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EUROPEAN CONSUMER CENTRE IRELAND

The European Consumer Centre (ECC) 
Ireland is a member of the European 
Consumer Centre Network (ECC-Net), which 
offers consumers across the European 
Union advice on their rights when shopping 
or travelling in another European Union 
country. ECC-Net members cooperate 
closely to help settle complaints between 
consumers and traders based in different 
EU countries, Norway, Iceland and the 
United Kingdom.

ECC Ireland provides information, advice, 
education and outreach programmes 
on consumer rights and entitlements 
stemming from the European Union 
consumer protection legislation. We assist 
consumers by providing free-of-charge 
expert assistance with resolving cross-
border consumer complaints within the 
EU and the European Economic Area. We 
help consumers and traders to reach an 
amicable solution or by referring them 
to an Alternative Dispute Resolution or a 
National Enforcement Body, when needed.

We also produce research on issues 
of consumer interest in order to raise 
awareness on emerging trends among 
policy makers, stakeholders and consumers. 
We provide feedback and market research 
to the consumer programme agencies of 

the European Commission and national 
stakeholders in Ireland. We cooperate with 
a number of other pan-European networks, 
such as the Enterprise Europe Network, the 
Consumer Protection Cooperation Network, 
Europe Direct, FIN-Net, Solvit and the 
European Judicial Network.

Our projects include consumer rights 
reports on specific issues, such as air travel, 
e-commerce, timeshares, package holidays 
and cross-border bank charges. We also 
participate in joint pan-European surveys 
and research on uniform implementation 
of consumer protection. For this, we 
cooperate with other EU networks and 
national consumer organisations and 
enforcement agencies, such as the 
Competition and Consumer Protection 
Commission, the Financial Services and 
Pensions Ombudsman and the Consumer 
Association here in Ireland.

Irish consumers should feel confident 
accessing the benefits of the European 
Single Market, which means having the 
reassurance that they can purchase goods, 
services and products from/in another 
EU country just as they would in their 
home country. Our mission is to empower 
consumers when exercising their rights in 
Ireland and in Europe.

Organisation Overview
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The European Consumer Centre (ECC) 
Ireland plays a vital role in ensuring 
compliance with the cross-border rights 
of Irish consumers who engage and 
contract with businesses and companies, 
predominantly online, across the European 
Union. The ECC is co-funded by the European 
Commission and the Irish Competition and 
Consumer Protection Commission.

In my role as representative of the 
Consumers’ Association of Ireland, I had 
the honour of being a founding member 
of the ECC here in Ireland. As its current 
Chairperson, I would like to commend the 
dedication and expertise of the centre’s 
staff, past and present, and the exceptional 
commitment and professionalism of the 
management board’s members, who 
generously give of their time and experience 
in a voluntary capacity.

This annual report provides insight into the 
innerworkings of the Centre’s activities in 
2019 and also highlights the challenges 
that lie ahead for cross-border trading, 
not least, in terms of the change to the 
legislative environment and protections 
that Brexit will undoubtedly bring.

Of course, as we publish this report in mid-
2020, COVID-19 has emerged as one of the 
most challenging global events in modern 

times. It is a cause of immense social and 
economic change and demands. Prominent 
among these are the failure to respect 
consumer rights and entitlements in terms 
of travel cancellations and related actions, 
which leave consumers significantly out of 
pocket and weak in terms of options and 
alternatives. Consumers rely upon their 
rights and entitlements under law and 
so we must consider how, in the broader 
sense, we ensure that the laws enacted, and 
those soon to be introduced, are effectively 
enforced.

This has been and will continue to be 
challenging but I have confidence that 
ECC Ireland will defend our hard-fought 
consumer rights and entitlements. We 
would not countenance doing otherwise. We 
therefore enter the next period, conscious 
of the importance of our services, how they 
must not be diluted and how we must do all 
in our power to meet the needs of the Irish 
consumers we represent and who rely upon 
our efficiency and our effectiveness.

Dermott Jewell, Chairperson 
September 2020

Chairperson’s Introduction 
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DERMOTT JEWELL (B.Sc. Mgmt, Law), 
Chairperson, is the Policy and Council 
Advisor at the Consumers’ Association of 
Ireland. His current representations include 
the Legal Services Regulatory Authority, 
the Financial Services Ombudsman Council, 
the Banking Stakeholder Group of the 
European Banking Authority, the Chartered 
Institute of Arbitration with accreditations 
in Employment Investigation and Mediation 
from the Mediators’ Institute of Ireland. He is 
also a Director of the Investor Compensation 
Company Ltd at the Central Bank of 
Ireland and the national representative 
on the European Commission’s Consumer 
Consultative Group.

PAUL BRENNAN is an Assistant Principal 
official at the Competition and Consumer 
Policy Unit within the Commerce, Consumer 
and Competition Division of the Department 
of Business, Enterprise and Innovation 
and serves as a member of the Board of 
Management of the European Consumer 
Centre of Ireland since 2013.

BRIAN FARRELL  is a Fellow of the Association 
of Chartered Certified Accountants and Head 
of Oversight of Link Fund Manager Solutions 
Limited. He was previously Chief Financial 
Officer of Londinium DAC, a Vice-President 
in compliance and regulatory practice and 
manager of Duff & Phelps. He has held 
finance roles with Goldman Sachs and a 
number of investment firms in Australia and 
Ireland. 

CLAIRE LANIGAN (BA Business, MBA) 
has more than 25 years’ experience 
working in the financial services sector. 
Her appointments include Head of the 
Investment Banks and Broker Dealers, Asset 
Management Supervision and Banking 
Supervision in the Central Bank of Ireland; 
Head of Credit at Cantor Fitzgerald and 
management positions with the Allied Irish 
Bank Corporate in North America. During 
2020, Claire moved to a new role of Chief 
Risk Officer with Wells Fargo bank.

GRAHAM LONG has worked in the 
Citizens Information Board since 2007 
and has been involved in developing the 
organisation’s information content and 
websites, particularly citizensinformation.ie. 
He is currently responsible for social policy, 
research, information resources, ICT and 
eLearning. 

DR MUIRIS Ó CEIDIGH (BA Law, LLG, 
MSc Economics, MBA, MA Public 
Management, Phd Governance) was 
previously a commercial lawyer with A&L 
Goodbody and is currently Chief Executive 
of the National Milk Agency. His other roles 
include memberships with the Property 
Services Regulatory Authority and the 
Medical Scientists Registration Board 
representing the public interest, Chairperson 
on the CORU Education Review Panel, a non-
executive director of the Economic Research 
Institute of Northern Ireland, Director of the 
Irish Council for Civil Liberties, a trustee of 
the Institute for Conflict Research in Belfast 
and a fellow of the Institute of Training and 
Development. 

JOHN SHINE is Director of the Brexit and 
International Division in the Competition and 
Consumer Protection Commission, with a 
brief that straddles both consumer protection 
and competition issues. Previously he 
worked with the National Consumer Agency 
on enforcement of consumer legislation and 
in a variety of roles in the Departments of 
Enterprise, Employment and Finance. John 
is a graduate of Trinity College Dublin and 
has a postgraduate Diploma in Regulatory 
Governance from University College Dublin. 

THE FINANCE, AUDIT AND RISK 
COMMITTEE of the ECC Ireland board 
oversees financial control, budget 
management, internal controls and risk 
management. It is chaired by a qualified 
accountant, BRIAN FARRELL, and has four 
members responsible for monitoring and 
reviewing the statutory financial statements 
and other financial information provided, 
the independent auditors including their 
qualifications and independence, the 
accounting, budgetary and financial 
reporting process, and the system of internal 
controls and enterprise risk management.

Board of Directors
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One of our main roles here at the European 
Consumer Centre (ECC) Ireland is to provide 
free-of-charge information to Irish consumers 
on their European Union rights and entitlements 
when it comes to consumer protection. We do 
this by producing and disseminating information 
and promotional materials and by responding 
to requests from the public. We also advise 
Irish consumers on their options to escalate 
their cross-border disputes with traders based 
in the European Union through various out-of-
court and in-court processes. The last step in 
our process is to advise consumers to take their 
complaint forward to out-of-court entities, such 
as an Alternative Dispute Resolution (ADR) body 
and the European Online Dispute Resolution 
(ODR) platform, or the in-court European Union 
Small Claims (ESCP) procedure.

In 2019 ECC Ireland received 953 requests 
for general information on consumer rights. 
We also received and assisted with 1,949 
complaints about EU-based traders from Irish 
consumers and handled 751 complaints made 
by consumers based in the European Union 
in relation to traders and companies from 
Ireland (an increase of nearly 13% compared 
to the previous year). 193 cases were pursued 
on consumers’ behalf through the European 
Consumer Centres Network (ECC-Net). If no 
solution was found, ECC Ireland referred 
the consumer to alternative enforcement 
mechanisms, such as ADR and ESCP.

ECC Ireland continued to play an active role 
within the ECC-Net by collaborating on joint 
research projects, hosting study visits and 
attending events and workshops to discuss 
policies, communication strategies, case-
handling procedures and problematic trading 
practices. Over 2019, we collaborated 
closely with our co-funders, the European 
Commission’s Consumers, Health, Agriculture 
and Food Executive Agency (CHAFEA), which 
manages the European Union’s coordinated 
consumer programme, and the Competition 
and Consumer Protection Commission (CCPC), 
our national partner. We also strengthened our 
relationship with a number of organisations 
within Southern and Northern Ireland, such as 
the Consumer Council of Northern Ireland, the 

Financial Services and Pensions Ombudsman, 
the Enterprise Europe Network, the Europe 
Direct Network and the European Movement.

Our promotional and marketing activities 
range from running a publication programme, 
advertising campaigns online and on social 
media, promotional events, collaboration with 
similar organisations in the European Union, 
maintaining a fruitful relationship with the Irish 
media, research and reporting on behalf of 
consumer protection stakeholders at national 
and European Union level.

I joined ECC Ireland in January 2020 following 
the departure of my long-serving predecessor, 
Emma Byrne, in late 2019. There were other 
staff changes including Juan Bueso, Legal 
Advisor, Martina Nee, Communications Manager 
and Caroline Curneen, our Assistant Legal 
Advisor, who all departed in 2019. On behalf 
of everyone in ECC Ireland, I would like to 
thank them for their service and dedication, 
and to wish them every success with their new 
endeavours. I would also like to welcome the 
new members to ECC Ireland team including 
Jonathan Brett (Finance Manager), Diana 
Valentine (Communications Manager) and our 
new case handlers, Darragh Comiskey, Vincent 
Walsh and Niamh Condell. I am sure that they 
will enjoy a long and fruitful career with ECC 
Ireland.

As we publish this report in mid-2020 in the 
midst of the COVID-19 global pandemic, the 
demand for ECC Ireland’s services has risen to 
unprecedented levels. I would like to thank the 
Board for its continued support and guidance 
during 2019 and into 2020, and I would like to 
praise our team for its ongoing commitment 
and dedication to consumer protection rights 
and issues, and for its all-round professionalism 
at all times. I know that we are ready to meet 
the unprecedented challenges emerging in 
2020 and beyond.

Dr Cyril Sullivan, Director
September 2020

Executive Summary 

CYRIL SULLIVAN
Director
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In summary, ECC Ireland’s prerogatives 
in cross-border disputes between 
a consumer and a trader based in 
different countries are:  

•  To provide consumers with detailed 
information on in- and out-of-court 
procedures available for their type of 
complaint;

• To identify the appropriate out-of-
court entity for the Alternative Dispute 
Resolution (ADR) procedure, which 
entails services such as mediation, 
arbitration and conciliation aimed at 
resolving consumer-trader disputes via 
an independent third party;

• To refer consumers to the appropriate 
national court for the European Small 
Claims Procedure (ESCP) (an inexpensive 
way to pursue a cross-border claim 
without the need to employ a solicitor) 
or the European Order for Payment (a 

cross-border procedure for uncontested 
claims);

• To inform consumers about available 
translation services for complaints 
involving traders in other European 
countries, when required. 

The day-to-day work of ECC Ireland 
involves:
 
• Advising consumers on their rights 

pertaining to cross-border transactions of 
goods and services;

• Assisting consumers in their dealings with 
traders based in another European Union/
European Economic Area country;

• Liaising with traders of behalf of 
consumers in relation to their complaints, 
where required;

• Collaborating with other ECC centres 
across Europe in resolving cross-border 
disputes.

Activities 

ECC Ireland provides information and assistance on consumer rights when buying 
goods or services in person or online in/from any of the other members of the European 
Union (Austria, Belgium, Bulgaria, Croatia, Cyprus, Czechia, Denmark, Estonia, Finland, 
France, Germany, Greece, Hungary, Italy, Latvia, Lithuania, Luxembourg, Malta, 
Netherlands, Poland, Portugal, Romania, Slovakia, Slovenia, Spain, Sweden), the 
associated countries in the European Economic Area (Norway, Iceland) and the United 
Kingdom. Each of these 30 countries has a national European Consumer Centre, all 
functioning within a closely aligned network, called the European Consumer Centres 
Network (ECC-Net).
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Over 2019, our team of case handlers ECC 
Ireland dealt with 3,653 consumer queries. 
We received 953 (26%) information requests, 
which entailed questions on various legal 
aspects of consumer rights, inquiries about 
dispute resolution organisations and requests 
for information materials and publications on 
consumer rights. The remaining 2,700 (74%) 
queries involved cross-border consumers 
complaints, a figure similar to 2018’s (2,752).

Out of the 2,700 cross-border complaints, 
1,949 were lodged by Irish consumers against 
traders based in the EU/EEA while 751 were 
cross-border complaints made by European 
consumers against traders in Ireland. The 
overall number of cross-border complaints 
increased by 20% in comparison to 2018 which 
indicates an increased public awareness about 
our services.

In 2019, the overall number of cross-border 
complaints actively pursued by ECC Ireland on 
behalf of both Irish and European consumers 
was 944. Out of these, 193 were on behalf 
of Irish consumers and was done through our 
sister offices within the European Consumer 
Centres Network (ECC-Net). If no solution was 
found, ECC Ireland referred the consumer to 
alternative enforcement mechanisms, such as 
ADR and ESCP.

The main areas of consumer queries are air 
travel, electronics, car rental, accommodation 
and online subscriptions. These five areas 
of consumer rights complaints and disputes 
accounted for 83% of all cases handled by ECC 
Ireland in 2019.

Assistance to 
Consumers

   953 (26%)  INFORMATION REQUESTS
2,700 (74%)  CASES PURSUED

3,653 CONSUMER CONTACTS

33%  RESOLVED
67%  REFERRED

193 IRISH CASES

  4%  ONLINE SERVICES
  7%  ACCOMMODATION
  8% CAR RENTAL
11%  ELECTRONICS
53%  AIR TRAVEL
17%  OTHER

MAIN TYPES OF QUERIES

4%

17%

33%

26%

74%

67%

53% 7%

8%

11%
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Cancelled and delayed flights 
As in previous years, most passenger rights 
complaints involved flight cancellations and 
delays related to infringement of Regulation 
(EC) 261/2004. EU air passengers have 
significant entitlements in the event of flight 
schedule disruption, such as information before, 
during and after the journey and a duty of care 
from the airline. Nevertheless, consumers often 
experience difficulties in obtaining assistance 
with re-routing or re-booking and must make 
their own alternative arrangements. For 
instance, if passengers on a cancelled flight 
decide to continue their journey and opt for re-
routing by the airline, this must be offered ‘under 
comparable transport conditions’, though this is 
unfortunately not specified in the current EU 
regulations and is at the discretion of the airline. 
Claiming reimbursement of expenses incurred 
in respect of alternative travel arrangements 
frequently proves challenging, too.

Damaged, delayed or lost luggage 
Airline baggage policies were another major 
source of consumer complaint in 2019, as 
they are often unclear and include excessively 

onerous value depreciation of items at issue or 
arbitrary treatment or the dismissal of claims 
based on lack of receipts. Most difficulties faced 
by passengers related to establishing the value 
of lost and damaged goods in order to claim 
compensation.

Miscellaneous
Issues of a more general nature, typically not 
governed solely by the terms and conditions of 
the contract of carriage, show that policies vary 
substantially from airline to airline. Common 
complaints pertain to difficulties with booking 
flights, online check-in and other types of 
policies and procedures.
Another area of concern related to difficulties 
with flight tickets booked with third-party 
websites (or online travel agents (OTAs)). 
When problems arise, consumers often find 
themselves passed around between the airline 
and the third-party booking agent, who often 
charges steep administration fees to liaise with 
the airline on the consumer’s behalf and may 
not do so effectively.

Air Travel

In 2019, as in previous years, air passenger issues accounted for more than half (53%) 
of the total number of complaints we received (494). This represents a decrease of 
44% compared to 2018, a year heavily impacted by mass cancellations by major 
airlines, but a significant increase compared to 2017 and prior years. 
 

94% of these cases involved complaints made by consumers based in another European 
Union country against Irish airlines. At the time of writing, 17 cases are ongoing, 
223 concluded amicably and in 160 cases where airlines rejected the consumers’ 
claim. Where appropriate, consumers with unresolved complaints were advised of 
further redress options via the relevant National Enforcement Body for flight rights, 
an Alternative Dispute Resolution entity and the European Small Claims Procedure. 
58 cases were outside our remit or ill-founded, usually involving consumers failing to 
abide by the flight ticket terms and conditions or provide supporting documentation.

EUROPEAN CONSUMER CENTRE IRELAND
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A Portuguese consumer’s flight with an Irish 
airline suffered a delay of 9 hours at departure 
due to an aircraft technical problem. The 
replacement flight was to a different airport 
and the passengers completed the journey to 
their destination by bus, after a total delay of 
14 hours. The delay compensation claim was 
denied, but, with the assistance of ECC Portugal 
and Ireland, the consumer eventually obtained 
the legally-due compensation of €250 as per  
E.U. Regulation 261/2004.

A Swedish consumer was to fly from Italy to 
Sweden with an Irish airline, but his flight was 
cancelled due to a staff strike at the destination 
airport. The airline rebooked the consumer 
on another flight the following day and told 
him to arrange his own accommodation, and 
subsequently claim a refund for hotel and 
subsistence expenses. The passenger submitted 
food, hotel, taxi and train receipts, some of 
which were deemed insufficient by the airline 
on account of not being itemised and VAT-
accurate, which resulted in a partial refund only. 
The consumer made a complaint to our sister 
office in Sweden, and ECC Ireland obtained a 
full refund for the consumer in accordance with 
Regulation 261/2004.

An Irish consumer booked flight tickets with a 
Scandinavian airline via a third-party booking 
engine based in Greece. When the flight was 
cancelled and no alternative later flight was 
offered, the consumer requested a refund. 
When none came within the agreed 30 days, 
the consumer made a complaint to ECC Ireland. 
With the help of our sister office in Greece, we 
obtained a full refund for the consumer.

A Greek consumer was due on an Irish airline 
flight which he could not take as he suffered 
a serious accident and was hospitalised. Even 
though the general terms of the reservation 
specified that a refund would be made in case 
of serious illness that prevents the passenger 
from availing of the flight, and after the 
consumer submitted medical documents to 
attest that he was still in hospital at the time of 
the flight, the airline refused to issue a refund. 
Working on this case with our sister office in 
Greece, ECC Ireland succeeded in securing a 
refund for the consumer.

An Irish consumer was due on a Spanish airline 
flight that was cancelled. The consumer booked 
an alternative flight with another airline to reach 
his destination. The airline refunded the cost of 
the cancelled/unused flight but disregarded the 
consumer’s request to be reimbursed for the 
difference between the alternative flight and 
the original cancelled flight on advice from ECC 
Ireland. The consumer was unable to secure 
a refund and complained against the airline 
through the European Small Claims Procedure, 
which ruled in his favour and resulted in a 
refund of the amount claimed.

A consumer based in Ireland travelled with 
a Romanian airline and had his luggage 
irremediably lost. Among the items never 
recovered were a baby buggy and accessories, 
as well as a number of personal items. The 
airline did not respond to the initial complaint 
and request for a refund. ECC Ireland and ECC 
Romania worked together to obtain a refund 
for the consumer but its value was much lower 
than the value of the items lost.

Case Studies
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Electronic Goods

2019 was yet another busy year for queries in relation to the purchase of electronic 
goods such as laptops/computers, mobile phones, household appliances and others. 
Most complaints pertained to faulty products, software issues, delayed deliveries 
and downloaded digital content. ECC Ireland received 73 complaints against Irish 
traders as many of the world’s leading technology companies have their European 
headquarters in Ireland. Another sizable number of complaints were from Irish 
consumers against traders based in Europe (28), mostly from UK-based ones that 
have gone into administration.

A recurring problem involves laptops and mobile phones purchased in the EU becoming 
faulty/defective as soon as received. Under the Sale of Goods and Associated 
Guarantees Directive 99/44/EC, consumers are entitled to repairs and remedy, while 
shops and manufacturers may also provide warranty.

Case Studies

An Irish consumer purchased a refurbished 
phone from a UK online company. Within 4 
months the phone would crash on full battery 
and not charge when plugged in. The consumer 
paid to ship and have the phone repaired by 
the trader. When returned, the phone’s screen 
stopped working intermittently, which the 
trader denied was due to a fault. Within months 
of the initial repair the phone broke down again. 
The consumer had the phone repaired by a third 
party and obtained a full refund from the seller 
with the assistance of ECC Ireland.

An Irish consumer purchased a washing 
machine from a UK trader. Upon delivery, the 
item was found to have been damaged in 
transit. The consumer received a replacement 
machine, but, on installation, they discovered 
it was faulty. The trader acknowledged there 
was a problem with the machine but refused 
to arrange collection or issue a refund. With 
assistance from ECC Ireland and ECC UK, the 
consumer was refunded, and the faulty item 
collected.
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Out of a total of 75 complaints, 19 of these were 
from Irish consumers who encountered issues in 
another EU/EEA country, and the remaining 56 
came from European consumers who experienced 
problems with car hire services in Ireland. Many of 
these complaints raised legitimate grievances and 
were resolved amicably through the ECC Network. In 
some instances, however, complaints were referred 
to the European Car Rental Reconciliation Service. 
A number of complaints were without foundation, 
while a small number remain pending.

The main issue with car hire services is unexpected 
supplementary charges to the booking credit card 
for alleged damage. The consumer is responsible for 
any damage during the rental period, so it is very 
important to ensure that all, if any, existing damage 
is recorded, and preferably photographed during 
pre-rental inspection. Similarly, consumers should 
document the condition of the vehicle upon return, 
especially outside business hours.

Insurance products sold at the rental desk were 
another prominent issue. Third-party liability 
insurance should be included in the rental price but 
providers pressure consumers into purchasing opt-
in add-ons for theft or damage. Some consumers 
reported being refused their rental vehicle otherwise, 
while others found these add-ons featured only in a 
foreign language on the reservation documentation 
completed at the rental desk. Consumers should 
review all and query any unwanted items on car 
rental agreements, as these are difficult to dispute 
at a later stage. 

General Terms and Conditions on car hire contracts 
are also found to be strict and problematic, and 
they should be carefully checked before making a 
reservation and prior to arrival at the rental desk, 
especially when it comes to fuel policy, drop-off 
location and the type of payment card required.

Car Rental

Case Studies

A Romanian consumer booked a rental car in Greece 
through an Irish company. Upon arrival at the rental 
desk, he was refused the vehicle as well as a refund 
for failure to present an “embossed” credit card as 
required by the reservation’s Terms and Conditions. 
The consumer argued that the payment terminal 
does not differentiate between embossed and printed 
credit cards, such as his own. ECC Ireland reviewed 
the rental company’s website and found that the 
embossed card requirement was communicated less 
clearly on the Romanian version of the website, and 
pointed out to the car hire service the obligation to 
notify consumers of any special requirements such 
as this, prior to the completion of the reservation. 
Following our intervention, the consumer received a 
full refund. 

An Irish consumer rented a car for six days in Spain. 
The applicable fuel policy was “full to full”, which 
means the consumer paid a deposit, refundable when 
the vehicle is returned with a full tank. The consumer 
did so but only received a partial fuel deposit on 
account of returning the vehicle at 4pm, which the 
car rental provider claimed was late. However, the 
consumer had been informed that he was required 
to return the vehicle by 4pm and had complied. ECC 
Ireland and ECC Spain worked together to secure the 
remaining refund for the consumer.

In 2019 car rental accounted for the third largest category of complaints handled 
by ECC Ireland. This reflects that fact that this is a growing consumer issue overall, 
particularly because there is no EU legislation in place to regulate the sector at 
present. While Directives 93/13/EC on unfair terms in consumer contracts, 2005/29/
EC on unfair commercial practices, 2006/123/EC on services in the internal market 
and 2011/83/EC on consumer rights cover some aspects of car rental services, they 
do not afford protection in respect of many of the existing issues.
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Hotels and Accommodation

ECC Ireland received 65 such cases, of which 29 came from Irish consumers regarding 
traders based in the EU, and 36 from EU-based consumers against Irish hospitality 
providers. 14 of all cases were resolved amicably, while 15 remained unresolved, and 
3 were unfounded.

Complaints in this sector increased over 2018 as hospitality booking portals and 
accommodation-sharing platforms proliferated. Most issues identified related to 
difficulties with modifying and cancelling third-party bookings and the fact that such 
online facilities fall outside the scope of package travel legislation and are operated 
by non-professional hospitality services hosts.

Other issues involved consumers not being aware 
that the accommodation provider and the booking 
agent, respectively, had separate and distinct 
cancellation policies. A significant amount of 
complaints related to the accommodation being 
below the standard advertised. Others pertained 
to unexpected supplementary charges disputed by 
the consumer, problems with reimbursements of 
deposits or other types of refunds, price increases 
or overcharging, rooms not being available, issues 
with accommodation contracts terms and conditions, 
incorrect booking details and difficulties with the 
booking process.

Accommodation-only bookings are a new area 
of concern as they are often not covered by the 
EU package travel legislation (EU Package Travel 
Directive 2015/2302/ EU transposed in Ireland 
under S.I. Nos 80 and 105 of 2019), which means 
consumers’ entitlements are determined strictly 
by the terms agreed under the contract. This new 
Directive not only increases the scope of travel 
arrangements falling under EU legislation to include 
customised packages and linked travel arrangements, 
but also improves the rights of consumers when a 
complaint or dispute arises.

Case Studies

An Irish consumer booked a hotel room London, with 
specific requirements. Upon arrival, the consumer 
was relocated to a sister hotel where the room was 
not to the standard they had paid for and there was 
an issue with cleanliness. As this room was not as 
described, the consumer sought a refund, which 
was initially denied by the accommodation provider. 
Following intervention by the Ireland and the UK 
ECCs, the hotel issued the refund.

An Irish consumer booked a one-night stay in an 
apartment in Nice. Due to late arrival, he requested 
and paid for late check-in. Upon arrival, he was denied 
entry by the owner, who stated that the guest arrived 
too late and the booking had been cancelled. The 
consumer later discovered an e-mail from the owner 
dated the day of arrival stating that the request for a 
late check-in was denied. With assistance from ECC 
Netherlands, he received a full refund.

An Irish consumer booked a stay in an apartment in 
Lisbon for her family, including an elderly relative. On 
the first morning they experienced excessive noise 
from next door and had to leave immediately as the 
owner did not respond to their request for alternative 
accommodation. The consumer left a negative review, 
which was later modified by the third-party booking 
agent to state falsely that the consumer had been 
refunded. In collaboration with ECC Netherlands, ECC 
Ireland obtained a refund on behalf of the consumer 
for the nights they did not stay in the apartment.
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Under current consumer protection rules (Consumer 
Rights Directive 2011/83/EU), prior to the conclusion 
of a distance-sale contract (such as an online 
subscription), the trader (website/shop/portal) must 
provide the consumer with the relevant information 
in a clear and comprehensive manner on, inter alia: 
the duration of the contract (where applicable), 
whether the contract extends automatically, and the 
conditions for terminating the contract (if renewed 

automatically). Even where this information is 
available and accurate, it still may be deemed 
misleading if it is provided in an unintelligible, 
ambiguous and untimely manner, causing the 
consumers to enter an unwanted transaction. 
This excludes situations where consumers fail 
to familiarise themselves with the contract’s 
cancelation policy or accepting Terms & Conditions 
without reading them first.

Online Services

The total number of complaints received in this category was 35, of which 19 came 
from consumers in Ireland against traders based within the EU/EEA. Just over 45% of 
complaints were resolved amicably.

Online services include dating, streaming and other online subscriptions where 
most difficulties pertain to cancelling memberships. Having signed up for low-cost 
trials, consumers often find themselves locked into costly repeat payments. In most 
cases reviewed by ECC Ireland, consumers were not aware subscriptions renewed 
automatically once the trial period ended. In other cases, consumers were unaware 
that advance notice of cancellation had to be given in order to avoid automatic renewal 
of membership, a step which also triggered further charges. Finally, some consumers’ 
cancellation requests were not processed in time and charges continued to apply.

Case Studies

An Irish consumer claimed a refund for payments 
made to a dating site registered Luxembourg. She 
had been offered a subscription upgrade for a 
certain price increase, which she later realised was 
ten times the value she had agreed to. The trader 
stated that she had agreed to the new contract and 
failed to cancel upon renewal. ECC Ireland and ECC 
Luxembourg reviewed the Terms & Conditions of 
the dating site and found it unclear in terms of the 
pricing model and payments schedule, and secured a 
full refund for the consumer.

An Irish consumer signed up for one month’s 
introductory offer subscription with a Luxembourg 
dating website. When he tried to cancel, he found 
the website offered no option to do so and he sent 
an e-mail to this effect. The website did not process 
this cancellation and sought payment for continuity 

of service and even threatened debt collection. 
The consumer re-confirmed his wish to cancel 
the service and requested that the company stop 
sending invoices. Meanwhile, he also cancelled the 
original payment card. ECC Ireland worked with ECC 
Luxembourg to cancel the consumer’s outstanding 
invoices and debt collection. 

A French consumer purchased a once-off online 
template for €1.49 but later discovered that a 
further €29.90 was debited from her account for 
what the company called an unlimited subscription. 
Over a number of weeks, the consumer attempted 
to cancel this subscription to which she had never 
agreed. ECC Ireland and ECC France worked together 
to unsubscribe the consumer from this unwanted 
service and obtained a refund for the services she 
had never requested or used.
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The Services Directive

The European Union Services Directive 2006/123/EC aims to encourage cross-border 
competition by removing legal and administrative barriers to businesses operating 
in Europe. It was transposed in Ireland by S.I. 533 of 2010 and has been a key step 
in creating a seamless single market for services provision, widening choice for 
consumers and opening new opportunities for businesses.

Article 20.2 of the Services Directive explicitly 
prohibits discrimination based on grounds of the 
nationality and place of residence of service recipients 
as they shop on- and off-line in another EU country. 
In this respect, along with advising consumers on 
their rights, ECC Ireland assists consumers with 
finding an out-of-court resolution by liaising on their 
behalf with service providers through its ECC-Net 
membership in other EU Member States.

While Article 20.2 obliges all EU countries to ensure 
that traders do not discriminate against consumers 
based elsewhere in the EU by denying access or 
applying higher prices to a service based on the 
recipient’s nationality or country of residence, it also 
states that differences in the conditions of access 
can be applied, if “directly justified by objective 
criteria”. As such, not every difference in treatment 
will constitute discrimination: businesses may have 
legitimate reasons for applying differing conditions 
linked to rules and restrictions in another EU 
country, the technical characteristics of the service 

or the lack of international intellectual property 
rights. Nevertheless, due to the wording of Article 
20.2 being insufficiently precise, complaints by 
Irish consumers show that sometimes they face 
unjustified restrictions. Consequently, a case-by-case 
assessment is required and ECC Ireland can assist 
with this.

Article 21 aims to strengthen the Single Market 
by encouraging consumers to engage with the 
services of traders based in the other EU Member 
States. It covers a large variety of sectors and 
ECC Ireland is tasked with dealing specifically with 
queries on services sales, unfair terms in consumer 
contracts, distance and on-site selling and electronic 
commerce. We provide information to consumers 
on available redress options such as: Alternative 
Dispute Resolution (ADR) mechanisms in each EU 
Member State, national and European Ombudsman 
and equivalent services, national regulatory and 
enforcement bodies, independent mediators, and 
national and European Small Claims court procedures.

Case Studies

An Irish consumer rented a vehicle in the UK and 
additional charges were applied to his payment card 
for alleged damage. Her attempts to resolve the 
matter amicably proved unsuccessful. The consumer 
wanted to be referred to an entity in the UK that can 
assist and issue a binding decision in this matter. 
ECC Ireland advised the consumer about redress 
mechanisms available to resolve her dispute with 
the vehicle provider in the UK and the matter was 
progressed and resolved to the satisfaction of the 
consumer.

An Irish consumer wanted to buy a used car from 
a dealer based in the UK. When the trader learned 
the consumer is a resident of Ireland, the purchase 
was refused. “I thought this was just an equality 
discrimination issue but now that I have read your 
website, I can see it is also breaching my EU rights”, 
the consumer reported to ECC Ireland. ECC Ireland 
was able to advise the consumer to assert his rights 
with the UK dealer and to insist on the provision of 
the service.

Applicable Articles
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Geo-blocking practices can include preventing users 
from accessing and purchasing goods, services or 
digital content on a website or app; limiting access to 
online interfaces; re-routing users to country-specific 
websites (possibly with different prices); refusing to 
provide delivery to a consumer’s country of residence; 
not accepting a debit/credit card issued in a different 
country. Complaints received by ECC Ireland in 2019 
show consumers continued to face this type of online 

purchase restrictions such as being unable to shop 
directly from a trader’s website and being redirected 
to a country version of the site where the goods were 
available at significantly higher prices. Similarly, geo-
discrimination prevents consumers from purchasing 
goods or services from a physical shop or being 
offered different conditions or pricing for these based 
on nationality or residence.

The Geo-Blocking Regulation

Under EU Regulation 2018/302, unjustified geo-blocking and geo-discrimination 
practices are prohibited. While traders can set different prices on websites targeting 
different customer groups and limit the geographical area in which they provide 
delivery services, the Regulation obliges traders to treat all EU consumers the 
same as they would local consumers, irrespective of their nationality or place 
of residence. ECC Ireland is the designated national body in Ireland tasked with 
assisting consumers on geo-blocking and geo-discrimination rights, while the 
Competition and Consumer Protection Commission (CCPC) is tasked with enforcing 
the Regulation.

Case Studies

An Irish consumer tried to purchase jeans from 
a German online shop that only delivered within 
Germany. The consumer set up a virtual German 
postal address only to find that the purchase was 
still rejected due to the consumer providing an Irish 
credit card for payment. The consumer contacted 
ECC Ireland who assigned her case to ECC Germany, 
which then liaised with the trader directly to secure 
delivery of the jeans to Ireland.

A Czech consumer placed an order with a trader 
registered and based in Ireland through the trader’s 
German e-shop. The consumer provided a delivery 
address in Germany and paid with a credit card. 

Shortly after receiving the order confirmation, the 
consumer was advised his order was cancelled and 
refunded due to “the violation of the terms of sale”, 
pursuant to which “the company reserves the right 
to refuse to ship [...] if you do not live in a country 
from which [the products] may be purchased”. 
The consumer turned to his local ECC in Germany, 
who in turn requested assistance from ECC Ireland 
to intervene with the Irish trader. As a result, the 
consumer was able to successfully place and receive 
the order soon after that.

16
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Alternative Dispute 
Resolution (ADR)
This is an inexpensive and straightforward procedure 
that involves settling a complaint out of a court with 
the assistance of an impartial dispute resolution body 
in accordance with the European Union Consumer 
Disputes Regulations 1 and 2 of 2015, transposed 
in Ireland by S.I. Nos 343/2015 and 368/2015. Their 
enforcement is the remit of the Competition and 
Consumer Protection Commission (CCPC), which 
also manages the list of ADR-competent entities 
nationally. ECC Ireland is tasked with providing legal 
information and expert assistance to consumers in 
accessing ADR entities in cross-border disputes.

In 2019, 3.15% of our cases were referred to ADR 
bodies, such as the UK-based European Car Rental 
Reconciliation Service (which offers free assistance to 
customers with unresolved cross-border vehicle rental 
complaints), SÖP (a German independent service 
that assists with complaints against transport/travel 
companies) and Medicys (a French online dispute 
resolution body that deals with medical merchants 
and service providers). Four sector-specific bodies in 
Ireland provided ADR redress options in 2019: the 
Commission for Regulation of Utilities, the Financial 
Services and Pensions Ombudsman, NetNeutrals EU 

Ltd and the Royal Institute of the Architects of Ireland. 
In a further 15.26% complaints, consumers were 
advised of alternative enforcement mechanisms, 
such as the European Small Claims Procedure (ESCP).

Online Dispute 
Resolution (ODR)
This is a one-stop-shop web platform developed 
by the European Commission where EU-based 
consumers and traders can settle their cross-border 
and in-country disputes arising from transactions 
for goods and services. This is done by channelling 
the disputes towards national ADR bodies operating 
in the EU Member States and indemnified by the 
European Commission.

ECC Ireland has been the ODR Contact Point 
for Ireland since 2016. Our ODR case handlers 
attend regular relevant meetings organised by the 
European Commission and various institutions in 
Ireland, and organise promotion of ODR activities 
through press advertising, various events and digital 
communications. ECC Ireland provides information 
and assistance to consumers and traders with using 
the ODR platform and dealing with the relevant ADR 
bodies involved in the process.

Referral Schemes
One of our roles is to refer consumers with unresolved disputes to Alternative 
Dispute Resolution (ADR) or Online Dispute Resolution (ODR) bodies, two out-of-
court procedures whereby the consumer and trader can be offered mediation and 
arbitration services. Further redress can be obtained via the European Small Claims 
Procedure (ESCP), a cost-effective, simplified, in-court method to recover low-value 
cross-border claims.

EUROPEAN CONSUMER CENTRE IRELAND
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In 2019, ECC Ireland received a total of 221 ODR-
related inquiries from consumers (64%) and traders 
(36%), an increase of 40% from 2018. These entailed 
general requests for information on how the ODR 

platform works, as well as requests for assistance 
with notifications received from the platform and 
accessing complaints, all of which suggests that 
public awareness of the platform continues to grow.

Case Studies

An Irish consumer purchased items from a trader in 
Spain. He returned the items and the trader agreed 
to process a refund. The consumer had closed his 
bank account since he had ordered the items and 
an issue arose in terms of accessing the refunded 
money. The card payment provider indicated that the 
consumer’s and trader’s banks would need to assist 
with tracing the money, but neither were willing. 
ECC Ireland referred the consumer to the Financial 
Services and Pensions Ombudsman, which provides 
free assistance with complaints against regulated 
financial services providers.

A consumer submitted a complaint via the ODR 
platform about an accommodation service provider 
in relation to their stay being disrupted by noise at 
the property. The trader rejected the claim and was 
advised by the ODR advisor that the consumer could 
avail of an alternative mechanism of redress.

European Small Claims Procedure (ESCP)
This provides consumers and businesses in Europe 
with a uniform and inexpensive debt recovery 
process for low-value claims in cross-border cases 
without legal representation. It is available as an 
alternative to the national courts in the EU Member 
States. The procedure applies in civil and commercial 
matters where the value of a claim does not exceed 
€5,000. It is conducted through a written standard 

process across the EU and establishes time limits 
for small claims litigation. A judgement given in the 
European Small Claims Procedure is enforceable in 
any another EU Member State without recourse to 
appeal. The cost of an ESCP claim Ireland is €25. ECC 
Ireland would recommend ESCP to consumers as a 
form of redress.
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In 2016, the ECC-Net and the CPC Network created 
the ECC-CPC monitor. This tool, endorsed by the 
European Commission, monitors repeated breaches 
by the same trader and alerts the CPC Network in 
order for it to take enforcement action. There were 
127 enforcement requests made by the Network 
during 2019 compared with 109 in 2018. The new 
CPC Regulation (applicable from 17 January 2020) 
strengthens the enforcement prerogatives of the 
Network when it comes to the implementation of EU 
consumer protection laws. 

ECC Ireland also provides feedback to the European 
Commission on key cross-border consumer problems 
faced by Irish consumers in order to help identify 
problem areas in the application and enforcement 
of consumer rights and contribute to policy 

developments in Ireland and at European Union level. 
As part of the ECC-Net, we cooperate with national 
and EU enforcement authorities and stakeholders 
to bring forth the collective interest of consumers 
and provide input for new legislative proposals and 
sectorial measures.

One other remit we are tasked with is to contribute 
to the development of the ODR policies and tools. 
As such, in 2019, our ODR contact point advisor 
attended the European Commission meeting of the 
ODR network and provided constructive feedback 
on the user experience and operations of the 
platform, particularly in light of recent upgrades. 
We also contributed to an exploratory study on IT 
modernisation of the ODR platform.

Research, Reporting and 
Policy Consultation

ECC Ireland contributes to consumer rights reports on problem issues such as air 
travel, e-commerce, timeshares, package holidays and cross-border bank charges 
within the network of European Consumer Centres. It participates in joint projects, 
pan-European surveys and research for and on behalf of various agencies of the 
European Commission and its Consumer Affairs Directorate. We cooperate with other 
EU networks and national consumer organisations and enforcement agencies such as 
the Competition and Consumer Protection Commission (CCPC), the Financial Services 
and Pensions Ombudsman (FSPO) and the Consumers’ Association of Ireland (CAI). 

One of our other prerogatives is to function as an external alert mechanism for the 
network of Consumer Protection Commissions (CPC Network) across the European 
Union Member States. As such, we monitor and communicate consumer-related 
dysfunctions within the Single Market to the national authorities responsible for 
enforcing consumer protection laws, and alert national authorities on unlawful 
commercial practices and traders that breach consumer legislation.
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Cooperation and Collaboration 

At national level, ECC Ireland enjoys partnerships with key consumer rights 
organisations and consumer policy stakeholders and authorities so as to ensure 
the effective exchange of information and to maximise the resources available for 
problem-solving in issues of concern to consumers.

As an EU organisation, we operate as part of a Union-wide network of dispute 
resolution bodies focussed primarily on the resolution of cross-border complaints. 
We also cooperate with other pan-European networks, such as the Enterprise Europe 
Network, the Consumer Protection Cooperation Network, Europe Direct, FIN-Net, Solvit 
and the European Judicial Network.

ECC Ireland enjoys partnerships with key national 
consumer rights organisations and consumer policy 
stakeholders and authorities, ensuring the effective 
exchange of information and maximising the 
resources available for problem-solving in issues of 
concern to consumers. 

The Competition and Consumer Protection 
Commission (CCPC), the national co-funder of 
ECC Ireland, is an independent statutory body with a 
dual mandate to enforce competition and consumer 
protection law in Ireland. We have a Memorandum of 
Understanding whereby our organisations cooperate 
on enforcement issues, promoting the Geo-blocking 
Regulation, signposting consumer queries, discuss 
problematic trading practices, improving assistance 
to consumers, services enhancements and public 
awareness opportunities. Our teams of Legal Advisors 
collaborated on case-handling issues such as rogue 
traders, airline baggage policies, subscription traps 

and contributions to the national monitor of illegal 
traders and unfair commercial practices.

The Dublin Chamber of Commerce is a 
longstanding partner of ECC Ireland and host of the 
Leinster European Enterprise Network. We regularly 
attend their trade association events and produce 
and co-publish consumer rights literature relevant to 
the business community.

The Citizens Information Board is a statutory 
body which supports the provision of information, 
advice and advocacy on a broad range of public 
and social services, including consumer rights. ECC 
Ireland provides training workshops and consultation 
for its information officers across the country and 
distributes consumer rights literature through its 
nation-wide network of offices.

Irish Consumer Authorities 
and Organisations
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The Commission for Aviation Regulation is another 
important partner and in 2019 we consulted on air 
carrier business practices and policies, and matters 
relating to claims companies based in Ireland and 
abroad. We also participated in a number of meetings 
of the Commission’s Passenger Advisory Group.

ECC Ireland continued to promote ADR and ODR in the 
form of training delivered to local authorities and 
agencies in Ireland and by raising awareness in the 
national media about alternative forms of redress for 
consumer rights claims. Much of our cooperation with 
local and regional consumer stakeholders in Ireland 
is done through events, seminars, talks and training 
sessions.

The National Ploughing Championships in September 
2019 provided an opportunity for ECC Ireland staff 
to network with that of the European Commission 

Representation in Ireland, as well as with other EU-
funded groups such as the European Movement.

ECC Ireland’s Director chaired the North/South 
Consumer Working Group 2019 meeting attended by 
ECC UK, the Consumer Council of Northern Ireland, the 
Competition and Consumer Protection Commission, 
the Department of Economy and the Competition and 
Markets Authority of Northern Ireland, the Advertising 
Standards Authority of Ireland, the Consumer Advice 
Service of the Belfast City Council and the Department 
of Business, Enterprise and Innovation.

ECC Ireland also participated in the Travel Centres 
Conference where our Legal Advisor gave a presentation 
on the new Package Travel Directive and discussed its 
provisions with industry representatives, such as travel 
agents and tour operators.
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Consumer Authorities 
and Organisations in 
the European Union

2019 was a busy year for international events, both hosted and attended 
by ECC Ireland. Most meetings, events, study visits and collaborations 
involved our regular partners and stakeholders below.

The European Consumer Centres 
Network (ECC-Net) is an EU-funded, 
pan-European network present in 30 
countries in the EU as well as Norway and 
Iceland tasked with raising awareness 
on consumer rights and handling cross-
border consumer cases across the 
internal market and associated countries.

Over the course of 2019, ECC Ireland 
contributed to all joint projects organised 
by the network in the form of research 

and data collection. We continued to play 
an active role in network meetings and 
research activities on air passenger rights, 
geo-blocking, unfair contract terms, 
guarantees/warranties and consumers’ 
statutory rights, online shopping and 
consumer rights during sales, to name 
but a few.

ECC Ireland’s Director and its PR and 
Communications officer attended the 
ECC-Net Communications Workshop 
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held in Copenhagen to discuss communications 
objectives and opportunities. Other cooperation 
events were a training conference on our 
common case-handling system in Warsaw, 
a study visit for legal advisors’ training in 
Strasbourg, and an EU consumer protection law 
conference in Brussels.

The Enterprise Europe Network is an EU 
umbrella group which provides advice and 
assistance to small companies, helping them 
to take advantage of business opportunities 
within the European Single Market. As a partner 
in the network, ECC Ireland works with business 
organisations and traders to ensure their 
compliance with consumer protection laws 
applicable within the European Union and the 
European Economic Area.

The European Consumer Centre of the United 
Kingdom is our most important partner in the 
network as most of the complaints received 
by ECC Ireland from Irish consumers relate 
to traders based in the United Kingdom. We 
collaborate closely on a daily basis, and meet 
annually for a conference on case-handling 
practices and communications.

Over the course of 2019, ECC Ireland met 
periodically with the Consumer Council for 

Northern Ireland, the Trading Standards 
Northern Ireland, the Consumer Advice Centre 
of Belfast City Council and the members of the 
North/South Consumer Organisations Working 
Group (chaired by ECC Ireland’s acting Director) 
to share information on topics of interest and 
concern to consumers throughout the island of 
Ireland and improve cross-border assistance to 
consumers.

Our joint cooperation activities in 2019 included 
study visits to the other European Consumer 
Centres in Belgium and France and we hosted 
study visits from our colleagues in Lithuania, 
Norway, Netherlands and Estonia. We attended 
a number of European Union consumer 
protection events and conferences, such as 
the ECC-Net Directors’ meeting in Brussels 
and the European Commission’s Consumers, 
Health, Agriculture and Food Executive Agency 
(CHAFEA) Conference in Luxemburg. ECC 
Ireland’s Director attended the Joint Consumer 
Protection Cooperation workshop in Brussels, 
and our Director and Legal Advisor attended 
Cooperation Day and the EU Presidency Event 
in Finland, while some of our staff were at the 
Product Safety Awards in Brussels.
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ECC Ireland is part of the European Consumer Centre Network (ECC-Net), which 
provides information to consumers about their rights under European Union consumer 
protection legislation. If required, our legal team liaises on behalf of Irish consumers 
with traders based in another EU country, as well as in the United Kingdom, Norway 
and Iceland. The European Consumer Centres act as a network, the ECC-Net, to ensure 
access to the European consumer protection rights and services and to provide expert 
assistance to consumers who may run into difficulty before, during or after a cross-
border transaction.

Staff

DR CYRIL SULLIVAN
Director

ANNA HERYAN
Legal Advisor

VINCENT WALSH 
Dispute Resolution Advisor 

DARRAGH COMISKEY 
Dispute Resolution Advisor 

NIAMH CONDEL 
Dispute Resolution Advisor

EMMA PRENDERGAST
Legal & Policy Consultant 

JULITZA HERNANDEZ
Dispute Resolution/ Online 
Dispute Resolution Advisor

JONATHAN BRETT
Finance Manager  

DIANA VALENTINE
Press and Communications 
Manager
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2019 Team

Emma Byrne   Director Jan – Nov 2019 
Caroline Curneen  Assistant Legal Advisor Jan – Oct 2019 
 Acting Director Nov – Dec 2019
Juan Bueso  Legal Advisor Jan – Dec 2019 
Anna Heryan  Senior Dispute Resolution Advisor Jan – Nov 2019 
 Data Protection Advisor Jan – Dec 2019 
 Acting Legal Advisor Nov - Dec 2019
Emma Prendergast  Legal and Policy Consultant Jan – Dec 2019
Joseph Mullaney  Dispute Resolution Advisor Jan – Dec 2019 
                                   Online Dispute Resolution Advisor, Jan – Dec 2019
Julia Orr  Dispute Resolution Advisor Jan 2019
  Online Dispute Resolution Advisor Jan 2019
Julitza Hernandez  Dispute Resolution Advisor Jan – Dec 2019
 Online Dispute Resolution Advisor Jan – Dec 2019
Darragh Comiskey  Dispute Resolution Advisor Nov – Dec 2019
 Online Dispute Resolution Advisor Nov – Dec 2019
Vincent Walsh  Dispute Resolution Advisor Nov – Dec 2019
Martina Nee  Press and Communications Manager Jan – Nov 2019
Jonathan Brett  Finance Manager Jan – Dec 2019

Our team aims to empower consumers by making them aware of their rights, so 
that they feel more comfortable when pursuing consumer complaints. For the more 
difficult cross border cases, we liaise with the European Consumer Centre in the EU 
Member State where the trader is based and advise on in-court or out-of-court dispute 
resolution options, depending on the case.

Our service is free-of-charge and confidential. The quality of our service is important 
to us and we work hard to ensure that all consumers who contact us can expect a 
professional, efficient and courteous service. We use our clients’ feedback to monitor 
and improve our service and quality charter on a regular basis.

26
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Customer Satisfaction

In 2019 ECC Ireland carried out two waves of customer feedback surveys with Irish 
consumers whose complaints were handled in house by us. They revealed that, overall, 
customers are very happy with our service.

ECC Ireland, as part of ECC-Net, is committed to 
offering a professional and courteous service to 
all consumers who contact us and we will make 
every effort to ensure that the services we 
provide and promote reflect our clients’ needs 
and expectations. We contact all our Irish clients 
whose cross-border complaint we handle after 
to obtain their views on our service. We use this 
feedback to monitor and improve our service. 

Our case handling process involves a preliminary 
assessment to ensure that the matter is within 

ECC-Net’s remit. Once the initial assessment 
process is concluded, the consumer will be 
informed about their rights and entitlements 
under European consumer legislation as 
well as information on the available dispute 
resolution mechanisms. If ECC Ireland is not in 
the position to assist with a query, we will refer 
the consumer to another relevant organisation 
competent to deal with that particular type of 
consumer rights.

“Keep doing what you’re doing!”

“An excellent service.”

“Very satisfied.”

“Fast response.”

“Excellent service 
with very easy web page 

to navigate.”

eccireland.ie
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Media and Marketing

2019 was another successful year for ECC Ireland’s communications activities. ECC 
Ireland’s Annual Report 2018 was produced and disseminated to a great number 
of public service and private business stakeholders, the national media and the 
general public via press releases, Twitter promotions and subscriber newsletters. 
Our consumer rights infographic was included in a business studies textbook for use 
in Irish schools. All current leaflets were made available on-line and promoted via 
Twitter, and distributed through mail-outs, at various talks, conferences and other 
events along with our other promotional materials and literature.

Our digital presence was strong on search 
engines and our website generated growing 
organic traffic in 2019. Digital articles, consumer 
news and legislative updates on consumer 
issues and topical press releases are created 
monthly on our website, and then promoted 
via social media and our monthly e-bulletin 
to drive traffic to the website. Our presence on 
social media has increased on Twitter, where 
we promote consumer news, press releases, 
monthly e-bulletins, launches and reports, 
outreach activities, and interact directly with 
consumers and followers.

We also run regular drives and campaigns in 
relation to general/seasonal/topical consumer 
rights, the latest consumer protection concerns 
such as major consumer events and changes 
in consumer rights in Europe and raising 
awareness on consumer frauds and scams. 
Our promotional campaigns within the wider 
ECC-Net annual communications strategy in 
2019 included website and social media posts 
on: GDPR and Data Protection (one year GDPR 
anniversary and general principles of data 
protection), Safer Internet Day (focusing on 

illegal content and online scams awareness), 
St Valentine’s Day (highlighting the risks 
associated with subscription and dating scams 
awareness), World Consumers Rights Day, World 
Data Back-Up Day, World Health Day (promoting 
cross-border health insurance rights via EHIC), 
European Youth Information Day (consumer 
rights awareness), Europe Day, European 
elections for the European Parliament (and 
its role in consumer rights legislation), World 
Tourism Day (and associated EU consumer 
rights), Black Friday/Cyber Monday (consumer 
rights awareness for online purchases).

Our media coverage was excellent during 2019, 
when we exceeded our target (351 contacts 
across all media). Articles and interviews in the 
online, broadcast and print Irish press are key 
to raising awareness about EU consumer rights 
in Ireland and issues affecting consumers in 
Europe. ECC Ireland tends to take a proactive 
approach to media activities; mentions in the 
national print and web media come as a result 
of our press releases and e-bulletins, as well as 
after pitching ideas for articles. We also allocate 
a significant portion of our PR prerogatives to 
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responding to media queries and requests 
for information. This resulted in a number of 
exclusive articles with national newspapers 
and we are called to comment on a variety of 
consumer topics on a regular basis. ECC Ireland 
makes use of media interview opportunities on 
TV and radio as well as providing information 
for print and web articles to emphasise the role 
of ECC-Net, both in Ireland and across Europe, 
namely to provide information and assistance 
on cross-border issues on a free-of-charge and 
confidential basis. Every opportunity is taken to 
explain common cross-border consumer issues 
and to respond appropriately to current events 
that affect consumers. Where possible, we 
also aim to ensure that media appearances – 
particularly in print and on radio – are used to 
remind readers/listeners about ways to make 
contact, e.g. via phone, email, or through the 
website ‘Contact us’ form.

Promotion of the ADR and ODR referral 
schemes was high on ECC Ireland’s priorities 
for 2019. We promoted these in Ireland via 
press releases, announcements, or updates 
from the European Commission, the European 

Commission Representation in Ireland, and 
others. We also conducted ADR and ODR training 
with the staff of Citizens Information Board 
(CIB), via an information stand at the National 
Ploughing Championships, a digital advertising 
campaign with the Irish Independent newspaper 
and leaflet distribution campaign to Citizens 
Information Centres across the country.

An important part of our public relations 
activities focuses on consumer rights awareness 
campaigns, public talks, training sessions and 
events. ECC Ireland has often held information 
stands and talks in public libraries and other 
appropriate venues. Various events ECC Ireland 
was involved in over the course of 2019 
include outreach talks and training sessions on 
consumer rights with the Citizens Information 
Board and lecturing at the 2019 Ireland Travel 
Centres Conference. We also participated in 
social and digital media best practices events 
and joined the Representation of the European 
Commission in Ireland at the National Ploughing 
Championships to raise awareness on cross-
border EU consumer rights.
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2019 – A Summary

ECC Ireland engages in promotional consumer rights activities addressed to consumers 
and businesses and works closely with policymakers and enforcement authorities 
in Ireland. Over 2019 we continued to successfully cooperate through meetings 
and events with the Commission for Aviation Regulation, Department of Business, 
Enterprise and Innovation, the North/South Ireland Consumer Group, The Commission 
for Communications Regulation, the Office of the Government Chief Information 
Officer. We continued our cooperation with other consumer policy stakeholders such 
as the European Commission Representation in Ireland, the Europe Direct Network and 
the European Movement, the North/South Ireland Consumer Group, The Commission 
for Communications Regulation and the Office of the Government Chief Information 
Officer.

We were part of many various cooperation 
and training events together with our partners 
in the European Union. We were represented 
by our legal advisors at the European Union 
Cooperation Day and Presidency event in 
Finland, and the specialist EU Product Safety 
Award conference in Brussels. Every year our 
legal advisors attend the consumer rights case 
handlers meeting in Brussels. At director level, 
ECC Ireland was represented at the ECC-Net 
Directors’ meeting in Brussels and the ECC 
conference in Luxemburg.

2019 was another successful year for ECC 
Ireland’s communications activities where we 
exceeded our target media coverage, improved 
visitor numbers on our website, and expanded 
our outreach activities. Our printed publications 
and our various leaflets were produced and 
circulated widely in Ireland and also promoted 
effectively online and at various events 
throughout the year. We exceeded our media 
coverage targets by producing effective press 
releases and improved our digital presence and 
ranking, which helped to raise awareness about 
EU consumer rights and the work undertaken by 
ECC Ireland and the wider European Consumer 
Centres Network.

In our core service work, we are trained to 
evaluate not only key areas of complaint 
and case-handling performance but also to 

keep focused on problem-solving aspects of 
our service provision, improve planning and 
execution of internal and outreach activities, 
and learning to estimate, handle and manage 
future outcomes. Over the years we built 
analytical capabilities to turn hard data 
deriving from our case handling activities into 
actionable insights for our policy development, 
public awareness, stakeholder management 
and media communications strategies.

As we say good-bye to another outstanding 
year, despite ongoing challenges Ireland and 
the world face due to COVID-19, we look 
forward to continued success in 2020. A lot 
of exciting legislative developments are afoot 
at European Union level which will ensure 
increased protections and effective redress 
options for all European consumers. Over the 
next year, we will concentrate on developing 
further efficiencies and performance within 
our core service of assisting Irish consumers, 
engaging with the Irish public on education 
on consumer rights and helping them make 
the most of their entitlements, and contribute 
to the enforcement and implementation of 
legislative changes that make Europe a great 
place to enjoy as a consumer.
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The content of this annual report represents the views of the author only and it 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. 
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