
Shopping online in the internal market offers 
consumers incredible choice, value, and access 
to an enormous, 24-hour marketplace from the 
comfort of their homes. Consumers are often 
concerned about whether their rights will be 
respected if something goes wrong in another 
country and as a result lack confidence in 
cross-border online trade.

The European Online Marketplace Consumer 
Complaints 2010-2011 highlights the current 
problems that consumers experience when 
engaging in cross-border online shopping. It is 
a summary of cross-border problems reported 
by individual consumers to the European 
Consumer Centres’ Network (ECC-Net). This 
is the sixth E-commerce Report concerning 
cross-border B2C transactions published 
by ECC-Net and follows from the last report 
published in August 2010. It is complementary 
to ECC-Net’s Mystery Shopping report of 
October 2011.

ECC-Net recieved on average approximately 
31 000 complaints per year in 2010 and 
2011. Of these, 56% concerned online 
purchases in both years. The report shows 
the analysis of these consumer complaints 
relating to online purchases, handled by 
the 29 European Consumer Centres. In line 
with previous years, it shows that the major 
problems reported by consumers relate to 
the delivery (i.e. non-delivery being by far 
the major issue) and the product/service (i.e. 
defectiveness of the product, non-conformity 

with the contract), 42% on average in 
2010-2011. Other reported problems relate 
to the contract terms, the price and payment, 
redress, selling techniques and possible deceit.

The top five countries that received most 
complaints were Germany, France, the UK, 
Luxembourg and the Netherlands. This is not 
surprising given that these countries represent 
the largest e-commerce markets in the EU with 
the most e-commerce transactions.

Various consumer problems have been 
identified, e.g. a consumer might not use the 
right of withdrawal within the cooling off 
period because a web trader has not followed 
his obligation to inform the consumer about 
the entitlement to the cooling off period, or 
a consumer may encounter discrimination 
because of his/her country of residence when 
a trader refuses to deliver to this country or 
does not accept the foreign payment card. 
Problems relating to the purchase of digital 
content, inertia selling, and the faulty display 
of prices are also examined.

Types of consumer purchases are examined in 
the report, paying special attention to the area 
of buying tickets online and gambling online.

Numerous legislative developments are taking 
place in the area of consumer protection for 
example the proposed ADR Directive and ODR 
Regulation. The ECC-Net expects that these 
initiatives will increase consumer confidence 
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and that consumers will benefit from greater 
consumer protection in the internal market 
while shopping online.

The European Small Claims Procedure for 
cross-border disputes is a mechanism for 
providing resolutions to disputing parties. 
However, consumers still face practical 
barriers in obtaining redress such as 
translation of official documents, being 
redirected by inadequately informed judicial 
entities and enforcing a judicial judgement 
in another EU country. These issues pose 
challenges and may not necessarily eliminate 
the difficulties associated with going to 
court. This is particularly due to the fact that 
enforcement is governed by national law. 
There is a need to further increase awareness 
of the procedure.

As European consumers still face minor and 
major obstacles to cross-border trade within 
the internal market, the aim of this report is 
to highlight, assess, and bring these issues 
forward. ECC-Net, in its unique position to 
document these issues, has published this 
report as an indication of the focus needed 
in this area of EU trade. It is the hope of the 
ECC-Net that this will be an indication of 
the development needed in order to further 
strengthen the position of consumers in the 
EU market. ECC-Net cooperating with different 
trade organisations representing online 
retailers is a win-win situation for all parties 
when promoting and creating good conditions 

for consumers. Strong and effective consumer 
protection throughout the EU must be a 
natural goal for everyone involved. Confident 
consumers will shop cross-border online.

For further information on ECC-Net: 
http://ec.europa.eu/consumers/ecc/ 

The European Consumer Centre in the 
Netherlands has led this project in 
close cooperation with the Centres in 
Lithuania, Ireland and Sweden, who formed 
the working group for this project.
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