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The European Consumer Centres Network-{{s2)C

ECC-Net: EU Member States, Iceland, Norway

Co-funded by the EU (DG JUST) and the national
governments

Helping consumers with practical cross-border
problems. Advising citizens on their consumer rights
and providing easy access to redress

> 150 legal advisors throughout the EU
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Our goals

B Enable consumers to purchase goods and
services with full knowledge of their rights and
duties

B Consumers are aware of the benefits and
advantages, the European Union is offering

B Strengthening citizens confidence in the Single
Market
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Video presentation of the EQ&t

| TI— |
LD
— T

Help and advice ™ \
for consumers \\\\\
in Europe E(CNet  Co-funded by the
; wrcente  EUrOpean Union




Information requests / topics 2018

TOP 3 SECTORS : QUESTIONS AND COMPLAINTS M
ESPECIALLY ...

= 34.00%
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compared to 2017 (107 125 requests)

{finandial services, insurances...)
TRANSPORTS SERVICES
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RECREATION AND CULTURE
{audio-visual, photographic & info-
rmation processing equipment...)
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The specificities of cros®rder disputes

Geographical Difficulties of

_ e Language barriers Cultural differences
distance communication

. Complexity and length
Different PIEXy :

Prejudices Ignorance of law of cross-border legal

legislations
procedures
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Dispute resolution

In most complaints, we reach an amicable solution.
If no solution can be found, these are further steps:

® ADR/ODR
® European small claims procedure
B European payment order
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Case: 'A Consumer's Problem'

® Cross border problem with airline
m ESCP steps taken by consumer

m Court ruling

®m Post court problems

B Redress for the claimant
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Which difficulties?

Preparation of Competent Support from Contact Managing

a case court advisors bailiff expectation
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Discussion practical case

From your knowledge and experience; what could be improved?

How can e-CODEX support legal procedures?

Interconnection with ODR-systems?

What would enable consumers to believe ESCP is the right tool for them?

Mathias Maurer Pablo Cortes Emma van Gelder
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o www.eccnederland.nl
@ + 31 (0) 30 232 6440

@ info@eccnederland.nl

Thank you for your attention
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