer centres Network, 
which are active in all EU Member States, Norway and Iceland. 
The ECC-Net informs and advises consumers and provides 
them with expert support in resolving their complaints 
against foreign suppliers of goods and services from the EU, 
Iceland or Norway. All services are free for consumers.

JOINT PROJECTS OF THE ECC NETWORK
At least once a year, the centres conduct an examination of the 
situation in a particular consumer market or examine specific 
consumer issues in individual Member States. They prepare 
reports on joint projects, which can be a source of information 
for decision makers at national and European level. In 2017, the 
network prepared a report on the issue of subscription traps.

ECC-CPC-MONITOR
The ECC network is also working increasingly closely with the 
network of public authorities responsible for implementing 
consumer protection legislation in Member States (the CPC 
network). To this end, the networks have set up a common 
online tool, the ECC-CPC-monitor, through which they 
exchange information about cross-border providers of goods 
and services that violate EU law in the field of consumer 
protection massively, systematically or repeatedly. At the 
end of 2017, 65 infringers were registered in the system, of 
which 17 reports were due to subscription traps. The highest 
numbers of violations also included the rental of vehicles, sale 
of designer furniture, resale of tickets and digital services, and 
websites for dating and services in the field of tourism.

REPUBLIC OF SLOVENIA
MINISTRY OF ECONOMIC DEVELOPMENT
AND TECHNOLOGY
  

http://epc.si/pages/topics/razlicne-poti-resevanja-potrosniskih-pritozb-in-sporov.php?lang=SI
http://epc.si/pages/topics/razlicne-poti-resevanja-potrosniskih-pritozb-in-sporov.php?lang=SI
http://www.youtube.com/watch?v=_uFazUtCx2Q
http://epc.si/media/media_2017/Subscription_traps_in_Europe_2017_Report.pdf

